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Welcome to TeleVantage

TeleVantage is afeature-rich, software-based phone system that combines rock-solid stability
with the most advanced communications technology available today. TeleVantage delivers
greater functionality, flexibility, and value than proprietary PBXsto avariety of customers,
from small offices to large enterprise organizations with sophisticated call centers.

What's new in this version of TeleVantage
See the online Help for a complete list of new featuresin this version.

Major TeleVantage features
Major TeleVantage features include:

Fault tolerant architecture. Designed to keep your phone system up and running. If the
network or your desktop computer goes down, your phone lines are unaffected. Evenin
the case of a TeleV antage Server malfunction or power outage, your critical phonelines
will stay open.

Graphical call control. Gives you an easy visual way to place calls, transfer, put on
hold, send to voice mail, set up conference calls and more.

Verbal menus. Guide you through al call handling and user management tasks so that
you can use TeleVantage even without a computer.

Full-featured voice mail. Letsyou create caller-specific greetings, log in remotely, and
manage your voice messages graphically from the TeleVantage Client or your e-mail
Inbox. You can also easily call back the person who left you a message.

Powerful call center options. Two types of call centers are availablein
TeleVantage—call center queues and ACD workgroups. Call center queues provide a
full-featured call distribution system, enabling you to customize your calers hold
experience, play single or repeating prompts, prompt callersto enter data, configure call
priority, and set up multi-level supervisor permissions. ACD workgroups provide fewer
features and are available to you if you have not purchased the Call Center Agent
licenses that are required for call center queues. Y ou can use the TeleVantage Call
Center Reporter to run avariety of reports on call center activity for both call center
gueues and ACD workgroups.

E-mail, pager, and call notification. Receive notification of incoming voice mail,
using e-mail, pager, or by having TeleVantage call you.

Advanced caller identification. Using PIN numbersor Caller ID, TeleVantageletsyou
easily screen every call and message, either visually or by announcing the caller's name
when you answer the phone.

Call recording. Letsyou record conversations of calls or conferences, on demand or
automatically across the entire company or specified individuals.

Personal statuses. Letsyou create“Vacation,” “ Out of the Office,” and other personal
statusesto let your coworkers know what you are doing. Personal status can set whether
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your phonerings, the greeting that plays, and routing list behavior when you are not able
to answer calls.

m The TeleVantage Web Client. Enables users with a Web browser to access voice mail
or manage personal settings from anywhere in the world over the Internet or from
non-Windows platforms in the office.

= “Follow-me” call forwarding. Features routing liststhat try several locationsto find
you. You can create several routing lists and apply them to specific callers.

m Call logging. Lets users see arecord of their own calls and gives TeleVantage system
administrators access to your company’s complete log.

m Scheduled auto attendants. Allowsyou to schedule an auto attendant’ s use of specific
greetings and the way it routes calls according to the time of the day and days of the
week.

m Flexible Internet-ready architecture. Supports pure | P telephony and hybrid solutions
such as | P-connected phones. L ets you adapt to Internet telephony at your own pace.

m TAPI Service Provider and Contact Manager Assistant. Letsyou use Act!, Outlook,
GoldMine, GoldMine FrontOffice, or other TAPI-compliant applications with
TeleVantage. Y ou can place calls and receive screen-pop identifications when you
receive calls from contacts in these applications.

m The TeleVantage Software Development Kit and open architecture. Use one of the
many off-the-shelf applications available from third-party vendors to customize
TeleVantage behavior and call processing. Programmers can use the comprehensive
TeleVantage Software Development Kit (SDK) for the ultimate in flexibility. The SDK
includesthe Client API to accessall Client functions, callsand data; the VR Plug-in API
to perform any custom call and voice processing; and the Device Status API to get
real-time information on any trunk or station.

= Multi-lingual system prompts. Letsboth usersand callers select the language in which
they hear TeleVantage prompts.

m CLASS, ADSI, IP, and Toshiba digital phone support. mFor analog CLASS phones,
Caller ID, call waiting, and message waiting lights are supported.

m Tenanting support. Tenanting allows one Server to be shared between multiple
companies or groups, with each user's outbound calls to be tracked in the Call Log by
organization.
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Changes from previous versions of TeleVantage

The following features are changes from previous versions of TeleVantage:

m TeleVantage now usesthe Intel Dialogic SR 5.1.1 driversinstead of the DNA 3.3
drivers.

m Most user phone settings (for example, voice mail, call screening, and queue calling)
now follow the user when he or shelogsin at another station.

= Music-on-hold stations or Enhanced 911 (E911) stations no longer consume station
licenses.

Wherever possible, TeleVantage settings from previous versions are upgraded seamlessly to
work with new TeleVantage features.

Before configuring a new TeleVantage system

Before you configure a new installation of TeleVantage, be sure that you have successfully
completed the following tasks as described in Installing TeleVantage:

= Install the Dialogic hardware and driversin the TeleVantage Server compuiter.
m Physically connect your trunks and stations.

= Ingtall the TeleVantage Server and the TeleVantage Administrator.

= Add any required licenses.

Note: You can start the Administrator in a mode that allows you to configure a system without
having installed telephony boards or licenses. See the next section.

Thischapter outlinesthe tasksyou must perform after installation. Detailed instructionsfor each
step are in subsequent chapters.

Configuring a new TeleVantage system

After you have successfully installed TeleVantage and entered licenses as described in
Installing TeleVantage, you are ready to configure your system. Configuring a new system
involves the following minimum steps, each of which is described in detail in this manual. The
other chapters describe additional features and capabilities.

Configure system settings. See Chapter 3.
Configure your trunks. See Chapter 5.

Create users. See Chapter 6.

Set up outbound call handling. See Chapter 8.

o M w b

Set up call routing for inbound calls. See Chapter 9.
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Configuring TeleVantage without telephony boards or licenses

Y ou can use TeleVantage in a mode that enables you to configure a system, and run reports,
even if you do not have telephony boards and licenses installed. Note that licenses are till
required to assign stations | Ds to users. Licenses and telephony hardware are also required to
configure trunks and place or receive calls.

In this mode you can do the following:

= Usethe Administrator and Client applications to configure nearly all TeleVantage
settings, even if you have not entered appropriate licenses.

m Usethe Call Center Reporter to run reports. This can be a useful way to report on
database backups you have made to save space. To run reports, you must have a Server
and Reporter licenses, even if those licenses are not activated.

To configure TeleVantage without telephony boards or licenses

1. Startthe Administrator asdescribed in “Logging on to the Administrator” on page 2-2.

2. With the Administrator running, choose Tools > System Settings. On the Genera
tab, check Server should not detect devices during startup, and click OK.

3. Start the TeleVantage Server.

To turn off this configuration mode
1. Enter al required hardware and licenses as described in Installing TeleVantage.
2. Stop the Server.

3. Inthe Administrator, choose Tools > System Settings, uncheck Server should not
detect devices during startup, and click OK.

4. Start the Server again.

Where to get help

Contact your TeleVantage system administrator for technical support. For information about
how to report problems, see“Reporting problemsto your TeleVantage provider” on page 11-27.

Y ou can get help through TeleVantage documentation as described in the next section.

TeleVantage documentation
TeleVantage includes the following documentation:
= Installing TeleVantage—This manual guides you through the installation process for

upgrades and fresh installations, and describes how to change hardware, configure your
Server, and add licenses.

m Using TeleVantage—This manual describes how to use the TeleVantage Client Web
Client, Contact Manager Assistant, TAPI Service Provider, and telephone commands.

CHAPTER 1. INTRODUCTION TO TELEVANTAGE 1-5



m TeleVantage Call Center Administrator’s Guide—This manual contains complete
instructionsfor setting up and maintaining both types of TeleVantage call center—ACD
workgroups and call center queues—as well asinstructions for agents and supervisors.

= TeleVantage Pocket Reference Card—This wallet-sized card is a convenient reference
for the TeleVantage telephone commands.

m TeleVantage QuickSart Guide—This quick-start guide for new users describes basic
TeleVantage commands for the telephone and the Client.

= OnlineHelp—Context-sensitive helpisavailableinall TeleVantage applications. Inany
view or dialog box, click the Help button, press F1, or choose Help > Contents and
Index for an explanation of the available fields.

= TeleVantage Developer’s Guide—This online reference describes how to extend
TeleVantage's built-in features using the Client API, the IVR Plug-in API, and the
Device Status API.

The following table shows the TeleVantage documentation set and the formatsin which it is
available.

Online

Document Printed Acrobat (PDF)
Book

Installing TeleVantage Yes Yes Yes

Administering TeleVantage Yes Yes Yes

Using TeleVantage Yes Yes Yes

TeleVantage Call Center

Administrator’s Guide ves Yes ves

TeIgVantage Developer’s No No Yes

Guide

TeleVantage Pocket

Reference Card Yes No No

TeleVantage QuickStart Yes No Yes

Guide

Notes:

m Theonline booksareavailablein HTML-based format. To access an online book, click
Help > Online Books in any TeleVantage application.

= The PDF-formatted books are available on the TeleV antage master CD, in the\Manuals
directory. Use Adobe Acrobat Reader—al so available on the TeleV antage master CD in
the \Adobe directory—to view and print these files.
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CHAPTER 2

THE TELEVANTAGE ADMINISTRATOR

CHAPTER CONTENTS
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About the TeleVantage Administrator

The TeleVantage Administrator is a Microsoft Windows application that lets you configure,
monitor, and manage your TeleVantage system. For alist of Administrator functions, see“The
Administrator interface” on page 2-3.

This chapter describeslogging on to the Administrator, using the interface of the Administrator,
and performing basic actions in the Administrator.

Important: Changes to user and system settings made using the Administrator do not take
effect immediately. The system will recognize changes within 5 minutes of their being made.

Logging on to the Administrator

For information about logging on to the Administrator using command line options, see
Appendix B.

1.

Choose Start > Programs > Artisoft TeleVantage > TeleVantage Administrator. The
Log on dialog box opens.

If you want to change your default TeleVantage Server or associated phone (station
ID), click Options to view the expanded dialog box.

Artisoft TeleYantage Administrator Lng

Uszer hame: I.D.dministrator

Password: I*""ﬁ

Server: [TELEWANTAGE _|
Station |D: |1 il

Press *0 on your phone o hear your station [0

OK. I Cancel | Help | Options << |

Typeyour User name.

A user name called “Admin” exists by default. To create other administrators, you
must add users to whom you give Administrator permissions (see “The Security tab”
on page 6-38).

Type your Password. The Admin user password is set to 100 at installation. Change
the password for the Admin user after you log on for the first time (see the important
note below).

If you want to log on to adifferent Server than the one already selected under Server,
click | and select a Server name.

If you want to change your station 1D, enter avalid station ID in the Station ID field.

The station I D identifies the phone associated with this computer—the one you use to
make recordings in the Administrator and perform other audio tasks. To find the
station ID of a TeleVantage phone, pick it up and dial *0.

Click OK.
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Important: Leaving the Admin user password as 100 is a security risk that can cost your
company money due to toll fraud. Until you change it, and the password of the Operator user, you
will see a reminder message prompting you to do so each time you start the Administrator. For
instructions on changing passwords, see “Creating a password” on page 6-14. For more
information about system security, see Appendix C, “Protecting Your Phone System Against Toll
Fraud.”

Reconfiguring the computer to use a different phone

Each computer running the Administrator (or other TeleVantage workstation applications) has
an assigned phone, which it uses when you perform commands such as making recordings or
listening to voice mail. The phoneis specified by the station 1D you enter when logging on (see
the previous section).

To change the phone associated with the computer, click Options when logging on and enter
the new station ID. Y ou must do this, for example, if you move the computer to an office with
adifferent phone.

The Administrator interface

The TeleVantage Administrator interface is composed of views (see “Working in views’ on
page 2-7). Each view enables you to configure, manage, or monitor an aspect of the
TeleVantage system.

View Description See

Manage TeleVantage users. Includes Chapter 6,
changing passwords and allocating  “Managing Users and Roles”
m disk space to users for voice mail

messages and greetings.

Users

Manage workgroups (groups of Chapter 7
ﬁkgroups related extensions or contacts). “Managing Workgroups”
Trunks Manage the phone lines or Internet  Chapter 5,

trunks that connect your TeleVantage “Managing Trunks, Spans, and
system to the public phone network. Stations”
Dialing Customize hqw outbound calls are Chapter. 8,

. allocated to different trunk groups, “Managing Outbound Calls”

Services L : .

and dialing behavior. Includes routing
E services (which route calls based on

customizable rules).
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View Description See
. View and manage TeleVantage Chapter 11,
Device - - ) S . ”
. activity on stations and trunks. Monitoring and Backing Up
Monitor
Manage auto attendants that handle Chapter 9,
Auto : : : “ - ”
and route inbound calls with voice Handling Inbound Calls
Attendants
menus.
i
1
Queues Manage groups of agents in TeleVantage Call Center

TeleVantage call center queues.

Administrator’s Guide

Maintenance

View a log recording Administrator

Chapter 11

Log actions. “Monitoring and Backing Up”
IS
?
Listen to and change recordings used Chapter 12,
System “ "
for standard system prompts and System Prompts
Prompts
auto attendants.
View a record of all the calls made on Chapter 11,
Call Log “ . ; ”
— the system. Monitoring and Backing Up
-
VR Plug-Ins Manage TeleVantage IVR Plug-ins,  Chapter 14,
9 which are custom interactive voice “Extending TeleVantage”
|@ response applications that you or
third parties can create.
IP Gateways Manage IP Gateways, by which you Chapter 13

&

can exchange calls with remote

“Configuring Internet

TeleVantage Servers over the Internet Telephony Support”

or an IP network.
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Using the Tools menu
TheTools menu of the Administrator offers additional TeleVantage features not available from

the views:

Command

Description

See

Audio Output

Lets you choose whether audio
files play over your computer

speakers or the phone

associated with this workstation.

“Working with voice files”
(page 2-10)

Backup/Restore
Database

Backs up your TeleVantage files,

so that your system can be
restored in the event of
disruption.

“Backing up TeleVantage”
(page 11-17)

Shut down Server

Stops the TeleVantage Server.

“Shutting down the
TeleVantage Server” (page
11-16)

Update Access
Codes

Lets you change the access

code used for a particular dialing

service.

“Changing an access code
in users’ saved numbers”
(page 8-7)

Adjust Station IDs

Prompts you to shut down the
Server and then increments or
decrements all station IDs on the
system by a number you specify,
so that if you add or remove a
low-number station board you do
not have to edit each station ID

individually.

Recalculate Disk
Usage

Updates the display in the Users

dialog box, Mailbox tab that

shows how full users’ mailboxes
are. The display is updated once

a day automatically.

“Viewing the user’s
mailbox usage” (page
6-16)

Analyze Security

Runs an online report on how

secure your system is.

“Identifying users with
security-risk passwords”
(page C-3)

Columns

Lets you customize the columns

that appear in each view.

“Customizing columns”
(page 2-9)
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Command Description See
Options Lets you customize the “Assigning an extension”
appearance of names, Call Log (page 6-10)
thi’ni?:ndfjiqugz;or station and “Changing the station ID
' default” (page 6-12)
“Displaying a specific
number of Call Log
entries” (page 11-13)
Agent Skills Lets you define skills for call TeleVantage Call Center

center agents or any users. You

must define a skill to use

overflow agents in a call center

queue.

Administrator’'s Guide

Account Codes

Lets you define user-entered
account codes for billing,
tracking, or other purposes.

“Using account codes to
track phone usage” (page
10-6)

Custom Data

Lets you attach custom
information to calls, to aid
customer service, enable

automatic call handling, or other

purposes.

