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Unity Reception is a Microsoft® Windows® based application designed for busy, front desk call
handling environments or for those users who need visibility of a large number of concurrent calls

and extended presence information for colleagues.

Unity is available in Standard and Enterprise variants. The features available are as follows:

Features provided,;
o 50 user fixed busy lamp field (BLF)
o Drag and drop call control [to make a call, release, IM, transfer, park etc]
o BroadWorks call center agent functionality for join/leave queue and changing ACD state
o Hold & Link User - Custom tagging of held calls [ie holding for Andrew Smith]
o Outlook Calendar integration to display the required users calendar events
o Visibility of the party the inbound caller was previously transferred to
o Ability to listen to, save and delete voicemails
o Add notes for inbound calls and all group or enterprise users
o XMPP support for IM&P with UC-One
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1.1 Unity Reception Enterprise

All Unity Reception Standard features but also including;

o Unlimited dynamic busy lamp field [displays hook status of all matched users on contact
search]

o Remote service configuration for all BroadWorks group and enterprise users
o Contact Groups

The current license & Unity version can be found by clicking Help > About from the main window.

)} About Unity x

Unity Reception

Version: 7.0.0.0

License type: Enterprise (no expiry)

Currently running on: Broadworks 215P1 (83.137.180.77)
Working folder: C:\Program Files (x86)\Unity Client
Running as administrator: false

Operating system: 64-bit, Unity process: 64-bit

Important Notice

This software and its associated documentation are the copyright of Kakapo Systems
Limited. The use of this software is governed by the Licence Agreement accompanying
this software.

1.2 System Requirements

1.2.1  Windows PC Requirements

o Unity will require approx. 20MB of hard drive space on the local machine

o By default the install directory is C:\Program Files (x86)\Unity Client

o Minimum computer spec: CPU: dual core 3Ghz. Ram: 4GB. Video card: 256MB onboard
RAM. As a general note, the requirements to run Unity Reception are considerably less
than those required to run Windows

o Unity can be rolled out as an MSI file, which supports automated installations using
Active Directory group profiles and other automation mechanisms.

o Unity is only supported on Windows 7, Windows 8.1 and Windows 10

o Both 32 and 64-bit versions of Windows are supported. There are no special permissions
required to install Unity, other than those granted during installation.

1.2.2 Internet & Firewall

Unity requires high-speed internet connectivity and access to the below locations, which may

require firewall rules to be added on the customer premises:

Page | 8 www.avalle4business.co.uk



o TCP port 2208 to im.unityclient.com

o TCP port 2208 to the VolIP platform

o HTTP/HTTPS access to portal.unityclient.com

o TCP port 5222 to the XMPP server, if applicable

1.2.3 VolP Platform Requirements

Unity Reception is supported on Broadworks R17 sp4 and above.

1.2.4  VolP Platform Licence & Service Requirements

Client Call Control: The Client Call Control service is mandatory as this is the service that allows
Unity to integrate with the VolP platform. If this service is not assigned the user will be alerted

and Unity will not provide any functionality.

Unity d ==

b The Client Call Control service has not been sssigned. Unity needs this
P service assigned in order to function properly.
Without it all application functionality will be disabled. Please contact
your service provider for assistance.

Internal/External Calling Line ID Delivery: The Internal Calling Line ID Delivery and External
Calling Line Id Delivery services should both be assigned as these services allow Unity to identify
calls to/from other users in the business. If not assigned Unity will function, but the user will be

prompted that this functionality will not be available.

Unity (=T unity - [E5)

(@@ TheBxternal Calling Line Id Delivery user service has not been assigned. @ TheInteml Calling Line 1d Delivery user service has not been assigned.
¥ Unity uses this service to find contact details for incoming calls from V' Unity uses this service to find contact details for incoming calls from

outside the business. ~ within the business.

Call Transfer: The Call Transfer service is required in order to blind or announce transfer calls to

internal and external numbers. Unity will alert the user if this service is not assigned.

Unity —— - B

“'_ “ The Call Transfer user service has not been assigned. Without it call
LW transfer functionality will not be available.
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Three Way Call or N-Way Call: Either the Three-Way Calling or N-Way Calling service must be
assigned in order to provide conferencing functionality, Unity will alert the user if neither service is

assigned.

Unity [

(@& The Three-Way Call user service has not been assigned. Without it
LWV conference calling will not be available.

Basic Call Logs or Enhanced Call Logs: Either Basic Call Logs or Enhanced Call Logs must be
assigned to the user in order to see dialled, received and missed calls. Unity will alert the user is

neither service is assigned.

Unity 2]

I 0 ) The Basic Call Logs or Enhanced Call Logs user service has not been
LW assigned. Call history information is not available.

1.2.5 Remote Service Configuration Requirements

Unity Reception allows remote configuration of some services for other users within the group or
enterprise. The services available to be remotely configured are activate/deactivate DND,
configure Call Forward Always or change the CommpPilot Express profile. To do this the user

must have a group or enterprise administrator account entered in Settings > Authentication.

1.2.6 Call Centre Agent Requirements

Unity Reception features the full capability of Unity Agent for use within a call center environment.
To use this functionality, the user must have the Call Center Agent Standard or Premium service

assigned.

Broadworks Login Details
Login 1D

Password

Remember my login ID
Remember my password

Administrator Login Details
Login ID

Password
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In addition, the Client Call Control service must be assigned to the call center the user is an agent
of, if real-time call center statistics such as calls in queue are required. Call center authentication

is outlined in section 14.1.

1.3 Initial Setup

The first time Unity is started you will be prompted to enter the connectivity and authentication
details, as shown here. Unity can then retain these details for later use. The login ID and
password will be assigned from your service provider. The administrator login is optional and only

required for the remote service configuration feature, as outlined in section 10.

Broadworks Login Details

Login ID
Password

Remember my login ID
Remember my password

Administrator Login Details
Login ID

Password

You may also be prompted for the server address of the VolP platform, you can request this from
your service provider if unknown. If this field is already populated do not change it. In most cases
you can leave the server port as 2208. Please leave the Unity Server Connection Details as

those prefilled.

Broadworks Server Connection Details

Server address

Server port
2208

Unity Server Connection Details
Server address:

im.unityclient.com

Server port:

2208

[] Log connections

1.4 Manual and Auto Updates

Unity can be configured to automatically update when a new version is available. Simply tick the

box in settings>update as shown below.
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() Services & Settings x

Serwce;l Settings I

(=~ Appearance ~ || Configure Unity to automatically update periodically.
- SKin

- Contact Search

- Contact Display

- Current Calls
-Computer/Phone Integration

- Clipboard Integration Auto update Unity

- Dialling Rule hack F P
=~ Custom Directory Integration Check for updates every

- Configuration 1 +| hours
- Qutlook Integration
- Browser Integration © Alert me after update
- CRM (O Automatically restart after update
- Click To Dial
- Desktop Integration
El- Notification
- Calls Perform manual update now
- Conversations
- Unity Connect Rollback
- Quick Keys
ey Combinatons | | Rolback

Lgrtup
-
= Instant Messaging & Presence
~Logging

[] Auto update when in a Terminal Server or Citrix environment

Versions available

When a new version of Unity is available the user will be presented with a popup asking to restart
Unity. Once Unity has restarted the latest version will be running. You can also configure how
often Unity looks for updates under the auto update box.

To manually update Unity, click Perform manual update now and Unity will search for any new
updates.

[ Auto update when in a Terminal Server or Citrix environment

Perform manual update now

1.5 Rollback available

If rollback available is ticked in the Unity portal, then users can rollback to previous versions of
Unity. Go to settings>update and the choose the desired version from the drop down menu.

Rollback
Versions available
~ Rollback

Once you’ve selected which version you want to rollback to click the green tick and the box below

will appear.

Unity

o Are you sure you want to rollback to version 6.7.5.07

Yes No

Click Yes and then click Ok.
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2 UNITY RECEPTION INTERFACE OVERVIEW

Unity is split into three functional areas; call control buttons, active call window and contacts [busy
lamp field]. Contacts is a tab that can be toggled to display call logs and voicemail. Unity
Reception can also act as an agent in a call centre environment. This is the case Unity will also
display ACD state buttons and the Personal Wallboard, which shows current call center

conditions. Call center agent functionality is covered in section 14.

ACD State Call Control Buttons Company Logo

ilo

leecocceod

Company Logo

Personal Wallboard

0 om0 0000
0 o1%0 0000

Active Call Window

Busy Lamp Field/
Contacts Tab

Docked IM
Window

2.1 Resizing Unity Reception

Unity can be dragged from any corner to the required size. The Active Call Window resizes
independently by dragging the border at the bottom of the list [where the lower red line is in the

illustration above]. When Unity is closed, all current dimensions will be saved.

2.2 Maximising and Minimising

Unity can be maximised and minimised using the standard buttons in the top right hand corner of
the application. When minimised, Unity can be configured to appear in the system tray in the
bottom right hand corner of the desktop where the Unity icon & will be displayed. To re-open
Unity simply double click this icon, or right click and select Restore from the menu, as shown
here.
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2.3 Using Unity Reception from the System Tray

In its minimised state, Unity Reception can be configured to sit in the system tray. This is

configured in Settings as below. The default behaviour is
bottom of the desktop.

to minimise Unity to the taskbar at the

(@ Services & Settings

S

Services | Settings

=~ Unity Settings » || Specify how Unity is displayed on the desktop. Also how Unity performs and displays
= contact searches, and how current calls are displayed.

Contact Search

Contact Display

=) Current Calls
Transfer History
=)- Computer/Phone Integration
Clipboard Integration
Dialing Rule
=J- Custom Directory Integration
Configuration
=J- Outlook Integration
Shared Calendar
Browser Integration

[ Always show Unity on top of all windows

[¥] show missed call count in call log tab

‘When minimised, place Unity in the
system tray
© taskbar

Right clicking the Unity icon

in the system tray allows the user to dial or redial, configure

settings such as CommpPilot Express Profiles, DND, Call Forward Always or Remote Office. Note:

Only those services that are assigned to the user will be displayed in the menu.

Close

Restart

Restore

Settings
Contacts
Call Logs

Call number »

Change my status =~ »

I ACD State 3 !

Selecting “Dial number” will provide a list of the last 10 dialled numbers as illustrated here. “New

number” will pop a call box where the user enters the desired number using their keyboard.

03456040626

03457203040

03459758758 Close

01268508018 Restart

Steve Wardle Restore

Chris Tutt

Matalie Maines (Salesforce Contact) settings

001895454476 EEED
003100000000 o

Conference Bridge 1263 | Call number 3 |
New number Change my status ~ »

ACD State 3
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2.4 Call Notification Preferences

Unity Reception can be configured to automatically display, or “pop” when a call is presented, or
pop a “toast” summary notification above the system tray when a call is presented. Optionally
Unity can also perform auto-answer when using click-to-dial, in which case the primary device of
the user will automatically go off-hook [if supported and a speaker is present]. If this is not
selected, then all IP phones will ring and the user will have to lift the handset to initiate the

outbound call.

r N
(@ Services & Settings =
| services| Settings
Skin » ||Specify how to be notified of incoming or outgoing calls. When browsing to a URL use the

Contact Search [Number], [Direction], [CallID] and [LoginID] placeholders which Unity wil then replace
Contact Display with the call details.

Current Calls

[=- Computer/Phone Integration
Clipboard Integration

Dialing Rule | Show remote party phone number
&)+ Custom Directory Integration
Configuration On an incoming or outgoing call

Outlook Integration

i ["] Override the contact name using the number
- Browser Integration

CRM [] perform auto answer when using click-to-dial
Oy COTTTe V| auto-hide Unity when call completes
= Quick Keys =l = L
Key Combinations =[] ¥ pop summary notification
Commands for |5 | seconds
Startup
Update
- Instant Messaging & Presence When call details clicked
Logging -~ -
XMPP V| pop Unity
Security [”] pop Outlook (if applicable)
Language .
& Connection [7] pop CRM (if applicable)
Network [] browse to URL (if entered)
Proxy
- Authentication
Call Centers ~

2.4.1 Show Remote Party Phone Number

This setting will configure to show the remote party number [if available], as shown below. This

applies to both internal and external parties.

From To Duration Slatus
Chris Tutt Andrew Smith (0002) 00:00 Ringing

2.4.2 Override Contact Name Using Number

Unity can also perform a contact search based on the remote party number even if the name was
provided by the Broadworks platform, this is especially useful when the name delivered through

the PSTN is incorrect, for example in some cases this may always be “WIRELESS CALLER”.
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2.5 Summary Toast Notification

The summary natification is presented for ACD and direct calls and can be used to route the call
to voicemail or answer the call. Please note that if the notification is for an ACD call then the

DNIS name may also be displayed if applicable.

To: Jenna Wimshurst

From: Matalie Maines (Salesforce Contact)

2.6 Browser Screen-Pop

The summary toast notification is also clickable and can be used to open the default browser to a
preconfigured URL and append incoming call information, such as the remote party number. This
feature can be used for screen popping CRM systems and other browser based applications.

Further information on this feature is in a supplementary guide.

2.7 Appearance

The user can change the general appearance of certain Unity components using the settings

shown below.

() Services & Settings [
[ services| Settings |
- Unity Settings » || Specify how Unity is displayed on the desktop. Also how Unity performs and displays
[= contact searches, and how current calls are displayed.

Skin

Contact Search
Contact Display

=)- Current Calls
Transfer History "] Always show Unity on top of all windows

=- Computer/Phone Integration : .
Clipboard Integration [¥] Show missed call count in call log tab '

Dialing Rule oo
- Custom Directory Integration When minimised, place Untty in the
Configuration system tray
- Outlook Integration @ taskbar

Shared Calendar
Browser Integration

n

2.7.1  Always Show Unity On Top Of Windows

Unity will always show over the top of all windows when not minimised.

2.7.2 Show Missed Call Count In Call Log Tab

When enabled Unity will provide a count of the number of missed calls, as shown here.

Contacts | Call Logs (2 Missed)
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2.8 Skins

The user can change the colour scheme used in Unity with pre-set skins, as shown below.
Please note that gradient skins may not appear as clearly as expected if the graphics card is not
adequate, this can especially be the case in Citrix or Terminal Service environments.

Qsevissaiseiporgy S M e B % A b B e
[ services| Settings |
Skin » |[Select the Unity skin to use which controls the color scheme of all windows
Contact Search
Contact Display
= Current Calls
Transfer History
I-Computer/Phone Integration
Clipboard Integration Current Skin
Dialing Rule
- Custom Directory Integration [pian Light Gray |
Configuration Gradient Light Gray
= Outlook Integration ng‘e"t Gray
Shared Calendar IR
Browser Integration Gradient Blue
Call Notification Phain Blue
Unity Connect

3 MAIN INTERFACE ELEMENTS

3.1 Call Control

Call Control buttons provide quick access to common telephone handling commands. Only
services that are assigned to the user are displayed. For example, if Call Recording and

Voicemail are not assigned then these buttons will not be displayed.

3.2 Active Call Window

This provides a list of all current calls and their state. For example, ringing, active, held, parked
etc. The duration of the call is also displayed, which is from the moment the call was first placed
and does not reset when a call is held or retrieved. Unity will mirror any call handling made on the
user’s IP phone. For example, if the call is placed on hold on the handset, the user will show as
being on hold in the Active Call Window. If there are multiple calls in the Active Call List then the
correct call must be selected before performing the call control action, similarly a call can be

dragged over the Call Control button to perform the action on that call.

33 Contacts List [Busy Lamp Field]

This panel will display up to 50 monitored users, displaying their unavailable, available, Engaged

or Ringing state as graphical icons, which are further outlined in section 8.1

The user can also perform a contact lookup which will search all directories available in Unity and

return any internal or external contacts that meet the search criteria. External contacts or internal

contacts that cannot be monitored through the BLF are easily identified
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Right-click the search box in the Contact list to view all directories available in Unity, then select

the directory to load those contacts in the list, as below.

Contacts  Call Logs (1 Missed) Voicemail

Search I——|Co‘mmunications Limited 3 | Entire dlrec.tory
Name Common phone list Helpdesk
Personal directory | Fefzz Tz
QOutlook contacts Technical
ed test
Kakapo

3.4 Call Logs

Toggling the bottom Contacts panel to Call Logs will display missed, received and dialled calls.
Missed calls will include both direct inbound direct calls, as well as ACD and hunt group calls. 20

numbers can be stored unless the user has Enhanced Call Logs service assigned.

To call any entry in a call log, simply double-click, right-click and select “Call number” or drag the

call log entry into the Active Call List.

Any recently missed calls are easily identified, as shown below. This will match the missed call

count outlined in section 2.7.2.

Contacts | Call Logs My status: available in office
Delete, refresh
@® Missedcalls (O Receivedcalls () Dialled calls x &R =— or export log(s)
Call Date Phone Number Name
Recent o
13/04/2016 16:46:04 0003 Barry Simpson
13/04/2016 16:45:59 0003 Barry Simpson £
Later L5
13/04/2016 08:53:31 0002 Andrew Smith
e I
13/04/2016 08:49:15 0003
13/0412016 08:00:00 1268 P o)
13/04/2016 07:56:15 1268 Show CRM contact
Copy number
Reset column widths (R Options when
X right-clicking
Show gridlines

Call logs can also be deleted, refreshed or exported with the icons at top right of the panel.

