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

follows:

Full call control, directory integration and service configuration [as outlined in the Unity Desktop

user guide], plus:

o

o

Remotely change Supervisors ACD state [available, unavailable, wrap-up]

Allows the Supervisor to set threshold alerts against real time statistics for call centers
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All Unity Supervisor features but also including:
o Callback CallerID capture of abandoned calls. Call center abandoned calls can be
assigned to Agents for call back and reporting. Please note: this capability requires the

customer to also be running Unity Wallboard and Unity Agent Enterprise.

o Unity Connect API — integration with third party database applications.

The first time Unity is started you will be prompted to enter the configuration details, as shown
below. Unity can then retain the connection and authentication details for later use. The Login ID

and Password will be assigned from your Service Provider.

Broadworks Login Details

Login ID
Password

Remember my login ID
Remember my password

Next you will be prompted for the server address for your Service Provider. If this field is already
populated do not change it. In most cases you can leave the Server Port as 2208.

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

Restart Unity Supervisor to begin.

Once Unity has been restarted it will connect to the host BroadWorks system and populate all the

Call Center Instance IDs for the call centers that the supervisor is a member of as shown below.
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(D) Services & Settings

Ser\rl(esl Settings I

nity Settings
Appearance
Skin
+ Cantact Search
- Contact Display
~ Current Calls
- Computer/Phone Integration

Specify call center authentication detais. Allogin ids and passwords are Case sensitive and each

login id must nclude the domain.

Default password

clipboard Integration
Dialing Rule
- Custom Directory Integration
Configuration
Qutlook Integration
(=) Browser Integration
- CRM
~Click To Dl
- Desktop Integration
- Motffication
Unity Connect
Quick Keys
Key Combinations
Commeands
Startup
Update
-Instant Messaging & Presence
--Logging
= XMPP

Security
Language
Connection
- Metwork

X

Call Center Login Details

Bolts Sales
Customer Support
Nuts Sales
Partner Support

Alert me when a cal center login fals

X Cancel

oK

2

UNITY SUPERVISOR INTERFACE OVERVIEW

Unity is split into six functional areas; ACD Buttons, Call Control buttons, Personal Wallboard,

Active Call Window, Contacts [Busy Lamp Field and Instant Messages]. Contacts is a tab that

can be toggled to display Call Logs, Abandoned Calls, Agent Activity and the Voicemail tab.

Personal Wallboard

Active Call Window

Busy Lamp Field/
Contacts Tab

ACD sState

Call Control Buttons

Company Logo

Tools

File_Messdging

@ Unity Supervisor: Jenna Wimshurst - Available (duration: 39:48)

Help

ee0®00 6 00

=y

Wapip | Rakma D@l T | Hod  Cowwice Vocensi Recodng  Repors | Setings
My Statistics ‘Overall Queue Statsics ]
Name Total  Web Answere Tolal Missed Average Emails Web  Total  Calls  Total Gallsin Longest Average Average Calls  Web  Web
Calls Chatt dCals Tak Calls Tak Answere Chats Calls Answere Missed Queus it Wat  Tak Abandon Chats  Chats
Answere Time Time Recaive Calls Time Time Time  ed  Queued Answere
@ Kakapo Systems - 0 - - - - 0 0 - - - - - - - [ 1
@ Bols Sales 0 o o000 0 o 0 0 0 0000  00:00 o 0 0
@ uts Sales - 0 0000 0 0000 - - o 0 0000 00:00 o =
0 0 0 000000 0 0000 O 3 [} 0 0000 0000 0000 O o 1
Actvity From To Duration Status
Current
call Natalie Maines (Salesforce Contact)  Jenna Wimshurst 00:1e Active/Not recording
Contacts GallLogs Abandoned Galls Voicemail AgentActivity My status: available in office:
Name Phone ACD State Status
© Avin Joseph 8335 sign-n 1am outto lunch from 17 September 23:2 untilfurther notice ~
© Aastair 020828812 Available Talking to James Turner (Gustomer Support)- 00:10
Amy Earl 020828612 sign-Out
Charlatte Thompson 020828812 s
Chris Tutt 020828812
Cindy Brown 02028812
ColinHouston 020828812 sign-Out
© Dave Swiatek 020828812 Unavailable - Paperwork D0 not disturd /1n a meeting
David Hig 020828812 sign-in
Dean 020828812 sign-in
© EdThuss 020828812 sign-in Gurrently away
Gopikrishnan 8332 Available
© 1ain sin 020828612 sign-out Inameeting
Krysia Brown 020828812 Available
Lee Houst 020828812 Sign-n
Lewis Marcan 02028812 Unavailable - Training
Paul Dewey 020828812 Unavailable - Comort Break v

Company Logo

Steve Wardle

aUx

[Jenna Wimshurst Hey can | ransfer this sales call to you please?
Steve Wardle: sure
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2.1  ACD State Buttons
ACD State buttons for setting the supervisor’s availability to the call center. When clicking

“Unavailable” the user will be presented a list of unavailable codes as configured in BroadWorks.