“Using custom data to add
information to calls” (page
9-18)

Routing Variables

Lets you create special variables

that help routing rules identify
outbound calls for intelligent
routing.

“Adding custom routing
variables” (page 8-30)

Organizations

Lets you define multiple tenants,
businesses, or other entities that
share your TeleVantage system,
for tracking and billing purposes.

“Using Organizations”
(page 10-2)

System Call
Recording

Lets you set up automatic

recording of all system calls, or

those of specific individuals.

Chapter 4, “Recording All
TeleVantage Calls”

Advanced Settings
Editor

Launches the Advanced Settings

Editor, where you can modify

advanced TeleVantage settings

not available from the
Administrator.

“Using the TeleVantage
Advanced Settings Editor”
(page A-31)

System Settings

Lets you configure and
customize several aspects of
your TeleVantage system.

Chapter 3, “Defining
System Settings”
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Working in views

To open aview, click its button in the vertical view bar on the left side of the Administrator
window. To change the location of a button on the view bar, drag and drop it.

/‘i_f?l_lsers - Artisoft Tele¥antage Administrator

File Edt View Tools Ussrs Hslip

Ederin DO Saie Tpe Tk oSk 200D Ty
106 )] Ayvailable 15% 31%
T Awailable 20% 1%

Role

) Cecilia St John 227 215 User Available ' 1.5% 26%
) Cunthia Caylor 101 15 User Do Not Disturb 0% 1%
€ Dick Yannopoulos 126 26 User In A Meeting ' 1.5% 3%
# Dingo Fiye 222 0 User Do Not Disturb 15% 26%
=3 Doc group Role

® Frank Srith 125 25 User Awailsble 21% 2.0%
* | John Sargent 107 7 User Out Of The Office 1.3% 26%
| | # Joshus Fields 172 5 User Awailable 22% 33z
€ Kenneth Deimoch 686 g User dvalable 26% 3%

Y ou can also open aview by clicking the View menu and choosing a view.

Note: If aview is not available to you, you might not have permission to view it. Check with your
system administrator, or see “The Security tab” on page 6-38.

Themain part of aview contains rows of the itemsthat pertain to that view. For example, inthe
Usersview, each TeleVantage user appears as an item on arow. Double-click anitem to edit it.
Some views, such as the Call Log and Device Monitor, display read-only information that
cannot be edited.

Using commands in a view

A command always affects the item or items that are selected. To select multiple items, hold
down the CRTL key asyou click the items. Y ou can perform a command using any of the
following methods:

m Choose acommand from the view’ s menu. For example, in the Trunks view, click the
Trunks menu and choose a command.

m Click atoolbar button (see the next table).

= Right-click anitem and choose a command from the shortcut menu that appears. Thisis
often the fastest way to perform an command.

Using the Administrator toolbar

The Administrator toolbar islocated on the main menu bar in each view. It gives you quick
access to several Administrator commands that are also available through the Administrator
menus.

ﬁ Edit Wiew Tools Users Help

0-=a/ x| 7
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To create anew item when you are working in any TeleVantage view, click the arrow next to
the first button on the toolbar and select an item.

Users - Artisoft Tele¥antage Administrator

File Edit Wiew Tools Users Help

el=|a[x ]9

ﬂ User Chrl+U

EII \T'—V°rkfr°”p Ctr'“i |/ Estension DID_Station | Type | Title

Funi

72 auto Attendant  Chr+T 3 User
‘{j Queue Chl+Q rs Role
££5 Dialing Service 227 13 User
B, 1R plug-In Chriz | 101 15 User
@ 1P cateway ey pulos 126 26 User
e 222 0 User
=3 Role Chrl+3 Role

See the next section for information about creating new items that are based on existing items.

Performing basic actions in the Administrator

This section shows you how to perform the following basic actions in most views:
= Creatingitems
= Deleting items
= Renaming items
= Copyingitems

m Customizing columns

Creating items
Y ou can create a new item in any of the following ways:
m Choose File > New, and select the type of item to create.
m Click the arrow to the right of the first toolbar button.

= Inany view, click thefirst toolbar button to create anew item for that view. For example,
in the Usersview, click the first toolbar button to create a new user.

To create a new item that is based on an existing item
1. Select theitem on which you want to base anew item, such asauser inthe Usersview.
2. Choose Edit > Copy. A copy of theitem is placed on your clipboard.

3. ChooseEdit > Paste. A New <Item> dialog box opens. Copy of <item that you
copied> appearsinthetitle bar of the dialog box. It contains aduplicate of the selected
item’ sinformation. Y ou can use thisinformation as a basis for creating a new item.

Enter or change any information required for the new item in the dialog box.

Click OK to save the changes as a new item.

2-8
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Deleting items

To delete one or more items, select them and choose Edit > Delete. In some views, like the
Maintenance Log or Device Monitor, you cannot delete items.

Renaming items
Itemsin some views cannot be renamed, for example, Call Log items cannot be renamed.

To rename an item
1. Double-click the item to open its dialog box.
2. Inthe Name field, type anew name for the item.
3. Click OK.

Copying items
Copying arow in any view placestheinformation about theitem in that row on the clipboard as
text that you can paste into other applications. Use this method to paste Call Log entries and
voice message information into the Problem Report Wizard (See “Using the Problem Report
Wizard” on page 11-27.).

Some items, such as users, workgroups, and auto attendants, can also be pasted back into the
Administrator view to create a copy.

Customizing columns

Click acolumn header to sort by that column. Click again to sort in the reverse order. The arrow
in the column header shows by which column and in what direction the display is currently
sorted.

Y ou can resize column widths by dragging the sides of the column headers.

For each view in the Administrator, you can choose the columns that you want to see and the
columns that you want to hide. Some views do not show all the available columns by defaullt.

To show or hide columns in a view

1. Choose Tools > Columns, or right-click a column header.The Columns dialog box
opens.

From the View drop-down list, choose the view you want to change.

3. Check acolumn to show it. Uncheck a column to hide it. For an explanation of the
various columns, click Help.

4. Click OK.
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Working with voice files

A voicefileisan audio recording that is stored as afile. TeleVantage stores system prompts,
greetings, voice messages, and recorded conversationsin voice filesthat you can play over your
computer speakers or on the telephone. Y ou can record voice files using the telephone.

TeleVantage supports the following file formats for voicefiles:
= WAV (standard Microsoft Windows audio format)
m .VOX MuLaw (used in North America and Japan)
m .VOX ALaw (used in most locations outside North America and Japan)

The TeleVantage Server natively uses 8-bit PCM .VOX format.

Changing the voice file format

Y ou can change the format of your TeleVantage .V OX voice filesfrom ALaw to MuLaw, or
from MuLaw to ALaw, by using the TV Convert utility as follows:

1. RunthefileTVConvert. exe inthe TeleVantage Server directory on the TeleVantage
Server computer. The default pathis:

C.\Program Fi | es\ Tel eVant age Server\TVConvert. exe
2. Click OK to convert all your TeleVantage voice files to the other format. If the voice
filesare ALaw, they become MuLaw. If they are MuL aw, they become ALaw.

In most cases you will not need to use this procedure, because your voice file format will have
been correctly set when your TeleVantage system was installed

Using the audio controls

TeleVantage' s audio controls make it easy to create and modify recordings of al types. The
following controls appear in TeleVantage wherever you can create and listen to recordings.

;
o |/

JOEE

To create recordings, use the buttons on the audio controls as shown in the following table and
speak into your phone.

Record When you are ready to record, pick up your phone, and
® then click this button. A beep signals that recording has
begun.
Stop When you are done recording, you can either hang up or
u click this button.
, Play To hear the recording, click this button.

2-10
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To move forward and backward within the recording, drag the slider bar.

j I 4,90 seconds

Importing and exporting voice files

To import or export avoice file, use the import or export buttons on the recording control, as
shown in the next table.

Import Y ou can import avoice filein WAV or .VOX format to
B usefor any Client recording (greetings, voicetitles, and so
on).

TeleVantage can import WAV fileswith afrequency of
8Khz, 11.025 Khz, 22.05 Khz, or 44.1 Khz. Y ou can aso
import an 8 kHz PCM .VOX file (MuLaw format for
North America and Japan, ALaw format for other
countries).

- Export Y ou can export any of your Client recordings, including
] voice messages and recorded conversations, to a . WAV
file.

Changing audio output

TeleVantage can play audio filesover your telephone. Y ou can a so play them on your computer
if it has a sound card and speakers.

To hear audio output over the phone, click the telephone button on the
ﬂ| status bar, or choose Tools > Audio Output > Phone.

To hear audio output over your computer speakers, click the speaker
m button on the status bar, or choose Tools > Audio Output > Speakers.
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About system settings

System settings control overall TeleVantage behavior. Before adding TeleVantage trunks or
users, you should define your system settings by choosing Tools > System Settings.

Creating system settings

This chapter assumes that you have aready entered the required licenses (see Installing
TeleVantage). It describes how to create system settings by using the following tabsin the
System Settings dial og box:

m General. Usethistab to set system hold audio, tones generation, default language for
system prompts, confirmation menu before sending to voice mail, voice-first answering,
and outbound Caller ID (see page 3-5).

m Licenses. SeeInstalling TeleVantage. Y ou must enter licenses here before you can
proceed to create other system settings.

m Call Log. Usethistab to set logging of internal calls and to set archiving options for the
Call Log (see page 3-7).

m Storage. Usethistab to view current disk usage and set locations for backups of voice
files and the database (see page 3-8).

= Dialing. Use thistab to set up special access codes for the dial-by-name directory, for
trunk selection, and for the default dialing services. Also use thistab to set dialing
time-outs (see page 3-11).

= Emergency. Use thistab to configure emergency dialing options (see page 3-13).

Security. Use this tab to increase the security of your TeleVantage system against toll
fraud by setting password requirements and lockout behavior (see page 3-15).

m Other. Usethistab to create the dial-by-name directory settings, set up Microsoft
Exchange synchronization and e-mail notifications, and set up event e-mail notification
(see page 3-17).

Advanced TeleVantage settings

Some TeleVantage settings are low-level settingsthat arerarely, if ever, changed, and cannot be
changed from the Administrator. For a complete description of these settings, see Appendix A,
“TeleVantage Configuration Settings.”

Re-recording voice prompts

For information about how to re-record the TeleVantage system prompts or translate them into
another language, see Chapter 12, “ System Prompts.”
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Setting Business Hours

TeleVantage uses your business hours settings in schedules that you create for the following:

m After hours greetings. See"“ Scheduling transfers and greetings’ on page 9-13.

m Automatic transfers. See“ Scheduling transfers and greetings’ on page 9-13.

= Notification of new voice messages. See “ Scheduling notifications’ on page 6-21.

m Call rules. See Using TeleVantage.

Y ou can create as many sets of business hours as you need. For example, you can create a set of
business hours for the company as a whole (the default), and then create additional sets of
business hours for individual departments, shifts, and so forth.

Defining business hours
To define your business hours, you must define your daily work hours, work days and holidays.

To define business hours

1. Click Business Hours on any tab in the System Settings dialog box. The Business
Hours dialog box opens. To edit an existing set of business hours, select its Name on
the drop-down list. To create anew set of business hours, go to step 2.

Business Hours

Hame: | Default

=

Save bz | Delete |

| Holidays I

The following days and times define work, hours:

‘work, days:
¥ Monday

¥ Tuesday
v Wednesday
¥ Thursday
¥ FEriday

I Saturday
I~ Sunday

ok hours:

|3:00 AM - B:00 PM

|3:00 AM - B:00 PM

|3:00 AM - B:00 PM

|3:00 AM - B:00 PM

|3:00 AM - B:00 PM

0K |

Cancel | Help |

2.  Onthe Work Hours tab, under Work days, check each day that is awork day, and
under Work hours, enter the starting and ending times for each work day.

Note: When you define business hours and holidays, you can type dates and times in
most formats. Your entries are converted to a standard format that is based on your

Windows regiona

| settings.
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3. Todefine holidays, click the Holidays tab.

MHame: IDefauIt j SageAs...l Delete |

Work Hours  Holidays |

The following dates and times define holidays:

All day

Delete |

QK | Cancel | Help |

4. Click Add to add anew haliday. Click Edit to edit an existing one.

Holiday date: 01,23/2002

All day holiday (ol

Partial day hours

Wwhork hours begin at: IDS:UU A
Wwork hours end at: |1 200 P

Cancel | Help |

Enter the Holiday date.

Chooseif thisisan All day holiday or Partial day holiday. For apartial day holiday,
enter:

= Work hours begin at. Starting time for work on the holiday.
m Work hours end at. Ending time for work on the holiday.
When you finish creating holidays, click OK.

Click OK in the Business Hours dialog box.

Click OK in the System Settings dial og box to save the settingsyou have created so far
or go to the next section.
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The General tab
Choose Tools > System Settings and then click the General tab to set general Server options.

General | Licenzes I Call Log I Storagel Dialing I Emergenc:yl Security I Other I

— Server configuration
[~ Use hold audio fram station number: ID—
[~ Generate tones using software

v Allow voice-first answering

[~ Present a confirmation menu befare voice mail

[~ Server should not detect devices during startup

Default spstem prompts: ILI_S_ English j

Gueue statistics refresh interval: ID milliseconds

—|SDM outbound Caller 1D [System Default]

Calling party presentation: Ispan default j

Calling party number: |

Calling party name: |

Business Hours... |

Cancel | Help

Setting Server configuration

Usethe Server configuration section to set the following general optionsfor your TeleVantage
system:

m Use hold audio from station number. Check thisbox to play music for callerson hold.
The music can be played on a CD player or other music device, or from the CD drive of
the Server computer using the Windows' CD Player application, aslong asthe device or
sound card is connected to the specified station port.

It is highly recommended that you use music on hold for systems with call centers or
systemsthat use “follow-me” call forwarding, so callersdon’t hear ringing or silencefor
too long.

TeleVantage plays whatever is on the specified channel and does not monitor the
channel. If the music device stops, callers on hold hear nothing.

Note: If you are using the Windows CD Player application or other software application
for music-on-hold, you can have the application automatically start whenever the Server
computer is started, so that you never need to remember to manually launch it. From the
Windows Control Panel, choose Scheduled Tasks, then select the application and When
my computer starts. In the application options, set it to automatically start playing at
startup and to repeat.

m Generate tones using software. Check thisbox to generate dial, reorder, callback, and
stutter dial tones using TeleVantage software. Y ou will need to use this feature only if
you are using Dialogic boards that do not generate these tones in hardware.
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Customerswho use the D/41ESC board must check thisbox. U.S. customers can usually
leave this box unchecked, because most U.S. Dialogic hardware generates the tones.

m Allow voice-first answering. If checked, users with Toshiba, Cybiolink or Aastra
Powertouch phones can use the voice-first answering feature. With voice-first
answering, internal callsare connected to the user’ s speakerphone automatically without
the phoneringing or needing to be picked up. (External callersring the phoneasnormal.)

To use voice-first answering, a user must turn it on using the Client or the telephone
commands. See Using TeleVantage for details.

m Present a confirmation menu before voice mail. If checked, calers hear the prompt
“To leave amessage press 1, or press* to return to the menu” after they hear a user's
voice mail greeting. If unchecked (the default), callers go directly to recording their
message after hearing the greeting.

m Server should not detect devices during startup. If checked, you can use TeleVantage
in amode that enables you to configure a system, and run reports, even if you do not
have telephony boards and licensesinstalled. See “ Configuring TeleVantage without
telephony boards or licenses’ on page 1-5.

m Default system prompts. Use this drop-down list to select the language version of
system prompts that are played to callers and users on the TeleV antage system.