3.5 Visual Voicemail

The Voicemail tab allows the user to interact with their voice mailbox to listen to, save and delete

voicemails without using the phone.
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777777777777777777777777777 My status: available in office
Search on name or . Refresh voicemail list, or save or
phone number =T Search S % O lul ™ delete selected items
Call Date Name Phone Number Duration
06/04/2016 18:47:05 James Smith 1312 00:00:43 -
Lawis Marcantonio re——
26/02/2016 10:35:42 INDIA Conference Room 8330 Py
26/02/2016 10:34:56 INDIA Conference Room 8330 Save
22/02/2016 18:31:43 Hannah Carpenter (Business) +44797066303 % Delete
15/02/2016 16:10:15 Unavailable Unavailable
15/02/2016 11:39:50 Parvathi M 8322 Af - Call
Copy number Options when
Reset column widths right-clicking
[[¥] show gridiines =

The Voicemail tab is only displayed if the Voice Messaging User service if active and configured

to use unified messaging. The “Show visual voicemail tab” setting must also be enabled, as
shown below.

(@ Services & Settings

Services Settings

= Call Center ~ |[Configure your personal voice messaging.
=~ Agent
ACD State
[=- Statistics
Columns
Reporting
Abandoned Calls Enabled
CDT‘;EELE?E[;;;(E ®) Use unffied messaging
Available: Out Of Office Use phone message watting indicator
E:;vva\tahle Show visual voicemail tab

Do Noft Disturb

External Caling Line 1D Delivery
Internal Caling Line ID Delivery
Simultaneous Ring

O Forward the voicemail via email

[[] Email notification of new voicermails
= Outgoing Calls
Calling Line ID Delivery Blocking
(=1 Call Control
Broadworks Anywhere [] Email a copy of the voicemail
Call Transfer
Call Park Retrieve .
call Recording [ Transfer from voicernail on zero
Call Waiting
Directed Call Pickup With Barge-in
Hoteling Guest [] send all calls to voicemail
Remote Office A
] Send busy calls to voicermail
Shared Call Appearance ¥

(= Messagin: Send unanswered calls to voicermail
{@ I v

4 CALL CONTROL

All calls are managed through the call control buttons at the top of the main window. These

buttons will change depending on the state of the selected call, or the only call if there is only one

A—_—

call in the Active Call Window. For example, the Answer/Release G and Hold/Retrieve

0 ' buttons toggle as only one of these options will be valid at any time. When an inbound

call is ringing, Answer becomes the valid option. Once the call is active the icon will toggle to
Release as hanging up is the only valid option.
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4.1 Making a Call

4.1.1 Using the Dial Window

Click the Dial button @ to bring up the Dial dialogue box, as shown here. Using the computer
keypad enter the desired number and press Enter or click OK to make the call. The primary
phone will default to using hands-free speakerphone, if configured as outlined in section 2.

Otherwise you will need to lift the handset to establish the outbound call.

Dial x

% Cancel oK

4.1.2 Using the Contacts Panel

Double click a user icon or right click and select “Call extension” or “Call number” if right-clicking
on an external contact. It is also possible to call an internal user’s mobile number if entered in

their profile.

Name
Qjm Call extension
Amy
Chris| View user details
@ cind
@ cColin
Davi

Add to contact group 4

Remove frem contact group 4

4.1.3 Dragand Drop

Left click a user in the Contacts panel and drag the icon up to the Active Call Window. This will

open a call to that contact.

4.1.4 Dial from the Clipboard

Unity can be configured so that whenever a number is copied to the clipboard [from any

application in Windows], Unity will prompt the user to dial that number.

This feature can be activated [the default] or deactivated through settings.
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0 Services & Settings X

Services Settings

Contact Search Unity can automatically prompt to dial 3 valid phone number when cut or copied to the

Contact Display cipboard

Current Calls
- Computer/Phone Intears
Chpbc\ard Integrat\r.\n

Dialing Rule
= Custom Directory Integration Enabled
d‘;‘tt‘:aooT ?#;;I;ntmn ® Notify me using a Unity toast notification

=] B[uwser Integration O Notify me using 3 Windows balloon

>

Click To Dial O Notify me using a popup message
Desktop Integration
Call Notfication
Unity Connect

4.2 Answer a Call

—

When Unity displays an inbound call, click the Answer icon or double click the call in the
Active Call Window to answer the call. Your primary phone will automatically answer the call
using hands-free speakerphone, if it supports this feature with Unity. If there is an active call in
progress, you will need to click the new inbound call in the Active Call List before clicking Answer,
this will automatically place the first call on hold. Please note that answering a call by lifting the

handset on the desk phone will have the same effect as clicking Answer in Unity.

4.3 End a Call

Click the Release button @ to end the currently selected call. If there are multiple calls in the
current call list, make sure you select the right call before clicking Release.

Note: Replacing the telephone handset will also end the call, which will then be removed from the
Active Call Window.

4.4 Redial

You can right-click the Dial button to see a list of the last 10 dialled numbers. Simply click on an

entry to dial the party, as shown here.

R Mm®™
Matalie Maines (Salesforce Contact)
— 001895454476
Chris Tutt
003100000000

Canference Bridge 1263
03301590985

Bolts Sales
02086879234
01892512909
07444414002

Change outbound number 3
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4.5 Send Call to Voicemail

N

To send an inbound caller directly to your voicemail click the Voicemail button ’  Please note

5

this button will not be visible if the Voice Messaging User service is not assigned or is currently
disabled.

4.5.1 Retrieving Voicemail Messages

When no calls are currently selected, clicking the Voicemail button will dial the user into their
voicemail using the user’s primary device. This feature has been superseded by the Voicemail

tab as outlined in section 3.5.

4.6 Transferring a Call

There are two ways to transfer a call; announced transfer, where you introduce the call to the
receiving party before putting the call through, and blind transfer, where you transfer the caller

directly to a recipient without introducing the call.

4.6.1 Announced Transfer using Transfer Button

With a call in progress, make a new call to the desired destination extension or number as

described in section 4.1. This will automatically place the first call on hold and will add a new call

Fe 55

in the Active Call Window. Once the called party answers, click Transfer ' and select the
context menu option to transfer both calling parties together. Both calls will now disappear from

the Active Call Window.

Note: The user is not limited to transferring received calls. The user can make two outbound calls

and then use announced transfer to join them together.

Example 1 — Transfer with two live calls

@ i) (A _Alh £ 1) 11D Ko
: | Transfer03456040626 v || to01268508013

Transfer 01268308018 3 S—
to number

Transfer calls together

Alrsweren roerTalk  Average Talk
Name Total Calls Calls Missed Calls Time Time Total Calls ~ #
@ Nuts Sales 0 0 0 00:00:00 00:00 0
© Bolts Sales 4 4 0 00:01:09 oo:18 4
4 4 0 00:01:09 00:09 4

From To Duration

Jenna Wimshurst 03456040626 00:19

Jenna Wimshurst 01268508018 00:05
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Example 2 — Transfer with four live calls

® 0

13

OO

Transfer 03436040626
[ Transferoizésosle b | to DM56040626 S
Transfer 03430758758 » | to 03459758758
Name Total Calls Transher 03457203040 » to 03437203040 L”s A
@ Muts Sales 0 0 0 00:00 to number
@ Bolts Sales 4 4 0 00:01:09 0018 4
4 4 0 00:01:09 00:09 4
From To Duration
() Jenna Wimshurst 03456040626 01:37
() Jenna Wimshurst 01268508018 01:24
({0 Jennawimshurst 03459758758 00:17
Jenna Wimshurst 03457203040 00:02

4.6.2 Announced Transfer using Drag & Drop

The easiest way to perform an announced transfer is simply to drag & drop one call on top of the

other in the Active Call Window. This will join the calls together and remove them from the Active

Call Window.

4.6.3 Announced Transfer using Warm Transfer Button

Unity offers a feature called Warm Transfer whereby the held call and the transferee are linked so

that when either call is selected in the Active Call Window they can be joined by clicking the

Warm Transfer button, as shown below.

Tracey X

Q'I . Call extension
. Steve
! Steve1 '  Transfer call to extension

. F'9ter|-| Warm transfer call to extension
Paul D . _
; Transfer to voicemail
& Lewis

4.6.4 Blind Transfer using Drag & Drop

Unity Reception can be configured to automatically blind transfer a call by dragging the call from

the Active Call Window and dropping it on a user icon or number icon in the Contacts panel, or

dropping it onto a call center queue [if Reception is configured as an agent with call center

gueues, as outlined in section 14].

Name Phone
AlastajeBroun NIN020019380
Armiy E ' Transfer call to extension

. Chris Transfer to voicemail
. Cindy

. Park call on extensicn
Calin
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Note: Unity can be configured to display a menu when dropping a call onto a user icon. If only
blind transfer is selected, then this will be performed automatically. If menu options are selected
when dropping the call, click “Transfer call to extension” to perform blind transfer. For more

information on drag & drop please refer to section 6.

Q'I 1. Call extension

' Transfer call to extension

Warm transfer call to extension
Transfer to voicemail

Park call on extension

| = M = < I ¢ )

4.6.5 Blind Transfer using Transfer Button
Select a call in the Active Call Window [if there are multiple calls present] and click the Transfer
button @ In the Transfer window enter the destination and click OK.

Q0302060

Aelsase Dizl Transfer Holi  Conference Voicemail Recoring  Settings

From To
Jenna Wimshurst Sasha Gorb (+447976493816)
Transfer X
X Cancel OK

4.6.6 Blind Transfer using Right Click

Select a call in the Active Call Window [if there are multiple calls present] then right click the
recipient icon or number in the Contacts list. Select “Transfer call to extension” to blind transfer
the call to an internal user, or “Transfer call to number” to blind transfer to an external contact. It
is also possible to transfer to the contact’s mobile phone if they are an internal user and the

mobile number is entered in their profile.

MName Phone
Q’I ‘. Call extension

L Am

_Chi|*.  Transfer call to extension
€ cin Warm transfer call to extension

Col . .
Transfer to voicemail

. Da

. De Park call on extension

. Ed

View user details

. Leg
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4.6.7 Transfer to Voicemail using Right Click

The option to Transfer to voicemail is valid only for internal contacts that have Voicemail assigned
and activated. Select a call in the Active Call Window [if there are multiple calls present] then
right click a user in the Contacts list and select “Transfer to voicemail”. This will send the selected

call directly to the destination extension voicemail without introducing ringing.

G’I Call extension

Steve

Steve Transfer call to extension
Peter Warm transfer call to extension
Paul T . :
= | Transfer to voicemail
@ Lewi

Lee H Park call on extension

4.6.8 Transfer to Voicemail using Drag & Drop

If configured, Unity will display “Transfer to voicemail” as a context menu option when a call is
dragged onto an internal contact in the Contacts panel. For more information on menu options

when using drag & drop please refer to section 6.

Tracey Scnate N2Na28813R2
Steve W Transfer call to extension
Steve T Transfer to voicemail
PeterLg

Paul De: Park call on extension

4.6.9 Transfer to Mobile

As mentioned, if the selected contact is an internal user and has a mobile number entered as part
of their profile, you have the option to right click and select either “Call Mobile” [to perform an
announced transfer] or “Transfer Call to Mobile” [to perform blind transfer]. This also applies

when dragging a call, if configured in Settings as outlined in section 6.

4.7 Call Hold/Retrieve

o 4.
p

The Hold/Retrieve O function toggles depending on the status of the currently selected
call. Hold is only available for an active call while retrieve is only a valid option for a call currently
on hold. When a call is on hold, the blue hold icon is shown in miniature to the left of the call in

the Active Call Window and the status is On Hold, as shown below.

From To Duration Status
Jenna Wimshurst Sasha Gorb 00:04 On hold
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4.7.1 Placing a Call on Hold

To place a current active call on hold, select the call [if there are multiple calls in the list] and

am
\\\ |/:

press the hold button. The call status will now show as on hold in the Current Call Window

and an icon will appear alongside the call to illustrate that it is currently held.

4.7.2 Retrieving a Held Call

Select the call [if there are multiple calls in the list] and click the retrieve button the “held”
image alongside the call will disappear. You can also double click the call to retrieve it, if

configured to do so in Settings. Please note that any other active calls will be placed on hold
before the selected call is retrieved, meaning you can toggle between calls by double-clicking

them in the Active Call Window.

4.8 Conference Calling

A conference call can be established with any combination of internal and external numbers. The
total number of parties that can be supported is determined by service assignment. The Three-
Way Calling user service supports conference calls with two other parties only while the N-Way

Calling user service supports conference calls with more participants.

4.8.1 Starting a Conference Call

Once an active call is established [that you have either made or received] call a second person.

You can do this by clicking the Dial button ¥ or double clicking a user in the Contacts panel or
Search, or Call Log lists. Making this call will automatically place the first caller on hold. Once the

second party has answered the call, click the Conference button “’ and a new conference will
be created between you and the other two parties. This is represented in the Active Call Window
as shown below. Please note that if there are more than two calls in the Active Call Window then

the two calls to conference will need to be selected.

From To Duration Status
Sasha Gorb Jenna Wimshurst 00:15 Active (conference)Mot recording
Jenna Wimshurst 01268508018 00:02 Active (conference Mot recording

Page | 26 www.avalle4business.co.uk



Selecting either call and clicking hold will place the conference call on hold, during which time the
other callers can still talk to each other. The Active Call Window will be updated to illustrate that

the conference is on hold, as shown below.

From To Duration Status
Sasha Gorb Jenna Wimshurst 00:36 On hold (conference)
Jenna Wimshurst 01268508018 00:23 On hold {conference)

4.8.2 Adding Multiple Parties

Once a three-way conference is established you can add additional parties to create an n-way

o1

=, you will be prompted to add the

™
%

conference. Select the call to add and select Conference
remote party to the existing conference, as shown below. You can see that the entire conference
is held when processing other calls through the Active Call Window.

From To Duration Stalus

Sasha Gorb Jenna Wimshurst 01:30 0n hold (conference)

Jenna Wimshurst 01268508018 0117 On hold (conference)

Jenna Wimshurst 03456040626 00:05 Active/Mot recording
Unity

Contacts Call Logs  Voice o Do you want to add 03456040626 to the conference?

Search

Name

Alactair T

Please note that conference calls can be started with any two remote calls, regardless of the
direction of either call or if the number is internal or external [for example between two mobile

calls].

4.8.3 Dropping a Participant
To remove a caller from the conference call but continue speaking to the other caller[s], simply

select the call to release in the Active Call Window and click the Release butt@ as you would
normally. This will release the selected party and will show only the remaining party[s] in Active
Call Window.
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4.8.4 Ending a Conference

If the user wants to leave a three-way conference but allow the remote parties to continue talking,

perform an announced transfer to join the calls together.

|| Transfer calls together (leave conference) ||

Otherwise to end the conference simply hang up the phone.

4.8.5 Conference Bridge Integration

Unity allows the user to right click the Conference button to view or copy details of their
“reservation less” conference bridge(s), or to call a bridge as a moderator. If this has been

configured in BroadWorks.

&L " My conference bridge  » | Show details

Copy details to clipboard

| Call bridge as moderator

4.9 Call Recording

If the Call Recording User service is assigned then the user may be able to manage call
recording, although this depends on the functionality offered by the VolP platform and service
configuration parameters. If the functionality isn’t available or is hidden then the Call Recording

button is not displayed in the main window.

4.9.1 Changing the Call Recording Option

Right-click the Recording button to select the call recording option, as shown.

Always

] On Demand

Newver

Always with Pause/Resume

On Demand with User Initiated Start |

Please note that depending on permissions this may not be available, also not all the displayed

options may be available. Call Recording options are:
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Option Description

Always Calls are automatically recorded from the beginning of the call. There
is no option to pause or stop recording.

On Demand Calls are not automatically recorded from the start, but recording can
be started at any time during the call in which case the entire call will
be recorded. Stop and pause are not available with this option.

Never Calls are never recorded and recording cannot be started while a call
is in progress.

Always with All calls are automatically recorded from the beginning of the call, but

Pause/Resume recording can be paused and resumed, which is especially important
when taking credit card details over the phone [that need to be
omitted]. This will still result in a single recording for the call,
regardless of how many times it was paused and resumed.

On Demand with User = Calls are not automatically recorded from the start, but recording can

Initiated Start be started at any time. However, any conversation before the
recording was started will not be included in the recording. Recording
can be paused and resumed, which will result in different recordings

being created for a single call.

4.9.2 Controlling Call Recording

You can start, stop, pause and resume call recording depending on the Call Recording Option
currently selected. Left-click the Recording button to manage recording for the selected call in the

Active Call Window will toggle the option depending on the current recording state. The call

recording button will change &

O to indicate this. When set as Always with Pause/Resume,

the user can left click to Pause/Resume and the button will toggle as Resume [recording] Qor

Pause
When set as “On Demand With User initiated Start” left clicking the call recording button presents

the following menu to allow the user to control the call recording behaviour.

