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WHAT IS IP TELEPHONY?

Traditionally, voice and fax data have been carried over the public switched telephone network (PSTN). This is
now being done more and more using Internet Protocol (IP) data connections, commonly known as voice over IP
(VOIP). Some of you may have done this at home, by speaking with a friend, using your computers.

IP Telephony takes this further, utilising the VolP standards to create a carrier-grade telephony system where
higher level features such as advanced call routing, voice mail and contact centres can be utilised.

Voice and data networks come together, into one shared infrastructure.

Unlike a traditional telephony system, you have greater control of the features you want and how they are
configured. You don’t have to rely on expensive engineers or external support for day-to-day changes to your
telephony network.

1.1 WHAT IS TIPT

Telstra IP Telephony (TIPT) delivers hosted IP Telephony and applications, with a broad and innovative range of
features. What does this mean for you?

Most users have access to call control features through their PCs. They can determine where they want
messages sent, including voice mail, email or fax

As administrator for your group, you can do most of the adds, moves and changes for users, phones and
numbers quickly, without relying on someone else outside of your group or company

CHAPTER 1 WHAT IS IP TELEPHONY?
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THE ROLE OF THE CGA

Your organisation has one or more groups that have been set up by Telstra.
Each group has a number of users and if required, the users can belong to departments.
Each user is assigned the following:

A phone number
A device, typically an IP phone
User and group services

Users can have more than one device and number assigned to them, depending on their requirements.

2.1 CGA RESPONSIBILITIES

As a Customer Group Administrator you are responsible for facilitating adds, moves and changes to your group’s
phone services.

You can perform a wide range of changes yourself, without involvement from Telstra, using your group
administrator login on the CommpPilot web portal.

There are four key aspects to the role of an administrator:
Becoming the subject matter expert on your organisation’s Telstra IP Telephony system and supporting
phone users
Managing one or more groups and users for each group — logged in at a group level

Diagnosing TIPT problems and if required, escalating it (or passing it onto the authorised representative to
escalate) to Telstra.

The administrator has control over:
Enterprise-level features and functions

Group and user-level features and functions

2.2 KEY ADMINISTRATOR TASKS

Answer questions from end users about their phone features and services

Request service changes, additional phones, additional training and assistance with complex service
configurations via the Minor Change Request tool (on the TIPT Resource Centre), or via the Telstra Sales
Team.

Escalate more complex problems to LAN support or the TIPT Helpdesk

LOGGED IN AT ENTERPRISE LEVEL
Set up and manage Enterprise Departments
Configure the Voice Portal
Add, remove and modify common contact phone numbers used by the enterprise
Configure enterprise-wide password rules

Configure Voice Portal password rules

CHAPTER 2 THE ROLE OF THE CGA
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Customise Voice Portal Greeting

LOGGED IN AT GROUP LEVEL
Administer a group’s IP Telephony phone services in CommpPilot
Set up and manage Group Department
Modify phone users
Modify Devices for users
Configure the group Calling Plan
Configure Group Voice Messaging
Administer Enhanced Service Instances:
Auto Attendants
Department Music on hold
Call Centers
Hunt Groups
Series Completion Groups
In addition, a selection of minor changes and services can be requested using the Add Moves and Changes tool,
accessed on the TIPT Online Resource Centre. The changes you can request using the tool are:
Add/remove quantity of authorised service packs
Upgrade and downgrade quantity of authorised service packs
Modify call centre services
Configure complex services
Modify Customer Enterprise Administrators
Modify Enterprise profiles
Order new CPE

Request Additional Training

CHAPTER 2 THE ROLE OF THE CGA
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CUSTOMER NETWORK AND DEVICES

3.1 CUSTOMER LAN

This is your organisation’s network setup, which in the past would have been used to carry data, but now carries
voice as well. It may include: cabling, hubs, switches, routers, wiring closet, in-line power, etc. Your network is
connected to TIPT using the Telstra IP network infrastructure.

3.2 CUSTOMER DEVICES

These are the handsets or phones used by your organisation. If you have IP phones, these connect directly to the
LAN. If you have analogue phones, they are connected to the LAN by another gateway.

3.3 CUSTOMER SERVERS

As well as your LAN, you may have one or more servers hosted locally:

DHCP server (optional)

Customer DNS Server (optional).

3.4 DHCP SERVER

Customer Dynamic Host Configuration Protocol (DHCP) Server: (optional) used to dynamically allocate and assign
IP addresses to Access Devices without administrative attention.

Mandatory DHCP settings are:

IP address
Subnet mask
Default route
DNS server
Domain

Optional settings are one of the following:

DHCP option 150 (FTP server IP address)
DHCP option 66 (TFTP server IP name)

With the introduction of TIPT DMS the DHCP Router settings for existing customer are required to be amended.
Option 66 and 160 need to be adjusted. (New customers receive these settings automatically).

3.5 DNS SERVER

The customer network uses Domain Name Service (DNS) for the location of service resources. If a Customer DNS
is not provided, the customer will utilise the DNS available in the TIPT Platform.

3.6 IP PHONE CONFIGURATION SERVER (STAGE 1 ONLY)

Stores configuration files for the IP Phones within the customer network.

The configuration files contain specific and general configuration information for IP phones. The configuration files
are loaded onto the Customer IP Phone Configuration service by the Customer or their IT support group.

CHAPTER 3 CUSTOMER NETWORK AND DEVICES 13



When an IP Phone is powered up or is reset, the IP Phone will automatically fetch the configuration files from the

Customer IP Phone Configuration Server using either Trivial File Transfer Protocol (TFTP) or File Transfer Protocol

(FTP).

3.7 QSETUP (QUICK SETUP)

First time users will be required to initially configure their IP phone.

If the QSetup soft key is visible on the screen of the phone the user will be required to enter a Username and
Password. This information will be supplied to the Customer Group Administrator.
the user’s FNN phone number. This information only needs to be entered once via the QSetup soft key.

If the phone has been preconfigured the QSetup soft key will not be visible on the screen of the phone.

The Username name will be

Specific step by step instructions for the Telstra IP235, 330/331/335, 450/550/560/650/670 and VVX (Telstra Video

phone) are listed in the Features guides of each phone model on the Telstra Online Resource Centre.

www.telstra.com/tiptresources

The Telstra/Polycom 301, 430, 501, 600, 601,400 will NOT support the QSetup soft key under TIPT DMS

The following screen images will appear on the phone when performing the relevant steps as listed in the guides

Press the QSetup soft key

= ..ndPoint IP 155 PM Wed, 25 Aug

gelstra

IP TELEPHOMY

New Call | Forward

Default Server User and Server Password names

El[ Quiick Setup ]

ﬁ

[Server‘ User:
Server Passuord: ###x ‘
Server Address: http//voci-bxs-..
{Server‘ Type: HTTP J

Exit Edit

Customer user specific Server User and Server Password names

B Quick Setup ]
[Server‘ User: 0394724878 ]
Server Password:

Server Address: htip://voci-bxs—..| |
[Server‘ Type: HTTP Ju

Exit Edit

Once the user has entered their specific User name (phone number) and Password they are required to
Save the Config and Reboot their phone
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EI[ Quick Setup

L

ExXit w/o Save
Save Config
Resume Setup ‘

El[ Advanced ]

‘ 1. Admin Settings... ‘

2 Chonoe Llser Passard

3. Reboot Phone...

l J

Rebooting the phone may take a couple of minutes

3.8 PREMIUM CALL CENTRE (EACD)

With the launch of the Premium Call Centre on 31/1/12 ALL Standard and Premium Call Centre users who have a
Telstra IP 450, 550, 560, 650 or 670 phone will notice an Incoming Call Notification message on the screen of their
phone.

Wait Time : 10 s

CC UID : Adrian_Q1

CC Name : Adrian_Q1

Queue : 1 calls; Longest : 26 s

Exit |
To remove the information message from the phone screen, either
Lift the handset, or
Press the Exit soft key and then the Answer soft key to answer the call or
Press the Speaker button, or

Press the Headset button

3.9 COMMPILOT

3.9.1COMMPILOT VOICE PORTAL (PORTAL)

The Voice Portal provides an IVR application that can be called by users of your group from any phone to manage
their services and voice mailbox, or to change their passcode. Use this option to turn the Voice Portal service on
or off, specify the phone number that users and administrators call to change options and set or reset a password
for phone access to the voice portal.

Information about the Voice Portal, including step-by-step instructions for logging in to the Voice Portal are
included in the CommPilot User Voice Portal QRG.

3.9.2COMMPILOT WEB PORTAL

The CommPilot Personal Web Portal is a feature that provides users with the option of logging on and configuring
their personal settings.

3.9.3COMMPILOT EXPRESS

CommPilot Express is a service that consolidates TIPT call termination services into four profile-based call
management templates.
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Each profile includes preferences for managing the relevant incoming call functions (for example, Call Forwarding
[busy, no answer, always, selective], Voice Messaging, Simultaneous Ringing, Call Notify), all of which can be
configured through Telstra Telephony Toolbar or the CommPilot web page.

3.10TELSTRA TELEPHONY TOOLBAR

The Telstra Telephony Toolbar is a desktop communications product for users of Microsoft Outlook and Internet
Explorer. It allows users to make, receive, release and manipulate calls. Users can also set their profiles for call
management up via the Telstra Telephony Toolbar.

3.10.1 DISPLAY THE TOOLBAR IN INTERNET EXPLORER (IE)

The toolbar runs in Outlook and/or IE. The features and functionality are the same in both applications.
The toolbar settings allow you to automatically log in to TIPT when you start the application.

The step-by-step instructions for Installing the Telstra Telephony Toolbar are included in the Installing and
Uninstalling the Telstra Telephony Toolbar QRG.
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CHAPTER 4
BROADWORKS OVERVIEW

4.1 ROLE LOCATION PATH

TIPT provides a cascading system of user types or roles, in which the top role (system provider) can perform any
system function, followed by roles that in turn can perform a subset of the functions than the preceding role:
system provider, Enterprise, enterprise administrator, group administrator, department administrator, and, finally,
User. One person can perform more than one role.

In the following example, the current user role is Group (group administrator), who is modifying the profile of a
user.

Walcome entigrp2 CGA [Lanaull

Logon Pane (Group Administrator Modifying the User Profile for a User)

You use the role location path to identify your location in the CommPilot web interface and to display different
options and menu pages.

In this example, to display the options and Profile menu page for the group administrator, rather than the data for a
user, click Group in the role location path.

4.2 HELP, HOME, LOGOUT LINKS

The Help, Home, and Logout links display on every page.

The Help link displays the Help page associated with the current function or page. The Help page opens in its
own browser window, separate from the CommPilot application. To exit the Help page, click the X in the upper
right corner of the browser window.

The Home link displays the Home page associated with the role of the current user.

The Logout link displays the Logout page.

Welcome Sales Group Administrator [Logout]

Profile
®  Profil
o Basic Advanced
eeeeeeee
Erete Users Call Processing Policies
Add, medify, or remove users. Configure group-level Call Processing Policies
Acct/Auth Codes B R R
Profile Communication Barring Auth Codes
Call Center View or madify your group profile information. Configure group-level Communication Barring Authorization codes.
Calling Plan Change Password Dial Plan Policy
. Change your password. Configure group-level Dial Plan Policy
Utilities
Administrators Dialable Caller ID

Add, modify, or remove group administratars and department administrators. Automatically prepend digits ta the incoming caller ID of public calls so the caller 1D is
presented in dizlable format.

e
Departments
Add, modify, or remove departments in your group.
Schedules
Add, modify, or remove schedules.

Group Administrator > Home page
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4.2.1NAVIGATION PANE AND CONTENT PANE

On a CommPilot web page, the Options pane and Content pane display below the logo pane.

Welcome Sales Group Administrator [Logout]

Profile
B Profile
o Basic Advanced
tesources
T Users Call Processing Policies
Add, modify, or remove users. Cenfigure group-level Call Processing Pelicies
Acct/Auth Codes R
Profile Communication Barring Auth Codes
Call Center View or modify your group profile information. Configure group-level Communication Barring Authorization codes.
Calling Plan Change Password Dial Plan Policy
_ Change your password. Configure group-level Dial Plan Palicy
Utilities
Administrators Dialable Caller ID

Add, madify, or remove group administrators and department administrators. Autamatically prepend digits to the incoming caller 1D of public calls so the caller ID is
presented in dialable format.

Departments
Add, modify, or remove departments in your group.
Schedules

Add, modify, or remove schedules.

Options Pane (Left) and Content Pane (Right)

The Options pane displays options, each of which has a menu associated with it. Clicking an option, for example,
Profile, highlights the option and displays its associated menu (Profile) on the content pane. Menu items display
as links to related pages.

Note: The options displayed on the Options pane change depending on the role of the user (system
provider, enterprise administrator, Enterprise, group administrator, department administrator, and user), their
location in the system, and the function being performed.

4.2.2BUTTONS

These buttons display on most content panes and are used to add, modify, and save data, or to display the
previous page.

BUTTON DETAILS

Apply Click Apply to save any changed information on the current page.
0k, Click OK to save any changed information on the current page and display the previous
page.
Ceprre] Click Cancel to cancel the last operation, reverts the display to information last saved on
the page, and display the previous page.
Add Click Add to display another page, which allows you to add an item to the system, for
example, a user.
Delete Click Delete to remove the selected item from the system.

Note: Clicking the Back button on your browser can also be used to navigate the CommPilot web interface.

4.2.3TEXT ALIGNMENT

The CommpPilot web interface aligns text to the left or right side of the screen according to the language set in your
user or administrator profile. However, for the purposes of this manual, all screen images and references to
screen locations use the default English layout of left-side alignment.
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GETTING STARTED

5.1 LOG IN

The Login page is used to log in to the CommPilot. A user ID and password are required and are assigned by
another administrator.

ge’stra Telstra IP Telephony

Login Page

Launch your Internet browser

Enter the CommPilot URL. http://ews.tipt.telstra.com and press Enter
Enter your User ID

Example: sysadmin2

To go to the Password text box, press the TAB key on the keyboard or click your mouse in the
Password text box

Type your password. Your password does not display as you type; asterisks display for each character
you type

Example:; **xxxx

Click Login or press ENTER

Note: If this is your first time logging in or if your password has expired, the Password Change page
displays.

Type your current password

Type your new password. Your password does not display as you type; asterisks display for each
character you type

Re-type your password

To save your changed password and display the Home page for your role, click OK. Click Cancel to
display the previous page.
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Note: Do not log in to the same machine as both an administrator (group administrator, enterprise
administrator, service provider administrator, or system provider) and as a user at the same time.

5.2 ADD TELSTRA IP TELEPHONY TO “FAVORITES”

For easy reference, use Microsoft Internet Explorer (5.0 or higher) to add Telstra IP Telephony to your Favorites.
Users can also access this feature.

At the Telstra IP Telephony Login page, click Favorites
Select Bookmark this page

The favorites name “BroadWorks Login Page” displays in the Name field. You can change this name to
an appropriate name e.g. “CommpPilot Login”

Click Add to complete the procedure

You can now easily select the Telstra IP Telephony application from your Internet Explorer menu. If you
have saved your password, you are automatically taken to your Home page. If you have not saved your
password, you have to log in to the system

5.3 SEARCH LIST PAGES

This section describes how to search for specific information on a CommPilot page that contains a list, for
example, the Profile — Users page.

{E’Sfl’a Telstra IP Telephony

Help - Home

Welcome Sales Group Administrator [Logout]

Options:
Users
P Profile Add 5 new user or manags existing users in your department or group.
Resources
[ ok ][ add ][ cancel |
Services
Enter search criteria below
Acct/Auth Codes
User ID v Starts With v « [ search
Call Center
calling Plan User [Dm Last Name_ First Name Phone Number i Department In Trunk Group Edit
Lalling Plan
DCUsert Summers Anna Edit
Utilities DCUser2 Sales Laigh Edit
DCUserz Caro Jane Edit
[Page1cfi]
‘ [ ok [ A ][ cancel

Example of a Search List

CommPilot list pages provide three ways to display the row for the item you want. (for example, phone number or
User I/D) You can:

Change Sort Order of Column Data

Define Search Criteria

Display Another Page

5.3.1CHANGE SORT ORDER OF COLUMN DATA

Data in columns display in ascending or descending alphanumeric order. Column headings are underlined to
indicate the sort order of the items in the column can be reversed. An arrowhead beside an underlined column
heading indicates the column that was last sorted on the page and the current sort order of the items in that
column. The direction of the arrowhead @ indicates the sort order of the items in that column. The following
figure shows the column headings and sort order.
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User 1D[4] Last Name First Name Phone Number Extension Department In Trunk Group Edit

Sort Order Column Data

To change the sort order of the items in a column:
Click the Column heading

5.3.2DEFINE SEARCH CRITERIA

To define your search criteria, use the input boxes that display below the columns of data as shown in the following
figure. The first drop-down list from the left displays the column headings in the list. The second drop-down list
provides options for how you want to use the data you enter in the text box on the right. The contents of these
three input boxes comprise your search criteria.

UserD 1Y | | [~ 1 [som

Input Boxes for Search Criteria

To display only items that meet your search criteria

Select or type the criteria and click Search

To display all the items in the list

Click Search

5.3.3 DISPLAY ANOTHER PAGE

A page that contains more list data than can be displayed on one page displays links that display the first and last
pages of data (First and Last links) and the previous and next pages (Previous and Next links) as shown in the
following figure. The number of links that display depends on the number of pages for the list and which page is
currently displayed. For example, when the last page of a list displays, the Last link is not displayed.

First Previous [Page 2 0f5] Next Last

Links for Scrolling Through Lists

To scroll through the pages of a list, click a link

5.4 ADVANCED SEARCH

This section describes how to search for specific information on a CommPilot page that contains an advanced
search list, for example, the Enterprise — Enterprise Directory page.

Welcome Sales Group Administrator ILeaout]

Enterprise Directory
Disslays the anterpriss dirsctory listing. A summary of the snterprise directory can be generated. which can be sasily printed and a datailed phone list can be gensrated.
[ Cex ]

Enter search criteria below

. Starts With ~| 3 Search

|\m|

Enterprise > Enterprise Directory

5.4.1SPECIFY ADVANCED SEARCH CRITERIA

Specify advanced search criteria to produce a list in a page that contains the advanced search criteria.
Select a keyword to search by from the first drop-down list on the left
Select a search condition from the second drop-down list

Type the text for the search condition in the text box

Click Search
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Once the list is displayed, you can:

Change Sort Order of Column Data

Display Another Page
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CHAPTER 6
PROFILE MENU

This chapter contains sections that correspond to each item on the Group — Profile menu page. This menu page is
the Home page for group administrators and it displays when you log in. To return to this page at any time, click

Home.

Welcome Telstra Trainer [Logout]

Options:

Profile

Resources Basic

Users
Add, modify, or remove users.

Services

Acct/Auth Codes

Profile
Call Center View or modify your group profile information.
Calling Plan Change Password

Utilities Change your password.

Administrators

Add, modify. or remove group administratars and department administratars.

Departments

Add, modify, or ramove departments in your group.

Schedules

Add, medify, or remove schedules.

Group > Profile Menu

The Group — Profile menu contains these items:

BASIC MENU

This menu displays the items that all group administrators can use:

° Users

° Profile

° Change Password
° Administrators

° Departments

° Schedules

ADVANCED MENU

Advanced

Call Processing Policies

Configure group-level Call Processing Policies

Communication Barring Auth Codes

Configure group-level Communication Barring Authorization codes.
Dial Plan Policy
Configure group-level Dial Plan Policy

Dialable Caller ID

Automatically prepend digits to the incoming caller 1D of public calls sc the caller 10 is prasented in
dialable format.

This menu displays the items that group administrators can use only if such functions have been assigned to them.
In most systems, Advanced menu items are reserved for your service provider administrator.

° Call Processing Policies

° Communication Barring Auth Codes
° Dial Plan Policy

° Dialable Caller I/D

CHAPTER 6 PROFILE MENU
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6.1 ACCESS GROUP -PROFILE MENU

Use the Group — Profile menu to modify the users in your group, modify the profile of the group, modify
departments in the group, add and modify schedules (Holiday and Time), and change your password.

On your Home page, on the Options list, click Profile. The Group — Profile menu page displays.

6.2 USERS

As a Customer Group Administrator you can access the users in your group. By logging into each user you have
the ability to configure or make changes to all the features they have access to. Having the ability to view all
users’ features is also an advantage when troubleshooting.

6.2.1 LIST USERS

Use the Group — Profile — Users page to list all the users in the group. On this page, you can search for a
particular user. From this page, you can select a user to be modified or deleted, change a user password, or
assign services to or unassign services from a user.

Welcome Sales Group Administrator [Logout]

Options:
Users
P Profile &dd 2 new user or manage sxisting users in your department or group.
Resources
[ ok [ add ][ cancel |
Services
Enter search criteria below
Acct/Auth Codes
User ID v Starts With v = [ search
Call Center
Calling Plan User ID : Last Name First Name Phone Number Extension Department In Trunk Group Edit
Lalling Plan
DCUser1 Summers Anne Edit
Utilities DCUser2 Sales Leigh Edit
DCUser2 Caro Jane Edit
[Page10f1]
| [ ok ][ A ][ cancel |

Group > Profile > Users

On the Group — Profile menu page Click Users

The Profile — Users page is a list page that contains an advanced search. The User ID, Last Name, First
Name, Phone Number, Extension and Department display for each user. Depending on the number of pages
of data in a list, list pages allow you to present the data several different ways. You can click the headings of a
column to change the sort order of items in the column, use the input boxes below the data to specify search
criteria, or click the page links, for example, Next or Previous. The advanced search lets you define specific
search criteria to narrow your search and display a manageable list.

To display the previous page, click OK or Cancel

6.2.2 USER - PROFILE MENU

Use the Users — Profile menu page to display the pages to modify a user profile, to delete a user, to change a user
password, or to assign services to or unassign services from a user.

The User — Profile menu contains these items:

CHAPTER 6 PROFILE MENU 24



Group = Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: .
Profile
P Profile
Incoming Calls Basic Advanced
OQutqoing calls Profile Assign Services
Display and configure profile information such as your name, department and address.  Assign o unassign sarvices and sarvice packs.
Call Control
Addresses Assign Call Centers
Calling Plans Addresses zllows you to view and maintain your phone numbers and other identities that  Assign or unassign user to = call center as agent.
are used to make and receive calls. _ o
Client Applications Call Application Policies
” 3 Passwords Select Call Cantral Applications enabled for 2 user.
Hessaging Set web access and portal passwords. -
o Call Policies
— Schedules Configure user Call Policies

Add, medify, er remave schedules.
Call Processing Folicies

Configure user-level Call Processing Palicies

Communication Barring Auth Codes

Configurs Communication Barring Autherization codes for a user.

Device Policies

Configure user Device Policies,

Supervisor

Allows the user to manage which agents to supervise per call center.

Group > Profile > Users > Profile

BASIC MENU

This menu displays the items that all group administrators can use:

° Profile

o Addresses
° Passwords
o Schedules

ADVANCED MENU

This menu displays the items that group administrators can use only if such functions have been assigned to them.

° Assigned Services

° Assign Call Centres

° Call Application Policies

° Call Policies

° Call Processing Policies

° Communication Barring Auth Codes
° Device Policies

° Supervisor

6.2.2.1 MODIFY OR DELETE A USER PROFILE

Note: Itis recommended NOT to delete a User as this will delete the entire User’s profile.

Use the Users — Profile page to modify or delete a user profile.
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Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: .
Profile
L Profile allows you to view and maintain your profile information. The information filled in specifies your primary phene number, extensicn, and device that are used for handling calls. F
_ the additional information section allows your mobile phone, pager, and other information to be visible to other group members in the group phone list. Some of this information can er
Incoming Calls modified by your administrator.
Outqoing Calls
[ ok ][ Ay |[ Deke |[ cancel
Call Control
ing -

Calling Plans Enterprise ID: DaveC Group: DOGrp1
client Applications User ID: DCUser1l Change User ID (Also saves current screen data)

* Last Name: [Bummers %] * First Name: |Anne
Messaging

* Calling Line ID Last Name: |Summers | * Calling Line 1D First Name: |Anne

Utilities

D None v Language: | English v

Time Zane: |(GMT+1D:DO) Australia/Victoria | Hetwork Class of Service: | None v
r Additional Information
Titles |
Pagert Mnb\le:l
E-mail: | vahooro:|
Location:
Address:
City: State/Province: [ Select V|
Zip/Postal Code: ‘ Country: | ‘
| [ ok ][ Ay |[ Delete |[ Cancel |

Group > Profile > Users > Profile

6.2.2.2 TO VIEW OR MODIFY A USER IN YOUR GROUP

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the user

Click Profile

Retype the user’s last name and first name if required
Type Calling Line ID details, if required

From the drop down menu select the language, if required

From the drop down menu select the Time Zone, if required

© 0O N o 0 bk w N PRE

Complete any Additional information, such as E-mail address, or Mobile number

10. To save your changes click Apply or OK

6.2.2.3 TO DELETE A USER IN YOUR GROUP

Note: Itis recommended NOT to delete a User as this will delete the entire User’s profile.
Note: Add and Delete functions should be performed by Telstra

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Profile

A

To delete the user, click Delete. The previous page displays.

Note: If you change the selection for Language, for the change to be effective on the web interface, the
user must log out and then log in again. For the voice prompts during calls, the change is effective on the
next call to or from the user.
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6.2.2.4 CHANGE A USER ID

Note: This feature should not be changed unless you are re-configuring the User for OCS.

Use the User — Change User ID page to change a user ID.

2 A

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Profile

Click Change User ID

Type the New User ID, which can be up to 20 characters in length
Do not use spaces, dashes, or the * and + symbols.

To save your changes click OK

6.2.3 ADDRESSES

Use the User — Addresses page to view or maintain your phone numbers that are used to make and receive calls.

o a0~ W DNk

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]
Options:
Addresses
P Profile . deni "
Addrasses allows you to view and maintain your phone number and ather identities that are used to make and receive calls.
Incoming Calls
[ ok ][ &eely ][ cancel
Outgoing Calls
Call Control
Phone Number:
Calling Plans Extension:
S (dentity/Device Profila () Trunking ) None
Messaging
Aliases: sip: DCUser] @model.ipvs.net
Utilities
sip: ‘ ‘@ \mnde\.\pvs net V\
sip: ‘ ‘@ ‘mcrde\.\pvs net V‘
sips ‘ ‘@ ‘mude\.\pvs net V‘
| | OK | ‘ Apply | ‘ Cancel ‘

Group > Profile > Users > Addresses

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Addresses

Update address details as required

To save your changes click Apply or OK

6.2.4CHANGE A USER PASSWORD

Use the User — Passwords page to change a user password for the web portal or the voice portal. A user can also
change their password.

1.
2.
3.

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group

Click Edit or any item on the row for the user
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4. Click Passwords

5. Select the type of password: Set web access Password or Set portal Password
The Set portal password button displays only for users with the Voice Messaging service.

6. Type and retype the new password in the Reset Password text boxes

7. To save your changes click Apply or OK

Options:
B Profile
Incoming Calls

Dutgoing Calls

Call Control
Calling Plans

Client Applications

Welcome Sales Group Administrator [Logout]

Group > Users : DCUserl

Passwords

Passwiords allows you configure your passwords for the web portal and/or portal.

[ ok ][ aey ][ cancel

(®)iset wieb access password U Set portal passwerd

Reset Password
’7 * Type new passward: |

* Re-type new passwurd:‘ ‘

‘ [ ok ][ Ay |[ cancel |
Group > Profile > Users > Passwords
6.2.5SCHEDULES

Schedules (Time or Holiday schedules) can be created with Events which are a set of criteria and a recurrence
pattern used to configure the schedule.

Use this item on the Users — Profile menu page to

) Add Schedules

) Modify a Schedule

) Delete a Schedule

Use the Users — Schedule page to list all the time schedules in the group. Schedules can be applied to services

such as Call Notify, Priority Alert, and Selective Acceptance/Rejection/Forward.

From this page, you can add, modify, or delete a schedule.

Welcome Sales Group Administrator [Logout]

Group > Users : DCUserl

Options:
Schedules
B Profile M~
Add = new scheduls or manags sxisting schedulss.
Incoming Calls
| oK \ \ Apply | \ Add | \ Cancel
Outgoing Calls
Delete Schedule Name : Iype Level Edit
call Contrel =
Test Time Graup View
Calling Plans testa Time Group View
Client Applications i testa Time Personal Edit
Messaging Schedule Name W Starts With v Find Find All
utiliti
tlities ‘ [ ok ][ ety |[ Add | [ cancet |

Group > Profile > Users > Schedules
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1. On the Users — Profile menu page Click Schedules

This page is a list page. Depending on the number of pages of data in a list, list pages allow you to search

several different ways. You can click the heading of a column to change the sort order of items in the column,

use the input boxes below the data to specify search criteria, or click the page links, for example, Next or

Previous.
2. To display the previous page, click OK or Cancel.

6.2.6 ADD SCHEDULES
Use the User — Schedules Add page to add a time schedule for the group

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:
Schedule Add
¥ profile Add a new schedule.
Incoming Calls
Outqoing Calls
call Control
Calling Plans
Schedule Type: (J Holiday ® Time

Client Applications
Messagin
— |
Utilities

Group > Profile > Users > Schedules

From the Group - User — Profile menu page Click Schedules
Click Add
Type a name for the schedule

Select either Holiday or Time Schedule

a s w0 npRE

To save your changes click Apply or OK

6.2.7 MODIFY OR DELETE A TIME SCHEDULE

Use the User — Schedules Modify page to modify or delete a time schedule.

1. On the Users — Profile menu page Click Schedules

2. Click Edit or any item on the row for the schedule

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options: .
Schedule Modify
¥ Profile Modify an existing schedule.
Incoming calls
[ ok ][ Aeoy |[ Add ][ Cancel |
Outgoing Calls
Call Control
Calling Plans Tyne: Time
Client Applications Delete Event Name [i] Edit
_ No Entries Present
Messagini
Utilities
‘ [ ok ][ Aoy |[ Add | [ cancel |
Group > Profile > Users > Schedules
3. Click Add
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8.

6.2.7.1

Options:
P Profile
Incoming Calls

Qutgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Event Add

Add a new event to schadule.

Schedule Name: tests

Event Detail

Event Time:

N N = [ PSSO Ly 7 v PP
cedoste] [ esstyyy)  * edow  JAM V]

Duration:

Recurrence Pattern:

Recurs: |Never W

ok ] [omm ]

Group > Profile > Users > Schedules

Enter the Event Name

Enter the Start Date and Time

Enter the End Date and Time

Select the Recurrence Pattern
Select from Never, Daily, Weekly, Monthly, Yearly

To save your changes click OK

TO DELETE A SCHEDULE

1. Tick the Delete box next to the schedule you want to delete

2. To save your changes click Apply or OK

6.2.8 ASSIGN SERVICES OR UNASSIGN SERVICES FROM A USER

Use the User — Assign Services page to assign services to or unassign services from a user.

Note : You should assign the new Service Pack before removing an existing Service Pack. That way the
features already assigned will remain when the new Service Pack is assigned. You will need to have a
spare Service Pack in order to swap packs around. The miRECEPTION pack can be swapped between

users.

Options:
B Profile
Incoming Calls

Qutgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Assign Services

Assign Services allows you to assign or unassign services and servics packs for s ussr, If & servics or sarvics pack is unassigned the s=rvice dats that has baen filed cut il b lost.

‘ oK || Apply H Cancel

Available Service Packs User Service Packs

TIPT Call Centre Standard V&
TIPT Executive Pack V8

TIPT Call Centre Agent Pack V6
TIPT Call Centre Supervisor Pack V/ id
TIPT Standard Pack V&

Add All ==

em:

Available Services User Services

Advice Of Charge
Alternate Numbers ~

Fax Messaging

Anonymous Call Rejection
Attendant Console
Authentication

Automatic Callback
Automatic Hold/Retrieve
Barge-in Exempt

Basic Call Logs

Add All ==

el el el
@ k! @ & w
n = A

BroadWorks Agent (V] Remove All
BroadWorks Anywhere
| ‘ oK | | Apply ‘ ‘ Cancel
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Group > Profile > Users > Assign Services

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the

Click Assign Services

6.2.8.1 ASSIGN SERVICE PACKS AND USER SERVICES:

In the Available Service Packs column, select the items to be assigned. On a column, you can select some or all
of the items. Item names are listed in alphabetical order. To select several items in sequential order, click the first
option, hold down the SHIFT key on the keyboard, and click the last option. To select several items, but not in a
particular order, click the options while holding down the CTRL key on the keyboard.

To assign the selected items, click Add>. To assign all items (unselected) at once, click Add All>>.

6.2.8.2 UNASSIGN SERVICE PACKS AND USER SERVICES

Select the items in the User Service Packs or User Services column and click Remove<. To unassign
all items (unselected) at once, click Remove All<<

To save your changes click Apply or OK

Note: You can only assign service packs that are authorised for your group and which you have assigned
to the group. Go to Group/Resources/Services or refer to Section 16.5

Depending on the Service Packs you have purchased will determine which Service Packs appear in the
Available Service Packs Column.

Service Packs that are potentially available to be assigned are TIPT Executive Pack, TIPT Standard Pack, TIPT
Basic Pack.

Even though these packs may appear in the Available Service Packs Column, they are just an indication of packs
that could potentially be assigned. To view a list of packs that are available for you group, you will need to go to
the Group/Resources/Services menu and see if there are any packs still available that have not been assigned to
your group yet.

6.2.9 ASSIGN CALL CENTRES

Use the User — Assign Services page to assign or unassign a user to a call centre as an agent.

Group > Users : DCUserl Welcome Sales Group Administrator lLogout]
Options: .
Assign Call Centers
b profile Configure user to be assigned as agent to call centers. Available call centers are call centers that the user is currently not 2n agent of and can be assigned to.
Incoming Calls
‘ oK | | Apply ‘ ‘ Cancel |
Qutgoing Calls
Call Control
Available Call Centers Assigned Call Centers
Calling Plans
- —r CC DT
Client Applications -
Client Applications
Messaging
Utilities
Add All ==
Remove All
oK | | Apply ‘ ‘ Cancel |

Group > Profile > Users > Call Centres

On the Group — Profile menu page Click Users

CHAPTER 6 PROFILE MENU 31



2. Click Search to display a list of users in your group
3. Click Edit or any item on the row for the user

4. Click Assign Call Centres

6.2.9.1 ASSIGN CALL CENTRES

In the Available Call Centres column, select the agents to be assigned. On a column, you can select some or all of
the items. Item names are listed in alphabetical order. To select several items in sequential order, click the first
option, hold down the SHIFT key on the keyboard, and click the last option. To select several items, but not in a
particular order, click the options while holding down the CTRL key on the keyboard.

To assign the selected items, click Add>. To assign all items (unselected) at once, click Add All>>.

6.2.10 UNASSIGN AGENTS FROM CALL CENTRES

1. Select the items in the User Assigned Call Centres column and click Remove<. To unassign all items
(unselected) at once, click Remove All<<

2. To save your changes click Apply or OK

6.2.11 CALL APPLICATION POLICIES

Use the User —Call Application Policies page to list call application policies for a user.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options: . . ..
Call Application Policies
B Erofile Select Call Contral Applications enzbled for a user.

Incoming Calls

| oK | ‘ Apply ‘ | Cancel |
Outgoing Calls

Enabled Application Id Description

Call Control No Entries Prasent
Calling Plans | | OK | ‘ Apply ‘ | — |
Client Applications
Messaging
utilities

Group > Profile > Users > Call Application Policies

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the

Click Call Application Policies

a ~ N PE

To save your changes click Apply or OK

6.2.12 CALL POLICIES

Use the User —Call Policies page view or modify call policies for a user.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options: C ” ) | .
B Profil
Frotis View or modify Call Palicies for the user.
Incoming Calls
[ ok ][ Aoy ][ cancel
Outqoing Calls
call Control —
Gonnected Line Identification Privacy on Redirected Calls: ®)ng privacy
calling Plans -
{_) Privacy For External Calls
Client Applicati or=
1240 ications () Privacy For All Calls
Messaging Send Call Being Forwarded Response on Redirected Calls: (®) yayer
Utilities O ntarnal calls
O alcalis
| ‘ oK | | Apply | | Cancel
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Group > Profile > Users > Call Policies

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Call Policies

o & b Pe

Select the required option for Connected Line Identification Privacy on Redirected calls
No Privacy, Privacy for External Calls or Privacy for All Calls

6. Select the required option for Send Call Being Forwarded Response on Redirected Calls
Never, External Calls or All Calls

/. To save your changes click Apply or OK

6.2.13 CALL PROCESSING POLICIES

Use the User — Call Processing Policies page view or modify call processing policies for a user.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]
Options: - .
Call Processing Policies
B Profile View or modify Call Processing Policies for the user.

Incoming Calls

[ ok ][ aply |[ Gancel |
Outgoing Calls
Call Control
Calling Plans rCalling Line ID
Client Applications iC use User Calling Line 1d Palicy ®) Use Group Calling Line d Policy
Messaging Non-Emergency Calls: @) yse user phone number for Calling Line Identity
Utilities © s configurable CLID for Calling Line Identity

Use group/department phone number for Calling Line Identity

Emergency Calls: ®) Usg user phone number for Calling Line Identity
() Use configurable CLID for Calling Line Tdentity
Use group/department phane number for Calling Line Identity
Use group name for Calling Line Identity
Allow Department Name Ovarride

[] Block Calling Name far External Calls

Calling Line ID Group Number:
Calling Line ID Group Name:

rIncoming Caller ID
() Use User Dialable Caller ID Policy ® Use Group Dialable Caller ID Policy

Dialable Caller ID Accessi () on ®) off

‘ | 0K H Apply H Cancel |

Group > Profile > Users > Call Processing Policies

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the user

Click Call Processing Policies.

Select the required option: Use User Calling Line Id Policy, or Use Group Calling Line Id Policy
Select the required option for Non-emergency calls and Emergency calls

If required select Use Group Name for Calling Line Identity and Allow Department Name Override

If required select Block Calling Name for External Calls
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To save your changes click Apply or OK.

6.2.14 COMMUNICATION BARRING AUTH CODES

Use the User —Profile — Communication Barring Auth codes page to view and manage (providing this has been
pre-configured by Telstra) communication Barring Auth Codes for a user.
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Group > Users : DCUser1 Welcome Sales Group Administrator [Logout]

Options: . . .
Communication Barring Auth Codes
P Profile Create new Communication Barring authorization codes and manage existing codes.

Incoming Calls

[ ok ][ Ay |[ Add ][ cancel |
Outgoeing Calls

Delete Codes : Description

€all Control No Entries Present
Calling Plans ‘| ok | [ apty | [ Add | [ cancel |
Client Applications
Messaging
Utilities

Group > Profile > Users > Communication Barring Auth Codes

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Communication Barring Auth Codes

Click Add to add a new code

Enter Authoization Code and Description

Click OK
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To save your changes click Apply or OK

6.2.15 DEVICE POLICIES

Use the User —Profile — Device Policies page to view and modify Device Policies for a user.

Group > Users : DCUserl Welcome Sales Group Administrator lLogout]

Opti B . ..
CEIE Device Policies

P Profil
Frofs View or madify Device Policies for the User,

Incoming Calls

[ ok | aesty | [ cancel

Outgoing Calls

Call Control

{(®i5ingle User Private and Shared Lines
Calling Plans
[¥] Ensble Davice Feature Synchronization
Client Applications .
) Multiple User Shared Linas
Messaging

Utilities

|\ ok | [ Apply |[ Cancel |

Group > Profile > Users > Device Policies

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the user

Click Device Policies

Select either Single User Private and Shared Lines or Multiple User Shared Lines

Select Enable Device Feature Synchronization, if required

N o o~ N PE

To save your changes click Apply or OK.

6.2.16 SUPERVISOR

Use the User —Profile — Supervisor page to Manage a list of agents supervised per call centre.
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9.

Group > Users : DCUserl

Manage 2 list of agents suparvised per call center

Welcome Sales Group Administrator [Logout]

Edit
Edit

Options: .
Supervisor
P profila
Incoming Calls
———
Outqoing Calls
Call Center ID
Call Control oc e
Calling Plans |
Client Applications
Messaging
Utilities

Group > Profile > Users > Supervisor

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the user

Click Supervisor

Click Edit or any item on the row for the Call Centre 1/D

Group > Users : DCUserl

Options:

P profile

Supervised Agents

Configure 2gents to be supervised. Available agents are any agent available currently not supervised and can include agents that ars also supervisors.

Welcome Sales Group Administrator [Logout]

Incoming Calls

[ ok

Apply H Cancel

Outgoing Calls

Call Control
Calling Plans
Client Applications
Messaging

utilities

Available Agents

Sales Leigh (DCUser2)
Summers_Anne (DCUser1)

Remove

Add All >>

?

| E
3 v
: :

Assigned Agents

|\ ok | [ Apply |[ Cancel |

Group > Profile > Users > Supervisor

Select the agents from the Available Agents column
To select several items in sequential order, click the first name, hold down the SHIFT key on the
keyboard, and click the last name. To select several items, but not in a particular order, click the names
while holding down the CTRL key on the keyboard

Click Add.

To add all users (unselected) at once, click Add All.

To remove users, On the Selected Users column, select the users and click Remove. To remove all

users (unselected) at once,

Click Remove All

10. To save your changes click Apply or OK.
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INCOMING CALL OPTIONS

As a Customer Group Administrator you can access the users in your group. By logging into each user you have
the ability to configure or make changes to all the features they have access to. Having the ability to view all
users’ Incoming Call Options allows you to address troubleshooting issues. Troubleshooting issues in relation to
Incoming Calls setting can be found in the Troubleshooting section of this manual.

Listed below are the different options a user can configure in their Incoming Calls menu option. The list of features
displayed is based on the service pack they have assigned to them, i.e. Executive, Standard or Basic.

The User — Incoming Calls menu contains these items:
Based on the Service Pack a user has assigned to them will determine the features that are available in this menu.
The following list is based on the Executive Service pack being assigned to the user.

BASIC MENU

This menu displays the items that all group administrators can use:

. Anonymous Rejection

. Calling Line ID Blocking Override

. Calling Name Delivery

. Calling Name Retrieval

. Calling Number Delivery

. Call Forwarding Always

. Call Forwarding Busy

. Call Forwarding No Answer

. Call Forwarding Not Reachable

. Call Notify

o Connected line Identification Restriction
o Do Not Disturb

. External Calling line ID Delivery

. Internal Calling line ID Delivery

ADVANCED MENU

This menu displays the items that group administrators can use only if such functions have been assigned to them.

o Alternate Numbers
. Call Forwarding Selective
. CommPilot Express

. Priority Alert

. Selective Acceptance
. Selective Rejection

. Sequential Ring

. Simultaneous Ring Personal
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Welcome Sales Group Adm

Options:

Profile

B Incoming Calls
Qutgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

Incoming Calls
Basic

Anunymous Rejection - Off
Pravent = caller from rasching yeu when the caller has sxplicitly restricted his/har
number,

Calling Line ID Blocking Override - Off

Allows a user to override calling line identity presentation restrictions.

Calling Name Delivery - On

Provides Calling Name information for external and internal callers.

Calling Name Retrieval - Off

Provid 2 caller's name by retrieving the calling name from the netwark.

Calling Number Delivery - On

Provides Calling Number information for external and internal callers.

Call Forwarding Always - Off

Automatically forward zll your incoming calls to 2 different phone number.

Call Forwarding Busy - Off

Automatically forward your calls to 2 different phene number when your phane is busy.

Call Forwardmg No Answer - Off
Automatically forward your calls to = difersnt phone numbsr when you do not snswar
your phene after 2 certain number of rings.

Call Forwarding Not Reachable - Off

Automatically forward your calls to a different phane number when your phone is
unreachable.

Call Notify - Off

Send an e-mail with the caller's name and number to a spacified e-mail address when
pre-dsfined criteria, such as phone numbsr, tims of day or day of wask, are mat.

Connected Line Identification Restriction - Off

Allows 3 user to restrict their connected identity when recaiving 2 call.

Do Not Disturb - Off

Automatically forward your calls to your voice messsging service, if configured, ctheruise

the caller hears a busy tane.

External Calling Line ID Delivery - On

Provides Calling Line ID information of an external caller.

Internal Calling Line ID Delivery - On

Provids Calling Line ID information of group or enterpriss member when called.

Advanced

Alternate Numbers

Allows up to ten additional phone numbars and extensions, with sach number having a
distinctive ringing pattern.

Call Forwarding Selective - Off

Automatically forward your incoming calls to 2 different phone number when pra-defined
criteria, such as the phone number, time of day or day of wesk, ars mat.

CommPilot Express - Off
Manage incoming calls based on four pre-configured profiles.
Priority Alert - Off

Ring your phone with a distinctive ring when pre-defined criteria, such as phone number,
time of day or day of week, are met.

Selective Acceptance - Off

Accept calls when pra-defined criteria, such ss phons numbsr, time of day or day of
vieek, are met,

Selective Rejection - Off
Reject calls when pre-dsfined criteria, such as phene numbar, time of day or day of
wesk, are me

Sequential Ring - Off

Ring multiple phones sequentially when calls are received,

Simultaneous Ring Personal - Off

Ring multiple phones simultanecusly when calls are received.

Group > Profile > Users > Incoming Calls

7.1 ANONYMOUS REJECTION

The Anonymous Rejection feature prevents a caller from reaching you when the caller has explicitly restricted their
number. A user can also activate or deactive the Anonymous Call Rejection feature via Feature Access Codes.

To activate Anonymous Call Rejection press *77. To de-activate Anonymous Call Rejection press *87.

Welcome Sales Group Adm

rator [Logout]

Options:

Profile

® Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

Anonymous Call Rejection

Ananymaus Call Rejection allows you to reject calls from callers who hava blocked the display of their number. Only deliberate anonymous numbers are rejected. Callers whose
numbers ars unavailable are not rejected. Callers that ars rajacted are informed that you ars not accapting calls from unidntified callers. Your phone doss not ring and you da not
receive any indication that they called. Haviever, this does not apply o calls within your group.

[ ok ][ aepy | [ cancel

Anonymous Call Rejection: {()in, @)

|| oK | [ Apy ][ Cancel |

Group > Profile > Users > Incoming Calls > Anonymous Call Rejection

7.1.1 TO ACTIVATE ANONYMOUS CALL REJECTION
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On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Anonymous Call Rejection

Click On (to activate the feature)

To save your changes click Apply or OK
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7.2 CALLING LINE ID BLOCKING OVERRIDE

Calling Line ID Blocking Override (CLIO) allows a user to override calling line identity presentation restrictions and
always receive the calling line identity, if available.

Group > _Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:

profile

» Incoming Calls
OQutagoing Calls
call control
Calling Plans
Client Applications
Messaging

Utilities

Calling Line ID Blocking Override

Calling Line 1D Blocking Override (CLIO) allows a user to override calling line identity presentation restrictions and always receive the calling line identity, if available

| oK \ \ Apply | \ Cancel |
Enable Calling Line 10 Blocking Override: | Jion ® of
‘ [ ok ][ aeety |[ cancel

Group > Profile > Users > Incoming Calls > Calling Line I/D Blocking Override

7.2.1TO ACTIVATE CALLING LINE ID BLOCKIIG OVERRIDE
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On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Calling Line ID Blocking Override

Click On (to activate the feature)

To save your changes click Apply or OK

7.3 CALLING NAME DELIVERY

Calling Name Delivery allows the Calling Line name for callers from inside your group or enterprise (Internal)
and/or callers from outside your group or enterprise (External) to be displayed. On assignment the Connected
Line Identification Presentation service acts as an overlay service for Calling Name Delivery. The connected line
identification Presentation allows you to see the connected line identity of the called party. The setting for Callling
name Delivery also controls the connected Line identification Presentation service.

Options:

Prafile

B Incoming Calls
OQutgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

utilities

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Calling Name Delivery

Calling Name Delivary allows the Calling Line name for callers from inside your group or enterprise {(Internal) and/or callers from outside your group or enterprise (External) to be
displayad. On assignment the Cannected Line Identification Presentation service acts as a overlay service for Calling Name Delivery. The Connected Line Identification Presentation
allows you to see the connactad line idantity of the called party. The setting for Calling Name Delivery alss controls the Connected Line Identification Bresentation service.

[ ok ][ seey ][ Gancel

Enable Extarnal Calling Name Delivery

Enable Internal Calling Name Delivery: (4

‘| oK H Apply || Cancel \

Group > Profile > Users > Incoming Calls > Calling Name Delivery

7.3.1TO ACTIVATE CALLING NAME DELIVERY

1. On the Group - Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the user

2
3
4. Click Incoming Calls
5

Click Calling Name Delivery
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Click On (to activate)/Off (to deactivate the feature) for Enable External Calling Name Delivery
The default setting for this feature is On

Click On (to activate)/Off (to deactivate the feature) for Enable Internal Calling Name Delivery
The default setting for this feature is On

To save your changes click Apply or OK

7.4 CALLING NAME RETRIEVAL

The Calling Name Retrieval feature looks up the name of a caller in an external database when the name did not
appear with the original call.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Opti B . .
prions Calling Name Retrieval

Calling Name Retrieval looks up the name of a caller in an external database when the name did not arrive with the original call, This is helpful to identify callers when using the
Commpilat Call Manager, a phone that displays CLID information, or other call cliants.

Profile

B Incoming Calls

Outasing Calls [ ok ][ apply ][ Cancel |

Call Control

Calling Plans Enable Calling Name Ratrieval: {(_ion @) off

Client Applications

Messaging | [ o ][ ey ][ cancel |

Utilities

Group > Profile > Users > Incoming Calls > Calling Name Retrieval

7.4.1TO ACTIVATE CALLING NAME RETRIEVAL
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On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Calling Name Retrieval

Click On (to activate the feature)

To save your changes click Apply or OK

7.5 CALLING NUMBER DELIVERY

Calling Name Delivery allows the Calling Line number for callers from inside your group or enterprise (Internal)
and/or callers from outside your group or enterprise (External) to be displayed. On assignment the Connected
Line Identification Presentation service acts as an overlay service for Calling Number Delivery. The connected line
identification Presentation allows you to see the connected line identity of the called party. The setting for Callling
Number Delivery also controls the connected Line identification Presentation service.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: . .
Calling Number Delivery
profile
Calling Number Delivery allows the Calling Line number far callers from inside your group or entarprise (Internal) and/or callers from outside your group or enterprise (External) to
b displayed. On the t2d Line Idantif service acts 25 2 ovarlay service for Calling Number Delivery, The Connected Line Identification
P Incoming Calls Presentation allows you te see the connected line identity of the called party. The setting for Calling Number Delivery also controls the Connected Line Identification Presentation

service.
Outgoing Calls

| OK Apply H Cancel!

Call Control

Calling Plans

I Enable External Calling Number Delivery

" N Enable Internal Calling Number Delivary
essaging

Uutilities

‘ [ ok ][ ey ][ Cancel
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Group > Profile > Users > Incoming Calls > Calling Number Delivery

7.5.1TO ACTIVATE CALLING NUMBER DELIVERY

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

1
2
3
4. Click Incoming Calls
5. Click Calling Number Delivery
6

Click On (to activate)/Off (to deactivate the feature) for Enable External Calling Number Delivery
The default setting for this feature is On

7. Click On (to activate)/Off (to deactivate the feature) for Enable Internal Calling Number Delivery
The default setting for this feature is On

8. To save your changes click Apply or OK

7.6 CALL FORWARDING ALWAYS

The Call Forwarding Always feature automatically forwards all your incoming calls to a different phone number,
which the user specifies.

Group - Users : DCUserl Welcome Sales Group Administrator lLogout]

Options: .
Call Forwarding Always
Profile
Call Forwarding Always allows you to forward all your incoming calls to a different phane number or SIP-URI, such as your home office or call phone. You can also make your
primary phane emit a shart ring burst to inform you if you are next to your phane when the call is forwarded by using the Ring Reminder. This is important when you have forgatten
® Incoming Calls tha servica is turnad on and you are at your primary phona waiting to receiva calls. Mota that the address (phone number or SIP-URT) you forward your calls to must ba parmittad

by your outgeing calling plan. You can also s=t the phane number or SIP-URT to forward to using the voice portal or on the phane using the feature access code.
Qutgoing Calls

Call Control ‘ oK H Apply || Cancel |

Calling Plans

Call Forwarding Always: [

Client Applications

= Calls Forward to phone number / SIP-URI: \

Messaging
[] Play Ring Reminder when a call is forwardad

utilities

|\ ok | [ aepy | [ cancal |

Group > Profile > Users > Incoming Calls > Call Forwarding Always

7.6.1TO ACTIVATE CALL FORWARDING ALWAYS

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Call Forwarding Always

Click On ( to activate the feature)

Enter a number into the Calls Forward to phone number field
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To save your changes click Apply or OK

7.7 CALL FORWARDING BUSY

The Call Forwarding Busy feature automatically forwards all your incoming calls to a different phone number, when
your phone is busy.
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Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

GrieE Call Forwarding Busy
Profile
call Forwarding Busy allows you to forward all your incoming calls to = differant phone number or SIP-URI if your phone is currently busy. Use this service when you would rather
_ have 2 secretary or co-worker receive the call instead of the caller being sent to your voice messaging box. Note that the address {phane number or SIP-URI) you forward your calls
» Incoming Calls to must be permitted by your outgoing calling plan. You can zlso set the phone number or SIP-URI to forward to using the festure access code.

Outqgoing Calls
‘| ok | [ 2epy | [ cancel |

Call Control

Calling Plans

Call Forwarding Busy:

Client Applicati
Llient Applications * Calls Forward to phone number / SIP-URI: |

Messaging

Utilities

‘| ok | [ seoty | [ canmcel |

Group > Profile > Users > Incoming Calls > Call Forwarding Busy

7.7.1TO ACTIVATE CALL FORWARDING BUSY
On the Group — Profile menu page Click Users

Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Call Forwarding Busy

Click On (to activate the feature)

Enter a number into the Calls Forward to phone number field
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To save your changes click Apply or OK

7.8 CALL FORWARDING NO ANSWER

The Call Forwarding No Answer feature automatically forwards all your incoming calls to a different phone number,
when you do not answer your phone after a specified number of rings.

Welcome Sales Group Administrator [Logout]

Opti E .
prons Call Forwarding No Answer

Call Forwarding No Answer allows you to forward all your calls to a different phone number or SIP-URI when you do not answer your phone. Use this service when vou would rather
have a secretary or co-worker recaive the call instead of the caller being sent to your voice messaging box if you miss a call.