U.S. Englishisinstalled by default. Y ou must reinstall TeleVantage to access additional
languages, such as U.K. English or Latin American Spanish. For more information, see
Installing TeleVantage.

m Queue statistics refresh interval. Thisfield enables you to dow the Queue Monitor
refresh rate for call centers. See the TeleVantage Call Center Administrator’s Guide.

Setting ISDN outbound Caller ID for the system

UsethelSDN outbound Caller ID section to specify the Caller ID information that accompanies
outbound calls from the TeleVantage system on ISDN trunks (including ISDN BRI).

The outbound Caller ID settings you make here can be overridden by individual user settings,
and also by the settings for the span on which the call isto placed. See “Outbound ISDN Caller
ID hierarchy” on page 5-23.

Note: On trunk types other than ISDN, outbound Caller ID is always set by the telephone
company.

Y ou can customize |SDN outbound Caller ID in several placesin the system. For an overview,
see “ Specifying ISDN outbound Caller ID” on page 5-20.
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To set outbound ISDN Caller ID for the system
From the Calling party presentation drop-down list, select one of the following:

m Span default. The system’s outbound Caller ID number and name will be what you
specify in the properties of the ISDN span used to place the call. See“ Specifying ISDN
outbound Caller ID” on page 5-20.

m Custom. The system’s outbound Caller ID number and name will be what you specify
in the following fields:

m Calling party number. Enter the number to use asyour outbound Caller |D number,
for example your business' main number.

m Calling party name. Enter the text to use as your outbound Caller ID name, for
example the name of your business.

m Blocked. The system’s Caller ID is blocked on outbound calls.

The Call Log tab

The Call Log tab contains settings for logging internal calls and for archiving the Call Log. For
more information about the Call Log, see “Using the Call Log view” on page 11-10.

System Settings

Generall Licenses CallLog | Storagel Dialingl Emergenc:yl Securityl Dtherl

— Configuration

¥ Log internal calls

¥ Archive Call Log daily

Archive callz older than IBD ﬁ days

Archive filename [on TYGOODKIT]:
C:\Program FileshTelelantage Serversdrchive\CallLog. cav Move... |

Owenwrite archive every IBD ﬁ days

Archive will be ovenaritten on:

12/6/2002 1:00:00 Ak Archive How |

Business Hours... |

Cancel Help
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Logging internal calls

By default, TeleVantage logs only externa calls. If internal Call Log information isimportant
to you, and you can afford the additional disk space, you can log internal calls aswell.

To log internal calls as well as external calls
1. Choose Tools > System Settings and then click the Call Log tab.

2. Check Log internal calls.

Call Log archiving

For instructions on using thistab to archive Call Log information, see“Archiving the Call Log”
on page 11-14.

The Storage tab

The settings on the Storage tab control how TeleVantage' s database stores your system
configuration settings and voice files.

System Settings

| Dialing I Emergenc:yl Other I

Generall Licensesl CallLag

— Digk uzage

Databaze: 16% used [15872 KB out of 102400 KE)
Meszages: 2% used (3242 KB out of 185157 KB]

Greetings: 2% uged [2703 KB out of 165954 KB]
CallLog: B4 KE Refresh |

— Special directories [on TYGOODEKIT]

Woice files:

|E:\Program FilezhTeletantage Serverwiiles Move. .. |

Databasze backup:

|E:\mssqI\Artisoft\Backup Move... |
Business Hours.... | QK | Cancel | Help |
Disk usage

m Database. Percentage of disk space allocated for the TeleVantage database that is
currently used, also shown in kilobytes used out of the total number of kilobytes
alocated. The size of the TeleVantage database is set and the required disk space
allocated when the TeleV antage Server isinstalled. The default database sizeis 100 MB.
It will grow automatically up to a maximum of 2 GB if you are using the MSDE
database, or to the size of your hard drive if you are using SQL Server Standard or
Enterprise editions. See Installing TeleVantage for supported databases and
requirements.
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When you start the Administrator, TeleVantage displays awarning message if the
TeleVantage database is 80% or more full. Y ou should check the database usage
periodically to make sure that you are not running out of space. Y ou will aso
automatically receive e-mail notifications of low space if you have set up Windows
Event Log natifications (see “ Setting up Windows Event Log notifications’ on
page 3-20).

m Messages. Percentage of disk spaceallocated for all users' voice mail messages, aswell
as any call recordings users have made, that is currently used.

m Greetings. Percentage of disk space alocated for all users greetings and voicetitles
that is currently used.

m Call Log. Amount of space currently used in the TeleVantage database for Call Log
records, in kilobytes. Some or all of this space can be recovered by archiving Call Log
information if total database usageishigh (see“Archiving the Call Log” on page 11-14).

Allocating disk space

When you set up new usersin TeleVantage, you specify the maximum size of each user’svoice
mailbox and the maximum space permitted for each user's greetings and voice titles.

When disk space for mailboxesand greetings becomescritically low, the Administrator displays
awarning. You will also automatically receive e-mail notifications of low spaceif you have set
up Windows Event Log notifications (see “ Setting up Windows Event Log notifications’ on
page 3-20). When you see such awarning message, you should take steps to reduce disk space
usage. Actions you can take include reducing the space allocated to users and having users
export or delete unneeded messages.

For more information about allocating disk space for users, see “The Recordings tab” on
page 6-15.

Note: When users log on to the Client or use the telephone commands, they may get a warning
if their voice mailboxes are more than 80% full. You can check available message and greeting
space for users in the Users view.

If the available disk space on the Server drops below 50 MB, averbal message alerts you when
you pick up aTeleVantage phone. Y ou will also automatically receive e-mail notification if you
have set up Windows Event Log notifications (see “ Setting up Windows Event Log
notifications’ on page 3-20).
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Moving voice files

If disk spaceislow on the drive on which you installed TeleVantage, you can move your voice
message and prompt files to another local drive that has sufficient space. To move voice files,
you must log on to the Administrator as a user who has write access to both the source and
destination directories.

To move voice message files

1. Shut down the TeleVantage Server. Y ou cannot move voice files while the Server is
running.

Start the TeleVantage Administrator.
Choose Tools > Systems Settings and then click the Storage tab.
Click Move.

a > 0D

Choose anew location for your voice files. The drive you select must be alocal drive
on the TeleVantage Server, not a network drive.

6. Click OK.

Moving the database backup
The Database backup field shows the location of the last database backup made. Click Move
to moveit to a different location.

Backing up your database is something you should do periodically to ensuretheintegrity of your
TeleVantage system. See “Backing up TeleVantage” on page 11-17.
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The Dialing tab

System-wide settings for phone system dialing prefixes, special access codes and dialing
time-outs are made on the Dialing tab.

Choose Tools > System Settings and then click the Dialing tab.

Emergency I Other I

Generall Licensesl Call Logl Storage

— Special access codes

Dial-by-name directary: |411
Select a trunk: ISS + trunk, number

Default phone number access code: Ig vl

Default Internet address access code: |71 -

— Dialing timeouts

Internal dialing incomplete timeout [ms]: ISDDD—
Internal dialing ambiguous timeout [ms]: ISDDD—
Dialing zervice incomplete timeout [ms]: ISDDD—
Dialing service ambiguous timeout [ms]: ISDDD—

Business Hours.... | QK | Cancel | Help |

Defining special access codes
Enter the access codes that users must dial for the following:

m Dial-by-name directory. Number to access the TeleV antage dial-by-name directory.
The default is 411.

m Select a trunk. Number to dial to place acall on a particular trunk. The default is 88.

To placeacall onaspecifictrunk, dial the access code and thetrunk number. Users must
have the permission Select a specific trunk for outbound call to use thiscommand. If
users need to select trunks, create dialing servicesfor the appropriate trunks. See“ About
dialing services’ on page 8-2 for more information.

Y ou also enter default phone number and Internet address access codes on this tab that the
system uses when returning calls from voice messages. For more information, see “ Setting
default access codes for callbacks’ on page 8-8.
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Setting dialing time-outs
TeleVantage uses dialing time-outs that you define to determine the end of a number that was
entered by a user. If users press # after entering the final digit of a number, TeleVantage dids
the number immediately and does not wait for the time-out period to elapse.

= Internal dialing incomplete time-out. Number of milliseconds before TeleVantage
times out on an internal call if not enough digits were entered. The default is 8000
milliseconds (8 seconds).

m Internal dialing ambiguous time-out. Number of milliseconds before TeleVantage
times out on an internal call if the digits entered cannot be resolved into a recognized
number. The default is 3000 milliseconds (3 seconds).

= Dialing service incomplete time-out. Number of milliseconds before TeleVantage
times out on an external call if not enough digits were entered. The default is 8000
milliseconds.

m Dialing service ambiguous time-out. Number of milliseconds before TeleVantage
times out on an external call if the digits entered cannot be resolved into a recognized
number. The default is 3000 milliseconds.

Note: The default dialing time-outs work in most installations, and they should be modified
carefully.

Y ou may want to consider increasing the Dialing service ambiguous time-out by half-second
intervalsif usersintermittently hear “Number not available” when they dial out on analog or
Robbed Bit T1 spans (thisis not a problem for ISDN or IP lines).

If you increase this time-out by too much, however, users can miss the beginning of the audio
signa at the target if the called party answersimmediately, for example, a company auto
attendant. If this problem occurs, you can do any of the following:

m Reduce the dialing service ambiguous time-out.
m Instruct usersto enter # after dialing a number.

= Collect al digits before dialing (see page 8-10).
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The Emergency tab

Settings for two kinds of emergency dialing services—standard 911 and Enhanced 911
(E-911)—are made on the Emergency tab.

Note that users can make an emergency call from any TeleVantage station, even one not
assigned to a user, and even if they are blocked from making external calls.

System Settings

General' L\censesl Call Log| Storage| Dialing Emargancyl Dtherl

— Emergency Setting:

Emergency number: 911

[~ Emergency number can be dialed at intemal dial tone

¥ Enable support for E-911 service

The following stations are connected to an E-311 device:

Add... LDelete

Business Hours | oK | Cancel | Help |

Using standard 911 service with TeleVantage

Standard 911 service does not require additional hardware. All standard 911 callsuse a
TeleVantage trunk and go through the phone company to the emergency dispatching center.

Y ou can change the emergency number from 911 to something else by entering the new number
inthe Emergency Number field.

Check Emergency number can be dialed at internal dial tone if you want usersto be able to
dia the emergency number without first dialing an access code (such as9 to get an outsideline).
If unchecked, users must dial the access code and then the emergency number (for example, 9

911). Thissetting affectsemergency callsonly. Be careful when changing this setting may cause
accidental emergency calls.

Using enhanced 911 service with TeleVantage

Enhanced 911 (E-911) callssend the calling station’ s ANI information (the TeleV antage station
ID) to the phone company’s E-911 center so they can identify the location of the person who
made the emergency call, for example, the specific floor and office in alarge building.

Before enabling E-911 service

Before you can use E-911 service with TeleVantage, you must haveinstalled and configured an
E-911 device, and connected one or more E-911 stations. See Installing TeleVantage for
instructions.

Note: E-911 stations must be physically connected to the E-911 device and dedicated to the
E-911 service. They cannot be shared with a user.

CHAPTER 3. DEFINING SYSTEM SETTINGS 3-13



Enabling E-911 service

After you install and configure an E-911 device and stations, you must use the Emergency tab
to enable E-911 service and assign your E-911 stations, as follows:

1. Check Enable support for E-911 service.
2. Click Add to add each E-911 station. that is connected to the E-911 device.The Add

Add E-911 Station

An E-917 device is attached to station number:

Ok, I Cancel | Help |

E-911 Station dialog box opens.
3. Select astation from the drop-down list, and then click OK.

Thelist showsall unassigned station | Ds. Note that an E-911 station will not appear in
thislist if auser isalso assigned to that station ID. If an E-911 station does not appear
inthislist, you must unassign it from the user who sharesit. To change auser’ sstation
ID, see “Assigning a station ID” on page 6-11.

4. Repeat the stepsin this procedure until you have added all E-911 stations.

How E-911 calls work

If E-911 is enabled and the E-911 device has been installed and configured correctly, an
emergency call from any station isautomatically routed to one of the E-911 stations. Assoon as
the E-911 station takesthecall, the station I D of thecaller’ sstationispassed to the E-911 device.
The E-911 device then calls the emergency center directly over adedicated trunk.

If for any reason the emergency call cannot be placed using E-911 service, TeleVantage
automatically places a standard 911 call to the emergency center using the local carrier.

Troubleshooting E-911
Causes for failure of an E-911 call include the following:

All the E-911 stations are busy.

The E-911 devicefails.
m The dedicated trunk from the E-911 device to the emergency center is down.

m Thetrunk does not respond within a certain time period.

m E-911isnot enabled in TeleVantage.
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The Security tab

Choose Tools > System Settings and then click the Security tab to set password options that
increase your system security.

Important: Password security is crucial in preventing your company from being victimized by
toll fraud. Unauthorized users who gain privileged access to your telephone system can place
outbound long distance or international calls that get charged to you. In 99% of cases, access is
gained through insecure (easy-to-guess) passwords. By making your passwords more secure,
you can dramatically increase the security of your TeleVantage system against toll fraud. For
more information about making your system secure, see Appendix C, “Protecting Your Phone
System Against Toll Fraud.”

System Settings

Generall Licensesl Call Logl Storagel Dialingl Emergency  Security | Dtherl

— Permitted password:
Minimum pazsword length: ID
[¥ Prevent passwords that contain an account's extension

¥ Prevent passwords that contain entries fram the follawing list:

234 =l

add. | Edi. | Deete |

— Pazzword security
¥ Paszswords automatically expire after IBD days
¥ Automatically lock out accounts after |3 failed logon attempts

¥ Hang up trunks after |3 failed logon attempts

Business Hours... |

Cancel | Help

Restricting password options

Use the Permitted passwords section to restrict the passwords that users can choose. By
forbidding easy-to-guess passwords, you can make your system much more secure from
unauthorized access. Artisoft highly recommends checking all these options to prevent toll
fraud.

When you change any of the password options, users whose passwords are now prohibited will
be prompted to change them the next time they log on, and will show up inthe Security Analysis
report (see “ldentifying users with security-risk passwords’ on page C-3).

m Minimum password length. Enter the minimum number of digits for a password. For
secure passwords, the minimum should be at least five, and preferably seven or more
digits.

m Prevent passwords that contain an account’s extension. Passwordsthat contain the
extension number are especially easy to guess. Check this option to prevent the
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extension from being any part of the password. For example, auser at extension 337
could not have a password of 337, 33755, or 13378080.

m Prevent passwords that contain entries from the following list. Check to prevent
passwords from containing any of the digit strings in the list. TeleVantage provides by
default alist of easy-to-guess digit strings.

To add anew digit string to the list, click Add. To edit adigit string in the list, select it
and click Edit. To remove adigit string from the list, select it and click Delete.

Increasing password security

Use the following optionsin the Password security section to safeguard your TeleVantage
system against unauthorized access:

m Passwords automatically expire after __ days. Checking this option forces usersto
regularly change their passwords. Enter the number of days that each user may keep a
password before the system requires them to change it to something new.

Y ou can override this setting for individual users, to permit passwords that never expire.
Y ou can also manually force a user to change his or her password whenever you want.
See “Securing the user’s account” on page 6-40.

Note: You should exempt users with Polycom IP phones from having to change their
passwords. See “Issues for users of Polycom IP phones” on page E-15.

m Automatically lock out accounts after __ failed logon attempts. If checked, the
system locks out an account after the number of consecutive failed logon attempts that
you enter. A locked-out account cannot log on to the system, even with the correct
username and password, until the administrator unlocksit.