Click the Recording button again to continue/restart recording the call.

The Active Call List will also indicate the recording state of all calls, as shown below.

From To Duration
Chris Tutt Barry Simpson (0003) 00:19 Active/Recording paused
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4.10 Using Paging Groups

Unity Reception allows the user to use paging groups to make instant calls to multiple users.
When Unity dials a paging group [which are setup in the VolP platform] all configured user’s
phones will automatically go “hands-free” [meaning the speaker will be activated] so that
whatever the receptionist says is broadcast to all phones and played through the speaker. Of
course if a user is already on the phone they will not be included in the broadcast.

If a user is an originator for one of more paging groups, Unity will display the Announce button
which will automatically dial the paging group if only one is configured, otherwise it will display a
list of all paging groups that are available for the receptionist to use. Once the user selects the
paging group Unity will dial that number and initiate the broadcast.

4.11 Retrieving a Parked Call

Unity offers a unique feature that allows the user to be notified when a call is parked on their
extension, as shown below. Unity will automatically display a Pickup button and a “toast”
notification popup, if the user clicks on either then the parked call will be retrieved to the user’'s
primary device.

L) Unity Desktop: Jenna Wimshurst

File Messaging Tools Help

QOB 0D20060

Rgleaze Dial Transfar Hold Conference Voicemail Recording | Pickup Call | Settings
From To
Natalie Maines (Salesforce Contact) Jenna Wimshurst

Call parked from George Orwell
(Salesforce Contact)
Click here to pickup the call

This can be configured through Settings, as shown below.
(D Services & Settings =

Services |Settings

5 Incoming Cals - |[Configure Unty to alert you when a cal has been parked against your extension.
Anonymous Call Rejection
Cal Forward Always

Cal Forward Busy

Call Forward No Answer

- Call Center

- Agent 7] Allow me to to retrieve parked cals

ACD State
&t © Notify me using a Unity toast notification
Columns Notify me using a Windows balloon
Reporting
£ Comm Piot Express
Avaible: In Office
Avaible: Out Of Office i
Busy
Unavaiable
Do Not Disturb
Extemnal Caling Line ID Delivery
Internal Caling Line ID Delivery
Simultaneous Ring
&+ Outgoing Cals
Caling Line ID Delvery Blocking
- Call Control
Broadworks Anywhere
Broadworks Mobilty
Call Transfer
Call Recording
Call Watting
Directed Cal Pickup With Barge-n  ~
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5 ACTIVE CALL WINDOW

The Active Call Window gives visual representation of the status of all calls the user receives or is

currently managing.

5.1 Window Layout

The list is available in detail view only, columns widths can be changed which is stored between

Unity sessions.

From To Duration Status Notes
Barry Simpson Chris Tutt 00:07 Active/Not recording Previously transferred to Andrew Smith
Andrew Smith Chris Tutt 00.00 Ringing

5.1.1 From

This column will display the name/number of the person who made the call. Therefore, it will be
the remote calling party for an inbound call and the currently logged in user for an outbound call.
If the name has not been delivered by the VoIP platform then Unity will use the remote party
number to search the Group/Enterprise directory, the common and personal phone lists, Outlook,

speed dials and any external directories that have been configured, as outlined below.

512 To

This column will display the name/number of the person called, if the call is through a call center it
will display the name of the call center. If making about outbound call Unity will attempt to find

the remote party name as outlined above.

5.1.3 Duration

This displays the total time elapsed since the call was first answered. The timer does not restart

when the call is placed on hold.

5.1.4 Status

This will show the current state of the call, which can be “Ringing”, “Active”, “On Hold”, “Parked
for... or “Camped for...” The current recording state will also be displayed if configured in

Settings.
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5.1.5 Notes

The Notes column will show the destination the call was previously transferred to for additional

call handling information for repeat callers.

Motes

Assign call to account code 4

Add number to personal directory

| Add call note |

Show CRM contact
Add CRM call log entry

Reset column widths

Show gridlines

The user can also right click the call and select “Add call note” or double click in the Note field to
add a note, if configured in Settings. This note is shared between Unity clients so that when the

call is transferred the transferee will see the same note in their Unity client.

From To Duration Status Notes
MNatalie Maines (Salesforce Contact) Jenna Wimshurst  01:.07 Active - Motrecording  Wants to talk about the new sales promo

Receptionists can optionally see all calls in queue for the Call Centers they are joined to, as

shown below. This is configured in Settings>Agent>Display queued call center calls in the list.

From To Duration Status
Hot Desk 3-9103 Bolts Sales 01:48 Queued at position 1
Charlotte Quartly Bolts Sales 01:25 CQueued at position 2

5.2 Resizing the Current Call List

The bottom border of the Active Call Window can be dragged down to display as many or as few
calls as necessary. Unity will save these dimensions when closed. Unity can also be configured

to automatically resize to include new calls, as outlined in section 5.6.1.

53 Managing Multiple Calls

To manage a particular call, first select it by clicking it in the Active Call Window. If there is only
one call in the list it will be selected automatically. You can then use the call control buttons to

perform different actions on the call. There is no limit to the number of calls that can be displayed
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in the Active Call Window, this is limited by the number of simultaneous calls allowed and if the

Call Waiting user service is assigned and active.

You can also double-click an incoming [unanswered] call to answer it, or to retrieve it if currently
on hold, if configured in Settings. Please note if this is not selected then double-clicking a call in
the Active Call Window will allow a note to be entered, assuming the Notes column is being
shown, as outlined in section 5.6.5.

5.4 Configuring Which Calls are Displayed in Active Call Window

The Active Call Window can be configured to retain visibility of processed calls, allowing the

Reception user complete control of call management, as shown below.

From To Duration Status
Matalie Maines (Salesforce Contact) Jenna Wimshurst 00:05 Call parked for Paul Dewey

Parked, camped and linked calls [explained in section 7.5] can all be displayed in the Active Call
Window and retrieved at any time.
5.5 Transfer History

Unity can be configured to indicate who the remote party was last transferred to.

This is displayed in the Notes field, meaning it is only available if this column is being displayed.

From To Duration Status Notes
Barry Simpson Chris Tutt 00:26 Call parked for Andrew Smith Previously transferred to Andrew Smith

5.6 Configuration

The Active Call Window options can be configured in Settings as shown below.
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@ Services & Settings

@ Services & Settings X
Services  Settings Services Settings
& Unfty Settings Configure how Unity dispiays Gals i the current call it 5 Unfty Settings Tanage how Unity saves transfer history mformation
5 Appearance 5 Appearance
Contact Search Contact Search
Contact Display Contact Display
=} - Current Calls
Transfer History
£ Computer/Phone Integration [ Restze the current cal st to ensure al cals are visble &) Computer/Phone Integration [ Display transfer history in the call st
bt liegraon 01 Group watng cilstogether bt gt Keep transter o for
- Custom Directory Integration [ Group queued calls together - Custom Directory Integration 28 S days
Configuration Configuration
& mﬁmk?mgﬁmn Double clck to retrieve  call on hold & omunk?ntegmm Transferred cal history log folder
Shared Calendar Display parked cals in the cal st Shared Calendar C:\Program Fies (xB6)\Unity Cient\Configuration\
- Browser Integration &5 Browser Integration
CRM [ Display camped cals in the cal list RM
QcTobal Display notes column in the cal lst Cick To Dal
Desktop Integration Desktop Integration
Notification Hold Call & Link To User Notification R
Unity Connect Unity Connect
& Quick sz When the nked user becomes avaible & Quick sz
Key Combinations Indicate only v Key Combinations
Commands Commands
Startup Display the hold duration Startup
Updats Indicate when the hold duration is over Update
5 Instant Messaging & Presence = ) Instant Messaging & Presence
Loaging 60 3] seconds Loaging
XMPP XMPP
Securty Securty
Language Language
5 Connection &5 Connection
Network Network
Proxy Proxy
- Authentication - Authentication
Cal Centers Cal Centers
 Cancel oK X Cancel oK

Options are immediately applied when the OK button is pressed.

56.1

Resize the Current Call List

If set then the Active Call Window will automatically resize to ensure all calls are visible, up until

there are 10 calls in the list at which point scrollbars will be used.

5.6.2 Grouping Calls

Unity can group waiting [including held, parked, camped and linked] calls together, as shown

below.

From To Duration Stalus Motes
Current
Chris Tutt My Mobile 00:00 Ringing
Waiting
@ samysimpson Chris Tutt 00:40 On hold Previously transferred to Andrew Smith
0 Andrew Smith Chris Tutt 00:33 On hold

5.6.3 Double Click to Retrieve

When this setting is enabled, you can double-click on a held call in the Active Call Window to
immediately place any active calls on hold and retrieve the selected one.

5.6.4 Display Parked & Camped Calls

When activated, Unity will retain all parked and camped calls in the Active Call Window, as
described in section 7.5.
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5.6.5 Display Notes

This setting allows notes to be displayed against calls in the Active Call Window, if this setting is

disabled the Notes column will not be displayed.

5.6.6  When Linked User Becomes Available

When using the Hold & Link feature [as outlined in section 7.5.5] Unity can either alert the

receptionist that the monitored user is now available, prompt to transfer or automatically transfer.

5.6.7 Transfer History

Transfer history is only available if the Notes field is being displayed. You can configure Unity to
store transfer history information for a defined duration and can specify where the history should

be stored if sharing information between Unity Reception clients.

6 DRAG AND DROP

Many common call handling actions can be performed with drag and drop, as well as right click
and call control buttons.
6.1 Make a Call to a User or Number

Drag a user icon or a speed dial shortcut icon from the Contacts panel up into the Active
Call Window to make a new call to the selected user or number. Call logs and voicemail items
can also be dragged into the Active Call Window to call.

6.2 Transferring a Call to a User

Drag a live call onto a user to either perform blind transfer, or to populate a drop list with call

handling options. Drag and drop configuration is configured through Settings.
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O Services & Settings ®

Services Settings

- Unity Settings Configure the way Unity displays contacts as well as drag & drop options
Appearanca
- Skin

- Current Calls
Computer/Phone Integration Show call duration in contact list

- Clipboard Integration
- Dialling Rule
- Custom Directory Integration Menu options when a call is dragged over a contact

Configuration
~ Outlook Integration Transfer call to extension

~Browser Integration Transfer to voicemail
CRM

[ Aways show call detais

Click To Dial Transfer call to mobie
~Deskop Integration ] Warm transfer call to extension
- Noftification
- Unity Connect [ warm transfer call to mobile

Quick Keys
- Key Combinations
- Commands
.. CFartin

[] Park cal on extension

6.3 Make a Call to a Call Center

When Unity Reception is configured with call center agent functionality, drag a call center queue

from the Personal Wallboard to the Active Call Window to make a call to that call center.

6.4 Transferring a Call to a Call Center

When Unity Reception is configured with call center agent functionality, you can drag a current
call in the Active Call Window and drop it on a call center in the Personal Wallboard. This will

blind transfer the call to that call center.

6.5 Send to Voicemail

Y
y

=

Dragging an unanswered call from the Active Call Window over the Voicemail button = will blind

F ¢

transfer the incoming call to the user’s voicemail. The Voicemail button will only be displayed in
Unity if the Voice Messaging User service is assigned and active.

6.6 Call Control

Dragging a call over the Hold/Retrieve, Answer/Release or Transfer buttons will perform that

action on the selected call in the Active Call Window.

6.7 Manage Instant Messages

As illustrated in section 2, Unity offers a docked Instant Message (IM) panel, which fully supports
drag & drop actions. The IM panel can always be displayed or only displayed when required, as

configured through settings and outlined in section 8.10.
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Steve Tutt - { X
Jenna Wimshurst: Hey can you take this sales call please?
Steve Tutt: yes no problem

. Transfer call to extension

Transfer to voicemail o
= Park call on
Crmmommmsy e 5
Jenna Wimshurst: Hey when you're back Sally wants to speak to you!

]
Charlotte Quartly, Amy Earl a L X
Jenna Wimshurst: Hey! Just doing a live demo
Charlotte Quartly: Hey
Amy Earl: Hey there!

=

Drag an internal contact into the docked IM panel to send an instant message to that user. You
can easily drag additional users into the same IM conversation to create group chat, and a call
can be dragged from the Active Call Window into an IM conversation to quickly blind transfer to
that user. This is particularly useful if you want to check the transferee’s availability before

transferring a call.

If there are multiple users in the IM conversation, then a context menu will be displayed.

Steve Wardle, Chris Tutt, David Higgins a  x

Steve Wardle 3
Chris Tutt >

David Higgins  » || ' Transfer call to extension

Transfer call to mobile

Transfer to voicemail

Park call on extension

Please see section 8 for a full overview of Instant Messaging.
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7 CONTACTS PANEL [BUSY LAMP FIELD]

The Contacts tab gives a visual indication of the status of users [within the group/enterprise]
including current hook state and availability. Unity displays up to 50 internal users by default but

will dynamically monitor any internal users returned through search results.

7.1 Contact Panel Display Options

There are four different views available, as outlined below. Right-click anywhere in the Contacts

panel and select Appearance list to change the view.

Service Configuration 3
z & ¥ | Details ‘
opy number
ik List
Personal directory 3 Small icon
1 Manage user list Tile
| Appearance 3 | Show extension
Show department
Show ACD state

7.1.1 Details View

This view provides by far the greatest amount of detail, but requires more space [although the list
can be shortened in which case scrollbars will automatically appear]. This is the default view

when displaying search results.

{Contacls: Activity Logs Voicemail My status: available in office
Search

Name Phone ACD State Status
Chris Tutt 020828812 Sign-Out A
Cindy Baker 020828812
Colin Wardle 020828812 Sign-Out

© Dave Baker 020828812 Available Talking to +447717580512 - 20:22 / In a meeting
David Higgins 020828812 Sign-In
Dean Thompson 020828812 Sign-in

3 EdThrus 020828812 Sign-in Currently away

Gopikrishnan V 8332 Available
lain Sin 020828812 Sign-Out
Krysia Swiatek 020828812 Available
Lee Hous 020828812 Sign-In

© Lewis Marcan 020828812 Available Talking to Conference Bridge - 18:35 / Currently busy

© Paul Farrant 020828812 Available Talking to Alastair Brown - 02:00
Steve Tutt 020828812 Unavailable - WebChat
Steve Wardle 020828812 Unavailable - Comfort Break In a meeting until 3pm
Vas Koria 020828812 Available

v

With this view the sort order and width for each column can be set, which is saved when Unity is
closed. You can also configure Unity to display or hide the extension, department, ACD state and

call duration columns.

Service Cenfiguration 3
Details
Copy number List
Personal directory 3 Small icon
L3 Manage user list Tile
I -
| Appearance » “ Show extension

Show department

Show ACD state
Show call durstion
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7.1.2 List View

This option will display all users in a list without detail, as shown below. It is only recommended
when the default contact list contains many entries and space is limited.

Contacts  Activity Logs  Abandoned Calls  Voic

Search | |

Alastair Farrant
Amy Baker
Charlotte Houston
Chris Tutt
Cindy Higgins
Caolin Earl
David Thompson
Dean Dewey
Ed Sinnott
€ Harry Brown
lain Marcantonio
) Krysia Quartly
Lee Koria
€ Lewis Swiatek
Paul Thrussell
Steve Tutt
Steve Wardle
Vas Dadds

7.1.3 Small Icon View

This view combines a simplified look and space reduction.

Contacts  Activity Logs  Voicemail
Search | |
Alastair Farrant Amy Baker Charlotte Houston
Dean Dewey Ed Sinnott € Harry Brown

) Lewis Swiatek Paul Thrussell Steve Tutt
Cindy Higgins Colin Earl Chris Tutt

& Krysia Quartly Lee Koria lain Marcantonio
Vas Dadds David Thompson Steve Wardle

7.1.4 Tile View

This view is similar to Icon view but uses more white space to provide a cleaner look.

Contacts  Activity Logs ~ Voicemail My status: available in office ‘

Alastair Farrant Amy Baker Charlotte Houston £ Chris Tutt Cindy Higgins Colin Earl
Dean Dewey Ed Sinnott © Harry Brown lain Marcantonio © Krysia Quartly Lee Koria
© Lewis Swiatek Paul Thrussell Steve Tutt Steve Wardle Vas Dadds David Thompson

In both the List, Small Icon and Tile views, hovering the mouse over the image will provide more

information about the monitored user, as outlined in section 7.2.1 below.
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7.2 User Icons

There are four main user icons states shown for internal users in the Contacts panel, regardless
of the view chosen. However, because the image will also illustrate if the monitored user is online

(meaning they are currently logged into Unity) there are eight possible images, as outlined below.

Available The monitored user extension is on hook

Ringing The monitored user extension is ringing

Engaged The user is on the phone

Do Not Disturb The user has selected DND or Unavailable profile

7.2.1 Displaying the Tool Tip

Hovering the mouse over a red, yellow or grey icon will reveal more information about the user’s
current state, if available. For engaged users this will include the name or number of the party
they are engaged to and the duration off the current call as below [this feature can be disable for

privacy reasons].