Profile

® Incoming Calls

Outgeing Calls ‘ [ ok ][ aepy ][ cancel |

Call Control

Calling Plans Call Forwarding No Answier:

= Calls Forward ks phene number / STP-UR: |

Number of rings befara forwarding:

Client Applications

Messaqging

Utilities

‘| ok | [ Apoy |[ Cancel |

Group > Profile > Users > Incoming Calls > Call Forwarding No Answer

7.8.1TO ACTIVATE CALL FORWARDING NO ANSWER

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Call Forwarding No Answer

Click On (to activate the feature)

Enter a number into the Call Forward to phone number field
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Click on the drop down arrow to select your require number of rings
3 rings is the default setting. The maximum number of rings available is 20.

9. To save your changes click Apply or OK
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7.9 CALL FORWARDING NOT REACHABLE

The Call Forwarding Not Reachable (CFNR) feature provides a forwarding feature that allows you to forward your
incoming calls to a different phone number when your device (Telstra IP phone) is not accessible by TIPT.

The phone number you forward your calls to must be permitted by your Outgoing Calling Plan. This feature can
also be activated by using Feature Access Codes.

Welcome Sales Group Administrator [Logout]

Group > Users : DCUserl

Options:
Profile
[ Incoming Calls

Outqgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

Call Forwarding Not Reachable

Call Forwarding Not Reachable allows you to forward all your incoming calls to a different phone number or SIP-URI when your device is not accessible by BroadWorks. Note that the
address (phona number or SIP-URI) you forward your calls to must be permitted by your outgoing calling plan. You can also sat the phone number ar SIP-URI to forward to using
the featurs access cods.

[ ok ][ Appy |[ cancel |

Call Forwarding Not Reachable: [ i (@) off

* Calls Forward to phone number / SIP-URI: ‘

|| ok | [ Aey |[ cancel |

Group > Profile > Users > Incoming Calls > Call Forwarding Not Reachable

7.9.1TO ACTIVATE CALL FORWARDING NOT REACHABLE
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On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the user

Click Incoming Calls

Click Call Forwarding Not Reachable

Click On (to activate the feature)

Enter a number into the Calls Forward to phone number field

To save your changes click Apply or OK

7.10 CALL NOTIFY

Send an e-mail with the caller’'s name and number to a specified e-mail address when pre defined criteria, such as
phone number, time of day or day of week are met.

Welcome Sales Group Administrator [Logout]

Group > Users : DCUserl

Options:

Profile

[ Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

A L T o

Click Call Notify

Call Notify

Call Notify allows you to send a notification e-mail containing the caller's name and number, if available, when the call matches your pre-defined criteria. Use this to create an
archiv of callers or to detarmine if you missad any important calls. The criteria for each Call Notify entry can be a list of up to 12 phons numbsrs or digit pattarns, a specified time
schedule, and a specified heliday schedule, All criteria for an entry must be true for an e-mail to be sent (phene number and day of week and time of day).

[ ok [ aeoy |[ Add | [ cancel |

* Send e-mail to: | |

Active Dascription call Notify calls from Edit

No Entries Present

|\ ok |[ apety |[ Add ][ cance |

Group > Profile > Users > Incoming Calls > Call Notify

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Enter an email address for the notifications to be sent
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/. To save your changes click Apply or OK

7.10.1 TO ADD NUMBER TO THE CALL NOTIFY PAGE

Allows you to add a single-criteria entry for Call Notify. Specify the time schedule you would like an e-mail when
the callers call. Also, you can have an e-mail sent when only specified numbers call or all numbers call. If you need
more than 12 numbers or more distinct time or holiday periods, you can create multiple call notify entries.

1. Click Add

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Call Notify Add

Allowss you to add 2 single-criteria entry for Call Notify. Specify the time schedule you would like an e-mail when the callers call. Alsa, you can have an e-mail sent when only
specified numbers call or all numbers call. If you need more than 12 numbers ar mere distinct time or holiday perieds. you can create multiple call notify antries.

Profile

[ Incoming Calls

Call Control
Calling Plans * Description: ‘

Client Applications

(. Do not natify

Messaging
Selected Time Schedule: | Every Day All Day v
Utilities

Selected Holiday Schedule:

— Calls from

) Any phone number

) Following phone numbers:
[] Any private number
[] Any unavailable number

Specific phone numbers:

|
Group > Profile > Users > Incoming Calls > Call Notify

Enter a Description
Select Notify or Do not notify

Select a Time and/or Holiday schedule (if required)

ok~ 0D

Specify in the Calls From field
Any phone number OR
Following phone numbers and enter the relevant phone numbers (one number in each field)

1. To save your changes click OK

7.10.2 TO DELETE A CALL NOTIFY ENTRY
1. On the Call Notify page
2. Click Edit or any item on the row for the entry

3. Click Delete
The entry is deleted and the Call Notify page displays

7.11 CONNECTED LINE IDENTIFICATION RESTRICTION

The Connected line Identification Restriction feature allows a user to block their number from being shown when
receiving calls.

Group > _Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: . . . —

Connected Line Identification Restriction
Profile
— Connected Line Identification Restriction allows you to block your numbar from being shown when receiving a call. Members of your group can still see your number when thay call
» can you. You have the choice of turning it on or off for all calls and then selectively turning it right back on or off using the feature access codes.

Outgoing Calls | 0K || Apply H Cancel ‘

Call Control

Calling Plans Enable Connected Line Idantification Rastriction:

Client Applications

Messaging | [ ok ][ Aeey ][ cancel

Utilities
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Group > Profile > Users > Incoming Calls > Connected Line Identification Restriction

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Connected Line Identification Restriction
Click On (to enable the feature)

To save your changes click Apply or OK

7.12 DO NOT DISTURB

The Do Not Disturb feature automatically forwards your calls to your voice messaging service, if configured,
otherwise the caller hears a busy tone. With Do Not Disturb turned turned on, your phone does not ring when a

call arrives.

Options:
Profile
B Incoming Calls

Outgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Do Not Disturb

Allowss you to send your calls diractly to your voice messaging box without ringing your ghane. In addition, you can make your primary phone emit a shart ring burst to infarm you
when the call is being sent o voice messaging by using tha Ring Reminder. This is important when you have fargotten the service is turned on and you are at your phone waiting to
recaiva calls.

‘ oK || Apply H Cancel

Do Mot Disturb: |( g, @) of

[[] Plzy Ring Reminder when = call is blocked

|\ ok | [ Aey |[ Cancel |

Group > Profile > Users > Incoming Calls > Do Not Disturb

7.12.1 TO ACTIVATE DO NOT DISTURB

N o g bk 0w N PRE

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the

Click Incoming Calls

Click Do Not Disturb

Click On (to activate the feature)

Click Play Ring Reminder when a call is blocked if you require a short ring to be heard.

This reminds you that you have the service turned on.

8. To save your changes click Apply or OK

7.13 EXTERNAL CALLING LINE ID DELIVERY

The External Calling Line ID Delivery feature allows the Calling Line name and number for callers from outside
your group to be displayed.
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Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: . . .
External Calling Line ID Delivery
Profile
External Calling Line ID Delivery allows the Calling Line name and number for callers from cutside your group or enterprise to be displayed. On assignment the Connected Line
_ Identification Presentation sarvice acts as overlay service for the External Calling Line ID Delivery. The Connected Line Identification Presentation allows you to see the connected
B Incoming Calls line identity of the called party. The onfoff setting for External Calling Line ID Delivery also contrals the Connectad Line Identification Presentation service.

Dutgoing Calls

| ‘ oK || Apply H Cancel

Call Control

Calling Plans = S
Enable Extarnal Calling Line ID Delivary: {(®:gn, ()

Client Applications

Messagin Note: Since Cannected Line Identification Presentation is assigned, the on/off flag contrals when the Connected Line Identification is presented.

Utilities

|\ ok | [ Aeoy |[ cancel |

Group > Profile > Users > Incoming Calls > External Calling Line ID Delivery

7.13.1 TO ACTIVATE EXTERNAL CALLING LINE ID DELIVERY
On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

1
2
3
4. Click Incoming Calls
5. Click External Calling Line ID Delivery
6

Click On (to activate)/Off (to deactivate the feature)
The default setting for this feature is On

/. To save your changes click Apply or OK

7.14 INTERNAL CALLING LINE ID DELIVERY

The Internal Calling Line ID Delivery feature allows the Calling Line name and number for callers from inside your
group to be displayed

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Optiens: Internal Calling Line ID Delivery
Profile
Internzl Calling Line 1D Delivery sllows the Calling Lins name 2nd number for csllers from inside your group to be displayed. On assignment the Connacted Line Identification
Presentation service acts as overlay service for the Internal Calling Line ID Delivary. The Connected Line Identification Presentation allows you to see the connected line identity of
P Incoming Cslls the called party. The on/off setting for Internal Calling Line 1D Delivery also controls the Connected Line Identification Presentation service.

Outgoing Calls

[ ok ][ aepy ][ cancel

Call Control

Calling Plans

Enable Internal Calling Line ID Delivery:
Client Applications

Messaqin Note: Since Connected Line Identification Presentation is sssignad, the on/off flag controls when the Connected Line Identification is presented.

Utilities

| ‘ oK || Apply || Cancel ‘

Group > Profile > Users > Incoming Calls > Internal Calling Line ID Delivery

7.14.1 TO ACTIVATE INTERNAL CALLING LINE ID DELIVERY
On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

1
2
3
4. Click Incoming Calls
5. Click Internal Calling Line ID Delivery
6

Click On (to activate)/Off (to deactivate the feature)
The default setting for this feature is On

7. To save your changes click Apply or OK
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7.15 ALTERNATE NUMBERS

Alternate Numbers allows up to ten additional phone numbers or extensions to be assigned in addition to your
primary number and extension. All additional numbers and extensions ring your phone(s) just like your primary
phone. In addition, you can specify a distinctive ringing pattern for each number, if your phone supports it. Only
your administrator can configure new numbers and extensions for you.

Group > Users : DCUserl Welcome Sales Group Administrator lLogout]

Options:
Alternate Numbers
Profile
Alternate Numbers allows up to ten additional phone numbers or extensions to be assigned in addition to your primary number and extension. All additional numbers and extensions ring your phone(s)
just like your primary phone. In addition, you can specify a distinctive ringing pattern for sach number, i your phone supports it. Only your administrator can configure naw numbers and extensions for
®  Incoming Calls you.

Qutgoing Calls
[ ok |[ aeey ][ cancel

Call Control

Calling Plans
Distinctive Ring

Oox
Client Applications

Alternate Number ID Phene Number Activated Extension Ring Pattern

: C_
. C
. C
. C
, C
. ]
: L]
0 L

‘ \ 0K | \ Apply \ \ Cancel \

Group > Profile > Users > Incoming Calls > Alternate Numbers

7.15.1 TO ACTIVATE ALTERNATE NUMBERS
On the Group — Profile menu page Click Users

Click Search to display a list of users in your group
Click Edit or any item on the row for the

Click Incoming Calls

Click Alternate Numbers

Click On

Select the required number from the Phone number drop down list

© N o g bk~ 0D PRE

Select the require ring pattern (Normal, Long-long, Short-short-long, Short-long-short) from the Ring
Pattern drop down list

9. Repeat the above two steps for additional required alternate numbers

10. To save your changes click Apply or OK

7.16 CALL FORWARDING SELECTIVE

The Call Forward Selective feature automatically forwards your incoming calls to a different phone number when
pre-defined criteria, such as the phone number, time of day or day of week, are met.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Opti 8 . .
prans Call Forwarding Selective

Call Forwarding Selectiva allows you to forward specific calls matching your pre-defined criteria to a different phone number or SIP-URL. Use this sarvice to fonward calls from your
manager, 2 family member, ar an impartant custorer to your cell phons, alternate business phone, or home phans. The criteria for each Call Forwarding Selective entry can be a
P Incoming Calls list of up to 12 phone numbers or digit patterns, a specified time schedule, and 3 specified holiday schedule. Al criteria for an entry must be satisfiad for the call to be forwarded
{phone number and day of week and time of day). If the call is not fanvarded, the call continues 2s if this service was not turned on.

Profile

Outgoing Calls
Call Control | ‘ oK || Apply H Add || Cancel |

Calling Plans

Call Forwarding Selective:

Client Applications

" 5 * Default Call Forward to phone number / SIB-URI: |
essaning

[[] Play Ring Reminder when a call is forwarded

Utilities

Active Description Forward calls from Forward to Edit
No Entries Present

|\ ok |[ apety |[ asd ][ cance |

Group > Profile > Users > Incoming Calls > Call Forwarding Selective
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On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Call Forwarding Selective

Click On

Enter a phone number into the Default Call Forward to phone number field

© N o g 2 0w Dbk

Click Play Ring Reminder when a call is forwarded if you require a short ring to be heard.
This reminds you that you have the service turned on.

9. To save your changes click Apply or OK

7.16.1 TO ADD ADDITIONAL NUMBERS

1. Onthe Call Forwarding Selective page

2. Enter a telephone number in the Call Forward to Phone Number field.
3. Click OK

4. Click Call Forward Selective again.

5. Click Add

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Call Forwarding Selective Add

allows you to add 2 call farwarding selective ntry. Specify the time schedule you would like calls forwarded. Also, you can hava the call forwarded when only the specified numbars
call ar all numbers call. If you need mare than 12 numbers or more distinct time or holiday periods, you can create multiple call forwarding selective entries.

Profile

B Incoming Calls

Qutgoing Cals ‘
call Control
Calling Plans = Description: |

Forward to: (@

Client Applications lse Default Forward phone number / SIP-URT

orward to another phone number / SIP-URI:

Messaging

O bo net forward
Selected Time Schedule: | Every Day All Day v
Selected Holiday Schedule:

—Calls from

Utilities

@ any phone number

( Following phens numbers:
[[] Any private number
[] Any unavailable number

Specific phone numbers:

|
Group > Profile > Users > Incoming Calls > Call Forwarding Selective

Enter a Description
Choose Use Default Forward number, Forward to another phone number or Do not Forward

Select a Time or Holiday Schedule (if required)

© 0 N o

In the Calls from field, specify Any phone number, or choose Following phone numbers and list the
relevant numbers in the Specific phone numbers field

10. To save your changes click OK
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7.17 COMMPILOT EXPRESS

The CommpPilot Express feature allows you to pre-configure four profiles to control your inbound calls. These
profiles can quickly be changed using the web or phone when you leave your desk or when you are at a remote
location.

Available - In the office profile is used when you are working from your desk where your phone is located.

Available - Out of office profile is used when you are working away from your desk for an extended period of
time.

Busy profile is used when you are temporarily unavailable to take calls, when you are in a meeting for instance.
Unavailable profile is used outside of business hours, or when you are on vacation or holiday.

None turns this service off so that none of your other services are affected.

Note: This feature requires the user to be assigned with the Executive Service pack.

Group > Users : DCUserl Welcome Sales Group Administrator lLogout]

Options: CommPilot Express

Commbilot Express allows you to pre-canfigure four profiles to control your inbound calls. These profiles can quickly be changed using the web or phone when you leave your desk or when you are at a
remote location. If you use CommPilot Express, it takes precedence over some of your other service settings associated with processing incoming calls.

Profile

P Incoming Calls
Available - In the office profile is used when you are working from your desk where your phone is located.

Outgoing Calls
Availabie - Out of office profile is used when you are working away frem your desk for an extended periad of time.

Call Control Busy profile is used when you are temporarily unavailable to take calls, when you are in a meeting for instance.
Calling Plans Unsvsilable profile is used cutside of business hours, or when you are on vacation or holiday.

= — None turns this service off so that nane of your sther services are affected.
Client Applications

Messaqing

[ ok ][ Al ][ cancel |

Utilities
Currant profil:

[ Available - In the Office

1f Busy:

® Have Voice Messaging take the call

© rorant ot phors mamber s ames [ ]

1f Mo Answer :

®) Have Voice Messaging take the call

T

[~ Available - Out of the office

When a call comes in
{®) Have Voice Messaging take the call

") Forward to this phone number / SIP-URI :

[ Also -mail me when a call comes in at

E-mail Address ‘

[ Busy

[ send all calls to Voice Messaging except calls from these Dhone numbers

\ | | B |

[] also E-mail me a notification when a Voice Message is received to

E-mail Address ]

ru

[ send all calls to voica Messaging except calls from these Phone numbers

\ | | | [ |
T |

Have Voice Messaging taks the call using ¢

®) Mo Answer Greeting

© Unavailsble Gresting

|| oK H Apply H Cancel \

Group > Profile > Users > Incoming Calls > CommPilot Express

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group

Click Edit or any item on the row for the user

> Wb

Click Incoming Calls
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Click CommPilot Express

In the Available — In the Office profile,

Enter a phone number into the Also ring this phone number field

If Busy, select either Have Voice messaging take call or Forward to this phone number and enter a
phone number

If No Answer, select either Have Voice messaging take call or Forward to this phone number and
enter a phone number

In the Available - Out of the Office profile,

When a call comes in choose either Have Voice messaging take call or Forward to this phone number
and enter a phone number.

If you require an email notification to appear in your Inbox when a message is left, check the Also E-
mail me when a call comes in at, and enter an email address into the E-mail Address field

In the Busy profile

Select Send all calls to voice messaging except calls from these phone numbers — enter up to 3
numbers, which will be forwarded to this phone number — enter a phone number

If you require a notification of the voice messages via email,

Check the Also email me a notification when a voice message is received and enter an email address

In the Unavailable profile

Select Send all calls to voice messaging except calls from these phone numbers — enter up to 3
numbers, which will be forwarded to this phone number — enter a phone number, Or select Have
Voice Messaging take the call using either the No Answer Greeting or the Unavailable Greeting

To save your changes click Apply or OK

7.18 PRIORITY ALERT

Priority Alert allows you to make your phone ring with a different ring based on your pre-defined criteria. Use this
service if you want to know when a specific person calls such as your manager or spouse or when you would like
to easily tell when a call is from inside your group or outside your group.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Priority Alert

Priority Alert allows you to make your phone ring with 3 different ring based on your pre-defined criteria. Use this service if you want to know when a specific person calls such as
your manager or spouse ar when you would like to sasily t=ll when a call is from inside your group or outside your group. The criteria for 2ach Priority Alert entry can be a list of up
» Incoming Calls to 12 phone numbers or digit patterns, a specified time schedule, and a specified holiday schedule. All criteria for an entry must be true for the phane to ring with  different tone
{phone number and day of waek and time of day).

Profile

Outqgoing Calls
Call Control ‘ | OK H Apply H Add H Cancel ‘

Calling Plans Active Description Priority Alert Calls from Edit
No Entries Present

Client Applications

‘| ok | [ Apoy ][ Add | [ canel |

Messaging

Utilities
Group > Profile > Users > Incoming Calls > Priority Alert

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Priority Alert

7.18.1 TO ADD NUMBERS
Click Add
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Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:

Profile

[ Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

o K 0D

Priority Alert Add

Allows you to add 2 priority alert entry. Spacify the time schadule and/or holiday schedule you would like a priority alert to accur. Also, you can have a priority alert occur when only
specified numbers call or all external numbers call. If you need more than 12 numbers or more distinct time or holiday periods, you can create multiple priority alert entries.

= Description: |

®) ysa priority alert

) Do net use priority alert

Selected Tima Schadule: | Every Day All Day v
Selected Holiday Schedule:

r—Calls from

ny external phone number
O Following phone numbars:
[] Any private number
[[] Any unavailsble numbar

Specific phane numbers:

[ (o]

Group > Profile > Users > Incoming Calls > Priority Alert

Enter a Description
Select User priority alert or Do not use priority alert
Select a Time or Holiday Schedule (if required)

Specify in the Calls From field : Any external phone number OR Following phone numbers and enter

the relevant phone numbers (one number in each field)

6. To save your changes click OK

7.18.2 TO DELETE A PRIORITY ALERT OPTION
1. From the Priority Alert page

2. Click Edit or any item on the row for the alert

3. Click Delete

The entry is deleted and the Priority Alert option displays

7.19 SELECTIVE ACCEPTANCE

The Selective Call Acceptance feature allows you to receive only calls that meet your pre-defined criteria. The
criteria for each Selective Acceptance entry can be a list of up to 12 phone numbers or digit patterns and a
specified time schedule. All criteria for an entry must be true for you to receive the call.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:

Profile

[ Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

Selective Call Acceptance

Selectiva Call Acceptance allows you to racaive only calls that mest your pra-defined criteria. The critaria for each Selective Acceptance entry can be a list of up to 12 phone
numbers or digit patterns, 2 specified tima schedule, and = specified holiday schedule. All criteria for an antry must ba true for you to receive the call.

[ ok [ appy |[ Add | [ cancel |

Active Description Accept calls from Edit

No Entries Present

|\ oK | [ apoy | [ Add | [ cancel |

Group > Profile > Users > Incoming Calls > Selective Acceptance

1. On the Group - Profile menu page Click Users

2. Click Search to display a list of users in your group
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3. Click Edit or any item on the row for the user

4. Click Incoming Calls

5. Click Selective Acceptance

7.19.1 TO ADD ADDITIONAL NUMBERS

1. Click Add

Options:

Profile

B Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

o & 0D

Enter a Description

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Selective Call Acceptance Add

Allows you to add 2 selective call acceptance entry. Specify the time schedule and/or holiday schedule you would like calls to be accepted, Also, you can have the call accepted when
only the specified numbars call or all numbers call. If you nead mare than 12 numbers or more distinct time or holiday periads, you can create multiple entries to accomplish this.

= Description: ||

®) pecapt call

Do not accept call

Selected Tima Schadule: | Every Day All Day w
Selected Holiday Schedule:

Calls from

®) Any phone number

O Fallowing phone numbers:
[] Any private number
[] Any unsvailsbls numbsr

Specific phone numbers:

[ o]

Group > Profile > Users > Incoming Calls > Selective Acceptance

Select Accept call or Do not accept call
Select a Time or Holiday Schedule (if required)

In the Calls from field, specify Any phone number, or choose Following phone numbers and list the

relevant numbers in the Specific phone numbers field

6. To save your changes click OK

7.20 SELECTIVE REJECTION

The Selective Call Rejection feature allows you to reject calls that meet your pre-defined criteria. These callers will
be given an announcement that you cannot be reached. Use this feature to prevent nuisance calls from people
you would rather not talk to. The criteria for each Selective Call Rejection entry can be a list of up to 12 phone
numbers or digit patterns and a specified time schedule. All criteria for an entry must be true to reject the call.

Options:
Profile
B Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications

Messaging

Utilities

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Selective Call Rejection

Selective Call Rejection allows you to reject calls that mest your pre-defined criteria, These callers will be given an announcement that you cannot be reached. Use this feature to
prevent nuisanca calls from people you would rather not talk to. The criteria for each Salactive Call Rejection entry can be a list of up to 12 phane numbers or digit patterns, a
specified time schedule, and a specified holiday schedule. All criteria for an entry must be true to rajact the call.

[ ok [ meey ][ add | [ cancel |

Active Description Reject Calls Edit
No Entries Prasent

|\ oK | [ ey ][ Add | [ canesl |

Group > Profile > Users > Incoming Calls > Selective Rejection

1. On the Group — Profile menu page Click Users

2. Click Search to display a list of users in your group

3. Click Edit or any item on the row for the user
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4. Click Incoming Calls
5. Click Selective Rejection

7.20.1 TO ADD ADDITIONAL NUMBERS
1. Click Add

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: . - .
Selective Call Rejection Add
Profile
— Selactiva Call Rejaction Add allows you to add a salactive call rejection entry. Decide tha time schadule you would lika the call rejectad. Also, you can have the call rejactad when
. only the specifisd numbers call or all numbers call or forwarded calls. I you need mors than 12 numbers or mors distint time or holiday pericds, you can creste multiple selective
P Incoming Calls call rejection entries.
Dutqoing Calls
utasoaate

Call Control

Calling Plans
* Description: “

Client Applications _
®) Reject call

Messaging ) Do not reject call
Utilities Selected Time Schedule:
Selacted Holiday Schedule:
Calls

®) From any phane number

O Forwarded

O From following phone numbers:
[[] Any privats number
[] Any unavailable number

Specific phone numbers:

| o] (o]

Group > Profile > Users > Incoming Calls > Selective Rejection

Enter a Description
Select either Reject Call or Do not reject call

Select a Time and/or Holiday Schedule (if required)

o~ w0 N

In the Calls field, select From any phone number, Forwarded or From following phone numbers, select
Any private number and/or Any available number

@

Enter the relevant numbers in the Specific phone numbers field

/. To save your changes click OK

7.21 SEQUENTIAL RING

The Sequential Ring feature allows you to sequentially ring up to 5 locations in addition to the base location for a
specified number of rings. The feature applies to calls matching your pre-defined criteria. Use this service to ring
calls from your manager, a family member, or an important customer on your mobile phone, alternate business
phone, or home phone. For each phone number, check Answer Confirmation Required to prompt the answering
party to enter a confirmation digit to confirm acceptance of the call. Criteria for each Sequential Ring entry can be
a list of up to 12 phone numbers or digit patterns and a specified time schedule. All criteria for an entry must be
satisfied for the call to enter Sequential Ring (phone number and day of week and time of day). If the criteria do
not match, the call continues as if this service was not turned on.
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7.21.1 TO ADD ADDITIONAL NUMBERS

@

Welcome Sales Group Administrator [Logout]

Options: Sequential Ring

Praofile
B Incoming Calls

Qutgoing Calls not match, the call continues as if this service was nat turned on.

Sequential Ring allows you to sequentially ring up to 5 locations in addition to the base location for a specified number of rings. The 5 locations can be either a phone number or a
SIP-URI. The feature applies to calls matching your pre-defined criteria. Use this service to ring calls from your manager, a family member, or an impartant customer on your cell
phone, alternate business phone, or home phone. The criteria for sach Sequential Ring entry can be s list of up to 12 phone numbers or digit patterns, a spacified time schedule,

and a specified holiday schedule. Al criteria for an entry must be satisfied for the call to enter Sequential Ring (phone number and day of week and time of day). If the criteria do

Call Control

[ ok ][ moey |[ Add ][ cancel |

Calling Plans

i ppli i H .
Client Applications (]} Use Base Location first

Messaging MNumber of rings for Base Location:
utilities [¥ Continue the search process if the base location is busy.

M Enable caller to skip search process. Assumes forwarding or messaging is enabled.

Location Phone Number / SIP-URI Number of rings Answer confirmation required

1 | | ]

2 | | 0

s | | ]

s | | o

s | | O

Active Description Ring Sequentially Calls from Edit

No Entries Present

‘ [ ok || mesy |[ add ][ cance |
Group > Profile > Users > Incoming Calls > Sequential Ring

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

Click Incoming Calls

Click Sequential Ring

Options:

Profile

[ Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

Click Add

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Sequential Ring Add

Allows you to add = sequantial ring entry. Specify the time schedule and/or holiday schedule you would like calls sequentially rung. Also, you can have the call sequentially rung
when only the specified numbers call or all numbers call. If you nesd more than 12 numbers or more distinct time or holiday periods. you <an create multiple sequential ring entries.

* Description: H

! Use sequential ring

o not use sequential ring

Salected Time Schedule: ry Day All Day »
Salected Holiday Schedula:

[ Calls from

ny phone number

" Following phone numbers:
[] Any private number
[] Any unavailable number

Specific phone numbers:

| o ] (o ]

Group > Profile > Users > Incoming Calls > Sequential Ring

ok~ 0 dD R

Enter a Description
Select either Use sequential ring or Do not use sequential ring

Select a Time or Holiday Schedule (if required)

In the Calls from field, select from Any phone number or Following phone numbers, select Any

private number and/or Any available number
Enter the relevant numbers in the Specific phone numbers field

To save your changes click OK
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7.22 SIMULTANEOUS RING PERSONAL

Simultaneous Ring Personal allows you to list phone numbers or SIP-URI addresses you would like to ring in
addition to your primary phone when you receive a call. This feature is helpful when you are not at your phone but
you would like your mobile phone to ring when you get a call. You can also turn off simultaneous ringing when you
are at your desk on a call. Answer Confirmation required is configured by your Customer Administrator to prompt
the answering party to enter a confirmation digit to confirm acceptance of the call

Warning: If your mobile phone or other phone has voice mail that picks up before your office voice messaging
picks up, your voice mails could be on your mobile phone messaging system.

Welcome Sales Group Administrator [Logout]

Group > Users : DCUserl

Options:
Profile
[ Incoming Calls

Dutgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

o a0 k w N RE

Choose On/Off

Simultaneous Ring Personal

Simultaneous Ring Personal allows you to list up to 10 phone numbers or SIP-URI addresses you would like te ring in addition to your primary phene when you receive a call. This
faatura is halpful when you are not at your phane but you would like your call phone to ring when you get 3 call. You can also turn off simultaneous ring when you are at your desk
on a call. The criteria for 2ach Simultansous Ring entry can be a list of up to 12 phone numbars or digit patterns, a specified time scheduls, and a specified hliday schedule. Al
criteria for an entry must be satisfied for the call to anter Simuitaneous Ring (phone number and day of wask and time of day). If the criteria do nat match, the call continuas as if
this sarvice was not turned on. Warning: if your call phone or other phone has voice mail that picks up before your office vaice messaging picks up, your voice mails could be on
your cell phone messaging system!

[ ok [ Ay |[[ Add | [ cancel

[ Do not ring my Simultanecus Ring Mumbers if I'm alrezdy on a call

Answer confirmation required  Phone Number / SIP-URI Answer confirmation required  Phone Number / SIP-URID

O | |
o | |
o | |
| |
| |

m|
m|

ooogd

Active Description Ring Simultaneously calls from Edit

No Entries Present

|\ ok | [ aeoy | [ Add | [ cancel |

Group > Profile > Users > Incoming Calls > Simultaeous Ring Personal
On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user
Click Incoming Calls

Click Simultaneous Ring Personal
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7.22.1 TO ADD ADDITIONAL NUMBERS
1. Click Add

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: . .
Simultaneous Ring Personal Add
Allowis you to 2dd 2 simultanaous ring persanal entry. Spacify the time schedule andfor holiday schedule you would like calls simultanesusly rung. Also, you can have the call

) simultan=ously rung when only the specifisd numbars call o all numbers call. I you nesd mors than 12 numbsrs or mers distinct tims or holidsy pericds, you can creats multisle
B Incoming Calls simultansously ring personal entries.

Profile

Outgoing Calls

Call Control

Calling Plans
* Description: H

Client Applications
®) yse simultaneous ring personal

Messaging O =
() Do not use simultaneous ring persanal

utilities Selected Time Schedule: | Every Day All Day v
Selected Holiday Schedule:

rCalls from

®) any phona number

O Following phane numbers:
[[] Any private number
[] Any unavailable number

Specific phone numbers:

o ] ot ]

Group > Profile > Users > Incoming Calls > Simultaeous Ring Personal

2. Enter a Description

3. Specify how you want to handle Incoming calls
Use Simultaneous ring personal, or
Do no use Simultaneous ring personal

4. Select a Time or Holiday Schedule (if required)

5. Inthe Calls from field, select from Any phone number or Following phone numbers, select Any
private number and/or Any available number

6. Enter the relevant numbers in the Specific phone numbers field

/. To save your changes click OK
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CHAPTER 8
OUTGOING CALLS OPTIONS

The Outgoing Calls menu option lists the features that relates to users outgoing calls.

The User — Outgoing Calls menu contains these items:
Based on the Service Pack a user has assigned to them will determine the features that are available in this menu.
The following list is based on the Executive Service pack being assigned to the user.

BASIC MENU

This menu displays the items that all group administrators can use:

. Automatic Callback
. Call Return
. Last Number Redial

. Line ID Blocking
. Speed Dial 8
. Speed Dial 100

ADVANCED MENU

This menu displays the items that group administrators can use only if such functions have been assigned to them.

. Account Codes

. Personal Phone List

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: .
Qutgoing Calls

Profile

Incoming Calls Basic Advanced

Automatic Callback - Account Codes

Allowrs you to menitar a busy party in your group and autematically establish a call when Display the account codes to use when dialing numbers.
Call Control the busy party is available.

B Outgoing Calls

Personal Phone List

Calling Plans Call Return Configure 2 list of numbers to allow quick dialing from your Commpilot Call Manager.
Return 2 call to the last party that called you, whether or not the call was answered.

Client Applications
Last Number Redial

Call the last number that you dialed.

Line ID Blocking -

Prevent your phene number from being displayed when calling other numbers.

Speed Dial 8

Dial a pre-defined number by dialing only one digit.

Speed Dial 100
Dizl @ pre-definad number by dizling 2 Speed Dial 100 prefix and two digits.

Group > User > Outgoing Calls

8.1 AUTOMATIC CALL BACK

This feature enables you to monitor a busy party (engaged party) in your group and automatically establish a call
when the party become available (not engaged on a call). A distinctive ring is used to notify you when the user is
available.

Note: This feature is based on the user receiving an engaged signal. If the called party has Call Forward
Busy to Voicemail or another number turned on, this feature will be inactive.
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Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Automatic Callback

Profile
Allovis you to request notification when a busy line within your group becomes available. A distinctive ring vill be used to notify you when the user is available.

Incoming Calls

| OK H Apply || Cancel

®  Outgoing Calls

Call Control
Automatic Callback:

Calling Plans

Client Applications
‘ [ ok ][ aepy ][ cancel

Messaging

Utilities

Group > User > Outgoing Calls > Automatic Callback

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the user

On the Users menu page Click Outgoing Calls
Select Automatic Callback

Click the On option

N o a0 h~ w N PE

To save your changes click Apply or OK

8.2 CALL RETURN

This feature is currently unavailable

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Call Return

Call Return allows you to call the last party that called, whether or not the call was answered. To call back the last party that called, just dial the call return festure access cods (se=
your Feature Access Cods page). If the calling numbar is not available, you receive an error message.

Profile

Incoming Calls

#  Outgoing Calls

Call Control

Calling Plans This service has no configuration.

Client

-
Messagin
utilities

Group > User > Outgoing Calls > Call Return

8.3 LAST NUMBER REDIAL

This feature is currently unavailable

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: Last Number Redial

Profile
Last Number Redial allows you to redial the last number you called by clicking the "Redial” button on your CommPilat Call Manager or by dialing the festure access code.

Incoming Calls

B Outgoing Calls

Call Control
This servics has na configuration.

Calling Plans

Client Applications ‘

Messaging

Utilities

Group > User > Outgoing Calls > Last Number Redial
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8.4 LINE ID BLOCKING

The Calling Line ID Delivery Blocking allows you to block your number from being shown when calling other
numbers. However members of your group can still see your number when they are called. You have the choice

of turning it on or off for all calls, or selectively turning it on or off using Feature Access Codes, *67 to block, *65 to

unblock

Options:
Profile
Incoming Calls

[ Outgoing Calls

Call Control

Calling Plans

Client licati

Group > Users : DCUserl

Calling Line ID Delivery Blocking

Calling Line ID Delivery Blocking allows you ta block your number from being shown when calling other numbers, Members of your group can still see your number when they are
called. Yau hava the choics of turning It on or off for all calls and then sslactively turning it back on or off using the featurs access codes.

Welcome Sales Group Administrator [Logout]

‘| ok | [ Apy | [ cancel |

Block Calling Line ID on Outgoing Calls:

Messaging

Utilities

N o a0 b~ w N PE

‘ | 0K H Apply H Cancel |

Group > User > Outgoing Calls > Line ID Blocking

Select Line ID Delivery Blocking

8.5 SPEED DIAL 8

The Speed Dial 8 feature allows you to set up to 8 speed dial numbers that can be called. Once configured in
CommPilot, to dial the number on your handset you enter the speed dial code and press the Dial soft key. The
relevant phone number configured in the Speed Dial 8 page will then be dialed.

Options:
Profile
Incoming Calls

[ Outgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

1. On the Group — Profile menu page Click Users

2. Click Search to display a list of users in your group

On the Group — Profile menu page Click Users

Click Edit or any item on the row for the User

On the Users menu page Click Outgoing Calls

To save your changes click Apply or OK

Group > Users : DCUserl

Click Search to display a list of users in your group

Click the On option to Block Calling Line ID on Outgoing Calls

Welcome Sales Group Administrator [Logout]

Speed Dial 8
Speed Dial & allows you to set up to eight speed dial numbers that can be called with the push of a button. Enter the number as you would normally dial it and then just hit that
number on your touch pad to call it. You can also program your speed dial using your phone and the star cods for Speed Dial 8.
[ ok ][ aepy |[ ocancel
Speed Code Phone Number / SIP-URI Name
2 | | \ |
: | | \ |
. | | \ |
s | | \ |
s | | \ |
; | | \ |
e | | \ |
s | | \ |
| [ ok ][ Aoy ][ cancel |

Group > User > Outgoing Calls > Speed Dial 8

3. Click Edit or any item on the row for the
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Select Speed Dial 8

On the Users menu page Click Outgoing Calls

Enter a phone number into the Phone number field
Enter a name into the Name field
Repeat the above 2 steps for each of the other speed dial entries you require

To save your changes click Apply or OK

8.6. SPEED DIAL 100

The Speed Dial 100 feature allows you to set up to 100 speed dial numbers that can be called. Once configured in

CommPilot, to dial the number on your handset you enter the dialing prefix (# is the default) then dial speed dial

code. The relevant phone number configured in the Speed Dial 100 page will then be dialled.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:
Profile
Incoming Calls

B Outgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

o gk~ WD PE

Speed Dial 100

Speed Dial 100 allows you to set up to 100 speed dial phene numbers ar SIP-URI addresses that can be called with the push of 2 few buttens. Enter the number as you would
normally dial it and then just hit the speed code prefix and number on your touch pad to call it. You can alsc program your speed dial using yaur phone and the star code for Spaed
Dial 100.

[ ok ][ appy |[ Add | [ cance

Spead Dial 100 Dialing Prefix =

Delete Speed Code 100 [4]

No Entries Present

Phone Number / SIP-URT Description Edit

|\ oK | [ ey ][ Add | [ canesl |

Group > User > Outgoing Calls > Speed Dial 100

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the

On the Users menu page Click Outgoing Calls
Select Speed Dial 100

To add speed dial numbers, Click Add

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:
Profile
Incoming Calls

B Outgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Uutilities

Speed Dial 100 Add

Add = new spesd disl.

Spead Code 100:

* phane Number / SIP-URI: | ‘

|
Group > User > Outgoing Calls > Speed Dial 100

/. Select a Speed Dial code from the Speed code 100 drop down list (00-99)

8. Enter a Description into the Description field

9. Enter a phone number into the Phone Number field

10. To save your changes click OK

8.7. ACCOUNT CODES

The Account Codes page displays the Account Codes that have been configured and that can be used when

making outgoing calls.
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Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:
Profile
Incoming Calls
B Outgoing calls
Call Control
Calling Plans
Client Applications

Messaging

Utilities

S L e A

8.8. PERSONAL PHONE LIST

To exit click OK

Account Codes

Account Codes displays the account codes to use when making calls.

Codes
122456

|

Group > User > Outgoing Calls > Speed Dial 100

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Outgoing Calls

Select Account Codes

The Personal Phone List feature allows you to store frequently called numbers to be dialed from the Telstra
Telephony Toolbar. You can also import a phone list of multiple numbesr by loading them from a CSV file.

500 Personal Contacts can be created in CommPilot, however currently a maximum of 50 can be displayed in the
web based client applications.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:

Profile
Incoming Calls

[ Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

Utilities

2 A
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Personal Phone List

Personal Phone List allows you to store frequently called numbers to be dialed from your CommPilot Call Manager. You can also import multiple numbers for this list quickly by

leading them fram & CSV fils.

|\ ok | [ aepy | [ Add | [ cancel

Import Phone List

Delete
No Entries Present

|\ oK | [ aeoy ][ Add | [ canesl |

Group > User > Outgoing Calls > Personal Phone List

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the

On the Users menu page Click Outgoing Calls
Select Personal Phone List

To add Personal Phone List numbers, Click Add
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Options:
Profile
Incoming Calls

[ Outgoing Calls

Call Contrel

Calling Plans
Client Applications

Messaging

Utilities

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Personal Phone List Add

Add 2 personal phone entry.

= Phone Humber | |

| o ] [[comml |

Group > User > Outgoing Calls > Personal Phone List

7. Enter a Name into the Name field

8. Enter a phone number into the Phone Number field

9. To save your changes click OK

8.8.1 IMPORTING A LIST FROM A CSV FILE

Y

Options:
Profile
Incoming Calls
[ Outgoing Calls
Call Control
Calling Plans
Client Applications

Messaging

Utilities

©® N o o A~ 0w bR

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Personal Phone List Import

Import personal phane list entries fram = CSV file. For details sbout the CSV file, click on the Help link for this page.

‘ oK | | Apply ‘ ‘ Cancel |
* Select 2 Phone List File: Browse.
| [ ok ][ #eely |[ Gancel

Group > User > Outgoing Calls > Personal Phone List

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the User

On the Users menu page Click Outgoing Calls

Select Personal Phone List

Click Import Phone list link

Click the Browse button and select the folder you want to retrieve the list from

To save click Apply or OK
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CALL CONTROL OPTIONS

The User — Call Control menu contains these items:

Note: Based on the Service Pack a user has assigned to them will determine the features that are
available in this menu. The following list is based on the Executive Service pack being assigned to the user.

BASIC MENU

This menu displays the items that all group administrators can use:

. Barge-in Exempt

Call Waiting

. Call Pickup

. Customer Originated Trace
. Directed Call Pick up

o Diversion Inhibitor

. Directed Call Pick up with Barge- in
o Flash Call Hold

o Call Transfer

o In-Call Service Activation

. Three-Way Call

o Music/Video on Hold

. N-Way Call

ADVANCED MENU

This menu displays the items that group administrators can use only if such functions have been assigned to them.

Call Recording
. BroadWorks Anywhere

o Call Centres
. Hoteling Guest
. Hoteling Host

. Push to Talk
. Remote Office

. Shared Call Appearance
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Welcome Sekler Debbie [Lacoy

Options:

Call Control

Profile

Incoming Calls Basic Advanced

Dutqgoing Calls Barge-in Exempt - On Call Recording -
Block barge-in attempts from other users with Directed Call Pickup with Bargerin Configure the call recording service.

»

Call Waiting - On BroadWorks Anywhere

Client Applications Answer a call whila already on ancther call. Configure tha fixed and mobils phones you would like to link to this account.

Messaging Call Pickup Call Centers

T Display the call pickup group to which yeu belong. Display the call centars that you belong to and allow log in or log out from these call centers.
Customer Originated Trace Hoteling Guest -
Issue a trace to your service provider for your last incoming call by using 2 feature access code.  Allows a user to asseciate their service profile with  host user and use the host user's device as

thair primary davice
Directed Call Pickup -~
Pick up 3 call using 3 featura accass code and an extension. Hoteling Host - On
Designate a user as a host which allows ancther user with the hoteling guest service to use the

Diversion Inhibitor host's device with the guest's service profile.
Inhibit the remote party’s redirecting services Push to Talk
Directed Call Pickup with Barge-in Make and selectively recsive Push to Talk calls.

Pick up or barge-in on 2 call using a feature access cods and an extension.

Remote Office -
Flash Call Hold Use the full Comi

Hold 2 call with 2 feature access code when using s simple phona without call control capability.

ilot Call Manager functionality from anather phane,

Shared Call Appearance
Call Transfer Display alternate calling identity/device profiles or lines assigned to you.
Transfer a call to anather phone.

In-Call Service Activation -

Allows BroadWorks usars hostad on 3 TDM systam to activate mid-call services.
Three-Way Call

Start a confaranca call

Music/Video On Hold - On

Play audic (music) or video when the remote party is held or parked.

N-Way Call

Start a N-Way Confaranca Call

Group > User > Call Contol

9.1 BARGE-IN EXEMPT

Barge-in Exempt allows you to block barge-in attempts from other users with Directed Call Pickup with Barge-in.

Users : DCUserl Welcome Sales Group Adm trator [Logout]

Options: Barge-in Exempt

Barge-in Exempt allows you to block barga-in attempts from other users with Dirscted Call Pickup with Barge-in.

Profile

Incoming Calls

‘ [ ok ][ aesy ][ Cancel

Outgoing Calls

B Call Control

Barge-in Exampt: (®n, O of

Calling Plans

Client Applications

‘ [ ok ][ aepy ][ cancel

Messaging

Utilities

Group > User > Call Contol > Barge-in Exempt

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Select Barge-in Exempt

Click On to enable or Off to disable this feature

N o 00~ N PE

To save your changes click Apply or OK
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9.2 CALL WAITING

Call Waiting allows you to receive another call while you are on the phone. You can turn it on or off for all

calls and then selectively turn it back on or off using the feature access codes.

Welcome Sekler Debbie [Logout]

Group > Users : 0386321434@uat-trial.com

Options:

Call Waiting

Profile

Call Waiting allows you to receive another call wihile you are on the phone. You can turn it on or off for all calls and then selectively turn it back on or off using the feature access codes.

Incoming Calls

[ ok ][ ey |[ cancel

Outqoing Calls

Call Waiting: [# on O off

client Applications
[ Disable Calling Line ID Delivery on Call Waiting

Messaging

Utilities

|| ok | [ ety || cance |

Group > User > Call Contol > Call Waiting

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Select Call Waiting

Click On to enable

Select Disable Calling Line ID Delivery on Call Waiting (if required)

To save your changes click Apply or OK

9.3 CALL PICKUP

View this page to view the names and departments of users in your Call Pickup group. From your desk
phone, you can answer a call that is ringing at the extensions of other members of this group. If more than
one phone within this group is ringing, the phone that has been ringing the longest is the one that gets

picked up.

Dial * followed by a two-digit code that is assigned for this service. This code can be viewed on your

Feature Access Codes page.

Click OK.

9.4 CUSTOMER ORIGINATED TRACE

This feature is currently not available

Group > Users : 0399063701 @steadfast.com.au

Welcome Telstra Trainer [Logout]

Eiinss Customer Originated Trace

Customer Originated Trace allows you to dial a FAC to issue a trace to your service provider for your last incoming call.

Incoming Calls

Outgoing Calls

»
This service has no configuration.

Calling Plans

Client Applications

\

Messaging

Utilities

Group > User > Call Contol > Customer Originated Trace

9.5 DIRECTED CALL PICKUP

This feature is currently not available
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Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Directed Call Pickup

Directed Call Pickup allows you to dial a featurs access code followed by an extension to pick up a ringing call to another group member. You can pick up a call to anyone in your
aroup as long as it has not yet been answered.

Profile

Incoming Calls

Dutgoing Calls

B Call Control

Calling Plans This service has no canfiguratian.

Client Applications

0K

Utilities

Group > User > Call Contol > Directed Call PickUp

9.6 DIVERSION INHIBITOR

This feature is currently not available

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Qpti B . . -
prons Diversion Inhibitor

Diversion Inhibitor allows you to inhibit the remote party’s redirecting of a call through the use of @ Feature Access Code. This can anly be used for calls within 2 Group or Enterprise.

Profile

Incoming Calls

Outgoing Calls

Call Control

This service has no canfiguration.

Calling Plans

Client Applications |

Messaging

Utilities

Group > User > Call Contol > Diversion Inhibitor

9.7 DIRECTED CALL PICKUP WITH BARGE IN

Directed Call Pickup with Barge-in allows you to dial a feature access code followed by an extension to pick up or
barge-in on a call to another group member. If the call has not been answered, then it is picked up. If the call has
been answered, then barge-in occurs. A barge-in results in a three-way call being created between you, the group
member being barged-in on, and the other party the group member is connected to. You are the controller of the
barge-in three-way call.

Group = Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Directed Call Pickup with Barge-in

Directed Call Pickup with Barge-in allows you to dial  feature access code followed by an extansion to pick up or barge-in on a call to another group member. If the call has not
besn answerad, then it is picked up. If the call has bsen answered, then barge-in occurs. A barge-in results in a three-way call being created batwasn you, the group member being
barged-in an, and the other party the group member is connected to. You are the contraller of the barge-in three-way call.

Profile

Incoming Calls

Outqgoing Calls

| [ ok ][ aepy |[ cancel

Call Control

Calling Plans
Barge-in Warning Tone

Client Applications

Automatic Target Selection: () off
Messaging
ARikties | ‘ 0K | | Apply ‘ ‘ Cancel |

Group > User > Call Contol > Directed Call Pickup with Barge-in

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Select Directed Call Pick up with Barge-in

o a0 kWD PRE

If you require a warning tone when barging in on a call, Select On
A warning tone will be heard when barging in on a call
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/. To enable Automatic Target Selection, Select On

8. To save your changes click Apply or OK

9.8 FLASH CALL HOLD

This feature is currently not avaiable

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:
Profile
Incoming Calls

Dutgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

Utilities

Flash Call Hold
Flash Call Hald allows you to dial a feature access code to hold and retrieve calls. To hold the call, flash the phone (click the flash button or click the hangup button onca) then dial

the Flash Call Hold feature access code. You can then make ancther call while the first call is held. Subssquent flashes followed by the Flash Call Hold festure access code cause the
active and held calls to toggle. That is the active call becomes held and the held call active.

This servica has no configuration.

|

Group > User > Call Contol > Flash Call Hold

9.9 CALL TRANSFER

The Call Transfer feature enables you to transfer a call to another phone, either using your phone, CommPilot Call
Manager or Telstra Telephony Toolbar. This feature is used with miRECEPTION feature.

When Call Transfer is configured, you can ensure that the calling party is handled by a live person, either the
intended destination or the receptionist. Call Transfer Recall also prevents diversion by the transfer destination, to
avoid sending the calling party to voice mail and to ensure that Call Transfer Recall is activated if the transfer

destination is unavailable.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:

Profile
Incoming Calls
Outqoing Calls

B call Control
Calling Plans
Client Applications
Messaging

Uutilities

Call Transfer

Call Transfer allows you to transfer s call to another phans using your phone or the Commilet Call Manager.

[ ok ][ aeely ][ Cancel

Call Transfer Recall: {(_)ign @) of

Number of rings befors recall:
[[] Ensble Busy Camp On seconds

Use Diversion Inhibitor for Blind Transfer: () g (@ of

’*Cnnﬁgure Call Transfer Recall

Use Diversion Inhibitor for Consultative Calls: () gn @ of

‘ | 0K H Apply H Cancel |

Group > User > Call Contol > Call Transfer

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Select Call Transfer

o a0 b~ W DN PE

Click On or Off for Call Transfer Recall.

When on, Call Transfer returns a call to the receptionist (or device that forwarded the call) when the
target device is unavailable to take the call, (based on the value selected in the Number of rings before

recall text box).

7. Select the number of rings from the drop-down list (2 to 20) to play before a call returns to the

receptionist
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8. Select Enable Busy Camp On and enter the required number of seconds (30-600 seconds), 120 is the
default

9. with Busy Camp On, if the destination party becomes idle within a configurable timeframe, the camp-
on call alerts the transfer-to party. If the camp-on call remains unanswered beyond the configurable
timeframe, the camp-on call recalls the transferring party

10. Turn the Diversion Inhibitor on or off for blind transfers. Click On or Off.
When on, the call is not redirected to an alternate destination or voice mail

11.To save your changes click Apply or OK

9.10 IN-CALL SERVICE ACTIVATION

Allows BroadWorks users hosted on a TDM system to activate mid-call services

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Opti E . . .
prions In-Call Service Activation

Profile
In-Call Service Activation allows BroadWorks users to activate mid-call services transparently.

Incoming Calls

| OK H Apply || Cancel ‘

Qutgoing Calls

[ Call Control
In-Call Service Activation:

Calling Plans Flash Activation DTMF Digits:

Client Applications Call Transfer Activation DTMF Digits: *1

Messaging

utilities ‘ | OK H Apply || Cancel ‘

Group > User > Call Contol > In-Call Serviec Activation

1. On the Group - Profile menu page Click Users

2. Click Search to display a list of users in your group

3. Click Edit or any item on the row for the User

4. On the Users menu page Click Call Control.

5. Click In-Call Service Activation
If the incoming call was answered on the users mobile or pulled from their desk phone to their mobile,
turning this feature on will enable the user to transfer the call to another party or make three way calls
from their mobile

6. Click On

/. Click OK

9.11 THREE-WAY CALL

Three-Way Calling allows you to perform a conference call that can be initiated from your phone or through the
Telstra Telephony Toolbar.

This feature is currently not available via CommPilot

Group > _Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Three-Way Call

Profile
Three-Way Calling allowrs you to perform a conference call that can b initiated from your phene or through the CommPilet Call Manager.

Incoming Calls
e
QOutgoing Calls
B call Control
This service has no configuration.
Calling Plans
Client Applications ‘

Messaging

Utilities

Group > User > Call Contol > Three-Way Call
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9.12 MUSIC/VIDEO ON HOLD

Music On Hold allows you to turn on music for all calls when the remote party is held or parked. Video on Hold is

currently not supported

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Profile
Incoming Calls
Outgoing Calls

B call Control
Calling Plans
Client Applications
Messaging

Utilities

N o O k~ w N PRE

Music/Video On Hold

Music On Hald sllows you te turn on music for all calls when the remote party is held or parked.

[ ok ][ Aoey ][ cance |

Music On Held: {®ian O o

‘ [ ok ][ meey ][ cancel

Group > User > Call Contol > Music/Video on Hold

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Select Music/Video On Hold

Click On to enable Music onHold or Off to disable Music On Hold

To save your changes click Apply or OK

9.13 N-WAY CALL

The N-Way Call feature allows authorised users the ability to create ad hoc conferences with up to 7 other parties
(8 Way Conference call) using the Telstra Telephony Toolbar.

This feature is currently not available via CommpPilot

Options:
Profile
Incoming Calls
Outgoing Calls

P call Control

Calling Plans
Client Applications
Messaging

Utilities

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

N-Way Call

N-Way Calling allowrs you to perform = conference call that can be initiated frem your phone or thraugh the Commpilot Call Manager.

This service has no configuration.

|

Group > User > Call Contol > N-Way Call

9.14 CALL RECORDING

This feature is currently not supported.

9.15 BROADWORKS ANYWHERE

The Anywhere feature allows users with an Executive Service pack to designate a single phone number (TIPT
number) for both incoming and outgoing calls, regardless of which phone they are currently using, i.e. Telstra IP
desk phone, mobile, home phone etc.
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When an incoming call arrives, both the TIPT desk phone and any listed location phone rings. The call can be
answered on either phone listed.

If the call is answered on the TIPT desk phone it can be pulled to the mobile or any other listed location to continue
the conversation by dialling the Anywhere Portal number (configured by the CGA) and then pressing *11 (the
Feature Access Code to retrieve the call)

If the call is answered on the mobile phone or any other listed location, it can be pulled onto the TIPT desk phone
by simply dialling *11 (on the TIPT desk phone) to continue the conversation.

Other options such as making a call from the listed location (e.g. mobile) through the Anywhere Portal number and
transferring or setting up a three-way conference call on the listed location are also available with the Anywhere
feature.