2.2 Call Control
Call Control buttons provide quick access to common telephone handling commands. Only

services that are assigned to the user are displayed.

2.3 Active Call Window

This provides a list of all current calls and their state. For example, Ringing, Active or On Hold.
The duration of the call is also displayed. This is from the moment the call was first placed and
does not reset when a call is Held or Retrieved.

2.4  Contacts [Busy Lamp Field]
This panel will display up to 30 monitored users, displaying their Do Not Disturb [grey], Available
[green], Engaged [red] or Ringing [orange] state as icons.

2.5 Call Logs

Toggling the bottom Contacts panel to Call Logs will display Missed Calls, Received Calls and
Dialled Calls.

2.6 Abandoned Calls
In the Supervisor Enterprise version, a Supervisor can assign abandoned calls to an Agent for a
call back. These will be listed in the “Abandoned Calls” tab. Right click these calls to assign them

to an Agent or double click to make the outbound call.

Please note that this functionality is only available if an instance has been made for the group in
Unity Wallboard.

Contacts CallLogs Voicemail Abandoned Calls  AgentActivity

Call center | All ~

Call Date Call Center DNIS Number
24/09/2018 10:20:18 Bolts Sales +447976493816
241092018 103143 | Bl ey | 447720771573 |
24/09/2018 10:31:57 Bolts & +44/720771513
24/09/2018 10:32:59 Bolts Show CRM contact +447720771513
241092018 10:33:21 Bolts - 447 TONTTAE
24/09/2018 10:43:24 Bofte | Assignforcellbeck  » | jenna Wimshurst |
25/09/2018 10:45:50 Bolts Mark as processed 5 Ay Earl
e O vncorian | i
2410912018 14:24:04 custd[¥] Show gridiines Salty Jones

24/09/2018 15:05:41 Customer Support Steve Tutt

24/09/2018 15:51:37 Customer Support Steve Wardle
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2.7 Voice

mail

Clicking into the Voicemail tab will display a list of voice messages with the most recent at the

top.

| Contacts | call Logs (1 Missed) | Voicemail

My status: available in office

Search on name or

phone number —— Search

Call Date
06/04/2016 18:47:05

26/02/2016 10:35:42
26/02/2016 10:34.56
22/02/2016 18:31:43
15/02/2016 16:10:15
15/02/2016 11:39:50

g

Name
James Smith

Phone Number

1312

03042016 134322 I K e e | |

X ¢ R—

delete selected items

Duration
00:00:43 -

INDIA Conference Room 8330 Play

INDIAConference Room 8330 Save

Hannah Carpenter (Business) +44797066303) %  pelete

Unavailable Unavailable

Parvathi 1 8322 &l
Copy number Options when
Reset column widths right-clicking

[] show gidiines 2

2.8 Personal Wallboard
If the Supervisor is not also an

agent for the queue in BWKS, then they will not be able to

Join/Leave or take calls for those queues. The Join/Leave status icon will show as grey and there

will be no statistics in the “My Statistics” window as below.

When the user is also an agen

t

Refresh voicemail list, or save or

Overall Queue Statistics

My Statistics
Name Total Calls Answered Calls Missed Calls Total TalkTime  Average Talk Time Total Calls Calls Answered  TofalMissedCalls  CallsinQueue  LongestWait Time AverageWaitTime Average TalkTime  Staffed Ratio
©Bolts Sales 0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00 116
@ Nuts Sales 0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00 19
0 0 0 00jo0:00 00:00 0 0 0 0 00:00 00:00 00:00 2115

Call Center icons are green and red to show
that the user is either joined or not joined to
the Call Center queues.

When the user is not an agent

As the user is assigned as an agent in BWKS
the agent statistics are populated with the
user's own statistics.

Overall Queue Statistics

Call Center icons are grey to show
that the user is not able to join or
leave the Call Center queues.

2.9 Staffed Ratio

As the user is not assigned as an agent in BWKS
the agent statistics are replaced with dashes.