€3 Paul Brown
| Talking to +4475344 (Partner Support) - 08:45 i

7.3 Selecting the Contacts Panel Default List

Unity Reception will display up to 50 internal users and an unlimited number of external users in a

default list, which is always displayed when search criteria is not entered.

As outlined in section 7.6, Unity Reception can be configured to automatically select users to
include in the default list, by periodically examining how often each user is searched on. This
ensures the default list is always the most relevant thereby lessening the number of searches
required. However, the default list can also be manually set in which case it will not be
periodically updated based on search results. To manually set the default list right-click

anywhere in the contacts list and select “Manage user list”.

Personal directory  »

Manage user list

Appearance 3

You will then be able to move users or departments between lists by checking the relevant
box[es] then clicking the arrow button. All users in the right-side list will be monitored in the

default contacts list. This list can be updated at any time and is saved between Unity sessions.
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Manage users %
| | — |[Jcommunications Limited ~
[JJaik George o [Abin Joseph
[]JC Bhat [Jaiastair Brown
[JJohn Cole [amyEarl
[JJohn Dunbar [charlotte Swiatek
[JJohn Sured [chris Tutt
[Joseph Mathunni [Jcindy Farrant
[JJoseph Thomas [ Colin Baker
K S Matthew [David Thrussell
[IKnysia Demo Heek 926 [Joean Quartly
[Krysia DemoHtekgo2 [JEd Higgins
[Lewis Test2000 - [ Gopikishnan v
- [Krysia Thompson
< ) Tl nn Uniietnn v
[ Show hierarchy 12 remaining | X Cancel oK

Tick the “Show hierarchy” box to include group and/or departments in the lists, when one of these
entries is checked all child entries will also be checked. You can also easily search for available

users using the search facility.

Manage users %
‘JQ‘ | -» | Communications Limited ~
[Basil Joy [JAbin Joseph

[JAlastair Brown

[sifin Jose

[JJohn Cole LJAmy Earl

[JJohn Dunbar [ Charlotte Swiatek
[JJohn Sured -DChriS Tutt
[JJoseph Mathunni [cindy Farrant
[JJoseph Thomas [Jcolin Baker
[sally Jones [David Thrussell

[JDean Quartly
[JEd Higgins
[JGopikrishnan v
[JKrysia Thompson

Tl nn Uniistan

[Sebin Joseph

O Show hierarchy 12remaining | X Cancel OK

7.4 Contact Groups

Contact groups are pre-defined logical groups of internal and external contacts that allow the user
to quickly load selected contacts, they are very similar to the default user list expect they are

pinned to the Contacts tab, as shown below.

{Contacis Activity Logs  Voicemail My status: available in office |
Search | | [Helpdesk | HomeWorkers | IndiaOffice | _LAoffice | _London Office | _New York Office] ‘
Name Phone ACD State Status |
Chris Tutt 020828812 Sign-Out ) {
Cindy Baker 020828812
Colin Wardle 020828812 Sign-Out
© Dave Baker 020828812 Available Talking to +447717580512 - 20:22/ In a meeting
David Higgins 020828812 Sign-in
Dean Thompson 020828812 Sign-in
) EdThrus 020828812 Sign-in Currently away
Gopikrishnan V 8332 Available
lain Sin 020828812 Sign-Out
Krysia Swiatek 020828812 Available
Lee Hous 020828812 Sign-in
© Lewis Marcan 020828812 Available Talking to Conference Bridge - 18:35/ Currently busy
© Paul Farrant 020828812 Available Talking to Alastair Brown - 02:00
Steve Tutt 020828812 Unavailable - WebChat
Steve Wardle 020828812 Unavailable - Comfort Break In a meeting until 3pm
Vas Koria 020828812 Available
v

Contact groups provide multiple real-time BLF instances for efficient call handling. The contact
groups can be named intuitively by the Reception user, for example, “Denver Office” or “Sales

Team” as appropriate. Up to 12 contact groups can be added and each contact group allows up
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to 50 internal users and unlimited external contacts. Internal users can belong to multiple contact

groups.

Section 7.6.6 outlines how to enable contact groups, which are displayed in the same place as

the alphabet shortcut letters meaning if contact groups are enabled the shortcut letters will be

hidden.

7.4.1 Creating a Contact Group

Assuming contact groups are enabled in Settings, drag over a group of monitored users in the

Contacts panel, or CTRL + left click them in Contacts or Search and then right click the mouse

and select “Add to contact group > New contact group”, as shown below.

Call extension

View user details

o [Chris Tutt
e [Peter Law
g

Add to contact group

x

Remove from contact group

Add note

Remove XMPP presence

Send email

Show calendar
Service Configuration
Copy number
Personal directory
Manage user list

Appearance

Helpdesk
Home Workers
India Office

LA office
London Office
New York Office

New contact group

Contact Group

X

X Cancel 0K

From the dialogue box name the group and click OK.

7.4.2 Adding Users to an Existing Contact Group

After selecting additional internal users or external contacts right-click to add them to an existing

contact group, as shown below. If a user or contact already exists in the contact group, they will

not be duplicated.
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© EET— -

. Call etension

Wiew user details

@
. ‘ Add to contact group » ‘ Helpdesk
»  Removefrom contact group  » | Home Workers
Add note India Office
Remove XMPP presence LA office
London Office
Send email
New York Office
Show calendar
New contact group
Service Configuration 3
Copy number
Personal directory 3

£ Manage user list

Appearance 3

7.4.3 Removing Users from Contact Groups

Right click a user and select Remove from contact group.

o’l Y, Call extension

Dav Call mobil
Dea all mobile
 EdT] View user details
Ham Add t tact 3
1CB o contact group
Paul »  Remove from contact group  » || Helpdesk
Add note Home Workers
India Office
[ Instant message
LA office
Remove XMPP presence
Lendon Office
Sendemail Mew York Office

Show calendar
All contact groups

Servire Confinuratinn -

7.4.4 Deleting Contact Groups

Right click a Contact group name to delete it.

Contacts Call Logs Voicemail

Search| | Helpdesk | HomeWorkers |  India Office | LA
Rename contact group

Name FPhone ACD State

Delete contact group

7.4.5 Renaming Contact Groups

Right click a contact group name and select “Rename contact group”, then enter the new name
and click OK.

Contacts  Call Logs Voicemail

Searchl Helpdesk | Home

Rename contact group

Name FPhone ACD State Delete contact group
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7.5 Performing Call Control Actions in the Contacts Panel

There are many call control functions that can be performed by right-clicking a monitored user or
external contact in the main Contacts panel. The menu options displayed will dynamically change
to only show those available depending on the state of the user/contact as well as the state of the
selected call in the Active Call Window [if there is one]. For example, “Transfer to voicemail” will
not be available if the user does not have the voicemail service assigned and “Camp call on
extension” will not be available unless there is a call selected in the Active Call Window and the
monitored user is currently on the phone.

Q.I

Call extension

Call extension when available
View user details

Add to contact group »

*  Remove frem contact group 2
Add note

Instant message

Remove XMPP presence

Service Configuration »
Copy number
Personal directory 2

Manage user list

Appearance 2

7.5.1 Call Extension

Selecting “Call extension” will initiate a new call to that user in the same way that double clicking
the user icon would. Any current call will automatically be placed on hold. This can be used to
make an announced transfer as opposed to a blind transfer using the “Transfer call” menu

options.

7.5.2 Answer This Call [Call Pick-Up]

This feature is only available if either the Directed Call Pickup service is assigned to the
receptionist, or the receptionist is in the same call pickup group as the monitored user. Please
confirm with your service provider that these requirements are satisfied. When selected from the
context menu, Unity will pull the ringing call to the receptionist. Only calls that are currently
ringing can be answered by the receptionist.
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7.5.3  Park Call on Extension

Unity will park the call selected in the Active Call Window onto the monitored user’s extension.
The selected call cannot currently be parked or camped on another extension. If configured, the

call will stay in the Active Call Window with a state of “Parked”, as shown below.

From To Duration Status Notes
Barry Simpson Chiris Tutt 00:18 Call parked for Andrew Smith Previously transferred to Andrew Smith

7.5.4 Camp Call on Extension

Unity will camp the call selected in the Active Call Window onto the engaged monitored user’s
extension. When the user goes back on-hook the camped call will be delivered and their phone
will start ringing. If the user does not go back on-hook before the camp timer expires the call will
return to the receptionist. This call can also be kept in the Active Call Window [the same as

parked calls, above] if configured in Settings.

Camping calls is a feature of the Call Transfer service so is only available if assigned and

configured to allow calls to be camped.

7.5.5 Hold Call and Link to User

This is a unique feature to Unity that allows the receptionist to link a call in the Active Call Window
with an internal contact in the Contacts list. This feature is designed to give the receptionist
visibility of who the caller is holding for and also their current hook status without having to check
manually, because the call remains in the Active Call Window. This is an essential feature for
busy telephonist stations that manage a large number of calls and often have several callers on
hold simultaneously. When the linked user goes back on hook, Unity can indicate availability,
automatically transfer the call or prompt to transfer the call. This is configured in Settings, as

outlined in section 5.6.6.

To hold and link a call to a monitored user, first ensure the call is selected in the Active Call
Window [if multiple calls are present] and right click the monitored user in the Contacts list, as
shown below. Please note that this feature is only available when the monitored user is currently

on the phone.

Page | 45 www.avalle4business.co.uk



< DavidHiggins Park call on extension ai
Dean Thomps +Ch

. EdThrussell | Hold call and link to user ‘,m
€ Lee Houston View user details D
. Lewis Marcan ail

! Paul Dewey Add to contact group b ap
Q.I » Remove from contact group 3
Steve Tutt ail
Add note )

. Steve Wardle ail

! Tracey Scoate| B Instant message ah

. Vas Koria Remove XMPP presence ab

The call is now placed on hold and the receptionist user can continue taking other calls. The
Notes field displays “Waiting for Andrew Smith” in red to indicate that he is still on the phone.

() Natalie Maines (Salesforce Contact) Jenna Wimshurst 02:19 (00:17) On held VWaiting for Peter Law

The Duration field will display the total time the call has been on hold for the user. This can be
configured to have a threshold set against it, as shown below.

@ Services & Settings X
Services Settings
skin # || Configure how Unity displays calls in the current call list
Contact Search
O0fACt Disnla
=Currant Eah
Transfer HEtory
Computer/Phone Integration
Clpboard Integration Resize the current call st to ensure all calls are visble
Dialing Rule
- Custom Directory Integration [ Group waiting calls together
Configuration [ Group queued cals together
= Outlook Integration
Shared Calendar [ Double click to retrieve a call on hold
Browser Integration Display parked calk in the call st
Desktop Integration
call Notfication Display camped calls in the call list
Unity Connect Display nates column in the calllist
Quick Keys
Key Combinations Hold Call & Link To User
Commands
Startup ‘When the linked user becomes available
Update Indicate only -
(- Instant Messaging & Presence
: Logaing Display the hold duration
i Securty Indicate when the hold duration is over
- Language =
- Connaction 50 7| seconds
=~ Network
- Proxy
[=- Authentication
Call Centers v
From To Duration Status MNotes
{0 mnatalie Maines (Salesforce Contact) Jenna Wimshurst 03:28 (01:26) on hold Waiting for Peter Law

When Paul Dewey becomes available the Notes field changes to green to alert the receptionist
that the monitored user is available to take the call, as below.

From To Duration Status Motes
| @) Natalie Maines (Salesforce Contact) Jenna Wimshurst 08:06 (06:05) on hold Waiting for Peter Law

The user can now transfer the call either by dragging it over the monitored user, or by right-
clicking and selecting “Transfer call to extension”, as below. The call can also be un-linked from
the monitored user by right-clicking and select “Remove link to user”.
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ml Natalie Maines (Salesforce Contact) Jenna Wimshurst 0547 (02451 fali}

Assign call to account code 3

Add number to personal directory

| Remove link to user

Add call note

Contacts  Call Logs Voicemail ShowlCRMcontact
Add CRM call log entry
Search l:l Helpdesk | Home Wo
Reset column widths
Name Phone ACD State Show gridlines

Unity can be configured to automatically blind transfer the call when the linked user becomes
available, or to prompt the receptionist to blind transfer the call, as shown here.

Peter Law is now available. Would you like to transfer the call
from Natalie Maines (Salesforce Contact)?

Yes Nao

Once the call is transferred it will be removed from the Active Call Window. These options are set
in Settings as outlined in section 5.6.6.

7.5.6 Call Mobile

When selected Unity will hold any active calls and dial the mobile number of the monitored user,

which is added to the user profile in Broadworks.

7.5.7 Transfer Call to Mobile

When selected Unity will transfer the currently selected call in the Active Call Window [if multiple
calls are present] to the mobile number of the selected monitored used. This menu option is only

included when there is a call in the Active Call Window.

7.5.8 Transfer Call to VoiceMail

If the monitored user has the Voice Messaging User service assigned and activated, then the
receptionist can blind transfer a call directly to that user’s voice mailbox. This menu option is only

included when there is a call in the Active Call Window.

7.5.9 Barge into This Call

When selected Unity will make an immediate three-way conference call with the receptionist, the
monitored user and the third party the monitored user is talking to. All parties will be able to talk
and hear each other. When attempting to barge into a call, if the phone plays a “number doesn’t

exist” tone then this means the monitored user cannot be barged into, normally because they
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have the Barge-In Exempt service assigned and activated. Only users without this service active

can be barged into.

The Active Call Window will display like a normal conference call, as below, and the receptionist

can hold/retrieve the same as for a conference call.

From To Duration Status
Sasha Gorb Jenna Wimshurst 00:15 Active (conference )Mot recording
Jenna Wimshurst 01268508018 00:02 Active (conference )Mot recording

Please note that when leaving a call that has been barged into, you must transfer the call parties

together in order to leave the conference without ending the original call. To do this press the

P .. Y

Transfer button 7 and select “Transfer these calls together”, as shown below.

[ &2 1] IO a0 9 Fo)

Trar Transfer calls together (leave conference)

Please note this feature depends on the Directed Call Pickup with Barge-In user service being

assigned to the receptionist.

7.5.10 Call Extension When Available

When selected Unity will place an alert on the engaged monitored user, so that when they

become available a dialog box will prompt the receptionist to call.

Unity

Harry Dadds is now available, would you like to call this extension? If
you click 'no’ you will nat be prompted to call again.

Yes No

7.5.11 View User Details

View details as entered in the profile for this user in the VolP platform. This includes their title,
phone number, mobile and email address. Click on the email address to send an email using the

default email program.
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Steve Wardle X
Title:
Email: Steve.wardle@kakaposystems.co
Phone: 02082881245
Mabile:
WAV File:

OK

You can also configure Unity to play a WAV file whenever that user’s phone is ringing, which is
useful in an assistant environment scenario where the receptionist is screening calls. Click the

Save button =! to select the WAV file to play. When the audio alert plays that is the reminder for
the receptionist to pick-up the call.

7.5.12 Add Note

The receptionist can add notes for an internal user which are shared between Unity Reception
users. They provide more information about the monitored user over the hook status, service

configuration and other presence settings. Notes are displayed in the detail list or as tooltips.

Contacts  Call Logs Voicemail My status: available in office

Search I:] Helpdesk | Home Workers | India Office | LAofice | LondonOffice | New York Office
Name Phone ACD State Status

. Alastair Brown 02082881268 Available
€ AmyEarl 02082881249 Available Talking to lain Sin- 00:02

. Chris Tutt 02082881248 Unavailable - Lunch On leave until Monday, call Steve instead

Chris Tutt
.

‘ On leave until Monday, call Steve instead i

Right click the user again to edit or remove the note.
T e S —

Call extension
View user details

Add to contact group 3

»  Removefrom contact group  »

Edit note

Remove note

7.5.13 Send Email

If the email address has been entered in the profile for the user, Unity will use the default malil

application to send an email.
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7.5.14 Show Calendar

As discussed in detail in section 9, Unity will display any meetings for the monitored user that are
available through the shared calendar in Microsoft Outlook. This option will only be displayed if
the email address for the monitored user is present in their VolP profile.

7.5.15 Answer This Call [Call Pick-Up]

When a monitored user’s phone is ringing their icon in the Contacts list becomes orange . To
perform pick-up and answer the call on behalf of the monitored user, right click the icon and
select “Answer this call”. This option is only displayed when right clicking a ringing user, and if the
receptionist and the monitored user belong to the same call pickup group, or the receptionist has
the Directed Call Pickup with Barge-In service assigned.

| Answer this call |

View user details

Add to contact group 3
h.l =Rl < Removefrom contact group  »
SILED Add note
. Lewis

7.6 Configuration

The contacts panel is configured in Settings, as shown below. One panel manages how search
results are displayed while the other manages the general behaviour of the Contact list.