Note: For lockout to occur, the multiple failed logon attempts must all happen within a
30-minute time period. You can change this time period by changing the
LockoutResetlInterval registry setting. See “TeleVantage Server registry settings” on
page A-2.

To unlock alocked-out account, do the following:

m User. Inthe Usersview, double-click the user to open the Users dialog box, click
the Other tab, uncheck User is locked out, and click OK.

= Queue. Inthe Queues view, double-click the queue to open the Queue dialog box,
click the Account tab, uncheck Queue is locked out, and click OK.

m Hang up trunks after __failed logon attempts. If checked, the system hangsup on any
incoming caller who triesto log on to a TeleVantage account with an invalid password
after the number of consecutive attempts that you enter.

Identifying security risks
Y ou can analyze your system for potential security risksby choosing Tools > Analyze Security.
For more information, see “Identifying users with security-risk passwords’ on page C-3.
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The Other tab

Choose Tools > System Settings and then click the Other tab to set options for the
dia-by-name directory, Microsoft Exchange synchronization, e-mail and pager notifications of
new voice messages, and Windows Event Log notifications.

System Settings

Generall Licensesl Call Logl Storagel Dialingl Emergen

r— Dial-by-name directory setting:

Search directory by: ILast hame

L L

Present names using: IExtension umber

[ Present a confirmation menu befare transfering

— ¥ Server is configured to send e-mail notifications

[ Sunchronize messages with Microsoft Exchange

Exchange server name: |

Synchronization interval [minutes): |1

E-mail phone spstem events for: INO events j

E-mail to: €% All phone syster administatars

 E-maill address(es]: |

Business Hours.... | QK | Cancel | Help |

Creating dial-by-name directory settings

In Search directory by, select one of the following methods by which callers can search for
USers:

m Last name. Callers enter the first few letters of the last name. Thisisthe default.
m First name. Callers enter the first few letters of the first name.

m Last name or First name. Callers enter the first few letters of either the first or last
name.

InPresent names using, select one of the following methodsfor presenting the names of users
to cdlers:

m Extension number. Callers hear an extension number after each name, for example,
“For John Sargent, press 175.” Thisisthe default.

= Numbered list. Callers hear asequence number after each name, asin “For John Smith,
press1”.

By default TeleVantage connects acaller immediately to the user that was chosen in a menu of
multiple names. Similarly, when the system finds one match only, the call isimmediately
transferred to the user. However, you can select Present a confirmation menu before
transferring if you want callersto confirm their choices before they are transferred to the one
extension that matched the name they entered. For example, a caller would hear, “For John
Sargent, press 1. To try again, press*.”
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Configuring TeleVantage to send e-mail notifications

Check Server is configured to send e-mail notifications to enable TeleVantage e-mail
functionality on your system. This functionality includes e-mail notification and Exchange
synchronization. Before checking this checkbox, you must prepare your TeleVantage Server for
e-mail notifications (see Installing TeleVantage).

Using Microsoft Exchange synchronization

If your organization is using Microsoft Exchange Server for e-mail, you can choose this option
to synchronize TeleV antage voi ce mail messages with the corresponding e-mail notificationsin
Exchange. Y ou then must set up e-mail notification and Exchange synchronization for
individual users (see “The Natifications tab” on page 6-18).

Synchronization enables users to manage their TeleVantage voicemail efficiently from
Microsoft Outlook.

Synchronization behavior depends on whether e-mail notifications have voice messages
attached, as follows:

= |f avoice message is attached to an e-mail notification, the following occurs:

= Moving a voice message from the Inbox folder to the Deleted folder in either
system also moves the voice message on the other system. For example, if you
delete voice messages from the TeleVantage Inbox (using either the telephone
commands or Client), the corresponding e-mail notifications and any attachments
are deleted from the Exchange Inbox also.

m A voicemessagein TeleVantageis del eted permanently when the associated e-mail
notification in Exchange is deleted or is moved to any folder other than the Inbox
or Deleted folder in Exchange.

= Ane-mail notification in Exchange is deleted permanently when the associated
voice message is deleted permanently in TeleVantage.

m |f avoice message is not attached to an e-mail notification, the following occurs:

= Ane-mail notification in Exchange is deleted permanently when the associated
TeleVantage voice message is deleted, either viathe Client or the telephone
commands.

= Deleting an e-mail notification in Exchange has no effect on the voice message in
TeleVantage. V oi ce messages therefore cannot be deleted accidentally in
TeleVantage before a user has the opportunity to listen to them.
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Exchange Server Mailbox Permissions

In order to synchronize with Microsoft Exchange, the TeleVantage account must be a domain
account that has User role permissions to all Exchange mailboxes that are to be synchronized.

One way you can do thisis by assigning the User role permissionsto each individual Exchange
mailbox. This method is secure but time-consuming. Alternately, you can assign the User role
to all Exchange mailboxes at the site level. This method is less secure, but it requires less
intervention by system administrators. For more information about assigning User role
permissions, see your Exchange Server documentation.

With Exchange Server version 5.5 or later, note that depending on how Exchange Server is
configured, it may take up to two hours for mailbox permission changes to take effect, because
changes are cached before they are applied. For more information and details on how to change
the cacheinterval for Exchange Server 5.5, see:

http://support.nicrosoft.com support/kb/articles/ql79/0/65. asp

To set up Microsoft Exchange synchronization for a user

1. Onthe Other tab of the System Settings dialog box, check Synchronize messages
with Microsoft Exchange. Then enter:

m Exchange Server name. Name of the Exchange Server on your LAN.

m Synchronization interval. Frequency of synchronization, in minutes. The default
is one minute.

Set up e-mail notification for the user (see” Setting e-mail notification” on page 6-19).
Enable Exchange synchronization for the user (see “Enabling Microsoft Exchange
Server synchronization” on page 6-16).

Note: The user's Microsoft Outlook client must be configured to deliver messages to a mailbox
on the Exchange Server. Exchange Server synchronization does not work if the user’s Outlook
client is configured to deliver messages to a PST file on the local computer.
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Setting up Windows Event Log notifications

Y ou can configure TeleVantage to send e-mail notification of each TeleVantage-related event
logged in the Server’s Windows Event Log. By setting up notifications, you can stay informed
of critical problems, like low disk space, no matter where you are.

Windows Event Log notifications are sent based on the following settings on the Other tab:
m E-mail phone system events for
Select one of the following from the drop-down list:
= No events. Thisisthe default. No notifications are sent.
m Errors and warnings.
m Errors only.
m All events.

Errorsindicate that afailure has occurred. Warningsindicate that acritical resource
is getting low, though no failures have occurred yet. For a complete list of events,
see “TeleVantage-related Windows Event Log messages’ on page 11-19.

= E-mail to. Identify to whom the notifications are sent.

m All phone system administrators. Notificationsgoto all TeleVantage userswith
Administrator permissions who have e-mail notification turned on. The usersyou
identify here must al'so have e-mail notification set to receive Windows Event Log
notifications (see “ Setting e-mail notification” on page 6-19).Thisis the default
setting.

m E-mail address(es). Enter the e-mail addresses of userswhom you want to receive
notifications, separated by semicolons.

Note: All calls to 911 are logged in the Windows Event Log as an entry.
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About recording calls

Y ou can have TeleVantage automatically record all calls handled by the system, while
exempting the individuals, roles, or queues of your choice. For example, you could record all
callsexcept for those belonging to usersinthe Administratorsrole. Y ou can al so exempt internal
(station-to-station) calls.

Note: Users can also record their own calls manually (see Using TeleVantage), and you can
configure call center queues to automatically record calls (see the TeleVantage Call Center
Administrator’s Guide).

System call recordings are stored in a voice mailbox of your choice. Y ou can manage them
exactly as you would manage voice messages, including automatically moving them to your
e-mail server to free up valuable TeleVantage disk space. For instructions on playing and
managing voice messages using the phone or Client, see Using TeleVantage.

What parts of the call are recorded

Call recordingsinclude only callswith two or more parties, and only the portion of the call from
time the parties are connected to the end of the call. The following parts of a call are not
recorded:

s Hold music

= Auto attendant messages

= Voicemall greetings

= Voicemail messages

= Telephone commands or prompts
= VR Plug-in prompts

= Consultation calls during supervised transfers

When acall istransferred, the various conversations are included in asingle call recording.

Exempting queue calls

Call centers usually comprise alarge portion of asystem’stotal phone traffic. If your site uses
TeleVantage call center queues, it is recommended that you exempt your queues from system
call recording, and use the queue’' s own recording features to record queue calls (see the
TeleVantage Call Center Administrator’s Guide). Otherwise, a needless duplication of
recordings can result.
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Preparing to record all calls

Recording all TeleVantage calls can significantly reduce your available disk space and Intel
Dialogic voice resources (see Installing TeleVantage for information on managing voice
resources). Before beginning to record calls, you should plan for how to store the resulting voice
files and manage the demand for voice resources to record the calls.

Sending call recording voice files to your e-mail server

Each minute of call recording consumes .46 MB of disk space. If you store all call recordings
on the TeleVantage Server compuiter, it can rapidly consume your available hard disk space and
interfere with phone system performance and users' ability to receive voice messages.
Therefore, it is highly recommended that you automatically offload call recordings from the
TeleVantage Server computer to your e-mail server, using the e-mail notification feature. To do
o)

1. Createaplaceholder user (named, for example, “Recorded Calls’) to whom you send
all call recordings. For instructions on creating a user, see“Adding users’ on page 6-7.
2. Set up emall notification for the user with the following selections:

m Send e-mail for all messages
m Attach voice message and delete from Inbox

For instructions on setting up e-mail notification, see “ Setting e-mail notification” on
page 6-19.

With these settings, the call recording files are moved to your e-mail server in theform of e-mail
attachments, with detailed Call Log information, and are deleted from the TeleVantage Server
computer as soon as they arrive, so that no extra disk space is consumed.

Managing call recording e-mails

When you offload call recording files viae-mail notification, you will have alarge number of
e-mailsin the e-mail account to which they are sent—one e-mail for each recorded call.
TeleVantage automatically puts information about the call into the e-mail’ s subject and body,
so that you can use your e-mail program’s Search capability to find a particular call recording.

The e-mail’ s subject holds information in the following format:
SysRec: TrunkX/ SM TH, KARYN->Station Y/ User Y

where - > indicates the direction of the call, Trunk X indicates the trunk number involved and
the Caller ID name (where available), St at i on Y indicatesthe station ID of the station involved,
and User Y indicates the extension of the user involved.

The e-mail body aso includes the following Call Log information that further describes what
was recorded (example data used):

Direction: Inbound

From Unknown

To: Corey Snythe
Answered By: Corey Snythe
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From Nunber: 6171234567

To Nunber: 104

From Code: <None>

To Code: <None>

From Device: Trunk 5

To Device: Station 4
Duration: 00:06

Start Tinme: 9/20/2002 10:38: 20
Stop Tinme: 9/20/2002 10: 38: 26
Vait Tine: 00:08

Parties: 2

Cal ler! D Name: VIN WLLIANMS
Organi zation: <None>

Call Log Id: 04010000001238
Tel eVant age Code: 1175:1102: 1

Storing call recordings on the TeleVantage Server

If you decide to store call recordings on the TeleVantage Server instead of offloading them via
e-mail, you should choose the amount of disk space that you want to devote to storing call
recording files. When this space isfilled, you can have TeleVantage automatically make room
for the newest call recordings by deleting the oldest. To set this up:

1. Limitthesizeof the placeholder user’ svoice mailbox to the amount of disk spaceyou
want to devoteto call recordings. Use theformula 1l minute = .46MB. For example, to
devote 1 GB to call recordings, set the user’s voice mailbox to 2185 minutes. See
“Configuring the user’s voice mailbox” on page 6-15.

2. Configure system call recording to automatically delete the ol dest call recording when
the mailbox isfull. See “Recording all calls’ on page 4-5.

Call recordings and voice resources

Call recording involves one additional voiceresourcefor each call being recorded. Thisincludes
internal calls aswell asthose involving atrunk. For example, if your system has 5 trunk calls
and 8 internal calls occurring at the moment, 13 extra voice resources are required to allow for
call recording.

Note: Trunk voice resources cannot be shared for system call recording, because they must be
reserved for manual (“on demand”) recording of calls by users. Likewise, call center queues
require an additional voice resource per call to handle automatic call recording by the queue.

Before beginning to record all calls, you should make sure that your hardware configuration
includes enough voice resources to meet the increased demand. For instructions on calculating
voice resource needs and installing extra voice resources, see Installing TeleVantage.
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Recording all calls

Use the following procedure to set up the automatic recording of all TeleVantage calls, and
specify exemptions for calls that you do not want to record:

1. Choose Tools > System Call Recording. The System Call Recording dialog box
opens.

System Call Recording

~ ¥ Becord all calls

Send call recordings bo: I\.-'in williarns j

when mailbox is full: IDeIete oldest call recording j
¥ Da not record internal station to station calls

Do not record calls while these are in the call

Add... | Delete |

Cancel | Help |

2. Check Record all calls to have TeleVantage automatically record system calls
according to the settings you make here. If unchecked, TeleVantage does not record
system calls.

3. Fromthe Send call recordings to drop-down list, select the voice mailbox to which
system call recordings are sent.

4. From the When mailbox is full drop-down list, choose one of the following options:

m Discard new call recording. TeleVantage deletesthe new call recording instead of
storing it. Selecting thiswill cause call recordings to stop when the mailbox isfull.

m Delete oldest call recording. TeleVantage deletes the oldest call recording in the
mailbox to make room for the new recording. Only call recordings can be deleted
by this method. TeleVantage never deletes voice messagesin this way.

5. Toexemptinterna calls, so that only callsinvolving atrunk are recorded, check Do
not record internal station to station calls. |f unchecked, both internal callsarecalls
involving atrunk are recorded.
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Use the Do not record calls while these are in the call list to exempt users or roles
from system call recording. Y ou can exempt any of the following entities:

m Users. The system does not record any call while an exempted user is a participant.

If an exempted user joins a conference call that is being recorded, the recording
pauses as long as the exempted user isin the call. If the exempted user leaves the
conference, the recording resumes.

m Roles. The system does not record any call while amember of theroleisa
participant.

= Queues. The system does not record any queue call.

When aqueue call istransferred to auser who isnot an agent in the queue, it ceases
being a queue call and recording of it begins.

To exempt auser, role, or queue from system call recording, click Add. Make your
selection in the System Call Exclusion dialog box and click OK.

When you are finished adding exemptions, click OK.
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About trunks and spans

Trunks are the outside phone lines that connect your business to the telephone company and
other providers.

A TeleVantage trunk is a single channel of communication that can support one call at atime.
A spanisacollection of many trunks bundled together on asingle digital line. For example, a
T1 span on ISDN PRI contains 23 trunks.

Adding trunks to your TeleVantage system is a three-step process:

1.

Connecting the physical trunk lineto the Dial ogic telephony board in the TeleVantage
Server computer. See Installing TeleVantage.

Defining the trunk in the TeleVantage Administrator’s Trunks view. Thisinvolves
defining the individual trunks and (for digital trunks) the span behavior and settings.
See “Adding trunks’ on page 5-3.

Including the trunks in one or more dialing services so that users can place outbound
callsonit. See“About dialing services’ on page 8-2.

For information about required hardware and how to order servicesfrom your phone company,
see Installing TeleVantage.

Trunk types
TeleVantage supports analog and digital trunks. The analog trunks supported are the following:

Note:

Standard analog trunks. The standard type of analog trunk.

Analog Direct Inward Dial (DID) trunks. For TeleVantage to support analog DID
trunks, they must be properly configured (see Installing TeleVantage).