For each queue, Staffed Ratio shows the total number of Agents that are available to take calls

out of the total number of Age

Staffed Ratio
16
1/9
215

nts assigned to the queue in BWKS.
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My Statistics

Name Total Calls Answered Calls  Missed Calls  Average TalkTime  Total TalkTime  Total Staffed Time  Total Calls Calls Answered  Total Missed Calls ~ Calls In Queue  Longest Wait Time Average Walt Time Average TalkTime  Staffed Ratio
QBolts Sales - - - - 0 0 0 0 00:00 00:00 00:00 o
O Nuts Sales - - - - 0 0 0 0 00:00 00:00 00:00 0
0 0 0 oojoo 00:00:00 00:00:38 0 0 0 0 00:00 00:00 00:00 LI




3  CALL CENTER AGENT FUNCTIONALITY

Unity Supervisor also allows the user to perform call center agent functionality such as changing

ACD state, joining and leaving a queue and taking calls for that queue.

3.1 Changing ACD State
Clicking Unavailable, Available or Wrap-Up will change your availability for all queues you are a
member of.

Q

Unavailsble  Avsistle  Wispup

3.1.2 Force Disposition Code

To assign a Disposition Code the supervisor right clicks in the Active Call Window. Unity can
force the supervisor to enter a disposition code by setting their ACD state post-call to Wrap-Up
ACD state.

3.2 Using Personal Wallboard

The Personal Wallboard will show current performance metrics for the call centers the supervisor
is assigned to. The statistics are broken down by “My Statistics” which shows the supervisor’'s
individual performance and “Overall Queue Statistics” which will show the current conditions

across the entire call center][s].

3.2.1 Configuring Statistics Columns in Personal Wallboard
The statistics shown in “My Statistics” and “Overall Queue Statistics” panels of the Personal

Wallboard are configurable in Settings > Services > Call Center > Statistics > Columnns.

D Services & Settings X
I Services Isgttmgs
E- Incoming Calls ~ || Specify which columns should be displayed in the personal walboard. Threshold values can alo be
Anonyrous Call Rejection set for many columns

- Call Forward Always
- Call Forward Busy

- Call Forward No Answer
=~ Cpnt?ct Center Agent Columns  Contact Center Columns
Total Calls

Web Chats Answered

Answered Calls

Total Talk Time
‘- Abandoned Cals Missed Calls

=- Comm Pilot Express Average Tzlk Time
i~ Awailable: In Office Erails Answered
g;’;‘ahlm Out Of Dffice WWeb Chats Received

L Unavaitable

3.2.2 Customizing Statistics Label
Double click any statistic as displayed in the list above. From the below field you are able to

customize the statistic label as required.

8|Page



(D Services & Settings x

Services Settings

= Incoming Calls Specify which columns should be displayed in the personal wallboard. Threshold values can
- Anonymous Call Rejection also be set for many columns
-~ Call Forward Ablways
Call Forward Busy
- Call Forward Mo Answer

>

=~ Call Center
- Agent Statistic to display
- ACD State Totzlcals -
=~ Supervisar
i Call Center Monitaring Colurmn heading
=5 =

e T Set threshold alert values
-~ Abandoned Calls ;aIH ety 50 0 0 0
=)- Comm Pilot Express
- Available: In Office Bofts Sales 20 15 10 5
- Available: Out Of Office Muts Sales 30 25 10 5
Busy
Unavailable

- Do Hot Disturb

-- External Caling Line ID Delvery
Internal Caling Line ID Delivery
Simulraneous Ring

=~ Qutgoing Calls

¢ - Caling Line ID Delivery Blocking

= call Control

- Broadworks Anywhere

- Call Transfer

- Call Park Retrieve v

Double click an entry in the list to set overall threshold values or those for a specific call center.
In the example below statistics columns have been added, some have been renamed from the
default and threshold alerts have been configured.

Total Missed Average Talk
Calls In Queue Total Calls Calls Answered Calls Time Missed % Busy Overflows

3.3 Joining & Leaving Queues
Right click any queue in the Personal Wallboard to toggle between Join and Leave queue. This is

only available if the user is allowed to join and leave call center queues.

3.4  Receiving ACD Calls
Inbound ACD calls will display the call center name in the “To” field. The “From” field will display
the incoming CallerID.

File Messaging Tools Help
Q l 000200600
Unavaible  Avalsble  Wrapup | Answer Disl  Tmnsfer  Hod  Conference Voiemal Recoding Repons  Seffings
My Statistics Overall Queue
MName Total Web  Answere Total Missed Average Emails Web Total Calls Total Callsin Longest A
Calls Chats dCalls  Talk Calls Talk  Answere Chals Calls Answere Missed Queue  Wait
Answere Time Time d Receive d Calls Time
@ Kakapo Systems - 0 - - - - 0 0 - - - - -
@ Bols Sales 0 0 o000 0 0 0 0 0 “ 1 o000 ¢
@ Nuts Sales 0 ° 0 00:00 0 00:00 ° = o o o000 ¢
0 0 0 00:00:00 0 00:00 0 0 0 0 0 1 00:00 (
Activity From To Duration Status
Queued
I Call Natalie Maines (Salesforce Contact) Bolts Sales 00:00 Ringing I
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3.5 Supervisor Escalation
Unity Call Center Supervisor facilitates the BroadWorks call center escalation feature by allowing

both standard and emergency call escalation. Both types of escalation can only be performed on

call center calls and both inbound and outbound [DNIS] calls are supported.