O Services & Settings X || @ Senvices & Settings x
Services Settngs Services  Settings
[ & Unty Settngs Configure the way Unity searches for contacts and Gspiays search results Configure the way Unity dsplays contacts as wel as drag & drop options

Appearance

Curres
Transfer Hitory

Computer/Phane Integration [ Incude extemal contacts in al searches Computer/Phone Intagration 3 Show cal duration in contact It
Cipboard Integraton i N Coboard Integration Move show &
Daiing Rule ] Show monitored users frst when searching Dalng Rule £ Always show call detais
Custom Drectory Integration [2] Always sort new search resus by name Custom Directory Integration Menu options when a call is dragged over a contact

Configuration

Outlook Fitegraton Incude department name n search
sh ndar

[ Transfer cal to extension
[ Gear the search box when actvated

[ Transfer to vokemai
] Tell me when a contact has privacy enabled 4 Transfer cal to moble

[ show contact groups [ warm transfer call to extenson

[ show contact search letters [ Warm transfer cal to mobile

unty Connect
Quick Keys

9 Park cal on extensin

Bas 3 Key Combiations [A Hold cal and ink to user
Commands Commands =
Startup St Contact notes fokder
Update Include contacts when Update [C:\Program Fies (x86)\Unty Clent|\Configuration\
Instant Messagng & Presence @ The name starts with the search crtera Instant Messaging & Presence
Logong = Looong
XMPP. O The name contains the search crtera XMPP
Securty Securty
Language Language -
Connection Connection -
Network Network [ Show most searched on users by defaut
Proxy Proxy
Authentication Authenticator
Cal Centers Cal Centers
X Cancel oK X Cancel oK

7.6.1 Include External Contacts in all Searches

When checked Unity will always search all directories every time a search is performed, which is
one second after the last key was pressed. If the user is a slow typist this could result in many

searches, so if there is a large external directory [for example an Outlook folder with several
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thousand records or a slow-performing SQL database] then Unity performance may be impacted.
Turning this setting off means that by default only the group/enterprise directory is searched,

other directories will only be searched if the user presses enter or clicks the search image.

7.6.2 Show Monitored Users First When Searching

When this setting is turned on Unity will always display monitored users first in alphabetical order,
then external contact is monitored order. Otherwise internal and external contacts will be shown

in alphabetical order, as below.

Contacts  Call Logs Voicemail

Search |ste\1

Name
Steve Tutt
Steve Wardle
Steve Lonski (Salesforce Contact)
Steve Tutt
Steve Tutt - Kakapo Systems
Steve Tutt - Kakapo Systems (Mobile)
Steve Tutt (Mobile)

7.6.3  Always Sort New Search Results by Name

This setting can only be modified if the “Show Monitored Users First When Searching” setting is
not active. If active then search results will always be displayed in alphabetical order based on
the name of the contact, otherwise the same sorting used in the default list [which could be based

on any column in the Contacts list] will be used when searching.

7.6.4 Include Department Name in Search

If activated then Unity will include any internal users where the department name matches the
search criteria, for example the receptionist could type “sales” to quickly see a list of all sales

people. In a nested department environment only the bottom-most department will be considered.

7.6.5 Clear the Search Box When Activated

If activated, then whenever the user clicks into the search box the current search criteria will be

removed and the default list will be shown.
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7.6.6  Show Contact Groups

Contact groups provide a fast way to access pre-configured groups of internal and external
contacts.

Contacts CallLogs Voicemail

ggamhlzlé’\ |A\IAgents | Directors | Helpdesk | HomeWorkers | London Office | Marketing | Mew York Office | Sales

Name Phone ACD State Status

7.6.7 Including Contacts in Search Results

When searching Unity can be configured to only include contacts in the search results if the name
starts with the search criteria or contains the search criteria. When configured to search based
on the contact name containing the search criteria, it will be possible to search on first or last
name, but the search results will be less refined (there will often be more entries in the search
results).

7.6.8 Show Call Duration

Unity can be configured to include the call duration when showing a monitored user on the phone.
The default option is to show the call duration; this would likely only be deactivated for privacy

reasons.

7.6.9 Menu Options on Drag & Drop

As outlined in section 7.6, when a call is dragged over an internal user in the Contact list [which
may be displaying either the default contact list or search results] Unity can be configured to
dynamically display available call actions, based on the state of the call and the status of the
internal user that the call was dropped onto. For example, if the monitored user doesn’t have
voicemail available then the option to transfer to voicemail would not be displayed, similarly if the
monitored user isn’t on the phone then the Hold & Link option would not be available. At least
one option must be selected from those available, if only one option is selected then that action
will always be performed when a call is dragged over a monitored user, assuming the option is
available at the time.

If a call is dropped over an external contact then the only options available are to blind transfer
the call or perform a warm transfer [which will call the external contact that the call was dropped

onto, as outlined in section 7.6].

‘ Transfer call to extension

o.” Warm transfer call to extension

Transfer to voicemail
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7.6.10 Contact Notes Folder

If multiple receptionists are working together then setting a common location for contact notes
means that even if a receptionist is away from the office, when they next start Unity they will have
the most recent notes about users in the Contact List.

7.6.11 Show Most Searched Contacts

Unity can be configured to dynamically load the default contact list based on the 50 most
searched on users, this list is periodically refreshed to ensure it is always most relevant and is

saved between Unity sessions.

Show most searched on users by default

Refresh list every
2 % minutes

3 INSTANT MESSAGING

Instant messaging is available in all Unity clients and uses dynamic registration, meaning buddy
lists are not required — users can instant message each other as soon as they start Unity. Instant
messages can be sent both to online and offline users, offline meaning that user doesn’t currently
have a Unity client open. If an instant message is sent to an offline user it will be delivered when

that user next starts their Unity client.

8.1 Online/Offline Indicator

An “online” user is one that is currently running an instance of Unity, and therefore available to
send an online message to. These users are indicated with a small envelope on their user icon.

This applies to the user regardless of the current state, as illustrated below.

State Online [Unity Open] Offline [Unity Closed]
Available °

Ringing

Engaged O, Q

DND/unavailable profile (— =)
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8.2 Docking the IM Conversation

Instant messages can be displayed in the docked IM panel or as separate windows for each
individual IM conversation. If the docked window is used new conversations can be initiated via

drag and drop and new IM windows will not pop over other applications.

Steve Wardle X
Steve Wardle: yep A
Jenna Wimshurst: sweet thanks

Steve Wardle: its parking

Configuration options for instant messaging - including the docked IM panel, are outlined in

section 8.10.

8.3 IM Conversation Overview

In both docked and undocked IM conversation panels the upper part of the IM message log will
automatically scroll to display the most recent message. Outgoing messages are in black while
incoming messages [from other users] are in blue. Whenever a new conversation is started Unity
will automatically load any messages from previous conversations with the participant, these
messages are not stored between Unity sessions however messages are logged locally, as
outlined in section 8.9.10. Type your message in the bottom window and press enter or click the

envelope image t6“send the message.

If a user was online when the conversation started by then closes Unity, the IM conversation
window will automatically add an entry to notify the user, as shown here.

James Smith is no
longer a participant
in the conversation

|Steve Tutt | X
Chris Tutt: Can one of you take a sales call
James Smith: Sorry I'm aboutto leave the office
System: James Smith has gone offline.

If there is only a single participant in the conversation then if Unity is configured to send instant
messages to offline users [as outlined in section 8.10.1] then the participant will be shown as

offline in the conversation, but messages can still be sent which will be received when the user
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next opens Unity. If Unity is not allowed to send messages to offline users then the participants

list will be cleared and Unity will not allow new messages to be added to the conversation.
Please note this logic applies to both docked and undocked IM conversations.

8.3.1 Docked IM Conversation

IM Conversation
participant

Enter IM text here

Undock IM window Call participant

Steve Wardle

Steve Wardle: yep
Jenna Wimshurst sweetthanks
Steve Wardle: its parking

E— Close IM window
"~
‘ [@H—— Click to send

You can see all participants in the conversation in the title bar, and can hover the mouse over to

see a complete list which includes if the user is using Unity IM or XMPP, as outlined in section
8.9. Group chat is discussed in section 8.5.

Alastair Brown, Colin Farrant

Alastair Brown : Unity

Colin Farrant : Unity

When there are multiple participants in the conversation you must select which user to call from
the drop-down menu. Instant conference with all parties is not available.

Alastair Brown, Colin Farrant

n&l L

I Alastair Brown

Colin Farrant
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8.3.2 Undocked IM Conversation

IM participants ~ Minimize window Close window

) | Conversation: Steve Wardle l_;l_l

Steve Wardle: yep ~
Jenna Wimshurst: sweet thanks
Steve Wardle: its parking

Enter IM text here

Last message received at 10:45 I;ll;“:"— Click to send

Re-dock in the IM panel Call participant

Close IM window

Because this is a separate window it can be minimized, maximized or closed independently to
Unity. If a docked IM conversation is closed then when a message is received for the same

conversation, the previous message log will be reloaded in the new undocked conversation.

8.4 Docking & Undocking IM Conversations

Depending on how Unity is configured, all new IM conversations will begin docked or undocked.
You can undock a conversation by clicking the button. The conversation will be moved to a
standalone window. Dock a conversation by clicking the = button, the window will automatically

be closed and the conversation added to the docked IM panel.

8.5 Starting an Instant Message Conversation

New IM conversations to a single user are easily created by right-clicking the user in the Contacts
list and selecting “Instant message” from the menu. If the docked IM panel is displayed then you

can also drag the user over the panel to start a new conversation.

To start a new IM conversation with one or more participants, click Message > Start conversation

from the main Unity window, as shown below.

File Messaninn  Tnnls  Heln
Start conversation .
v >)

©

Unavsilsble Avsiaie  Wrapup  Release Dial Transfer
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Unity will show a list of all users that are currently online, select which users to include in the
conversation by moving them into the list on the right-hand side, similar to when selecting

monitored users as described in section 7.3.

Conversation members x

[IPeter Law -~ [] Communications Limited
.[IPrathap MK E---DAnm Joseph
;--DSaHyJunes + [steve Tutt

w.[Jsubha T * [steve wardle
+.[Tracey Scoates

[Jvas Koria

[ Show hierarchy ¥ Cancel 0K

Click OK to setup the new conversation with all participants included in the list, there is no limit to
the number of users that can be added to a conversation. When any participant sends a
message all other participants will receive it as a broadcast. Conversations with multiple
participants are often referred to as “group chat”, please note that all users must be online in
order to participate in a group chat. When a participant becomes offline Unity will update the

conversation by alerting the user and removing that participant from the list.

8.6 Adding Participants to an Existing Conversation

To add an online participant to an existing conversation simply drag the user over the

conversation and select “Add to the conversation” from the context menu that appears.

Chris Tutt

Add to the conversation

Start @ new conversation

When the IM conversation is undocked you click the button to add and remove participants,
which uses the same window as adding users to a new conversation, as described in section 8.5.

8.7 Sending Contact Directory Numbers

Personal directory entries (as outlined in section 11) can easily be shared with all participants in a
conversation by right-clicking the box where messages are sent, and selecting the directory entry

from the context menu.
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8.8 Notifications

Unity can be configured to show a “toast” notification when a new instant message is received, as
shown here. Clicking on the text will pop Unity and ensure that conversation is visible in the

docked conversation panel.

Chris Tutt =3

Please call Simon Steel on 020 8288
4470

8.9 XMPP Integration

Unity provides seamless integration with XMPP in order for Unity users to share instant
messaging and presence (IM&P) functionality with UC-One clients. All instant messages are
displayed and managed to the user as a docked or undocked IM conversation, regardless of the
IM&P platform being used. Only online users in Unity can participate in group chats, group chat

is not currently supported with XMPP.

8.9.1 XMPP Authentication

Unity is unable to extract the XMPP password from the VolP platform, meaning it must be reset
from within Unity. This functionality relies on the Integrated IM&P service being assigned to the

Receptionist, although no other UC-One related service need be assigned.

In order to set the XMPP password go into Settings and click on the “XMPP > Change Password”

item as shown below. You can see the current XMPP status is offline.

O Services & Settings X | @ services & Settings X
Services Settngs | Senvices Settngs
= Unfty Settings Configure XHPP detale for Uniy. The XMPP server wil be assumed from the doman entered as = Unfy Settings Change the Integrated Messagng password. Please note that UC-One wil need to be restarted | |
= Appearance part of the login ID. = Appearance after changing the password in Uniy.
Skin Skn
Contact Search Contact Search
Contact Display Contact Display
Current Cals Current Cals
Computer/Phone Integration XMPP Login Details & Computer/Phone Integration New password
Clpboard Integration Cipboard Integration [ |
Daling Rule Daling Rule
- Custom Directory Integration Offine = Custom Directory Integration Confirmation
Configuration Logn D Configuration I |
Outlook Integration Outiook Integration
[enna.wimshurst@ums.voice2000.com |

- Browser Integration = Browser Integration

CRM CRM

Password

Cick To Dl Cick To Dl
Desktop Integration [ | % Desktop Integration
Notfication [ Automatically accept: subscription requests Notification
Unity Connect Unity Connect
& Quick Keys [J Automatically send subscription requests & Quick Keys
Key Combrations When a contact i onine in Unity IM&® and XMPP Key Combiations;
Commands Commands
Startup Use/XMPP ¥ Startup
Update Update
& Instant Messagig & Presence & Instant Messaging & Presence
Logaint Logging
‘—@g = XMPP
ange Password
Securtty Securtty
Language Language
= Connection = Connection
Network Network
Proxy Proxy
Authentication Authentication
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Once the password has been entered you must click the OK button to save the password, before
moving to any other panels in settings. Please note that the XMPP password should not be the
same as the password used to first log into Unity. You will be notified once the password has

been changed and the XMPP status changed to online, as shown below.

XMPP Login Details

Status
Online
Login ID

442082881248@voice2000.eu.bc.im

Password

[] Automatically accept subscription requests

[] Automatically send subscription requests Unity

‘When a contact is online in Unity IM&P and XMPP
[use unity ap -]

Unity can be configured to automatically generate an XMPP password the first time it is loaded,
this is a branding property that is set in the Unity Client branding portal. In this case Unity will
save the randomly generated password in Broadworks and also in the registry, from where it will
be used whenever Unity is next started. When the password is reset in Broadworks it will
automatically be updated in the device configuration file for UC-One, if in use. Furthermore, if UC-
One is currently in use this will not impact the existing XMPP registration, therefore there is no
impact on UC-One.

8.9.2 Managing XMPP Subscriptions

To subscribe to XMPP presence for a monitored user (meaning the receptionist will receive real-
time updates as the monitored user changes their presence in UC-One) simply right-click the user
and select “Add XMPP presence”, as shown here. If already subscribed, then right-click the user

to remove XMPP presence.

alm Call extension

View user details

Add to contact group 4
Remove from centact group 3
Add note

Instant message

Add XMPP presence

Unity will show the unavailable, busy etc status of the user, as well as any status message

manually entered in UC-One, as illustrated below.
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¢ Smart UC-One - O X

File Edit Contacts Calls Conversations

Wimshurst, Jenna
B away ~

In a meeting until 3pm

Steve Tutt 02082881251
Steve Wardle 02082881245 I In @ meeting until 3pm / Currently away I

Please note that at present XMPP is only used by Unity to communicate with UC-One clients.

Unity can be configured to automatically subscribe to all monitored user's XMPP presence, as
shown here. However, this may result in the buddy/contact list in UC-One becoming very large so

should only be activated if the Receptionist doesn’t often refer to the buddy list.

Unity can also be configured to automatically accept subscription requests from other users, if
this setting is not activated then whenever a user subscribes to the Receptionists XMPP

presence a prompt will be displayed, as below.

XMPP Login Details

Status
Online

Login ID
442082881248@voice2000.eu.bc.im

Password

[C] Automatically accept subscription requests

[] Automatically send subscription requests

Unity ===

When a contact is online in Unity IM&P and XHPP
[use unity mep =

@) James Smith would like to share XMPP presence information with you.
&Y' Would you like to allow this contact?

XMPP Login Details

Status

Online

Login ID
442082881248@v0ice2000.2u.bc.im

Password
[E——— ®

[7] Automatically accept subscription requests
[C] Automatically send subscription requests

When 3 contact & onine in Unity IM&P and XPP
(use unty ep -
Use Unty IM&P |

Use Both
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8.9.3 Instant Message Priority

Because a monitored user could be running Unity and UC-One, that user could be available to
receive instant messages using either client, or both. In these situations, Unity can be configured
to prioritise one IM platform over the other, as shown below.

Options are to only send the instant message using only Unity IM&P meaning the instant
message will not be received by UC-One, to only send using XMPP meaning the monitored
user's Unity client will not receive the message, or to send through both messaging protocols
meaning both clients will receive any instant messages sent from Unity. The last option is the

default and is recommended in most scenarios.