Centrex trunks or analog extensions from another PBX. In TeleVantage, these are
referred to collectively as Centrex/PBX extensions.

TeleVantage does not support ground start analog circuits.

Thedigital trunk types supported are the following:

Robbed Bit T1 trunks. 24 trunks per span.

ISDN PRI over T1 trunks. 23 trunks per span.
ISDN PRI over E1 trunks. 30 trunks per span.
ISDN BRI over BRI trunks. Two trunks per span.

E1 CAS trunks. 30 trunks on one span.

Internet trunks. Each IP board supports a different number of trunks.

Note: TeleVantage supports both Wink start and Immediate start on Robbed Bit T1 trunks.

Y ou do not need additional telephone company trunks for | P telephony with TeleVantage. A
Dialogic board connects to your network and accesses the Internet through your gateway.
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Adding trunks

This chapter contains instructions for adding new trunks of each type, as follows:
= “Adding an analog trunk” (page 5-9)
= “Adding adigital Robbed Bit T1 span” (page 5-14)
m “Adding adigital ISDN or CAS span” (page 5-16)
m “Adding adigital ISDN BRI span” (page 5-17)
= “Adding an Internet span” (page 5-25)

Before you perform the steps in each section of this chapter, you must have installed and

configured the Dialogic boards and drivers that are required for your trunks. See Installing
TeleVantage for instructions.

If you add atrunk in the Administrator before it is physically installed or configured, the trunk
has a status of “Not Installed” in the Device Monitor, until the physical trunk isinstalled.

Naming trunks

When you name your trunks later in this chapter, give them names that convey important
information about them, so that you can identify trunks quickly and easily. Information
recommended for use in atrunk name includes:

= The telephone number of an analog trunk
m ThelP address of an Internet trunk
m The name of the digital or Internet span to which the trunk belongs

Monitoring trunks

For instructions on how to monitor the activity on atrunk, how to enable or disable a digital
trunk, or how to restart atrunk that is experiencing problems, see “Using the Device Monitor
view” on page 11-2.

Deleting trunks

Deleting atrunk removesit from your TeleVantage system configuration but does not affect the
telephone line, the hardware, or the Trunk license.

Although you can delete a single analog trunk, you cannot delete asingle T1, E1, or Internet
trunk from the span to which it belongs. If you must permanently remove a digital trunk, you
must delete the entire span. To disable an individual trunk in a span temporarily, right-click the
trunk in the Device Monitor choose Disable Trunk. Uncheck the optionsfor receiving inbound
calls and placing outbound calls.

A deleted trunk appearsin the Device Monitor as“NA” if the physical lineisstill connected to
the Intel Dialogic board.
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Configuring trunks for inbound and outbound calls

Y ou can configure trunks as inbound-only, outbound-only, or both inbound and outbound. In
most TeleVantage installations, trunks are configured for both inbound and outbound use.

If itiscritical that a phone line is aways available for inbound calls (for example, if you have
an emergency hotline), you can set up an inbound-only trunk. Similarly, if itiscritical that there
isaways atrunk available for outbound calls, you can set up an outbound-only trunk.

For instructions on configuring each trunk type for inbound and outbound calls, see the
instructions for that trunk type in this chapter.

Matching trunk settings with your phone company

TeleVantage inbound and outbound settings control only how TeleVantage treats trunks. They
do not affect how the telephone company treats trunks.

For example, if you configure atrunk for inbound calls only, TeleVantage does not useit for
outbound calls. Y ou do not receive any calls on the trunk, however, unless you have instructed
your telephone company to include the trunk in your inbound hunt group.

Similarly, specifying atrunk as outbound-only does not prevent inbound callsif your telephone
company included the trunk in your inbound hunt group and given the trunk’s tel ephone number
to outside parties. If callsarrive on atrunk designated for exclusive outbound use, TeleVantage
plays amessage indicating that the caller dialed awrong number and then hangs up.

Note: The message played under these circumstances is the system prompt “Wrong Number.”
You can rerecord it to have the message give the caller the correct number to reach your
company. See Chapter 12 for more information about recording system prompts.

Inbound and outbound calls and hunt groups

It is recommended that you ask your telephone company for a terminated hunt group. In this
arrangement, inbound calls try the lowest phone number first and then the next higher until a
freelineisfound. When you are adding trunksto your configuration in the Administrator, assign
the lowest phone numbers to the lowest TeleVantage trunk numbers.

On outgoing calls, by default TeleVantage starts searching for afree line with the highest
TeleVantage trunk number. This behavior resultsin the fewest conflictsfor lines (if you have a
terminated hunt group), because inbound calls are arriving on the lower-numbered trunks, and
outbound calls are going out on the higher-numbered trunks. This behavior is defined by the
dialing service used to place the call, and can be changed to accommodate other configurations
and needs. See “About dialing services’ on page 8-2 for more information.

Placing outbound calls on a specific trunk

Users with the permission Select a specific trunk for outbound call can placeacall ona
specific trunk for testing purposes by dialing 88, the trunk number, and then the phone number.
For example, to place acall on trunk #1, dial 8801 (you must use 4 digits). To place acall on
trunk #12, dial 8812. When you are using specific-trunk dialing, you do not need to dial the
access code to make an external call.
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Y ou can change the 88 code to other digits. See “ Defining special access codes’ on page 3-11.

Note: If you want to allow users to access a specific trunk, create a dialing service that allocates
that trunk. See “About dialing services” on page 8-2. To restrict the use of outbound trunks to
certain users, see “Restricting outbound trunk use by Organization” on page 10-4.

Telephone company services that help TeleVantage

Thefollowing services from your phone company enable TeleVantage to work with maximum
efficiency:

= Caller ID/ ANI (Automatic Number Identification). Enables TeleVantage to
identify incoming calls by number and sometimes name too, perform one-click callback
of voice messages, and use other features. ANI provides Caller ID information about
analog DID and digital trunks.

m DID (Direct Inward Dial). Enables direct routing of incoming calls to individual
stations, so callersdo not need to dial an extension at an auto attendant. To giveauser a
DID number, see “ Assigning a DID number” on page 6-14.

= DNIS (Dialed Number Identification Service). ProvidesDID dataontoll-freelines
such as 800, 877, and 888 numbers. Throughout TeleVantage, “DID” means both DID
and DNIS.

Collecting ANI/DID digits

Some caller or number identification servicesthat you can order with your analog or Robbed Bit
T1 phone lines require that TeleV antage collect information that arrives with an inbound call.

Note: TeleVantage automatically collects Caller ID digits on analog trunks and ANI/DNIS digits
on ISDN or CAS trunks, if available. If your system has only these trunk types and services, you
can skip this section.

For TeleVantage to collect DID/DNIS information when acall arrives on an analog or Robbed
Bit T1 trunk, or to collect ANI digits on a Robbed Bit T1 trunk, the TeleVantage Server needs
to know exactly how the datais signaled. Use the information supplied by your telephone
company or T1 carrier to define these signals to TeleVantage. For detailed instructions, see:

= “Setting up digit collection on an analog trunk” (page 5-11).
m Instructions for using the Robbed Bit T1 Experimenter in Installing TeleVantage.

See Installing TeleVantage for information about ordering and installing DID/DNIS for analog
or digital lines.
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Using DID with Robbed Bit T1 trunks
1. Make surethat your Robbed Bit T1 trunks have been installed correctly.

2. Configure digit collection signaling for the trunks (see Installing TeleVantage for
instructions on using the Robbed Bit T1 Experimenter).

3. Verify that each trunk inthedigital spanisconfigured to accept inbound calls and that
calls are sent to a user or auto attendant (see “ Entering trunk defaults for aspan” on
page 5-29).

4. Assign DID numbersto usersor auto attendants (see “ The General tab” on page 6-10).

Using DID with analog trunks
1. Makesureyour analog DID trunks and digital interface units have been correctly
installed and configured. See Installing TeleVantage.

2. Configure analog digit collection signaling for the trunks (see “ Setting up digit
collection on an analog trunk” on page 5-11).

3. Enable DID for each inbound analog DID trunk (see “Adding an analog trunk” on
page 5-9).

4. Assign DID numbersto users or auto attendants (see “Assigning a DID number” on
page 6-14).

Setting up fax routing

TeleVantage supports the use of fax machine and modem communication. The quality of the
communication (for example, the bandwidth supported) is determined by the telephony board
used.

TeleVantage al so supportsfax detection onincoming cals, and can route callsto the appropriate
extension (for example, afax machine or fax server). Fax detection and routing is supported on
the following trunk types:

= Anaog
= Robbed Bit T1
= ISDN/CASTI/EL

To route faxes to a fax machine

1. Create aplaceholder user whose station ID is connected to the fax machine (for
example, a user named “First floor fax machine.”) See “ Adding users’ on page 6-7.

2. Select that user when defining atrunk, in the Faxes are sent to drop-down list. For
instructions on defining trunks of different types, see the sections in the rest of this
chapter.
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Note: By default, if a DID match occurs on an inbound fax call, the call is routed to the user
whose DID number is dialed, not diverted to the Faxes are sent to extension. You can change
this behavior and enable fax diverting by changing the registry setting DirectCallsUseFaxTarget.
See “Server\DirectCallsUseFaxTarget” on page A-35.

Whenever TeleVantage detects afax signal on atrunk, the call is automatically routed to the
trunk’ s fax target station. Y ou can select a different station as the fax target for each trunk.

For instructions on how to configure specific trunk typesto support fax routing, see the sections
on adding those trunk types later in this chapter.

Customizing fax routing

If you have a bank of fax machines, you can route faxes to the entire bank at once. Whichever
fax machine answers first receives the call. To set thisup, add all the fax machine usersto a
workgroup (see “Creating a Workgroup” on page 7-4), then select the workgroup as the fax
target when defining the trunk (seethe rest of this chapter).

To handle faxes differently based on time or date, you can route fax calls to an auto attendant
and then schedule transfers to the appropriate fax devices.

The Trunks view

Click Trunks inthe view bar to open the Trunks view.

‘(}?Tmnks - Artisoft Tele¥antage Administrator
File Edit iew Tools Trunks Help ‘
5500
2 Analog v 555-0019 Default Auto attendant
3 Analog v Trunk 3
4 &nalog Trunk. 4
5 Internet v v v 1 7714519603 Default Auto Attendant
E Intemet v v v 1 Intemet Span 1 Default Auto Attendant
7 Intemet v v v 1 Intemet Span 1 Default Auta Attendant
g Intemnet v v v 1 Intemet Span 1 Default Auto Attendant
| [&Ttems [ dmin [x100) [Tv3EO0ODKIT  Ef &
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Each trunk that you add appears asarow in the view. The following table show the information
that appears for each trunk.

Column Description

Number Port number on the Dialogic board associated
with this trunk.

Type Type of trunk: Analog, Robbed Bit T1, Internet, or
ISDN/CAS E1/T1.

Inbound If checked, this trunk is used for inbound calls.

Outbound If checked, this trunk is used for outbound calls.

Rings Number of rings before TeleVantage picks up an
incoming call.

Retrieve DID If checked, TeleVantage retrieves Direct Inward
Dial digits from calls coming in on this trunk.

Centrex If checked, indicates a Centrex trunk.

Span For digital spans, the number of the span to which
the trunk belongs.

Name Descriptive name assigned to the trunk.

Send calls to Auto attendant, operator, user, or IVR Plug-in that
receives inbound calls on this trunk.

Send faxes to User to whom inbound faxes on this trunk are
routed.

IP Address IP address of the Internet trunk, if applicable.

Span Description Optional information provided when the span was
added.

Because you can add trunks to the configuration before the physical trunks are added to your
system, the number of trunks shown in the trunks view may not reflect the actual number of
trunks available for TeleVantage's use.

5-8

ADMINISTERING TELEVANTAGE



Digital and Internet spans

TeleVantage represents digital and Internet trunks as a span of a number of individual trunks.
The number corresponds to the number of available channels. For example, a Robbed Bit T1

span offers 24 channels. When you add a Robbed Bit T1 span, 24 individual trunks appear in

the Trunks view. Y ou can set some properties for the span as awhole and some properties for
individual trunks in the span only asfollows:

m To set propertiesfor a span asawhole, right-click atrunk in the span and choose Open
Span.

m To set propertiesfor anindividual trunk, right-click the trunk and choose Open Trunk.

When you add a digital span, make sure that the span type matches the protocol type that was
specified with the Dialogic Configuration Manager (DCM), as described in Installing
TeleVantage. Y ou cannot change a span’ stype after you add it. If you create a span of thewrong
type, delete the span and add a new one of the correct type.

Adding an analog trunk
Use the following procedure to add a new analog, analog DID, or analog Centrex/PBX trunk.

1. Choose Trunks > New Trunk > Analog Trunk. A new Trunk dialog box opens.

B Trunk 1 - Trunk B3
Mumber: |2

Hame: |Trunk 2

¥ Accept Inbound calls
Mumber of rings before answering: |2

Callz are gent to: IDefauIt Auto Attendant [ 8000) j

[~ Fawes are sent ta: IAdmin [ 100) j

[~ Behieve DID digits from this analog line

v Allow Qutbound calls

[T Cenbrex/PBi transfers supported

Fre-tranzfer sequence: |&

Post-tranzfer sequence: |

QK I Cancel | Help |

2. Enter the number and name of the trunk, asfollows:

= Number. Identifies the hardware resource on the TeleVantage Server used for this
trunk. If you are using a Dialogic BCP Connection Panel, the number must
correspond to the port on the panel to which the trunk is connected.

If you have amix of analog and digital trunks, and have not yet installed the trunks,
be sure that you assign trunk numbers that reflect how trunks will be installed in
your system. Analog trunks always use the lower-numbered trunks, so either add
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the analog trunksfirst, or bump up the starting trunk number for the digital span to
reflect the actual trunk number. See “Digital and Internet spans’ on page 5-9 for
information about adding a digital span.

= Name. Descriptive name for the trunk. See “Naming trunks’ on page 5-3.

3. Choose whether the trunk is used for inbound calls, outbound calls, or both, using the
following fields:

m Accept inbound calls. Check thisbox if the trunk is used for inbound calls.

= Number of rings before answering. Enter the number of rings that
TeleVantage detects on the incoming call before accepting it. Billing for a call
begins at the moment TeleVantage acceptsit, at which point TeleV antage sends
the call to the destination you specify in Calls are sent to.

The default of 2 rings allows for the capture of Caller ID on analog trunks,
whichintheU.S. appearsbetween thefirst and second ring. In areas such asthe
U.K., where Caller ID appears before the first ring, this setting can be changed
to 1 so that calls on an inbound trunk are answered after the first ring.
TeleVantage uses Caller 1D for identifying contacts, performing callbacks, and
other features.

m Calls are sent to. Select the auto attendant, user, ACD workgroup, call center
gueue, or IVR Plug-in that answers al inbound voice callson thistrunk. To
change the target according to time of day, send the calls to an auto attendant
and define the appropriate scheduled transfer action.

m Faxes are sent to. Select the extension that answers all inbound fax calls on
this trunk. See “ Setting up fax routing” on page 5-6 for more information.

= Retrieve DID digits from this analog line. Check thisbox to detect DID digits
and route inbound calls directly to the user, auto attendant, or IVR Plug-in
associated with the DID number. See “ Setting up digit collection on an analog
trunk” on page 5-11 for more information.

m Allow outbound calls. Check this box if the trunk is used for outbound calls.

m Centrex/PBX transfers supported. If thisisa Centrex trunk or atrunk connected
to an external PBX, check the box to enable usersto transfer or forward callsusing
only Centrex or PBX extensions. When this option is selected (and if supported by
your Centrex service or PBX), TeleVantage can transfer or forward a call without
using any TeleVantage trunks.

m Pre-transfer sequence. Typethe keys required before transferring acall to a
Centrex or PBX extension. Thevalid keysare 0-9, *, #, and & (Flash). The
default is &.

m Post-transfer sequence. Type the keys required after TeleVantage dials the
pre-transfer sequence and the extension, to transfer a call to a Centrex or PBX
extension. Thevalid keys are 0-9, *, #, and & (Flash). After the post-transfer
sequenceis diaed, TeleVantage hangs up.