The Anywhere feature can be configured for a user from the Services button on the Telstra Telephony Toolbar or
through CommPilot. Listed below are the steps to configure Anywhere via CommpPilot.

Note: To configure the feature via the Telstra Telephony Toolbar, please refer to the TIPT Anywhere Feature
Guide for End Users on the Telstra Online Resource Centre. www.telstra.com/tiptresources

K o Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

BroadWorks Anywhere

Profile
Configurs the fixed and mabile phones you would like to link to this account,

Incoming Calls

[ ok ][ aey |[ Add | [ Cancel

Qutgoing Calls

B Call Control —
i[_]: Alert all locations for Click-te-Dial calls
Calling Plans 0

=rt all locations for Group Paging calls

Client Applications View Available Portal List

Messaging

Phone Number [4] Description Edit
Utilities No Entries Present
[Page1ofi]
Phane Number v Starts With v Find Find Al
[ ok ][ moey |[ Add ][ cancel |

Group > User > Call Contol > BroadWorks Anywhere

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Click BroadWorks Anywhere

Select Alert All locations for Click to Dial Calls or Alert all locations for Group Paging calls
Click Add

In the Phone Number field, enter a phone number, e.g. your mobile number or another number such as
a home phone number.
Do not enter the initial 0, TIPT will add this on automatically. i.e. 408785775

Click in the Description field and enter a description, e.g. John mobile

Enable this Location is selected by default.
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Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

BroadWorks Anywhere Phone Number Add

Allows BroadWerks Anywhere Phone Number to be configured alang with multiple selective criteria for sach phone number

Outaoing Calls [ ok ][ coneal ]
b e [ (]
Selective Criteria

Calling Plans

Profile

Incoming Calls

Client Applications * Phon Number: | |

utilities Enable this Location

Advanced Options

Outbound Alternate Phone Number/SIP URI: ‘

[] Enable Diversien Inhibitor
[[] Reguire Answer Canfirmation

[[] use Broadwarks-based Call Contral Sarvices

| o ] [omer |

11. Group > User > Call Contol > BroadWorks Anywhere

12.Enable Diversion Inhibitor: Selecting this option prevents a call from being diverted to another
configured location if you have forwarding activated. It is suggested that you select this option

13. Require Answer Confirmation: This option is not currently supported in TIPT.

14.Use BroadWorks based Call Control Services: Selecting this option will enable the TIPT platform to
provide services such as Call Transfer and Three-Way Conferencing. It is suggested that you select
this option

15. Click OK

9.16 CALL CENTERS

This option will only appear if the user is assigned to a call centre.

The Call Centres option displays a users ACD state and all the Call Centres a user belongs to. It also displays
whether a user is currently joined to a call centre and other settings that can be enabled or disabled. This feature
is used for an agent to log into and out of a Call Centre using CommpPilot if the Basic Call Centre pack is assigned

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

QOpti B
prions Call Centers

Call Centers displays your current ACD state and all the ACDs you belong to and whether you are currently joined in their call centers. You can sst your ACD state and join or
remove yourself from that ACD's call center if parmitted by your administratar.

Profile

Incoming Calls

Outgoing Calls ‘ oK | | Apply ‘ | Cancel
[ call Control
Calling Plans Call Center Service Assigned: Premium
Client Asplications
Messaging Agent Threshold Profile: |Defau|l Agent Threshold Profile V\
— [ make outgoing calls as
ilities

Use Guard Timer Setting: (®) pefault () User
[ Enable guard timer fur seconds
Use Agent Unavailable Settings: (®) pefault ) User
[[] Force agant to unavailable on Do Net Disturb activation
[[] Force agent to unavailable on perscnal calls

[ Force agent to unavailable after consecutive bounced calls

[[] Force agant to unavailable on not reachable

Join Call Center call Center ID Phone Number Extension Routing Type skill Level
¥ SalesDapt Priority Based
‘ ‘ oK | | Apply ‘ | Cancel |

Group > User > Call Contol > Call Centers

1. On the Group — Profile menu page Click Users
2. Click Search to display a list of users in your group

3. Click Edit or any item on the row for the User
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On the Users menu page Click Call Control

Click Call Centers

Click on the drop down arrow to change the ACD State
Select the Agent Threshold Profile settings

Select the Use Guard Timer Settings

Select Enable Guard Timer for xx seconds, if required
Specify Agent Unavailable Settings, Default or User

Select from Force Agent to Unavailable on Do Not Disturb activation, Force Agent to unavailable on
personal calls, Force Agent to Unavailable after xx consecutive bounced calls or Force agent to
unavailable on not reachable

Click the Join Call Centre check box to join the Call Centre, or if selected click the check box to un-join
the Call Centre

To save your changes click Apply or OK

9.17 HOTELING GUEST

Hoteling is useful for transient employees. Hoteling Guest allows a user to associate their service profile with a
Hoteling Host user. This allows the guest user to use the host's device with the guest user's service profile.

The Hoteling Host and Hoteling Guest services also cannot be active on the same user account. The Hoteling
Guest service has precedence and TIPT prevents the account from being associated with a Hoteling Host as well.
This feature eliminates this restriction and allows the two services to operate simultaneously on the same user
account.

A Hoteling Guest can specify a time limit to associate with the Hoteling host by entering a time in hours in the Limit
Association to field.

Group > Users : DCUserl Welcome Sales Group Administrator lLogout]
Options: .
Hoteling Guest
Profile
Hoteling Guest allows a user to associate their service profile with a Hoteling Host user. This allows the guest user to use the host's device with the guest user's service profile, This
T is useful for transient employees.
Incoming Calls
Outgoing Calls | ‘ oK | | Apply ‘ ‘ Cancel |
[ Call Control
Calling Plans Hoteling Guest: i ion @ of
Client Applications [ Limit Association ta Hours
Messaging
Enter search criteria below
Utilities
[User ID ~ [Starts With ~] + ] [ search
Available Hosts Associated Host
Add >
| [ ok ][ aey |[ cancel |

Group > User > Call Contol > Hoteling Guest

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Select Hoteling Guest
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Click On

Enter a timeout limit in the Limit Association to field, after which the Hotel-Guest association ends. The
Association Timeout must be equal to or less than the Association Timeout of the Hoteling Host

Click the Search button
This will display a list of Available Hosts

To select a host, move a name from the Available Hosts column to the Associated Hosts column.
On the Available Hosts column, select the host.

To set the selected host for Hoteling, click Add

To save your changes click Apply or OK

To deactivate your phone device as a guest click Off.

To save your changes click Apply or OK

9.18 HOTELING HOST

Use the User — Hoteling Host page to configure a user account and its associated device as a host for temporary
guest users.

Group >_Users : 0386321434@uat-trial.com Welcome Sekler Debbie [Logout]

Opti H .

[0 Hoteling Host
Profile
—/ Host allows a user to be designated as a h

Hoteling st user. A user, who is assigned the hotsling guest service, can then be associated to the host user. When associated, the host user allows the guest
user ta use the host's device with the guast's service profile, If association limit is not ent i X

forced, the Guest user is allowed to associate with the Host user indefinitely.
Incoming Calls

Quitgoing Calls [ ok ][ Ay |[ cancet |

Client Applications Hoteling Host: (8 on O off

Enforca Association L\m\l Hours

Access Level () Entarprise ® Group

Associated Guest

Last Name:  First Neme:

Extension

| [ ok ][ Aeely ][ Cancel

Group > User > Call Contol > Hoteling Host

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group

Click Edit or any item on the row for the User
The User —Profile menu page displays For a selected user, click Call Control
The User — Call Control menu page displays.

Click Hoteling Host
The User — Hoteling Host page displays.

Configure the Hoteling Host service.
Use the “On” and “Off” buttons to enable or disable the service.

In the Enforce Association Limit box, specify the maximum length of time guests may associate
themselves with this user account.

If your group is part of an enterprise, use the Access Level control to determine the scope of the host.
Select “Enterprise” to allow any user in your enterprise to associate themselves with this user account,
or select “Group” to restrict access to this host only to users within your group.

If a guest is currently associated with this user account, the Associated Guest area of the page displays
the identity of the guest user.

To save your changes click Apply or OK
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9.19 PUSH TO TALK

The Push to Talk feature (Intercom) allows people to call each other and have the call answered automatically,
either as a one-way call, or a two-way call.

To originate a Push To Talk call on your telephone dial * 50 Feature Access Code, followed by the number you
wish to call.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]
Options:

Push to Talk
Profile

Push to Talk allows people to call sach other and have the call answered automatically. You can control which users are sllowed to call you in this way.
Incoming Calls

[ ok ][ aeely ][ Cancel
Outqoing Calls
B Call Control = =
Auto-Answer: ® on O off
Calling Plans 5 _
Outgoing Cannection Type: () one-way ® Two-way
i i i .
Client Applications Access List: @) Allow calls from only the users selected below
Messaging () Allow calls from everyone except the users selected below
Utilities
Enter search criteria below
[User D ~ [Starts With ~] < ] [ Search
Available Users Selected Users
Add All ==
Remave All
‘ | OK ‘ ‘ Apply | ‘ Cancel |

Group > User > Call Contol > Push to Talk

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Call Control
Select Push To Talk

Select your Auto Answer options

Check On if you want to automatically answer Push To Talk calls.
Check Off if you do not want to automatically answer Push To Talk Calls

Select the Outgoing Connection Type

Select One-way Voice to establish a one-way path. If this option is selected, then the originator of the
call can talk to the party receiving the call, but the party receiving the call cannot talk to the originator of
the call.

Select Two-way Voice to establish a two-way path. If this option is selected, then both the originator of
the call, and the party receiving the call can talk to each other

Select your Access list

Check Allow calls only from the users selected below to accept Push To Talk calls from only the listed
users

Check Allow calls from everyone except the users selected below to accept Push To Talk calls from
everyone except the listed users

Enter your Search criteria, or click the Search button to display a list of all users

Select the Available users from the Available Users column

To select several items in sequential order, click the first name, hold down the SHIFT key on the
keyboard, and click the last name. To select several items, but not in a particular order, click the names
while holding down the CTRL key on the keyboard
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Click Add.
To add all users (unselected) at once, click Add All.

To remove users, On the Selected Users column, select the users and click Remove. To remove all
users (unselected) at once,

Click Remove All

To save your changes click Apply or OK

9.20 REMOTE OFFICE

Remote Office allows you to use your home phone, your mobile phone or even a hotel phone as your business
phone. By using the Telstra Telephony Toolbar, you can make phone calls from this remote phone and have them
billed to your business. The Calling Line ID that a caller sees is your primary (desk) phone number. This service
also directs all calls coming to your business phone to ring the remote office phone.

K o Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Remote Office

Remate Office allows you to use your home phene, your cell phone or even a hatel phone as your business phone. By using the CommPilat Gall Manager, you can make phane calls
from this remote phona and have them billed to your business. This service also directs all calls coming to your business phone to ring the remote office phone.

Profile

Incoming Calls

Qutgoing Calls | OK ‘ ‘ Apply | ‘ Cancel |
B Call Control
Calling Plans Remate Office: |(Jion @) off
Client Applications * Ramote Phone Number / SIP-URI: ‘
Messaging
Utilities OK ‘ ‘ Apply | ‘ Gancel |

Group > User > Call Contol > Remote Office

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Call Control

Select Remote Office

Click On or Off.
When on, the phone number indicated becomes your primary phone, allowing you to dial and receive
calls displayed on your web browser. When off, your normal office phone is your primary phone

Type the phone number of the phone to act as your office phone

To save your changes click Apply or OK

9.21 SHARED CALL APPEARANCE

Shared Call Appearance allows Customer Group Administrators to allocate additional devices or lines to you.
These devices or lines also ring just like your primary phone. A user cannot add or remove these devices or lines.

Use the Shared Call Appearance (SCA) item on the User — Call Control menu to:

° List or Delete devices or Lines
. Add a Device or Line
. Delete or Modify Devices or Lines

The Shared Call Appearance service allows you to provision a maximum of 10 locations (devices) for a user,
however it is preferable to keep Shared Call Appearances limited to 5 per user. These locations share the same
line appearance, so they all behave as extensions of a single line, or user.

One of these provisioned locations is the user’s primary location while the other locations are called alternate
locations. A user can be assigned any type of device for their primary and alternate locations.
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The Shared Call Appearance Call Retrieve feature allows a user to dial a FAC to retrieve an existing active call
from another phone by dialling *11

The Shared Call Appearance Call Location Control feature enables the user to activate or deactivate an alternate
phone.

If a call is answered on one of the devices that a Shared line is configured, the other devices with the Shared
Line/s do not register the answered calls as a missed call.

To activate an alternate phone, lift the telephone handset, enter the assigned code *12

To deactivate an alternate phone, lift the telephone handset, enter the assigned code *13

Use the User — Shared Call Appearance page to configure SCA options

Alert all appearances for Click-to-Dial calls
Alerts all of your shared call appearance locations when you place calls from The Telstra Telephony
Toolbar

Multiple Call Arrangement: On or Off
If On is selected, it allows each of your shared call appearance locations to be utilised while you are on
a call

Allow bridging between locations
To allow bridging, it allows one or more users to pick up the device at a user’s shared call appearance
locations and barge in on the user’s current call

Enable Call Park notification
Allows a noitification to be displayed on the shared call appearance when a call has been parked

Bridge warning tone
Allows you to configure a warning tone to alert all the users on a call that the call has been bridged.
Options available are “None”, “Barge-in-only”, “Barge-in and repeat every 30 seconds”

Device Policies
Device Policies is a Feature Synchronisation Enhancement offering options for single user mode and
multi user mode.

Profile

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Shared Call Appearance

Shared Call Appearance allows administrators to allocate additional devices or lines to you. These devices o lines also ring just like your primary phene. Define the line pelicy on

R Device Policies page.

Qutgeing Calls [ ok ][ Aoy |[ Add | [ cancel

P Call Control

calling Plans [ Alert all appearances for Click-to-Dial calls
N [] alert sl appearances for Group Paging calls
[] Allow Cali Retrieve from ancther location
Messaging L
Multiple Call Arrangement: ®) on () o#
utilities

[] Allow bridging between locations
[] Enable Call Park notification
Bridge Warning tone: @ none
O Barge-in cnly

(U Barge-in and repest every 20 seconds

Device Policies: Confiqure device policies

Delete Identity/Device Profile Type [4] Identity/Device Profile Name Line/Port Edit
No Entries Present
[Page1of1]
‘IdenmnyEvice Profile Type V‘ Starts With ™ Find  Find All
[ ok ][ Aoy |[ Add | [ cancel |

Group > User > Call Contol > Shared Call Appearance

Use the User — Shared Call Appearance page to list the shared appearance devices and lines assigned to the user
and to delete a device or line.

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group
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Click Edit or any item on the row for the User

For a selected user, click Call Control

Click Shared Call Appearance

To delete a device or line, check the Delete box on the line for the device or line.

To save your changes click Apply or OK

Note: After making changes within CommPilot to the Shared Call Appearance page for a user, please wait
3-6 minutes for the configuration file to be updated then all phones will require rebuilding of the file and
rebooting for the change to take effect.

Use the User — Shared Call Appearance Add page to add shared appearance devices/lines for a user.

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Call Control

Click Shared Call Appearance

This page is a list page. Depending on the number of pages of data in a list, list pages allow you to search several
different ways. You can click the heading of a column to change the sort order of items in the column, use the
input boxes below the data to specify search criteria, or click the page links, for example, Next or Previous.

Click Add

Click the Identity Device Profile Name you want to add your number to
(e.g. dO3XXXXXXXX)

Enter the Line/Port of next available shared line
(e.g. pO3xxxxxxxx_01, pO3xxxxxxxx_02, pO3xxxxxxxx_03 etc)

“ 3 A= _Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Shared Call Appearance Add

Allows administrators to allecate additional devices or lines to you.

Profile
Incoming Calls
Outgoing Calls

B Call Control
Identity/Device Profile Name: |[Hsi Sl N ) o) b

Calling Plans _
* Line/Port: | |@|mude| ipvs.net v

Client Applications
Enabla this location
Allow Origination from this location

Messaging

Utilities Allow Termination to this location

Group > User > Call Contol > Shared Call Appearance
Select to Enable this location, Allow Origination from this location and Allow Termination to this location
To save your changes click OK

The following steps allow you to rebuild the device configuration and optionally reset a User’s registered phone.
This is required in order for a new or modified phone to obtain its configuration from the network.

On the Group — Resources - ldentity/Device Profiles menu page
Click Search and select the User’s Phone

Verify the MAC Address has been configured
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Verify the Identity/Device Profile Type is correct

Click Files Tab

Note: Telstra is responsible for loading the configuration files

Click Rebuild the File to rebuild the device configuration file. You will need to wait 3-6 minutes before
resetting the phone

Click Reset the Phone to reset a registered phone

This feature supports the following Devices: Polycom IP 330, 450, 550, 650, 670.

Note: If you haven'’t performed the above steps of Rebuilding the file and rebooting the phone, after making
changes within CommpPilot to the Shared Call Appearance page for a user, please wait 3-6 minutes for the
configuration file to be updated then the user’s phone will require rebooting for the change to take effect.

Use the User — Shared Call Appearance Modify page to delete or modify the shared appearance devices and lines
assigned to the user.

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Call Control

Click Shared Call Appearance

This page is a list page. Depending on the number of pages of data in a list, list pages allow you to search
several different ways. You can click the heading of a column to change the sort order of items in the column,
use the input boxes below the data to specify search criteria, or click the page links, for example, Next or
Previous.

To delete the device/line, Select the corresponding tick box
To save your changes click Apply or OK

Click Edit on any item on the row for the device/line. The User — Shared Call Appearance Modify page
displays.

Click Delete to to delete the device

To modify a device or line, click Edit or any item on the row for the User
The Shared Call Appearance Modify page dispays

Check the requird tick boxes

To save your changes click Apply or OK

To configure device policies, click Configure Device Policies
The Device Polices page displays

Check the requied tick boxes

To save your changes click Apply or OK
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Note: After making changes within CommPilot to the Shared Call Appearance page for a user, the user’s
phone will require rebooting for the change to take effect.

The Multiple Call Arrangement (MCA) feature is added as an overlay to the existing Shared Call Appearance
(SCA) feature. SCA with MCA provides the ability for multiple calls to be handled concurrently on different SCA
locations for a user. No single SCA location is considered the active location, so all locations are allowed to
originate calls and receive new incoming calls when they have an available call appearance, regardless of the
activity at the other locations.

The benefit of this feature is to allow more flexibility in handling the call line shared between manager and
assistant. Assistant can now make a call as well as take call using the same number while manager is on a call.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Shared Call Appearance

Shared Call Appearance sllows sdministrators to sllocate sdditions| devices or lines to you. These devices or lines also ring just liks your primary phane. Define the lins policy on
Device Policies page.

Prafile

Incoming Calls

Outgoing Calls

[ ok ][ sepy |[ add | [ cancel

B cCall Control

Calling Plans [] Atert all appearances for Click-to-Dial zalls
Y T . [] alert all appezrances for Group Paging calis
[] Allows Call Retrieve from ancther location
Messaging ——

Multiple Call Arrangement: ®) on O o
Utilities

[ Allows bridging between locations
[] Enable Call Park notification

Bridge Warning tone: (®) pone

) Barge-in only

() Barge-in and repeat every 30 seconds

Device Policies: Configure device policies

Delate 1dentity/Device Profile Type [4] Identity/Device Profile Name Line/Port Edit
O Polycom 1P 601- MAC Polycom_IP_601_MAC_Profile (Sy... 123456879 @medel.ip... Edit
[Page1ofi]
[Identity/Device Profile Type V| Starts With v Eind  Find All
‘ [ ok ][ sy |[ Add | [ Cancel |

Group > User > Call Contol > Shared Call Appearance

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

On the Users menu page Click Call Control
Select Shared Call Appearance

Select Alert all appearances for Click to Dial calls, Alert call apperancers for Group Paging calls or Allow
Call Retrieve from another location.

Click the On option in Multiple Call Arrangement

Select Allow bridging between locations
This allows one or more users to pick up the device at a user’s shared call appearance locations and
barge in on the user’s current call.

Enable Call Park Notification (if required)
Select a Barge Warning tone (if required)

To save your changes click Apply or OK
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CHAPTER 10
CALLING PLAN OPTIONS

The User — Calling Plan menu contains these items:

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]
Options: i
Calling Plans
Profile
Incoming Calls Incoming Plan Outgoing Plan
Dutaoing Calls Incoming Calling Plan Outgoing Calling Plan
Display the type of phane numbers you can recsive calls from. Display the type of phone numbers you can call.
call Control
Outgoing Authorization Codes
® calling Plans Define the authorization codes to be used on outgoing calls as defined in the Outgoing
Calling Plan.
Client Applications
QOutgoing Digit Plan
Messaging Display the special typs of phane numbers you can call.
i Outgoing Pinhole Digit Plan

Display the special typs of phone numbers that ovarride other calling plan rulss.

Transfer Numbers

Define the transfer numbers that are used when a caller makss an cutgoing call that
requires operator assistance as defined in the Outgoing Plan.

Group > User > Calling Plans

INCOMING CALLING PLAN MENU

This menu displays

o Incoming Calling Plan
OUTGOING CALLING PLAN MENU

This menu displays

. Outgoing Calling Plan

. Outgoing Authorisation Codes
. Outgoing Digit Plan

. Outgoing Pinhold Digit Plan

. Transfer Numbers
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10.1 INCOMING CALLING PLAN

Use the User — Incoming Calling Plan page to configure or change the incoming calling restrictions for a selected

user.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Opti E . .
prions Incoming Calling Plan

Profile
Incoming Calling Plan allows you to view the calling plan rules for yaur incoming calls, Gnly your administrater can change the call types that are permitted.

Incoming Calls

| OK H Apply || Cancel ‘

Qutgoing Calls

Call Control

» callingPlans | 7
Permitted Name

Client Applications v Calls From Within Enterprise
Messaging Y Calls From Outside Enterprise

Utilities i Callect Calls

i DSOne

Black: N

Legend
Allovss ¥
Partial - Allow only if transferred by a group user: P

‘| ok | [ sepy | [ cancel |

Group > User > Calling Plans > Incoming Calling Plan

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Calling Plans

Click Incoming Calling Plan

2 T o A

In the Calls From Within Enterprise, Collect Calls, and any rules for digit string numbers, check (allow)
or uncheck (prevent) the Permitted check box for the user for one or more of the call types.

-

In the Calls From Outside Enterprise drop-down list, choose one of these settings:
8. "Y" Allows user to receive all calls from outside the group.

9. "P" Allows user to receive calls from outside the group only if the outside call is transferred or
forwarded to the user by another user inside the group.

10."N" Prevents user from receiving all calls from outside the group, even if the outside call has been
transferred or forwarded by a user inside the group.

Note: Fully restricted users ("N" for Calls From Outside Group) cannot pick up outside calls in their call
pickup group or outside calls parked by a user in their group.

11.To save your changes click Apply or OK
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10.2 OUTGOING CALLING PLAN

Use the User — Outgoing Calling Plan page to configure or change the outgoing calling restrictions for a selected

user. For information on configuring transfer numbers for use on this page, see section 10.6.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: Outgoing Calllng Plan

Profile

Outgoing Calling Plan allows you to view the calling plan rules for your outgoing calls. Only your administrator can change which call types are permitted.

Incoming Calls

[ ok ][ Aeey |[ cancel ]

Outgoing Calls

Call Control —
i[ ] custom Settings

» 1l il
Calling Plans g | lfinitiating Call Forwards/TransfersiiSllBeing Forwarded Transferred

Client Applications

Authorization cod required: A
Transfer to 1st transfer number: T1
Transfer to 2nd transfer number: T2
Transfer to 3rd transfer number: T3

Permitted Name Description
Messaging Y W Group Calls within tha business group
utilities Y v Local Calls within the local calling area
Y v Toll Free Calls made to toll fres numbers
Y v Tall Local toll calls
Y v International International calls
Y W Operator Assisted Calls made with the chargesble assistance of an operator
Y W Chargeable Directory Assistance Directory assistance calls
Y v Special Services [ Special Services I (700 Number) calls
Y v Special Services [T Special Services 1T
N W Premium Services T Premium Services 1 (300 Number) calls
N ~v Premium Services IT Pramium Services 11 (376 Number) calls
N w Casual 1010XX chargeable calls. Example: 1010321
Y v URL Dialing Calls from internet
Y oW Unknown Unknown call typa
Legend
Allovi: ¥
Block: N

‘\ oKk | [ Aepy | [ cancel |

Group > User > Calling Plans > Outgoing Calling Plan

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Calling Plan

Click Outgoing Digit Plan

To edit the Originating Calls settings, click the Originating Calls tab

N o a0 ~ w N PE

For each type of call listed, select "Y', "N', "A", or "Tx":

e "Y" or "N" means the user can or cannot make that type of outgoing call.

e "A" means the user must enter an authorization code to make that type of outgoing call.
e "Tx" (where X = 1, 2, or 3) means that the user is transferred to the specified transfer number upon

attempting to make that type of outgoing call.
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Options:
Profile
Incoming Calls
Outqoing Calls
Call Control

[ cCalling Plans

Client Applications
Messaging

utilities

Group > Users : DCUserl

Outgoing Calling Plan

Outgoing Calling Plan allows you to view the calling plan rules for your cutgeing calls. Only your administrator can change which call types are permitted.

Welcome Sales Group Administrator [Logout]

OK

Apply | [ cancel |

[ i custom Settings

Originating Calls] ‘

. Being Forwarded / Transferred

Permitted Name Description

v Group Calls within the business group

o Local Calls within the local calling area

Y4 Toll Free Calls made to toll free numbers

L Toll Local toll calls

L International International calls

¥ Operator Assistad Calls mads with the chargasble assistance of an oparator

¥ Chargeable Directory Assistance Directory assistance calls

! Spacial Services 1 Special Servicas I (700 Number) calls

¥ Special Services 11 Special Servicas 11
Premium Services I Premium Services I (300 Number) calls
Pramium Sarvices 11 Bremium Services 1T (376 Number) calls
Casual 1010XXX chargeable calls. Example: 1010321

¥ URL Dialing Calls from internst

g Unknawn Unknewn call typs

| ‘ OK ‘ | Apply | ‘ Cancel |

Group > User > Calling Plans > Outgoing Calling Plan

8. To edit the Initiating Call Forwards/Transfers settings, click the Initiating Call Forwards/Transfers tab.

9. To allow a call type, check the Permitted check box

10. To prevent a call type, uncheck the Permitted check box

Options:
Profile
Incoming Calls
Outqoing Calls
€all Control

[ Calling Plans

Client Applications
Messaging

Utilities

11. To edit the Being Forwarded/Transferred settings, click the Being Forwarded/Transferred tab

12.To allow a call type, check the Permitted check box

Group > Users : DCUserl

Qutgoing Calling Plan

Outgoing Calling Plan allows you to view the calling plan rules for your outgoing calls. Only your administrator can change which call types are permitted.

Welcome Sales Group Administrator [Logout]

oK

Apply | [ Cancel |

i[ i custom Settings

Originating Calls]

Initiating Call Forwards/ Transfers] E

Permitted Name Description
v Qutside Group Baing Forwarded/Transferred to 2 party outside of the business group
| ‘ oK | | Apply ‘ ‘ Cancel |

Group > User > Calling Plans > Outgoing Calling Plan

13.To prevent a call type, uncheck the Permitted check box

14. To save your changes click Apply or OK

10.3 OUTGOING AUTHORIZATION CODES

Use the User — Outgoing Authorization Codes page to:

e List Outgoing Authorization Codes

e Add an Outgoing Authorization Code

e Delete an Outgoing Authorization Code

List Outgoing Authorization Codes

Use the User — Outgoing Authorization Codes page to list the outgoing authorization codes currently assigned to

the selected user.
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Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: . . .
Outgoing Authorization Codes
Profile
Create new authorization codes and manage existing authorization codes for a user.
Incoming Calls
[ ok [ Aeey |[ add | [ cancel |
Outgoing Calls
call contral
i[|: custom Settings
[ calling Plans
Client Applications Codes : Description
No Entries Present
Messaging
— | [ ok [ Aey |[ Add | [ cancel |

Group > User > Calling Plans > Outgoing Authorization Plan

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Calling Plan

o ~ 0N R

Click Outgoing Authorization Codes

The User — Outgoing Authorization Codes page displays. The page lists any custom outgoing

authorization codes currently assigned to the selected user.

6. To display the previous page, click OK or Cancel.

Note: Unchecking the Custom Settings box and saving your changes (by clicking OK or Apply) will delete

all custom authorization codes currently assigned to the selected user.

Add an Outgoing Authorization Code

Use the User — Codes Management Add page to add an authorization code for the selected user.

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Calling Plan

Click Outgoing authorisation Codes

o a0 bk~ W DN PkE

change.

7. To add a new code, click Add.
The User—Codes Management Add page displays.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Codes Management Add

Profile
Create 3 new authorization code for a user.

To make the user settings editable, check the Custom Settings check box and click Apply to save your

Incoming Calls

Dutgoing Calls

Call Control

Calling Plans
Client Applications

Messaging

Utilities

Description: |

| o] [om]

Group > User > Calling Plans > Outgoing Authorization Plan

8. Enter the new authorization code, with a brief description if desired.

9. Click OK.

The User — Outgoing Authorization Codes page displays, listing your new authorization code.
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10. To display the previous page, click OK or Cancel.

Note: Unchecking the Custom Settings box and saving your changes (by clicking OK or Apply) will delete
all custom authorization codes currently assigned to the selected user.

Delete an Outgoing Authorization Code

Use the User — Outgoing Authorization Codes page to delete an outgoing authorization codes currently assigned
to the selected user

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

1
2
3. Click Edit or any item on the row for the User
4. For a selected user, click Calling Plan

5

Click Outgoing Authorization Codes. The page lists all custom authorization codes currently assigned
to the selected user.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options:

Outgoing Authorization Codes

Profile
Create new authorization codes and manage existing autherization codes for a user.

Incoming Calls

[ ok [ Aeoy |[ Add | [ cancel |

Outgoing Calls

Call Control

{w]: Custom Settings

Calling Plans

Client Applications Delete Codes : Description
N O 11 test

Messaging

Utilities | [ ok [ aeoy |[ add | [ cancel |

Group > User > Calling Plans > Outgoing Authorization Plan

6. Check the box corresponding to the desired code in the Delete column of the code list.

7. To save your changes click Apply or OK

Note: Unchecking the Custom Settings box and saving your changes (by clicking OK or Apply) will delete
all custom authorization codes currently assigned to the selected user.

10.4 OUTGOING DIGIT PLAN

Use the User — Outgoing Digit Plan page to configure or change the outgoing calling restrictions for digit
plans for a selected user.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: . P
Outgoing Digit Plan
Profile
Dutgoing Digit Plan allows you to view the digit calling plan rules for your outgeing calls. Only your administrator can change which call types are permitted.
Incoming Calls
[ o< ][ Ay |[ Cancel |
Outgoing Calls
Call Control
[ i custom Settings
[ Calling Plans e
‘ . [Initiating Call Forwards/ Transfers]
i ppli i .
Client Applications e i
Messaging Y v DSOne
Utilities Legend
Allows: Y
Block: N
Authrization code required: A
Transfer to 1st transfer number: T1
Transfer to 2nd transfer number: T2
Transfer to 3rd transfer number: T3
| [ o< ][ Ay |[ Cancel
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Group > User > Calling Plans > Outgoing Digit Plan

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User
For a selected user, click Calling Plan

Click Outgoing Digit Plan

For each type of call listed, select "Y', "N', "A", or "Tx"

attempting to make that type of outgoing call

To edit the Originating Calls settings, click the Originating Calls tab

"Y" or "N" means the user can or cannot make that type of outgoing call
"A" means the user must enter an authorization code to make that type of outgoing call

"Tx" (where x = 1, 2, or 3) means that the user is transferred to the specified transfer number upon

11.To edit the Initiating Call Forwards/Transfers settings, click the Initiating Call Forwards/Transfers tab

Options:
Profile
Incoming Calls
Outqgaing Calls

Call Control

B Calling Plans

Client Applications

12.To allow a call type, check the Permitted check box.

13. To prevent a call type, uncheck the Permitted check box.

Group > Users : DCUserl

Outgoing Digit Plan

Outgoeing Digit Plan allows you to view the digit calling plan rules for your outgoing calls. Only your

Welcome Sales Group Administrator [Logout]

administrator can change which call types are permitted.

[ ok |[ Aoy |[ cancel
i ]! Custom Settings
g
Permitted Name
i DSOne
| \ oK || Apply H Cancel |

Group > User > Calling Plans > Outgoing Digit Plan

14. To save your changes click Apply or OK

10.5 OUTGOING PINHOLE DIGIT PLAN

Use the User — Outgoing Pinhole Digit Plan page to view the Pinhole digit calling plan rules for your outgoing calls.

Only an administrator can change which call types are permitted.

Options:
Profile
Incoming Calls

Outqoing Calls

Group > Users : DCUser1l

Outgoing Pinhole Digit Plan

Outgeing Pinhole Digit Plan allows you to view the Pinhale digit calling plan rules for

Welcome Sales Group Administrator [Logout]

your cutgaing calls. Only your administrator can change which call types are permitted.

[ ok ][ Aoy ][ cancel |

E Custom Settings

g 2

Pinhole Name
test

Legend

‘\ 0K H Apply H Cancel \

Group > User > Calling Plans > Outgoing Pinhole Digit Plan

1. On the Group - Profile menu page Click Users

2. Click Search to display a list of users in your group
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Click Edit or any item on the row for the User
For a selected user, click Calling Plan

Click Outgoing Pinhole Digit Plan

N o o koW

To return to the previous page click OK

10.6 TRANSFER NUMBERS

To view the Originating Calls settings, click the Originating Calls tab

Use the User — Transfer Numbers page to configure or change the transfer numbers used in the selected user’s

outgoing calling plan. You can configure up to three transfer numbers for use with the selected user’s outgoing

calls.

Group > Users : DCUserl

Opti ]
prions Transfer Numbers

Praofile

Welcome Sales Group Administrator [Logout]

Create transfer numbers for users that are used on cutgeing calls, as speciied in the Outgoing Calling Plan.

Incoming Calls

| OK H Apply H Cancel

Outgoing Calls

Call Control

stom Sattings

v

Calling Plans
Transfer Numb:

Client Applications =
Transfer Number 2:

Messaging
Messagin Transfer Number 3:

Utilities

‘ | OK H Apply H Cancel |

Group > User > Calling Plans > Transfer Numbers

On the Group — Profile menu page Click Users

Click Edit or any item on the row for the User

For a selected user, click Calling Plan

Click Transfer Numbers

Enter the desired numbers in the boxes provided

O N o O bk~ NP

To save your changes click Apply or OK

Note: Unchecking the Custom Settings box and saving your changes (by clicking OK or Apply) will delete
all transfer numbers currently assigned to the selected user.
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CLIENT APPLICATIONS OPTIONS

The User — Client Applications menu contains the following items:

Based on the Service Pack and the services (features) a user has assigned to them will determine the features
that are available in this menu. The following list is based on a user having Telstra Telephony Toolbar
(BroadWorks Assitant — Enterprise), Attendant Console, Call Centre Agent and Supervisor additional features

being assigned.

Group > Users : 0386321434 @uat-trial.com

Options: ) ) )
Client Applications
Profile
Incoming Calls Basic
Outgaing Calls Busy Lamp Field

Allovis manitoring user phone status via a SIP Attendant Console Phons
call Control

CommPilot Call Manager

Provide a web-based client for a user instead of using star codes or pressing the flash hook. The
client provides 2 visual, graphical user interface that is used to initiate, manipulate, and release

Messaging <alls.
Utilities Outlook Integration - On

Accass your Outlaok contact infarmatian from your Commpilot Call Manager.

Welcome Sekler Debbie [Logout]

Advanced

BroadTouch Business Communicator Desktop - Video

BroadTouch Business Communicatar Destop - Video.

BroadTouch Business Communicator Mobile - Video

BroadTouch Business Communicator Mobile - Video.

BroadTouch Business Communicator Tablet - Video

BroadTouch Business Communicator Tablet - Videa.

BroadWorks Agent

BroadWorks Agent is 2 client that enables users to perform typical call center agant activities, call

cantral, basic reporting and service configuration. Alse displays which users are call center
supervisors for the agant.

BroadWorks Receptionist - Enterprise

BroadWorks Receptionist - Enterprise is an advanced Attendant Consale designed to mest the
spacific needs of an operator including advanced call contral, contact directories and phone status,
BroadWorks Assistant - Enterprise

BroadWorks Assistant - Enterprise is a toolbar for Microsoft Outlook and Internet Explorer that
enables users to perform basic call control, and configure commonly used services.

Group > User > Client Applications

This menu displays

. Busy Lamp Field
. CommPilot Call Manager

o Outlook Integration

This menu displays

. BroadTouch Business Communicator Desktop — Video
. BroadTouch Business Communicator Mobile — Video
. BroadTouch Business Communicator Tablet — Video

. BroadWorks Agent
. BroadWorks Receptionist — Enterprise

. BroadWorks Assistant - Enterprise

11.1 BUSY LAMP FIELD

Use this page to select the users in your group or enterprise to be monitored by the selected user using
a SIP Attendant Console phone. On this page, you can also assign a SIP URI to the list of monitored

users and enable or disable natifications about calls being parked/no longer parked against monitored

usersTo have CommPilot Call Manager open on Login
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Group > Users : 0386321434@uat-trial.com Welcome Sekler Debbie [Logout]

Options:

Busy Lamp Field

Profile
Busy Lamp Field allows you to creats 2 list of users to monitor via yeur SIP Atiendant Conscle Phone and assign 2 SIP URI to the list.

Incoming Calls

[ ok ][ sty |[ cancel

Qutgoing Calls

€all Control

st URI =ip: (386321434 ] @ [nipttelstra com

[[] Enable Call Park notification

Enter search criteria below
I — [ v ] —

Available Users Maonitored Users.

‘ [ ok ][ Aoty |[ Cancal |

Group > User > Client Applications > Busy Lamp Field

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Client Applications
Click Busy Lamp Field

In the SIP URI field, enter the phone number eg 03xxxxxxx associated with the list of users to monitor
and select the Domain from the drop down list

To enable notifications about calls being parked, check the Enable Call Park notification tick box

To specify which other users are to be monitored

Click Search to display all available users, or enter search criteria in the fields provided.
For more information on defining search criteria, see section 5.4 Advanced Search.

On the Available Users column, select the users to be monitored. On a column, you can select some
or all of the items. Item names are listed in alphabetical order. To select several items in sequential
order, click the first name, hold down the SHIFT key on the keyboard, and click the last name. To select
several items, but not in a particular order, click the names while holding down the CTRL key on the
keyboard.

To assign the selected users, click Add. To move all users (unselected) at once, click Add All.

On the Monitored Users column, select the users and click Remove. To move all users (unselected) at
once, click Remove All.

To save your changes click Apply or OK

11.2 COMMPILOT CALL MANAGER

CommPilot Call Manager provides a web-based tool you use to customize your services. To activate the tool, click
on the Call Manager link at the top of the page. This opens the CommPilot Call Manager which allows you to
initiate, manipulate and receive calls, as well as access your user directories including Microsoft Outlook.

To have CommPilot Call Manager open on Login

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group

Click Edit or any item on the row for the User
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For a selected user, click Client Applications
Click CommPilot Call Manger

If the user requires the CommPilot Call Manager page to open on login, check the Launch CommPilot
Call Manager on Login box.

If the user has been assigned both the Call Manager and Attendant Console applications the check box
can be selected to launch both applications on login. If the user only has Attendant Console licensed to
them, then they will only have the option to select the Launch Call Manager on login

Group > Users : 0386321434®uat-trial.com Welcome Sekler Debbie [Logout]

S CommPilot Call Manager
Profile
Commpilot Call Manager provides a web-based tool you use to customize your services. To activate the tool, click on the Call Manager link at tha top of the page. This opens the CommPilot Call Manager
— which allows you o initiats, manipulate and recsive calls, 35 wall as accass your user dirsctories including Microscft Outiook.
The Call Manager uses Microsoft Active/X components to access your directories so be sure you accept the downloads when prompted so that the CommPilot Call Manager functions correctly. Also, the
Outqoing Calls Cammpilot Call Manager may be lagged out if you lose network connectivity or your PC hibarnatas.
Call Control
e [ ok [ Aeely ][ Cancel
»
e ¥} Launch Commpilot Call Manager on Login
Uutilities
‘ \ OK | | Apply | \ Cancel \

Group > User > Client Applications > CommPilot Call Manager

11.3 OUTLOOK INTEGRATION

Outlook Integration enables you to integrate your personal contacts in Microsoft Outlook with your Telstra
Telephony Toolbar. Using Telstra Telephony Toolbar, you can perform a search of your personal Outlook contacts
by name or company. Once the desired contact is located, you may click-to-dial one of the contact's phone
numbers.

Group > Users : 0386321434@uat-trial.com Welcome Sekler Debbie [Logout]
e Outlook Integrati
Profile
Outlask Intsgration anables you to integrate your personal contacts in Microsaft Outlook with your Commpilot Call Manager. Using the Outlaok Contacts tab in the Commpilat Call Manager, you can
. parform a search of your parsanal Outlaok cantacts by name or company. Once the desired contact is located, you may click-to-dial ane of the contact’s phane numbers, or may choose to display the
Incoming Calls . N
contact's vCard by clicking on the name.
Outqgoing Calls When receiving a call, your Microsoft Outlook contact database is searched for a match of the caller's phone number. If the number matches, the icon next to the incoming calling name is highlighted
and ralling the mouse over it gives the caller's name. In addition, you have the aption to dlick the icon to open the caller’s vCard. You can have new Outlock journal entries automatically cpensed for
Call Control incoming and/or outgsing calls
You can choose to turn it off if you are at a remote location using your Call Manager but do not have access to your Outlook. The contact retrizval option allows you to only retrieve contacts fram your
» default contact folder for performance reasons.
Messaging
‘ [ ok ][ ay |[ cancel
Utilities
Outlook Intagration: @ an () ofF

Contact Retrieval:
O Ratrieve Contacts From Default Cantact Folder Only

® Ratrieve All Contacts

‘| ok | [ Aealy ][ cancel |

Group > User > Client Applications > Outlook Intergration

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Client Applications

Click OutlookIntegration

To Enable Outlook Integration, Click On (default setting)

Click Retrieve Contacts from Default Contact Folder Only or Retrieve All Contacts to filter the contacts
based on your default folder

To save your changes click Apply or OK

11.4 BROADTOUCH BUSINESS COMMUNICATOR DESKTOP - VIDEO

This service has not been configured.
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11.5 BROADTOUCH BUSINESS COMMUNICATOR MOBILE - VIDEO

This service has not been configured.

11.6 BROADTOUCH BUSINESS COMMUNICATOR TABLET - VIDEO

This service has not been configured.

11.7 BROADWORKS AGENT

This feature is only visible if a user has the TIPT Call Centre Agent pack assigned to them.

BroadWorks Agent is a client that enables users to perform typical call center agent activities, call control, basic

reporting and service configuration

Group > Users : 0386321434@uat-trial.com

Welcome Sekler Debbie lLogout]

Options:

BroadWorks Agent

Profile
Agent is a client that enables users to perform typical call centsr agent activities, call control, basic reporting and service configuration.
Incoming Calls
N
Outgoing Calls
Call Control
This sarvice has no canfiguration.
»

Utilities

Group > User > Client Applications > BroadWorks Agent

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Client Applications
Click Broadworks Agent

This service is currently not configured

Click OK to display the previous page

11.8 BROADWORKS RECEPTIONIST — ENTERPRISE

This feature is only visible if a user has the mIRECEPTION pack and it has been assigned to the user.

BroadWorks Receptionist is an advanced Attendant Console designed to meet the specific needs of an operator

including advanced call control, contact directories and phone status.
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Group > Users : 0386321434 @uat-trial.com Welcome Sekler Debbie lLoqout]

TR BroadWorks Receptionist - Enterprise

- Enterprise is an advanced Attendant Console designed to meet the specific needs of an aperator including advanced call control, contact directories and phane status.

Incoming Calls

|\ ok | [ Acsy | [ cancel |

Qutgoing calls

Enter search criteria below
[ St it —

Available Users Monitored Users

Call Control

(5]

|\ ok | apply || Cancel |

Group > User > Client Applications > Receptionist-Enterprise

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the User

For a selected user, click Client Applications

Click Broadworks Receptionist - Enterprise (miRECEPTION)

To specify which other users are to be monitored

Click Search to find a desired user, enter search criteria in the fields provided.

On the Available Users column, select the users to be monitored. On a column, you can select some
or all of the items. Item names are listed in alphabetical order. To select several items in sequential
order, click the first name, hold down the SHIFT key on the keyboard, and click the last name. To select
several items, but not in a particular order, click the names while holding down the CTRL key on the
keyboard.

To assign the selected users, click Add. To move all users (unselected) at once, click Add All.

On the Monitored Users column, select the users and click Remove. To move all users (unselected) at
once, click Remove All.

To save your changes click Apply or OK

11.9 BROADWORKS ASSISTANT - ENTERPRISE (TELSTRA
TELEPHONY TOOLBAR)

BroadWorks Assistant - Enterprise (Telstra Telephony Toolbar) is a toolbar for Microsoft Outlook and Internet
Explorer that enables users to perform basic call control, and configure commonly used services.

Group >_Users : 0386321434@uat-trial.com Welcome Sekler Debbie lLogout]

Options: . N

BroadWorks Assistant - Enterprise

Profile

p— Assistant - Enterprise is a toolbar for Microsoft Outlook and Internet Explorer that enables users to perform basic call control, and configure commonly used services.

Incoming Calls
\

Outgoing Calls

Call Cantrol

This sarvice has no canfiguration.
»
Utilities

Group > User > Client Applications > BroadWorks Assistant-Enterprise

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group

Click Edit or any item on the row for the User
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For a selected user, click Client Applications
Click Broadworks Assistant - Enterprise
This service is currently not configured

Click OK to display the previous page
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CHAPTER 12
MESSAGING OPTIONS

The User — Messaging menu contains these items:

Based on the services (features) a user has assigned to them will determine the features that are available in this
menu.

‘ T TELSTRA IP TELEPHONY

Help - Home

g'{ Group > Users : 0386321434@uat-trial.com Welcome Sekler Debbie [Loaout]

Options:

Profile

Incoming Calls

Qutgoing Calls

Call Control

Client Applications

Utilities

This menu displays

Aliases
Distribution Lists
Greetings

Integrated IM&P

Messaging

Basic Advanced

Aliases Voice Portal Calling - On
Directly access your voice messages from other pre-defined numbers. Originate calls from the Voice Partal,

Distribution Lists

Create multiple distribution lists to use with voice messaging.

Greetings

Load or madify your voice messaging greetings.

Integrated IM&P - On
Allows the activation of Integrated IM&P service hosted on a BroadCloud server. This enables flow-
through provisioning into BroadCloud.

Voice Management - On

Record messages for calls that are not answered within a specified number of rings or for busy
<alls.

Voice Portal

Change voice portal options for the user.

Group > User > Messaging

Voice Management

Voice Portal

ADVANCED MENU

This menu displays

Voice Portal Call

12.1 ALIASES

Messaging Aliases allows you to enter numbers, which when called from, make your voice messaging box act as if
you called from your office phone

ing
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Options:
Profile
Incoming Calls
Outqoing Calls

Call Control

Calling Plans
Client Applications

B Messaging

Utilities

o K~ w0 N R

Click Aliases

Options:
Profile
Incoming Calls
Outgoing Calls

Call Control

Calling Plans

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Aliases
Messaging Aliases sllows you to enter numbers, which when called fram, make your voice messaging box act a5 if you called from your office phone.
[ ok ][ meey |[ Add ][ cancel |
Delete Phone Number

No Entries Present

‘| ok || aepy |[ Add | [ cancel |

Group > User > Messaging > Aliases

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Messaging

Group > Users : DCUserl

Welcome Sales Group Administrator lLogout]

Aliases Add

Messaging Aliases allows you to enter numbers, which when called from, make your voice messaging box act as if you called from your offics phone.

Client licati

B Messaging

Utilities

| [oc ] [omer |

Group > User > Messaging > Aliases

6. To Add numbers, Click Add

7. Enter a phone number into the Phone Number field

8. To save your changes click OK

12.2 DISTRIBUTION LISTS

Distribution Lists allows you to create lists of numbers to send voice messages in bulk. These Voicemail
messages are received in the Inbox of the users specified in the Voice Messaging feature.

Options:
Profile
Incoming Calls
Outgoing Calls

Call Control

Calling Plans
Client Applications
[ Messaging

Utilities

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Distribution Lists

Distribution Lists allows you to create lists of numbers to send voice messages in bulk.

[ o< ][ Ay |[ Cancel |

Distribution List Numbers:

OB E R E R R R R

Description: “ |

Distribution List

Phone Mumber / slu-um:l ” jkd |

Delete Phone Number / SIP-URI
No Entries Present

|\ ok | [ Aoy |[ Cancel |

Group > User > Messaging > Distribution Lists

1. On the Group - Profile menu page Click Users

2. Click Search to display a list of users in your group
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Click Edit or any item on the row for the User
For a selected user, click Messaging
Click Distribution Lists

Select the distribution list you wish to configure, by clicking on one of the 15 tabs (labeled "0" through
"14") near the top of the window. Each list can be configured independently

In the Description text box, type a name for the list

Click Apply

To add a phone number or address to the Distribution list, Click on the tab for the list

In the Phone Number/SIP-URI text box, type the phone number or SIP-URI address to add.
Click Add.

To save your changes click Apply or OK

Check the Delete box next to the entry to delete.
Click Delete.

Click OK to display the previous page.

Note: Once you Delete, the number is peranently deleted from the list. This action cannot be undone

12.3 GREETINGS

You use this page to set your voice message greetings that callers hear or see when they get either a busy tone or
no answer when they call you. Your greeting can be a generic system recording or a personalised recording. You
can also record your voice message greetings using the voice portal on your phone.

Note: Other services, such as Call Forwarding No Answer, share this setting, and if it is changed in one
service, that change affects all other services using this value.

Note: If a mobile phone is used for the Simultaneous Ring service, the number of rings before the Voice
Messaging service answers your phone should be set to more than three rings. Some mobile phones have
slower location and connection services, which may delay the Simultaneous Ring to the mobile phone from
occurring before an answer by the Voice Messaging service

Note: You can upload video files to be used as your personal greetings. However, if the calling party is not
able to see video, then only the audio greeting are heard.

Note: The maximum length allowed for WAV, .WMA, .MOV, and .3GP files is 2 minutes.
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Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options: .
Greetings
Profile
Message Greetings allows you to upload personal zudio files as greetings to use when people reach your voice messaging box.
Incoming Calls
| OK ‘ ‘ Apply | ‘ Cancel
Qutgoing Calls
Call Control
[ | Disable Message Deposit
Calling Plans
) Disconnect call after grasting
Client Applications
() Forward call after grasting ta:
B Messaging
(TFFee Busy Greeting:
® system greeting
O parsonal greeting
Load personal greeting: Browse...
No Answer Greating:
(® systemn greeting
O Unavailable Greeting
Load Unavailable Greeting: Browse. _
Alternate No Answer Greetings:
Grasting Name Graeting fils Load Alternate Gresting
Number of rings befare greeting:
‘ [ ok ][ Aoey ][ cancel |

Group > User > Messaging > Greetings

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Messaging

Click Greetings

To prevent callers from leaving messages, check the Disable Message Deposit box. Chosse from
Disconnect call after greeting or Forward call after greeting to.

For Busy Greeting, Selecting System greeting (Default setting), callers hear the system's standard
greeting when your phone is busy.

If you choose Personal greeting, type the path and file name of a WAV file with your greeting in the
Load audio personal greeting text box, or click Browse to select a file on your computer.

For No Answer Greeting, Selecting System greeting (Default setting), callers hear the system's
standard greeting when your phone is busy.

If you choose Unavailable greeting, type the path and file name of a .WAV file with your greeting in the
Load Unavailable greeting text box, or click Browse to select a file on your computer

For Alternate No Answer Greeting, enter the Greeting Name and click Browse to select a file on your
computer

From the drop down list set the number of rings callers hear before they are directed to voicemail and
your greeting plays (The maximum number of rings available is 20).

To save your changes click Apply or OK

12.4 INTEGRATED IM&P - ON

This feature needs to be enabled for UC-One to operate. This is where you activate or deactivate the
Integrated Instant Messaging and Presence (IM&P) service for a selected user. You can also regenerate
their IM&P password from this page. If needed, the password can be modified on the user's Profile page.
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Welcome Sekler Debbie [Logout]

Group > Users : 0386321434 @uat-trial.com

Options:

Integrated IM&P

Profile
Allowrs the activation of Integrated IM&P servics hosted on 2 BroadCloud server. This anables flow-through provisioning into BreadCloud.

Incoming Calls

[ ok ][ mey |[ cancel

Qutgoing Calls

Call Control

Integrated IM&P: (@ on () off

Client Applications
Regenerate IM&P Password

Utilities ‘ ‘ 0K H Apply H Cancel

To enable or disable the service:

1. Select On to activate.

2. Select Off to deactivate.

3. Click Apply or OK.

To regenerate the IM&P Password:

1. Click onto Regenerate IM&P Password link.

12.5 VOICE MANAGEMENT

Voice Management allows you to specify how to handle your messages. Use Unified messaging if you want to use
your phone to retrieve messages. You can also just choose to send the message to your
e-mail and not use the phone for messaging.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Opti 8 .
prans Voice Management

Profile
Incoming Calls
Dutgoing Calls

Call Control

Calling Plans
Client Applications

B Messaging

Utilities

Voice Management allows you ta specify how to handle your messages. Use Unified messaging if you want to use your phone o retrieve messagas. You can also just choase to send
the message ko your e-mail and not use the phone for messaging. Nate that the message sattings hers also 2pply to other types of messaging such as fax if anabled.

[ ok ][ aepy |[ cancel

Voice Messaging
[[] send all Calls to Veice Mail
Send Busy Calls to Voice Mail

Send Unanswered Calls to Vaice Mail

When a message arrives...:

Advanced Settings (Also saves current screen data)

(®) Use unified massaging

[#] Use Phone Message Waiting Indicator

O Farward it to this =-mail sddress:

Additionally...:

[] metify me by =-mail of the new message st this address

[] E-mail 2 carbon copy of the messzgs tul |

[] Transfer on 0" to Phone Number‘ |

| ‘ oK || Apply H Cancel |

Group > User > Messaging > Voice Management

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group

Click Edit or any item on the row for the User

For a selected user, click Messaging
Click Voice Management

Click On or Off for Voice Messaging

N o o bk w N oe

Select one of the following 3 options

Check the Send All Calls to Voice Mail box, to send all incoming calls to voice mail

Check the Send Busy Calls to Voice Mail box, to send calls to voice mail when you are engaged in a call
Check the Send Unanswered Calls to Voice Mail box , to send calls to voice mail when they are
unanswered
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Select how you want to use the Voice Messaging service

If you want to retrieve voice messages using your phone and your e-mail account, select Use unified
messaging.