(@ Services & Settings

| Services | Settings

x

Incoming Cals

~ Anonymous Cal Rejection
- Call Forward Always

- Call Forward Busy

- Call Forward No Answer

= Call Center
2 Agent]
ALD State

- Supervisor
=~ Statistics
Columns
Threshold Alerts
Reporting
Abandoned Calls
Comm Pilot Express
Avaible: In Office
Available: Out Of Office
Busy
Unavaiable
Do Not Disturb

Configure cal center agent settings such as ACD state

cals

[ Automatically answer call center calls when I'm avaible
Include cal center cals in my call logs
Display queued call center cals
Inciude cal priority

Include previous redirections and overflows

When listing supervisors
@ Include 2l supervisors in the cal center

O Include only those supervisors that are currently supervising me

External Caling Line ID Delvery
Internal Calling Line ID Delivery
Simuftaneous Ring

3.6  Standard Escalation
Standard escalation is used when an agent needs to be given information or instruction from the
supervisor without conferencing in the remote party.

3.6.1 Emergency Escalation

Emergency escalation is used to immediately conference a supervisor into the call with the
remote party, therefore it relies on either the 3-Way or N-Way Calling user service being
assigned.

3.6.2 Escalation via Active Call Window
To perform escalation, the agent right-clicks the call in the active call window, then either chooses
the supervisor to escalate the call to:

From To

Duration Status Notes
P | Natalie Maines | Aive - Notrecoraing I
Assign call to account code 3
Add number to personal directary
Add call note
Show CRM contact
Add CRM call log entry
Escalate to first supervisor
Contacts  Call Logs P My status: available
Instant conference/emergency escalate to first supervisor
Search I: anffirce | IAnfice | Iondon Office | New York Office
[ Supervisors v Ay Earl 3
plame Assign disposition code » Chris Tutt 4 | Call/escalate
Reset column widths Dashboard User v [ instant conference/emergency escalate
Conf Ph
Show gridlines orierence Fhone ' 2 Transfer call to extension
Ed 2
Gopikrishnan ¥ 3 B8] Instant message
lain Sin 3

3.6.3 Personal Statistical Reports
Unity Supervisor provides access to the following agent reports. To access these reports, click

the Reports button @
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4 SUPERVISOR FUNCTIONALITY

4.1 Remotely Changing Agent State
The supervisor can change the Agent’s availability to the call center either from the Personal

Wallboard, Tools menu or Agent Activity tab. The supervisor can also specify an Unavailable

code when selecting this state and Call or Instant Message the Agent from the drop list.

When providing the option to change a monitored agent’s ACD state or joined status, Unity will

show if the agent is currently joined to the queue and what the current ACD state is, as shown

below.
@  Join Queue
|§| Leave Queue
Sign In
Available
| Unavailable 4 ‘ Awaiting PCl Payment
Wrap-Up Clearing Tickets
Sign-Out | Comfort Break
. Call extension Lunch
Paperwork
Instant message
Technical Support & Testing
Reset column widths Training
Show gridlines WebChat

4.2 Remotely Changing Agent State from Personal Wallboard
Right clicking any queue in the Personal Wallboard will present a drop list of options. Hover over

“Agents” to see a list of all agents assigned to the selected queue.

Mame Total Calls Answered Calls Missed Calls Average Talk Time Total Talk Time Total Staffed Time Tglkinﬁ
[ J50its S 00:00 00:00:00 00:00:00
@nuts 5| Callqueue 0 00:00 00:00:00 00:00:00 0.00
OParinel @ Join queue = = = = 0.00
O Custor] - - - - 0.00
— — Remove from personal wallboard
. 0 00:00 00:00:00 00:00:00 0.00
¢, Refresh statistics

Show agent activity Duration Status

Supervisors 3

Agents v AmyEad v

Instant message all supervised agents | Jenna Wimshurst 3 | @ Join Queue

Meodify supervised agent list Lewis Marcam » |§| Leave Queue

Activate forced forwarding Steve Tutt o Sign In

- Steve Wardle 3 .
Show gridlines Available
Unavailable 4 | Awaiting PCI Payment
Wrap-Up Clearing Tickets
Sign-Out Comfort Break
Lunch
Paperwork
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4.3 Threshold Alerts

Thresholds allow the supervisor to configure performance triggers against various parameters for

all the queues they are supervising.