8.10 Configuration

© Services & Settings X || © Services & Settings X
Services Settings Services Settings
- Unfty Settings Set instant messaging and presence preferences. Changes wil ot affect existing IM conversations. Unfty Settngs Set instant messaging and presence logging preferences. Log fies can be saved in a central
Appearance - Appearance location for security purposes.
Skin Skin
Contact Search Contact Search
Contact Display Contact Display
Current Cals Current Calls
Computer/Phone Integration Send IMs to offine users = Computer/Phone Integration [ Log instant message conversations
Cipboard Integration Cipboard Integration
%
Dialing Rule Show instant messages in docked panel Dialing Rule O Create a new file for each conversation
- Custom Directory Integration [J Always show docked panel 5 Custom Directory Integration O Create a new fie every day
Configuration Configuration
Outlook Integration Use existing conversation for drag and drop Outiook Integration @ Always use the same file
o Browser Integraton When an nstant message i received: P Ejowser itegraion Log fe type
Pt Show the conversation window G Soii HTML v
Desktop Integration Play 3 notification sound Desktop Integration Log Folder
Notfication Notification
iy eonneck Show.popup notification Uty connecs C:\Program Fies (x86)\Unity Clent\Instant Message Log\
Quick Keys Show popup notification until closed = Quick Keys
Key Combinations Key Combinations
Commands Commands
Startup Startup
odzte Update
& |instant Messaging & Presencel]] & Ingtant Messaging & Presence
000G Logging
XPP SFIPD
Securty Securtty (]
Language Language
& Connection = Connection
Network Network
Proxy Pro
Authentication Authentication
 Cancel oK X Cancel oK

8.10.1 Send IMs to Offline Users

As discussed in section 8.3, Unity can be configured to send IMs to offline users which are then
delivered when the recipient’s Unity is next started. This is the default behaviour but can be

turned off depending on company policy.

8.10.2 Show Instant Messages in Docked Panel

This setting instructs Unity whether IM conversations should be docked or undocked by default,
as discussed in section 8.3.1 & 8.3.2.
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8.10.3 Always Show Docked Panel

This setting can only be changed if IM conversations are docked by default. The docked IM
panel can be configured to only appear when there is an instant message conversation, or to
always be displayed. The advantage of the latter is that drag & drop will always be available to

quickly start a new IM conversation, which may be preferred in a receptionist environment.

8.10.4 Use Existing Conversation for Drag & Drop

This setting can only be changed if IM conversations are docked by default. When a monitored
user is dragged into the docked IM panel, if there is an existing conversation for that user in the
panel then Unity will ensure it is visible and prompt the user to continue the existing conversation,

rather than starting a new one.

8.10.5 When an Instant Message is Received

This setting can only be changed if IM conversations are undocked by default. When a new
instant message is received Unity can be configured to show the IM conversation window on top
of all windows [and keep it on top], to pop over the top of windows but allow other windows to be

placed over it, or to show the conversation window minimized.

8.10.6 Play a Notification Sound

Unity can be configured to play an audio announcement when an instant message is received
and Unity is not the active application on the desktop.

8.10.7 Show Popup Notification

As outlined in section 8.8, Unity can be configured to display a “toast” notification to appear when

an instant message is received and Unity is not the active application on the desktop.

1) Senvices & Settings X

Services Settings

- Appearance ~ || Set instant messaging and presence preferences. Changes wil not affect existing IM
- Skin conversations.
- Contact Search
- Contact Display

Current Calls
Computer/Phone Integration
+ Clipboard Integration Send IMs to offline users

+ Dialing Rule
- Custom Directory Integration
: Configuration Always show docked panel
- Outlook Integration
- Browser Integration
. CRM
g;r;tgfﬁgiignmtmn Show the conversation window
“ Unity Connect Pliay 3 notfication sound

- Quick Keys
- Key Combinations Show popup notffication

* Commands Show popup notification until closed
- Startup

-Update
8 Instant Messaging & Presence
- Loaang

Show instant messages in docked panel

Use existing conversation for drag and drop

‘When an instant message is received:

=1
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Under Instant Messaging & Presence — select the ‘Show popup natification until closed’ to keep

the IM popup on the screen until it has been closed or clicked.

Chris Tutt "

Please call Simon Steel on 020 8288
4470

8.10.8 Log Instant Message Conversations

By default Unity logs all instant message conversations locally, although this may need to be

disabled for privacy reasons.

8.10.9 Log Frequency & Type

By default a single file is used to record all messages for all conversations, but this can be
changed to create a new log file per day or even per conversation. Messages can be stored as

an HTML document as shown below, or a CSV file.

Unity Instant Message Log

Date Time From To Message (most recent messages will appear at the end of the list)
18/04/2016 09:46 AM Chris Tutt Charlotte Quartly Hi can you take a call for marketing?

18/04/2016 09:46 AM Charlotte Quartly of course, send it though

18/04/2016 09:46 AM Chris Tutt Charlotte Quartly thanks

18/04/2016 09:46 AM Chris Tutt Lewis Marcantonia There is someone at the front desk to see you

18/04/2016 09:47 AM Lewis Marcantonio Ok I'll be right there

18/04/2016 09:47 AM Chris Tutt Andrew Smith (Offline) Please call Sarah Parkson when you can, she said you would know what it was about
18/04/2016 11:56 AM System Chris Tutt Charlotte Quartly has gone offfine.

18/04/2016 12:01 PM Chris Tutt James Smith Can you please take a sales call

18/04/2016 12:01 PM James Smith Sorry, I'm just about to leave the office

18/04/2016 12:02 PM James Smith I think Sally is free

18/04/2016 12:31 PM Chris Tutt James Smith, Steve Tutt Can one of you take a sales call

18/04/2016 12:32 PM James Smith Steve Tutt Sorry I'm about to leave the office

18/04/2016 12:32 PM System Chris Tutt James Smith has gane offline.

18/04/2016 12:40 PM Chris Tutt James Smith Can you please take & sales call

18/04/2016 12:40 PM James Smith Sorry, I'm just about to leave the office

18/04/2016 12:40 PM James Smith I think Sally is free

18/04/2016 01:17 PM James Smith Do you have the number for Gibson Lane? I can't find it

18/04/2016 01:18 PM Chris Tutt James Smith 020854654

8.10.10 Log Folder

This specifies the directory that instant message logs are stored in, this would often be set to a

central repository (for example a network share on a server) for centralized control and access.

Page | 63 www.avalle4business.co.uk



9 SHOW CALENDAR

Unity Reception integrates with the shared calendar in Microsoft Outlook to display appointments
for the selected monitored user, as shown below. Right click the monitored user and select “Show

calendar” to see the below popup.

Name Phone Status
L0 | Ay Famant | 02082881246 ]
Today Tomorrow
Update LH rebuild packages
09:00-10:00 entrance
message for all
10:00-11:00 VR

11:00-12:00
12:00-13:00
13:00-14:00
14:00-15:00
15:00-16:00
16:00-17:00
appointment

17:00-18:00

18:00-19:00

You can see in the above sample that the monitored user is free today but has two all-day

appointments/tasks tomorrow and another from 5:00-5:30 pm.

If Unity is unable to load the calendar for a monitored user this popup will be shown. This
indicates that an error occurred while loading the calendar, most likely because it is not shared

with the receptionist or permissions are inadequate.

Today Tomorrow
09:00-10:00
10:00-11:00
11:00-12:00
12:00-13:00
13:00-14:00
14:00-15:00
15:00-16:00
16:00-17:00
17:00-18:00

In order to display the calendar, Unity requires “full details” access to read the calendar, it is

recommended that the Reviewer permission level be set for the receptionist to all calendars that

Unity needs to display.
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r a
Calendar Properties ﬂ

General | Home Page | AutoArchive | Permissions | synchronization |

Name Permission Level o
Iain Sinnott Reviewer Tl
Anonymous None |i|
Colin Farrant Reviewer .
€ m | b i
[ Agd. || Remove | [ Properties.. | |
Permissions
| Permigsion Level: [Remewer 'II
Read Write
I Hone [ Create items
(| () Free/Busy time [] Create subfolders
| ree/Busy time, [ Edit own
| A [T Edit an
Other Free/Busy...
Delete items Other
@ None [] Folder owner
own [C] Falder contact
© Al [¥] Folder visiple
i oK ] [ Cancel ] [ Apply

9.1 Configuration

Outside Outlook, options are available to change the way the calendar is displayed, from setting
the hours that should be included in the calendar to setting how long it is displayed for.

- .
@ Services & Settings ===

| services| Settings ‘

i Skin » || Configure how Unity displays Outlook shared calendar details. Unity uses the email address
Contact Search from the user profile to load the shared calendar. The start and end times must be in 24
Contact Display || hour format.

- Current Calls

Transfer History

=I- Computer/Phone Integration
Clipboard Integration [¥] Enabled
Dialing Rule

[=- Custom Directory Integration
Configuration
- Outlook Integration
Browser Integration
Call Notification
Unity Connect
- Quick Keys
Key Combinations
Commands
Startup
Update
Instant Messaging & Presence
Logging
XMPP
Security
Language
= Connection
Network
Proxy
- Authentication
Call Centers

Start hour

9 =

End hour

19

[¥] Include tomorrow in calendar

[¥] Use 24 hour format

[¥] Show appointment location [if possible]

Display for
10 {51 seconds

Please note this feature is only available through Microsoft Outlook and only if the email address

of the monitored user is present in the VolP profile.
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10 REMOTE SERVICE CONFIGURATION

Unity Reception allows the user to change the service configuration for monitored users, for

example to activate Do Not Disturb or to forward all calls to a specified number. The services that

can be configured are:

Service

Configuration Option

Do Not Disturb (DND)
Call Forward Always (CFA)

CommPilot Express (CPE)

Activation and deactivation only

Activate to forward all calls to the monitored
user's mobile phone (if present in the user
profile), the receptionist’s phone or a specified
number. The service can also be deactivated.
Activate the “Available: In Office”, “Available:
Out of Office”, “Busy”, “Unavailable” profile for
call routing and presence, or set to “None” to

deactivate.

When right-clicking the monitored user, Unity will display the current activated state for each

service, if assigned to the monitored user. In the below example we configure call forward always

to a specified number.

Q'I Call extension

View user details

Add note

Instant message

Send email

Show calendar

Add te contact group

Add XMPP presence

»  Remove from contact group

Service Cenfiguration

Copy number
Personal directory

Manage user list

Appearance

Do Mot Disturb

Call Forward Always

3

Call Forward Always

X Cancel

oK

X
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Available: in office
Available: out of office
Busy

Unavailable

None

Forward calls to me

Forward calls to another number
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This feature requires that either a group or enterprise level administrator account be entered into
Unity, as shown below. Please restart Unity after entering the authentication details. If
successfully logged in, Unity will indicate the level at which the administrator account resides. If
the admin account resides at the group level but the receptionist is part of an enterprise, then

remote service configuration will only be available for users in the same groups.

-
() Services & Settings [
[ services| Settings
Skin » || Specify authentication details for the VoIP platform. Admininstrator login details can be
Contact Search entered to modify service configuration details for other users. All login ids and passwords
Contact Display are case sensitive and the login id must include the domain.
&) Current Calls
Transfer History
= Computer/Phone Integration
Clipboard Integration Broadworks Login Details
Dialing Rule )
&) Custom Directory Integration Login ID
Configuration 442082881248
- Outlook Integration
Shared Calendar Password
Browser Integration | |f| FEEEEwwEwes
Call Notification s
Uniby Connect ¥| Remember my login ID
= Quick Keys — || [¥] Remember my password
Key Combinations i
Commands
Startup Administrator Login Details
Update
= Instant Messaging & Presence Login D
Logging ladmin
XMPP
Security Password

Language
& Connection
Network
Proxy

SR Authentication

Call Centers =

Currently logged in at group level

11 PERSONAL DIRECTORY

The Personal Directory is a repository on the VolP platform for each individual user to store
personal contacts, which are available to be added to the default contact list and are included
when searching in the Contacts list. Personal directory entries are classed as external contacts,
so are shown with a “. image. Double clicking the item in the Contacts list will make a call to the

associated number.

11.1  Add a Personal Directory Entry

To add an entry, right-click anywhere in the Contacts list and select “Add new entry”.

| Personal directory  » || Add new entry |
£+ Manage user list Import directory
Appearance » Export directory

Then enter the name and number and click OK. If the number specified is already in the

Directory the user will be alerted.
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Add Personal Directory Entry >

Mame |Derek Lynch
Phone  |07976]

X Cancel oK

Unity x

There is already an entry in your personal directary with this phone
number and duplicates are not permitted

11.2  Edit a Personal Directory Entry

Search for the contact using either the name or number, then right-click and select the menu

option to edit to contact, as shown below.
T —

', Call number

Add to contact group 3

»*  Remove from contact group  »
Add to default list

Copy number

Personal directory v || EditDerekLynch
£ Manage user list > Remove Derek Lynch
Appearance N Add new entry

Import directory
Export directory

11.3  Remove a Personal Directory Entry

Search for the contact using either the name or number, then right-click and select the menu

option to edit to contact, as shown below.
\'I . Call number

Add to contact group 3

> Remove from contact group 3

Add to default list

Copy number

| Personal directory v|  EditDereklynch

£+ Manage user list |X Remove Derek Lynch
Appearance » Add new entry

Import directory

Export directory

You will be prompted to confirm the action as below. Please note that once the contact has been
removed it cannot be undone.
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Unity

o Are you sure you want to remove this directory entry?

Yes

1=
o

11.4  Including External Contacts in the Default Contacts List

To “pin” a personal directory entry [or any other external contact] to the default Contacts list, right

click and select “Add to default list”, as shown here.

Derek Lynch
'\’I i . Call number

Add to contact group 3

*  Remove from contact group 3

| Add to default list |

Please note that external contacts that are pinned to the default Contacts list do not contribute to

the limit of 50 monitored users.

11.5 Import Personal Directory

Unity allows multiple contacts to be imported into the personal directory through a .csv file,
provided the file is in “name, number” format. Right click anywhere in the Contacts list and select
the import menu option as shown below, then select the location of the file to import. Depending

on the number of contacts this may take several minutes.

Personal directory

'

¥  Manage user list

Appearance

Add new entry

Import directory

Export directory

11.6  Export Personal Directory

You can export the personal directory in case it needs to be imported for another user. To do this
right click anywhere in the Contacts list and select the export menu option, as shown below. You
will be prompted to specify the file location, the format is csv and the default file name is

PersonalDirectory.csv

| Personal directory 3 | Add new entry
£+ Manage user list Import directory
Appearance 3 | Export directory
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Unity combines list of contacts from multiple locations to create a central search repository. This

includes public and private directories from the VolP platform, Outlook contacts from Outlook [if

applicable] and any third-party data stores.

Please see your Administrator for a separate guide on using CRM integration.

Directory Directory Type
Owner

BroadSoft = Group Directory

BroadSoft | Common Phone List

BroadSoft | Personal Directory

Outlook Personal Contacts [private
folder]

Outlook Group Contacts [public
folder]

Third Party = SQL
Third Party LDAP

Entry Type

All other users for BLF presence as well as hunt
groups and auto attendants

Speed dials entries at the Group level

The user’s own personal speed dial entries

The user’s own Outlook Contacts

The shared Outlook Contacts at the Outlook
group level

External SQL Directory

External LDAP Directory

Unity will load all directory entries from the different locations on start up, and will not reload

directories during the same Unity session. This means if contacts are added to the VolP platform

or Outlook contacts list while Unity is running they will not be visible until Unity has restarted.

Outlook folders can be included or excluded through Settings, as shown below. Please note only

Outlook folders where the default object is “Outlook Contact” will be available.
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@ Services & Settings

Services I Settings I

Unity Settings

=~ Appearance

- Skin
Contact Search

- Contact Display
Current Calls

- Computer/Phone Integration
Clipboard Integration

~ Dialing Rule

[ Custom Directory Integration
- Configuration

- Browser Integration

Specify which Outlook contact folders are to be imported (only Outlook 2003 or Ister is supported).
Choosing to include public folders may increase the time taken to load.

CRM
- Click To Dial

~ Notification
Unity Connect
- Quick Keys
Key Combinations
- Commands
Startup
~Update

Desktop Integration

Load contacts from public folders
Load contacts from my private folders
Use Outlook caching for greater speed

Include business name in directory list

Include these Outlook contact folders

jenna.wimshurst@kakaposystems. com\Contacts
jenna.wimshurst@kakaposystems.com\Contacts
jenna.wimshurst@kakaposystems.com\Contacts\{06967759-274D-4082-A3EB-D7FOE73727D
jenna.wimshurst@kakaposystems.com\Contacts\{A9E2BC46-B3A0-4243-B315-60D99100445)
jenna.wimshurst@kakaposystems.com\Contacts\Companies
jenna.wimshurst@kakaposystems.com\Contacts\GAL Contacts
jenna.wimshurst@kakaposystems.com\Contacts\Organizational Contacts
jenna.wimshurst@kakaposystems.com\Contacts\PeopleCentricConversation Buddies

[=- Instant Messaaino & Presence

jenna.wimshurst@kakaposystems.com\Contacts\Recipient Cache

12.3  Third Party Directories

If configured, Unity will search any LDAP-compliant or SQL data stores using dynamic SQL

statements or LDAP filters, rather than loading these directories on startup. This means that as

contacts are added, modified deleted while Unity is running, the most recent information will

always be displayed. In order to reduce the footprint on the data server and Unity, third party

data sources are not included in searches unless the user presses the enter key or clicks the

search button.