If you see the Advanced Settings (Also saves current page data) do not change the settings as they
are managed by your group administrator.

When using unified messaging, you can check the Use Phone Message Waiting Indicator box. This
option provides a stuttered dial tone (and blinking light on some phones) to inform you when you have
messages waiting.

Select Forward it to this e-mail address, and provide the e-mail address where you want your voice
messages to be sent, if you always listen to your voice messages using your e-mail account and do not
use the phone retrieval option,

Check Notify me by e-mail of the new voice message at this address: box, to receive a short e-mail
message in your inbox informing you about the new caller and date/time of the message is sent.
In the text box, type the e-mail address where you want these notifications to be sent.

Check the E-mail a carbon copy of the voice message to: box, and provide the e-mail address where
you want the copy to be sent, if you want a carbon copy of your messages to be sent to another e-mail
address.

To specify whether callers have the option to transfer to another number (e.g. your mobile, reception or
an auto attendant) instead of leaving a voice message, check the Transfer on '0' to Phone Number.

When a caller chooses to press ‘0’ while leaving a message they will be prompted to send the voice mail
messge or cancel the recording. When a message is sent the caller is prompted to be transferred to the
operator/phone number configured or to return to the voice portal (*).

To save your changes click Apply or OK

12.6 VOICE PORTAL

Voice Portal allows you to set a Personalized Name (upload a WAV file to use as your name for Auto Attendant
and Voice Messaging) and set voice portal auto-login option

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]
Options: .
Voice Portal
Profile
Waice Portal allows you to set a Personalized Name (upload 2n audio file to use as your name for Auto Attendant and Voice Messaging) and set veice partal auto-login option.
Incoming Calls
[ ok ][ Aoy ][ cancel
Outgoing Calls
Call Control
¥ Use Personalized Name for Auto Attendant and Vioice Messaging
Calling Plans
Load Name: Browse...
Client Applications
D Auto-login to Voice Portal when calling from my phone
[ Messaging Sl
Utilities
[ ok ][ Aoy ][ cancel |

Group > User > Messaging > Voice Portal

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the User

For a selected user, click Messaging

Click Voice Portal

To use a pre-recorded personalized name, click the Browse button in the Load Name field

Navigate and select the file required for use
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12.6.1 TO USE YOUR PHONE TO RECORD YOUR ANNOUNCEMENT.

1. Dial the voice portal phone number and provide your extension and/or passcode when prompted.
Follow the instructions for name recording

2. Check the Auto-login to Voice Portal when calling from my phone box to enable the auto-login option.
When this is enabled, the system recognises the calling user and the password collection phase is
skipped

3. To save your changes click Apply or OK

12.7 VOICE PORTAL CALLING

Voice Portal Calling allows you to originate calls from the Voice Portal. Once you have dialed in to the Voice Portal
and authenticated yourself, select the Make Call menu option and enter the destination number.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]
Options: R .

User-VoicePortalCalling
Profile

Vaice Portal Calling allows you to originate calls from the Voice Portal. Once you have dialed in to the Voice Portal and authanticated yourself, selact the Make Call manu aption and

. enter the destination digits.
Incoming Calls
Outqoing Calls ‘ oK | | Apply ‘ ‘ Cancel |
€all Control
€alling Plans Voice Portal Calling: | ®ion O o
Client Applications
B Mescaging | [ ok ][ Aoy ][ cancel |

Utilities

Group > User > Messaging > Voice Portal Calling

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Messaging

Click Voice Portal Calling

Click On to activate (default setting), or Off to deactivate

N o g bk~ N

To save your changes click Apply or OK
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CHAPTER 13
UTILITIES OPTIONS

The User — Utilities menu contains these items:

Group > Users : DCUserl

Intercept User -

Registrations

Displays all the static and dynamic registrations for 3 user.

Group > User > Utilities

This menu displays

o Authentication

. Basic Call Logs

o Feature Access Codes
. Enterprise Directory

. Intercept User

. Registrations

13.1 AUTHENTICATION

Options:

Utilities

Profile

Incoming Calls Basic

Qutgoing Calls Authentication
parform authentication upon the registration of an IF phone to prevent unauthorized access to the systam.

Call Control

: Basic Call Logs

Calling Plans Display the most recently recefved, missed, or placed calls.

Client Applications Feature Access Codes

Messaging Display the featurs access codes (star codes) for your services.
Enterprise Directory

B utilities

Display the enterprise directory list.

Allovrs the system to intercept calls terminsted to or originated from = lins that has been decommissionsd.

Welcome Sales Group Administrator [Logout]

Note: If this feature is changed the phone will become unregistered. It is recommended NOT to change

this feature.

Note: A user does NOT have visibility to this feature. A Customer Group Administrator has access to the

feature at the user level.

The Authentication feature performs authentication upon the registration of an IP phone to prevent unauthorized

access to the system

This password is used to authenticate an IP phone, which allows calls to be made over Internet Protocol (IP)-
based networks. The authentication password and user name can be different from the system password and

user ID that are used at initial system login. The maximum number of characters for the Authentication password

is 60 characters.
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Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:
Profile
Incoming Calls
Qutgoing Calls

Call Control

Calling Plans
Client Applications
Messaging

B utilities

2 T o

Authentication

Authentication allows you ta use encryption to safely determine that the user at a given phons is who they say they are. This helps prevent hijacking of service in hosted
communications networks. The user name and password must match the user name and password canfigured on your phone, or in your phone's configuration file.

[ ok ][ meey ][ cance |

* Authentication User Name: |DCUseﬂ ‘

‘ | OK H Apply H Cancel |

Group > User > Utilities > Authentication

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Utilities

Click Authentication

Enter the user's authentication user name

While this name is separate from the user ID, which is used at system login and is listed in the user's
Personal — Profile page, the user name and user ID can be the same.

7. Type the new authentication password
The password does not appear as you type on your keyboard; a * displays for each character typed.

Example; *x¥x**

Note: The maximum length for a password for the Authentication service is 20 characters
Re-type the new authentication password again

8. To save your changes click Apply or OK

13.2 BASIC CALL LOGS

Basic Call Logs displays the most recently received, missed or placed calls and also allows deletion of call logs.
Click on the appropriate tab to see the desired type of logs.

Group > Users : DCUserl

Welcome Sales Group Administrator [Logout]

Options:
Profile
Incoming Calls
Qutgoing Calls
Call Control
Calling Plans
Client Applications
Messaging

B Utilities

a ~ 0N PF

Basic Call Logs

Basic Call Logs displays the most recently received, missed, or placed calls and also allows deletion of call logs. Click an the appropriate tab to see the desired type of logs.

| 0K H Apply H Cancel |

(RS Yo oo o

Delete Name Phone Number Date/Time
No Entries Present

‘ | OK H Apply H Cancel |

Group > User > Utilities > Basic Call Logs

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the user to be modified
For a selected user, click Utilities

Click Basic Call Logs
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6. Click the relevant tab to view calls. Placed Calls, Received Calls, Missed Calls

/. Click OK to display the previous page

13.3 FEATURE ACCESS CODES

Feature Access Codes list the star codes for services that you have.

To activate a service, hit the * key and the number followed by the # key. Some require additional information such
as a phone number, but you are prompted for that information.

Welcome Sales Group Adm

Options:

Feature Access Codes

Featura Access Codes list the star codas for services that you have. To activate a service, hit the * key and the number followed by the # key. Some require additianal information
such as 2 phone number, but you are promptad for that information. You cannat change your feature access cades.

Profile

Incoming Calls

Qutgoing Calls

Call Control

Calling Plans *77 Ancnymous Call Rejection Activation
a7 Anonymous Call Rejection Deactivation
Client Applications 50% Anonymous Call Rejection Interragation
N #8 Automatic Callback Deactivation
e =5 Automatic Callback Menu Accass
P Utilities *14 BroadWorks Anywhere E.184 Dialing
=15 Call Bridge
72 Call Forwarding Always Activation
*73 Call Forwarding Always Daactivation
*21% Call Forwarding Always Interrogation
=21 Call Forwarding Always Ta Voice Mail Activation
#21 Call Forwarding Always To Voice Mail Deactivation
*30 Call Forvarding Busy Activation
=31 Call Forwarding Busy Deactivation
*67%  Call Forwarding Busy Interragation
*40 Call Forwarding Busy Ta Voice Mail Activation
240 Call Forwarding Busy To Voice Mail Deactivation
32 Call Forwarding Ne Answer Activation
*33 Call Forwarding No Answer Deactivation
*61%  Call Forwarding No Answer Interragation
=41 Call Forwarding Ne Answer To Vaice Mail Activation
#41 Call Forwarding No Answer To Vaice Mail Deactivation
*34 Call Forwarding Net Reachable Activation
=35 Call Forwarding Not Reachable Deactivation
*g3% Call Forwarding Not Reachable Interrogation
#76 Call Forwarding Selective Activation
=77 Call Forwarding Selective Deactivation
*54*  Calling Line ID Delivery Blocking Interrogation
*&7 Calling Line ID Delivery Blocking per Call
=31 Calling Line ID Delivery Blocking Persistant Activation
#31 Calling Line ID Delivery Blocking Persistent Deactivation
*g5 Calling Line ID Delivery per Call
11 Call Retrisve
g3 Call Return
#32 Call Return Number Deletion
*53%  Call Waiting Interrogation
*43 Call Waiting Persistent Activation
243 Call Waiting Persistent Deactivation
=70 Cancel Call Waiting
*33 Clear Voice Message Waiting Indicator
*56% Connected Line Identification Restriction Interrogation
=57 Customer Originated Trace
*37 Directed Call Pickup
*33 Directad Call Pickup with Barge-in
=355 Diract Vaice Mail Transfer
*80 Diversion Inhibitor
=78 Do Mot Disturb Activation
*79 Do Mot Disturb Deactivation
#83 Escalate Call to Suparvisor
*22 Flash Call Hold
#72 Forced Forwarding Activation
=72 Forced Forwarding Deactivation
*g6 Last Number Redial
=12 Location Control Activation
=13 Location Control Deactivation
#80 Make Dutgoing Call as Call Center
#81 Make Personal Outgoing Call
*£0 Music On Hold Per-Call Deactivation
#70 Night Service Activation Manual Override
571 Night Service Deactivation Manual Override
610 No Answer Timer
*71 Per Call Account Code
*50 Fush to Talk
*51%  Selective Call Rejection Interrogation
*75 Speed Dial 100
=74 Speed Dial 8
*47 Sustained Authorization Code Activation {calls unlocking)
*37 Sustained Authorization Code Deactivation (calls locking)
86 Vaice Mail Retriaval
=52 Vaice Portal Access

Group > User > Utilities > Feature Access Codes

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group

Click Edit or any item on the row for the User

W DN

For a selected user, click Utilities
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5. Click Feature Access Codes
6. View the available Feature Access Codes

7. Click OK to display the previous page.

13.4 ENTERPRISE DIRECTORY

Displays the enterprise directory listing. A summary of the enterprise directory can be generated, which can be
easily printed and a detailed phone list can be generated.

The Group Directory Summary and Group Directory Detail reports can use the following search criteria to narrow
down the results returned: Last Name, First Name, User ID, Phone Number, Location Dialing Code, Extension,
Mobile, E-mail Address, Yahoo ID, Group ID (if group is in an enterprise)

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

Options: Enterprise Directory

Displays the enterprise directory listing. A summary of the enterprise directory can be generated, which can be easily printed and a detailed phone list can be generated.

Profile

Incoming Calls

Outgoing Calls

Call Control

Enterprise Directory Summary Enterprise Directory Detai

Calling Plans

Client Applications Enter search criteria below

Messaging v Starts With v - [ search
B utilities

Group > User > Utilities > Enterprise Directory

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Utilities

a & w0 D Pk

Click Enterprise Directory
O DISPLAY OR PRINT A SU ARY GROUP OR ENTERPRISE DIRECTORY

1. Click Group Enterprise Directory Summary.
The Group Enterprise Directory Summary displays a group phone list in summary form.

2. To print the directory
Use the browser's print feature.

3. To close the page, click x in the right-hand corner.
1O DISPLAY OR PRINT ADETAILED GROUP OR ENTERPRISE DIREC(

1. Click Group Enterprise Directory Detail.
The Group Enterprise Directory Detail displays a group phone list in detail.

2. To print the directory
Use the browser's print feature.

3. To close the page, click x in the right-hand corner.

4. Click OK.

13.5 INTERCEPT USER

Use the User — Intercept User page to decommission phone numbers, while at the same time providing
information to the caller.
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For example, when a user left the company, the caller could hear a message that calls for that user are being
directed to another person. A phone number could accompany that message. Another example is if a user has
moved to another department and cannot forward calls, this service can be set up to play an announcement that
includes the new number.

Group > Users : DCUserl Welcome Sales Group Administrator [Logout]

SotiE Intercept User

Intercept User allows your administrator to gracefully take your phone out of service whils providing callers with informative announcements and altarnative routing aptions.
Depanding on service configuration, none, some, or all incoming calls to the spacified user are intercepted. Also depending on service configuration, cutgoing calls are intercepted or
rerouted to ancther location.

Profile

Incoming Calls

Outgoing Calls

[ ok ][ aepy ][ Gancel

Call Control

Calling Plans _
Intercept User: i(_lin, (®) gz

Client Applications

Messaging Inbound Announcements

®) Default Announcement

B Utilities -
(U Personal Announcement

Load Personal Audio Announcement:

Load Personal Video Announcament:

—Inbound Call Options
® Intercept All Inbound Calls
O Allow Inbound Calls fram System-Dafined Phone Numbers
 Allow Inbound calls (Partial Intercept]
Use Alternate Outbound Blocking Announcement

[] Route to Voice Mail

[] Transfer on '0' to Phone Numberl

—Outbound Call Options

®) Black All Gutbound Calls

) Routs to Bhone Number:

U Allow Cutbound Local Calls

‘ | OK H Apply H Cancel |

Group > User > Utilities > Intercept User

On the Group — Profile menu page Click Users
Click Search to display a list of users in your group
Click Edit or any item on the row for the User

For a selected user, click Utilities

Click Intercept User

Use the Intercept User control to determine whether or not the system will block this user’s calls. Click
“On” to block this user’s calls. Click “Off” to return the user’s account to normal service.

If you choose “On”, configure the remaining controls as desired.

Choose Inbound Announcement to set the announcement the system will play to callers. Select
“Default Announcement” to play the following announcement: “The number you are trying to reach is out
of service.”

To upload a custom announcement, select “Personal Announcement”. Type the path and file name of a WAV
file with your greeting in the Load Personal Audio Announcement text box, or click Browse to select a file on
your computer. If your Intercept Group service has video support enabled, you can also type the path and file
name of a .MOV file with your greeting in the Load Personal Video Announcement text box, or click Browse to
select a file on your computer.

Choose Inbound Calls to set how inbound calls to the user will be handled. Select the required option
Intercept All Inbound Calls

Allow Inbound Calls from system-Defined Phone Numbers

Allow Inbound Calls (Partial Intercept)

Use Alternate Outbound Blocking Announcement

Route to Voicemail

Play New Phone Number, enter the desired number in the box provided

Transfer on ‘0’ to Phone number, enter the desired number in the box provided
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Choose Outbound Calls to set how outbound calls from the user will be handled. Select the required
option

Block All Outbound Calls

Route to Phone Number, enter the desired number in the box provided

Allow Outbound Local Calls

To save your changes click Apply or OK

13.6 REGISTRATIONS

Displays all the static and dynamic registrations for a user

Group > Users : 0386321434@uat-trial.com Welcome Sekler Debbie [Loaout]

Options: Registrations

Displays all the static and dynamic registrations for 2 user.

Profile

Incoming Calls

Outgoing Calls

€all Control

Endpoint Type: Primary
Client Applications Lins/Bort: p0286321434@uat-trial.com
Identity/Device Profile Name: d0286321424 ( Group )

Messaging

URI: sip:p0386321434-0kvauc74bh8g4@10.145.51.202:5060; transport=udp
Expiration: Mon Sep 05 13:21:45 EST 2016

Public 12:
Public Port:
Privats IP:
Private Port:

Us=r Agent: PolycomVVX-VWX_500-UA/S.2.0.12074_0004f2224875
Lockout Started:

Lockout Expires:
Lockout Count: 0

|

Group > User > Utilities > Registrations

On the Group — Profile menu page Click Users

Click Search to display a list of users in your group

Click Edit or any item on the row for the User

For a selected user, click Utilities

Click Registrations

If the phone is not registered it will report that “No Entries Present”
There is no configuration necessary on this page

Click OK to display the previous page
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CHAPTER 14
PROFILE

Use this item from the Group — Profile menu page to modify the group profile.

BASIC MENU

This menu displays

. Users

. Profile

. Change Password
. Administrators

. Departments

o Schedules
ADVANCED MENU

This menu displays

. Call Processing Policies

. Communication Barring Auth Codes
. Dial Plan Policy

o Dialable Caller ID

Group Welcome Sales Group Administrator [Logout]

Options: .
Profile
[P Profile

Eesources Basic Advanced

Services Users Call Processing Policies

== Ads, modiy, or remove usars. Configure group-iavel Call Processing Palices

et /Auth Codes
Profile Communication Barring Auth Codes

Call Center View or modify your group profile information. Configure group-level Communication Barring Authorization codes.

Calling Plan Change Password Dial Plan Policy

e Change your passwerd. Cenfigure greup-level Dial Plan Policy
Administrators Dialable Caller ID
Add, moify, or remeve sroup administrators and department administrators. Automaticaly prapend digits o tha incoming calar 1D of public calls 35 the caller 0 is prasantad in dislable format.
Departments
Add, modify, or remove departments in your group.
Schedules
Add, modify, os hedul

Group > Profile menu

14.1 PROFILE

Use the Group - Profile page to modify or delete a profile for a selected group, for example, the contact for the
group.
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Welcome Sales Group Administrator [Logout]

Options: .
P Profile
@ Profile ; ‘ ; N . i
Wiew or modify your group profile informatian. Seme information can be modified only by your administrator,
Resources
[ ok ][ Ay |[ cancel
Services

Acct/Auth Codes

Enterprise: DaveC
Call Center Group: DCGrpL

Default Domain: ([IEGEINENE] v

Group Name:‘ |

Calling Plan

utilities

Calling Line 1D Group Name: ‘ |

Calling Line 1D Group Number: None

Location Dialing Code:

Contact Nama: ‘ |

Contact Phnr\a:‘ |

Contact E—mail:‘ |

Time Zone: ‘ (GMT+10:00) Australia/Victoria ~

User Limit:
’7 Maximum number of users: 25

Current number of users: 2

Address:

City:  State/Province:

Additional Information
’7 Zip/Postal Code: Country:

|\ ok | [ Aepy | [ GCancel |

Group > Profile > Profile

1. On the Group - Profile menu page click Profile
2. Type new information or select a different value from a drop-down list.

3. To save your changes click Apply or OK

14.2 CHANGE PASSWORD

Use this menu item on the Group — Profile menu page to change your Group Administrator password

Welcome Sales Group Administrator lLogout]

Options:
Change Password
P erofile Change your password,
Resources
[ ok ][ aesy ][ Cancel
Services

Acct/Auth Codes

Administrator 1D: Groupadmin

Call Center

Calling Plan * Current Password: || |
* s

Utilities Reset Passwords | |

= |

‘| ok | [ sepy | [ cancel |

Group > Profile > Change Password

Change Your Password

Use the Group — Change Password page to change your password.

1. On the Group — Profile menu page click Change Password
2. Type the information for your current and new password. Required data is indicated with an asterisk (*).

3. To save your changes click Apply or OK

14.3 ADMINISTRATORS

Use this item on the Group — Profile menu page to:

o List Administrators
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List Administrators

Use the Group - Administrators page to list all the administrators (group and department) in the group. On this
page, you can search for an administrator. .

Welcome Sales Group Administrator fLogout]

Qpti B -
prons Administrators

Add a new group or department administrator or manage existing administrators,

Administrator ID [4] Last Name First Name Department
Acct/Auth Codes Crusin®

Profile

Resources

Services

Group Administratar Sales
Call Center [Page1of1]

Calling Plan \Administrator ID £¥ Starts With v Find Find All
utilities |

Group > Profile > Administrators

1. On the Group - Profile menu page Click Administrators

2. To display the previous page, click OK

Note: If additional Customer Group Administrators are required, you will need to Contact Telstra for these
additional Customer Group Administrator logons to be configured.

Note: Customer Group Administrators can only be added and modified at an Enterprise level not at a group
level. Group Policies for a Group Administrator can only be added at an Enterprise level not a group level

14.4 DEPARTMENTS

Use this item on the Group — Profile menu page to

. List Departments
. Add Departments

. Delete or Modify a Department

List Departments

Use the Group — Department page to list all the departments in the group. From this page, you can add, modify, or
delete a department.

Welcome Sales Group Administrator fLogout]

Options:

Brofile
Resources
Services
Acct/Auth Codes

Call Center

Calling Plan

Utilities

Departments

Add a new department or manage existing departmants in the group.

[ ok [ ad |[ cancel

Department [4] Edit

No Entries Present

[Page1of1]
Departmentjig Starts With v Find Find All

|\ ok |[ Ad || cancal |

Group > Profile > Departments

1. Onthe Group - Profile menu page Click Departments

Departments are listed with their parent departments, if any. For example, the listing for a department named
Pre-Sales with the parent department Sales appears as follows: Sales \ Pre-Sales.

If your group is part of an enterprise, departments within your group are listed with your group name in
parentheses. For example, if your group is named DEF Distributing, the listing for a department named Public
Relations appears as follows: Public Relations (DEF Distributing). This distinguishes departments created at
your group level from departments created at the enterprise level by your enterprise administrator.
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To display the previous page, click OK or Cancel.

Use the Group — Departments Add page to add a department for the group. After you have added a department,
you can assign users to the department.

Welcome Sales Group Administrator [Logout]

Options:

Departments Add

Add = new department.

B Profile
Resources
Services

Acct/Auth Codes

= Department Name: H |

Parent Department: |None v

Department Calling Line 1D Name: ‘ |

Call Center

Calling Plan

Utilities Department Calling Line ID Numbar: Nona

Group > Profile > Departments

On the Group — Profile menu page Click Departments
Click Add
Type the name of the department.

Use the Parent Department drop-down list box to create the new department under an existing
department.

Departments are listed with their parent departments, if any. For example, the listing for a department named
Pre-Sales with the parent department Sales appears as follows: Sales \ Pre-Sales.

If your group is part of an enterprise, departments within your group are listed with your group name in
parentheses. For example, if your group is named DEF Distributing, the listing for a department named Public
Relations appears as follows: Public Relations (DEF Distributing). This distinguishes departments created at
your group level from departments created at the enterprise level by your enterprise administrator.

To save your changes click OK

Use the Group — Departments Modify page to delete or modify a department.

On the Group — Profile menu page Click Departments

Select the Department to be modified or deleted

To edit the name for the department, type a different name.

Use the Parent Department drop-down list box to move the department under an existing department.

Departments are listed with their parent departments, if any. For example, the listing for a department named
Pre-Sales with the parent department Sales appears as follows: Sales \ Pre-Sales.

If your group is part of an enterprise, departments within your group are listed with your group name in
parentheses. For example, if your group is named DEF Distributing, the listing for a department named Public
Relations appears as follows: Public Relations (DEF Distributing). This distinguishes departments created at
your group level from departments created at the enterprise level by your enterprise administrator.

To delete the department, click Delete

To save your changes and display the previous page, click OK.
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NOTE : You cannot delete a department that has users assigned to it. Before you delete a department,
modify the profile of all users within that department to assign them to a different department or to no
department.

NOTE : You cannot delete a department that has any sub-departments under it. Before you delete a
department, either assign each of its sub-departments a new parent or no parent, or delete all of its sub-

departments.
To exit without saving, select another page or click Cancel to display the previous page.

14.5 SCHEDULES

Schedules (Time or Holiday schedules) can be created with Events which are a set of criteria and a recurrence
pattern used to configure the schedule.

Use this item on the Group — Profile — Schedule menu page to

1. List Schedules

2. Modify or Delete a Schedule

List Schedules

Use the Group —Schedule page to list all schedules in the group. On scheduled times, services that normally play

daily greetings and dialing menus, for example, for an auto attendant, play the after-hours greeting and dialing
menu.

From this page, you can add, modify, or delete a schedule.

Welcome Sales Group Administrator [Logout]

Options:
Schedules
B profile Add 3 new schedule or manags existing schedules.

Resources

[ ok [ Aoy ][ Add || cancel
Services

Delete Schedule Name [4] Type Level Edit
Acct/Auth Codes =

fmH Test Time Group Edit
Call Center O testa Time Group Edit
Calling Plan Schedule Name v Starts With v Find Find All
Utilities

[ ok [ aeoy |[ add | [ cancel |

Group > Profile > Departments > Schedules

1. On the Group - Profile menu page click Schedules

2. To display the previous page, click OK or Cancel.

Add Schedules

Use the Group — Profile - Schedule Add page to add a holiday schedule for the group. After you have added a
schedule, you can assign it to Auto Attendants.

Welcome Sales Group Administrator [Logout]

Options:
Schedule Add
B Profile Add a new schedule.
Resources
Services
Acct/Auth Codes
cseverams ]
Call Center - a
Schedule Type: () Holiday ® Time
Calling Plan
utilities

Group > Profile > Schedules

1. On the Group - Profile menu page click Schedules
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2. Click Add
3. Type a name for the schedule.

4. Select either Holiday or Time Schedule

Your entry is now available to schedule a Holiday or Time event

5. Click OK

Add Event

Use the Group — Profile - Schedule Add page to add an event to a selected Schedule

Welcome Sales Group Administrator [Logout]

Event Add

Add = new event to schadule.

Acct/Auth Codes

Schedule Name: test

Calling Plan Event Detail

Call Center

= Event Na

Utilities Event Time:

commome| |0 gettryryy) = starmima:_ JAM ] (] il ay evene
ceavate| | vy * EndTea| AW

Duration:

Recurrence Pattern:

Recurs: | Never W

I

Group > Profile > Schedules

On the Group — Profile menu page click Schedules
Click Edit or any item on the row for the Schedule

Click Add

Enter the Event Name

Enter the Start Date and Time and End Date and Time

Select the Recurrence Pattern, either (daily, weekly, monthly, yearly)

N o g bk wNnoe

To save your changes click OK

Modify or Delete a Schedule
1. Onthe Group - Profile menu page Click Schedules
2. Click the Delete tick box on the schedule you want to delete

3. To save your changes click Apply or OK

14.6 CALL PROCESSING POLICIES

Call processing Policies allows a Customer Group Administrator to configure group-level Call Processing Policies.

Use this item on the Group — Profile — Call Processing Policies menu page to configure group level Call
Processing Policies.
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Welcome Sales Group Administrator [Logout]

Options: - ..
Call Processing Policies
B Erofile Configure the Group Calling Line ID and the group name for outgeing calls. The group settings override any user settings. Also, for users (without phone numbers) to make calls, the
Group Calling Line ID must be set. This configuration also applies to the Group Connected Line Identification and name.
Resources
Services [ ok ][ Appy |[ cancel |

Acct/Auth Codes

Call Center
rCalling Line 1D
Calling Plan
e Use group name for Calling Line Identity

Allow Department Name Override

= Group Calling Line Id Policy @ Use Service Provider Calling Line Id Pelicy

Mon-Emergency Calls: ®) Usz user phane number for Calling Lins Identity

) use configurable CLID for Calling Line Identity

Use group/department phone number for Calling Line Identity

Emergency Calls: (®) Usa usar phone number for Calling Line Tdentity
() Use configurabls CLID for Calling Lina Identity
Use group/department phone number for Calling Line Identity

[] elock calling Name for Externzal Calls

Calling Line ID Group Numbar:
Calling Line ID Group Name:

r Incoming Caller ID
O use Group Dialable Caller ID Policy ®) Use Enterprise Dialable Caller ID Pelicy

Dialable Caller ID Access: () on ®) of

|| ok | [ Apy ][ Cancal |

Group > Profile > Call Processing Policies

On the Group — Profile menu page Click Call Processing Policies
Select the required option for Calling Line ldentity

Select the required option for Non-Emergency Calls

Select the required option for Emrergency Calls

Select Block Calling Name for External Calls if required

Select correct Incoming Caller ID option

N o O b~ w N PE

To save your changes click Apply or OK

14.7 COMMUNICATION BARRING AUTH CODES

Communication Barring Auth Codes allows a Customer Group Administrator to configure group-level barring
Authorisation Codes.

Use this item on the Group — Profile — Communication Barring Auth Codes menu page to configure group level
barring Authorisation codes.

Welcome Sales Group Administrator fLogout]

Options: . . .
Communication Barring Auth Codes
B Erofile Create new Communication Barring autharization codes and manage existing codes.
Resources
[ ok [ Aeey |[ add | [ cancel |
Services
Codes : Description
Acct/Auth Codes
123 Codel
Call Center
| [ ok [ Ay |[ Add | [ cancel
Calling Plan
Utilities

Group > Profile > Communication Barring Auth Codes

1. On the Group — Profile menu page Click
Communication Barring Auth Codes

TO ADD A COMMUNICATION BARRING AUTH CODE
1. Click Add

2. Enter the Authorisation Code
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3. Enter a Description

/4. To save your changes click OK

Welcome Sales Group Administrator [Logout]

Options: . . .
Communication Barring Auth Code Add
» Drofile Add new Communication Barring authorization codes.
Resources
oK Cancel
Acct/Auth Codes
fectifuth Coes - atormtncodes| |
Call Center
Description: ‘
Calling Plan
Utiliti
|

Group > Profile > Communication Barring Auth Codes

14.8 DIAL PLAN POLICY

Call processing Policies allows a Customer Group Administrator to configure a group-level Dial Plan Policy.Use
this item on the Group — Profile — Dial Plan Policy to configure a group level Dial Plan Policy.

Welcome Sales Group Administrator [Logout]

Options: . .
Dial Plan Policy
> profile Configure group's dial plan pelicy for digit collection and outside Access Cedes palicies. Configure the customizable digit map including public and private dial plans simultansously

on = per-group basis. This capability allovs integrated and consistent control of digit collection 2nd external digit processing policies for MGCP devices and BroadWorks media servers

=0 e minimizing usage of the long inter-digit timeout and/or requiring a terminator key (i.e.. #) to be disled by the user. Alse provides the capability to allow the "dial S to access an
outside line" faatura common in many PEX systams.

Services

Acct/Auth Codes [ ok J[ sy ][ Ad ][ Cancel

Call Center

Calling Plan Dial Plan Policy Settings For This Group: @ System Settings

Utilities ) Service Provider Settings
(2 Group Settings

[[] Requires Access Code for Public Calls

[C] Allow E.164 Public Calls
[] Prefer E.164 Number Format for Callback Services

Public Digit Map:
Private Digit Map:
Accass Code [4] Enable Secondary Dial Tone Description Edit

No Entries Present
[Page1of1]

ok ) [ sem ][ s [ coma |

Group > Profile > Dial Plan Policy

1. On the Group - Profile menu page Click Dial Plan Policy

2. Select the required Dial Plan Policy Settings For This Group, System Setting (default), or
Service Provider Settings, or Group Settings

3. Select Requires Access Codes for Public Calls, if required

4. Select E.164 for Public Calls, if required

5. Select Prefer E.164 Number format for Callback services, if required

6. Select Public Digital Map, if required

7. Select Private Digit Map, if required

8. To save your changes click Apply or OK

14.9 DIALABLE CALLERID

You use this page to configure dialable caller ID settings and manage dialable caller ID criteria for your group.
Dialable caller ID criteria are used to screen incoming calls and transform the caller's phone number into a dialable

format. Dialable caller ID criteria can be defined at the system, service provider, and group levels. The level to use
is determined by the Call Processing Policies settings.
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Welcome Sales Group Administrator [Logout]

Options: .
Dialable Caller ID
 Pprofile Configure the group's Dialable Caller ID sattings. You can selact to use the Group's defined criteria, or to use the Service Provider/Enterprise criteria. You can alse create a new
Dizlzble Caller ID criteriz or manage existing criteriz.
Resources
services [ ok [ ey | [ Ad | [ Cancel

Acct/Auth Codes

0 Do not display the caller's number

) Do not display the caller's name or number

Call Center Dizslable Csller ID Configuration: (7) Use Group Critaria @) Usa Service Provider/Enterprise Criteriz
Calling Plan —

NS Screening Failure Policy: @ pisplay the received caller 1D
utilities

Group > Profile > Dialable Caller ID

On the Group — Profile menu page Click Dialable Caller ID

Select which Dialable Caller ID to use.

Select the NS Screening Failure Policy:

© ©o N o a0 ~ W DN PE

To save your changes click Apply or OK

CHAPTER 14 PROFILE

Do not display the caller's number to display only the caller's name

Name Description Prefix Digits Priority Edit
testdcid 1 Edit
[ ok J[ aev |[ ad ][ Cace |

Use Group Criteria to use the dialable caller ID criteria defined for the group

Display the received caller ID to display the caller's identity received from the network

Do not display the caller's name or number to not display the caller's identity

Use Service Provider/Enterprise Criteria to use the criteria defined for the service provider/enterprise

114



CHAPTER 15
RESOURCES MENU

This chapter contains sections that correspond to each item on the Group - Resources menu page.

Welcome Sales Group Administrator [Logout]

Options:
Resources
Profile
P Resources Configuration Assignment
o Identity/Device Endpoints Activate Numbers
Display the identity/device endpoints assigned in the group. Activate or deactivate phone numbers.
Acct/Auth Codes ) . . )
Identity/Device Profiles Assign Group Services
Call Center Add, madify, or remove group level identity/device profiles in the group. Assign or unassign group services for your group.
Calling Plan Domains New User Services Template
= Display the list of demains assigned to your group. Add or remove user services and service packs for the user template, which is applied when 2 new
Utilities wser is created.

Network Classes of Service B R
Display the list of Network Classes of Service assigned ta your group. Existing User Services
Assign or unassign user services and service packs for all users in your group.

Numbers

Display the list of phona numbars assigned to your group and assign those numbers to
dapartments.

Office Zones
Display the list of Office Zones assigned to your group.
Services

Display the list of services and service packs autharized for your group.

Trunking Call Capacity
Displays the maximum number of simultaneous calls available for your group to use in trunking
groups and the number of simultaneous calls already allocated to existing trunk groups.

Group > Resources menu

The Group - Resources menu contains these items:

CONFIGURATIC

m

This menu displays the items that group administrators use to list and configure resources:

Identity/Device Endpoints

e Identity/Device Profiles

e Domains

e Network Classes of Service
e Numbers

e Office Zones

e Services

e Trunking Call capacity
ASSIGNMENT MENL

This menu displays the items that group administrators use to assign resources:
e Activate Numbers

e Assign Group Services

e New User Services Template

e Existing User Services

Use the items on the Group — Resources menu to list resources assigned to your group, for example, modify, or
remove resources, for example, devices; and add services to and remove services from the group.
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On your Home page, on the Options list, click Resources. The Group — Resources menu page displays.

15.1 IDENTITY/DEVICE ENDPOINTS

Use this item on the Group — Resources menu page to display the identity/device endpoints assigned in the group.

Welcome Sales Group Administrator [Logout]

Options: . . .
Identity/Device Endpoints
Profile
— Search for identity/device endpoints in the group.
B Resources
Services
Enter search criteria below
Acct/Auth Codes
Line/Port User Part K Starts With v + | ‘ Search
Call Center
Calling Plan Line/Port : User ID Last Name First Name Phone Number i Department Edit
123456879@meodel.ipvs.net DCUserl Summers Anne Edit
Utilities [Page1of1]
|

Group > Profile > Identity / Device Endpoints

1. On the Group — Resources menu page Click Identity/Device Endpoints

2. Click the Search button
A list of devices assigned to your group appears

3. To display the previous page, click OK

15.2 IDENTITY/DEVICE PROFILES

Use this item on the Group — Resources menu page to add a new group identity/device profile or manage
identity/device profiles
LIST DEVICES

Use the Group — Devices page to list the devices allocated to your group by Telstra. From this page, you can
modify or delete a device.

Welcome Sales Group Administrator [Logout]

Options: . . )
Identity/Device Profiles
Profile
Add or modify group level identity/device profiles. Displays all the identity/device profiles defined at group level.
# Resources
[ ok ][ ad ][ cancal |
Services
Enter search criteria below
Acct/Auth Codes
Identity/Device Profile Name [ [Starts With ~] = | [ seacn
Call Center
calling Plan Identity/Device Profile Name : Identity/Device Profile Type il Ports Host Name /1P Address MAC Address Status  Version Edit
No Entries Present
Utilities [Pagelofi]
‘ [ ok ][ ad ][ Gancel |

Group > Resources > Identity / Device Profiles

1. On the Group — Resources menu page Click Identity/Device Profiles

2. Click the Search button
A list of devices assigned to your group appears

3. To display the previous page, click OK or Cancel.

TO REPLACE ORACTIVATE ANEW DEVICE (SAME DEVICE TYP

If a user requires a replacement phone of the same model (i.e. Polycom Soundpoint IP 650) then the MAC
Address of the device needs to be assigned.

If a new model of IP phone is required Telstra will be required to make the change to the configuration for that user.

1. Onthe Group — Resources menu page
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2. Select Identity/Device Profiles
The Group — Identity/Device Profiles page displays.

3. Click Search
A list of devices assigned to your group appears

4. Click on the Phone to be reconfigured or activated
5. Verify the Identity/Device Profile Type is correct

6. Enter the MAC Address
The MAC Address is a 12 digit Hexadecimal number and is located on the rear of the IP phone (e.g.
004f1234abcd) The MAC Address must be entered correctly without spaces, colons or dashes and must
be unigue within the system.

7. Click OK

8. You must now Rebuild the file and Reboot the phone

Welcome Sales Group Administrator [Logout]

Identity/Device Profile Add

Add a new group identity/device profile.

B Resources
Services
Acct/Auth Codes
* tdenty/Device o Nammr ]
Call Center =
Identity/Device Profile Type: |2W|re HomePortal V|
Calling Plan
Callina Plan Protacal: [SIP 2.0 v

Ltilities Hast Name/IP Address: | | Bort:| |

Transpert: |Unspecified v

macagdress: [ |
Serial Number: | |
Description: | |
Outbound Proxy Server: | |
STUN Server: | |
Physical Location: | |
|

Group > Resources > Identity / Device Profiles

15.2.1 TO REBUILD DEVICE CONFIGURATION AND RESET THE IP PHONE FOR
THE USER

These steps allow you to rebuild the device configuration and optionally reset a User’s registered phone. This is
required in order for a new or modified phone to obtain its configuration from the network.

On the Group — Resources - ldentity/Device Profiles menu page

Click Search and select the User’s Phone

1.

2

3. Verify the MAC Address has been configured
4. Verify the Identity/Device Profile Type is correct
5

Click Files Tab

Note: Telstra is responsible for loading the configuration files

@

Click Rebuild the Files to rebuild the device configuration file. You will need to wait 3-6 minutes before
resetting thephone

7. Click Reset the Phones to reset a registered phone
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Welcome Sales Group Administrator [Losout]

Options:

Identity/Device Profile Modify

Moposteryfde  Templaterie  tda

A N S S N

Group > Resources > Identity / Device Profiles

This feature supports the following devices: Cisco 7940, Cisco 7960, Polycom Soundpoint IP 330, 450, 550, 650,

670.

15.3 TO DELETE OR MODIFY INFORMATION ABOUT A DEVICE

Note: Itis recommended NOT to Delete a Device as this will render the handset unusable. Add and Delete
functions should be performed by Telstra.

Use the Group — Resources Identity/Device Profile Modify page to delete a device or to modify information about a

device.

From this page, you can also configure the device, change the order of the line/ports, and modify the profile of a
user to whom this device has been assigned.

Welcome Telstra Trainer [Logout]

Services

Acct/Auth Codes

Identity/Device Profile Modify

Wodify o delete an existing group identity/device profile.

[ ok ][ meply || Delete |[ Cancel |

Call Center
calling Plan Identity/Device Profile Name: d0399063701
v Profile Type: Polycom VX 501 DMS
R Device Type URL: 7 iness.telst aa L VVX_501_DMS/

—

e .
RE—

o addres ]

Serial Number:

Description:

STUN Server:

\
\
Outbound Broxy Server: [
\
\

Physical Lecation:

Lines/Ports: 34
Assigned Lines/Perts: 1

Unassigned Lines/Ports: 33

: Polycom/5.4.1.17954 PolycomWVX-VWX_S01-UA/S.4.1.17954_64167f026360

Vers:

Authentication
© Use Identity/Davice Profile Type Credentials
®) Us= Custom Credentisls

* Device Access User Name: 0393063701

= Davice Access Password: ‘

* Re-type Device Access Password: ‘

‘\ oK | [ Apply |[ Delete | [ cancel |

Group > Resources > Identity / Device Profiles
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15.3.1 TO RE-ORDER LINE/PORTS

These steps allow you to re-order the line display on a multi-line IP phone which is configured with multiple phone
numbers.

On the Group — Resources menu page

Click Identity/Device Profiles

Click Search to view the list of Identity or Device profiles for your group
Click Edit for the user you want to modify

Click the User tab

Click the Reorder Line/Ports on this Identity Device Profile link to change the order of the lines and
ports.

Select the line/ ports that need to be re-ordered
Click Move Up or Move Down to change the order
Click OK or Apply to save changes, or click Cancel to exit without saving changes

You must now Rebuild the file and Reboot the phone (as listed above)

Note: Reorder Line/Ports on this Device displays only when more than one line/port on the device has
been assigned to users.

15.3.2TO DELETE A DEVICE FROM A USER
On the Group — Resources menu page
Click Identity/Device Profiles
Click Search
Click Edit for the device you want to delete

Click Delete button to delete a device

WARNING: Prior to deleting a device, ensure the user has been unlinked from the device (phone) and has
been assigned another phone.

This action cannot be undone. Once the Delete button has been clicked, the identity device is permanently
deleted. The device will then need to be re-created

fuusiais et e o e |
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Group > Resources > Identity / Device Profiles

Note: Telstra is responsible for loading the configuration files

15.4 DOMAINS

Use this item on the Group — Resources menu page to List Domains and assign users to Domains.

15.4.1LIST DOMAINS

Use the Group — Domains page to list the domains assigned to your group. From this page, you can modify the
profile of a user assigned to a domain.

Welcome Sales Group Administrator [Logout]

Options: .
Domains
Profile
Displays the domains assigned to your group. These domains are the only domains that users in the group can use as user ids and aliases.
B Resources
Services
Domain [4] Default Edit
Acct/Auth Codes
Acct/Auth Codes oDt v Edit
Call Center [Page10f1]
Calling Plan Domain g Starts With v ‘ Find Find All
Utilities

Group > Resources > Domains

1. On the Group — Resources menu page
2. Click Domains

3. To display the previous page, click OK.
LIST USERS ASSIGNED TO A DOMAIN

Use the Group — Domains Users page to list the users assigned to a domain.

Note: You cannot change the domain assigned to a user (or the users assigned to a domain).

Welcome Sales Group Administrator [Logout]

Opti B .
prions Domain Users

Displays the users with the selected domain in their user IDs.

Enter search criteria below

v Starts With v - [ search

Profile

B Resources

Services

Acct/Auth Codes

Call Center

Calling Plan Domain: modsl.ipvs.net

utilities User 1D [ Last Name First Name Phone Number

DCUsar1 Summers Anne Edit

DCUsar2 Sales Leigh Edit

DCUs=r3 Caro Jane Edit
[Page1of1]

Departs Edit

|

Group > Resources > Domains

On the Group — Resources menu page
Click Domains

1

2

3. Click Edit or any item on the row for the domain
4

Click Search to display all users
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5. Click Edit or any item on the row for the users
The Users menu options screen displays where feature changes can then be made

6. Click OK to save your changes and display the previous page

15.5 NETWORK CLASSES OF SERVICE

Use this item on the Group — Resources menu page to display the list of assigned Network Classes of Service

Welcome Sales Group Administrator [Logout]

Options: .

Network Classes of Service
Profile

Displays the list of assigned Netweork Classes of Service.

B Resources
| OK ‘ ‘ Apply | ‘ Cancel |
Services
Default Name [A] Description Edit

Acct/Auth Codes Na Entries Present
Call Center [Page1of1]
Calling Plan Starts With » Eind Find Al
Utilities ‘ | oK ‘ ‘ Aoply | ‘ Cancel |

Group > Resources > Network Classes of Service

On the Group — Resources menu page
Click Network Classes of Service
To display all of the assigned NCOS click Find All

To search for specific NCOS, enter your search criteria and click Find

a k& w0 D Pk

Click Cancel to display the previous page

15.6 NUMBERS

Use this item on the Group — Resources menu page to List Assigned Numbers and Change Department
Assignment of Numbers.

List Assigned Numbers

Use the Group — Numbers page to list the numbers assigned to your group. This page displays the phone
numbers of groups as well as department and indictes if they are active. You can selct a phone number and
modify the department to which it belongs.

Welcome Sales Group Administrator [Logout]

Options:
Numbers
Displays the phone numbers of the group, as well as the department and/or user to which they are assigned and indicates if they are activated, You can select 2 phone number and

then modify the department to which it belongs. The departmant of the phons numbsr and the depariment of the user do not have to b identical, the depariment an phans
numbers just allaws you te categorize the numbers,

Enter search criteria below

Phone Number g Starts With v l:l + | ‘ Search

Phone Numbers [4] User 1D Last Name First Name Department Activated Edit
+61-512345000 - +61-812345049 Edit

Profile

B Resources

Services

Acct/Auth Codes

Call Center

Calling Plan

Utilities

[Page1of1]

|

Group > Resources > Numbers

1. On the Group — Resources menu page
2. Click Numbers
3. Click Search to display all phone numbers assigned to the group

The Groups — Numbers page is a list page that contains an advanced search. The Phone Number,
Department and Assigned user display for each phone number. Depending on the number of pages of data in
a list, list pages allow you to present the data several different ways. You can click the headings of a column to
change the sort order of items in the column, use the input boxes below the data to specify search criteria, or
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click the page links, for example, Next or Previous. The advanced search lets you define specific search
criteria to narrow your search and display a manageable list.

4. To display the previous page, click OK.

Change Department Assignment of Numbers

Use the Group — Assign Numbers Modify page to modify the assignments of numbers to departments.

Welcome Sales Group Administrator [Logout]

Options: . .
Assign Numbers Modify
Praofile
Assign phone numbers to a department.
P Resources
[ ok ][ Aey ][ Gancel |
Services
Acct{Auth Codes Phone Numbers. Assign to Department
Call Center FETET2345000 None
T6T-813345001 A Add >
Calling Plan +61-812345002
- +61-812345003 Remove <
m— +61-812345004
+61-812345005
+61-812345006
+61-812345007 [Adaan>> |
+61-812345008
+61-812345009 v Remove Al
+61-812345010
‘ [ ok ][ aepy ][ cancel |

Group > Resources > Numbers

1. On the Group — Resources menu page

2. Click Numbers, click Search

3. Click Edit or any item on the row for the number

4. On the Phone Numbers column, select the number or range of numbers.

5. To move the selected items to the Assign to Department column, click Add. To move all items
(unselected), click Add All.

6. Select the department or “None” from the drop-down list.

7. To save your changes click Apply or OK.

15.7 OFFICE ZONES

This service is currently not configured.

15.8 SERVICES

Use this menu item on the Group — Resources menu page to display a list of services and service packs
authorised for your group.

List Services

Use the Group — Services page to list the service packs, group services, and user services assigned to your group.

This menu identifies if there are spare service packs available for your group.
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Welcome Sales Group Admi

P Resources
Services

Acct/Auth Codes

S \

Services

Displays the sarvice packs and/ar sarvices that have been suthorized for the group by your administrator. You can ses the number of servics packs and/or sarvices that you can use

i the "Limits” column and you can

se< how many you have used in the "Allecated” column. Only your adminisiratar can increase the number of services.
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o= calls to be foruarded to ths nast ling in the series for key system

|Service Scripts Group.

[Allowis a group admwstratnrtn:nnﬂgure Call Procassing Languags (CPL) seript files to manags incoming and outgoing
[cals for all users in the gro

Cnimeea]o |
]

[Frunk Grous

[Allovis 2 group of users an 2 devics to have 2 restricted number of active calls

[Voice Messzging Group

[Allovss simple phane retrieval of voice messages.

o
]

[User Services

Tiimes Jailocated

[Advice Of chargs

[4l1ows a user to get charge information messages in their phone.

[Eiternats Numbars

[allowis 2 user to have aiternate phone numbers and extansions,

orimisslo |

[Anorymous Call Rejection

[Allows a user to ignore incoming calls from ananymous callers (thoss with Calling Line ID Delivery blocked).

A o

[Atzendant Conzole.

[Allows a user to monitor other user's phone using an sttendant spplication

Unlimited

[Authentication

[Allowis 2 user to suthenticate an 1P phone to make calls.

Unlimited

[Automatic Callback

[Allows a user to be notied when a busy line within their group becomes available.

[Automatic Hold/Retrieve

[Causes an incoming call to be sutomatically put on hold, or causes 2 held call to be automatically retrieved .

Unlimited

Barge-in Exempt

[Allowi= 2 user to block barga-in attempts from other users with Directed Call Pickup vith Bargarin.

o
Unlimit=d |0
o
o

Unlimitad

Basic call Logs

[Allovis  user to s== the most recently received, missed, or placed calls,

Uniimited o

roaduarks Agent

oreasitoris Rgen = o it et srobles uners o perform e sl contr sgent sctvifes, <ol convol, b reporting
nd servics configuration. Also displays which ussrs srs call canter supsrvisors for the

Unlimited |2

Broadworks Anywhere

Extands your sarvices 5o you can make and receive calls from any spactied fixed pnm, mobile phone or soft client just
|s= # it ware your primary device,

Uniimited |0

Eroaduiorks Assistant -
Enterprise

EroacWorks Assistant - Enterprizs i= = toolbar for Microsoft Outlook and Internst Explarar that anables users to parform,
basic call control, and configure commonly used services.

Unlimited |0

Eroadwiorks Raceptionist -
Enterprise

BroadWorks Receptionist is an advanced Attandant Console designad t meet the spacific needs of an operator including
|sdvancad call control, contact diractories and phans status,

Uniimited 2

eromdworks mecepon -
lofree

Erosdierks Receptionis - Ofice 1 3 deshiop splicaio For Recepionias and Execuive Asssanis roviding al conrl
|contact directories and phone status for a maximum of 8

Unimited |0

Broaduiorks Receptionist - small]
usinass

BroadWorks Recestionist - Small Busness [ 2 desktop apslcaton for Receptionats and Executive Asitants providing
|call control, contaet dirsetories and phone status for 3 maximum of 30 e

Unlimited |0

Broadwiorks Supervisor

ErcadWorks Suparvisar is  call canter suparvisor soft client sllowing call contral, advanced raporting and service,
|configuration. Allows the user to manage call centar agents.

Uniimited |2

Busy Lam Field

[Allovis 2 user to use to monitor the phene status of = list of users via 2n atizndant console phane.

Uniimited o

[Call center - Basic

[Call Center - Basic allows the user to be an agent in basic call centers.

mimnes]s |

[Cal Center Monitoring

[call Center Monitoring allows 2 supervisor to isten into calls being handled by their agents.

a0

[Cal Center - premium

[Call Center - premium allowis the user to be an agent in any call center type,

nimnesls |

[Call Canter - Standare

[Call Center - Standard allows the user to ba an agent in standard and basic call centers.

Cnimed]e ]

[Call Forviarding Always

[Allewiz 3 user to forward all cals te = specifiad hon numbsr.

Group > Resources > Services

1. On the Group — Resources menu page

2. Click Services

3. To display the previous page,

click OK.

15.9 TRUNKING CALL CAPACITY

Use this item on the Group — Resources menu page to display the maximum number of simultaneous calls
available for your group to use in trunking groups.

Options:

Profile

Trunking Call Capacity

Displays the number of business trunking licanse units and bursting maximum number of simultaneous calls available for your group to use in trunking groups.

Cnirmtza]o

s Group Administrator [Logout]

[ Resources

Services

Acct/Auth Codes

Calling Plan

Maximum Capacity for any Trunk Group: 0
Call Center Allocated Bursting Calls to this Group: 0

Group > Resources > Trunking Call Capacity

1. On the Group — Resources menu page

2. Click Trunking Call Capacity

3. To display the previous page,
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15.10 ACTIVATE NUMBERS

If a number has been used (e.g. for a hunt group) and has been deleted as the hunt group is no longer needed,

that number becomes available again. It will have to be reactivated again to enable the number.

Services

call Center

Utilities

Activate Numbers

Activate or deactivate phone numbers.

Welcome Sekler Debbie [Logout]

Phone Numbers []
+61-286321422

+61-286321423

+61-286321424

+61-286321425

+61-286321434

+61-386321435

+61-386321440 - +61-386321447
+61-386321448

+61-286321445

+61-386321439

+61-392966300

+61-392966301 - +61-392966302
+61-392966303 - +61-392966304
+61-392966305

+61-292966306

+61-292966207 - +61-392966311
+61-292966312 - +61-392966313
+61-292966314

+61-392966315 - +61-392966320

+61-232966321

Phone Numbers v

Starts With v

Activated
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[Page 1of2]
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To activate or deactivate numbers for the group:

1. Click on Edit (to the right of the number).

2. Add or Remove the numbers from or to the group.

3. Click on OK.

Welcome Sekler Debbie TLogout]

Options:

Profile

Activate or

Services

Activate Numbers Modify

phone numbers for the group.

Call Center

utilities

DeactivatedPhone Number

[rae> ]

Add All ==

ActivatadPhone Number

+61-386321422

| Cox [ camen |
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15.11 ASSIGN GROUP SERVICES

Use this item to assign or unassign group services for your group

Welcome Sales Group Administrator [Logout]

Options: . .
prans Assign Group Services

Assign or unassign group services for the group.