4. Click OK to add the trunk to your configuration.
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Setting up digit collection on an analog trunk

The format used to transmit ANI and DID/DNIS information on analog trunks varies with the
carrier, asfollows:

= Fixed format. Each piece of information is aways the same length. For example, DID
information is typically the last four digits that the caller dialed.

m Variable format. Each piece of information can vary in length, with filler digits used as
separators, for example, 4 DID digits and 5 ANI digitsin the format
#DDDD#AAAAA#.

To collect the variable-format digits shown in the previous example, you must specify the
following three (3) separate actions that TeleVantage must perform (see the next procedure):

m Collect thefiller digit # that indicates the start of the DID information. The digit typeis
Filler, and the number of digitsto collect is 1.

= Collect the DID digits sent by the carrier. The digit typeis DID. Y ou collect avariable
number of digits up to the filler digit, #.

m Collect the ANI digits sent by the carrier. The digit typeis ANI. Y ou collect avariable
number of digits up to thefiller digit, #.

To collect digits on an analog trunk

1. Inthe Trunksview, select the trunk.

2. Choose Trunks > Analog Digit Collection. The Analog Digit Collection dialog box
opens. Any digit collection actionsthat already have been defined for thistrunk appear
inthelist under Current actions.

Analog Digit Collection
W ait |2DDD milliseconds befare collecting digits

LCurrent actions:
Get 7 DID digits

L|
Get 10 DID digits
|

Get DID digits until a * digit

s

Edi... | Delete |

QK | Cancel | Help |

3. Inthewait field, enter the number of milliseconds that you want TeleVantage to wait
for the analog DID interface device to send digits.

4. Click Add to add an action to the list under Current actions, or click Edit to modify
the selected action. In either case, the Modify Action dialog box opens.
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5. Inthe Modify Action dialog box, select the Digit type to retrieve. Y ou can retrieve
DID, AN, or Filler digits.

Modify Action K
Dig e [T

Digitlength: ¢~ Exactly I? digits
£ Yariahle, up bo the fist I" digit

Qk I Cancel | Help |

6. Under Digit length, do one of the following:

= Toretrievefixed-format data, click Exactly __digits, and then type the number of
digitsto collect.

= Toretrieve variable-format datain which each piece of information may vary in
length, and filler digits are used as separators, click Variable up to the first
digit, and then type the filler digit.

Click OK.

8. Repeat steps4-7to add all the actions required to collect digits coming in on thetrunk,
and then click OK.

After you have configured analog digit collection correctly, make sure that the trunk is
configured to accept inbound calls and retrieve DID digits. Double-click the trunk to open the
Trunk dialog box to verify both of these settings.
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Handling international Caller ID on analog trunks

If your carrier ever sendsincoming Caller |D numbersthat begin with something other than area
code—for example, international numbers that begin with O, or with the country code—you
should make sure that TeleVantageis set up to handle them. If you do not, then users will not
be ableto usethe callback feature on international calls, or any callswherethe Caller ID number
begins with something other than the area code.

To enable TeleVantage to handle international Caller ID

1. Inthe Trunksview, choose Trunks > Analog Caller ID Settings. The Analog Caller
ID Settings dialog box appears.

Analog Caller ID Settings

[¥ Caller ID does not always begin with area code

Country / Regian: IUnited States of America [1] |

Long distance prefis:

1]

Intermnational prefis:

@
o

Area code:

|

Local number length:

Cancel | Help |

Check Caller ID does not always begin with area code.

Enter the following data to specify your Server’s regional location (the illustration
above shows the settings for the United States):

m Country/Region. Select your country.

= Long distance prefix. Enter the number you must dial to make along distancecalls
from your location.

= International prefix. Enter the number you must dial to make an international call
from your location.

m Areacode. If applicable, enter your area code. Otherwise, leave blank.

m Local number length. Enter the length of alocal number in your location, without
area code or prefixes of any kind.

4. Click OK.

Once these settings are made, users can use the callback feature on international calls and other
calls with non-standard Caller ID numbers.
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Adding a digital Robbed Bit T1 span

This section explains how to add a digital Robbed Bit T1 span by configuring signaling and
adding the span to TeleVantage in the Trunks view.

Note: Before you add a Robbed Bit T1 span in the Administrator, you may want to run the
TeleVantage Robbed Bit T1 Experimenter on the TeleVantage Server computer to configure
signaling on the T1 span. For information about installing and using the Experimenter, see
Installing TeleVantage.

To add a Robbed Bit T1 span

1. Choose Trunks > New Trunk > Robbed Bit T1 Span. A new Robbed Bit T1 Span
dialog box opens.

Undefined - Robbed Bit T1 Span

Genelall Signalingl Trunks' Caller 1T Settings'

Span number: |-|

Starting trunk number; |-| q Thig gpan maps to trunks 19 through 42,

Wik, duratiorn: |-| ] millizeconds
Send and Receive OTMF | digits

Dezcription: |

2. Onthe General tab, specify the following information for the span:

Span number. The sequence number of this Dialogic T1 board asinstalled in your
TeleVantage Server computer (the sequence number of the first T1 board is 1, not
0).

Starting trunk number. The starting trunk number of the span. The dialog box
shows you the range of numbers of the 24 trunks belonging to this span. If your
system also has analog trunks, the analog trunks must have the lower trunk
numbers, soif you have not added them yet, leave room for them inyour numbering
of the span.

Wink duration. Thelength in milliseconds of the signal TeleVantage sendsto your
T1 carrier to indicate that it is ready to receive digits. Y ou can also set the wink
duration using the Robbed Bit T1 Experimenter.

Send and receive. For T1 trunks with ANI or DID/DNIS service only, the
signaling type—DTMF or MF—used for inbound digit collection. Y ou can also set
thisin the Robbed Bit T1 Experimenter.

Description. A description of the span, typically including the main phone number
of the span.

3. Click the Signaling tab and review the event definitions that appear for your T1 trunk.
These are the event definitions that you specified using the Robbed Bit T1
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Experimenter. The trunk will not work unless these definitions match your carrier’s
definitions.

Undefined - Robbed Bit T1 Span

General Signalingl Trunksl Caller ID Settingsl

Event D efinition

Incoming call Wit for & high B high
Line drop Wwait for A low B low
Inbound pickup Send A high B high
Outbound pickup Send A high B high
Hangup Send A low B low
Initialize: Send A low B low
Digit collection undefined

Thiz event defines what is received from the central office when a call is coming in. Ask pour
phone company: *What are & and B bitz set to when | get an incoming call?

Load Template... Save az Template... Edi... |

Cancel | Help |

Note: You can import and export signaling templates to make the signaling setup
easier. See the next section.

To change a definition, do one of the following:

= Usethe Robbed Bit T1 Experimenter (see Installing TeleVantage). This method is
useful sinceit allows you to test the settings, but it requires that the TeleVantage
Server be stopped.

= Select the definition you want to change, and click Edit. Usethismethod only if you
know exactly what change you need to make.

4. Click the Trunkstab and set the default valuesfor the 24 trunks that will be created in
this span. Y ou can then change these values for each trunk individually. See“ Entering
trunk defaults for a span” on page 5-29.

5. UsetheCaller ID Settingstab to set the valuesfor your location and Caller ID formats.
See “ Setting location and Caller 1D settings’ on page 5-19.

6. Click OK to add the span to your configuration.

Using a signaling template
The Robbed Bit T1 Experimenter includes templates that contain Robbed Bit T1 signaling
definitions that will be valid in many cases, as follows:

m Locall. Usethistemplate for alocal Robbed Bit T1 trunk.
m Longdistance. Use thistemplate for along-distance Robbed Bit T1 trunk.

To apply atemplate to aspan, click Load Template on the signaling tab. Select the template to
apply, click Open, and then click OK.
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Adding a digital ISDN or CAS span

Note: If you have installed the Robbed Bit T1 Experimenter to a directory other than the
TeleVantage Administrator’s directory, you must look for the template in that directory.

Y ou can also export the current signaling definitions shown in the tab, for example, to usein
another span. Click Save as Template, and specify the path and filename.

To edit signaling definitions applied from a template, see the previous section.

Use the following procedure to add an ISDN T1, ISDN E1, or CASEL trunk. To add ISDN
Basic Rate Interface (BRI) trunks, see “Adding adigital ISDN BRI span” on page 5-17.

1. Choose Trunks > New Trunk > ISDN/CAS T1/E1 Span. A new ISDN/CAS T1/E1

Undefined - ISDN/CAS T1/E1 Span

Generall Tuningl Trunksl Caller ID Settingsl Outbound Caller 1D I
Board number: |1
Drescription: |
Pratocol bype: IISDN T1 vl
Starting trunk number: |84 This span maps to tunks 84 through 108
Cancel | Help |
Span dialog box opens.

2. Click the General tab and specify the following information for the span:
m Board number. The sequence number of the span.

m Description. A description of the span, typically including the main phone number
of the span.

m Protocol type. Select whether the trunk isan ISDN T1 or an E1 type. The actual
protocol used isdetermined when the Dialogic driversareinstalled, asdescribed in
Installing TeleVantage.

Note: If you are using an E1 board with the CAS protocol, and your country’s E1
CAS protocols are different than the standard format, contact your TeleVantage
provider.

m Starting trunk number. The starting trunk number of the span. The dialog box
showsyou therange of numbers of the trunks belonging to this span. If your system
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6.

also has anal og trunks, the anal og trunks must have the lower trunk numbers, so if
you have not added them yet, leave room for them in your numbering of the span.

Click the Tuning tab and optimize your |SDN settings as needed. See “ Optimizing
your |SDN settings’ on page 5-19.

Click the Trunkstab and set the default values for the 24 trunks that will be created in
this span. Y ou can then change these values for each trunk individually. See“ Entering
trunk defaults for a span” on page 5-29.

Use the Caller ID Settings tab and Outbound Caller 1D tab to set the values for your
location and Caller ID formats. See “ Setting location and Caller 1D settings’ on
page 5-19.

Click OK to add the span to your configuration.

Note: ANI/DNIS is automatically retrieved by TeleVantage for ISDN T1 trunks and E1 trunks.

Adding a digital ISDN BRI span

Use the following procedure to add anew ISDN Basic Rate Interface (BRI) span. To add
Primary Rate Interface (PRI) spans, see “Adding adigital ISDN or CAS span” on page 5-16.

1.

Choose Trunks > New Trunk > ISDN BRI Span. A new |SDN BRI Span dialog box
opens

Undefined - ISDN BRI Span

Generall Tuningl Trunksl Caller ID Settingsl Outbound Caller 1D I

BRI board number: |2

Description: |

Mumber of ports: m

Protacol [ATT 5E3S BRI =
Starting trunk humber: I‘]g— Thiz gpan maps to trunks 19 through 34.

— Service Profile |dentifier Mumber

Fart SPID

[ e = s N

Cancel Help
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2. Click the General tab and specify the following information for the span:

BRI board number. The sequence number of the span.

Description. A description of the span, typically including the main phone number
of the span.

Number of ports. The number of trunks supplied by your Dialogic BRI board. If
you are using a BRI/80-SC board, select 8. If you are using a BRI/160-SC board,
select 16.

Protocol. The protocol of your BRI span, as given to you by your BRI supplier.

Starting trunk number. The starting trunk number of the span. The dialog box

showsyou therange of numbers of the trunks belonging to this span. If your system
also has anal og trunks, the anal og trunks must have the lower trunk numbers, so if
you have not added them yet, leave room for them in your numbering of the span.

Service Protocol Identifier Number (SPID). A unique number assigned to each
trunk in the BRI span. Enter the SPID numbers supplied to you by your BRI
supplier. SPID numbers are required for North American BRI installations only. 1
your BRI board isthe Diaogic BRI/2VFD, you do not need to enter SPID numbers.

3. Click the Trunkstab and set the default valuesfor the trunks that will be created in this
span. Y ou can then change these values for each trunk individually. See “Entering
trunk defaults for a span” on page 5-29.

4. Usethe Caller ID Settings tab and Outbound Caller ID tab to set the values for your
location and Caller ID formats. See “ Setting location and Caller 1D settings’ on
page 5-19.

5. Click OK to add the span to your configuration.

Editing an ISDN BRI span

If you make changesto an ISDN BRI span, you must restart all trunks in the span for your
changesto take effect. When you make changes and click OK, TeleVantage prompts you to
restart the span. Choose one of the following options:

m Click Yes. The span isrestarted, and all calls using the span are disconnected without
warning.

m Click No. Your changesare saved, but they will not take effect until you manually restart
the span. To do so, select any trunk in the span in the Trunks view and choose Trunks >
Restart Span.
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Optimizing your ISDN settings

Setting location and Caller ID settings

When you are adding an ISDN trunk, you can use the Tuning tab to change ISDN board
parameters. Any changes you make take effect after the current call ends.

To optimize your ISDN settings

1. Runthe Dialogic Makecall Utility (DMU), which is supplied on the TeleVantage
master CD. For instructions, see Installing TeleVantage. The DMU wizard |leads you
through the process of testing your ISDN board and generates the file
Qut bound_MCB. t xt in the Output subdirectory.

2. Click the Tuning tab, click Import, select the Qut bound_MCB. t xt file, and then click
OK.

Undefined - ISDN/CAS T1/E1 Span

General  Tuning | Trunksl Caller ID Settings | Outbound Caller 1D
Parameter Walug| «
Bearer channel transfer capacity
Bearer channel transfer mode Circuit switch
Bearer channel transfer rate B4 kBps
Layer 1 protocol on bearer channel Drefault
Uszer rate on bearer channel Default
Called party number type En-block.
Called party number plan Unknown
Called party sub number type data element Drefault
Called party sub number plan data element 255
Called party sub number data element
Calling party number type En-block. LI
1
/
I~ Apply these settings to all ISDN PRI spans Import.... | FRestore Defaults |
Cancel | Help |

Thisprocedure updates all ISDN parameters based on their optimum value as determined by the
DMU. To undo the update, click Restore Defaults. The parameters on the Tuning tab return to
their initial values.

Y ou can also change each parameter individually. Click OK on the Tuning tab when you are
done.

When adding a Robbed Bit T1 or ISDN span, use the Caller ID Settings tab to specify the
Server’slocation and how it handlesincoming Caller ID in different formats.

Note: The location settings can affect your outbound Caller ID. For example, if your carrier
expects a ten-digit Caller ID number and you are sending a seven-digit local number,
TeleVantage appends the area code specified on this tab. For more about outbound Caller ID,
see the next section.
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Specifying ISDN outbound Caller ID

To specify location and Caller ID formats

1.

Click the Caller ID Settings tab.

Undefined - ISDN/CAS T1/E1 Span

Generall Tuningl Trunks  Caller ID Settings | Outbound Caller D

— General

Courtry / Region: IUnited States of America (1) j

Long distance prefis: I‘I
Intermnational prefis: ID‘I 1
Area code: IB‘I 7

r— Inbound Caller 10

[ Inbound caller ID does nat always begin with area code

Local number length: I?