4.3.1 Configuring Thresholds

Click Settings [button] > Services [tab] > Statistics> Columns > Call Center Columns — double

click the statics (e.g. total calls) to set thresholds.

(@ Services & Settings

Services Settings

- Call Center Monitoring also be set for many columns

E- Statistics
i Colurnns
- Threshold Alerts

= Supervisor ~ || Specify which columns should be displayed in the personal walboard. Threshold values can

- Reporting
- Abandoned Calls Statistic to disply
- Comm Pilot Express Totalcalls
i Avaiable: In Office
- Availsble: Out Of Office Column heading

i Busy

*- Unavaiable

-~ Do Mot Disturb Set threshold alert values

External Czling Line ID Delivery
Internal Caling Line ID Delivery gy

- Simultaneous Ring Al

- Qutgoing Calls Bolts Sales
Caling Line 1D Delivery Blocking Nuts Sales

= Call Contral Qudo Support
Broadworks Anywhere vanilaIP Support
Call Transfer

- Call Park Retrieve
Call Recording
Call Waiting

- Directed Call Pickup With Barge-in
Hoteling Guest
Remote Office

- Shared Call Appearance

- Messaging

Voicemall v

Total Missed
Calls In Queue Total Calls Calls Answered Calls

4.4 Silent Monitoring

Average Talk
Time

Missed %

Busy Overflows

Allows the supervisor to silently monitor the next call or calls taken by a specified agent. To

activate Silent Monitoring, right click the call center queue in Personal Wallboard > select the

agent > select Next Call Only or All Calls.

12|Page



Name
@ Bolts Sales

<
O Custome]
OPartners{ ©

Total Calls Answered Calls
[ o | 0
Call queue
Join queue

Remove from personal wallboard

Silent Monitoring Warning Tone

K 5 Matthew
Sally Jones
Sehin Joseph
Steve Tutt
Steve Wardle

* v ¥y v v v v wlw|w ¥

*,  Refresh statistics
Show agent activity
Supervisors »
Agents V] AmyEan
Instant message all supervised agents Chris Tutt
Meodify supervised agent list ‘ David Higgins O Join Queue
Activate forced forwarding Conference Phone |§| Leave Queue
o lain Sin .
Show gridlines Sign In
lenna Wimshurst .
Available

Unavailable (Clearing Tickets)
Wrap-Up
Sign-Out

Silent monitor

Instant message

The supervisor can optionally play the agent a tone to alert them that they are being monitored.

4.5  Configuring Statistics Columns in Personal Wallboard
The statistics shown in “My Statistics” and “Overall Queue Statistics” panels of the Personal

Wallboard are configurable in Settings > Services > Call Center > Statistics > Columnns.

(@ Services & Settings

Services Settings

=+ Incaming Calls

- Reporting

4.6 Adding Agents to Monitored Agents List

Anonymous Call Rejection
- Call Forward Always
~ Call Forward Busy

Call Forward No Answer

Abandoned Cals

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

also be set for many columns

=J- Call Center
- Agent
. ACD State Answ;red‘lgl:alls
=l Supervisor Missed Ca
“-Call Center Manttoring Total Tak Time

E-§ Average Talk Time
% Total Call
*“Thresnon Alerts

Agent Columns  Call Center Columns  Agent Activity

To monitor a specific subset of the total agents, go to Settings [button] > Settings [tab] >

Supervisor and uncheck “Automatically add all agents to my supervised agent list” and restart

Unity.

Right click the call center queue in Personal Wallboard, select “Modify supervised agent list” and

add the agents you want to supervise.
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5 CALL CONTROL

All calls are managed through the call control buttons at the top of the application. These buttons
will change depending on the state of the selected call, or the only call if there is only one call in

the Active Call Window. For example, the Answer/Release © and Hold/Retrieve “

buttons toggle as only one of these options will be valid at any time.

5.1 Making a Call

5.1.1 Using the Dial Window

Click the Dial button = to bring up the Dial dialogue box, as shown below. Using the computer

keypad enter the desired number and press Enter or click OK to make the call.

5.1.2 Using Directory Search
Enter the search field in the Contacts panel to dynamically search all internal users and speed

dials.

5.1.3 Dialling from the Clipboard
Any number that is copied to the Windows clipboard, (highlight the telephone number, right click,
then clicking copy) this will cause a popup toast above the system tray with the option to call the

number.

5.2  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.