Profile

B Resources

[ ok ][ Aey ][ Gamcel |
Services
Acct/Auth Codes Available Services Assigned Services
Eleis A Aftendant - Besic Account/Authorization Codes
S Pk At B Vi [ Cat Copscty Nonsgoront

utilities Call Pickup Remove < Incoming Calling Plan
Custom Ringback Group Inventory Report
Custom Ringback Group - Video LDAP Integration
Emergency Zones Music On Haold

Instant Group Call Add All >> Outgoing Calling Plan
Intercept Group 'Vaoice Messaging Group
Music On Hold - Video (¥ Remave All
Preferred Carrier Group

‘ | OK H Apply H Cancel |

Group > Resources > Assign Group Services

1. On the Group — Resources menu page Click Assign Group Services
2. To Assign services

3. Inthe Available Services column, select the items to be assigned. On a column, you can select some or
all of the items. Item names are listed in alphabetical order. To select several items in sequential
order, click the first option, hold down the SHIFT key on the keyboard, and click the last option. To
select several items, but not in a particular order, click the options while holding down the CTRL key on
the keyboard.

4. To assign the selected items, click Add>. To assign all items (unselected) at once, click Add All>>.

5. To Unassign services
Select the items in the Assigned Services column and click Remove<. To unassign all items
(unselected) at once, click Remove All<<.

6. To save your changes click Apply or OK

15.12 NEW USER SERVICES TEMPLATE

Use this item to List Service Packs and User Services.

The system uses this template to assign service packs and user services automatically when a user is added.

List Service Packs and User Services

Use the Group — New User Services Template page to list the service packs and user services currently assigned
to the user template.

CHAPTER 15 RESOURCES MENU 125



Profile

B Resources
Services
Acct/Auth Codes
Call Center

Calling Plan

Utilities

Options:

New User Services Template

Define 3 sst of services and/or service packs that are assigned autematically to @ user when 2 user's profile is created.

Welcome Sales Group Administrator [Logout]

oK || Apply H Cancel |

Available Service Packs

TIPT Call Centre Agent Pack VG
TIPT Call Centre Standard V&

TIPT Call Centre Supervisar Pack V7
TIPT Executive Pack V8

TIPT Standard Pack V8

Available User Services

Advice Of Charge

Alternate Numbers ~
Anonymous Call Rejection

Attendant Console

Authentication

Automatic Callback

Automatic Hold/Retrieve

Barge-in Exempt

Basic Call Logs

BroadWorks Agent v
BroadWorks Anywhere

H

id

o
3
2
@
n

Add All >=

@
=

@
=

Assigned Service Packs

Assigned User Services

oK || Apply H Cancel |

Group > Resources > New User Services Template

1. On the Group — Resources menu page Click New User Services Template

2. Inthe Available Services column, select the items to be assigned. On a column, you can select some or
all of the items. Item names are listed in alphabetical order. To select several items in sequential

order, click the first option, hold down the SHIFT key on the keyboard, and click the last option. To

select several items, but not in a particular order, click the options while holding down the CTRL key on

the keyboard.
3. To assign the selected items, click Add>. To assign all items (unselected) at once, click Add All>>.

4. To Unassign services

Select the items in the Assigned Services column and click Remove<. To unassign all items
(unselected) at once, click Remove All<<.

5. To save your changes click Apply or OK

15.13 EXISTING USER SERVICES

Use this item to Assign or Unassign Service Packs or User Services

Assign or Unassign Service Packs or User Services

Use the Group — Existing User Services page to assign service packs or user services to or unassign from all

existing (current) users in the group.

Only services authoriesd to your group display. The Number Assigned column identifies the number of instances

of services assigned to all users in the group or assigned individually to users.
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Welcome Sales Group Administrator [Logout]

Opti H . . .
phons Existing User Services

Assign or unassign services and service packs from all existing users. Nate that when a service is removed from an existing user, the configuration data saved for that user is also
ramavad. When exacuting this action, all assignments will take place than the unassignments. This will allow the configuration data to ba maintained when changing from individua|

profile

P Resources services to services packs and vice versa. IF there is a failure in any assignment, the remaining assignments will occur but the unassignments will not to prevent loss of configuration

data.
Services
Acct/Auth Codes ‘ OK ‘ ‘ Apply ‘ ‘ Cancel
Call center
Assign to All Users Service Pack Unassign from All Users Number Assigned
il TIPT Call Centre Agent Pack V& m] =

BroadWorks Supervisor 3{View Users)

Busy Lamp Fisld o

O TIPT Call Cantre Standard V8 ) o

O TIPT Call Czntre Supervisor Pack V7 O 0

O TIPT Executive Pack VE O 3{View Users)
O TIPT Standsrd Pack V& O o

Assign to All Users User Services Unassign from All Users Number Assigned
(m} Advice Of Charge ] o

O Altarnate Numbers [} o

O Anonymous Call Rejection [} o

m} Attendant Consale O 2(View Users)
O Authentication [} o

O Automatic Callback [} o

m} Autematic Hold/Retrieve O o

O Barge-in Exempt ] 0

O Basic Call Logs [} o

m} Broadiorks Agent m} 2{View Users)
O BroadWorks Anywhers [} o

O Broadworks Assistant - Enterprisa [} o

O BroadWarks Receptionist - Enterprise O 2(View Users)
O BroadWorks Receptionist - Office ] o

O Broadworks Receptionist - Small Business O o

m} m}

O O

O ]

Call Center - Basic 1iew Users)

Group > Resources > Existing User Services

You can also view the users currently assigned a service or service pack on the Group — Service Usage page.

1. On the Group — Resources menu page Click Existing User Services
2. To view or Edit users currently assigned a service, click (View Users)

3. Click OK to exit
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CHAPTER 16
SERVICES MENU

This chapter contains sections that correspond to each item on the Group - Services menu page.

Options:
Praofile
Resources

B Services

Acct/Auth Codes

Call Center

Calling Plan
Meet-Me Conferencing

Utilities

Services

Basic

Auto Attendant

Serves as an automated receptionist that answers the phone and provides a
personalized message to callers. Callers hava the option to connect to the operator, dial
by name or extension, or cannect to configurable extensions.

Exchange Integration

Configure the Exchange Integration settings for client integration.

Call Park

Enable users to park a call against their call park group and sat call park attributes.

Call Pickup

Enable users to answer any ringing line in their call pickup group.

CommpPilot Call Manager

Configure the CommPpilot Call Manager settings for your group's users,

Hunt Group

Automatically process incoming calls raceivad by a single phone number by distributing
them ameng a group of users or agents.

LDAP Integration

Enable users to access contact names and phone numbers from an external LDAR
directory using their CommPilot Call Manager.
Music/Video on Hold

Play an uploaded audia (music) or video file for callers on hald.

Voice Messaging

Enable users to record messages for incoming calls. A message can be recorded when
the call is not answered within a certain number of rings, when the user's phone is
busy, or when transferred diractly to the user's voice mail,

Voice Portal

Allow users to call fram any phane so that they can use and configurs their user
services.

Group > Services Menu

Welcome Sales Group Ad

rator [Logout]

Advanced

BroadWorks Anywhere
Extands your services 5o you can make and receive calls from any specified fixed
phene, mabile phone or soft client just as ¥ it ware your primary device.

Custom Ringback Group

Define the media ringback to be played to callers ta members or services of your group.

Instant Group Call

Enable users to call 2 group of usars, where the users can be part of the same group ar
can ba external users.

Preferred Carrier Group

Display and modify the praferred carriers assigned to the group.

Series Completion
Provide key system functionality by hunting through a set of lines according to = pre-
arranged order.

Third-Party Voice Mail Support

Enable users to send busy and unanswered calls to = third-party voice mail system.

Trunk Group

Allovrs 3 group of users an 3 device to have a restricted number of active calls.

Use the items on the Group — Services menu page to configure services, for example, one or more auto
attendants or call centers and configure special functions, such as a user’s ability to access an external directory

and series completion.

The Group — Services menu page contains these items:

BASIC MENU

This menu displays the items that all group administrators can use:

e Auto Attendant

e Exchange Intergration

e Call Park

e Call Pick Up

e CommpPilot CallManger

e Hunt Group

e LDAP Integration

e Music/Video on Hold

e Voice Messaging

e Voice Portal

CHAPTER 16 SERVICES MENU
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This menu displays the items that all group administrators can use only if such functions have been assigned to

them:

Broadworks Anywhere

Custom Ringback Group (if assigned)

Instrant Group Call (if assigned)

Preferred Carrier Group (Telstra)

Series Completion

Third-Party Voice Mail support

Trunk Group

16.1 AUTO ATTENDANT

Use this menu item on the Group — Services menu page to:

List and Activate or Deactivate Auto Attendants

Add an Auto Attendant

Specify Greeting and Dialing Menu for Business Hours

Specify Greeting and Dialing Menu for After Hours

Modify an Auto Attendant

An auto attendant can be used in a standalone or multilevel configuration.

For a standalone configuration, the service can transfer calls to another number, access extension
dialing, access name dialing, or connect to the operator.

For a multilevel configuration, one auto attendant functions as the top-level (entry) service. From this
level, other auto attendants function at the departmental level. Finally, additional auto attendants can
function at the individual user level. Phone numbers in the dialing menu on an upper level lead to the
phone numbers for auto attendants at the next level down.

There is an inbuilt system parameter to prevent the infinite Auto Attendant redirection loop (Auto
Attendant to another Auto Attendant)

Use the Group - Services — Auto Attendant page to list the current auto attendants configured for your group. On
this page, you can also activate or deactivate current auto attendants. From this page, you can add, modify, or

delete an auto attendant.

Welcome Sales Group Administrator [Logout]

Options:
Praofile

Resources

B Services

Acct/Auth Codes

call center

Calling Plan

Utilities

Auto Attendant

Create or madify an automated receptionist to answer the phone and provide personalized messages to callers, A group can have multiple auto attendants configured, either
individually or integrated into 2 multi-level auto attendant. For example, an enterprise’s main Auto Attendant can be configured to seamlessly route to an Auto Attendant for a
particular department or locatian.

[ ok || mepy || AddBasic | [ cancel |
Active Name Type video Phone Number Extension Department Edit
@ Sampla Basic Edit

‘ [ ok || Aoely || AddBasic| [ cancel |

Group > Services > Auto Attendant

On the Group — Services menu page Click Auto Attendant
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7. To activate or deactivate an auto attendant, check or uncheck the Active box.

3. To save your changes click Apply or OK

16.1.1 Add an Auto Attendant

Use the Group -Services— Auto Attendant Add page to add an auto attendant. From this page, you configure the
greeting and dialing menu for coverage of the business hours of the auto attendant.

Welcome Sales Group Administrator [Logout]

Options:

Auto Attendant Add

Create 2 new r (auto

Profile

Resources

Service:

Acct/Auth Codes
Auto Attendant Type: Basic

Call Center

* Auto Attendant ID: ‘ |@ | model ipvs_net w

Calling Plan = Name: | |

* Calling Line ID Last Nama: ‘ | = Calling Line ID First Name: |

Department: | None % Language: [English v

Time Zene: [ (GMT+10-00) Australia/Victoria v

Business Hours: [Every Day All Day Holiday Schedule:

Scops of sxtansion disling: () Enterprise ® Group O Department

Utilities

Scope of name dialing: () Enterprise ® Group () Dapartment

Name Dialing Entriesi ® LastName + FirstName () LastName + Firstflame and FirstName + LastName

| [0 ][ comont |

Group > Services > Auto Attendant

1. On the Group — Services menu page Click Auto Attendant

2. Click Add Basic

3. Type or select information for the auto attendant as described in the following table. An asterisk (*)

indicates required data.

INPUT DESCRIPTION

Auto Attendant ID

Name

Calling Line ID Last Name

Calling Line ID First Name

Department

Language

Time Zone

Business Hours

Holiday Schedule

CHAPTER 16 SERVICES MENU

Type an ID in the input box for the auto attendant.
Click the drop-down arrow to choose a domain for the auto attendant.

Type a name for the auto attendant.

Type the last name to be displayed on lines with Caller ID.

Type the first name to be displayed on lines with Caller ID.

Click the drop-down arrow to choose a department for the auto attendant.

The language in which service-specific messages are played during calls to the auto
attendant.

Default is English (U.S. English) unless configured otherwise.

Click the drop-down arrow to choose a time zone for the auto attendant.

The time schedule that defines the business hours for the auto attendant. During non-
business hours, callers hear the after-hours greeting and dialing menu.
“EveryDayAlIDay” means that no schedule for business hours is in effect.

The holiday schedule for the auto attendant. On a scheduled holiday, callers hear the
after-hours greeting and dialing menu.
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Scope of extension dialing Determines whether extension dialing applies across the department, group or enterprise
(if your group is part of an enterprise) of the auto attendant.

Scope of name dialing Determines whether name dialing applies across the department, group or enterprise (if
your group is part of an enterprise) of the auto attendant.

Name Dialing Entries Define how a caller should say the name of the person they want to reach:
LastName + FirstName
The caller must first say the last name of the person and then say the first name.
LastName + FirstName and FirstName + Lastname

The caller can say either the last name and then the first name of the person or the first
name and then the last name.

To save your changes click OK

Use the Group — AutoAttendant — Menus - Business Hours Menu page to select the greeting for the auto attendant

and to specify the dialing menu of prompts and actions to be used during business hours. An example of a dialing
prompt is “Dial 2 to reach Marketing”.

Group > Auto Attendant : abc Welcome Sales Group Administrator [Logout]
Options: | Business Hours Menu
i | ,
Configure the automated receptionist greeting prompt and dizling menu to be used during business hours.
B Menus |
‘ oK | | Apply ‘ ‘ Cancel |

Business Hours Greeting:

' Default Gresting

O personal Greating

Load personal greeting:

Menu Options:

[[] Enable first-level extension dialing
Key Description Action Action Data
e ‘gmup operatar |Transferm operator V‘ Phone Number:
t dial by extension I%[
2 dial by name Name dialing hd
3 — v
4 — w
3 - ~
6 — ~
7 — ~
a — ~
9 — 3

- v
. = V]
Note: Callers who do not indicate a transfer option will be Forwarded to the operator.
| ‘ oK | | Apply ‘ ‘ Cancel |

Group > Services > Auto Attendant > Menus > Business Hours Menu

On the Group — Services menu page Click Auto Attendant

Select the require Auto Attendant and click Edit

The Group > Auto Attendant page displays

On the options menu select Menus and click Business Hours Menu

Select Default Greeting or Personal Greeting:

Select “Default Greeting” to play a generic system recording that does not identify your company by name.

Select “Personal Greeting” to play a custom recording. Type the path and file name of a .WAV file with your greeting
in the Browse window for a new audio greeting text box, or click Browse to select a file on your computer.

Click the button to Enable First-Level Extension Dialing. Enabling this feature is more convenient for
callers who know the extension of the person they want to reach.
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After the Welcome message, First-Level Extension Dialing plays a prompt that allows a caller to dial an extension
immediately. (A caller can interrupt the Welcome prompt.) When First-Level Extension Dialing is not enabled, the
prompt after the Welcome message gives the caller two choices: to press 1 to dial an extension or to press 2 to use
the automated name directory.

16.1.3 CONFIGURE THE FIRST-LEVEL AUTO ATTENDANT MENU

1.

2
3
4.
5

Enter a description in the Description Box.

Click the drop down Action Arrow and select an action.
Enter Phone number in Action Data box where regired.
To save your changes, click Apply or OK

Options for callers include the ability to dial an extension immediately after the Welcome message,
reach the operator, reach company employees by extension, or search for company employees by
name.

Options for callers include the ability to dial an extension immediately after the Welcome message, reach the
operator, reach company employees by extension, or search for company employees by name.

OPTION DESCRIPTION

Key List of the keys on a telephone keypad to which you assign actions.

Description Optional description of the menu option.

Action A drop-down list of actions (required data). Options available are; Transfer with prompt, Transfer
without prompt, Transfer to Operator, Name Dialling, Extension Dialling, Transfer to Mailbox, Play
announcement, Repeat menu, Exit

Phone Number When an action transfers a call, a number must be specified. When an action transfers a call to

the operator, the number you provided for the auto attendant displays.

For example, a default greeting might include these options:

DESCRIPTION ACTION PROMPT AND WHAT HAPPENS

Group operator Transfer to operator “Please wait while your call is transferred to the
operator.”

Call is transferred to the number in the Number
column.

If the operator number is not valid, the call ends with
the message “Your call cannot be transferred, please
try again later, thank you”.

Marketing Transfer with prompt “Please wait while your call is transferred to
Marketing.”

Call is transferred to the number in the Number
column.

If the number is not valid, the call ends with the

message “Your call cannot be transferred, please try
again later, thank you”.

Accounting Transfer with prompt “Please wait while your call is transferred to
Accounting.”
Call is transferred to the number in the Number
column.
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If the number is not valid, the call ends with the
message “Your call cannot be transferred, please try
again later, thank you”.

3 Name dialing None Access to name dialing is provided.
4 Extension dialing None Access to extension dialing is provided.
5 End call “Thank you for calling.” Call is released.
6 Repeat menu None Menu greeting is played.
Not applicable Menu greeting is played.

(Indicates no action
has been selected.)

6. To save your changes click Apply or OK

16.1.4 Specify Greeting and Dailing Menu for After Hours

Use the After Hours Menu page to select the greeting and dialing menu (prompts and actions) to be used outside
business hours. An example of a dialing prompt is “We are closed. Dial 0 to reach the operator.”

Group > _Auto Attendant : abc Welcome Sales Group Administrator [Logout]

Opti B
pans ‘ After Hours Menu

Profile ‘
Configure the automated receptionist gresting prompt and dialing menu to be usad after business hours,

B Menus ‘

[ ok ][ Aoy ][ cancel

After Hours Greeting:
(®)ipefault Greeting
() Parsonal Gresting

Load personal greeting:

[] Enable first-lavel extension dialing

Key Descripti Action Action Data
@ |gmup operator |Transfer to operatar V| Phone Number

dial by extension Extension dialing
dial by name Name dialing

<

<

)

«

Nete: Callers whe do not indicate s transfer option will be forwarded to the operstor.

‘| ok | [ Aesy |[ cancel |

Group > Services > Auto Attendant > Menus > After Hours Menu

On the Group — Services menu page Click Auto Attendant
Click Edit

On the options menu select Menus and click After Hours Menu

> Wb

Select Default Greeting or Personal Greeting:

Select “Default Greeting” to play a generic system recording that does not identify your company by name.
Select “Personal Greeting” to play a custom recording. Type the path and file name of a .WAV file with your greeting
in the Browse for a new audio greeting text box, or click Browse to select a file on your computer.
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5. Click the Enable first-level extension dialing button to allow callers to enter the extension of the party
they want to reach without selecting a menu option first. Enabling this feature is more convenient for
callers who know the extension of the person they want to reach.

After the Welcome message, First-Level Extension Dialing plays a prompt that allows a caller to dial an extension
immediately. (A caller can interrupt the Welcome prompt.) When First-Level Extension Dialing is not enabled, the
prompt after the Welcome message gives the caller two choices: to press 1 to dial an extension or to press 2 to use
the automated name directory.

16.1.5 CONFIGURE THE FIRST-LEVEL AUTO ATTENDANT MENU

1. Enter a description in the Description Box.
2. Click the drop down Action Arrow and select an action.
3. Enter Phone number in Action Data box where reqired.
/4. To save your changes, click Apply or OK

Options for callers include the ability to dial an extension immediately after the Welcome message, reach
the operator, reach company employees by extension, or search for company employees by name.

OPTION DESCRIPTION

Key List of the keys on a telephone keypad to which you assign actions.
Description Optional description of the menu option.
Action A drop-down list of actions (required data). Options available are; Transfer with prompt, Transfer

without prompt, Transfer to Operator, Name Dialling, Extension Dialling, Transfer to Mailbox, Play
announcement, Repeat menu, Exit

Phone Number When an action transfers a call, a number must be specified. When an action transfers a call to
the operator, the number you provided for the auto attendant displays.

5. To save your changes click Apply or OK

16.1.6 Specify a phone number for the Auto Attendant

Use the Group-Auto Attendant-Profile- Addresses menu page to specify a phone number for the Auto Attendant.

Group > Auto Attendant : Sales Welcome Sales Group Administrator [Logout]

Options: |

Auto Attendant Addresses

® Profile Addressas allows you o view and maintain your phone number and other identities that are used tn make and receive ealls.

Menus

[ ok ][ Ay ][ Cancel |

| & [model ipvs nst w|

o |
sip: | | & [moadel ipvs nst w|
o |

| & [modelipvs nst w|

‘\ 0K H Apply H Cancel \

Group > Services > Auto Attendant > Addresses

1. On the Group — Services menu page Click Auto Attendant

2. Click Edit or any item on the row for the auto attendant
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3. Click Addresses

4. Click on the dropdown arrow and select a phone number, the Extension field automatically populates

5. To save your changes click Apply or OK

16.1.7 Modify an Auto Attendant

Use the Group — Auto Attendant Modify page to delete or modify an auto attendant. From this page, you modify
the greeting and dialing menu for coverage of the business hours of the auto attendant.

On the Group — Services menu page Click Auto Attendant

Click Edit or any item on the row for the auto attendant

1.
2.
3. Click Profile
4.

To change the auto attendant ID, click Change User ID
The Group — Change User ID page displays. Enter the new auto attendant ID, select the domain from
the drop-down list, and then click OK.

5. To modify information for the auto attendant, type or select information as described in the following
table. An asterisk (*) indicates required data.

INPUT DESCRIPTION

Auto Attendant ID

Name

Calling Line ID Last Name

Calling Line ID First Name

Department

Language

Time Zone

Business Hours

Holiday Schedule

Scope of extension dialing

Scope of name dialing

CHAPTER 16 SERVICES MENU

Type an ID in the input box for the auto attendant.
Click the drop-down arrow to choose a domain for the auto attendant.

Type a name for the auto attendant.

Type the last name to be displayed on lines with Caller ID.

Type the first name to be displayed on lines with Caller ID.

Click the drop-down arrow to choose a department for the auto attendant.

The language in which service-specific messages are played during calls to the auto
attendant.

Default is English (U.S. English) unless configured otherwise.

Click the drop-down arrow to choose a time zone for the auto attendant.

The time schedule that defines the business hours for the auto attendant. During non-
business hours, callers hear the after-hours greeting and dialing menu.
“EveryDayAllIDay” means that no schedule for business hours is in effect.

The holiday schedule for the auto attendant. On a scheduled holiday, callers hear the
after-hours greeting and dialing menu.

Determines whether extension dialing applies across the department, group or enterprise
(if your group is part of an enterprise) of the auto attendant.

Determines whether name dialing applies across the department, group or enterprise (if
your group is part of an enterprise) of the auto attendant.
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Name Dialing Entries Define how a caller should say the name of the person they want to reach:
LastName + FirstName
The caller must first say the last name of the person and then say the first name.
LastName + FirstName and FirstName + Lasthame

The caller can say either the last name and then the first name of the person or the first
name and then the last name.

To save your changes click Apply or OK or:

To modify information for the greeting and dialing menu for business hours, Click Menus, Business
Hours Menu. Specify your required changes, click OK

To modify information for the greeting and dialing menu for after hours, Click, After Hours Menu.
Specify your required changes, click OK

On the Group — Services menu page Click Auto Attendant
Click Edit or any item on the row for the auto attendant
Click Profile and choose Delete

Click Apply or OK

As a Customer Group Administrator once you have created an Auto Attendant and specified the levels and number
callers are required to press, you will have to re-record the standard Auto Attendant greetings.

Press the Messages button on your phone

Press * (This will enable you access to the CGA level to re-record a greeting)
Enter the Voice portal extension number

Press #

Enter your Customer Group Administrator pin

Follow the prompts and select Auto Attendant
If you have multiple Auto Attendants, select the Auto Attendant you want to re-record the greeting for

Follow the prompts to record your Business hours greeting

Follow the prompts to record your After hours greeting

16.2 EXCHANGE INTEGRATION

Use this item to Configure the Exchange Integration settings for the miRECEPTION client integration.

Exchange Integration enhances the monitoring capability of the miRECEPTION client to display the calendar
presence of the signed-in user and their monitored contacts.

The monitored contact’s display also shows the business day calendar of the contact.

Exchange Server access is configured at Group level by CGA (Exchange admin account with access to users
being monitored)
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System > enterprisel > groupl Welcome

Exchange Integration

Configure the Exchange Integration setting for client integration.

OK Apply Cancel

Exchange Integration: ':::::'On 'Z§Z-Oﬂ:
Exchange URL:
Exchange User Name:

Exchange User Password:

Group > Services > Exchange Integration

On the Group — Services menu page Click Exchange Integration
Select On
Update the fields for Exchange URL, Exchange User Name and Exchange User Password

To save your changes click Apply or OK

16.3 CALL PARK

Use this item to Configure Enterprise Directory Display Call Park Groups and manage existing Call Park Groups.

Defining call park groups allows users in these groups to park calls on that group. You can also configure Call Park
settings for your groups users.

When enabled, the Group Call Park service provides a hunting mechanism so that when parking a call, the service
hunts for an available user as a place to park the call instead of only trying the parking user, as Call Park currently
does. Once the call is parked against an available user, the service updates the parking user’s display with the
extension where the call is parked. As part of this activity, a configurable recall timer is provided with the Call Park
service and can be set to your requirement.

When calls are recalled they can be recalled to either the “parking user” or an “alternate recall user”. The Alternate

Recall user can only be a Hunt Group in the Enterpise. The Hunt Group is selected from the “Select Alternate
Recall User” link.

Use the Group — Call Park page to list the current call pickup groups in your group. From this page you can add,
modify, or delete a call park group.
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Welcome Sales Group Administrator [Logout]

Options:

Call Park

Profile
Create 2 new call park group and manage existing call park groups. Defining call park groups allows users in these groups to park calls on that group. Can also configure Call Park
settings for your group's users.

Resources

P services [ ok ][ aey |[ add | [ cancel
Acct/Auth Codes
Call Center [ Settings for Call Park:
Altzrnate Recall Users Select Alternate Recall User
Calling Pl
aling Hlan Recall To:{(®) alert parking user only
Utilities Alert parking user first, then alternate user

Alert alternate user only

 Settings for Group Call Park

rsping Timen 5 heconds

[ Enable Parked Destination Announcemant

r Settings for All Parked Call
Ring Pattern for Recalled Calls: | Normal ~
Recall Timer: |45 saconds

Alert Altarnate Recall User Wait Time: |45 seconds

Group Call Park Name [4] Edit

No Entries Present

|\ ok |[ apety |[ Add ][ cance |

Group > Services > Call Park

1. On the Group — Services menu page Click Call Park

2. To display the previous page, click OK or Cancel.

16.3.2 Add Call Park Groups

Welcome Sales Group Administrator [Logout]

Options:
P Group Call Park Add
profile
Crasts 2 new Group Call Park group.
—
B Services

Acct/Auth Codes ﬁ . Alternate Recall User

Call Center
Calling Plan * Group Nama: || ‘
Utilities Recall To: (®) pjert parking user only

Alert parking user first, then alternate user

Alert alternate user anly

Enter search criteria below

Available Usars Assigned Usars

Add >

Add All >>

H
2

Remov

Move Up || Move Dowr

| Cox ] [ooms |

Group > Services > Call Park

On the Group — Services menu page Click Call Park
Click Add

Enter a Group Name

W DN

Select either Alert parking user only, Alert parking user first, then alternate user or Alert alternate
user only. (The Alternate User must be configured as a Hunt Group only)

o1

Click Search to find a desired user, enter search criteria in the fields provided

6. On the Available Users column, select the Users to be assigned. To assign the selected users, click
Add. To move all users (unselected) at once, click Add All.
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To save click OK. OK saves your changes and displays the previous page.

In the Display Timer drop-down box, select the time in seconds. The Display Timer option controls
how long the Application Server waits before automatically releasing the parked call when using Group
Call Park.

The Display Timer option has a range from 2 to 15 seconds. The default is 5 seconds.

Note: The Display Timer option does not apply to calls parked by Call Park. The Call Park service has a
single Display Timer option. Group Call Park groups do not have their own individual Display Timer options.

Select Enable Parked Destination Announcement to enable this option or de-select it to disable it. The
Parked Destination Announcement option controls whether the Application Server provides an
announcement. The default is enabled.

Note: The Parked Destination Audio Playback option does not apply to calls parked by Call Park and for
those that the Call Park service has a single Parked Destination Audio Playback option. Call Park groups
do not have their own Parked Destination Audio Playback options.

In the Recall Timer text box, enter the time in seconds. When the Call Park Recall Timer expires, the
parking user is recalled.

The Recall Timer option has a range from 30 to 600 seconds. The default is 45 seconds.

Note: The Recall Timer option applies to all calls regardless of whether they are parked by Call Park or
Group Call Park. The Call Park service has a single Recall Timer option. Group Call Park groups do not
have their own individual Recall Timer options.

To save your changes Click OK

16.4 CALL PICKUP

Use this menu item on the Group — Services menu page to

List Call Pickup Groups
Add a Call Pickup Group
Modify or Delete a Call Pickup Group

The Call Pickup service enables a user to answer any ringing line within their pickup group. A pickup group is a
set of users to which an assigned call pickup service applies. To pick up a ringing call, a user dials the call pickup
feature access code. The user is then connected to the caller. If more than one line in the pickup group is ringing,
the call that has been ringing the longest is answered.

More than one Call Pickup group can be established within a business group. Users can belong to only one
pickup group.

Use the Group — Call Pickup page to list the current call pickup groups in your group. From this page you can add,
modify, or delete a call pickup group.
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Welcome Sales Group Administrator [Logout]

Options: Call PICkUP

Create a new call pickup group and manage existing call pickup groups. Defining call pickup groups allows users in these groups to answer any ringing line in their group on their
ovin phone.

Profile

Resources

Calling Plan

P services [ oc [ add ][ Cancel |
Acct/Auth Codes Group Name : Edit
No Entries Present
Call Center
| [ ok |[ A ][ cancel |

Utilities

Group > Services > Call Pickup

1. On the Group — Services menu page Click Call Pickup

2. To display the previous page, click OK or Cancel

16.4.1 Add a Call Pickup Group

Use the Group — Call Pickup Add page to add a call pickup group to your group.
On this page, only Users not already assigned to a call pickup group display in the Available Users column.

After Call Pickup has been set up, the user must dial the feature access code assigned for this service (*97 is the

default Feature Access Code for this feature). This code displays in the user's Home page.

Welcome Sales Group Administrator [Logout]

Options: .
Call Pickup Add
Profile
Craate a new call pickup group.
Resources
B Services
Acct/Auth Codes
* Group Name:H ‘
Call Center
Calling Plan Enter search criteria below
Utilities User ID V] Starts With v I < ] [ Search
Available Users Assigned Users
Remave <
Add All >>
Remave All
|

Group > Services > Call Pickup

1. On the Group — Services menu page Click Call Pickup
2. Click Add

3. Type the group name

Add users to the group:

1. Click Search to find a desired user, enter search criteria in the fields provided

2. Onthe Available Users column, select the users to be assigned. To assign the selected users, click

Add. To move all users (unselected) at once, click Add All.

Remove assigned users:

1. On the Assigned Users column, select the users and click Remove.
To move all users (unselected) at once, click Remove All.
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Click OK to save.

Use the Group — Call Pickup Modify page to modify or delete a call pickup group in your group. On this page, only
users not already assigned to a call pickup group display in the Available Users column.

Note: To change the assignment of a user from one group to another, unassign the user from the first
group and then assign the user to their new group.

On the Group — Services menu page Click Call Pickup

Click Edit or any item on the row for the call pickup group

Edit the group name, as required.

Add users to the group:

Click Search to find a desired user, enter search criteria in the fields provided.

To assign the selected users, click Add. To assign all users (unselected) at once, click Add All.

On the Assigned Users column, select the users and click Remove.
To move all users (unselected) at once, click Remove All.

To save your changes Click OK

Click Edit or any item on the row for the call pickup group
Click Delete

Click OK to display the previous page

16.5 COMMPILOT CALL MANAGER

Use this item to Configure Enterprise Directory Display

The Call Manager is a web-based service, for individual call management. You can use it to dial and answer calls,
place calls on hold, transfer or conference calls. You can also enable features, such as; Do Not Disturb, Call
Forward Always, Remote Office and CommPilot Express Profiles. It can be used as a standalone application or in
conjunction with Attendant Console. The Attendant Console is a visual PC web-based application that enables
you to monitor phone activity of the users in your group that you have been assigned to monitor.

It also enables you to view call statistics of monitored users, including duration of calls and number of calls

The CommpPilot Call Manager offers users in your group access to the Group Directory through the GROUP tab. If
your group is part of an enterprise, the CommPilot Call Manager instead offers access to the Enterprise Directory
through the ENTERPRISE tab. Configure access to these directories using the Group — CommPilot Call Manager

page.

The ENTERPRISE tab in the CommPilot Call Manager displays the contents of the enterprise directory, lists the
contents of department and web directories, and can be used to search for individual names. An enterprise
directory search displays up to 100 results.

You can use the Group — CommPilot Call Manager page to restrict the information displayed in the ENTERPRISE
tab or hide the tab altogether.
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Welcome Sales Group Administrator [Logout]

Options: .
P CommPilot Call Manager
Profile

Resources

Configure how the user's Commeilot Call Manager displays. The Enterpriss tab on the call manager may be hidden, show the enterprise directary. or allow searching only. It is
recommanded that large enterprises of over 250 users use the search option for bast performance of the CommPpilot Call Manager.

» Services [ ok J[ aeety |[ GCancel ]

Acct/Auth Codes

Call Center Enterprise Diractory Configuration:

isplay Enterprise Directory
Calling Plan
) Hide Enterprise Directory

Utilities ~
f— {0 Display Limited Enterprise Directory {search only)

‘| ok ][ Aoy || Gancel |

Group > Services > CommPilot Call Manager

On the Group — Services menu page click CommPilot Call Manager

Selectone of the following options in Enterprise Directory Configuration :

Display Enterprise Directory: Allows users to view the contents of the enterprise directory, list the
contents of department and web directories, and search for individual names within the ENTERPRISE

tab of the CommPilot Call Manager.

Hide Enterprise Directory: Hides the ENTERPRISE tab of the CommPilot Call Manager.

Display Limited Enterprise Directory (search only): Allows users only to search for individual names
within the ENTERPRISE tab of the CommPilot Call Manager. For performance reasons, this option is
recommended for most enterprises due to the large number of users typically present in the enterprise

directory.

To save your changes Click Apply or OK

16.6 HUNT GROUP

Use this item on the Group — Services menu page to:

List and Activate or Deactivate Hunt Groups
Add a Hunt Group

Assign a Phone Number to a Hunt Group
Access the Profile menu for a Hunt Group
Add of Modify a voice Portal Password
Configure a personalised Name
Configure Weighted Call Distribution
Assign of Unassign Services

Configure the Outgoing Digit Plan
Configure the Outgoing Calling Plan
Configure the Incoming Calling Plan
Configure Transfer Numbers

Modify of Delete Hunt Group Profile

Use the Group — Hunt Group page to list all current hunt groups and to activate

or deactivate a hunt group. From

this page, you can access the Profile menu page for an existing hunt group. Use the Profile menu page to add or

modify attributes for a hunt group, for example, profile information or password.
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Welcome Sales Group Administrator [Logout]

Group > Services > Hunt Group

1. On the Group — Services menu page Click Hunt Group

Options:
Hunt Group
Profile
Create a new hunt group and manage existing hunt groups. Defining hunt groups allows you to redirect ovarflow calls to a destination when the group cannot accept calls.
Resources
[ ok ][ Apoy |[ add | [ cancel |
P Services
Active Name Phone Number Extension Department Edit
Acct/Auth Codes No Entries Present
Call Center || ok | [ mpoy ][ add | [ cancel |
Calling Plan
Utilities

2. To activate or deactivate a hunt group, check or uncheck the Active box for the hunt group.

3. To save your changes Click Apply or OK

16.6.2 Add a Hunt Group

Use the Group — Hunt Group Add page to add the basic information for a new hunt group. A hunt group is itself a
virtual user (the hunt group user) and you provision it with many of the attributes a user has.

Welcome Sales Group Administrator [Logout]

Options:

Hunt Group Add
Profile

Craats 2 new hunt group.
Resources

B Services
Acct/Auth Codes
* Hunt Group ID: ‘ ‘ @ [maodelipvs.net v
Call Center
e | |
Calling Plan
* Calling Line ID Last Name: | | * calling Line 1D First Name: |
Utilities Department: Language: |English v
Time Zone: [ (GMT+10:00) Australia/Victoria v|

[] Allow call waiting on agents

Group Policy: () Circular ® Regular ) Simultanesus () Uniform () Weightad Call Distribution

—No Answer Settings
[] skip to next agent sfter Rings
[ Forward call after waiting |0 seconds

Calls Forward to:| |

—MNot Reachable Setting:
[] Enable call Forwarding Mot Reachable
Calls Forward to:

Make Hunt Graup busy when all svailsbls sgents ars not reschabls

—Calling Line ID Settings

®) Use the system default CLID configuration (currently including the Hunt Group Name in the CLID)

) customize the CLID for this Hunt Group:
] Include the Hunt Group Name in the CLID

Enter search criteria below

[User D % [Starts With v|

Available Users

id >

Rem

-
2 2
@ @
Z "N

=

[ searen

Assigned Users

Move Up

Move Dowr

[0 ] [omer |

Group > Services > Hunt Group

1. On the Group — Services menu page Click Hunt Group

2. Click Add

3. Type or select information for the hunt group. An asterisk (*) indicates required data.
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4. Hunt Group ID: Enter an ID for the Hunt Group (do not use spaces, the length must be between 6-80
character.)

5. Name: Enter a name for the Hunt Group (do not use spaces, the length must be between 6-80
character.)

6. Calling Line ID Last Name: Enter the Last Name Calling Line ID (this will display when an incoming
call displays on your handset)

7. Calling Line ID First Name: Enter the First Name Calling Line ID (this will display when an incoming
call displays on your handset)

8. Department: Select a Department from the drop down list if required

9. Select the Language, that is, the language in which service-specific messages are played during calls to
the hunt group. Default is English (U.S. English) unless configured otherwise.

10. Time Zone: Select the relevant Time Zone

11. Allow Call waiting on agents: Use this feature if you require the agents to have more than one call at
a time directed to them. Agents must also have their Call Waiting feature in their user profile selected.

12.The Group Policy options configure the call-distribution pattern for incoming calls. Click the button for
the type of setup you want.

POLICY DESCRIPTION

Regular Sends incoming calls to the next available user in the hunt group.

Circular Sends incoming calls to users according to their position on a list. After a call has been sent to
the last user on the list, the next call is sent to the user at the top of the list.

Simultaneous Sends incoming calls to all user numbers at the same time. Once the call has been answered,
the remaining calls to other users are released.

Uniform Sends the current incoming call to the user who has been idle the longest. After a user has
answered a call, they are moved to the bottom of the call queue.

Weighted Call Distribution Assigns calls randomly to users according to percentages you assign on the Hunt Group —
Weighted Call Distribution page

13. The No Answer Settings configure how the service behaves if a user does not answer a call.

INPUT BOX DESCRIPTION

Skip to next agent after X Check this box to have the system pass incoming unanswered calls to the next user determined
rings by the current group policy after the specified number of rings.

Forward call after waiting X Check this box to forward calls that have not been answered by any user after the specified
seconds number of seconds to the phone number specified in the Calls Forward to text box. This box
accepts values from 0 to 7200 seconds (2 hours).

Calls Forward to Calls not answered within the time specified by the Forward call after waiting X seconds control
are transferred to the specified number. If this number is not one assigned to the group, type the
complete number: + <country code> <national number>.

14.The Not Reachable Settings configure how the service behaves if the service is unreachable.

INPUT BOX DESCRIPTION
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Enable Call Forwarding Not
Reachable

Calls Forward to

Make Hunt Group busy
when all available agents
are not reachable

Check this box to have the system pass incoming calls to the defined number if the service in
unreachable.

Calls are transferred to the specified number.

Check this box to have the system give busy tone when all agents specified for the group are
unreachable.

15. The Calling Line ID Settings configure how the service will display the CLID.

INPUT BOX DESCRIPTION

Use the system default CLID
configuration

Customise the CLID for this
Hunt Group

Uses the settings defind at the system level (displayed in
parenthesis)

Use the custom settings defined on this page and check or
uncheck Include the Hunt Group Name in the CLID

16. Assign users as members for the hunt group.

17. Click Search to find a desired user, enter search criteria in the fields provided.

18. If your group is part of an enterprise, your hunt group may include any user in the enterprise.

19. To assign the selected users, click Add>. To assign all users (unselected) at once, click Add All>>.

20. To save your changes Click Apply or OK

16.6.3 Assign a Phone Number to a Hunt Group

1. On the Group — Services menu page Click Hunt Group

Click Edit or any item on the row for a call center

2
3. Click Addresses
4

Select a Phone Number from the drop down list
The Extension will be automatically populated

5. To save your changes Click Apply or OK

16.6.4 Access the Profile Menu for a Hunt Group

Use the Hunt Group — Profile menu page to add attributes for a new hunt group or to modify attributes for a hunt

group.

Group > Hunt Groups : 12345 Welcome Sales Group Administrator [Logout

Options: ‘
P Profile

Calling Plans

Profile
Basic Advanced
Profile Assign Services
Display and configure profile information and members for this hunt group. Assign or unassign services and service packs.
Addresses Call Application Policies
Display and configur information such as phons number, extension, and identity/device  Select Call Contral Applications enabled for a user.
profile for this hunt group. o
Call Policies
Password Configure user Call Policiss
Canfigure the vaice partal password for this hunt group.
Voice Portal

Change voice portal options of the hunt group.

Group > Services > Hunt Group > Profile
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1. On the Group — Services menu page Click Hunt Group
2. Click Edit or any item on the row for the hunt group

3. Click Profile

Group > Hunt Groups : 12345 Welcome Sales Group Administrator [Logout]

QOptions: ‘ .
Hunt Group Profile
P Profile Madify the sslected hunt group.
Calling Plans
[ ok ][ Aeey || Delete |[ Cancel |
Hunt Group ID: 12345 Change User ID (Also saves current screen data)
= Name: ‘Tesi X |
= Calling Line ID Last Nama: \lest | = Calling Line ID First Name: |Iesl
Department: Language: [English v
Time Zone: [ (GMT+10:00) AustraliaVictoria v

[] Allow Call Waiting on agents

Graup Policy: () circular @ Regular O simultaneous O Uniform (O weighted call Distribution
—MNo Answer Settings

[V skip to next agant after Rings

[] Ferward call after waiting |0 seconds

Calls Forward to:| |

—MNot Reachable Setting:
[[] Enable call Forwarding Mot Reachable

Calls Forward to:

Make Hunt Graup busy when all available agents are not reachable

—Calling Line ID Settings
®) Use the system default CLID configuration (currently including the Hunt Group Name in the CLID)
(O customize the CLID for this Hunt Graup:

[ tnclude the Hunt Group Mame in the CLID

Enter search criteria below

User ID v Starts With v [+ ] [ search

Available Users Assigned Users.

Caro,Jane [DCUser3)
d Sales,Leigh (DCUser2)
Summers Anne (DCUser1)

Add All ==

i

a@
=

Remov:

Move Up Move Dowr

‘| oK | [ aeoly || Delete | [ cancel |

Group > Services > Hunt Group > Profile

4. To modify make the required changes (see section Modify or Delete Hunt Group Profile). An asterisk (*)
indicates required data.

5. To save your changes Click Apply or OK

16.6.5 Add or Modify a Voice Portal Password

Use the Hunt Group — Passwords page to add or change the password for the hunt group voice portal.

Group > Hunt Groups : 12345 Welcome Sales Group Administrator [Logout]

Opti B ‘
prens Passwords

B Profil
Froifle Passwiords allows you configurs your passwords for the web portal and/er portal.

Calling Plans

[ ok ][ Aeely ][ Cancel

Set portal passward:
Reset Password
* Typa new password: “ |

TR p— |

‘ | OK H Apply H Cancel |

Group > Services > Hunt Group > Passwords
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On the Group — Services menu page Click Hunt Group

Click Edit or any item on the row for the hunt group

Click Passwords

Type and retype the password in the Reset Password text boxes.

To save your changes Click Apply or OK

Use the Hunt Group — Voice Portal page to add or change the audio file that contains the personalised name for
the hunt group. The Personalised Name is used in the Auto Attendant and Voice Messaging services for the hunt

group.

Group > Hunt Groups : 12345 Welcome Sales Group Administrator [Logout]
Options: | .
Voice Portal
- Vaice Portal zllows you to set a Personalized Name (upload an audio file to use as your name for Auto Attendant and Voice Messaging).
Calling Plans
‘ oK | | Apply ‘ ‘ Cancel
V' Use Personalized Name for Auto Attendant and Voice Messaging
Load Name: | Browse. .
| ‘ oK | | Apply ‘ ‘ Cancel |

Group > Services > Hunt Group > Voice Portal

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
Click Voice Portal

To find the audio file on your computer, click Browse and open the file. The path to the file displays in
the Load Name text box.

To save your changes Click Apply or OK

Use the Hunt Group — Weighted Call Distribution page to configure the call distribution policy within your hunt
group.

You can assign a percentage value to each user in the hunt group. When a new call comes in, the system is more
or less likely to assign that call to a given user according to the values you set on this page. Users already
occupied with a call are not included in the random determination.

Note: The Weighted Call Distribution policy must have been chosen when configuring the Hunt Group for
this feature to appear.

Note: The percentage values represent the statistical likelihood of each user receiving the next incoming
call. They are not exact guarantees or quotas.

On the Group — Services menu page

Click Hunt Group
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5.

6.

Click Edit or any item on the row for the call center

Click Weighted Call Distribution
This link will only appear if you have enabled the Weighted Call Distribution policy on the profile page
for this hunt group.

Group > Hunt Groups : 12345 Welcome Sales Group Administrator [Logout]

Options: ‘

GroupService-WeightedCallDistribution

Configure assigned users' weighted call distribution allocation. With weighted call distribution, any incoming calls to the Hunt Group are dispatched to the agents randemly according
to specified parcentage weight of ach agent.

B Profile

Calling Plans

‘ | OK H Apply H Cancel |

= Carc, Jane (DCUser3): %
= Sales, Leigh (DCUser2): %
= Summers, Anne (DCUser1): %

‘| ok | [ Appy ][ Gancel |

Group > Services > Hunt Group > Weighted Call Distribution

Assign a percentage value for each user in your hunt group using the input boxes provided. The values
must add up to exactly 100.

To save your changes Click Apply or OK

16.6.8 Assign or Unassign Services

Use the Hunt Group — Assign Services page to assign or unassign the services that can be used by a hunt group
(user).

a M N Pe

Group > Hunt Groups : 12345 Welcome Sales Group Administrator [Logout]

Opti B . .
prions | Assign Services

®  Profil
e Assign Services allows you to assign or unassign servicas for 2 user, If 2 service is unassignad the service data that has been filled out will be lost,

Calling Plans

‘ oK || Apply H Cancel

Available Services User Services

Alternate Numbers H
Anonymous Call Rejection ~ Add >
Basic Call Logs

Call Forwarding Always

Call Forwarding Busy

Call Forwarding Selective
Calling Line 1D Delivery Blocking

El
2
@
A

Calling Name Retrieval Add All ==
Call Notify
Connected Line Identification Restriction w Remov:
Custom Ringback User

a@
=

|\ ok | [ aey | [ cancel |

Group > Services > Hunt Group > Assign Services

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
Click Assign Services

Assign services for the hunt group.

To assign the selected services, click Add>. To assign all services (unselected) at once, click Add
All>>,

To unassign services.select the services and click Remove<. To unassign all services (unselected) at
once, click Remove All<<.

To save your changes Click Apply or OK
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16.6.9 Configure Incoming Calling Plan

Incoming Calling Plan allows you to view the calling plan rules for your incoming calls. Only your administrator can
change the call types that are permitted.

a M N PE

Group > Hunt Groups : 12345 Welcome Sales Group Administrator [Logout]

Opti B . .
prons | Incoming Calling Plan

Incaming Calling Plan allows you te view the calling plan rules far your incoming <alls. Only your administrator can change the call types that are permitted.

Profile

B Calling Plans

‘ oK || Apply H Cancel |

e
Permitted Name

] Calls From Within Enterprise
Y v Calls From Outside Enterprise
i Collect Calls

i DSOne

Legend
Allovs: ¥
Partial - Allow only if transferred by a group user: P
Black: N

|\ ok | [ aey | [ ocancel |

Group > Services > Hunt Group > Calling Plans > Incoming Calling Plans

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
From the Options menu, Click Calling Plans

Click Incoming Calling Plan

To configure the Incoming Calling Plan for a hunt group user, see section Incoming Calling Plan.

16.6.10 Configure Outgoing Calling Plan

1.

2
3.
4

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
From the Options menu, Click Calling Plans

Click Outgoing Calling Plan

To configure the Outgoing Calling Plan for a hunt group user, see section Outgoing Calling Plan.

16.6.11 Configure Outgoing Digit Plan

1.

2
3
4.
5

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
From the Options menu, Click Calling Plans

Click Outgoing Digit Plan

To configure the Outgoing Digit Plan for a hunt group user, see section Outgoing Digit Plan.

16.6.12 Configure Outgoing Authorization Codes

1.
2.

On the Group — Services menu page Click Hunt Group

Click Edit or any item on the row for the hunt group
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From the Options menu, Click Calling Plans
Click Outgoing Authorization Codes

To configure the Outgoing Authorization Codes for a hunt group user, see section Outgoing
Authorization Codes.

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
From the Options menu, Click Calling Plans

Click Transfer Numbers

To configure the Transfer Numbers for a hunt group user, see section Transfer Numbers.

The Hunt Group — Hunt Group Profile page is used to delete a hunt group or to modify the profile information for a
hunt group.

“Group > Hunt Groups : TechSupport Walcome Sales Group Administrator [Logot

Lot Hunt Group Profile

Group paicy
1o Answer Settings

@ Regutar ) Simultanecus (' Unifarm () Waightad Cal Distrbutian

Ship 12 et age

s

Group > Services > Hunt Group > Profile > Profile

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
Click Profile in the Options menu, then click Profile

To change the hunt group ID, click Change User ID. The Group — Change User ID page displays.
Enter the new hunt group ID, select the domain from the drop-down list, and then click OK.

To modify the profile information, type or select information for the hunt group. An asterisk (*) indicates
a require field.
For a description of each option refer to section ‘Add a Hunt Group’

Allow Call waiting on agents: Use this feature if you require the agents to have more than one call at
a time directed to them. Agents must also have their Call Waiting feature in their user profile also
selected.
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/. The Group Policy options configure the call-distribution pattern for incoming calls. Click the button for

the type of setup you

Regular

Circular
Simultaneous
Uniform

Weighted Call Distribution

8. The No Answer Setti

INPUT BOX

Skip to next agent after X
rings

Forward call after waiting X
seconds

Calls Forward to

want.

DESCRIPTION

Sends incoming calls to the next available member of the hunt group.

Sends incoming calls to users according to their position on a list. After a call has been sent to
the last user on the list, the next call is sent to the user at the top of the list.

Sends incoming calls to all user numbers at the same time. Once the call has been answered,
the remaining calls to other user are released.

Sends the current incoming call to the user who has been idle the longest. After a user has
answered a call, they are moved to the bottom of the call queue.

Assigns calls randomly to users according to percentages you assign on the Hunt Group —
Weighted Call Distribution page

ngs configure how the service behaves if a user does not answer a call.

DESCRIPTION

Check this box to have the system pass incoming unanswered calls to the next user determined
by the current group policy after the specified number of rings.

Check this box to forward calls that have not been answered by any user after the specified
number of seconds to the phone number specified in the Calls Forward to text box. This box
accepts values from 0 to 7200 seconds (2 hours).

Calls not answered within the time specified by the Forward call after waiting X seconds control
are transferred to the specified number. If this number is not one assigned to the group, type the
complete number: + <country code> <national number>.

9. The Not Reachable Settings configure how the service behaves if the service is unreachable.

INPUT BOX

Enable Call Forwarding Not
Reachable

Calls Forward to

Make Hunt Group busy
when all available agents
are not reachable

DESCRIPTION

Check this box to have the system pass incoming calls to the defined number if the service in
unreachable.

Calls are transferred to the specified number.

Check this box to have the system give busy tone when all agents specified for the group are
unreachable.

10. The Calling Line ID Settings configure how the service will display the CLID.

INPUT BOX

Use the system default CLID
configuration

DESCRIPTION

Select ths option to use the system default CLID setting (this currently does not include the Hunt
group name
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Customise the CLID for this  Select this option to customize the CLID for the Hunt group
Hunt Group

To find a desired user, enter search criteria in the fields provided and click Search
If your group is part of an enterprise, your hunt group may include any user in the enterprise

Assign users: To assign the selected users, click Add>. To assign all users (unselected) at once, click
Add All>>.

Note: If your hunt group uses the Weighted Call Distribution policy, your new user will be assigned a
percentage value of 0, and therefore will receive no calls until you alter this value on the Hunt Group —
Weighted Call Distribution page.

On the Assigned Users column, select the users and click Remove<. To unassign all users
(unselected) at once, click Remove All<<

To save your changes Click Apply or OK

On the Group — Services menu page Click Hunt Group
Click Edit or any item on the row for the hunt group
Click Profile on the Options menu, then click Profile
To delete the hunt group, click Delete

Click OK to display the previous page.

16.7 LDAP INTEGRATION

Use this menu item on the Group — Services menu page to enable a user to Enable or disable the LDAP directory
tab if using CommPilot Call Manager.

The LDAP Integration feature enables users to access contact names and phone numbers from an external LDAP
directory using their CommPilot Call Manager.

Welcome Sales Group Administrator [Logout]

Options:

LDAP Integration

Profile
Enable or disable the LDAP diractory tab for users with the Commilot Call Manager.

Resources

[ ok ][ ey | [ Cancel

B Services

Acct/Auth Codes

Call Center

LDAP Intagration: {(_Jion ®) o

Calling Plan

‘| ok | [ Appy || Cancel |
Utilities

Group > Services > LDAP Intergration

On the Group — Services menu page Click LDAP Integration
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Click On to Enable or Off to disable the LDAP tab in CommPilot Call Manager.

To save your changes Click Apply or OK

16.8 MUSIC/VIDEO ON HOLD

Use this menu item on the Group — Services menu page to

. List Music/Video on Hold Types

e  Modify Music/Video On Hold for the Group

e  Add Music/Video On Hold for a Department

e  Delete or Modify Music/Video On Hold for a Department
Use Music/Video On Hold to select the source of a WAV audio file or MOV video file (not currently supported) for
the Call Hold and Call Park services, and to enable playing of the audio file for these services for the group or
department. The Music On Hold (MoH) service and Call Center Music On Hold supports different audio sources

and audio codecs for internal (intra-group or intra-enterprise) and external calls.

If only a group source is selected and also enabled for Call Hold and Call Park for the group, callers to
departments hear the Music/Video On Hold from that source.