Unity includes a wizard to connect to third party SQL and LDAP-compliant directories, as shown

below.

(@ Services & Settings

Services  5ettings

~Unity Settings
Appearznce
- §kin
Contact Search
- Contact Display
Current Calls

Outlook Integration
-Browser Integration
CRM
~Click To Dial
Desktop Integration
- Notffication
Unity Connect
Quick Keys
- Key Combinations
- Commands
Startup
- Update

i Logging
- XMPP

- Security
Language

- Connection
Network

- Proxy
Authentication

Specify which custom directories to use when searching contacts and phone numbers. Unity wil
search directories in the order listad below.

omputer/Phone Integration Custom Directories

board Integration

Instant Messaging & Presence

Name Type

e L 1t -[H

» Cancel oK
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12.4 Desktop Integration

Go into Settings > Settings tab > Desktop Integration, as below.

D Services & Settings x
Serwcesl Settings I
Appearance | [Configure Unity to integrate with third party applications through a shared file or the cipboard.
~ Skin
Contact Search
- Contact Display
Current Calls
mputer/Phone Integration
Clipboard Intearation [ Copy remate number to cipboard
- Dialing Rule
Custom Directory Integration \Wrike remote number o fle
- Configuration path [ |
Outlook Integration
- Browser Integration O Use remote number as file name
CRM ® Use static file name
- Click To Dial
tere (Lo \
+ Notification
Calls

Unity must be configured with the folder location where the file is to be written, you can also
specify whether to use the remote number as the filename (for example 02082881248.txt) or to
include the remote number in a text file with whatever naming convention you require. Lastly you
should instruct Unity when to create the file, for example only when receiving [call center] calls.

Please note that Unity will only create the file for an inbound call when the user has answered it.
When you click OK to save, Unity will attempt to create a file called test.txt in the specified folder,

then to delete it, which is to test that appropriate folder permissions have been applied. If this
fails, Unity will alert the user and the settings will not be saved.

13 MY STATUS (QUICK ACCESS SERVICE CONFIGURATION)

The “My Status” link provides an indication of the current status of the user as well as quick
access to key services that are regularly modified. Unity will only display the options for the
services that have been assigned to the user, available services are CommPilot Express (CPE),
Do Not Disturb (DND), Call Forward Always (CFA), Remote Office and Hoteling Guest (for hot-

desk environments).

My status: available in office I

Available: in office

Available: out of office
Busy
Unavailable

None

& Do not disturb

Call forward always 3
Connect to a device 3
Remote Office 3
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CommpPilot profiles are also used to convey presence information to other users within the group

or enterprise. As users change their CommPilot Express state, any Unity client that is monitoring

that user [through the User Status list] will see their image change, as outlined below.

User Status Image |

' User State Description
Available: In Office | am in the office and available to receive
calls.
Available: Out Of Office | am not in the office but am available to
take calls
Busy | am currently busy (short term)
Unavailable | am currently unavailable (longer term)
None No call routing plan is in use
13.1 Configuring CommPilot Express States

@
&

CommpPilot Express allows the user to specify how inbound calls are to be handled. Once the

four different profiles (above) have been configured in Settings, the profile in use can quickly be

changed through the My Status link. Unity can also be configured to automatically apply a

CommPilot Express profile when starting or closing, as below.

() Services & Settings

B

Services | Settings

= Incoming Calls
Anonymous Call Rejection
Call Forward Always
Call Forward Busy
Call Forward No Answer
- Call Center
= Agent
ACD State
=J- Statistics
Columns

porting
= Comm Pilot Express |
RN

Available: Out Of Office
Busy

il Unavaiflable

Do Not Disturb

External Calling Line ID Delivery
Internal Caling Line ID Delivery

>

m

CommPilot Express allows you to pre-configure four profiles to control your inbound calls.
These profiles can quickly be changed through Unity when you leave your desk or are at a
remote location

When Unity starting set my profile to
ot set -

When Unity closing set my profile to
ot set: -

Available: in office
Available: out of office

Busy
Unavailable
None

Not Set

13.1.1 Available: In Office

This is the profile to use when you are working from the desk where you phone is location, it

should represent “normal” routing rules.

Also ring
If busy

@ send call to voicemail

© forward call
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13.1.2 Available: Out Of Office

This is the profile to use when you are away from your desk for an extended period, but still

available for receive calls. Examples are when in a meeting or when travelling.

When a call arrives:
® send call to voicermail

O forward all

[ motify me of all calls via email

13.1.3 Busy

This is the profile to use when you are temporarily unavailable to take calls, for example when in

a meeting where you don’t want to be disturbed.

Divert all calls to voicemail (if configured)
[ But forward calls from these numbers

13.1.4 Unavailable

Use this profile when you are away for an extended period of time and not available to take calls,

for example when on vacation.

Divert all calls to voicemail (if configured)

[] But forward calls from these numbers

13.2 Do Not Disturb

To activate Do Not Disturb, click on the My Status link and click the menu option. The My Status

link will change to indicate the service activation, as will the Unity title bar.
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(@ Unity Reception: Jenna Wimshurst - Do Not Disturb/Sign-In (duration: 26:22:23) I — [m] X
File Messaging Tools Help
a 000020000 Prer g
-]
My Statistics Overall Queue Statistics -
Answered Total Talk ~ Average Talk Calls Total Missed Calls In LongestWait  Average Average Talk
Name Total Calls Calls Missed Calls Time Time Total Calls  Answered Calls Queue Time ‘Wait Time
. Bolts Sales 0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00
@ Nuts Sales 0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00
0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00
From To Duration Status Notes
Contads Call Logs Voicemail @ My status: do not disturd
Search |:| Helpdesk | HomeWorkers | IndiaOfice | LAofice | LondonOffice | MNew York Office

Anyone monitoring the user [in the Contacts list] will also see that they currently have Do Not

Disturb activated.

& Steve Tutt 02082881251 Unavailable - Lunch Do not disturb
L) Steve Wardle 02082881245 Unavailable - Technical Supp... Talking to Chris Tutt- 01:56
13.3  Call Forward Always
My status: available in office |
HAuwailable: in office
Available: out of office
Busy
£} Unavailable
MNone
& Do notdisturh
|K3 Call forward always 3 || Activate
F  Connectto a device v | £+ Configure
[ Remote Office 3

Use the My Status link to quickly activate/deactivate the service, or click configure to go directly to

that service in Settings.
1

Ny status: ava Available: in office
Available: out of office
Busy
€} Unavailable
MNone
& Do not disturb
7 Call forward always »
% Connect to a device »
||:—) Remote Office 3 || Activate
£+ Configure

13.4 Remote Office

Use the My Status link to quickly activate/deactivate the service, or click configure to go directly to

that service in Settings.
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Unity can also be configured to automatically activate and deactivate Remote Office on startup
and shutdown. If Unity is not configured to automatically deactivate when closing a prompt will be
presented to the user, as shown below.

(@ Services & Settings x
Services Settings
Incoming Calls ~ ||Use your home, mobile or any other other phone as your business phone and control it through
Ananymous Call Rejection Lk

Call Forward Always
Cal Forward Busy
Call Forward No Answer

Cal Center
 Agent Enabled
ACD State
- Statistics Phone number
Columns (01245846545
Reporting a
Comm Pilot Express [ Automatically activate when starting
Avaliable: Tn Office [ Force confirmation of remote office number on startup
Available: Out Of Office
Busy [ Automatically deactivate when closing
Unavaiable Unity

Do Not Disturb

External Caling Line ID Delvery O Remate office is currently active, would you like to deactivate

Intemal Caling Line 1D Delivery this senvice?

Simultaneous Ring

£ Outgoing Calls

i Caling Line ID Delivery Blocking ; .

- Call Control I Lo
Broadworks Anywhere

Broadworks Mobiliy

Call Transfer

Call Park Retrieve

Call Recording

Call Watting

Flexile Seating Guest

Hoteling Guest

Shared Call Appearance

£ Messaging v

> Cancel oK

13.5 Hot-Desk and Flexible seating

Hoteling Guest allows the user to connect to a device, typically in a hot-desk and flexible seating
environment. To attach the user account to a device, select the device from the menu option

below. Please note that only available devices [that aren’t already in use] will be displayed.

le: in office
Abin Joseph Available: out of office
Alastair Busy
Charlotte Brown Unavailable
David Hig MNone

Demo Agent Two (lain's Kit)

Conference Phone @ Do not disturb
Lee He Call forward always b
Flexible Seating Guest Flex - 3110 Connect to a device )
Flexible Seating Guest Flex - 9114

= e Remote Office 3

Flexible Seating Guest Flex - 9113
Flexible Seating Guest Flex - 3116

There is no visual notification that the user account is attached to a device, other than if the user
clicks in the My Status link, in which case they will see the device is ticked.
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Available: in office
Available: out of office
Busy
Unavailable
None
Flex- 9114 © Do not disturb
Flexible Seating Guest Flex - 9110 12 Call forward always »
Flexible Seating Guest Flex - 9114 |\: Connect to 3 device N
Flexible Seating Guest Flex - 8113
Flexible Seating Guest Flex - 9116 [ Remote Office D
Flexible Seating Guest Flex - 9118

When Unity is closing, it will prompt the user to remove the device attachment.

Unity

You are currently connected to the host device
‘FlexHostd114", Would you like to remove this assignment?

If the user clicks no they will continue to be attached to the device until the association is

automatically ceased by the Broadsoft.

14 RECEPTION CALL CENTRE AGENT

Unity Reception includes all the call center features of Unity Agent, because a receptionist may
be part of a call center in a busy front desk environment. If a call center agent service assigned
to the receptionist, then Unity will automatically display ACD state buttons and allow the user to

join or leave specific call centers [if permitted in the VolP platform].

LD Unity Reception: Jenna Wimshurst - Available (duration: 00:03) - O x

File Messaging Tools Help

Q 000D OO0 [PartnerBranding:I

My Statistics Overall Queue Statistics
Answered Total Talk  Average Talk Calls Total Missed CallsIn  LongestWait Average Average Talk
Name Total Calls Calls Missed Calls Time Time Total Calls  Answered Calls Queue Time Wait Time Time
@ Bolts Sales 0 0 0 00:00:00 00:00 0 0 0 o 00:00 00:00 00:00
@ Huts Sales o U] 0 00:00:00 00:00 o 0 0 a 00:00 00:00 00:00
0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00

14.1  Joining & Leaving Queues

To join or leave a call center queue, the user can right-click on that queue in the Personal

Wallboard [if displayed] or use the Tools menu, as shown below.
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To
Call centers  » | Report Viewer

Settings | Bolts Sales 4 | Call queue
MNuts Sales 3

!@ Leave queue |

Supervisors 3

The Tools menu will display all call centers that the user belongs to, even if not displayed in the

Personal Wallboard.

14.2  Changing ACD State

The ACD State buttons allow the user to change their current ACD state, including setting the

unavailable reason code, as shown here. The title bar will show the current ACD state.

) @

Awaiting PCl Payment
Clearing Tickets
Comfort Break

Lunch (default)

Paperwork

Technical Support & Testing
Training

WebChat

14.3  Personal Wallboard

The Personal Wallboard gives the call center agent a view of personal and overall queue
performance by displaying key metrics. Statistics are broken down by “My Statistics” which shows
the agent’s individual performance and “Overall Queue Statistics” which will show the current
conditions across the entire call centre[s]. Some statistics are real-time while others are
periodically polled from the VolP platform. The Personal Wallboard can show a detailed view [one
row per call center] or a summary view only, this is toggled using the ™ putton in the upper right

corner.

14.3.1 Authentication & Configuration

In order to display the Personal Wallboard Unity must log into the VolP platform as each call
center, as well as the agent. In order to display real-time statistics the call center must have the
Client Call Control service assigned in the VolP platform, if this is not the case the call center will
still be displayed in the Personal Wallboard but all statistics will be periodically polled. Section

14.3.3 confirms which statistics are available in real-time.
Call center authentication is performed through Settings, as shown below.
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) Services & Settings X

Servi(esl Settings I
= Unity Settings Specify call center authentication details. Al login ids and passwords are case sensitive and each
- Appearance login id must include the domain.
i Skin

- Contact Search
Contact Display
- Current Calls
=+ Computer/Phane Integration Default password
i Clipboard Integration [————
Dialing Rule
£+ Custom Directory Integration
.. Configuration
i Outlook Integration Bolts Sales
E| Browser Integration Customer Support
CRM Nuts Sales
 Click To Dial Partner Support
i Desktop Integration
Notification
i Unity Connect
- Quick Keys
i Key Combinations
- Commands
Startup
--Update
Instant Messaging & Presence
Logging
= XMPP
- Security
Language
(=1 Connection
Network

- Pro
E- Authentication
% Call Centers Alert me when a call center login fails

Call Center Login Details

> Cancel 0K

If all call centers share the same password then it should be entered as the default password in
Unity, which will then use it when logging into the VoIP platform as each call center that the agent
is a member of. Otherwise double-click on each call center in the list to enter the password, the
call center ID will not be editable. If a default password has been entered, then this cannot be
overridden for a call center.

When setting the password for a specific queue, the same password can be used when logging
into any other queues that don’t currently have a password set, as shown here. The difference
between this setting and the default password is that this setting only applies at the call center
level, meaning any new call centers that the agent becomes a member of will not take this
password by default, whereas they will take the default password. Also, if some call centers have
a different password then they can set first, then this used to apply the same password to any
other queues.

Call Center Login Details

Service 1D

|b0|t5ﬁ|95 |

Password

[ |
Login status

The password has not been entered.

[ Apply to all queues without a password
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The login status field will always show the current authentication state for that call center, options

are:

The call center logged in successfully:
Unity has successfully logged in as the call center and the Client Call Control Service is assigned,
meaning real-time statistics are available.

The Client Call Control service is not assigned to this queue meaning the 'calls in queue' statistic
is not available in real-time:

Unity was able to log into the VolP platform as the call center so statistics will be displayed in the
Personal Wallboard. However, because the Client Call Control service hasn’t been assigned to
the call center, all statistics will be polled.

The password has not been entered:
A default password has not been specified and there is no password entered for this specific call

center.

The call center login attempt failed. Please check the authentication details are correct and
ensure the account is not disabled:

Unity was not able to login as the call center, most likely because the password is incorrect or the
account has been disabled through too many failed login attempts. Unity may also display a
message to the user when the login fails, as below. This depends on the “Alert me when a call

center login fails” setting being active.

Bolts Sales x

Either the password entered for the call center is not valid or has
expired, or the account is disabled. Please check the details and try
gain, or consult with your system administrator.

14.3.2 Overview

The Personal Wallboard is used not only to show agent and queue statistics for call centers, but

also to quickly perform other actions on behalf of the agent.
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Name Total Calls Calls

Missed

Call queue

.

T | @  LeaveQueue
X
C

Refresh statistics

Remove from personal wallboard

‘ Supervisors

» Amy Earl

Show gridlines

Chris Tutt

Dashbeard User
Conference Phone
Ed

Gopikrishnan

lain Sin

Sally Jones ', Call extension

Sebin Joseph (5 Instant message

Steve Tutt

r v o vlw|r v v oo ow o

Steve Wardle

By right-clicking the call center, the agent can join or leave the call center [this toggles depending

on whether the agent is currently joined or not], can call the queue [or transfer if there is a call in

progress], or instant message or call a supervisor of the call center, as shown above.

14.3.3 Columns

There are 6 agent level and 22 call center level statistics available to be displayed in the Personal

Wallboard, which will automatically resize to include all columns in the window width available.

Columns can be added removed and reordered through Settings, as shown below.

) Services & Settings

Services Settings

= Incoming Calls
-~ Anonymous Call Rejection
Call Forward Always
- Call Forward Busy
Call Forward Mo Answer
= Call Center
E- Agent
“- ACD State
- Supervisor
i Call Center Manitoring
- Siatissies

-~ Reporting
Abandoned Calls
- Comm Pilot Express
Available: In Office
- Available: Out Of Office
Busy
- Unavailable
Do Mot Disturb
- External Calling Line 1D Delivery
Internal Caling Line ID Delivery
- Simultaneous Ring
- Outgoing Calls
: “Caling Line ID Delivery Blocking
- Call Control
- Broadworks Anywhere
Call Transfer
- Call Park Retrieve

~ || Specify which columns should be displayed in the personal wallboard. Threshold values can

also be set for many columns

Statistic to display
TotalCalls

Column heading

Set threshold alert values

Call Center -

Al 50 30 20 10
Bolts Sales 20 15 10 5
Nuts Sales 30 25 10 5

The left panel shows the columns that are currently displayed both for the agent and call center

and the order. Use the arrow buttons to reorder columns in the personal wallboard, the plus and
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minus buttons to add or remove columns, or simply double-click a column to view its

configuration.