5.3 EndacCall

Click the Release button o 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.

5.3.1 Redial

You can also 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 below.

5.4 Send Call to Voicemail

To send an inbound caller directly to your voicemail click the Voicemail button
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5.5.1 Announced Transfer
Receive and answer an inbound call. Make a new call to the desired destination extension or

number as described Make a Call above. This will automatically place the first caller on Hold and

will open a new call in the Active Call Window. Once the called party answers, click Transfer

and select the context menu option to transfer both calling parties together.

Example — Transfer with two live calls

i L% 1l i18 (.Y} 11 )
@ N | Transfer 03436040626 » | to 012625020138
Transfer 01268508018 3 - .
Transfer calls together
Armswerey ToarTalk  Average Talk
Name Total Calls Calls Missed Calls Time Time Total Calls 4
@ Nuts Sales 0 0 0 00:00:00 00:00 0
© Bolts Sales 4 4 0 00:01:09 o018 4
4 4 0 00:01:09 00:09 4
From To Duration
Jenna Wimshurst 03456040626 00:19
Jenna Wimshurst 01268508018 00:05
5.5.1.1 Warm Transfer

Unity Supervisor allows you to warm transfer a call by right clicking the user you want to transfer
the call to and selecting “warm transfer’ from the context menu. This will then put the original
caller on hold and dial the selected number. When ready, click the transfer button in the call

center control options panel and the two calls will be transferred.

5.5.2 Blind Transfer
Unity Supervisor 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.

5.5.2.2 Using Transfer Button

Once on a call click the Transfer call control button . In the Transfer window enter the
destination and click OK.

5.6 Call Hold/Retrieve

The Hold/Retrieve A 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.
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5.7 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.

5.7.1 Starting a Conference Call

You can select two calls in the Active Call Window and click this button to quickly conference
everyone together. Once in a conference you can easily select other calls and add them to it, but
you must start with a conference with two other calls first. You can use the hold and retrieve
buttons to hold the whole conference, and use the release button to drop a caller out of the
conference. Please note this feature depends on service assignment so may not always be
available.

5.8 Call Recording
You can use this button to manage call recording in two ways. You can right-click on the button
to select how to record calls.

Always
— On Demand
Mever
Always with Pause/Resume
On Demand with User Initiated Start |

Or left click to start, stop, pause or resume recording the selected call. The button will change to

show if the selected call is currently being recorded, or if recording is paused or stopped.

6 ACTIVE CALL WINDOW

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

currently managing.

6.1 Window Layout

From To Duration Status
@ Andrew Smith Chris Tutt 00:12 On hold
Chris Tutt Barry Simpson 0000 Ringing
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From — This field will display the incoming CallerID or the name
To — This field displays the name of the user, hunt group or call center
Duration — This displays the total time elapsed since the call was first answered

Status — This shows the Ringing/Active, on On Hold and recording status of each call

6.2 Calls In Queue

Supervisors 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
HotDesk 3-9103 Bolts Sales 01:48 Queued at position 1
Charlotte Quartly Bolis Sales 01:25 Queued at position 2

7 DRAG AND DROP

Drag & drop is an important feature of Unity; it means that in order to perform an action on a call
you can simply drag it on top of something. For example if you want to blind transfer a call to a
user then this can be done by simply searching for that user, then dragging the call and dropping
it on that user in the contacts list. You may see some options here depending on what was
configured in settings, or Unity can automatically blind transfer the call.

Similarly if you want to perform an announced transfer then simple drag one call on top of the
other in the Active Call Window, the calls will be transferred together and be removed from the

list.

You can also drag other objects into this list to make a call, for example drag a user from the
contacts list into the Active Call Window to call that internal user’s extension or external contact’s

number.

8  CONTACTS PANEL [BUSY LAMP FIELD]

The Contacts tab gives a visual indication of the status of users [within the group/enterprise] that
are currently being monitoring. A maximum of 30 users can be displayed. Double clicking a

monitored user will call them and right clicking will bring up a dynamic options menu.
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8.1 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 »
c " Details |
opy number
P List
Personal directory 3 Smallicon
£+ Manage user list Tile
| Appearance 3 | Show extension
Show department
Show ACD state

8.2 Userlcons
There are four main user icons states shown in the Contacts panel, regardless of the view

chosen.
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

8.2.1 Instant Messaging Availability
Regardless of a user’s Available/Ringing/Engaged/DND state, if they currently have any version
of Unity open they will be available for instant messaging. This is shown by the small blue dot

bottom right of the user icon.

8.3  Managing Monitored Users in the Contacts Panel
The Contacts panel will display 30 users. In the Contacts panel right click anywhere and click

“Manage user list”. This will allow you to choose which users to display.