If a source is selected for a department but Call Hold and Call Park are not enabled for the department, the caller
does not hear any Music/Video On Hold (The group source is not played.).

Note: A department administrator can modify the source selected for their department.

Use the Group —Services - Music/Video On Hold page to list the departments that have selected a custom source
for its use. The page always includes the Group default settings in this list. From this page, you can modify the
Music/Video On Hold source for the group or for a department.

Welcome Sales Group Administrator [Logout]

Edit

Group-MusicOnHold

Upload an audio or video file, vhi v file containing, for example, music ar advertising, onto the syst:
viith the Call Hold, and Call Park < On Hald for Call Centers is enabled and select=d separately far =ach Call Cen

"

[ ok ][ Ad ][ cancel |

Acct/Auth Codes Music/Video On Hold Type Department [4]
Group

call Center Department EngineeringDapt

Calling Plan ok | [ Al | [ cancel |

Utilities

Group > Services > Music/Video On Hold

On the Group — Services menu page Click Music/Video On Hold

To display the previous page, click OK or Cancel.

Use the Group — Music/Video On Hold Modify page to enable or disable the playing of a selected WAV audio file or
(music or whatever the group wants) with the Call Hold and Call Park services and to select the audio source and
preferred Audio Codec for these services. You can select an external device as the audio source for Music/Video
On Hold.
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Welcome Sales Group Administrator [Logout]

Options: . . .
Music/Video On Hold Modify
Profile
Madify the sslactsd Music/Vidss On Hold source.
Resources
[ ok ][ Aey ][ Gamcel |
B Services
Acct/Auth Codes E . [Internal Calls Settings
Call Center
calling Plan {[: Enable music/vides during Call Hold
utilities [[] Enable music/video during Call Park

[[] Enable music/video during Busy Camp On
Music/Video On Hold message:

Prefarred Audic Codec: [None

®) system Defined Music/Video

() External Source

O 1dentity/Device Profile  ® None

() custom Music/Videa File

Load Custom Music File:

‘ | 0K H Apply H Cancel |

Group > Services > Music/Video On Hold

Welcome Sales Group Administrator [Logout]

Options: - . .
Music/Video On Hold Modify
E=is Modify the selected Music/Video On Hald source.
Resources
‘ oK | | Apply ‘ ‘ Cancel |
P Services

st coe ¢ )
Call Center

Calling Plan {7} use Atternate Source for Internal Calls

Utilities

Internal Music/Video On Hold message:
Breferred Audio Codec: [Nane W

®) 5ystem Defined Music/Video
(O xternal Source

O Identity/Device Profile  ® None

O custom Music/videa File

Load Custom Music File:

| ‘ oK || Apply H Cancel |

Group > Services > Music/Video On Hold

1. On the Group — Services menu page Click Music/Video On Hold

2. Click Edit or any item on the row for the group. Two tabs are displayed, The General Settings tab and
the Internal Calls Settings tab.

3. Check or uncheck the boxes to enable or disable this service for Call Hold, Call Park and Busy Camp
On for the group.

4. Click on the drop down box and select the Preferred Audio Codec

5. On the Music/Video On Hold message section, select from System Defined Music/Video, External
Source or Custom Music/Video File

If you click External Source:

6. Click the button that selects the type of external source.

7. Select the Identity/Device profile, specify the port, and select the domain.

For devices that support only static registration, provide information in the Contact: sip text box, for example,
sip:192.168.5.2:40070

sip:2403645125@12.39.208.204:23590

sip:2403645286@12.39.208.207:40036;user=phone;transport=udp

If you click Custom Music/Video File, select and upload the file or files to play from your computer. Type the path
and file name of a .WAV file with your greeting in the Load Custom Audio File text box, or click Browse to select a file
on your computer. If your Music/Video On Hold service has video support enabled, you can also type the path and
file name of a .MOV file with your greeting in the Load Custom Video File text box, or click Browse to select a file on
your computer.
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The Music On Hold (MoH) service and Call Center Music On Hold supports different audio sources and audio
codecs for internal (intra-group or intra-enterprise) and external calls.

Click on the Internal Settings tab
Select the required options

To save your changes Click Apply or OK

Use the Group — Music/Video On Hold Add page to enable or disable the playing of a selected WAV audio file or
MOV video file (music or whatever a department wants) with the Call Hold and Call Park services and to select the
audio source for these services. You can select an external device as the audio source for Music/Video On Hold.

Welcome Sales Group Administrator [Logout]

Options:

Music/Video On Hold Add

Create 2 new Music/Video On Hold source for 2 department.

Department: [ETISERIOMETI] v

[¥] Enable music/video during Call Hold

Acct/Auth Codes

Call Center

Calling Plan i
Calling Plan [¥] Enable music/video during Call Park

utilities [ Enable music/vides during Busy Camp On

O tdentity/Davice Profile. ® None

Group > Services > Music/Video On Hold

On the Group — Services menu page Click Music/Video On Hold
Click Add

Select the Department on the Department drop-down list
Only departments without a custom department Music/Video On Hold source are listed.

The list box displays all departments within your group. If your group is part of an enterprise, the box also displays
any departments created on the enterprise level by your enterprise administrator. If you select an enterprise-level
department, your Music/Video On Hold configuration changes will only apply to users in that department that exist
within your group.

Check or uncheck the boxes to enable or disable Music/Video On Hold for Call Hold and Call Park and
Busy Camp On for the department.

Note: To play a department Music/Video On Hold source for Call Hold, Call Park and Busy Camp On calls,
the source must be enabled for both services and be selected. If a source is enabled but not selected, no
Music/Video On Hold is played (Group Music/Video On Hold is not played.)

On the Music/Video On Hold message section, click the System Defined Music/Video button or click
the button to select the source of the WAV audio file or MOV video file you want for the Call Hold and
Call Park services.

If you click External Source:

Click the button that selects the type of external source.
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Select the device, specify the port, and select the domain.

For devices that support only static registration, provide information in the Contact: sip: text box, for
example, sip:192.168.5.2:40070

Sip:2403645125@12.39.208.204:23590
Sip:2403645286@12.39.208.207:40036;user=phone;transport=udp

Clickon the drop down box and select thePreferred Codec from the Preferred Audio Codec field

To save your changes Click OK

Use the Group — Music/Video On Hold Modify page to enable or disable the playing of a selected WAV audio file
(music or whatever a department wants) with the Call Hold and Call Park services and to select the audio source
for these services. You can select an external device as the audio source for Music/Video On Hold.

On the Group - Services menu page Click Music/Video On Hold
Click Edit or any item on the row for the department

To edit Music/Video On Hold for the department, check or uncheck the boxes to enable or disable this
service for Call Hold and Call Park for the department.

On the Music/Video On Hold message section, click the System Defined Music/Video button or click
the button to select the source of the WAV audio file or MOV video file you want for the Call Hold and
Call Park services.

If you click External Source:
Click the button that selects the type of external source.
Select the device, specify the port, and select the domain.

For devices that support only static registration, provide information in the Contact: sip text box, for
example, sip:192.168.5.2:40070

sip:2403645125@12.39.208.204:23590
sip:2403645286@12.39.208.207:40036;user=phone;transport=udp

If you click Custom Music/Video File, select and upload the file or files to play from your computer. Type the path and
file name of a .WAV file with your greeting in the Load Custom Audio File text box, or click Browse to select a file on
your computer. If your Music/Video On Hold service has video support enabled, you can also type the path and file
name of a .MOV file with your greeting in the Load Custom Video File text box, or click Browse to select a file on
your computer.

To save your changes Click Apply or OK
To delete Music/Video On Hold for the department:
Click Edit or any item on the row for the department

Click Delete, The previous page displays.

Note: The Delete button displays only for a group administrator.

16.9 VOICE MESSAGING

Use this item on the Group - Services menu page to:

Enable users to record messages for incoming calls

Use the Group — Voice Messaging page to enable users to record messages for incoming calls. Once configured
a user can record a message when a call is not answered within a certain number of rings, when the user's phone
is busy, or when transferred directly to the user's voice mail.
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Voice Messaging enables you to configure the voice messaging server for your group. You can use the LDAP
directory provided by the system or configure a group directory. If you chose a group server, you can configure the
full mailbox limit, messaging, and hold period for messages. If you chose the system server, your administrator
controls these settings. Note, once you have chosen a group server, only your administrator can change your
messaging system back to the system server

A

ielcome Sales Group Administrator [Logout]

Options:

Group > Services > Voice Messaging

On the Group — Services menu page Click Voice Messaging

Ensure the following default settings are Enabled:

Mail Server for Group Memebers: System Provider Mail Server
Allow users to configure their Voice Mail Advanced Settings
Mail Server Protocol: POP3

Specifiy the Group Default Full Mailbox Limit
The default setting is 30 minutes

Specifiy the Group Default Message Aging
The default setting is Off

Specifiy the Group Default Hold Period
The default setting is 15 days

To save your changes Click Apply or OK

16.10 VOICE PORTAL
Use this item on the Group - Services menu page to:

Configure Voice Portal
Use the Group — Voice Portal page to turn the feature on or off, to configure the voice portal, and to add or modify
the password for voice portal administrators in the group. All voice portal administrators share the same password
and can use their phone and the voice portal to change the announcements for auto attendants.
The Voice Portal allows you to specify the number users without the Voice Messaging User service call to access

Voice Messaging using the voice portal. One number is used for all services; if users do not have a service
assigned, they do not hear options for that service in the menu when calling this number.

Note: The phone number (or extension) for the Voice Portal must be set for the Voice Messaging service to
function.
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Welcome Sales Group Administrator [Logout]

Voice Portal

Enable users to call fram any phone and configure some of their user services,

[ ok ][ Aoy ][ cancel

Acct/Auth Codes I
Voice Portal: (®) on () off
Vaice Portal ID: 167145766_182721080_YMR Change User 1D {Also saves current screen data)

Calling Plan * Name: (Voice Portal
Utilities Shons number:

= Calling Line ID Last Name: |Voice Portal #= Calling Line 1D First Name: |Voice Portal
Language: [English v

Time Zone: | (GMT+11:00) Australia/Victoria ]

Alizses : s

Call Center

| @ [modelipvs net v

| @ [modelipvs net v

madelipvs.net v
@ P

n login in addition to Extensions

Type Password: |

"ReﬁetAdminstratcr

Re-type Password: ‘ ‘

‘\ ok | [ ey |[ Cancel |

Group > Services > Voice Portal

On the Group — Services menu page Click Voice Portal

To change the voice portal ID, click Change User ID
The Group — Change User ID page displays. Enter the new voice portal ID, select the domain from
the drop-down list, and then click OK.

Type or select information to configure the voice portal. The input boxes include the following:

Name: Enter a name for the Voice Portal

Phone Number: Users dial this number to access Voice Messaging and other services.

Extension: The extension box populates automatically for the phone number you select. You can change the
extension, but the new extension cannot be the same as another extension in the group.

Calling Line ID Last Name: This is the last name to be displayed on lines with Caller ID.

Calling Line ID First Name: This is the first name to be displayed on lines with Caller ID.

Language: The language for the initial greeting and login messages for calls to the voice portal from outside
the group. After login has been completed, the user's language becomes the language of the call. For calls
from inside the group, the caller's language is used throughout the call.

Time Zone: From the drop-down list, select the relevant time zone for the Voice Portal.

Note: A Language change is effective on the next new call to the Voice Portal.

Type a numeric password, 4 to 8 digits in length.

Type the password used by any group administrator to log in to the voice portal system to record auto
attendant messages. A group administrator can change this password using the phone or this web
page at any time.

Type the Voice Portal Password again.

To save your changes Click Apply or OK
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16.11 BROADWORKS ANYWHERE

Use this item on the Group — Services — BroadWorks Anywhere menu page to Create a BroadWorks Anywhere

Options:
Profile
Resources
B Services
Acct/Auth Codes
Call Center
Calling Plan

Meet-Me Conferencing

Portal number

CHAPTER 16

Options:
Profile
Resources
B Services
Acct/Auth Codes
Call Center

Calling Plan

Services

Basic

Auto Attendant

Serves as an automated receptionist that answars the phone and provides a
personalized message to callers, Callers have the option to connect to the operator, dial
by name or extension, or connect to configurable sxtensions.

Exchange Integration

Configure the Exchange Intsgration settings for client intsgration.

Call Park

Enable users to park a call against their call park group and set call park attributes.

Call Pickup

Enable users te answer any ringing line in their call pickup group.

CommPilot Call Manager

Configure the CommPilat Call Manager settings for your group’s users.

Hunt Group
Automatically process incoming calls received by a single phone number by distributing
them amang a group of users or agents.

LDAF Integration

Enable users to access contact names and phone numbers from an external LDAP
directory using their Commpilot Call Manager.

Music/Video on Hold

Play an uploaded audio (music) or video file for callers on hold.

Voice Messaging

Enable users to record messages for incoming calls. A message can be recorded when

the call is nat answered within s certsin numbsr of rings, when the ussr's phons is
busy, or when transfarred diractly to the user's vaice mail.

Voice Portal

Allow users o call from any phons so that they can uss and cenfigurs their ussr
services.

Advanced

BroadWorks Anywhere
Extands your services so you can make and receive calls from any specifisd fixed
shane, mabile phane or saft client just s f it were your primary device.

Custom Ringback Group

Define the madia ringback to be played to callers to members or services of your group.

Instant Group Call

Enable users to call a group of usars, where the users can be part of the same group or
can be external users.

Preferred Carrier Group

Display and medify the preferred carriers assigned to the group.

Series Completion
Provide key system functionality by hunting through a set of lines according to a pre-
srranged order.

Third-Party Voice Mail Support

Enable users to send busy and unanswared calls to a third-party voica mail system.

Trunk Group

Allows a group of users on a device to have a restricted number of active calls.

Group > Services > BroadWorks Anywhere

BroadWorks Anywhere

Crasts & new BroadWorks Anywhere portal and manage existing portals.

Welcome Sales Group Administrator [Logout]

[ ok |[ Aoy |[ Add || cancel |

Active Name Phone Number

Mo Entries Present

Extension Department Edit

|\ ok | [ apoy |[ add | [ cancel |

Group > Services > BroadWorks Anywhere

On the Group — Services menu page Click BroadWorks Anywhere

Click the Add button

Options:
Profile
Resources
B Services
Acct{Auth Codes
Call Center
Calling Plan

u

BroadWorks Anywhere Add

Creats a BroadWorks Anywhere Portal

Welcome Sales Group Administrator [Logout]

= BroadWorks Anywhere ID: H

‘@\mudel.ipvs net v

= hames | \

= Calling Line ID Last Nama: ‘ ‘

Department:

= Calling Line 1D First Name: |

(GMT+10:00) Australia/Victaria

Time Zone:

v]

Can Be Used By: () Users in Enterprica ®) Users in Group

Prompt to Confirm Calling Location: () Never Prompt

) Ahviays Prompt

® prompt If Mot Available

[] silant Brompt Made

[ prompt For Passcode

Group > Services > BroadWorks Anywhere
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3. Enter the Anywhere ID (this name must be alphanumeric, do not use spaces)

4. Enter a Name for the Anywhere Portal
5. Enter the Calling Line ID Last Name
6. Enter the Calling Line ID First Name
/. Select the Department (if required)
8

Select the Users in Group radio button

Choosing “Users in Group” allows all users configured in the same group as the Anywhere portal to

originate and receive calls through the Anywhere portal number.
9. Select Never Prompt for the Prompt to Confirm Calling location
10. Never Prompt — the portal never prompts for the calling address

11. Always Prompt — the portal always prompts for the calling address

12. Prompt If Not Available — the portal prompts if the calling address is not available

13. Ensure Silent Prompt is not selected

(Select Silent prompt to make the prompt for calling address, password and destination address silent)

14 Ensure Prompt for Passcode is not selected

(Select Prompt for Passcode to have the portal prompt for a passcode once the user is identified)

15. Click OK

16.11.1 SELECTING AN ANYWHERE PORTAL NUMBER

1. Click on the Portal name that appears in the Portal list

Welcome Sales Group Administrator fLogout]

Opti 8
prons BroadWorks Anywhere
Lol Create @ new BroadWorks Anywhere portal and manage existing portals.
Resources
[ ok [ Aeey |[ add | [ cancel |
P Services
= Active Name Phone Number Extension Department Edit
Acct/Auth Codes E et Edit
Call Center
| [ ok [ appy |[ Add | [ cancel |
Calling Plan
Utilities
Group > Services > BroadWorks Anywhere
2. Click Edit

3. Click on the Addresses link in the Portal Profile menu

4. Click on the drop down arrow in the Phone Number field and select a phone number for the Portal

The Extension field is automatically populated

Group > BroadWorks Anywhere : 12346

iz | BroadWorks Anywhere Addresses

Addressas allovws you to view and maintain your phone number and other identities that are usad to make and racaiva calls.

B Profile

Welcome Sales Group Administrator [Logout]

[ ok ][ Ay ][ Cancel |

Phone Number:

Aliases : si
si
si

| & [model ipvs nst w|

‘|
= | & [moadel ipvs nst w|
|

=l

| & [modelipvs nst w|

‘\ 0K H Apply H Cancel \

Group > Services > BroadWorks Anywhere
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5. Click OK
The phone number is now assigned to the Anywhere portal

16.11.2 DELETING AN ANYWHERE PORTAL
1. On the Group — Services menu page Click BroadWorks Anywhere

2. Select the Anywhere Portal number to be deleted from the list by clicking Edit

Group > BroadWorks Anywhere : 12346 Welcome Sales Group Administrator [Logout]

Options: |

BroadWorks Anywhere Modify
B Brofile | Modify an sxisting BroadWorks Anywhers portal
[ ok ][ bpeete |[ cancel |
BroadWorks Anywhers ID: 12346 Change User ID {Also saves current screen data}
* Mame: |laat |
* Calling Line ID Last Name: |l95[ | * Calling Line 1D First Name: |TQSI
Department: Language:
Time Zone: [ (GMT+10:00) Australia/Victoria V]

Can Be Used By: () Users in Enterprise ®) Users in Group

Prompt to Confirm Calling Locatio ever Prompt
Iways Prompt

O Prompt If Not Available
[] silent Prompt Mode

[[] Prompt For Passcode

|\ 0K || Deete || Cancel |

Group > Services > BroadWorks Anywhere

3. Click Profile from the Profile menu of the Anywhere Portal

4. Click Delete
The Anywhere Portal number has been deleted

16.12 CUSTOM RINGBACK GROUP

This feature is currently not available

16.13 INSTANT GROUP CALL

Instant Group Call enables users to call a group of other users. Use the Instant Group Call page to display the list

of instant group call instances in your group.

Instant group call instances are groups of users that you can call on-demand. The active group name, phone

number, extension, and department appear for each instant group call.

16.13.1 LISTINSTANT GROUP CALL

Use this item on the Group — Services — Instant Group Call menu page to:

e Configure a new instant group call and manage existing instant group calls. Defining instant group call

allows you to call a group of users.

Welcome Sales Group Administrator [Logout]

Options:
Instant Group Call
Profile
Craate 2 new instant group call and manage existing instant group calls, Defining instant group cal allows you to call a grovp of users.
Resources
[ ok ][ Aoy |[ Add | [ cancel |
B Services
Active Group Name Phone Number Extension
Acct/Auth Codes No Entries Present
CRllCantac ‘| ok | [ aeey |[ A | [ caneel |
Calling Plan
utilities

Group > Services > Instant Group Call
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1. On the Group — Services menu page Click Instant Group Call

2. To display the previous page, click OK or Cancel

16.13.2 ADD INSTANT GROUP CALL

Welcome Sales Group Administrator [Logout]

Options
Instant Group Call Add
Profile
Craats 2 new instant group call.
Resources
B Services
Acct/Auth Codes
* Instant Group Call ID: H | @ | maodel.ipvs.net v
Call Center
 Names |
Calling Plan
* Calling Line 1D Last Nama: ‘ | * Calling Line ID First Name: |
pallitey Department: Language: [English ~
Time Zone: ‘ (GMT+10:00) Australia/Victoria v‘
[] Enable Maximum Call Time for Unanswered Calls l:l Minutes
Instant Group Call User List
Specify Phone Number/SIP_URI:
|

Group > Services > Instant Group Call

On the Group — Services menu page Click Instant Group Call

Click Add

Type the Instant Group Call ID . An asterisk (*) indicates required data.

Type or select information to configure the Instant Group Call. The input boxes include the following:

Name: Enter a name

o g kW N RE

Calling Line ID Last Name: Enter the Last Name Calling Line ID (this will display when an incoming
call displays on your handset)

/. Calling Line ID First Name: Enter the First Name Calling Line ID (this will display when an incoming
call displays on your handset)

8. Department: Select a Department from the drop down list if required

9. Select the Language, that is, the language in which service-specific messages are played during calls to
the hunt group. Default is English (U.S. English) unless configured otherwise.

10. Time Zone: Select the relevant Time Zone

11. EnableMaximum Call Time for Unanswered Calls: Check Enable Maximum Call Time for
Unanswered Calls and type the number of minutes in the input box.

12. Enter phone numbers into the Instant Group Call User List (a maximum of 20 numbers can be
entered)

13. To save your changes Click OK
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Enter *50 (this is the Feature Access Code for Push to Talk) and the number or extension of the Instant
Group Call

All phones (users) added to the Instant Group Call group will ring when IGC is dialled. User’s phones
will be called via the speaker.

16.14 PREFERRED CARRIER GROUP

This feature is currently not available

16.15 SERIES COMPLETION

Use this item on the Group — Services menu page to
e List Series Completion Groups

e Add a Series Completion Group

¢ Modify or Delete a Series Completion Group

Series completion allows calls to be routed to the next available line, much like the Hunt Group service. The
difference is the caller dials a “real” directory number rather than a “virtual” one and several lines ring at several
phones.

This service is used to support Key System functionality. Key Systems typically ring all available lines in a
specified order when a call is incoming, regardless of the number dialed to reach the company. For example,
when calling a technical support hotline, the user dials 86470000. That number rings line 1 of the company. If line
1is busy, itrings line 2. If line 2 is busy, it rings line 3 and so on. If all lines are busy, the call can be sent to Voice
Messaging or another assigned service of the group. If all lines or users of this company were assigned to the
series completion group, Telstra IP Telephony acts like a Key System.

Use the Group — Services -Series Completion page to list all current series completion groups. From this page,
you can add, modify, or delete a group.

Welcome Sales Group Administrator [Logout]

Opti B . .
pans Series Completion

Create 2 new series completion group and manage existing series completion groups. This service is used to support key system functionality that can forward calls to a selected
sarias of lines (vshen lmaa are busy). Key systams typizally ring svatabis finas in & sneciied order for meoming calls, regardisss of the number dialed to reach the company.

Profile

Resources

Add H Cancel |

[ oc [

B Services

Acct/Auth Codes Group Name Edit

No Entries Present

Call Center

‘| ok |[ add |[ cancel |

Calling Plan

Utilities

Group > Services > Series Completeion

On the Group — Services menu page,Click Series Completion

To display the previous page, click OK or Cancel.

Use the Group — Series Completion Add page to add a series completion group.
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Welcome Sales Group Administrator [Logout]

Series Completion Add

Create a new series completion group.

Acct/Auth Codes

= Groun names [ |

Call Center

Calling Plan ctari.
Enter search criteria below

[UseriD ~ [Starts With ~] [ - | | search

A ‘

Utilities

Available Users Assigned Users.

e

Add All ==
Remove All

Move Up_|[ Move Dowr|

| ok ] [Gomemr |

Group > Services > Series Completion

On the Group — Services menu page Click Series Completion

Click Add

Type the group name. An asterisk (*) indicates required data.

Assign users:

Click Search to find a desired user, enter search criteria in the fields provided.

To assign the selected users, click Add. To assign all users (unselected) at once, click Add All.

N o o bk~ N oe

To save your changes Click OK
3 MODIFY ORDELETEAS OM [ION GRO!

Use the Group — Series Completion Modify page to delete a group or to modify the information for the group.

On the Group — Services menu page Click Series Completion

Click Edit or any item on the row for the group

Edit the information for the group: Type or select information. An asterisk (*) indicates required data.

Assign users:

Click Search to find a desired user, enter search criteria in the fields provided.

To assign the selected users, click Add. To assign all users (unselected) at once, click Add All.

Unassign users:

O N o g kN e

On the Assigned Users column, select the users and click Remove. To unassign all users (unselected)
at once, click Remove All.

9. To save your changes Click OK

On the Group — Services menu page Click Series Completion
Click Edit or any item on the row for the group

To delete the group, click Delete

Wb

Click OK or Cancel to return to the previous page.
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16.16 THIRD-PARTY VOICE MAIL SUPPORT

Use this item on the Group — Services menu page to enable or disable a third-party voice mail system for a group

Options:
Profile

Resources

Services

Acct/Auth Codes

Call Center

Calling Plan

Utilities

Third-Party Voice Mail Support

Allows an administrator to enable or disable 2 third-party veice mail system for = grous

Welcome Sales Group Administrator [Logout]

oK | | Apply ‘ ‘ Cancel |
Third-Party Vaice Ma ® o
| [ cancel |

I

Group > Services > Third-Party Voce Mail Support

1. On the Group — Services menu page,Click Third-Party Voice Mail Support

2. Click On to enable, (Off is set as the default)

3. To save your changes Click OK

16.17 TRUNK GROUP

Trunk Groups can only be created by Telstra

Options:
Praofile
Resources

B Services

Acct/Auth Codes

call Center

Calling Plan

Utilities

Trunk Group

Create a new trunk group and manage existing trunk

Welcome Sales Group Administrator [Logout]

| OK ‘ ‘ Apply | ‘ Cancel |
Group Name Department Edit
No Entries Present
‘ | OK ‘ ‘ Apply | ‘ Cancel |
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CHAPTER 17
ACCT/AUTH CODES MENU

This chapter contains sections that correspond to each item on the Group — Acct/Auth Codes menu page.

Welcome Sales Group Administrator [Logout]

Options:

Acct/Auth Codes

Resources Basic

Profile

Services Administration

Track cutside calls using sccount codes or sutharize cutgeing cals using suthorization codes.

Codes Management

Configure sccount or autharization codes.

B Acct/Auth Codes
Call Center
Calling Plan

Meet-Me Conferencing

Utilities

Group > Services > Acct/Auth Codes Menu

The Group - Acct/Auth Codes menu contains these Basic items:

e  Administration
e Codes Management
Use the Group — Acct/Auth Codes menu to create groups of users who are required to enter a code before being

allowed to continue with a call.

Account codes track the calls users make, for example, to a particular customer. (This feature is not currently
supported)
Authorization codes prevent users from making calls unless they have been given an authorization code to do so.

17.1 ADMINISTRATION

IDENTIFY USE \

Use the Group — Acct/Auth Codes - Administration page to :

e Identify the users who cannot make calls outside the group (or to other groups) without entering an
authorization code after a prompt

¢ Remove authorization code usage restrictions for local and toll-free calls

Calls made with authorization codes are reported to the billing records. Calls are connected when a valid code is
entered.

Outgoing calls restricted by the Outgoing Calling Plan or the Forwarded Transferred Calls portion of the calling

plan service will not be permitted. In addition, Simultaneous Ring phone numbers that are outside the group will
not ring if the user of the service is assigned an Authorization Code.
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Welcome Sales Group Administrator lLogout]

Options: .. .

Administration

Profile
St up the group and users to use authorization and account codes for outgeing calls.

Resources Using account codes enables the tracking of calls made outside the group by prompting users for an account code. However, codes are not validated. The account codes you
define are presented ta the user in a read-only screen on their Commpilot Portal.

Services
Authorization codas ars used to parform autherization of calls made outside the group by prompting users for an authorization code. Calls are not connected unless 2 valid code is

#  Acct/Auth Codes entered,

Call Center [ ok ][ Apey |[ Canesl

Calling Plan

Meet-Me Conferencin Type count Code ) Authorization Code () Deactivated

o — Number of Digits

W] allov Local and Tall-Fres Calls without Account/Autharization Code

Enter search criteria below

[User ID v [Starts With V| - [ search
Non-restricted Users Restricted Users.
Mandatory Usage
Sales Leigh (DCUser2)
Caro.Jane (DCUser3)
Summers Anne (DCUser)
Optional (FAC-based) Usage

|\ ok | [ Aepy | [ Cancel |

Group > Services > Acct/Auth Codes

On the Group — Acct/Auth Codes menu page Click Administration
To display the version of the page for authorization codes, click Authorization Code

From the dropdown list, chose the Number of Digits for authorization codes

W Dbdh e

Click the Allow Local and Toll-Free Calls without Account/Authorization Code box to turn the
feature on

5. Assign users to the Restricted Users column.

To find a desired user, enter search criteria in the fields provided and click Search.

To assign the selected users, click Add. To move all users (unselected) at once, click Add All.
6. Unassign users from the Restricted Users list.

On the Restricted Users column, select the users and click Remove. To move all users (unselected) at
once, click Remove All.

7. To save your changes Click Apply or OK

17.1.1 CODES MANAGEMENT

Use this item on the Group — Acct/Auth Codes- Codes Management menu page to

e View and delete Authorization Codes
e Add Authorization Codes

To modify a code, delete the current code and add a replacement code.

The Codes Management page allows you to specify the required codes, with the proper number of digits, which
must be entered prior to the placement of calls by users restricted by this service.
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17.1.2 VIEW AND DELETE AUTHORIZATION CODES

Use the Group — Acct/Auth Codes - Codes Management page to view and delete account and authorization codes.
From this page, you can add account and authorization codes.

Note: If a six-digit length is specified for a code on the Group — Administration page and a corresponding
code is added on the Group — Codes Management page, if the code length is changed, the original six-digit
code is deleted from the list of codes on the Group — Codes Management page.

Welcome Sales Group Administrator fLogout]

Codes Management

Create new account or authorization codes and manage existing codes.

Resources
[ ok ][ Asely |[ Add || cancel |
Services
Delete Codes[4] Description
P Acct/Auth Codes ml 122456 CadeRad
Call Center
| [ ok ][ Ay |[ Add |[ Cancel

Calling Plan

Meet-Me Conferencing

Utilities

Group > Services > Acct/Auth Codes > Codes Management

17.1.3 ADD AUTHORIZATION CODES

Use the Group — Codes Management Add page to add authorization codes.

1. On the Group — Acct/Auth Codes menu page Click Codes Management

2. Click Add

3. Type the information for the code. An asterisk (*) indicates required data.
4. The length of a code is specified on the Group — Administration page.

5. To save your changes Click OK

DELETE AUTHORIZATION CODES

1. Onthe Group — Acct/Auth Codes menu page Click Codes Management
2. To delete a code: Check the Delete box for the code.

3. To save your changes Click Apply or OK
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CALL CENTRE MENU

The following instructions and screens are for Premium Call Centres.

Note: If you have Standard Call Centre the screen will have less options available.

For Premium Call Centre configuration: You will need a Customer Enterprise Administrator logon to configure
additional features to the Standard Call Centre. Refer to the TIPT Premium Call Centre customer Administrator

User Guide on the online Resource Centre www.telstra.com/tiptresources

This chapter contains sections that correspond to each item on the Group — Call Center menu page.

As a Customer Group Administrator you can Add, Modify or Delete a Call Centre. Once you have logged in as a
CGA and selected Call Center from the Options menu the following screen will be displayed.

‘ T TELSTRA IP TELEPHONY

Acct/Auth Codes

Calling Plan

Utilities

Help - Home

Welcome Telstra Trainer [Logoutl

Call Center
Reporting

Mone of the menu items in this category are enabled.

ing calls received by a single phone number by distributing them ta a
enh features such as agent log in and log out, call

Group > Call Center menu

18.1 ADD A STANDARD CALL CENTRE

To create a new Standard Call Centre use the Group — Call Center - Call Centers - Add Standard button to add the
information for a new call centre. A call centre is itself a virtual user (the call centre user) and you provision it with
many of the attributes that a user has.
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http://www.telstra.com/tipt

‘g TELSTRA IP TELEPHONY

Help - Home
Group Welcome Sekler Debbie [Logout]
_ Call Center Add
.
Create 2 new call center.
Call Center Type: Standard
= Call Center 10 [| | e[usttialcom v
* Name:
* Initial Passwiord: | | |
Department: Language: [English v
Time Zone: [(GMT+10.00) Ausiralia/Victoria v
Group Bolicy: () Gircular @) Regular () Simultansous © uniferm O Weighted Call Distribution

[~ Bandwidth and QoS Setting

Praferred announcement / music codec for external calls: | Nane v

Preferred announcement / music codsc for intarnal cal
[~ Call Center Settings
Queue Langth D calls [] Enable video support
[ Play ringing vihen offering call [ allow callers to dial El to escape out of queue

[] Reset caller statistics upon entry to gueue

Settings
’7 [[] Enable Call Center External Reporting

Agent Setting:
[ Allow agents to jain Call Centers
[] Allow call waiting on agents
[ Enable clls to agents in wrap-up state
[] Enable masximum ACD wrap-up tlmar:l:l:l:l (minutas:saconds)
[ Automatically ==t agent state to| Available  |afer call

[ o< ][ comn |

Group > Call Center menu > Call Centers

1. On the Group - Call Center menu page Click Call Centers
2. Click Add Standard button
3. Type or select information for the call centre. An asterisk (*) indicates required data.

Call Centre ID: Enter an ID for the Call Centre (do not use spaces, the length of the ID can be between 6-
80 characters)

Name: Enter a name for the Call Centre (do not use spaces, the length can be between 6-80 characters)

Calling Line ID Last Name: Enter the Last Name Calling Line ID (this will display when an incoming call
displays on your handset)

Calling Line ID First Name: Enter the First Name Calling Line ID (this will display when an incoming call
displays on your handset)

Initial Password: Enter an initial password (must be at least 6 characters)
Retype Password: Retype your initial password as confirmation
Department: Select a Department from the drop down list if required

Select the Language, that is, the language in which service-specific messages are played during calls to
the call centre. Default is English (U.S. English) unless configured otherwise.

Time Zone: Select the relevant Time Zone

4. The Group Policy options configure the call-distribution pattern for incoming calls. Click the radio button
for the type of setup you want.

Policy Description

Circular Sends incoming calls to agents according to their position on a list. After a call has been sent to
the last agent on the list, the next call is sent to the agent at the top of the list.
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Regular Sends incoming calls to the next available agent.

Simultaneous Sends incoming calls to all agent numbers at the same time. Once the call has been answered,
the remaining calls are released to the other available agents..

Uniform Sends the current incoming call to the agent who has been idle the longest. After an agent has
answered a call, they are moved to the bottom of the call queue.

Weighted Call Distibution Incoming calls are assigned to idle agents based on percentages you assign on the Call Center's
Profile Weighted Call Distribution page.

5. Bandwidth and QoS (Quality of Service) settings

6. Select the Preferred announcement/music codec for external calls from the drop down list. (this should
be selected based on the codec your company is using)

7. Select the Preferred announcement/music codec for internal calls from the drop down list. (this should
be selected based on the codec your company is using)

8. Call Centre Settings attributes for calls.
Type or select what you want for the call centre.

Queue Length The limit for the number of calls that can wait to be transferred to the next agent.
Enable Video support This feature is not currently supported

Play ringing when offering Deselect this option if you do not require ringing when a call is being offered

call

Allow callers to dial 0 to Deselect this option if you do not want callers to press 0 to escape out of the queue

escape out of queue

Reset caller statistics upon Check this box if you require caller statistics to be reset each time they log into a queue
entry to queue

9. Enable Call Centre External Reporting if reporting is required

10. Agent Settings. Type or select the data or check or uncheck a box. A checked box indicates a feature

is enabled.
Allow agents to join Call Allow agents to log on to or log off from the call centre. A check mark indicates that the feature is
Centers on.

Allow Call waiting on agents  Use this feature if you require the agents to have more than one call at a time directed to them.
Agents must also have their Call Waiting feature in their user profile also selected

Enable calls to agents in Use this feature if you require the agents to receive calls while in the wrap up state
wrap up state
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Enable maximum ACD wrap  Specify in minutes and seconds how long the system will wait before routing a call to a free

up timer agent. When a caller hangs up before an agent, the system may attempt to route another
incoming call to that agent before he or she has replaced the handset, causing the call to return
to the queue unanswered. When this box is checked, the system waits the specified number of
seconds each time an agent's phone indicates that it is ready to receive calls before routing a

new call to that agent.

Automatically set agent state ~ Specify Available (default), Unavailable, Wrap up to automatically set the agents state when an

to agent logs into the call centre.

11. To save your changes Click OK

18.2 PROFILE MENU FOR A CALL CENTRE

Use the Call Center — Profile menu page to display the pages to add attributes for a new call centre or to modify

attributes for a call centre.

Group > Call Centers : 0392066330@uat-trial.com

Welcome Sekler Debbie [Logout]

Options:
Profile
»

Routing Policies Basic

Utilities Profile
Display and configure profile information for this call center.
Addresses
Display snd configure information such as phone numbesr, sxtension, and identity/device profile for
this call canter.
Agents

Configure the list of agants who may join this Call Canter.

Password

Canfigure the web access and voice portal password for this call center.
Status & Statistics

Display this call center's status & statistica| data.

Supervisors

Configure the list of users who may supervise this Call Center.
Thresholds

Canfigure key statistical call center threshalds and setup notification email.
Announcements

Lozd ar madify the call canter announcements.

Voice Portal

Change voice portal options of the call centar.

Advanced

Assign Services

Assign or unassign services and service packs.

Call Application Policies

Select Call Cantrol Applications enabled for a user.

Call Policies

Configure user Call Policies

Distinctive Ringing

Configure the call center distinctive ringing for calls routed to agents.

DNIS

Configure DNIS numbers for a call center.

Queue Status Notification

Configure status sent to agent devices.

Call Disposition Codes

Configure the call center call disposition codes that may be used by agents to tag calls with
marketing prometions er other topics.

Group > Call Center menu > Call Centers

On the Group - Call Center menu page Click Call Centers
Select the require Call Centre to Edit
Select Profile, to make changes to the required fields

To save your changes, Click OK

18.3 MODIFYING AND ASSIGNING OPTIONS TO THE CALL CENTRE

To modify a Call Centre a number of screens must be filled in.

Use the Group\Call Center\Call Center Profile page to add basic information for a Call Centre. A Call Centre is a
virtual user (a Call Centre user) and you provision it with many of the attributes a user has.

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit

Select Profile

Enter the required information for the Call Centre (an asterisk (*) indicates a mandatory field and

requires data).
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5. The following mandatory fields must be completed: Call Centre ID, Name, Calling Line ID Last name,
Calling Name ID First Name, Initial Password, Re-type Initial Password.

6. The default language is English (US English), unless configured otherwise. Clicking on the drop down
arrow will list other available languages that are the language in which service-specific messages are
played during calls to the call centre.

/. Other options can be changed as required. All explanations for fields on this screen are listed above in
the “Add a Call Centre section”

8. To save your changes, Click OK

Welcome Sekler Debbie [Logout]

‘Options: .
Profile
» Wiews or modify your group profile information. Seme information can be modified only by your administrator.
Resources
[ ok ][ Amply |[ Cancel
Services
Call Center
Enterprise: N3517627R
Group: N30003047
Default Domain: |uat-trial.com W
Group Name: ebbie Team

Calling Line 1D Group Name:  |Debbie Team
Calling Line ID Group Number
Location Dialing Code:

Contact Name: ebbie

Contact Phonet 386492921

ElIEINE =]
El
@
<

Contact E-mail:

(GMT+10:00) Australia/\Victoria v

Time Zone:

User Limit:
’7 Maximum number of users: 25

Current number of users: 15

dditional Information
Address:

City: Stata/Province

Zip/Postal Code: Country:

‘ [ ok ][ Aspy |[ Cancel

18.4 ADDRESSES

Assigning a number to a Call Centre

To assign a number to the Call Centre

Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie lLoaout]

Call Center Addresses

»
Addresses allovis you to view and maintzin your phone number and other identities that are used to make and receive calls.

Routing Policis
[ ok ][ Aey |[ cancel |

Incoming Calls

Phons umber:
Extension: 6325

Aliases : sip: | & [nipt.telstra.com |
sip [ | @ [nipt telstra.com ]
sies | | @ [nipt telstra.com |

‘ [ ok ][ Aeey |[ cancel |

Group > Call Center menu > Call Centers> Addresses

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit

Select Addresses

Click on the drop down arrow from the Phone number field, select a number for the Call Centre

o k~r w D PE

To save your changes Click OK
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18.5 AGENTS

On the Group - Call Center menu page Click Call Centers

Select the required call centre to Edit

Select the Agents menu

To view all users, click the Search button, OR To find the desired user, enter the search criteria in the
fields provided and click the Search button

Group >_Call Centers : NTSConsultCC@uat-trial.com Welcome Selder Debbie TLogout]

Agents

Configure the list of agents that belong to this call center, Users are available if they have been assigned an appropriate Call Center feature, Users wi
canters, Users with Call Center - Standard may ba assignad to Basic or Standard call centars. Usars with Call Centar - Pramium may be assigned to any <all cantar.

[ ok |[ ey |[ cancer |

Enter search criteria below
T — e E—

Available Agents Assigned Agents

Papadakis Demi (0386321434 @uat-irial.com)
Add Singhton. Raji (0386321425@uat-trial.com)
Richardsan.Kate (0386321423@uat-trial.com)

I

Remove <

Move Up || Move and

‘\ ok | [ Ay | [ Cancel |

Group > Call Center menu > Call Centers > Agents

From the Available Agents column, select the users to be assigned as agents click Add>. To assign all

users at once, click Add All>>

To save your changes Click OK

18.6 PASSWORD

The Customer Group Administrator using the Call Centers\Password page can configure or change the CommPilot

web access or portal password for the Call Centre.

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit

Click Password

Type new password into the *Type new Password text box

Confirm new password in the *Re-type new Password text box

Ensure the Set portal Password is selected
Type and retype the Reset Password text boxes.

To Save your changes, Click Apply or OK
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Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie [Logout]

PR passwords

Messaging

utilities

Passwords allows you canfigurs your passwords for the wab pertal and/er portal,

[ ok ][ Ay |[ Cancel

This user's password expired

{8} get web access password O Set portal password

"Reﬁet Password

|\ ok | [ Aeey | [ cancel

Group > Call Center menu > Call Centers > Passwords

18.7 STATUS & STATISTICS

Call Centre Statistics allows the Customer Group Administrator to view the statistics of the Call Centre’s activity,
produce a Daily Report, select a reporting Period and configure E-mail addresses for reports to be sent. Three
tabs are available for configuring or viewing: Statistics Report Settings; Queue Status; Queue & Agent Statistics

On the Group - Call Center menu page Click Call Centers

Select the required call centre to Edit

From Profile menu, select Status & Statistics

Options:

Routing Policies

Incoming Calls

Messaging

Utilities

Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie ILoaout]

Call Center Status & Statistics

Call Center Status and Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics reporting.

[ ok ][ ey ][ cancet |

Queve & fgen sttce

m
. [TE Wi ]

‘\ ok | [ ey |[ Cancel |

£-mail Address(es):

Group > Call Center menu > Call Centers > Status and Statistics

To enable or disable statistics reporting, check or uncheck the Daily Report box.

Specify the Statistics Source, default setting is AS

Select the Reporting Period for the collection of statistics, i.e. 15, 30, 60 minutes

Type one or two E-mail Addresses to receive the daily statistics report.

Click Apply to save changes

Click the Queue Status tab to view the number of calls in the queue and Agents currently logged in

Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie ILogout]

Options:

Routing Policies

Incoming Calls

Messaqging

utilities

Call Center Status & Statistics

Call Canter Status and Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics reporting.

Statistics Report Settings Queue & Agent Statistics
Number of calls in quaue now: o

Agents currently staffed
Singhton,Raji (0386321435 @uat-trial.com)
Papadakis,Demi (0386321434@uat-trial.com)

\

Click the Queue & Agent Statistics tab to view the Status and Statistics of the call centre’s activity.
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8. Select the check box to Display current-time statistics, if you require the statistics for the current time
to display, then enter the Start date

9. Click Apply to view the following information

3 Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie rLoaout]

_ Call Center Status & Statistics
B profile Call Center Status and Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics reporting.

Routing Policies

‘\ ok | [ Aoy | [ caneal |

Incoming Calls

Messaging Statistics Report Settings Queue Status /Queue & Agent Statistics

utilities

i Display currant-time statistics

Start Date: [801/2016 |2 (mmicdfyyyy)  StartTimes [0 v]

8/29/16 11:00 AM - 8/31/16 11:21 AM

nNeooseo

eo

5000:00
500000
Number of calls handled
Number of calls unanswerad
Average call time
Total talk time
‘ Total staffed time
;y:;h : .?0355311415@u3t1n'5/,n1m) 0 00:00:00 00-00-00 48:21:35
FPapadakis,Demi (0386321433 @uat-trial.com) ] o 00:00:00 00-00-00 48:21:35
Richa te (0286321423@uat-trial.com) o 00:00:00 00-00-00 00:00:00
‘\ ok | [ Aty |[ Canesl
Group > Call Center menu > Call Centers > Status and Statistics
VIEW GROUP STATISTICS
Number of busy overflows Number of calls that came in after the queue limit was exceeded. It is likely that Auto Attendant

answers such calls and the callers are directed to leave a message. (The queue length is set from
the Call Centre Add or Call Centre Modify page.)

Number of calls answered Number of calls that agents in this Call Centre have answered.

Number of calls abandoned This is the total number of calls that an incoming party abandoned (hung up) or selected to leave a
message an agent became available.

Number of calls transferred This is the total number of calls transferred out of the Call centre queue. Typically, a call is
transferred from a given call Centre queue to another Call Centre queue.

Number of calls timed out This is the total number of calls that remain unanswered and that are forwarded out of the Call
Centre queue upon timeout

Average number of agents This is the average number of agents who were in the talking state in the Call Centre during the

talking specified period.

Average number of agents This is the average number of agents staffed in the Call Centre during the specified period

staffed

Average wait time This is the average amount of time that callers spend waiting for the next available agent to answer
the call.
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Average abandonment time This is the average time that callers spend waiting for an agent before hanging up or selecting the
option to leave a message.

VIEW STATISTICS FOR INDIVIDUAL AGENTS

STATISTIC DESCRIPTION

Number of calls handled This is the total number of calls handled by an agent.
Number of calls not This is the total number of calls extended to an agent that are not answered (for any
unanswered reason other than because the agent is busy).

Note that for a single call Centre instance, an agent any be rung multiple times as the
call can be placed in the queue and presented to the agent again. Therefore, this
statistic may be incremented more than once for a given call to the Call Centre instance.

Average call time Average amount of time an agent spends on a call from the Call Centre.

The statistics account for all Call Centre calls that are released or transferred by the
agent during the specified period.

If an agent transfers a call, then the call time only accounts for the time spent on the call
by the agent prior to the call transfer.

Total Talk Time The amount of time that the agent was busy handling calls for this Call Centre specified
time period.

Total staffed time Total amount of time that an agent joined the Call Centre instance and not in sign out
state

OR prior to clicking Apply

1. Specify a Start Date and Time and an End Date and Time

2. Click OK to save changes and return to the Call Centre Profile screen

18.8 SUPERVISORS
ASSIGN SUPERVISOR/S TO A CALL CENTRE
1. On the Group - Call Center menu page Click Call Centers

2. Select the required call centre to Edit

3. Select Supervisors
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Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie [Logout]

‘Optis 2 .
RS Supervisors

> Configure the st of users who may supervise this Call Center,

Routing Palicies
[ ok ][ Aey ][ Cancel
teszsaing

utilities

Enter search criteria below
v Starts With v/ 1 =

Available Supervisors Assigned Supervisors

Papadakis,Demi (0386321434@uat-trial com)

‘ [ ok J[ ey |[ cancel

Group > Call Center menu > Call Centers > Supervisors

4. To view all users, click the Search button, OR To find the desired user, enter the search criteria in the
fields provided and click the Search button

5. From the Available Supervisors column, select the users to be assigned, click Add>. To assign all
users at once, click Add All>>

6. To save your changes, Click Apply or OK

Click the Assign Agents tab

Click Search to view all Agents

w e

From the Available Agents column, select the users to be assigned as agents click Add>. To assign all
users at once, click Add All>>

4. To save your changes, Click Apply or OK

18.9 THRESHOLDS

Thresholds allow you to configure key statistical call centre thresholds. When these thresholds are met email
notifications can be sent or other applications can be notified.

Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie [Logout]

Options:

Thresholds

Configure key statistical call center thresholds. When Call Center Thresholds is On and a threshold is crossed, notification emails can be sent or other applications can be notified about it. Select the call
center threshold you want to enable by setting a value for it.

Routing Policies

Incoming Calls [ o [ Ay | [ Cance
Messaging
Utilities Call Center Threshalds: {_{on @ off

[~ Threshold:
Statistic Name Yellow threshold Red threshold

Current Calis In Queus:
Current Longest Waiting Call:[ | fmmis| [ [mmiss)
stmated wat Tmes| | fmmiss[ || fmomiss)
Average Handling Time: l:l:l:lfmm:ssll:l:l:lfmm:ss)
Averags Spasd Of answers| || fmmissl| || fmmise)

[] Enable Email Notification

Email Addresses:

‘| ok | [ Ay |[ cancel |

Group > Call Center menu > Call Centers > Thresholds

1. On the Group - Call Center menu page Click Call Centers
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2. Select the required call centre to Edit
3. Select Thresholds

/4. To enable the thresholds, check On; to disable thresholds check Off

THRESHOLDS DESCRIPTION

Current Calls in Queue This is the number of calls in the queue. Specify number of calls for Yellow

threshold (first level) and Red threshold (second level)

Current Longest Waiting Call This is the waiting time of the call that has been in the queue the longest.
Specify time in seconds for Yellow 200
threshold (first level) and Red threshold (second level)

Estimated Waiting Time This is the estimated time a caller has to wait in the queue before their call is answered.
Specify time in seconds for Yellow threshold (first level) and Red threshold (second level)

Average Handling Time This is the average time it takes to process a call in the queue.
Specify time in seconds for Yellow threshold (first level) and Red threshold (second level)

Average Speed of Answer This is the average time a caller spends in the queue before the call is answered by an
agent.

Specify time in seconds for Yellow threshold (first level) and Red threshold (second level)

5. Select Enable Email Notification if required and enter Email Addresses for notifications

6. To save your changes Click Apply or OK

18.10 ANNOUNCEMENTS

Announcements allow you to customise the Call Centre voice prompts that are played to callers at different times;
when their calls are answered (Entrance message) and when calls are put on hold (Periodic comfort message and
Music/Video On Hold).

WAV files can be created for announcements however, externally streaming sources (URLS) are not supported.
Instructions on the procedure of creating .wav files are documented in the Help screen from any section you can
add a wav file.

Note: If you have standard call centre configured the Call Whisper tab will not be available under
Announcements.

There is a default Entrance message, Periodic comfort message, and Music on Hold automatically configured,
however, you can change these to customise them as required.

1. On the Group - Call Center menu page Click Call Centers
2. Select the required call centre to Edit
3. Click Announcements

Four tabs are available for configuration; Entrance Message, Estimated Wait Message, Comfort Message, Music
on hold Message. The Entrance Message tab is selected by default.
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Group > Call Centers : NTSConsultCC@uat-trial.com

Welcome Sekler Debbie [Logout]

Opti 8
Brens Announcements

Anncuncements allows you to customize the Call Center veice prompts that are played to callers while waiting in queus.

Routing Policies
[ ok ][ mey ][ cancel |
Incoming Calls
Messaging Note: The uris/files for sudio/video will be played in the order they are listed
Utilities Estimated Wait Message | Comfort Message | Music On Hold Message | Call Whisper Message

[] Entrance message is mandatory when played

Audio:

® Defsult

Our

1:

2:

3:

4:

‘-i-‘(ustnm

File1: Clear

File2: Clear

File2: Clear

File4: Clear
‘ [ ok ][ ey |[ Cancel

Group > Call Center menu > Call Centers > Announcements

Play Entrance Message is selected, unselect if you do not want an entrance message to play.
Audio Default is selected (indicating that the default entrance message will be played)

To select an alternative Entrance message, ensure the message has been pre-recorded and saved as a
.wav file. The .wav file needs to be in the following format CCITT u-Law 8.000 kHz, 8 bit Mono.

Click Custom

Click the Browse button

Type the path and filename of the .wav file OR Navigate to where your recording (.wav file) is saved and
select the file

Click Apply to save your changes

Click the Estimated Wait Message tab

Group > Call Centers : NTSConsultCC@uat-trial.com

Welcome Sekler Debbie [Loout]

Options:

Announcements

Anncuncements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue.

Routing Policies

\ oK \ | Apply \ | Cancel
Incoming Calls
Messaging
Utilities Entrance Message Comfort Message Music On Hold Message [ Call Whisper Message

|| Enable estimated wait message for queued calls

[[] play updstad wait massage svery saconds

®) Anncunce queue pesition

= lay massagefor calrs i cusu st 100 (r o)

[MIPley high volume messege

() anncunce wait time

= Play message for callers with 2 wait time of {100 | minutes or lawer.

[W]Play high volums messaga
* Default handling t\me: minutes per call

|\ ok | [ aesy || cancel |

Group > Call Center menu > Call Centers > Announcements

Click Enable estimated wait message for queued calls, if you want callers to receive a wait message
when they are in the queue

Click Play updated wait message every xx seconds and specify how often the message is to be
played, if you want callers to here the updated message every specified number of seconds

Select from Announce queue position or Announce wait time to advise callers of their position in
gueue or estimated wait time

Update other details as required
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Click Apply to save changes

Click Comfort Message tab

Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie [Logout]
Options:
Announcements
L4 Anncuncements allows you te customize the Call Center vaice prempts that are played to callers while waiting in queue.
Routing Policies
[ o ][ aeety || cancel |
Incoming Calls
Messaging Note: The urls/files for audio/videc will be played in the order they are listed
Utilities Entrance Message | Estimated Wait Message Music On Hold Message | Call Whisper Message

Time Between Messages: seconds

Audio:
'®) pefault

Oure

Pow o or

O custom

File1: Clear

File2: Clear

File3: Clear

File4: Clear
‘ | oK || Apply \ \ Cancel

Group > Call Center menu > Call Centers > Announcements

Play Comfort Message is selected by default, unselect if you do not want an comfort message to play.
Enter the Time between Messages in seconds
Audio Default is selected (indicating that the default entrance message will be played)

To select an alternative Entrance message, ensure the message has been pre-recorded and saved as a
.wav file. The .wav file needs to be in the following format CCITT u-Law 8.000 kHz, 8 bit Mono.