Many columns support thresholds which employ a “traffic light” scheme to quickly indicate
important call center metrics, such as the number of missed calls or the longest wait time for
gueued calls.

Please note that all statistics shown in Personal Wallboard reset every 24 hours at midnight.

14.4  Receiving Call Center Calls

Agents will only receive calls routed through the call center if they are currently joined to that call
center and the ACD state is set to Available. When receiving a call center call, Unity will display
the “To” field as the name of the queue rather than the name of the agent, to indicate that this is a

call center call. If a DNIS name is present this will also be shown [in brackets].

From To Duration Status Notes
Barry Simpson MNuts Sales (Nuts International) 00:00 Ringing Previously transferred to Andrew Smith

Call center calls are managed in exactly the same way as non-call center calls, as outlined in

section 5.

14.5 Assigning Disposition Codes

Although unlikely in a reception environment, a call center call can be flagged with one or more
disposition codes, which is recorded by the VolP platform to give more information about this call,
for example was it the result of a marketing compaign, is it a complaint etc.

From To Durafion Stalus Notes

Natalie Maines (Salesforce Contact) Bolls Sales Active - Not recording ]

Assign call to account code 3

Add number ta personal directory
Add call note

Show CRM contact
Add CRM call log entry

Contacts  Call Logs Voicemail Escalate to first supervisor WMy status: available it

Search Instant conference/emergency escalate to first supervisor office | LondonOfice | Mew York Office

Supervisors 3

Name Status

Assign disposition code P [ Selectedcall k| 1 Call from Reseller

Reset column widths | 2 Call from Direct customer
Show gridlines 3 Call for other member of staff
4 Cold Call
5 Did not add a code

Existing Customer

Mew Customer
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Assign a disposition code to a call by right-clicking and selecting the menu option above, a single
disposition code can only be assigned once to a call, but multiple codes can be assigned to the
same call.

A disposition code can also be assigned to the last received call center call, as shown below.
Right-click in the Active Call Window to assign the disposition code, please note that Unity

indicates that “Sales Call” has already been assigned to this call.

From To Duration Status Notes

| Assign dispesition code  » Last call between Bolts Sales Matalie Maines (Salesforce Contact)  » 1 Call from Reseller

Reset column widths 2 Call from Direct customer

Show gridlines

3 Call for other member of staff
4 Cold Call
5 Did not add a code -

Existing Customer

New Customer

The agent must be in Wrap-Up ACD state in order to assign a disposition code to the previous
call center call. If this isn’t the case Unity will prompt the user to change the ACD state the Wrap-
Up, assign the disposition code, then change the ACD back to the current state.

When Unity is configured to force the agent to assign a disposition code through a popup window
which is automatically displayed to the user when the call is released.

The Unity Ul will be disabled and the popup window will appear over all applications on the user’s
desktop. A timer can be specified which will display a count-down to the user, and will
automatically close once the timer duration has elapsed. When they click Available they get a
drop list of Disposition Codes. They must choose one for the previous call before they can

become Available. This feature is activated in Settings as below.

Services & Settings x

Services Settings

- Incoming Calls Configure call center agent settings such as ACD state.
Anonymous Call Rejection
Call Forward Always

Call Forward Busy

Call Forward Mo Answer

>

i Abandoned Calls

Comm Pilot Exprass

i Avaible: In Office

i Availsble: Out Of Office

- Busy

- Unavailable

Do Mot Disturb

External Caling Line ID Delvery
Internal Caling Line ID Delivery
Simultaneous Ring
[=1- Outgoing Calls
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£ Call Center
- Agen Startup & desktop unlocked ACD state
Q h ot Set ~
B Supervisor
: Call Center Monitoring Post call ACD state
£ Statistics Not Set -
H Columns
: Thrashold Alerts Dasktop locked ACD state
~Reporting Not Set v

Wrap-up duration (sec)
0

| Force me to assign a disposition code |

for |20 seconds

[] Prevent me from manually changing my ACD state when on a call center call.

[] Only show the current ACD state button

Activate sign-out ACD state when Unity is closing.
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Assign Disposition Code - 00:04 remaining x

Code i

1 Call from Reseller

2 Call from Direct customer

3 Call for other member of staff
4 Cold Call

v 5 Did not add a code

0 Existing Customer

New Customer

14.6  Supervisor Escalation

Part of the call center agent functionality included in Unity Reception is the ability to escalate a

call center call to a specific supervisor, or to the first supervisor available.

There are two kinds of escalation available, both of which are recorded as an escalation in the
VolP platform.

14.6.1 Standard Escalation

This will put the call on hold and dial the supervisor. Once the supervisor answers the agent can
perform an announced transfer, a three-way conference or simply toggle between calls.

14.6.2 Emergency Escalation

Unity will dial the supervisor and when then call is answered, will start an instant conference with

that supervisor and the remote caller.

From To Duration Status Notes
Natalie Maines ( _ Active - Not recordin _
el { Assign call to account code 3 2

Add number to persenal directory
Add call note

Show CRM contact
Add CRM call log entry

Escalate to first supervisor
Contacts  Call Logs My status: available
Instant conference/emergency escalate to first supervisor
Search aOffics | L& nffice Lnndon Office | Mew York Office

‘ Supervisors 3 Amy Earl 4

Name :
Assign disposition code 9 Chris Tutt
Dashboard User

‘ Call/escalate

. Instant conference/emergency escalate
Reset column widths | e/ gency

. Conference Phone
Show gridlines
Ed

2 Transfer call to extension

@ Instant message

Gopikrishnan V

L3
3
3
13
3
lain Sin 3
Sally Jones 3
Sebin Joseph 3
Steve Tutt 3
3

Steve Wardle

Escalate a call by right-clicking in the Active Call Window and selecting the escalation option as
shown above. When performing a call escalation, the agent can select a specific supervisor to

escalate to, or the first available supervisor which is decided by the VolP platform. The agent can

Page | 84 www.avalle4business.co.uk



also blind transfer the call to the supervisor without performing an escalation or send an instant

message if the supervisor.

14.7  Activating Outbound DNIS

If the receptionist is an agent of one or more call centers that support outbound DNIS, then the
user can select an outbound DNIS which will determine which outbound caller ID/name is
presented to the remote party when the user makes external outbound calls. To change the
outbound DNIS right click the Dial button and select the menu option to change the outbound
number, as below. All numbers configured as outbound DNIS will be presented, and the currently
select number will be ticked. Please note that if an outbound number is selected here, it will be

used when making all calls until Unity is closed or the “None” menu option is selected.

03456040626

01268508018

Steve Wardle

Chris Tutt

Matalie Maines (Salesforce Contact)
001895454476

003100000000

Conference Bridge 1263
03301590985

Bolts Sales

\ﬂ Change outbound number 4 Bolts Sales (Bolts International)
Bolts Sales (London Sales)
MNuts Sales (Muts International)
Muts Sales (Muts Sales)

MNuts Sales (Nuts UK)

None

16.8 Report Viewer
Unity offers standard call center agent reporting to the receptionist, which is accessed through the

Report Viewer @ button or by clicking Tools > Call Centers > Report Viewer.

(@ Report Viewer - X (@ Report Viewer - X
Report Agent Activity Detail Report v! | | Report Agent Activity Detail Report v
Start Period Thu, 13 Sej ~ | |00:00 v Agent Activity Detail Report
—DD Start Period Agent Activity Report
End Period [Thu, 20 Sep @~ | |12:00 v Agent Cal By Skil Report
r - EndFerod Agent Call Detail Report
Output Type PDF 7 Output Type Agent Call Report
Agent Duration By Skill Report
Agent Duration Report
X Cancel Run Agent Sign In Sign Out Report
CC - Agent Activity - Agent
CC - Agent Activity - Media Stream 5

CC - Agent Activity - Queue

CC - Conversation Detail - Agent

CC - Conversation Detail - Media Stream

CC - Conversation Detail - Queue

CC - Conversation Summary - Agent

CC - Conversation Summary - Media Stream
CC - Conversation Summary - Queue

CC - Performance - Media Stream

CC - Performance - Queue
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The below reports are available to be generated by the agent:

e Agent Activity Detail Report

e Agent Activity Report

e Agent Call by Skill report

e Agent Call Detail Report

e Agent Call Report

e Agent Duration by Skill Report

e Agent Duration Report

e  Agent Sign-In/Sign-Out Report
As additional reports are made available in the VolP platform they will be displayed in the report
viewer. Please consult your telephony service provider for an overview of the call center reports,

including input parameters.

14.9 Call Center Agent Configuration

Outside of call center authentication, there are many settings available within Unity to automate

actions or configure the call center agent environment.

14.9.1 Call Center

Unity can be configured to automatically join the agent to all call centers that they are a member
of [regardless of whether that call center is displaying in the Personal Wallboard] when Unity is
starting up or is unlocked. The agent can also be set to leave all call centers when closing Unity

or locking the desktop.
() Services & Settings @‘

Services | Settings|
= Incoming Calls » || Configure automatic call center login/logout. Only call centers that allow agent login/logout |
Anonymous Call Rejection will be configured. Configuring call centers when the desktop is locked or unlocked is only
Call Forward Always available on Windows XP or above.
Call Forward Busy
Call Forward No Answer
=
=- Agent Join all my call centers:
ACD State 1
- Statistics [ when Unity is starting
Columns [] when the computer is unlocked
& CO':;DF:{;:] gxpress Leave all my call centers:
Available: In Office A [] when Unity is closing l
% f ko =
guws‘x{lable PUEELT s ] when the computer is locked
Unavaifable
14.9.2 Agent

Unity may be required to automatically answer inbound call center calls if the agent is available
and not currently on a call, which removes the ability for them to reject/bounce the call.
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r 3
(1) Services & Settings =

Services | Settings |

=~ Incoming Calls Configure call center agent settings such as ACD state ‘
Anonymous Call Rejection
Call Forward Always
Call Forward Busy
Call Forward No Answer
- Call Center
[E8 Agent] [7] Automatically answer call center calls when I'm avaiable
ACD State
(- Statistics
Columns
Reporting
1- Comm Pilot Express
Available: In Office '
Avaiable: Out OF Office When listing supervisors
Busy © Include all supervisors in the call center
Unavailable
Do Not Disturb © Include only those supervisors that are currently supervising me
External Calling Line ID Delivery
Internal Caling Line ID Delivery
Simultaneous Ring

I

[¥] Include call center calls in my call logs

i

Call center calls may need to be included in the Call Logs list, as shown below. If the call log
entry is for a call center then the queue name will be shown in the Name field, however this is not
stored in the VolIP platform so if the logs are refreshed or Unity is restarted this information will be

lost.

@ Missedcalls (O Receivedcalls (O Dialled calls X ¢ @
Call Date Phone Number Name

Recent =
19/04/2016 15:26:08 02033260202 02033260202 (VIP Support)
19/04/2016 14:20:55 0003 Barry Simpson (Nuts Sales)
19/04/2016 14:20:20 0003 Barry Simpson (Nuts Sales)

m

When listing supervisors in the menus, Unity can show all supervisors in the call center or only

those that are currently monitoring the agent.

14.9.3 ACD State

Unity can be configured to automatically change the ACD state of the agent based on specific
events ocurring, such as the desktop being locked or unlocked or a call center call ending.

(O Services & Settings X

Services Settings

= Incoming Calls ~ |[Configure call center agent settings such as ACD state.
Anonymous Call Rejection
Call Forward Always

Call Forward Busy

Call Forward No Answer

£ Call Center
= Agent Startup 8 desktop unlocked ACD state
Not Set v
[=- Statistics
Columns Post call ACD state
Reporting Not Set v
- Comm Pilot Express
Available: In Office Desktop locked ACD state
Available: Out Of Office Not Set s
Busy
Unavailable ‘Wrap-up duration (sec)

Do Noft Disturb

External Caling Line 1D Delivery
Intemnal Calling Line ID Delvery [] Force me to assign a disposition code
Simultaneous Ring
= Outgoing Calls

Calling Line ID Delivery Blocking [ Prevent me from manuzlly changing my ACD state when on 2 call center call.
(=1 Call Control
Broadworks Anywhers [] only show the current ACD state button

Broadwaorks Mobility [ Activate sign-out ACD state when Unity is closing.
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Wrap Up Duration: This will automatically change the ACD state to Available after the specified
duration [in seconds] has passed. Please note this does not work with the same setting in the

VolIP platform, so should only be set here if not set there.

Froce me to assign a disposition code: If this setting is active then when a call ends for a call
center that offers disposition codes, the ACD state will be automatically changed to Wrap-Up and
the agent won’t be able to change it back to Available without assigning a disposition code to the
last call, as shown below.

Assign Disposition Code - 00:17 remaining X

Code =
1 Call from Reseller

2 Call from Direct customer
3 Call for other member of staff

T 4Cold Call

02082831268 5 Did not add a code to +447983421416
02082831249 Existing Customer to 02030512874 -2
02082881248 New Customer

02082881239

02082881246 Sign-In

02082881237 Unavailable - Comfort Break

02082881240 Sign-Out

When the agent selects a disposition code it will be recorded on the VolP platform and Unity will
change the ACD state to Available.

Prevent me from manually changing my ACD state when on a call center call: When activated,
Unity will show the below message if the user attempts to change the ACD state when on a call
center call, because this may impact agent performance statistics.

Unity *

o You cannot change your ACD state while on a call center call.

Only show the current ACD state button: Unity can show the three main ACD state buttons which
is the default option, or only the current ACD state, in which case the agent changes the state

using the context menu, as shown below.
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Available

Wrap-up

| Unavailable  »

Name Total Call
@ nuts Sales 0
@ Bolts Sales 2

2

Awaiting PCl Payment
Clearing Tickets
Comfort Break
Lunch (default)

Paperwork

Technical Support 8 Testing

Training
WebChat

Activate sign-out ACD state when Unity is closing: If this setting is not active then Unity will not

change the ACD state when closing, which may impact agent performance statistics.

Displaying ACD state: When showing the ACD state in the title bar, Unity can show the start time

or the duration, as shown below.

() Unity Reception: Jenna Wimshurst - Available (duration: 01:55)

File Messaging Tools

14.9.4 Statistics

Help

Those call center statistics that aren’t displayed in real-time are periodically polled from the VolP

platform, the polling frequency can be set in Settings but must adhere to minimum values set by

the telephony service provider. The minimum and maximum values in a range must be entered,

from which Unity will randomly generate a number to use as the polling interval, this will be

different per call center to reduce any potential resource usage spikes when gathering statistics.

(@ Services & Settings

=)

Services | Settings|

- Incoming Calls
Anonymous Call Rejection
Call Forward Always
Call Forward Busy
Call Forward No Answer
- Call Center
=-Agent
ACD State
Columns

Reporting
- Comm Pilot Express

Avaiigble: In Office
Available: Out Of Office
Busy
Unavailable

Do Not Disturb

External Caling Line ID Delivery

Internal Caling Line ID Delivery
Simultaneous Ring

Outgoing Calls

Caling Line ID Delivery Blocking
Call Control

Broadworks Anywhere
Broadworks Mobiity

Call Transfer

Call Park Retrieve

Call Recording

Call Waiting

Directed Call Pickup With Barge-in

o
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|[Configure call center statistics delivery. Call center passwords (required to gather statistics)
|| can be entered in the Authentication section. The Client Call Control service must be
assigned to the call center if real-time statistics are required.

Refresh frequency (seconds)
90 - 900

] Only display summary statistics

Use scrollbars when the call center count equals
2 =

Process call centers in batches of
> =
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Only display summary statistics: If active the Personal Wallboard will only be shown in summary

view, the agent will not be able to expand the list to include the call center detail.

Use scrollbars: When displaying a large number of call centers in the Personal Wallboard,
scrollbars must be used to ensure the Personal Wallboard doesn’t take all the space in the

screen. This will ensure scrollbars are employed, the maximum value is 20.

Process call centers: This setting is used to batch call centers together when loading information
during startup. It should not be changed unless there is a delay when loading the Personal
Wallboard during startup, and only by those that understand the implications of changing this

value.

14.9.5 Reporting

Unity can be configured to generate reports with specific date/time formats, as illustrated below.

These settings are used when the Report Viewer is generating call center reports.

-
() Services & Settings =

Services | Settings|

= Incoming Calls || Configure the display format to use when building enhanced call center reports
Anonymous Call Rejection
Call Forward Always

Call Forward Busy

Call Forward No Answer
Call Center

>

=+ Agent Date format
ACD State (
=) Statistics lMM/DDIYYYY vJ
Columns Time format
eporti
- Comm Pilot Express 124 oy ']
Available: In Office - First day of week
Available: Out Of Office 7
Busy lMonday v]

Unavaizble Report execution timeout
Do Not Disturb 30 SN e conds
External Calling Line ID Delivery b
Internal Caling Line ID Delivery
Simultaneous Ring
=)- Outgoing Calls
Caliing Line ID Delivery Blocking
Wl || =-Call Control
Broadworks Anywhere
Broadworks Mobility
Call Transfer
Call Park Retrieve
Call Recording
Call Waiting
Directed Call Pickup With Barge-in -
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