€

.[JKrysia Demo Htek 926
. [JKrysia DemoHtek302
-[JLewis Test 2000

Manage users »
| | —» | Communications Limited s

.[JJaik George ~ ~[]Abin Joseph

..[J]JC Bhat [Jalastair Brown

[JJohn Cole ~[JAmy Earl

[]John Dunbar -[]Charlotte Swiatek

-.[JJohn Sured ~[JChris Tutt

..[JJoseph Mathunni ----DC\nQY Farrant

.[]Joseph Thomas MDCU“_” Baker

K 5 Matthew -[]David Thrussell

-[]Dean Quartly
-[JEd Higagins
.[]Gopikrishnan V
[JKrysia Thompson

Tl an Uanetan

[ Show hierarchy

12 remaining | X Cancel

oK
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8.4  Park Call on Extension
Will park the call on the monitored user’s extension park slot.

8.5 Retrieving Parked Calls
Once a call has been parked onto a user’s extension, their Unity will display a “P” and a toast pop
up window will appear. In order for the user to retrieve the parked call they simply need to click

either the “P” or the toast pop up.

L) Unity Desktop: Jenna Wimshurst
File Messaging Tools Help

Q00020060

Release Dial Transfer Hold Conference Voicemail Recording | Pickup Call | Settings
From To
MNatalie Maines (Salesforce Contact) Jenna Wimshurst

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

8.6  Camp Call on Extension
Will camp the call onto the engaged monitored user. When the user goes back on-hook the

camped call will be delivered and their phone will start ringing.

8.7 Barge into This Call
Makes an immediate three-way conference call with the Supervisor user, the monitored user and
the third party the monitored user is talking to. If the phone plays a “number doesn’t exist” tone

then this means the monitored user cannot be barged into.

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

together in order to leave the conference without ending the original call.

9 INSTANT MESSAGING

Instant messages can be sent and received between any Unity app [Reception, Desktop, Agent,
or Supervisor]. Messages sent to offline user [those that do not have an instance of Unity open]

can be stored and delivered when the recipient next opens Unity.
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9.1 Docking the IM Window

Instant Messages can be displayed in the Docked IM Window or as separate dialogue boxes for
each individual IM thread. If the docked window is used IMs can be initiated via drag and drop
and new IM windows will not pop over other applications.

Undock IM window Call participant

M Conversation LI[JE—— Close IM window
participant Steve Wardle: yep "

Jenna Wimshurst: sweet thanks
Steve Wardle: its parking

hd

1 | [mH—— Click to send

Enter IM text here

9.2 Undocking and Redocking IM sessions

You can undock an IM message by clicking the v “Expand conversation to separate window”
button. The IM session will now be a standalone window.

IM participants  Minimize window Close window

()| Conversation: Steve Wardle E_l
Steve Wardle: yep -
Jenna Wimshurst: sweet thanks
Steve Wardle: its parking
v
Enter IM text here
Last message received at 10:48 Eli Click to send

Close IM window

Re-dock in the IM pane Call participant

9.3 Sending an Instant Message
Send an instant message either by right clicking a user icon in Contacts panel or Search and

selecting “Instant Message” from the drop list, or by dragging a user icon into the docked IM
panel.

9.4  Adding Participants to an Existing IM Session
When an IM conversation is in the Docked IM panel you can drag a user icon from the Contacts
Panel or Search and drop them on the IM window to add them to the conversation.
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9.5 Logging IM Sessions
You will find the Instant Messaging and presence logging options in the Settings tab. Here you
will be able to configure how IMs are saved, what file type they are (CSV or HTML) and where

they are saved.

10 PERSONAL DIRECTORY

Personal Directory — Right click in Contacts

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

Personal Directory — Right click on monitored user

eI,

Call extension
View user details

Add to contact group 3

»  Remove from contact group 3
Add note

D Instant message
Add XMPP presence

Send email

Show calendar

Service Configuration 3
Copy number
| Personal directory k || Add new entry
£+ Manage user list Import directory
Appearance » Export directory

10.1 Add New Entry

Enter the Name and Number and click Ok

Add Personal Directory Entry *

Mame |Derek Lynch
Phane |0797€|

»* Cancel oK

If the number specified is already in the Directory the user will be alerted.
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10.2 Edit Entry

Use the Search field in Contacts to locate the entry. You can search by either Name or Number.

Right click the Entry and select “Edit”.
I —

', Call number

Add te contact group

% Removefrom contact group
Add to default list

Copy number

3
3

Personal directory

£+ Manage user list

Appearance

Edit Derek Lynch

10.3 Remove Entry
Use the Search field in Contacts to locate the entry. You can search by either Name or Number.

Remove Derek Lynch
Add new entry

Import directory
Export directory

Right click the Entry and select “Remove”.