Click Custom field

Click the Browse button

Type the path and filename of the .wav file OR
Navigate to where your recording (.wav file) is saved
Select the file

Click Apply to save your changes

Click Music on Hold Message tab
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Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie [Loqout]

I .ouncements

Announcements zllows you to customize the Call Center voice prompts that are played to callers while waiting in queue.

‘| oK H Apply H Cancel |

Incoming Calls

Messaging Note: The urls/files for sudiofvideo will be played in the order they ars listed

Utilities Entrance Message | Estimated Wait Message | Comfort Message JWMusic On HoldMessage | call Whisper Message

i Enable music or video on hold for quausd calls

Clear
Clear

Clear

o
o
"

G |2 @ &

Clear

‘| ok | [ sepy || cance |

Group > Call Center menu > Call Centers > Announcements

1. Select Enable music or video on hold for queued calls
Audio Default is selected (indicating that the default will be played)

3. To select an alternative, ensure the message has been pre-recorded and saved as a .wav file. The .wav
file needs to be in the following format CCITT u-Law 8.000 kHz, 8 bit Mono.

4. Click Custom

5. Click the Browse button

6. Type the path and filename of the .wav file OR

/. Navigate to where your recording (.wav file) is saved

8. Select the file

9. Click Use Alternate source for Internal calls if you require internal callers to hear different music on
hold

10. Select Custom

11. Click the Browse button

12. Type the path and filename of the .wav file OR

13. Navigate to where your recording (.wav file) is saved

14. Select the file, OR

15. Click External source and select the Identity /Device Profile

Message System Announcement or Audio Source

Entrance message Your call is very important to us, please wait for the next available agent, or press zero to leave a

message.

Periodic comfort message Your call is very important to us; please wait for the next available agent.

Music/Video On Hold Audio source selected for the Music/Video On Hold service.

16.

To save your changes Click Apply or OK
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Group > Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie [Logout]

Opti 8
penS Announcements

Anncuncements allows you to customize the Call Center voice prompts that are played to callers while waiting in queus

Routing Policies

\ oK \ | Apply | \ Cancel \
Incoming Calls
Messaging Naote: The urls/files for audio/video will be played in the order they are listed
Ltilities Entrance Message | Estimated Wait Message | Comfort Message | Music On Hold Message

Clear
File2: Clear
File3: Clear

File4: Clear

|\ ok | [ ey || cancel |

Select Call Whisper Message. This page is used to customize the call centre call whisper message
that plays to agents answering a call while the caller receives ringing. The message typically tells the
agent from which call center the call is coming. ). The caller continues to hear the call center
treatment (such as ringing or a message) while the whisper message plays to the agent.

Check or uncheck the Play Call Whisper message checkbox.

For the Audio or Video files, select from the following:

o Default
. URL and then enter up to four URL addresses
. Custom and then select up to four custom files

Click Browse next to each entry and then find and select the files.

Click Clear next to an entry to clear the corresponding text box. This only clears the display and
does not save changes.

Click Apply or OK. Apply saves your changes and OK saves your changes and displays the
previous page.

18.11 VOICE PORTAL

Use the Call Centre - Voice portal page to set a Personalised Name (upload a .wav file for the Auto Attendant and
Voice Messaging). The .wav file needs to be in the following format CCITT u-Law 8.000 kHz, 8 bit Mono.

On the Group - Call Center menu page Click Call Centers

Select the required call centre to Edit

Click Voice Portal

Click the Browse button

Type the path and filename of the .wav file OR Navigate to where your recording (.wav file) is saved
Select the file

To save your changes Click Apply or OK
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all Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie fLogout]

Voice Portal

Waice Portal allows you to st a Parsonalized Name (upload an audio file to uss as your name for Auto Attzndant and Voice Meszaging).

Routing Policies

\ oK || Apply H Cancel

Incoming Calls

Messaging
¢ Use Personalizad Name for Aute Attendant and Voice Messaging
L= Load Name: Browse...
‘ [ ok |[ Aeey ][ cancel

Group > Call Center menu > Call Centers > Voice Portal

18.12 WEIGHTED CALL DISTRIBUTION

(This option only appears if the Weighted Call Distribution Policy was selected when creating or modifying a Call
Centre)

When provisioning the call centre, if the Weighted Distribution policy was selected, you can assign a percentage
value to each agent in the call centre. When a new call comes in, the system is more or less likely to assign that
call to a given agent according to the values you set on this page. Agents already occupied with a call are not
included in the random determination.

Welcome Sales Group Administrator [Logout]

Group > Call Centers : CC_DC

Options: :
Profile
» le

Routing Polici Basic Advanced

Incoming Calls Profile Assign Services
Display and configure profile information for this call center. Assign or unassign services and service packs.

Calling Plans
Addresses Call Application Policies

Display and configure information such as phone number, extension, and identity/device Select Call Control Applications enabled for 2 user.
profile for this call center.
Call Policies
Agents Configure user Call Policies
Configure the list of agents who may join this Call Center.
Distinctive Ringing

Configure the call center distinctive ringing for calls routed to agents.

Password

Configure the web access and voice portal password for this call center.

Status & Statistics

Display this call center's status & statistical data.
Supervisors

Configure the list of users who may supervise this Call Center.

Thresholds

Configure key I call center d

and setup f email.

Announcements
Load or modify the call center announcements.

Voice Portal

Change voice portal options of the call center.

Weighted Call Distribution

Configure users call

Group > Call Center menu > Call Centers > Weighted Call Distribution

Use the Call Center - Profile\Weighted Call Distribution page to configure the call distribution policy within your call
centre.

1. On the Group - Call Center menu page Click Call Centers
2. Select the required call centre to Edit

3. Click Weighted Call Distribution
This link will only appear if you have enabled the Weighted Call Distribution policy on the profile page
for this Call Centre.
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Group > Call Centers : CC_DC

Welcome Sales Group Administrator [Logout]

Options:
P Profile
Routing Policies
Incoming Calls

Calling Plans

| Weighted Call Distribution

Configure assigned users' weighted call distribution allocation. With weighted call distribution, any incoming calls to the Call Canter are dispatched to the agants randomly according
to specified parcentags weight of each agent.

||\ ok | [ aey | [ cancel |

* Sales, Laigh (DCUser2): %
* Summers, Anne [DCUser1): %

| ‘ oK || Apply H Cancel |

Group > Call Center menu > Call Centers > Weighted Call Distribution

4. Assign a percentage value for each agent in your call centre using the input boxes provided. The
values must add up to exactly 100.

5. To save your changes Click Apply or OK

18.13 ASSIGN SERVICES

If specific other services such as Call Forward Selective or Call Forward Busy are required they need to be
assigned. To assign services

Group >_Call Centers : NTSEnquiriesCC@uat-trial.com

Welcome Sekler Debbie [Loqout]

Options:

Assign Services

Routing Policies

Aassign Services allows you to assign or unassign services for a user. IF  service is unassigned the servica data that has been filled out will be lost.

Utilities

[ ok ][ Aeply ][ Cancel

A A

Available Services User Services

Alternate Numbers

Ananymous Call Rejection ~
Basic Call Logs

Call Forwarding Always Rem
Call Forwarding Busy

Call Forwarding Selective
Calling Line ID Delivery Blocking
Calling Name Retrieval Add All >>
Call Notify

Call Recording Y
Client Call Contral

a

: 3
3 I
. :

‘\ ok | [ appy |[ cancel |

Group > Call Center menu > Call Centers > Assign Services

On the Group - Call Center menu page Click Call Centers

Select the required call centre to Edit

Click Assign Services

Select the required services from the Available Services column

Click Add> to add the selected services, or click Add All>> to assign all services

To save your changes Click Apply or OK

18.14 CALL APPLICATION POLICIES

Use the Call Center - Call Application Policies page to view Call Applications enabled for a user

Group >_Call Centers : NTSEnquiriesCC@uat-trial.com

Welcome Sekler Debbie [Logout]

Options:

Routing Policies

Utilities

Call Application Policies

Select Call Control Applications enabled for a user.

\ oK H Apply H Cancel \

Enabled Application Td Description
No Entries Present

|\ ok | [ apply | [ cancel |
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Group > Call Center menu > Call Centers > Call Application Policies

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit

Click Call Application Policies

Click OK

18.15 CALL POLICIES

Use the Call Center - Call Policies page to view Call Policies enabled for a user

Group > Call Centers : NTSEnquiriesCC@uat-trial.com Welcome Sekler Debbie [Lcaout]
Options: -
Call Policies
L4 View or madify Call Policies for the user.
Routing Policies
| oK | \ Apply \ \ Cancel
Utilities

Connected Line Identification Privacy on Redirected Calls: (8} N Privacy
O privacy For External Calls
O privacy For Al Calls

Send Call Being Forwarded Responss on Redirscted Calls: (®) yayer
O tntrnal calls

Al calls

|| ok | [ asy |[ cancel |

Group > Call Center menu > Call Centers > Call Policies

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit
Click Call Policies

For Connected Line Identification Privacy on Redirected Calls, select either
No Privacy

Privacy for External Calls

Privacy for All Calls

For Send Call Being Forwarded Response on Redirected Calls, select either
Never

Internal Calls

All Calls

To save your changes Click Apply or OK

18.16 DISTINCTIVE RINGING

Use the Call Center - Distinctive Ringing page to configure the call centre distinctive ringing for calls routed to
agents.

Group > Call Centers : NTSEnguiriesCC@uat-trial.com Welcome Sekler Debbie [Loaout]

Options: — . . .
Distinctive Ringing
» Canfigure the call center distinctive ringing policies for calls routed to the agant.
Routing Policies
| oK \ | Apply \ \ Cancel
Uutilities
" Enable distinctiva ringing for call center calls
Ring Pattern:| Normal hd

Ring Pattern for forced delivered call center calls:| Normal hd

‘| oK H Apply H Cancel \

Group > Call Center menu > Call Centers > Distinctive Ringing

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit

Click Distinctive Ringing
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4. Click Enable distinctive ringing for call centre calls (if required)

5. Click the Ring Pattern drop down arrow and select the ring pattern
Long-Long
Short-Short-Long
Short-Long-Short

6. To save your changes Click Apply or OK

18.17 ROUTING POLICIES

From the Routing Policies menu a Customer Administrator can configure Bounced Calls, Overflow calls and
Stranded calls.

Bounced calls allow a CGA to configure how calls unanswered by Agents are handled.

The Overflow feature enables a CGA to configure the routing policy when a large number of calls have been
received or call have been waiting longer than a configure threshold.

Stranded Calls are calls stranded in the queue when all agents are signed out.

Stranded Calls - Unavailable are calls stranded in the queue when all the agents are unavailable

t“-; \ _Group >.Call Centers : CC_DC Welcome Sales Group Administrator [Logeut]
Options: 3 _
Routing Policies

Profie
> G ACD Queue

@ o None of the meny iterns in this category sre snabled. Bounced Calls

Configure the call center routing policy for calis unanswered by agents
Mensaging

Overfiow

Configure the call canter routing policy when a large number of calis have baen received
or calls have baen waiting longer than a configured threshold

Stranded Calls

Configure the call center routing policy for calle stranded in queus when all the agents are
signed-out.

Stranded Calls - Unavallable

Configure the call center routing policy for cals stranded in queue when all the agents are
unavailable

Group > Call Center menu > Call Centers > Routing Policies

18.17.1 BOUNCED CALLS

_Group > Call Centers : CC_DC Welcome Sales Group Administrator [Logout]

Options
Bounced Calls
Brofis Configure the call center routing policy for callz unanswered by agents
» 1 P —
 — T | foply | | Cancel

Call Plans

Messaging

Y| Bounce Calls after 5 Rings

Bounce calls if sgent becomes unavailable vhile routing the call

Alert agent if call is on hold for longer than 30 seconds

| 8ounce caliz after baing on hold by agent for longar than 60 seconds

[ ok J[ A | [ Conca |

Group > Call Center menu > Call Centers > Routing Policies > Bounced Calls

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit
Select Routing Policies from the Options menu

Select Bounced Calls

a ~ N PF

Enter the number of rings to Bounce Calls after
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6. Select Bounce calls if agent becomes unavailable while routing the call (if required)
7. Select Alert agent if call is on hold for longer than xx seconds (default setting is 30 seconds)

8. Select Bounce calls after being on hold by agent for longer than xx seconds (default setting is 60
seconds)

9. To save your changes Click Apply or OK

10. Group > Call Center menu > Call Centers > Routing Policies

18.17.2 OVERFLOW

T 4" Welcome Sales Group Administrator [Logout]
Options:
Overflow
Profile -
Configure the call center routing policy when a large number of calls have been received or calls have been vaiting longer than a configured threshold
D Routing Policies ‘
ok J[ e ][ Concel ]
Calling Plans

Note: The uris/files for audio/video will be played in the order they are listed
Action:
© Perform busy treatment

Transfer to phone number / SIP-URI:

Play ringing until caller hangs up

Enable overflow after calls wait 30 seconds

] Play announcement before overflow processing
Audio:

9 pefault

[0k ) [ ey | [ Concel |

Group > Call Center menu > Call Centers > Routing Policies > Overflow

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit
Select Routing Policies from the Options menu

Select Overflow

o & W b PkE

From the Action area select one of the options:

Perform Busy treatment (the caller will get the same treatment as if the caller was busy). This is a
default setting

Transfer to phone number/URI
Play ringing until caller hangs up

6. Select Enable overflow after calls wait xx seconds to specify how long calls wait before being
overflowed

7. Select Play announcement before overflow processing if you require an announcement to be played
to the caller before overflowing the call

From the Audio section select either Default (default setting) or

1. Select Custom (to specify your own audio file)

2. Click the Browse button
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Type the path and filename of the .wav file OR
Navigate to where your recording (.wav file) is saved
Select the file

To save your changes Click Apply or OK

18.17.3 STRANDED CALLS

1.

2
3
4.
5

On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit
Select Routing Policies from the Options menu
Select Stranded Calls
From the Action menu, select either:
Leave in queue
Perform busy treatment
Transfer to phone number / SIP — URI:

To save your changes Click Apply or OK

r‘l n Group > Call Centers : CC_DC

Options:

Stranded Calls

Profile

Calling Plans

Messaging

Group > Call Center menu > Call Centers > Routing Policies > Stranded Calls

18.17.4 STRANDED CALLS - UNAVAILABLE

1.

2
3.
4
5

On the Group - Call Center menu page Click Call Centers

Select the required call centre to Edit
Select Routing Policies from the Options menu

Select Stranded Calls — Unavailable

Welcome Sales Group Administrator [Loacut]

Configure the call center routing palicy for caliz stranded in queue when all the agents are

To apply the policy when all agents are unavailable and at least a configured number of agents have set

their unavailable code to a configured code, check the box below the following text "This policy is

performed when all agents are unavailable, and:" and enter the number of agents and the unavailable

code.

From the Action menu, select either:
Leave in queue
Perform busy treatment
Transfer to phone number / SIP — URI:

To save your changes Click Apply or OK
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Group > Call Centers : CC_DC Welcome Sales Group Administrator [Logout]

Options: ‘ .
Stranded Calls - Unavailable

Profile ‘

— Configure the call center routing policy for calls stranded in queue when all the agents are unavailable.

[ Routing Policies

| OK H Apply || Cancel ‘

Incoming Calls

Calling Plans ‘
This policy is parformad when sll agants are unavailabls, and:

at IeastD agents have unavailsble cade: None v
Action:

®) L eave in queue

(U Perform busy treatment

() Transfer to phone number / SIP-URL: |

‘| ok | [ Aoy || cancel |

Group > Call Center menu > Call Centers > Routing Policies > Stranded Calls - Unavailable

18.18 CALLING PLANS

A call centre is itself a virtual user (the call centre user) and you provision it with many of the same Incoming
Calling Plan attributes a user has.

Display the typs of phane numbers you can recsive calls from.
B calling Plans

Group = Call Centers : CC_DC Welcome Sales Group Administrator [Logout]
Options: ‘ i
| Calling Plans
Profile
Routing Policies ‘ Incoming Plan Outgoing Plan
Incoming Calls ‘ Incoming Calling Plan None of the menu items in this cat=gory are enabled.

Group > Call Center menu > Call Centers > Calling Plans

18.18.1 INCOMING CALLING PLAN

1. On the Group - Call Center menu page Click Call Centers
2. Select the required call centre to Edit

3. Click Calling Plans from the options menu

4. Click Incoming Calling Plan
5

Click Custom Settings and make required changes

Group > Call Centers : CC_DC Welcome Sales Group Administrator [Logout]

Options: . .
pHons Incoming Calling Plan

Incoming Calling Plan allows you to view the calling plan rules for your incoming calls. Only your administrator can change the call types that are permitted.

Profile

Routing Policies

[ ok ][ Aoy ][ cancel |

Incoming Calls ‘
[ Calling Plans ‘

[ ] custom Settings

Permitted Name

4 Calls From Within Enterprise
Y W Calls From Outside Enterprise
W Callect Calls

W DSCne

Legend
Alloves ¥
Partial - Allaw anly if transferred by a group user: P
Black: N

‘ | OK H Apply || Cancel ‘

Group > Call Center menu > Call Centers > Calling Plans

To save your changes Click Apply or OK
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18.19 TO MAKE A CALL CENTRE INACTIVE

There is no need to delete a call centre if it is not required for a period of time. Once a call centre has been created
it can be made inactive or reactivated at any time.

On the Group - Call Center menu page Click Call Centers

Ensure the Active checkbox that relates to the Call Centre you want to make inactive does NOT have a
tick

To save your changes click Apply or OK

Welcome Sekler Debbie [Logout]

Call Centers

all center to allow agents to log in and out, to queus incoming calls that cannot be answiered immediatsly, to re-direct calls
n hold,

Services | [ ok ][ Aeely || AddBasic | [ AddStandard | [ AddPremium | [ AddCallCenter Wizard | [ Cancel

Active Name Type Video Phone Number Extension Department Edit

Utilities ] ACME Premium 0392966330 £330 Edit

Group > Call Center menu > Call Centers

18.20 TO CHANGE THE CALL CENTRE ID
On the Group - Call Center menu page Click Call Centers
Select the required call centre to Edit
Click Profile
Click Change User ID
Enter the new call centre ID, select the domain from the drop-down list, and then click OK.

To modify other profile information, type or select information for the call centre.
An asterisk (*) indicates mandatory data.

Click OK

Group >_Call Centers : NTSConsultCC@uat-trial.com Welcome Sekler Debbie [Logout]

Change User ID

Change the ID of 2 user,

* New User ID: @ |uattrisl.com WV
il
|

Group > Call Center menu > Call Centers

18.21 TO DELETE THE CALL CENTRE

The Call Center - Call Center Profile page is used to delete a call centre

On the Group — Call Center menu page Click Call Centers
Select the required call centre to Edit

Click Profile

Click Delete

To save your changes Click Apply or OK
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Group > Call Centers : NTSConsultCC@uat-

Call Center Profile

Madify the selected call center.

Welcome Sekd

‘| oK | [ ey |[ Deete | [ cancel

Call Center Type: Premium

Call Center ID: NTSConsultCC@uat-trial.com

Change User 1D (Alsc saves current screen data)

* Nama: INTS Consult CC X
* Calling Line ID Last Name: | ConsultCC

Time Zone: [ (GMT+10:00) Australia/Victoria
Routing Type

v

® priarity Based ( Skill Based

Group Policy:

O circular

Regular (U simultanecus () uniform () waighted Call Distribution
rBandwidth and QoS Settings

Languags

Prefarrad announcement / music codac for external calls

Preferred announcement / music codec for internal calls:

Call Center Settings

Queus Langt) calls

[] enzble video suppart

[ allows callers to dial E to escape out of queus

Play ringing when offering call

[[] Reset caller statistics upon entry to queus

Reporting Settings
’7 [+#] Enable Call Center External Reporting

—Agent Settings

[ Allow agents to join Call Centers
[ allow call waiting an agants

[ Enable calls to agents in wrap-up state

[] Ensbla maximum ACD wrap-up timar minutes:secands)
[ Automatically set agant stat= to| Wrap-Up ™ [after call
[] Automatically answer calls after waiting I:l s=conds

Group > Call Center menu > Call Centers
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CHAPTER 19
CALLING PLAN MENU

This chapter contains sections that correspond to each item on the Group — Calling Plan menu page.

Welcome Sales Group Administrator [Logout]

Options: N
Calling Plan
Profile
esdircas Configuration Management
Services Codes Management Incoming Calling Plan
Set the authorization codes to be used on outgoing calls as defined in the Outgoing Pravent departments, or the group from receiving incoming calls of a specified type.
Acct/Auth Codes Calling Plan.
Outgoing Calling Plan
Call Conter Digit Strings Pravent departments, or the group from making outgeing calls of & specified type.
Configure the digit strings to be used in the Incoming Calling Plan and Outgoing Digit
» g Pl Plan. OQutgoing Digit Plan
1 Prevent departments, or the group from making outgoing calls based on a defined digit
Utilitios Pinhole Digit Strings iy
Configure the digit strings to be used in the Outgoeing Pinhole Digit Plan.
Outgoing Pinhole Digit Plan
Transfer Numbers Override departments, or the group outgoing dial restrictions based on a defined digit
Define the transfer numbers that are used when a caller makes an outgoing call that pattern
requires operator assistance as defined in the Outgoing Plan.

Group > Calling Plan Menu

The Group - Calling Plan menu contains these items:

CONFIGURATION MENU

This menu displays the items that group administrators use to configure codes and digit strings for calling plans:

° Codes Management
° Digit Strings

° Pinhole Digit strings
° Transfer Numbers
MANAGEMENT MENU

This menu displays the items that group administrators use to manage calling plans:

° Incoming Calling Plan

° Outgoing Calling Plan

° Outgoing Digit Plan

° Outgoing Pinhole Digit Plan

19.1 CODES MANAGEMENT

Use this item on the Group — Calling Plan menu page to

° List Codes for the Group and Departments
° Add a Code for the Group or a Department
° Delete a Code for the Group or a Department
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On the Group — Calling Plan menu page Click Codes Management

To display the previous page, click OK.

Use the Group — Codes Management Modify (Department) and the Group — Codes Management Add

(Department) pages to select the group or department and add a code for the group or the selected department.

Welcome Sales Group Administrator [Logout]

Codes Management Add (Department)

Add a new autharization code for the group or a department.

Acct/Auth Codes
Department: Group Default

Call Center * Account/Authorization Code:

B cCalling plan Description: |

Utilities

| [oc [ oo |

Group > Calling Plan > Codes Management

On the Group — Calling Plan menu page Click Codes Management

This page lists all departments within your group. If your group is part of an enterprise, this page also lists any
departments created on the enterprise level by your enterprise administrator. If you choose to modify the code

management settings for an enterprise-level department, your changes will only apply to users in that
department that exist within your group.

In the Department column click Group Default or the name of a department
Click Add

Type the new Authorisation Code.

The length of the code is determined by the setting that has been configured in the Acct/Auth Codes

Administration page, Number of digits field
An asterisk (*) indicates required data.

Enter a Description

To save your changes Click Apply or OK

Use the Group — Codes Management Modify (Department) and the Group — Codes Management Add
(Department) pages to select the group or department and delete a code for the group or the department.

On the Group — Calling Plan menu page Click Codes Management
On the row for the department with a code, click the name of the department
To delete a code, check the Delete box for the code.

To save your changes Click Apply or OK
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19.2 DIGIT STRINGS

Use this menu item on the Group — Calling Plan menu page to

The Digit Strings page allows you to set up a custom digit string plan. Group Administrators can assign digit

List and Delete Digit Strings

Add or Modify Digit Strings

strings at the group, department, or user level. Digit strings consist of any sequence of digits, which can include
wild cards, and each string is given a name. The digit strings are available for both incoming and outgoing plans.

When a call is placed or received, the number is checked against assigned digit strings (whether assigned to the
individual user or to their department or group). Note that if the user does not have individual assignments, their

department digit string settings take effect. If the user is not assigned to a department, then the group default

assignments take effect. If the number matches any assigned digit patterns, the call is blocked.

LISTA

ND Df

LETE DIGIT STRINGS

Use the Group — Digit Strings page to list the current digit strings configured for the Outgoing and Incoming Calling
Plans for the group.

r P ‘E Group Welcome Sales Group Administrator [Logout]
Options: s S
Digit Strings
Profile
Create new digit strings and manage existing digit strings that are used to restrict calls in the Incoming Calling Plan and Outgeing Calling Plan.
Resources =
i 0K fopy | [ Add | [ Concel
ATt ke Delete Name (4] Digit String Edit
B DSOne 111 Edit
Call Center
[Page1of1]
P Calhina Pian Name  ~ Starts With ~ Find
Utilities

[ ok ][ ey ][ A | [ Cancel

Group > Calling Plan > Digit Strings

1. On the Group - Calling Plan menu page Click Digit Strings

2. To delete a digit string, check the Delete box for the string.

3. To save your changes Click Apply or OK

ADD DIGIT STRING

Use the Group — Digit Strings Add page to add digit strings for the Outgoing and Incoming Calling Plans for the

group.

r J ' Group Welcome Sales Group Administrator [Logout]
Options: — =
Digit Strings Add
Add a new digit string.
Resoyrces
OK [ cancel |
Services — — e
Acct/Auth Codes
* Name: |
Call Center
* Digit String:
D Calling Plan ot
utilities
oK | [ Cancel |

Group > Calling Plan > Digit Strings

1. On the Group - Calling Plan menu page Click Digit Strings

2. Click Add

3. Type data for the digit string. An asterisk (*) indicates required data.
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A digit string can contain one or more question marks (?) as a wildcard that represents any digit between 0-
9. These wild cards (?) can appear in any position except as the national prefix or country code.

An asterisk (*) can also be used as a wildcard. This wild card can be used once, in the trailing position to the
right.

If a digit string contains a ? and a *, the * must be after the ?.

4. To save your changes Click Apply or OK

MODIFY ADIGIT STRING

Use the Group — Digit Strings Modify page to delete or modify a digit string for the Outgoing and Incoming Calling
Plans for the group.

Welcome Sales Group Administrator [Logout]

Options:

Digit Strings Modify

Profile
Modify the selected digit string.

Resourcas

[ ok ][ Deete | [ Cancel

Services

Acct/Auth Codes
Hame: DSOne

Call Center * Digit String: 111

®  calling Plan

Utilities ‘[ OK | [ Delete | [ Cancel |

Group > Calling Plan > Digit Strings

1. On the Group - Calling Plan menu page Click Digit Strings
2. Click Edit or any item on the row for the string
3. To modify the string: type data for the string. An asterisk (*) indicates required data.

A digit string can contain one or more question marks (?) as a wildcard that represents any digit between 0-
9. These wild cards (?) can appear in any position except as the national prefix or country code.

An asterisk (*) can also be used as a wildcard. This wild card can be used once, in the trailing position to the
right.

If a digit string contains a ? and a *, the * must be after the ?.

4. To save your changes Click OK

19.3 PINHOLE DIGIT STRINGS

Use this menu item on the Group — Calling Plan menu page to Configure the digit strings to be used in the
Outgoing Pinhole Digit Plan. Pinhole Digit Strings are used to override outgoing dial restrictions.

LISTAND DELETE PINHOLE DIGIT STRII

Welcome Sales Group Administrator [Logout]

Options: . . .
Pinhole Digit Strings
Profile
Creats new Pinhole digit strings and manage axisting digit strings that are used to override outgoing dial restrictions.
Resources
[ ok ][ moey |[ Add ][ cancel
Services
Delet: N Digit Stris Edit
Acct/Auth Codes e Name 4] iqit String :
Hll test 4568797 Edit
Call Cente:
et [Page1of1]
» Calling Plan Starts With v Find Find Al
Utilities
[ ok | appy || Add ][ cancel |

Group > Calling Plan > Pinhole Digit Strings

1. On the Group — Calling Plan menu page Click Pinhole Digit Strings
2. To delete a digit string, check the Delete box for the string.

3. To save your changes Click Apply or OK
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Welcome Sales Group Administrator [Logout]

Acct/Auth Codes

Call Center

B calling Plan

Utilities

Pinhole Digit Strings Add

Add a new Pinhole digit string.

* Name: H

* Digit Stnng:‘

o (o ]

Group > Calling Plan > Pinhole Digit Strings

1. On the Group — Calling Plan menu page Click Pinhole Digit Strings

2. Click Add

3. Type data for the digit string. An asterisk (*) indicates required data.

A digit string can contain one or more question marks (?) as a wildcard that represents any digit between 0-
9. These wild cards (?) can appear in any position except as the national prefix or country code.

An asterisk (*) can also be used as a wildcard. This wild card can be used once, in the trailing position to the
right.
If a digit string contains a ? and a *, the * must be after the ?.

/. To save your changes Click Apply or OK

MODIFY A PINHOLE DIGIT STRING

Options:

Acct/Auth Codes

Call Center

B Calling Plan

Utilities

Welcome Sales Group Administrator [Logout]

Pinhole Digit Strings Modify

Modify the selected Pinhols digit string.

[ ok ][ peete |[ Cancel |
Name: test
= Digit String: [4566797 x
| ‘ OK | | Delete ‘ | Cancel ‘

Group > Calling Plan > Pinhole Digit Strings

1. On the Group — Calling Plan menu page Click Pinhole Digit Strings

2. Click Edit or any item on the row for the string
3. To modify the string: type data for the string. An asterisk (*) indicates required data.

A digit string can contain one or more question marks (?) as a wildcard that represents any digit between 0O-
9. These wild cards (?) can appear in any position except as the national prefix or country code.

An asterisk (*) can also be used as a wildcard. This wild card can be used once, in the trailing position to the
right.

If a digit string contains a ? and a *, the * must be after the ?.

4. To save your changes Click OK

19.4 TRANSFER NUMBERS
LIST, ADD, MODIFY Al

D DELETE TRANSFER NUMBERS

You assign transfer numbers (T1, T2, and T3) to specific call types in the Outgoing Calling Plan and Outgoing Digit
Plan to block users from making those types of calls. When a user dials a number for a call type to which a
transfer number has been assigned, the call is routed to the transfer number instead of to the dialed number. If a
department has no transfer number, and an outgoing call type has a transfer number assigned to it, the call is
blocked.
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Use the Group — Transfer Numbers page to list, add, modify, or delete the current transfer numbers for the group

and departments.

Note: Department settings override group settings.

Transfer Numbers

Create transfer numbers for the group and/er departments that are used on outgoing calls, as specified in the Outgeing Calling Plan

[ok ][ feoy ][ Cancel |

Service: em—

Acct/Auth Codes

Asst/Auth Cod Department Transfer Number 1 Transfer Number 2

Call Center Group Default |
D Coting p

Users can be configured with their own custom settings in user-level Calling Plan
utilities
0K Aoply [ Cance |

Group > Calling Plan > Transfer Numbers

On the Group — Calling Plan menu page Click Transfer Numbers

To add, modify, or delete the transfer numbers for a department with a customized Outgoing Calling

Plan, edit the Transfer Number text boxes for the department.

This page lists all departments in your group. If your group is part of an enterprise, this page also lists any
departments created on the enterprise level by your enterprise administrator. If you choose to modify the

Welcome Sales Group Administrator [Logout]

transfer numbers for an enterprise-level department, your changes will only apply to users in that department

that exist within your group.

To save your changes Click Apply or OK

19.5 INCOMING CALLING PLAN

The settings on the Incoming Calling Plan define the types of calls that are allowed to reach the group and

departments. For example, the Incoming Calling Plan determines whether users in your group or department can

accept calls from outside the group.

For all incoming calls, the call type is compared to the set of allowed incoming calls in the plan. If the call type is
not in the set, the call is denied and an appropriate message is played to the originating party.

Use the Group — Incoming Calling Plan page to list, add, modify, or delete the current settings for the Incoming

Calling Plan for the group and departments. A checked call type indicates that calls of this type are allowed. On

this page, Calls From Within Group, Calls From Outside Group, and Collect Calls are call types provided by

Telstra; other call types are customized for the group.

Note: Department settings override group settings.

Note: This page lists all departments in your group. If your group is part of an enterprise, this page also
lists all departments created at the enterprise level by your enterprise administrator. If you alter the settings
for an enterprise-level department, your changes will only apply to users in that department that exist within

your group.
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E 2 M“ 3l Group Welcome Sales Group Administrator [Leasut]

Options: » o
Incoming Calling Plan
Profile
Customize the Incoming Calling Plan for the group and/or departments,
Resources
[ ok ][ e Cancel |
Services e
AcctiAuth Codes Department Calls From Within Enterprise Calls From Outside Enterprise Collect Calls DSOne
Call Center Group Default 7 Y - v v
I Calling Pla Check box to permit call type; Users can be configured with their own custom settings in user-level Calling Plan
> r Legend
Utilities Allow
| Partial - Allow only i transfarred by a group userP
| Block N
oK | Aoply Cancel |

Group > Calling Plan > Incoming Calling Plan

On the Group — Calling Plan menu page Click Incoming Calling Plan
Edit the settings on the rows for the group and departments:

To enable a setting, check the box for the call type, for example, Collect Calls.
To modify a setting, check or uncheck the box for the call type.
To disable a setting, uncheck the box for the call type.
In the Calls From Outside Group column, choose one of these settings:
“Y” Allows users in the group or department to receive all calls from outside the group.

“P” Allows users in the group or department to receive calls from outside the group only if the outside call is
transferred or forwarded to the user by another user inside the group.

“N” Prevents users in the group or department from receiving all calls from outside the group, even if the
outside call has been transferred or forwarded by a user inside the group.

Note: Fully restricted users (“N” in Calls From Outside Group column) cannot pick up outside calls in their
call pickup group or outside calls parked by a user in their group..

To save your changes Click Apply or OK

19.6 OUTGOING CALLING PLAN

The settings on the Outgoing Calling Plan define the types of calls that group members and department members
are allowed to make. For example, this page determines whether users in your group can initiate toll and
international calls. The settings also control whether group and department users can forward and transfer calls to
numbers outside the group.

Use the Group — Outgoing Calling Plan page to list, add, modify, or delete the current settings for the Outgoing
Calling Plan for the group and departments. All new users receive the privileges assigned to the Group Default or
if assigned to a department, they receive the privileges assigned to that department.

CHAPTER 19 CALLING PLAN MENU 199



Welcome Sales Group Administrator [Logout]|

Qutgoing Calling Plan

Customize the Cutgeing Calling Plan for the group and/ar departments.

- [oc ][ sy |[ Comcul |
Servicas
/ wo— .
- [ | Flfinitiating call Forwards/ Transfers Being Forwarded/ Transferred
Eters Departs nt Gi Local Toll Toll " Operator ‘Chargeable Directory Special Special Premium Premium Casual URL Unka
B Calling Pl partment Sroup 102 Free 00 IMiema Assisted i Services1 ServicesII ServicesI  Services II Dialing ™"
alling Plan Groun
Default M~y -vy - Y ~v - Y - Y o~ Y o~ Y v N - N - N vY » ¥ =

Utilities

Salact from drop-down list to permit cail typs; Users can be configurad with their own custom settings in user-level Calling Plan

Legend

Allowe Y
Block H

[ok [ Ay [ Comcdl |

Group > Calling Plan > Outgoing Calling Plan

A definition of each call type is provided below:

CALL TYPE DESCRIPTION

Group Calls from within the user's business group.

Local Calls within the local calling area.

Toll Free Free calls to numbers beginning with 1800.

Toll Calls outside the local calling area.

International Chargeable calls to other countries.

Operator Assisted Calls made with the chargeable assistance of an operator.

Chargeable Directory Calls made to Directory Assistance such as 1234 or 1124.

Assistance

Special Services | Calls to 700 numbers. These calls may or may not be chargeable.

Special Services || Customizable by the system provider.

Premium Services | Chargeable calls to 900 numbers.

Premium Services Il Chargeable calls to 976 numbers.

Casual 1010XXX or 10XXX chargeable calls. Example: 10-10-321, followed by the number you are
calling.

URL Dialing Chargeable calls made to an e-mail address instead of a phone number.

Unknown Unknown call type.

Note: Department settings override group settings.
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Note: This page lists all departments in your group. If your group is part of an enterprise, this page also
lists all departments created at the enterprise level by your enterprise administrator. If you alter the settings
for an enterprise-level department, your changes will only apply to users in that department that exist within
your group.

1. On the Group - Calling Plan menu page Click Outgoing Calling Plan
2. Click the Originating tab to edit the settings on the rows for the group and Department:
3. To allow a call type, select “Y” from the drop-down list.
4. To block a call type, select “N” from the drop-down list.
5. To specify use of an authorisation code for a call type, select “A” from the drop-down list.
6. To identify one of three transfer numbers (a call type), select “T1", “T2", or “T3” from the drop-down list.
Welcome Sales Group Administrator [Logout]
S Outgoing Calling Plan
Profile
ustomize the Outgoing Calling Plan for the group and/or departments.
R T ™
fectAnid ey originating i/ |
e Department Grouplocalfog, TollInternationalQPS Lo D e s sy Gy immes c“""::‘hg e
g ooe v ¥ & 7 & 7 7 7] v [ v
Check box to permit call type; Users can be configured with their own custom settings in user-level Calling Plan
oK [ 2oy | [ Cancel

Group > Calling Plan > Outgoing Calling Plan

7. To display the Group - Initiating Call Forwards - Transfers settings for the group and Department:

Click the Initiating Call Forwards - Transfers tab

8. Edit the Group — Initiating Call Forwards - Transfers settings:
9. Check the box for the call type, for example, Toll Free.

10. To disable a setting, uncheck the box for the call type.

T ‘; iy Group Welcome Sales Group Administrator [Logout]
Options: . 2
Outgoing Calling Plan
Profile
Customize the Outgoing Calling Plan for the group and/or departments.
Resources
B [ ok J[ sy J[ Conca |
Services SESR——
Acct/Ayth Codes
Orig jInitiating Call Forwards/Transfers ‘ .
Call Cent:
i Department Outside Group
D Coling Plas Group Default v
Utilities Check box to permit call type; Users can be configured with their own custom settings in user-level Calling Pian
0K Apply | Cancet |

Group > Calling Plan > Outgoing Calling Plan
11.To display the Group — Being Forwarded - Transferred settings for the group and Department: Click the
Group — Being Forwarded - Transferred tab.
12. Edit the Outside Group setting:

13. To allow calls between users in the group or a department (intra-group calls) to be transferred or
forwarded by another user in the same group or department to telephone numbers outside the group,
check the box for Outside Group for the group or department.

14.To prevent calls between users in the group or a department (intra-group calls) from being transferred
or forwarded by another user in the same group or a department to telephone numbers outside the
group, uncheck the box for Outside Group for the group or a department.

15. To save your changes Click Apply or OK
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19.7 OUTGOING DIGIT PLAN
LIST, ADD, MODIFY AND D OUTGOING DIGIT PLAN

The settings on the Outgoing Digit Plan define the customized types of calls that group members and department
members are allowed to make, forward, or transfer. The call types are configured as digit strings.

The call types in the Outgoing Digit Plan are in addition to those provided on the Outgoing Calling Plan.

LIST, ADD, MODIFY, AND DELETE OUTGOING DIGIT PLAN

Use the Group — Outgoing Digit Plan page to list, add, modify, or delete the current settings for the Outgoing Digit
Plan for the group and departments. All new users receive the privileges assigned to the Group Default or if
assigned to a department, they receive the privileges assigned to that department.

Note: Department settings override group settings.

Note: This page lists all departments in your group. If your group is part of an enterprise, this page also
lists all departments created at the enterprise level by your enterprise administrator. If you alter the settings
for an enterprise-level department, your changes will only apply to users in that department that exist within
your group.

Welcome Sales Group Administrator [Logout]

Options: 3 a
Outgoing Digit Plan
Profile
Customize the Outgoing Digit Calling Plan for the group and/or departments.
Resources =z
S ok J[ s ][ Coed ]
Acct/Auth Codes
Auth linitiating Call Forwards/Transfers
Call Conter
Department DSOne
o na Rhas Group Default -
Utilities
Select from drop-down list to permit call type; Users can be configured vith their own custom settings in user-level Calling Plan
Legend
Allow ¥
Block N
Authorization code required A
Transfer to 1st transfer number T1
Transfer to 2nd transfer numberT2
Transfer to 3rd transfer number T3
ok J[ st ][ Coed ]

Group > Calling Plan > Outgoing Digit Plan

1. On the Group - Calling Plan menu page Click Outgoing Digit Plan
2. Select the Originating tab to edit the settings on the row for the group and Department:
3. To allow a call type, select “Y” from the drop-down list.
4. To block a call type, select “N” from the drop-down list.
5. To specify use of an authorization code for a call type, select “A” from the drop-down list.
6. To identify one of three transfer numbers for a call type, select “T1", “T2”, or “T3” from the drop-down
list.
Welcome Sales Group Administrator [Logout]
_ Sepole Outgoing Digit Plan
— o) Cowr ) (oo ]
. originating i [ |
Call Center
Department DSOne
P Calling Plan Group Default v
oK [ fopy | [ Concel |

Group > Calling Plan > Outgoing Digit Plan
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7.

8.
9.

To display the Group — Initiating Call Forwards/Transfer settings for the group and Department:
Click the Initiating Call Forwards/Transfers tab

Select the Initiating Call Forwards/Transfers tab to edit settings:

To enable a setting, check the box for the call type.

10. To disable a setting, uncheck the box for the call type.

11. To save your changes Click Apply or OK

19.8 OUTGOING PINHOLE DIGIT PLAN

Override departments, or the group outgoing dial restrictions based on a defined digit pattern.

S A

Note: Department settings override group settings.

Note: This page lists all departments in your group. If your group is part of an enterprise, this page also
lists all departments created at the enterprise level by your enterprise administrator. If you alter the settings
for an enterprise-level department, your changes will only apply to users in that department that exist within
your group.

Welcome Sales Group Administrator [Logout]

Options: . . ..
Outgoing Pinhole Digit Plan
Praofile
Custamize the Outgaing Pinhle Digit Calling Plan for the group and/or departments.
Resources
[ ok ][ Aey ][ Gancel |
Services
/ —
Acct/Auth Codes Initiating Call Forwards/ Transfers
call center
Department test
» calling Plan Group Default
utilities
Select from drop-down list to permit call type: Users can be configured with their own custom ssttings in user-level Calling Plan
Legend
Ignare 1
Allow Y
Authorization code required A
Transfer to 1st transfer number T1
Transfer to 2nd transfer number T2
Transfer to 3rd transfer number T3
‘ | OK ‘ ‘ Apply | ‘ Cancel |

Group > Calling Plan > Outgoing Pinhole Digit Plan

On the Group — Calling Plan menu page Click Outgoing Pinhole Digit Plan
Select the Originating tab to edit the settings on the row for the group and Department:
To allow a call type, select “Y” from the drop-down list.

To ignore a call type, select “I” from the drop-down list.
To specify use of an authorization code for a call type, select “A” from the drop-down list.

To identify one of three transfer numbers for a call type, select “T1”, “T2”, or “T3” from the drop-down
list.

CHAPTER 19 CALLING PLAN MENU 203



Options:
Profile

Resources

Services

Acct/Auth Codes

Call Center

B Calling Plan

Utilities

Group-DigitPlan-Outgoing-Pinhole

Customize the Outgoing Pinhole Digit Calling Plan for the group and/or departments.

Welcome Sales Group Administrator [Logout]

[ ok ][ Aey ][ Gancel |

¢ A
Department test
Group Default

Select from drop-down list to permit call type; Users can be configured with their own custom settings in u

ser-level Calling Plan

Legend
Ignorel
Allow Y

‘ | OK H Apply H Cancel |

Group > Calling Plan > Outgoing Pinhole Digit Plan

/. To display the Group — Initiating Call Forwards/Transfer settings for the group and Department:
Click the Initiating Call Forwards/Transfers tab

8. Select the Initiating Call Forwards/Transfers tab to edit he settings:

9. To enable a setting, check the box for the call type.

10. To disable a setting, uncheck the box for the call type.

11.To save your changes Click Apply or OK
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CHAPTER 20
UTILITIES MENU

This chapter contains sections that correspond to each item on the Group - Utilities menu page.

Welcome Sales Group Administrator [Logout]

Options: —

Utilities

Profile

R Basic Advanced

Services Common Phone List Device Configuration
Display or modify common group phona lists. Load or modify the default configuration file for an access gateway.

Acct/Auth Codes
Custom Contact Directories Extension Dialing

Call Center Define new custom contact directories that contain a subsat of the users in the group or  Provide the ability to configure extension dialing for your group.
enterprise.

Calling Plan LDAP Directory

g Feature Access Codes Cofais e LEAe iy o i

Wlilte Specify festure access codes (also known as star codes) and festure code prefixes
associated with the group's services. Voice Portal Branding
Enterprise Directory Customize the voice portal entry greeting that is heard by users logging in to the voice

portal.
Display the enterprise diractory list.

Inventory Report

Generate a report on the resources used in your group. Resources include phone

numbers, devices, services, users, and departments.

Password Rules

Define the password rules that users and administrators must follow to create and update
passwords.

Passcode Rules

Define the passcode rules that users must follow to create and update portal passcodes.

Group > Utilities Menu

BASIC MENU

This menu displays the items that all group administrators can use:

e Common Phone List

e  Custom Contact Directories
e Feature Access Code

e Enterprise Directory

* Inventory Reports

e Password Rules

e Passcode Rules
ADVANCED MENU

This menu displays the items that group administrators can use only if such functions have been assigned to them

e Configure Device Configuration
e Extension Dialing

* Intercept Group

e LDAP Directory

e Voice Portal Branding
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20.1 COMMON PHONE LIST

You use this page to view the contents of the Common Phone List. This list is useful for including numbers
frequently called by the group, such as a security company, company caterer, or a company day care center.

From this page, you can also:

e Delete a number
e Add a number
e Import a file of numbers

e Modify or delete a number

The Common Phone List is used as a speed-dial list from a user's CommPilot Call Manager

Welcome Sales Group Administrator [Logout]

Group > Utilities > Common Phone List

On the Group — Utilites menu page Click Common Phone List
Click Edit or any item on the row for Import Phone List
Modify required Name field and Phone Number field, if required

Select OK to save

a ~ N PE

To delete, select Delete

20.2 CUSTOM CONTACT DIRECTORIES

Use this page to view your group's (for a service provider group) or enterprise (for an enterprise group) custom
contact directories. From this page, you can also create new custom contact directories and manage existing

custom contact directories.

Note: The Custom Contact Directories can be viewed by all users in the Group or Enterprise

Welcome Sales Group Administrator [Logout]

Options: .

Common Phone List

Profil

. Store frequantly called numbers for the group so that they can be easily disled from their Commpilot Call Manager. You can also quickly sdd numbers to this list by importing a

phane list and loading the numbers from a CSV file.

Resources

Services [ ok ][ Aoy | [ Add ][ Cancel

Acct/Auth Codes

Call Center Import Phons List

Calling Plan Delete Name [4] Phone Number Edit

B Utilities Mo Entries Present
Coc) L) ) Lo

Options: .
Custom Contact Directory
Fil
B Create a new custom contact directory and manage existing custom contact directories.
Resources
[ ok ][ A | [ Cencal |
Services
Acct/Auth Codes Directory Name (4] Edit
Mo Entries Present
Call Center [Page10f1]
Calling Plan Directory Name ~ Starts With ~
P utilities
[ ok ][ ad |[ Cancal |

Group > Utilities Menu > Custom Contact Directories
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On the Group — Utilites menu page Click Custom Contact Directories
Click Edit or any item on the Directory row to modify

In the * Directory Name text box, highlight and type over the text you want to edit.

A s

Select users from the Available Users column

To select several items in sequential order, click the first name, hold down the SHIFT key on the
keyboard, and click the last name. To select several items, but not in a particular order, click the names
while holding down the CTRL key on the keyboard

5. Click Add.
To add all users (unselected) at once, click Add All.

6. To remove users, On the Selected Users column, select the users and click Remove. To remove all
users (unselected) at once,

7. Click Remove All
8. To delete, select Delete

9. To save your changes click Apply or OK

20.3 FEATURE ACCESS CODES

e List Feature Access Codes

Users dial feature access codes (flash and star codes) to access certain services, for example, Last Number
Redial and Call Return. Users also dial a prefix for Speed Dial 100 calls.

LIST, FEATURE ACCESS CODES

Use the Group — Utilities - Feature Access Codes page to view Feature Access Codes.

This table provides the default Feature Access Codes.

*34 Advice of Charge Activation

*77 Anonymous Call Rejection Activation
*87 Anonymous Call Rejection Deactivation
*52* Anonymous Call Rejection Interrogation
#8 Automatic Callback Deactivation

#9 Automatic Callback Menu Access

*14 BroadWorks Anywhere E.164 Dialing
*15 Call Bridge

*72 Call Forwarding Always Activation

*73 Call Forwarding Always Deactivation
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*21* Call Forward Always Interrogation

*21 Call Forward Always to Voicemail Activation

#21 Call Forward Always to Voicemail Deactivation

*90 Call Forwarding Busy Activation

*91 Call Forwarding Busy deactivation

*67* Call Forwarding Busy Interrogation

*40 Call Forwarding Busy to Voicemail Activation

#40 Call Forwarding Busy to Voicemail Deactivation

*92 Call Forwarding No Answer Activation

*93 Call Forwarding No Answer Deactivation

*61* Call forwarding No Answer Interrogation

*41 Call Forwarding No Answer to Voicemail Activation
#41 Call Forwarding No Answer to Voicemail Deactivation
*94 Call Forwarding Not Reachable Activation

*95 Call Forwarding Not Reachable Deactivation

*63* Call Forwarding Not Reachable interrogation

#76 Call Forwarding Selective Activation

H#17 Call Forwarding Selective Deactivation

*B4* Calling Line ID Delivery Blocking Interrogation

*67 Calling Line ID Delivery Blocking per Call

*31 Calling Line ID Delivery Blocking Persistent Activation
#31 Calling Line ID Delivery Blocking Persistent Deactivation
*65 Calling Line ID Delivery per Call

*68 Call Park
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*88 Call Park Retrieve

*98 Call Pickup

*11 Call Retrieve

*69 Call Return

#92 Call Return Number Deletion

*53* Call Waiting Interrogation

*43 Call Waiting Persistent Activation

#43 Call Waiting Persistent Deactivation

*70 Cancel Call Waiting

*99 Clear Voice Message Waiting Indicator

*33* Communication Barring User-Control Activation
#33* Communication Barring User-Control Deactivation
*#334% Communication Barring User-Control Query
*B56* Connected Line Identification Restriction Interrogation
*57 Customer Originated Trace

*97 Directed Call Pickup

*33 Directed Call Pickup with Barge-in

*55 Direct Voice Mail Transfer

*80 Diversion Inhibitor

*78 Do Not Disturb Activation

*79 Do Not Disturb Deactivation

#83 Escalate Call to Supervisor

*22 Flash Call Hold

#72 Forced Forwarding Activation
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#73

*58

#82

*66

*12

*13

#80

#381

#84

*60

#70

#71

*610

*71

*50

*5 1*

*75

*74

*47

*37

*86

*62

Forced Forwarding Deactivation

Group Call Park

Initiate Silent Monitoring

Last Number Redial

Location Control Activation

Location Control Deactivation

Make Outgoing Call as Call Center

Make Personal Outgoing Call

Monitoring Next Call

Music On Hold Per-Call Deactivation

Night Service Activation Manual Override

Night Service Deactivation Manual Override

No Answer Timer

Per-Call Account Code

Push to Talk

Selective Call Rejection Interrogation

Speed Dial 100

Speed Dial 8

Sustained Authorization Code activation (calls unlocking)

Sustained Authorization Code activation (calls locking)

Voice Mail Retrieval

Voice Portal Access
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Options:
Profile
Resources
Services
Acct/Auth Codes
Call Center
Calling Plan
Meet-Me Conferencing

P utilities

Advice of Charge Activation Activates the Advice of Charge service responsible for gathering and generating

Feature Access Codes

If "Use FAC codes” radie buttons are set to "Group FAC codes”, configure two feature access codes prefixes that are used for autherized services for the group. Otherwise Service
Provider FAC codes will be used. If Speed Dial 100 is used, the prafix for that service may ba set. Be careful to avoid conflicts behween Festure Codes, Speed Dial Codes,
Extensions, and Emergency Numbers.

Welcome Sales Group Adm ratol

[Legout]

* Spaed Dial 100 Prefix:

Use FAC codes: () Sarvice Provider FAC codes (®) Group FAC codes

Feature Access Code Name

Advics OF Charge Activation

Anenymeus Call Rejection Activation

Anonymous Call Rejection Deactivation
Anenymous Call Rejection Interrogation
Automatic Callback Deactivation

Automatic Callback Menu Access

BroadWorks Anywhere E.164 Dialing

Call Bridge

Call Forwarding Always Activation

Call Forwarding Always Deactivation

Call Forwarding Always Interrogation

Call Forwarding Always To Voice Mail Activation
Call Forwarding Alays To Voice Mail Deactivation
Call Forwarding Busy Activation

Call Forwarding Busy Deactivation

Call Forwarding Busy Interrogation

Call Forwarding Busy To Voice Mail Activation

Call Forwarding Busy To Voice Mail Deactivation
€all Forwarding No Answer Activation

€all Forwarding No Answer Deactivation

€all Forwarding No Answer Interrogation

€all Forwarding No Answer To Voice Mail Activation
Call Forwarding No Answer To Voica Mail Deactivation
Call Forwarding Net Reachable Activation

Call Forwarding Not Reachable Deactivation

Call Forwarding Not Reachable Interrogation

Call Forwarding Selective Activation

Call Forwarding Selective Deactivation

Calling Lina ID Delivary Blocking Interrogation
Calling Line ID Delivery Blocking per Call

Calling Line 1D Delivery Blocking Persistant Activation
Calling Line ID Delivery Blocking Persistant Deactivation
Calling Line ID Delivery per Call

Call Park

Call Park Retrieve

call Fickup

Call Ratrieve

Call Return

Call Return Number Deletian

Call Waiting Intarrogation

Call Waiting Persistent Activation

Call Waiting Persistent Deactivation

Cancel Call Waiting

Clear Voice Message Waiting Indicator
Communication Barring User-Control Activation
Communication Barring User-Control Deactivation
Communication Barring User-Control Query
Connected Line Identification Restriction Interrogation
Customer Originated Trace

Directed Call Pickup

Directed Call Pickup with Barge-in

Direct Voice Mail Transfer

Diversion Inhibitor

Do Not Disturb Activation

Do Not Disturb Deactivation

Escalate Call to Suparvisor

Flash Call Hald

Forced Forwarding Activation

Forced Forwarding Deactivation

Group Call Park

Initiate Silent Monitoring

Last Number Redial

Lacation Contral Activation

Lacation Control Deactivation

Make Outgoing Call as Call Canter

Make Personal Outgoing Call

Monitoring Next Call

Music On Hold Per-Call Deactivation

Night Service Activation Manual Override

Night Service Deactivation Manual Override

No Answer Timer

Per Call Account Code

Push to Talk

Selactive Call Rejection Interrogation

Speed Dial 100

Speed Dial 8

Sustained Autharization Code Activation (calls unlacking)
Sustained Autharization Code Deactivation (calls locking)
Vaice Mail Retrieval

Vaoice Portal Access

Main (Required)

Alternate (Optional)

Group > Utilities Menu > Feature Access Codes

advice of charge information sent to access devices. The advice of charge information is calculated based on the
applicable tariff at the moment of the communication.