Enter the following genera information:
= Country/Region. Select the country where this TeleVantage Server resides.

m Long distance prefix. Enter the number to dia to begin along-distancecall. Inthe
United States, this number is 1.

m International prefix. Enter the number to dial to begin an international call. In the
United States, this number is011.

m Areacode. If applicable, enter the area or city code of the region where this
TeleVantage Server resides. Otherwise, leave blank.

If your carrier ever sendsincoming Caller | D numbersthat begin with something other
than area code, for example numbers prefixed with O, check Inbound Caller ID does
not always begin with area code, and then enter the length of alocal phone number
inthe Local number length field. When checked, TeleVantage automatically adjusts
to incoming Caller ID numbers with different formats, enabling callback to work
correctly.

If unchecked, callback will not work on Caller ID numbers that do not begin with the
area code.

If your carrier always sends Caller ID numbers beginning with the area code, you do
not need to check thisfield, but thereisno harm in doing so.

Click OK.

When adding an ISDN span, you can optionally click the Outbound Caller ID tab to configure
this span to send Caller ID on outbound calls.

Important: Not all providers support this feature. If you configure the span to use this feature
and your carrier does not support it, outbound calls can fail. Be sure to test the line after enabling
outbound Caller ID.
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By default, each span is set to accept your system setting for outbound Caller ID (see “ Setting
ISDN outbound Caller 1D for the system” on page 3-6). By editing the span setting, you can
override the system setting for outbound calls placed on this span. Editing the span setting isthe
only way to override outbound ISDN Caller ID settings for individual users and queues.

Preparing to enter outbound Caller ID settings
Before beginning this procedure, ask your ISDN carrier the following questions:

= Doesmy ISDN line support custom calling party numbers (sometimes referred to as
custom Caller ID or customer-defined Caller ID)?

m What ismy Preferred Party Plan—“ISDN” or “Nationa ?’
If the Preferred Party Planis“ISDN,” ask:
m What ismy Preferred Party Type—"International” or “National ?’

Entering outbound Caller ID settings
Usethefollowing optional procedureto specify how an ISDN span handles outbound Caller I1D:

1. Click the Outbound Caller ID tab in the ISDN diaog box.

Undefined - ISDN/CAS T1/E1 Span

Generall Tuningl Trunksl Caller ID Settings  Outbound Caller ID |

Freferred party plan: IISDN

L L

Preferred party type: IIntemationaI

By default zend:
[¥ Span Caller ID name: |Artisoft, Inc.

¥ Span Caller 1D number: |B1 3540600
[~ Blocked

IF it exists, send:
¥ Individual or systerm default Caller I narne
¥ Individual ar system default Caller D rumber
[~ Only send registered numbers:

Add.. Edit... | Delete |

Cancel | Help |

2. Specify the following outbound Caller ID format information to match your ISDN
provider’s requirements:

m Preferred party plan. Select “ISDN” or “National.”

m Preferred party type. If your Preferred party planis“I1SDN,” select “International”
or “National.”
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3. Under By default send, enter any of the following information as the span’s basic
outbound Caller ID settings. These settings determine caller ID for all outbound calls
on the span unless you specifically permit other settings (see step 4):

= Span Caller ID name. This span’s outbound Caller ID name; for example, your
business name. If unchecked, Caller ID name is set by your telephone company.

m Span Caller ID number. Thisspan’ soutbound Caller | D number; for example, your
business’ main number. If unchecked, Caller ID number is set by your telephone
company.

m Blocked. Check to block outbound Caller ID information on this span, so that it
does not appear to the destination party. Note that the system till sends Caller ID
information even though it is blocked: thisis a requirement, because some
institutions have the right to read blocked Caller 1D, for example emergency
services and 800-numbers.

4. Under If it exists, send, specify whether to send Individual or system default Caller
ID name and number. If checked, the custom Caller ID information specified for a
user, queue, or the system as awhole is attached to outbound calls where specified.
(User and queue settings override the system-wide setting if both are specified.) If no
custom information is specified, the span settings are used.

If unchecked, customized numbersareignored and the Span Caller ID number setting
in step 3 isaways used.

5. If your ISDN provider limitsthe outbound Caller ID numberson thisspantothe span’s
registered numbers, you must do the following:

m Check Only send registered numbers.

= Enter all the registered phone numbers for the span, as provided by your ISDN
provider. Toenter anumber, click Add. Enter the number in the Registered Number
dialog box and click OK.

If your ISDN provider supports any custom outbound Caller ID numbers, leave Only
send registered numbers unchecked.

6. Click OK.
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Outbound ISDN Caller ID hierarchy

With TeleVantage, you can customize outbound Caller ID for the system as awhole aswell as
for individua users and queues. Y ou can customize ISDN outbound Caller ID in the following
places:

To customize ISDN

outbound Caller ID...

For the system as a whole  “Setting ISDN outbound Caller ID for the system”

(page 3-6)

For an individual user “Setting the user’s ISDN outbound Caller ID” (page
6-42)
Using TeleVantage

For a call center queue TeleVantage Call Center Administrator’'s Guide

For an ISDN span This section

The Caller ID on an outbound call using an ISDN trunk is determined as follows:
= Individual user and queue settings override the system setting.

m Span settings override all other settings.

For example, to block individual user or queue settings, you must edit the span setting.

Getting the outbound Caller ID setting that you want
Use the following guide to get the outbound ISDN Caller ID that you want:

Desired result Configuration

All outbound Caller ID is set by This is the default behavior. To restore it after

your telephone company changes, double-click the ISDN span in the
Trunks view, click the Outbound Caller ID tab,
and make sure that all fields under By default
send and If it exists, send are unchecked.

The number (617) 111-2345 is Choose Tools > System Settings. On the
always your outbound Caller ID General tab, under ISDN outbound Caller ID,
number for all spans select Custom and enter 6171112345 in

Number. Make sure that the ISDN spans are set
to use the system default.

CHAPTER 5. MANAGING TRUNKS, SPANS, AND STATIONS 5-23



Enabling ISDN Megacom support

Using a partial T1 span

Desired result Configuration

Specify a custom Caller ID Double-click the ISDN span in the Trunks view,
number for each user that click the Outbound Caller ID tab, and check
matches their DID number, so Individual or system default Caller ID number.

people can return their calls easily £ aach user in the Users view, double-click
the user, click the Other tab, set Calling party
presentation to “Custom,” and enter the user’s
DID number in Calling party Number. Users can
select that number or other settings in the Client
(Tools > Options).

Recognizing inbound Caller ID name on ISDN lines

If you are using ISDN PRI, you may need to customize certain registry settingsin order to
correctly receive Caller ID name. See* Configuring Calling Name I dentification on PRI boards’
on page A-27.

If you are using ISDN Megacom service, you must change the TeleVantage Server computer’s
registry in order to make outbound international calls. Without this change, international calls
will fail, because TeleVantage does not provide the parameter indicating national or
international callsthat ISDN Megacom service requires.

For instructions on changing theregistry for ISDN Megacom calls, see” | SDN Megacom service
settings’ on page A-29.

In some cases you might want to use only part of a TeleVantage T1 span, and disable the unused
trunks. For example, you may have purchased a partial T1 line from your telephone company,
or you may want to use some of the trunks for data rather than phone traffic.

To disable unused T1 trunks in a span

1. IntheTrunksview, double-click eachtrunk that you want to disableinturn. The Trunk
dialog box opens.

Uncheck both Accept Inbound calls and Allow outbound calls.

Click OK.
When you disable a trunk in this manner, TeleVantage responds to incoming calls on it by
playing a message that says, “ The number you have dialed does not accept inbound calls.”

Note: Do not try to disable trunks for this purpose using the Device Monitor > Disable Trunk
command in the Device Monitor view. Trunks disabled that way are enabled again whenever the
Server is restarted, and TeleVantage does not respond at all to incoming calls on those trunks.
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Adding an Internet span

Internet trunksrequire no physical trunksfrom your telephone company. However, they require
that TeleVantage Server computer has an active, preferably high-speed connection to the
Internet, and that you haveinstalled one or more Dial ogic I nternet telephony boards as described
in Installing TeleVantage. The Internet “trunks” represent the individual channels that the
Dialogic telephony board supports.

Note: After adding Internet trunks to a span, you must restart the computer. If the trunks fail to
appear, delete the span and add the span again.Then restart the computer.

To add an Internet span

1. ChooseTrunks >New Trunk > Internet Span. A new Internet Span dialog box opens.

Undefined - Internet Span

General | Codecs I Tuningl Trunksl

IP Board number: I‘I—

1P address: I—

Drescription: |

Mumber of trunks: |4—

Starting trunk humber: I‘I— Thiz span maps to trunks 1 through 4.
Send inbound calls to: | Diefault Auta Attendant (x 8000) j

Cancel | Help |

2. Click the General tab and specify the following information for the span:

m |P Board number. The sequence number of the Dialogic DM3 IPLink board
installed in your TeleVantage Server computer (the sequence number of the first
DM3 board is 1, not 0).

m |P Address. The |P address of the IPLink board if it hasits own built-in Network
Interface Card (NIC). Otherwise, use the | P address of the TeleVantage Server
computer’sNIC.

m Description. A description of the span. Include the address of the span in the
description for easy reference.

= Number of trunks. The number of trunks contained in the span. Enter the number
of channels available on the Internet telephony board. To find the number of
channels available on your board, refer to the model number of the board and
Installing TeleVantage.
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m Starting trunk number. The starting trunk number of the span. The dialog box
shows you therange of numbers of the trunks belonging to this span. If your system
also has anal og trunks, the anal og trunks must have the lower trunk numbers, so if
you have not added them yet, leave room for them in your numbering of the span.

= Sendinbound calls to. Select the auto attendant, user, or I VR Plug-in that answers
al inbound voice cals on the trunksin this span.

3. Click the Trunks tab and specify how trunksin this span are used:
m Accept inbound calls. If checked, the trunks are used for inbound calls.
= Allow outbound calls. If checked, the trunks are used for outbound calls.

4. Click the Codecs tab and review the default codecs used by this span for all inbound
calls and as dialing service defaults for outbound calls. If you must change
TeleVantage's default codec list, see the next section, “Modifying TeleVantage |P
codecs.”

Note: You can override the default span codecs when you set up a dialing service that
allocates trunks in this span (see “The Codecs tab” on page 8-13).

5. Click OK to add the span to your configuration.

Modifying TeleVantage IP codecs

A codec isaprotocol used to compress and decompress voice signals for transmission over an
IP network. When an IP cal is established between two devices, the devices automatically
choose which codec to use. This choiceis based on whether the codec is available to both
devices and how highly the codec is preferred by both. Thistab lets you make codecs available
to your device and arrange them in order of preference. The first codec listed is the most
preferred codec. For example, you may prefer one codec over ancther for bandwidth reasons.

General Codecs | Tuning| Trurks|

Codec Name | Frame Size| Frames per packet| BitRate | Voice Detect
10 1

G711 Mulaw

B4 kh/s nla

-
L

30 1

U hdd Edit | Delete |

oK | Cancel | Help |

Important: Two TeleVantage Servers connecting over an IP Gateway must use the same
codec lists in the same order. If they do not use the same codec lists, audio failure can occur
during calls. See “Connecting two Servers using IP Gateways” on page 13-8 for more information
about IP Gateway connections.

5-26

ADMINISTERING TELEVANTAGE



Y ou can make the following codecs available. Seethe Known Issuesinthe Administrator online
Help for up-to-date information about the availability of codecs.

m G.729a. Best for TeleVantage-to-TeleVantage connections. Offers a good balance
between sound quality and bandwidth. (8.8 kbs.)

m G.711 ALaw, G.711 MuLaw. Supported by all H.323 gateways and terminals, but high
bandwidth. (64 kbs.)

m G.723.1. Best for NetMeeting and other H.323 terminals. (5.3 kbs. or 6.3 kbs.)
m MSGSM. (13.0kbs.)
= GSM. (13.0kbs.)

To modify TeleVantage IP codecs
1. Inthe Trunks view, double-click the Internet span, then click the Codecs tab.

2. If necessary, click Add to add another codec, or select acodec and click Edit to change
any of the parameters used with the codec.

Codec name: G

Frame gize [ms]: 10 -
Frames per packet: lﬁ
Bit rate (kbis): |

[ Transmit audio only when voice is detected

QK I Cancel | Help |

3. Inthe Add Codec dialog box, select aCodec name from the list of codecs supported
by the board in the drop-down list.

4. If youwant to modify any of the parameters used with the codec, enter the new values.
Thefieldsyou can change vary depending on the codec you select. If afield isenabled
for aparticular parameter, select Any to accept whatever parameter value the other
device sends. Parameters include:

m Frame size. Frame buffer size, in milliseconds. A larger frame size means more
latency (time delay).

m Frames per packet. Number of framesin a packet.

m Bit rate. Rate at which datais transmitted over the network.

m Transmit audio only when voice is detected. If checked, only actual voice audio
signal isdigitized for transmission, not silence.

Click OK to add the codec and return to the Codecs tab.

Continueto add codecsto the service, asneeded. Click the arrowsto arrange the listed
codecsin the order you want. The first codec in the list is the most preferred.

7. Click OK on the Codecs tab save your changes.
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Fine-tuning your IP connection

TeleVantage's Internet Span dialog box includes a Tuning tab on which you can change the
board parameters. Any changes you make take effect after the current call ends.

Parameters that may be useful to change include Echo canceler and the volume parameter that
islocated under Level controls.
To change a board parameter

1. IntheTrunksview, double-click theInternet spanto openitsdialog box, and then click
the Tunings tab.

2. Click the plus sign next to the Parameter to expand it.

Generall Codecs Tuningl Trunksl

Parameter Walue
= General
Feload parameters after each call
Debug print levels
DTMF parameters
Echo canceler
Level controls
Miscellaneous
Packet loss recovery
Redundancy

=]

Bestore Defaults |
QK I Cancel | Help |

3. ClickintheVvalue column of the parameter that you want to change and select a new
value by using the drop-down lists or the dider bar at the bottom of the dialog box.

4. Click OK to save your changesor click Restore defaults to restore the board defaults
and cancel any changes.

Note: If you dial out on an IP-to-Phone Number dialing service and you cannot send digits to an
external phone system, increase the values for DTMF Gain and DTMF On-time, under DTMF
Parameters on this tab.
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Entering trunk defaults for a span

When you create anew digital span, you can set the defaults for all the trunksin the span on the
Trunks tab.

Undefined - Robbed Bit T1 Span

Caller ID Settings I

Generall Signaling :
Trunks on thiz zpan will be created using these settings.

To change the properties of an individual trunk, click OF. to create this span and its trunks,
then select the trunk and oper it.

¥ Accept Inbound calls

Callz are gent to: IDefauIt Auta Attendant j

[~ Eaxes are sent to: |Default Auto Attendant j

v Allow Qutbound calls

QK | Cancel Help

To enter trunk defaults for a span
1. Check Accept inbound calls if the trunk is used for inbound calls.

2. IncCalls are sent to, select the auto attendant, user, or IVR Plug-in that answers all
inbound voice calls on this trunk.

In Faxes are sent to. Select the auto attendant, user, or VR Plug-in that answers all
inbound fax calls on this trunk. See “ Setting up fax routing” on page 5-6 for more
information.

3. Check Allow outbound calls if the trunk is used for outbound calls.

After you add the span, the Trunkstab isdisabled. To modify the settingsfor an individua trunk
after the span has been added, edit the trunk in the Trunks view.
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Managing stations

This section presentsinformation about adding a station and about phonesthat are supported in
TeleVantage.

To add a station to your TeleVantage system

1. Using phone cable, connect the phone, fax machine, or other device to the
TeleVantage Server's Diaogic board, BCP Control Panel, or breakout box, as
described in Installing TeleVantage.