'\.I Derek Lynch

Call number

Add to contact group

Add to default list

Copy number

»*  Remove from contact group

| Personal directory

| edit Derek Lynch

£} Manage user list

Appearance

| *  Remove Derek Lynch

Add new entry

Import directory
Export directory

10.4 Import Personal Directory
Supervisor will allow the user to import a .csv file of directory entries, provided they are in “name,

number” format. Right click in the Contacts panel, select “Personal directory > “Import” and then

browse to the location of the csv.

| Personal directory  » | Add new entry

£+ Manage user list | Import directory

Export directory

Appearance 3

10.5 Export Personal Directory
To export Personal Directory entries right click in Contacts and select Personal directory >

“export”.

Personal directory

']

£+ Manage user list

Appearance

Add new entry

Import directory

Export directory
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11 CONTACT SEARCH DIRECTORIES

The Contact Search field combines all BroadWorks and Outlook Contacts directories to create a
central search repository. The BroadWorks directories include the Common Phone List [system
speed dials], the receptions user’s own Personal Directory entries, and the Group Directory which
includes all the other users in the group as well as hunt groups, auto attendants and call centers.
Unity can also integrate with third party LDAP [including Microsoft Active Directory] and SQL

directories.
Contacts  Call Logs Voicemail
Search |j0h |

Mame Phone
Camron Johnson (Salesforce Contact) 00180
Glenn Johnstone (Salesforce Contact) 64214
Johan Bergin (Salesforce Contact) 46850
Johan Klaus (Salesforce Contact) 00313
Jéhannes Gudmundsson (Salesforce G 00354
John Cole 01173
John Daniels (Salesforce Contact) 079585

Right click the search box to list all directories, then click the search button to clear it and see

your default monitored users.

Contacts  Call Logs (1 Missed) Voicemail

Search |—| Communications Limited » | Entire direc.tory
Mame Commen phone list Helpdesk
Personal directory | Sales Team
Outlook contacts Technical
ed test
Kakapo

Search results will display each number for a contact as a separate line. Drag or double click the

entry to make a call or right click to select a call action from the context menu.

icons represent external numbers or system resources such as hunt groups for which

presence information cannot be displayed.

12 CALL LOGS

The Call Logs tab displays Missed, Received and Dialled Calls with a date and time stamp
showing the most recent call at the top. Up to 20 numbers are listed unless the Enhanced Call
logs service is assigned to the Supervisor user in BroadWorks. Calls to the Supervisor user DID

as well as hunt group and call center calls that have reached the Supervisor user are shown.
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Contacts  CallLogs  Voicemail Abandoned Calls

@ Missed calls O Received calls O Dialled calls

Call Date Pnone Number Name
11/08/2016 16:01:38 1248 Chris Tutt
11/08/2016 12:37:31 0139: 01390
08/08/2016 16:30.58 02081 0208t
07/08/2016 18:34:40 0002 Andrew Smith
07/08/2016 18:34:20 0002 Andrew Smith

Drag or double click an entry to make a call to that number. Call logs can be exported as a csv

file, either individually or together, but clicked the [= Export button.

13 MY STATUS

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.

My status: available in office |
Available: in office |

Awailable: out of office
Busy
Unavailable

Mone

& Do not disturk

10 Call forward always »
F  Connectto a device 3
[*» Remote Office »

CommpPilot profiles are also used to convey presence information to other users within the group

or enterprise.

13.1 Call Forward Always

My status: available in office |
Ayailable: in office

Available: out of office
Busy
Unavailable

None

& Do not disturb

|1,,’ Call forward always » || Activate
' Connect to a device 3 3 Configure
[ Remote Office 3
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13.2 Remote Office

My status: ava

e
k}
Qe

Available: in office

Available: out of office

Busy
Unavailable

Mone
Do not disturk
Call forward always

Connect to a device

>

Remote Office

|

13.3 Connect to a Device
The user can easily select the device to connect to through the My Status link, as shown below.

Activate

e

Configure

Abin Joseph
Alastair
Charlotte Brown

David Hig

Demo Agent Two (lain's Kit)

Conference Phone
Lee Ho
Flexible Seating Guest Flex - 9110

HAvailable: in office
Available: out of office
Busy

Unavailable

Maone
Do not disturb

Call forward always

3

Flexible Seating Guest Flex - 9114

Connect to a device

3

Flexible Seating Guest Flex - 9115
Flexible Seating Guest Flex - 9116

Remote Office
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