Anonymous Call Rejection Activation allows the user to dial the Features access Code *77 to activate the

Anonymous Call Rejection service
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Anonymous Call Rejection Deactivation allows the user to dial the Features access Code *87 to deactivate the
Anonymous Call Rejection service

Anonymous Call Rejection Interrogation Informs the user whether the Anonymous Call Rejection service is
activated or deactivated.

Automatic Callback Deactivation allows users to deactivate all current automatic callback sessions. Automatic
Callback is a user service that allows users to be called back automatically by a previously busy line in their group
as soon as that line becomes free.

Automatic Callback Menu Access Provides access to an interactive voice response (IVR) menu, which lists the
current pending callback requests and allows the user to cancel individual callback requests

BroadWorks Anywhere E.164 Dialing Allows the user to dial an E.164 number. The user dials the feature
access code as an alias to the "+" sign. The system replaces the feature access code digits with the "+" sign and
resumes the call origination with an E.164 number

Call Bridge Allows a user with the Shared Call Appearance/BroadWorks Anywhere service to join a bridge

Call Forwarding Always Activation allows users to redirect incoming phone calls to another number, such as a
mobile phone or administrative assistant. After dialing the assigned code, users dial the phone number to which
calls will be redirected followed by the pound sign (#).

Call Forwarding Always Deactivation allows users to turn Call Forwarding Always off. After deactivation, calls
ring to the user’s phone unless the user has set up another service such as Call Forwarding Busy, Call Forwarding
No Answer, or Call Management - Do Not Disturb.

Call Forwarding Always Interrogation allows users to dial the Feature Access Code to find out what their Call
Forward Always setting is currently set at.

Call Forwarding Always to Voicemail Activation allows users to activate the feature and redirect incoming
phone calls directly to Voicemail

Call Forwarding Always to Voicemail Deactivation allows user to deactivate the feature so incoming calls are
received on their phone

Call Forwarding Busy Activation allows users to redirect their incoming phone calls to another number, such as
a mobile phone or administrative assistant, when they are on the phone. After dialing the assigned code, a user
dials the phone number where they want their calls to be redirected.

Call Forwarding Busy Deactivation allows users to turn Call Forwarding Busy off. After deactivation, calls ring
on the user’s phone unless the user has set up another service such as Call Forwarding Always, Call Forwarding
No Answer, or Do Not Disturb.

Call Forwarding Busy Interrogation allows users to dial the Feature Access Code to find out what their Call
Forward Busy setting is currently set at.

Call Forwarding Busy to Voicemail Activation allows users to redirect their incoming phone calls to Voicemail
when they are on the phone/

Call Forwarding Busy to Voicemail Deactivation allows users to turn Call Forwarding Busy to Voicemail off.
After deactivation, calls ring on the user’s phone unless the user has set up another service such as Call
Forwarding Always, Call Forwarding No Answer, or Do Not Disturb.

Call Forwarding No Answer Activation allows users to redirect their incoming phone calls to another number,
such as a mobile phone or administrative assistant, when they do not answer their phone. After dialing the
assigned code, the user dials the phone number where they want their calls to be redirected.

Call Forwarding No Answer Deactivation allows users to turn Call Forwarding No Answer off. After deactivation,

calls ring on the user’s phone unless the user has set up another service such as Call Forwarding Busy, Call
Forwarding Always, or Do Not Disturb.
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Call Forwarding No Answer Interrogation allows users to dial the Feature Access Code to find out what their
Call Forward No answer setting currently is set at.

Call Forwarding No Answer to Voicemail Activation allows users to redirect their incoming phone calls to
Voicemail when they do not answer after a specified number of rings.

Call Forwarding No Answer to Voicemail Deactivation allows users to turn Call Forwarding No answer to
Voicemail off. After deactivation, calls ring on the user’s phone unless the user has set up another service such as
Call Forwarding Always or Do Not Disturb.

Call Forwarding Not Reachable Activation allows a user to specify an alternative number that incoming calls will
be directed should their phone be not reachable, i.e. the network is unavailable.

Call Forwarding Not Reachable Deactivation allows users to deactivate the Call Forwarding Not Reachable
service.

Call Forwarding No Reachable Interrogation allows users to dial the Feature Access Code to find out what their
Call Forward Not Reachable setting is currently set at.

Call Forwarding Selective Activation allows users to dial the Feature Access Code to activate Call Forwarding
Selective.

Call Forwarding Selective Deactivation allows users to dial the Feature Access Code to deactivate Call
Forwarding Selective.

Calling Line ID Delivery Blocking Interrogation allows users to dial the Feature Access Code to find out what
their Calling Line 1D Delivery Blocking setting is currently set at.

Calling Line ID Delivery Blocking per Call allows users to block the display of their Calling Line ID. Before
placing a call, a user dials the assigned code, and then places the call as usual. Note that this service is only
active for one phone call.

Calling Line ID Delivery Blocking Persistent Activation allows users to activate the Calling Line ID blocking
service to prevent display of their calling line ID.

Calling Line ID Delivery Blocking Persistent Deactivation allows users to deactivate the Calling Line ID
blocking service preventing display of their calling line ID.

Calling Line ID Delivery per Call allows users to display their calling line ID on a per call basis. Before placing a
call, a user dials the assigned code, and then places the call as usual. Note that this service is only active for one
phone call.

Call Park allows users to “park” or hold a call on another extension. Users can park calls on extensions within
their enterprise to which this service has been assigned.

Call Park Retrieve allows users to retrieve or reconnect with a call that was previously parked.

Call Pickup allows users to pick up calls within an assigned call pickup group. The extensions in the call pickup
group can be viewed on the CommPilot web interface for each user in the group. The call pickup group is
determined by an administrator and may or may not consist of those in listed in the Group Phone Lists. When
users dial the Call Pickup code, the ringing phone in the group is answered. If more than one phone is ringing,
Call Pickup allows users to answer the phone that has been ringing the longest.

Call Retrieve allows users to retrieve an existing active call from another location. The user dials the Call
Retrieve feature access code from the location where the call is to be retrieved. This feature can be used from the
primary location, or from a Shared Call Appearance alternate location.

Call Return allows users to return a call to the phone number of the last call received. Users will be allowed to
return calls only to call types that are included in the Outgoing Calling Plan.

Call Return Number Deletion deletes the last incoming number.
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Call Waiting Interrogation allows users to dial the Feature Access Code to find out what their Calling Waiting
setting is currently set at.

Call Waiting Persistent Activation allows users to activate the Call Waiting Persistent service
Call Waiting Persistent Deactivation allows users to deactivate the Call Waiting Persistent service

Cancel Call Waiting allows users to dial the assigned code in order to turn off Call Waiting for the next call they
place.

Clear Voice Message Waiting Indicator allows users to dial the assigned code to clear the audible (and visible
for some devices) message-waiting indicator on their phone.

Communication Barring User_Control Activation allows users to dial the assigned code to activate the
Communication Barring User-Control service and applies the current profile. The profile must be selected
through the web portal.

Communication Barring User_Control Deactivation allows users to dial the assigned code to deactivate the
Communication Barring User-Control service.

Communication Barring User_Control Query allows the user to dial the assigned code to find out whether
Communication Barring User-Control service is activated or deactivated. If the service is activated, the user is
also informed which profile is selected.

Connected Line Identification Restriction Interrogation allows the user to dial the assigned code to find out
whether Connected Line Identification Restriction is activated or deactivated.

Customer Originated Trace allows users to dial the assigned code, to place a trace on the last number that
called them.

Directed Call Pickup allows users to pick up calls for another user in the same group by entering the assigned
access code followed by the extension of the user whose call is to be picked up.

Directed Call Pickup with Barge-in allows users to barge in on calls to or from another user in the same group
by entering the assigned access code followed by the extension of the user whose call is to be barged-in on.
Barge-in is successful only when the second user has only that one call. When a user barges in on an answered
call, the call becomes a three-way call and the user who barged in becomes the controller of the three-way call.
The group administrator configures a tone that warns users on a call that another user is barging in on their call.

Users can prevent having their calls being barged in on by using the Barge-in Exempt user service.

Direct Voice Mail Transfer allows users to transfer a held call directly to a voice mailbox, that is, without using the
CommPilot Call Manager. The call can be transferred to the user’s voice mailbox or to any other voice mailbox in
the group. The Voice Messaging service or the Third-Party Voice Mail Support service must be assigned to the
user’s group.

Diversion Inhibitor allows a user to prevent Redirection services from being activated on the terminating side of
an unanswered call.

Do Not Disturb Activation allows users to dial the assigned code, to activate the Do Not Disturb service. When
Do Not Disturb is active, a user’s phone does not ring and all calls go directly to a "busy treatment", such as Voice
Messaging.

Do Not Disturb Deactivation allows users to dial the assigned code, to turn off the Do Not Disturb service.

Escalate Call to Supervisor allows a call center agent to dial the assigned code to escalate calls to their
supervisor.

Flash Call Hold allows users to dial the assigned code to put a call on hold on a phone that does not have a Hold

button. On this type of phone, a user presses the Flash button or presses and releases the hang-up button on the
phone cradle.
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Forced Fowarding Activation allows a call center supervisor to temporarily divert new incoming calls to another
number. When the supervisor dials this feature access code, they are prompted to enter the supervised queue's
primary phone number. The number is validated and an activation message is played if the number is valid.

Forced Fowarding Deactivation allows a supervisor to dial the assigned code to deactivate Forced Forwarding
for a Call Centre.

Group Call Park a hunting mechanism so that when parking a call, the service hunts for an available user in your
group as a place to park the call instead of only trying to park the call against the user. When the supervisor dials
this feature access code, they are prompted to enter the supervised queue's primary phone number. The number
is validated and a deactivation message is played if the number is valid.

Initiate Silent Monitoring allows a Call Centre Supervisor to dial the assigned code to listen in on calls handled
by agents they are monitoring. An optional configurable tone may be used to let agents know that they are being
monitored.

Last Number Redial allows users to redial the last number they dialed. Users are allowed only to redial calls to
call types in the Outgoing Calling Plan.

Location Control Activation The Shared Call Appearance Location Control feature enables the user to activate
an alternate endpoint.

Location Control Deactivation The Shared Call Appearance Location Control feature enables the user to
deactivate an alternate endpoint.

Make Outgoing Call as Call Center allows a Call Centre Agent to dial the assigned code to make calls using a
call center phone number. The called party sees the Calling Line ID (CLID) or the DNIS of the Call Center instead
of the agent's phone number.

Make Personal Outgoing Call allows Call Center Agent to dial the assigned code to make calls using their own
phone number

Monitioring Next Call allows a Premium Call Centre Supervisor to dial the assigned code to monitor the next
incoming call. To use this feature, the supervisor must have the Directed Call Pickup with Barge-in and Call
Center Monitoring services assigned

Music On Hold Per-Call Deactivation allows users to deactivate the Music On Hold feature for their current calls.

Night Service Activation Manual Override allows the user to dial the assigned code to activate the Night
Service feature, which transfers incoming calls received outside of business hours to an alternate number.

Night Service Deactivation Manual Override allows a user to dial the assigned code to deactivate the Night
Service feature

No Answer Timer allows users to change the number of rings a caller hears before no-answering handling
services apply.

Per Call Account Code allows users to provide an account code before attempting a call, or, during a call, flash
and provide an account code to be applied to all ongoing (currently held) calls.

Push to Talk allows users to activate the Push to Talk (intercom) service. The next call will be automatically
answered by its recipient, subject to the recipient's Push to Talk access list.

Speed Dial 100 allows users to dial the assigned code, and then dial the assigned 2-digit (00 — 99) speed dial
number of the party they want to call.

Speed Dial 8 allows users to dial the assigned code, then the 1-digit (2 — 9) speed dial number of the party they
want to call.
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Sustained Authorization Code Activation (call unlocking) allows users who are required to provide authorization
codes for outgoing calls to “unlock” this requirement. Having unlocked code activation, the user is no longer
prompted for an authorization code and their calls proceed without interruption.

Sustained Authorization Code Deactivation (call locking) allows users who have unlocked their code activation
requirement, to “lock” this requirement again.

Voice Mail Retrieval allows users to dial the assigned code to to retrieve their voice mail. Upon dialing this
feature access code, the user is automatically connected to their voice mail retrieval menu.

Voice Portal Access allows the user to directly access the voice Portal by dialling the Feature Access code *62

20.4 ENTERPRISE DIRECTORY
The Enterprise Directory is only available if your group is part of an enterprise.
LIST AND DISPLAY INFORMATION FOR PHONE NUMBERS | PRIS

Use the Group — Utilities - Enterprise Directory page to view the list of phone numbers and related information for
each user in your enterprise.

You can display Enterprise Directory Summary, summary of all numbers or Enterprise Directory Detalil, a list that
provides the details for each number.

I7 I 'IE Group Welcome Sales Group Administrator [Logout]
i Enterprise Directory
Profis Displays the enterprise directory listing. A summary of the enterprise directory can be generated, which can be easily printed and a detailed phone list can be generated.
Besources
Services oK ‘
Acct/Auth Codes =
Calling Plan Enter search criteria below
b - Starts With ~ - Search
-
Group > Utilities > Enterprise Directory
Phone List
|Caro.Jane DCUser3 DCGrpl
CC_DC (Call Center) ICC_DC DCGrpl
|Sales,Leigh DCUser2 DCGrpl
Sales (Call Center) |SalesDept [ DCGrpl
Summers, Anne DCUserl [ DCGrpl
Voice Portal (Voice Ponal) 167 14‘768 182721080_VMR [ DCGrpl
Enterprise Directory Summary (Displays in separate browser window)
Phone List
Caro,Jane CC_DC (Call Center)
DCUser3 CC_DC
Sales,Leigh Sales (Call Center)
DCUser2 SalesDept
Summers,Anne Voice Portal (Voice Portal)
DCUserl 167145768_182721080_VMR
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Enterprise Directory Detail (Displays in separate browser window)

On the Group — Utilities menu page Click Enterprise Directory

The Group — Group Directory page is a list page that contains an advanced search. The YahoolD, Name,
Phone Number, Extension, Mobile, E-mail Address, and Department display for each user. Depending on
the number of pages of data in a list, list pages allow you to present the data several different ways. You can
click the headings of a column to change the sort order of items in the column, use the input boxes below
the data to specify search criteria, or click the page links, for example, Next or Previous. The advanced
search lets you define specific search criteria to narrow your search and display a manageable list. For
more information on defining search criteria, see section 5.4 Advanced Search

To display the summary of company phone numbers and related information, click Enterprise Directory
Summary. A printable summary page displays in a separate browser window

To display the details for each phone number and related information, click Enterprise Directory
Detail. A printable detail page displays in a separate browser window

To display the previous page, click OK

20.5 INVENTORY REPORT

Generate Inventory Report for the Group

Use the Group — Inventory Report page to generate a report that lists an inventory of one or more of these criteria:

users, services, phone numbers, devices, or department. You can also send a copy of the report to an e-mail
address.

I —
E , "‘E _Group Welcome Sales Group Administrator [Logout]
Options:
Inventory Report
Profile ’
Generate a report for the resources used by the group
Resource: ——
OK | | Cancel |
Service: . S
Acs h
- Report Generation Criteria
Call Center V| user
Calling Plan V] service
= 7] Phone Number
7] Device
7| Department
* Send report to this e-mail address.
OK | [ Cancel |

Group > Utilities Menu > Inventory Report

CHAPTER 20 UTILITIES MENU 217



0w NP

A | B C
User Name
CC (Sales)
Caro Jane
Caro Jane
Caro Jane
Sales Leigh
Sales Leigh
Sales Leigh
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne

Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne
Summers Anne

Sample Inventory Report (Beginning of Report)

Click OK

20.6 PASSWORD RULES

List or Set Password Rules for Users

D E

Phone Number Department Identity/Device Profile Name  IP Address

On the Group - Utilities menu page Click Inventory Report

To send a copy of the report to an e-mail address, enter the address

LISTOR SET PASSWORD RULES FORUSERS

G

Service

Incoming Calling Plan

Call Center - Basic

Fax Messaging

Music On Hold

Call Center - Basic

Fax Messaging

Music On Hold

Three-Way Call

Multiple Call Arrangement
Diversion Inhibitor

Hoteling Guest

Basic Call Logs

Push to Talk

Barge-in Exempt

Calling Line ID Blocking Override
Call Waiting

Automatic Callback

Internal Calling Line 1D Delivery
External Calling Line ID Delivery
Call Transfer

N-Way Call

Call Forwarding Not Reachable
In-Call Service Activation
Connected Line Identification Presentation
Connected Line Identification Restriction
BroadWorks Anywhere

Calling Name Delivery

Calling Number Delivery

Client License 3

Sequential Ring

Fax Messaging

Selective Call Acceptance
Remote Office

Call Return

Priority Alert

Alternate Numbers

I ast Number Redial

To generate a report, check the boxes for the items you want included in the report

Use the Group — Password Rules page to view the criteria currently set for user passwords. If Telstra has set
some password rules, you cannot edit the input boxes for those rules. If Telstra has set all the rules, this page is
read-only.

Users must follow the criteria set on this page when entering, resetting, or changing their passwords.

P

Welcome Sales Group Administrator [Logout]

Options:

ot Password Rules
Profile
Resources
Sarvicas [

Acct/Auth Codes
Password Rules for Users:

Passwords expire: Never

OK

Configure the password rules to be used when creating or updating passwords.

¢/ Passvord format cannot contain the login 1D

¢/ cannot contain the old password

¢ cannot be the reverse of the old password

¢/ cannot be any of the last 5 passwords

¢/ must contain at least 1 number(s)

¢/ must contain st least 1 uppercase alpha character(s)
¢/ must contain at least 1 lowercase alpha character(s)
¢ must contain st least 1 non-alphanumeric character(s)

¢/ must be at least 7 characters

Disable login: After 5 failed login attempts

¢ When login is disabled, send e-mail to: las@team.telstra.com
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Group > Utilities Menu > Password Rules

On the Group — Utilities menu page Click Password Rules

Click OK to display the previous page

20.7 PASSCODE RULES

List or Set Voice Portal Passcode Rules for Users

Use the Group —Ultilities - Passcode Rules page to edit or view the criteria currently set for user passcodes in the

Voice Portal service. You can choose to follow the passcode rules set by Telstra or define your own passcode

rules for use by the members of your group.

Users must follow the criteria set on this page when entering, resetting, or changing their Voice Portal passcodes.

—
I o % _Group Welcome Sales Group Administrator [Logoyt]
Options:

pren Passcode Rules

Configure the passcode rules to be used when cresting or updating Portal passcodes.

ok ][ 2y ][ Canosl ]

Profile

Resources

Services
Acct/Auth Codes
Call Center

Portal users use: @ System Rules
Service Provider / Enterprise Rules

Calling Plan
Group Rules

Passcode format: [V] cannot be the user's own extension or phone number
V| cannot be the user's own extension or phone number reversed

Y| cannot contain 3 ¥ or more repested digits

| cannot contain more than 3 ¥ digits or 3 ¥ I digits

cannot be repeating patterns

<

cannot be any of the last 1 ¥ passcode(s)

<

cannot be the reversed old passcode

AN

must be at least 4 ¥ characters, no more than 8 ¥ characters
Passcodes expire: @ never After Days

Disable login: Never @ aAfter 3 ¥ failed login attempts

| When login is disabled, send e-mail to

oK | Aoply Cancel

Group > Utilities Menu > Passcode Rules

On the Group — Utilities menu page Click Passcode Rules

Use the Portal users use control to determine whether your users’ voice portal passcodes will follow
the rules set by the system provider administrator, by the service provider or enterprise administrator, or
by the group settings on this page.

Check the following rules to apply to the format of the passcode:

Indicate whether a password cannot be the repeated digits (for example, 4444). A check mark means
the password cannot be repeated digits. The default is no check mark.

Indicate whether a password cannot be the user’s own extension or phone number. A check mark
means the password cannot be the user’'s own extension or phone number. The default is no check
mark.

Indicate whether a password cannot be the user’s own extension or phone number reversed. A check
mark means the password cannot be the user’'s own extension or phone number reversed. The default
is no check mark.

Indicate whether a password cannot be the old passcode. A check mark means the password cannot
be the user’s old passcode. The default is no check mark.
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Indicate whether a password cannot be the reverse of the old passcode. A check mark means the
password cannot be the user’s old passcode reversed. The default is no check mark.

Indicate the minimum and maximum number of characters for passcodes. Select the minimum and the
maximum number of characters from the drop-down lists

Select Never to indicate that passwords do not expire. Otherwise, select After and type the number of
days before passwords expire in the input box. The default value is Never.

Select Never to indicate that login attempts are not disabled. Otherwise, select After and select the
number of login attempts from the drop-down list. The default value is Never.

Check When login is disabled, send e-mail to and type the e-mail address to send notification of failed
login attempts.

To save your changes Click Apply or OK

Note: The settings on this page reflect the current settings for the group passcode rules. If you have
chosen to use other settings provided by your system provider administrator, enterprise administrator or
service provider administrator, the settings displayed on this page may not reflect the settings currently in
effect within your group.

20.8 DEVICE CONFIGURATION

Note: Do NOT use this feature unless instructed by Telstra

List Configurable Devices

Modify Configuration of Configurable Devices

Use the Group — Utilities - Device Configuraton to view the configurable devices assigned to the group. From this
page, you can modify the configuration of a listed device.

“ 3 & Welcome Sales Group Administrator [Logout]

Options:

Device Configuration

Lists the configurable devices for the group.

Profile

Resources

Identity/Device Profile Type [ Configure Device Edit
Acct/Auth Codes 5

Mo Entries Presant
Call Center [Pageiofi]
Calling Plan Identity/Device Profile Type i3 Starts With ~v Find  Find All
Meet-Me Conferencing

B utilities

Group > Utilities Menu > Device Configuration

On the Group — Utilities menu page Click Device Configuration

To display the previous page Click OK

Use the Group — Utilities - Configure Device Modify page to load a new or modified configuration template file of a
device that supports Enhanced Configuration (some IP Phones and SNAP devices).
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Welcome Sales Group Administrator [Logout

Options: . " . .
Device Configuration Files
Profile
View and medify files used by the Identity/Device Profile Type in the group.
Resources
Services
Acct/Auth Codes
Rebuil e files Resetthe pho

Call Center RiEEmvabo il By s Hifi—Foue-witves-Frs- vt fhios- piness Fraroyeuie b o s bl aiffa £
Calling Plan Device Type URL: hitp://sp. i telstra.com:443/dms/sp, /
B Utilities
¢ 9
Identity/Device Profile Type: Linksys SPA-8000 DMS
1s Repository Template -
File Format [4] hthenticated  Access File = = Edit
http://spadms-mod.digitalbusiness.telstra.com 1443/dms/=pa8000/spa{%
= o 25BWMACADDRESS%25}.xml .
=pa%BWMACADDRESS % xml ¥ Note: this URL has undefined content. Validate it manually by replacing any content Dovnload  Edit

between [} vith valid valua(s
hitp://spadms-mod.digitalbusinass.telstra.com443/dms/spaB000/spaPorts{%

v 23BWMACADDRESS%:25} xml bownlond  Edit
Note: this URL has undefined content. Validate it manually by replacing any content Bevnlosd
between {} vith valid value(s).

[Page 1of1]

=paPorts%
BWMACADDRESS%.xml

Group > Utilities Menu > Device Configuration

1. On the Group - Utilities menu page Click Configure Device
2. Click Edit or any item on the row for the device, the Device Configuration Files page displays

Verify that a Configuration File has been assigned (default)

Note: Telstra is responsible for loading the configuration files

3. Click Files tab

4. Click Rebuild the File
This rebuilds all device configuration files

5. Click Reset the Phone to reset all registered phones

This feature supports the following Devices: Cisco 7940, Cisco 7960, Polycom Soundpoint IP 330, 450,

550, 650, 670.
The device configuration file is regenerated and transmitted to the File Server. The phone will not reload the

new file unless the phone is reset.

6. To save your changes Click OK

20.9 EXTENSION DIALING

e View Extension Length

Extension Dialing allows users in the group to dial only an extension number using the web interface or a phone to
reach other members of the group. All extensions in a group must be the same length. The maximum number of
digits an extension can be is 20. The configured length of a group extension cannot be decreased.

VIEW EXTENSION LENGTH
Use the Group — Extension Dialing page to view the minimum, maximum and default extension length for the
group.

E‘Hi
pr By Group Welcome Sales Group Administrator [Logout]|
Options:

Extension Dialing

Profile
Configure extension dialing for the group.
Resources
oK
Services
Acct/Auth Codes

Minimum Extension Length: 4
Call Center Maximum Extension Length: 4
Default Extension Length: 4

1l n

P Utilities s

Group > Utilities Menu > Device Configuration
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On the Group — Utilities menu page Click Extension Dialing

Click OK to display the previous page

20.10 INTERCEPT GROUP

This feature can only be cobnfigured by Telstra

20.11 LDAP DIRECTORY

The LDAP Directory service allows users to access an LDAP directory from their Telstra Telephony Toolbar or
CommPilot Call Manager.

Use the Group — Utilities - LDAP Directory page to select the source of the Lightweight Directory Access Protocol
(LDAP) directory configuration (system-level, service provider or enterprise-level, or group-level) and to configure
a group LDAP directory.

Notel: This service is not configurable at Group level

Note 2: This service must also be assigned (Assign Services on Group - Resources menu) and turned on
(LDAP Integration on Group - Services menu) in order for users to carry out searches on the directory
server.

Welcome Sales Group Administrator [Logout]

Options: 3
LDAP Directory
Brofile
Configure the LDAP (Lightweight Directary Accezz Protocol) directery. You can uze the LDAP directory provided by the system or configure a group directory
Resources
oK
Services e
Acct/Auth Codes
LDAP Directory for Group Members: System Provider Directory
Call Center
Group LDAP Directory Settings:
Calling Plan Directory Address:

Directory Port: 389
Search Base:
Authenticated DN:
Authenticated Password:
Search Filter: (tslephoneNumber=*}
¢ Always Include Search Attribute in Search Filter

Column Search Attribute Attribute Name Web Label
1 =1 Name
telephonelumber Number

0K

Group > Utilities Menu > LDAP Directory

20.12 VOICE PORTAL BRANDING

Select Branding

Use the Voice Portal Branding page to select the sources for the Voice Portal Greeting and the Voice Messaging
Greeting.

The Voice Portal Greeting is played when a caller dials the voice portal number. The Voice Messaging Greeting is
played when a user in the group dials their extension to access their mailbox.

Any voice portal administrator can also record or delete these messages by phone after they log in to the voice
portal.
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Note: Assign the Voice Messaging Group service before using this page to brand greetings.

Welcome Sales Group Administrator [Logout]

3

Options: A &
Voice Portal Branding
Profile
Customize the voice portal entry greeting, which iz heard by users logging into the voice portal.
Resources = = =
OK Apply Cancel
Acct/Auth Codes
Voice Portal Greeting:
Call Center © Default Greating
Calling Plan Branded Graeting
D utiities Load Custom Greeting:
Voice Messaging Greeting:
© Default Greeting
Branded Grasting
Load Custom Greeting:
Lok foply | [ Conce

Group > Utilities Menu > Voice Portal Branding

1. On the Group - Utilities menu page Click Voice Portal Branding
2. Select the source for your Voice Portal greeting, Default Greeting or Branded Greeting

3. If you select “Branded Greeting”, click Browse to find and open the source file for the greeting on your
computer. This file must be a properly configured WAV file (CCITT u-law or a-law, 8-bit, 8-kHz mono) or
MOV file (H.263 video codec, “hinted” streaming). The path to the file displays in the Load Custom
Greeting box.

4. Select the source for your Voice Messaging greeting, Default Greeting or Branded Greeting

5. If you select “Branded Greeting”, click Browse to find and open the source file for the greeting on your
computer. This file must be a properly configured WAV file (CCITT u-law or a-law, 8-bit, 8-kHz mono) or
MOV file (H.263 video codec, “hinted” streaming). The path to the file displays in the Load Custom
Greeting box.

6. To save your changes Click Apply or OK
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FREQUENTLY ASKED QUESTIONS

Listed below are a number of Frequently Asked Questions that relate to numerous features that Customer Group
Administrators are required to support. Check these faults prior to calling Telstra Help Desk.

21.1 PROCESS FAQ’S
Identify and document fault (Group, User, Phone, Service etc)
Verify phone features are not enabled (eg Call Forwarding at phone/TIPT)
Verify that user is in default profile (Available in Office, None)
Verify user is registered to BroadWorks and phone has dial-tone (phone icon is black on LCD display).

Check network settings (IP, DHCP, DNS etc) and statistics to see if voice quality issued are evident (eg
jitter, packet loss).

Verify TIPT user configuration (call forwarding, call-plan etc.)

Listen and document TIPT treatment messages

21.1.1 ESCALATION

Document fault details (UserID, DN, MAC-Address, call scenario, feature, date/time etc.)
Is user or entire site effected?

What phone type is being used?

Has the fault been reproduced on another phone?

Other information (dialling ext or FNN)?

Fault must be submitted to CSG support via authorised contact

21.2 POLYCOM PHONES FAQ’S
Reboot phone by holding down
“Volume -, Volume +, Mute, Messages”
Or Unplug the LAN cable from the back of the phone, wait 10 seconds, replug the LAN cable
Phones load configuration from FTP server

Phone finds FTP server via DHCP (Option 66)

21.2.1 PHONE FAQ’S
Press MENU 2,2,2

MENU 3,1,1,1,1, press last soft key (Select)

Phone language not available on Polycom 301

MENU 2,2,3
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21.3 TOOLBAR FAQ’S

To log onto another users phone using the Toolbar to change their features

Click on the Logon/Logoff button on your toolbar (this will log you off your toolbar)
Click on the Options button

Click on the Accounts tab

Enter the other user’'s Username and Password

Click OK

Click on the Logon/Logoff button, to logon as the other user

Repeat the above steps to log back onto your Toolbar

Check UserID (e.g. 0299997000@domain.name)

Reset UserlD Web Password (e.g. password123)
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KNOWN ISSUES (COMMON PROBLEMS)

The Username and passwords for Toolbar and CommPilot are case-sensitive
Username: fnrn@domain.name

Password: passwordl

Default Voice Portal PIN as specified from Provisioning

Passwords can be reset for a user by logging onto CommPilot and drilling down to the user and selecting
Profile/Password

Enter a new password and advise the user

Check device is registered (black phone icon on LCD screen). If the device is not registered the call will
go to Voice Mail

If user has Executive Pack check User's CommPilot Express Profile is “Available In Office” or “None”

Check DND (Do Not Disturb), CFA (Call Forward Always), CFNA (Call Forward No Answer), SimRing
and Remote Office (RO) features etc are OFF

Check the user hasn’t turned CFA on by using the Feature Access Codes *72. Have the user press *73
to deactivate CFA

Pressing Do Not Disturb (DND) on phone will not turn DND on in the Toolbar and vice versa.
If a user does not have Voice Messaging turned on and DND is turned on the caller will get Busy tone

Check User has a Service Pack assigned

User Can’t make certain Calls (User\Calling Plan\Outgoing Calling Plan)
(e.g. Inter-group, Mobiles etc)

Check Call Baring on the User’s Outgoing Call Plan and the Group outgoing Calling Plan

Check Short-code — Voice VPN Dial Plan (Telstra)
Turn Call Waiting Off
Set CFNA and Greetings to more than the default 3 rings (options to choose are 2-20 rings)

Turn User’s Voice Messaging off

Exec configures for his PA’s phone to ring at the same time as his phone does. If both Exec and PA
don’t answer the call the Exec requires the call to go to his Voicemail box.

The Exec must ensure that his CFNA number of rings is set to a lesser number than his PA’s. i.e. Exec
CFNA 5 rings, PA CFNA 6 rings
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If one phone has a silent ring tone selected with a Shared line, when the phone that has the Silent ring
selected rings and is answered the call is actually answered on Speaker

If shared call appearance is configured on your phone, the forward soft key will not be visible

Call Forward Always takes precedence over all other features (i.e. Call Forward Busy, Call Forward No
Answer, CommPilot Express Profiles, Do Not Disturb)

Call Waiting overrides Call Forward Busy (i.e. Call Waiting needs to be turned OFF for your phone to
register the engaged signal if you are on a call)

Call Forward Busy overrides Automatic Call Back (if CFB is activated to VM or another number the
caller will not receive busy tone which in turn will not let Automatic Call Back activate)

CFA overrides Remote Office
Number of Rings setting is greater in CommPilot than will display on the Telstra Telephony Toolbar.

When setting the number of rings on the Telstra Telephony Toolbar, e.g. CFNA to 4 rings, and then you
go into CommPilot Web Portal and change the setting to 12, when you then log onto the toolbar again
the radio button will read 6 (maximum number that can be displayed on the Toolbar), however the
setting will take the CommPilot no of rings setting (12).

Which ever setting (Toolbar or CommPilot) is the last one configured takes precedence.

Check Ring Type is NOT set to Silent.
Menu\Settings\Basic\Ring Type

Scroll onto a ring type, press Select

Ensure CFA or DND features from the Services button on the Toolbar DON'T have “Play Ring Reminder
when call if forwarded” selected

Ensure External and Internal Calling line ID features on the Services button of the Toolbar are turned OFF

Press End Call soft key, press Resume

Ensure CFA and/or Remote Office are turned OFF

Press the ¥ (down arrow), then Press Exit

Lighten up the Contrast on the phone
Menu\Settings\Basic\Contrast

Press Down soft-key

Ensure Basic Call logs service has been assigned to the user.
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Ensure the Block Calling Line ID feature in the Services button of the Toolbar is OFF

Ensure headset is plugged into the headset port at the back of the phone.

Check headset is Enabled; Menu\Settings\Basic\Preferences\Headset Memory\Enabled is ticked

22.1 RVA MESSAGES

Check Phone is Registered

Check User has Service Packs

Voice VPN (DialPlan) not configured correctly to translate to Short-code to FNN

Outgoing Call Plan is barring call (e.g. International Numbers)

The Intercept Service has been assigned to the Group (New Site) or User (Activations)

Group’s Call Capacity Group limit has been reached

Ensure handset it on hook when dialling...you may have entered part of a number which has been sent
across the network, causing the RVA to be played

22.2 CGAFAQ’S
A user can only belong to one Department.
Departments can be nested
A user can only belong to one Call Pick Up group
A user can belong to many Hunt Groups or Call Centres
Re-assigning user service packs

Ensure you assign the new service pack before un-assigning the old service pack, whether you are
upgrading or downgrading

With miRECEPTION the user who has the licence assigned to them needs to have the users they are
monitoring assigned to them in: User\Client Applications\BroadWorks Receptionist Enterprise
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22.3 ADDING USERS TO MONITOR IN MIRECEPTION

9.

© N o g & bk

Login to CommPilot.

Navigate to the user who has miRECEPTION assigned to them
On the Group — Profile menu page Click Users

Click Search to display a list of users

Click Edit or any item on the row for the User

For a selected user, click Client Applications

Click BroadWorks Receptionist Enterprise

Click Search

System » N1234567R » N2234567R > Users | testuser1 @model.ipve net

BroadWorks Receptionist - Enterprise
Broadutorke Racaptianist - Enterprise s an advancad Atandant Console d

Ouiasing Galls [0k ) [ ey | [ Concel ]
tall cuntrul Enter search criteria below

- Starts With = . Search |

Userd, Tost (Testus erd@modal ipva. ne

‘ ok ) [ aey) [ comes )

Group > Profile > Users > Client Aplications > BroadWorks Receptionist Enterprise

Click one or more names from the Available Users list.

10. Click Add (or Add All if selecting all users).

11.To save your changes Click Apply or OK

12.You now have users available to monitor in miRECEPTION.

22.4 ADDING USERS TO MONITOR IN ATTENDANT CONSOLE

1.

2
3
4.
5

Login to CommPilot.

Navigate to the user who has Attendant Console assigned to them
Click Client Applications

Click Attendant Console

Click Search
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Attendant Console

oK) [ oo ] [ Conedl

Launch Aftendant Cansols wEN Commiit Cal Manager on Login

Mlow User to Configure Cal Detaits
View Can Datans

Enter search eriteris below

Ausitable Users Monitored Users
User2 Test festuser?@modelipvs net)
Userd Test festuser3@modelipvs neth

Userd Test festusert@modelipvs net)
Users Test festuser5@modelipvs net)
Add All>>
Avsitabie Cotumns Displayed Cotumns

Depariment Status

Email Name

Mobile Number

Pager Extension

Title ——— Action

| o [y ) [omed )

Group > Profile > Users > Client Aplications > Attendant Console

6. Click one or more names from the Available Users list

7. Click Add (or Add All if selecting all users)

8. Click on the headers from the Available Columns (you want to view)
9. Click Add (or Add All if selecting all headers)

10. To save your changes Click Apply or OK

You now have users available to monitor in Attendant Console

22.5 CALL CENTRE FAQ’S

>0

CommPilot web portal.

. What is the default refresh time for the Agent Activity real-time report?

Monitored” is displayed?

> O >0

correspond to the password of the Call Centre in the CommPilot web portal.

. Why is the Agent’'s ACD State blank?

. Why can | only expand one of the Call Centres and see the calls in that Call Centre?

>0 >0

multiple Call Centres, but you may only be assigned a single Call Centre to monitor.

. What is the default refresh time for real-time reports?
5 minutes is the default refresh time, however this can be altered to a minimum of one minute.

>0

the entire directory again?
Click the Reset button (X) at the right side of the Search Directory field

. Why when | click on the Personal Directory tab there are no names or numbers displayed?

>0 > O

portal for them to display on the tab.

Q. Why when I click on the Speed Dials tab there are no names or numbers displayed?
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. When | log in as an Agent why are my Available and Unavailable buttons on the toolbar greyed out?
Your Customer Group Administrator may need to select the Allow Agent Logon check box on the

5 minutes is the default refresh time, however this can be altered to a minimum of one minute.

A Supervisor can only expand the Call Centre they have been assigned to monitor. There may be

These names and number need to be entered into the Personal List menu option in CommPilot web

. On the Monitoring tab in the Call Centre panel, why am | unable to see the calls in the queue and “Not

Ensure the password of the Call Centre has been entered into the Password field. This password must

The Agent may not have initially updated their status or has not changed their status for a period of time.

. Once | have entered a name in the Search Directory and the name has been displayed, how do | display
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>

These names and number need to be entered into the Speed Dial 8/100 menu option in CommPilot web
portal for them to display on the tab.

. Can | have a call answered automatically?
Yes, select Auto answer from the menu in the status bar.

. Why is my Answer button greyed out?
If you have Auto answer turned on, your answer button will be greyed out as the calls will automatically
be answered as soon as they are routed to you.

>0 >0

. Why are the Agents logged in but not receiving calls?
If the Call Centre uses the Weighted Call distribution policy, your new agent will be assigned a
percentage value of 0, and therefore will not receive calls until this value is altered on the Call Centre
Weighted Distribution page.

>0

. Why when | use Remote Office is the Escalate button greyed out?
The Escalate button is not available when using Remote Office.

. Do Agents and Supervisors have to belong to the same group?
No, Agents and Supervisors can be a part of any group in your Enterprise, however they must be on
TIPT.

>0 >0

. Why am | unable to configure the Weighted Call distribution page?
The Weighted Call Distribution policy on the Profile page for this Call Centre must be enabled.

>0
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USER SCENARIOS AND EXERCISES

23.1 SCENARIO - SET UP BASIC SERVICES

A new user to the system would usually like to take advantage of managing their own services such as: updating
their profile and password, setting up Call Forwarding, setting up Voice Messaging, and adding to their Personal
Phone List. However, as a CGA you may perform all user tasks on behalf of a user.

After logging in, the user has access to all the services the company has purchased. Through the CommPilot
Personal portal, the user can:

Modify their profile

Change their password

Activate Call Forwarding Always

Add a phone number to their Personal Phone List

Activate Voice Messaging

23.1.1 EXERCISE - SET UP BASIC SERVICES

This exercise reviews the steps necessary to set up basic services.

23.1.2LOG IN

In the User ID field, enter your user ID.
In the Password field, enter your password.

Click Bookmark this page and type the name in the Add Favorite dialog box to access this page from
your IE menu.

Click the Login button or press the Enter key. The CommPilot Personal home page and the CommPilot
Call Manager page display as two separate windows.

23.1.3 UPDATE PERSONAL PROFILE

The profile contains personal information such as the user’s name, User ID, phone number, extension, and e-mail
address.

From the Options list, click Profile and then click Profile on the Profile menu page.

Update the profile as desired by typing the First Name and Last Name in the corresponding text boxes
and selecting the appropriate language and time zone.

Modify the additional information as required.
Click OK or Apply.

23.1.4 CHANGE PASSWORD

You can change the user’s log in password or voice portal password.

Click Passwords on the Profile menu page.

To change the password that allows the user to login to TIPT, click Set web access password; clicking
Set voice portal password changes the code that allows the user to change voice-messaging options.
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Type the current password.
Type the new password. You are required to confirm the new password by typing it a second time.

Click OK or Apply.

23.1.5 CALL FORWARDING ALWAYS

Call Forwarding Always allows a user to redirect incoming calls to another number.
Click Call Forwarding Always on the Incoming Calls menu page.
Click the On radio button.

Enter a phone number or URL to which calls will be forwarded, such as an administrative assistant.
When the Call Forwarding service is turned on, calls will be sent to the number you have designated in
the Calls Forward to field.

Click Play Ring Reminder when a call is forwarded if required.

Click OK or Apply.

23.1.6 PERSONAL PHONE LIST

A Personal Phone List is a speed-dial list from the Telstra Telephony Toolbar. By selecting a name from the list of
speed dial numbers, the Toolbar will dial the person’s phone number.

Click Personal Phone List on the Outgoing Calls menu page.
Click Add on the Personal Phone List page. The Add to Personal Phone List page displays.

Type the Name and Number exactly as you want them to appear in the dialing list. All numbers must be
ten digits and long-distance numbers must include a 1.

Click OK.

23.1.7 PHONE LIST — PERSONAL IMPORT
Click the Import Phone List link on the Personal Phone List page.

In the Select a Phone List File field, type the file name or click the Browse button to locate the .CSV file.
Click Open.

Click OK or Apply.

23.1.8 VOICE MANAGEMENT

Voice Management allows you to specify recorded messages for callers when the user’s phone is busy and/or
when you do not answer.

Click Voice Management on the Messaging menu page.
If you would like to use the Voice Messaging service, click the On radio button.
Click the Use unified messaging radio button.

If you would like a phone message-waiting indicator, click the Use Phone Message Waiting Indicator
box.

Click the Forward it to this e-mail address box. Specify the e-mail address.

If you would like to receive an e-mail notification when a caller has left a voice message, click the Notify
me by e-mail of the new message at this address box and provide the e-mail address.

If you would like to receive a carbon copy of this message voice message, click the Email a carbon copy
of the voice message to box and provide the e-mail address.

For callers to transfer to another number, click the Transfer on 0 box. Enter the Attendant phone
number.

Click OK or Apply.
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23.1.9 VOICE MESSAGING GREETINGS
1. Click Greetings on the Messaging menu page.

Under Busy Greeting, select System greeting (system recording) or Personal greeting (your voice or video
recording). If you select Personal greeting, click the Browse button to locate the file. If your voice messaging
service has video support enabled, you can also type the name of a .MOV file that contains your personalized
greeting in the Load video personal greeting text box, or use the Browse button to locate the file.

2. Under No Answer Greeting, select System greeting, Unavailable Greeting or click Browse button to
locate the Unavailable Greeting as a .WAV file on your computer. Additional greetings can be saved for
future use. You may provide up to three Alternate No Answer recordings.

3. Click the radio button corresponding to the number of times your phone should ring before voice
messaging picks up.

4. Click OK or Apply.

23.2 SCENARIO - CONFIGURE ENHANCED SERVICES

BroadWorks offers a number of enhanced services. Below is a group of enhanced services that are part of
the CommpPilot Personal portal. These services are easily accessible and simple to configure.

23.2.1 ANONYMOUS CALL REJECTION

Example
Telemarketers who have activated their Line ID blocking have hounded an engineer lately. He
would like this to stop. He can activate his Anonymous Call Rejection service, and callers who
have activated their Line ID blocking will not be able to ring his line, instead they will hear an
announcement stating that the called party is not accepting calls from anonymous callers.
Exercise

Anonymous Call Rejection allows you to prevent the receipt of phone calls from numbers that are
not identifiable.

1. Click Anonymous Rejection on the Incoming Calls menu page.

2. The Reject Anonymous Caller defaults to Off. If you would like to activate this service, click the On
radio button. When the service is active, callers who have intentionally blocked their calling line ID will
not be able to ring your line; instead they will hear a recording stating that you are not accepting calls
from anonymous callers.

3. Click OK or Apply.

Selective Call Acceptance/Selective Call Rejection

Example
A busy salesman is working on an important presentation for his client and cannot be disturbed by
anyone unless it is a customer. He can setup Selective Call Acceptance to only receive calls from
those numbers specified; all others will receive an announcement stating that you are not
accepting calls at this time.

Exercise

Selective Call Acceptance allows you to accept calls only from numbers of your choice. When a
call is received from other phone numbers not included in your Selective Call Acceptance list, the
callers will hear an announcement that you are presently not accepting calls from their numbers.
Selective Call Rejection works much like Selective Call Acceptance, except with this service, you
select specific numbers to reject, and all other numbers will be able to call your number. When a
call is received from a rejected number the caller will hear an announcement that you are
presently not accepting calls from their number.

1. Select Selective Acceptance on the Incoming Calls menu page.

2. Click the Active box to enable the service. A v indicates the service is active.
3. Click OK or Apply.

4. To add numbers, click the Add button.
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In the Description field, enter a description of the phone numbers.

Select the Selected Time Schedule.

Check any numbers or enter the phone numbers that trigger Selective Call Acceptance.
Click OK.

For Selective Call Rejection, follow the steps above, except select Selective Rejection on the Incoming
Calls menu page. Remember Selective Call Rejection specifies the numbers for which you will not
accept calls.

23.2.2 CALL FORWARDING SELECTIVE

A service technician is going to be on the road all day. She is expecting a call from her boss
regarding a possible promotion and does not want to miss the call. She setup her Call Forwarding
Selective service to send only the calls from her boss to forward to her mobile phone. All other
calls can go to Voice Messaging.

Selective Call Forwarding allows you to forward calls from specified phone numbers to another
phone of your choice, such as your mobile phone, administrative assistant, or home phone.

Click Call Forwarding Selective on the Incoming Calls menu page.
Type the number to which calls should be forwarded.

Click Apply.

Click Add to add numbers to be forwarded.

In the Description field, enter a description of the phone numbers.
Select the Selected Time Schedule.

Choose the Use Default Forward phone number/SIP-URI or Forward to another phone number/SIP-URI
option. Type in the number or SIP-URI address you want to use as your forwarding number or SIP-URI
address if you choose the second option.

Enter the Specific numbers or leave the Any number default setting, which will trigger Call Forwarding
Selective.

Click OK.
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23.2.3 SIMULTANEOUS RING PERSONAL

Example

The VP of Sales is going to be in and out of the office all day, but does not want to miss a call.
She wants the calls to be answered in her office while she is there. By activating Simultaneous

Ring with her mobile phone and assistant’s phone, she can send incoming calls to ring all phones
and the first to be answered will receive the call.

Exercise

Simultaneous Ring allows you to have incoming calls ring at your extension and up to 10 other

phone numbers at the same time. The calls will ring at any of the phone numbers in your listing
for this service as long as the lines are not busy. The person who picks up the call first answers

the call.

A T o

Click OK or Apply.

Click Simultaneous Ring Personal on the Incoming Calls menu page.
Click the On radio button to activate the service.

Select how you want to handle incoming calls.

Enter the Phone Number to be added.

Click Add. Repeat steps 3 and 4 for each number.

23.3 ACRONYMS AND ABBREVIATIONS

This section lists the acronyms and abbreviations found in this TIPT CGA Reference manual and TIPT Quick
Reference Guides. The acronyms and abbreviations are listed in alphabetical order along with their meanings.

AA
AAA
AC
ACB
ACD
ACL
ACM
Admin
AES
AH
ALG
API
APPN
ARP
AS
ASCII
ASR
ASR
BPS
BRI
CA
CAC
CAP

Auto Attendant

Authentication, Authorization, and Accounting
Attendant Console

Automatic Call Back

Automatic Call Distribution

Access Control List

Audio Compression Manager
Administrator

Advanced Encryption Standard
Authentication Header

Application Layer Gateway
Application Programming Interface
Advanced Peer-to-Peer Networking
Address Resolution Protocol
Application Server

American Standard Code for Information Interchange
Application Server Redundancy
Application Server Registration

Bits Per Second

Basic Rate Interface

Certification Authority

Call Admission Control

Client Application Protocol
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CAS
CDR
CD-ROM
CE
CFA
CFNA
CGA
Cal
CIR
CLI
CLID
COS
CcoT
CPE
CPL
CPS
CPU
CRM
Csv
CT
CTI
Cu
CcwcC
DBMS
DDNS
DHCP
DID
DME
DMI
DMTF
DN
DN
DND
DNS
DOD
DS
DSCP
DTMF
DTP
El
EBCDIC
EGP
EIR

Conferencing Application Server
Call Detail Record

Compact Disc Read-Only Memory
Customer Edge

Call Forwarding Always

Call Forward No Answer
Customer Group Administrator
Common Gateway Interface
Committed Information Rate
Command Line Interface

Calling Line ID

Class of Service

Customer Originated Trace
Customer Premises Equipment
Call Processing Language

Calls Per Second

Central Processing Unit

Customer Relationship Management
Comma Separated Value

Call Type

Computer Telephony Integration
Currently Unused

City-Wide Centrex

Database Management System
Dynamic Domain Name System
Dynamic Host Configuration Protocol
Direct Inward Dialing

Distributed Management Environment
Desktop Management Interface
Desktop Management Task Force
Directory Number

Distinguished Name

Do Not Disturb

Domain Name System

Direct Outward Dialing
Differentiated Service
Differentiated Service CodePoint
Dual-Tone Multi-Frequency

Data Transfer Process

European equivalent to North American T1

Extended Binary Communication Data Interchange Code

Exterior Gateway Protocol

Extended Information Rate
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EOCP
FAC
FAQ
FCAPS
FE
FNN
FRTS
FTP
GB
GGP
GIF
GUI
GW
HTML

Enhanced Outgoing Calling Plan
Feature Access Codes

Frequently Asked Questions

Fault, Configuration, Accounting, Performance, and Security

Front End server

Full National Number

Frame Relay Traffic Shaping

File Transfer Protocol

Gigabyte

Gateway-to-Gateway Protocol
Graphics Interchange Format
Graphical User Interface
Gateway

Hypertext Markup Language
Hypertext Transfer Protocol
Integrated Access Device
Incoming Calling Plan

Internet Explorer

Internet Engineering Task Force
Instant Message

Instant Messaging and Presence
Internet Message Access Protocol
Information Management System
Internet Protocol

InterProcess Communication
Internet Protocol Device Control
Internet Protocol Network

IP Telephony

Internet Protocol Version 4
Internet Protocol Version 6
Internet Packet Exchange
Integrated Services Digital Network
International Organization for Standardization
Internet Service Provider
Interactive Voice Response
Kilobyte

Kilobits Per Second

Key Telephone System

Local Area Network

Link Access Protocol Balanced
Local Access Transport Area
Local Calling Area

Lightweight Directory Access Protocol
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MACs Moves, Adds, and Changes

MB Megabyte

MS Media Server

MSEC Milliseconds

MSCML Media Server Control Markup Language
MSN Microsoft Network

MSP Programmable switch

MSS Media Server Selection

MTU Maximum Transmission Unit

MWI Message Waiting Indicator or Indication
NAT Network Address Translation

NIPT Network IP Telephony

NRS Network Resource Selection

NS Network Server

OAMP Operations, Administration, Maintenance, and Provisioning
OCP Outgoing Calling Plan

ODBC Open Database Connectivity

OTG Originating Trunk Group

PAP Password Authentication Protocol
PAT Port Address Translation

PBX Private Branch Exchange

PC Personal Computer

PDA Personal Digital Assistant

PDF Portable Document Format

PDU Protocol Data Unit

PE Provider Edge

PHB Per Hop Behaviour

Pl Protocol Interpreter

PM Performance Measurements

POP Point Of Presence

POTS Plain Old Telephone Service

PPP Point-to-Point Protocol

PPTP Point-to-Point Tunneling Protocol
PSDN Public Switched Data Network
PSTN Public Switched Telephone Network
PTT Push To Talk

PVC Private Virtual Circuit

QA Quality Assurance

QoS Quality of Service

QoV Quality of Voice

RACF Resource Access Control Facility
RADIUS Remote Authentication Dial-In User Service
RAM Random Access Memory
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RAS
RO
ROM
RTCP
RTP
SA
SCA
SIP
SLA
SMS
SMTP
SNTP
SP
SQL
STP
TCP
TCP/IP
TFTP
TIA
TIPT
ToS
UM
URL
VAD
VLAN
VM
VMS
VolP
VPN
WAN
WAP
WAV

X.25
X.400
X.500
X.509
X11
xDSL
XML

Remote Access Service

Remote Office

Read-Only Memory

Real-Time Control Protocol

Real-Time Transport Protocol

Security Association

Shared Call Appearance

Session Initiation Protocol

Service Level Agreement

Short Message Service

Simple Mail Transfer Protocol

Simple Network Transport Protocol
Service Provider

Structured Query Language

Signal Transfer Point

Transmission Control Protocol
Transmission Control Protocol/Internet Protocol
Trivial File Transfer Protocol
Telecommunications Industry Australia
Telstra IP Telephony

Type of Service

Unified Messaging

Uniform Resource Locator

Voice Activity Detection

Virtual Location Area Network

Voice Mall

Voice Mail System

Voice over IP

Virtual Private Network

Wide Area Network

Wireless Application Protocol

Wave (file extension)

World Wide Web

CCITT Packet Switching Standard
CCITT and ISO Message-handling Service Standard
ITU and ISO Directory Service Standard
ITU and ISO Digital Certificate Standard
X Window System Version 11

External Digital Subscriber Line

Extensible Markup Language
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