2. Inthe User'sview of the TeleVantage Administrator, assign the appropriate station
number to auser (see“Assigning astation ID” on page 6-11).

Supported phones

See Chapter 5 of Installing TeleVantage for alist of supported phones and phone types.

Supporting different types of analog CLASS phones

Two TeleVantage registry settings specify the format used to send Caller ID or visual message
waiting indicator information to analog CLASS phones. See “M S| station board settings’ on
page A-30 for more information.

Important: These two registry settings change the message format sent to all phones
connected to the specified MSI, DISI, or HDSI board.

Caller ID information
Caller ID information is sent to a CLASS phone in one of the following formats:

m Single Data Message Format (SDMF), which sends the date, time, and 10-digit Caller
ID number.

= Multiple Data Message Format (MDMF), which sendsthe date, time, 10-digit Caller ID
number, and 15-digit caller name.

= United Kingdom message format (UK), which sends the date, time, 18-digit Caller ID
number, and 20-digit caller name. Thisinformationisonly delivered asCaller ID on call
waiting, that is, when the user is on another call.

The default format, MDMF, works for most CLASS phones, as does SDMF.

Note: These formats specify only how TeleVantage sends Caller ID information to CLASS
phones. They do not affect how Caller ID information is passed along with a call by the phone
company.

Visual message waiting indicator information
Visua message waiting indicator information is sent to a CLASS phone in either SDMF or
MDMF.

The TeleVantage default isthe SDMF format. If the message waiting light on your CLASS
phone does not work, try changing the VMN _FSK_FORMAT setting to MDMF.
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Having a station automatically dial when picked up

Y ou can configure a station to automatically dial a number whenever it comes offhook. Y ou
might want this feature in the following situations:

= A lobby or waiting-room phone that automatically calls the Operator.

= A hotline phone that calls a key person, like the company president.

m Phonesthat call an IVR Plug-in. Y ou can use this feature to set up information kiosk
phones that play messages in response to caller questions.

Y ou can configure the station to dial any TeleVantage extension or external number.

To configure a station to automatically dial when picked up

1. Inthe TeleVantage Administrator, go to the Users view and double-click the user
whose station you want to configure.

If the station you want to configureis shared by more than one user, double-click any
of those users.

In the User dialog box, click the Phone tab.
3. Check On off-hook, automatically speed dial.

If unchecked, the station does no automatic dialing when taken offhook.
4. Click _-| to open the Speed Dial dialog box.

(" Egtension:
JFrank Smith x 125) =l
* Phane number:
LCall using: IS - Phane number j
Mumber  [§17) 3540600 il
Cancel | Help |

5. Select or enter the number to automatically dial whenever the phoneistaken offhook,
asfollows:

m To choose an extension, click Extension and select the extension from the
drop-down list.

m To choosean external number, select the dialing serviceto use from the Call Using
drop-down list, then enter the number in the Number field.

Click OK to close the Speed Dial dialog box.
Click OK to close the User dialog box.
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Setting up stations to require logon before placing calls

Y ou might want the area phonesin your office—for example, phonesin lobbies or conference
rooms—to be unable to place calls unless a TeleVantage user logs in. Unauthorized people
would then be unable to place external, perhaps long-distance calls from your office, and you
would also ensurethat al callsfrom those phones appeared in the Call Log with the name of the
userswho dialed them.

To require logon before placing calls

1. CreateaRolecaled, for example, “AreaPhones.” Set the permission Place external
calls from a station to “Disallow.” See “Managing roles’ on page 6-46.

2. For each area phone in your office, create a placeholder user named after the phone,
for example, “Conference Room 1,” “Waiting Room,” and so forth. Give each
placeholder user the station ID of the corresponding area phone. Assign the
placeholder users the “ Area Phones’ role only. See “Adding users’ on page 6-7."

The area phones now cannot place external calls unless a TeleVantage user logs on. The
following optional steps prevent the area phones from placing internal callsaswell without user

logon:

3. Create an auto attendant whose only menu choice is the User login action. Uncheck
Process all other digits as user extensions. See“ Setting up an auto attendant” on

page 9-6.

4. Double-click each placeholder user to edit it. On the Phone tab, enter the auto
attendant’ s extension in On offhook, automatically speed dial.

After completing steps 3 and 4, the area phones are configured so that when someone picks one
up, he or sheis automatically connected to an auto attendant at which logging on isthe only
option. To placecalls, userswould pick up the phone, dial the auto attendant’ skey for logon (by
default #), followed by their extension and password, followed by #, then the number they want
to dial.

Viewing station activity

For information about how to view station activity and restart a station that is experiencing
problems, see “Monitoring station activity” on page 11-3.

Setting up aremote phone to work with the Call Monitor

Normally, users must be at a TeleVantage station to use the Call Monitor commands in the
Client. For aworkaround that enables usersto use Call Monitor commands at other phones—for
example, aremote phone or an 1P phone—see Appendix F.
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MANAGING USERS AND ROLES
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About users

Unlike atraditional PBX, TeleVantage manages phone traffic by user rather than by device,
giving the system the flexibility to handle users who move from phone to phone. This chapter
explainshow to create and manage usersand roles. Roles are coll ections of specific permissions
that are used to grant permissions to users.

Y our TeleVantage system can contain the following types of users (chooseFile > New > User):

User. A person using atelephonein your office. Such a user can also use TeleVantage
remotely (see Using TeleVantage).

ACD workgroup user. A special type of user that routes calls to one or more
Automatic Call Distribution (ACD) workgroups. For information about setting up ACD
workgroups, see TeleVantage Call Center Administrator’s Guide.

IP Gateway user. A special type of user that represents a user on aremote
TeleVantage Server that islinked to your Server by an |P Gateway connection over the
Internet or other IP network. With |P Gateway users, the users on both TeleVantage
Servers appear to belocal, effectively creating asinglelarge TeleVantage site. For more
information, see “Connecting two Servers using |P Gateways’ on page 13-8.

Theinstructionsin this chapter refer to the standard User type.

The Admin and Operator users
Two default users are already defined in TeleVantage, as follows:

= Admin. The Admin user belongs to the Administrators role. The Admin user and all

users who belong to the Administrators role are permitted to run the Administrator
application and the Device Monitor application. They also can perform all
administrative functions. Y ou cannot del ete or rename the Admin user, and you can only
change select logon permissions for the Admin user (see “Managing roles’ on

page 6-46).

Y ou can give individual administrative permissions to any user—for example,
permission to shut down the phone system—uwithout making the user a member of the
Administratorsrole. See “TeleVantage permissions’ on page 6-49.

Operator. The Operator user isthe user to whom all calls are sent by default if they
cannot be handled in any other way. For example, if auser’s mailbox cannot be found,
the call is sent to the extension assigned to the Operator. Y ou cannot delete or rename
the Operator, but you can change the Operator user’ s roles and permissions. Operators
are covered in detail in the next section.

Changing the Admin and Operator users’ passwords

Immediately after installing TeleVantage, you should change the passwords of the Admin user
and Operator user, in order to make your system more secure from unauthorized access. For
more information, see Appendix C, “Protecting Y our Phone System Against Toll Fraud.”
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Operators

Y our system can have a main Operator user and also personal operators for other users. This
section discusses operators from the Administrator’ s viewpoint. For more information, see
“Customizing the Client for Operators’ in Using TeleVantage.

Understanding personal operators

The TeleVantage system has one Operator user, but each user can specify a personal operator.
A user’ s personal operator is the extension to which callers are transferred if the caller presses
0 from within the user’ s voice mailbox or routing list. By default, a user’s personal operator is
the Operator user, but a user can specify any extension astheir personal operators (even that of
an auto attendant, IVR Plug-in, or queue). See “ Setting up a personal operator” on page 6-14.

How callers are transferred to Operators

The following table shows to which operator callers are transferred when they presso in
different locations.

Caller presses 0 within Caller is transferred to

Auto attendant Operator user

If the auto attendant is restricted by workgroup, the
caller is transferred to the extension specified in the
workgroup’s If no answer, transfer field.

Dial-by-name directory Operator user
User’s voice mailbox Personal operator
User’s routing list Personal operator

As soon as TeleVantage knows what user is being
called, the call enters that user’s routing list.

On hold Personal operator

Note: If a user does not set up a personal operator, callers are transferred to the Operator user
in all cases.

Changing the Operator’s extension from O

Y ou can change the Operator’ s extension to a number other than the default of O (for example,
inorder to use 0 asadialing service access code). However, even when the Operator’ sextension
issomething other than O, callersmust press0 to transfer to the Operator. For example, if acaller
reaches a user’ s voice mail, and wants to transfer to the Operator instead of leaving avoice
message, the caller dials 0, even if the Operator’ s extensionis 111.
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Extending ring duration for live Operator systems

If you haveasysteminwhich al callsare answered by alive Operator, you may want to increase
the Operator user’ sring duration, which determines how long a call rings the Operator’ s phone
before proceeding to the next action on the routing list. Anincreased ring duration hel ps ensure
that multiple calls continue to ring until they are answered, without being diverted.

By default the maximum ring duration is 120 seconds, but you can increase the maximum to 999
seconds by editing the MaxRingDuration setting as described in “ Server\MaxRingDuration” on
page A-37.

Setting up workgroups for the Operator

To makeit easier for the Operator to transfer calls to different departments, you can set up a
separate workgroup for each department in your system. The Operator’s Call Monitor will then
display atab for each department, and the Operator will be able to see alist of peoplein a
specific department by clicking on the appropriate tab. See Chapter 7, “Managing
Workgroups,” for details about setting up workgroups.

Configuring a system without an Operator

If you choose not to have aperson act asan Operator in your system, the Operator extension still
receives calls whenever callers press 0 from within the system. Even if the Operator user's
extension has no station associated with it, voice messages left by callers are saved in the
Operator user’s mailbox.

If you do not want thisto happen, create anew routing list for the Operator user that hasasingle
action—transferring calls to another extension, such as an auto attendant. For instructions, see
Using TeleVantage.

Setting up multiple Operators

To define multiple Operators—for exampl e, for multiple businesses that share the TeleVantage
Server—see “ Configuring Operators for multiple Organizations’ on page 10-5.
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The Users view

The Users view presents information about individual users and rolesin your organization.
Roles appear in bold in the Usersview. For moreinformation about roles, see“ Managing roles’
on page 6-46.

To add, edit, or delete TeleVantage users, click Users in the view bar. The Users view opens.
Double-click auser in the view to edit that user.

"”‘;?Users - Artisoft Tele¥antage Administrator

Eile Edit ¥iew Tools Users Help

w |G X | 7|e-
[ ltame o Edtension DID Gtaton [ Type  [Tite [ Personal Stalus [ ACD DN Mail Lsage Grealing Usagel |

® Adin 3 User
=3 Administrators Role

& Cecia 5t John 227 215 User Available s 15% 26%
& Cynthia Caylor 1o 16 User Do Mot Distub 0% R b4
& Dick Yannopoules 126 26 User In A Meeting v 18% 1%
ﬂ Dinga Frye 222 0 User Do Mot Disturb 158% 28%
=3 Doc group Role

& Frank Smith 125 25 User Available 21% 4.0%
. & John Sargent 107 7 User Out Of The Office 13% 26%
| Joshua Ficlds 172 5 User Available 22% 33%
& Kenneth Deimach EEE 8 User Available 25% 1%
ﬂ F.evin Flaherty 102 10 User Available 1.4% 29%
@ i Anatolia 555 2 User Awailable 18% 1.9%
€ Ned Brown 104 1 User Available [Non-Dueus] 158% 32%
& Operatar i 1 User Acvailable 02% 32%
# Richard Roque 112 12 User Available 15% R b4
# Sales Queue user 155 0 User Available n/a 1.0%
ﬂ Shannon Rosze Ryan 223 0 User Available 158% 28%
ﬂ User test 129 9 User Available 15% 1%
=2 Users Role

& Vinwiliams 171 0 User Available 16% 26%
< |

I | 22 ltems | &xdmin [+100] | TVGOODKIT I

Aovailable

Each user that you add appears as arow in the Users view. The following table shows the
information that is displayed for each user.

Column Description

Name User’s name.
Extension Extension number dialed to reach the user.
DID Direct inward dial number used to dial the

user directly.

Station Default station ID (phone device) assigned to
the user.
Type The type of user:

User. An individual with an extension on this
Server. Can also be a conference room.
ACD workgroup user. An automatic call
distribution workgroup user.

IP Gateway user. A user created to enable IP
calls to a user on a remote Server.

CHAPTER 6. MANAGING USERS AND ROLES 6-5



Column Description

Agent If checked, the user is an agent in one or
more call center queues. See the
TeleVantage Call Center Administrator’s
Guide.

Locked Out If checked, the user is unable to log in to his
or her account, due to multiple failed
attempts to access that account as defined in
System Settings (see “Increasing password
security” on page 3-16). To unlock the user’s
account, uncheck User is locked out on the
Security tab of the User dialog box.

Personal Status The name of the user’s current personal
status.
ACD DND If checked, the user is not currently accepting

ACD workgroup calls.

Mail Usage Percentage of allocated voice mail space
currently used. For details on how the
information in this and the following two
columns is calculated, see “Viewing the
user’s mailbox usage” on page 6-16.

Greeting Usage Percentage of allocated greeting and voice
title space currently used.

Disk Usage Amount of disk space in megabytes used by
the user's voice message, greeting, and
voice title files.

Mailbox Size Total space allocated to the user for voice
messages, in minutes.

Greeting Size Total space allocated to the user for greetings
and voice titles, in minutes.

Forwarding To Number to which the user is currently
forwarding calls.

Listed If checked, the user is listed in the
dial-by-name directory.

Voice Title If checked, the user has a recorded voice
title. You can record titles for users on the
Recordings tab of the User dialog box, or
they can record their own.

6-6
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Column Description

Announce Callers Displays the types of calls to which the user
is applying call announcing.

Exchange Sync If checked, TeleVantage and Microsoft
Exchange Inboxes are synchronized.

Comments Comments added about the user.

Must Change If checked, the user must change his or her

Password password at the next logon.

Note: This column is checked only if the field
User must change password on next logon is

checked for the user (see “The Security tab”
on page 6-38). The column is not checked if
the user’s password has expired.

Password Never If checked, the user’s password never
Expires expires.
Title The job title entered for this user. You can

enter titles for users when you create them.

Organization Name of the Organization with which the user
is associated, if any.

Adding users

Adding a user to the system allows that person to make and receive calls using TeleVantage.
Unlike other telephone systems, TeleV antage assigns access permissions to specific people
rather than to devices. Users accessthe system with their own identities, not the identities of the
telephone devicesthey use.

Y ou must have a Station license available for each user that has an assigned station. It is
possible, however, to add a user who does not have an assigned station number, in which case a
station licenseis not used by that user. Such auser is commonly created for ACD workgroups,
users with | P phones, users who have only voice mail, and remote users who always have their
calls forwarded outside the office. Users without stations do not require Station licenses. For
more information about license requirements, see Installing TeleVantage.

Y ou can add a new user in the following ways:

m At the telephone. Thisisaconvenient way to quickly activate phones when you are
setting up a new TeleVantage system (see the next section). However, you must
physically go to each user’ stelephoneto activateit, and must still use the Administrator
to finish configuring the details (such as the name) of each user.

= In the User dialog box. This method allows you to set up all user options at one time
from one location.

CHAPTER 6. MANAGING USERS AND ROLES 6-7



m Using atemplate. You can save time and reduce typing when adding new usersin the
Administrator by creating atemplate user with characteristics commonto all users. You
can then copy this template user and customize each new user that you create based on
it. You can create different template users for various types of users who share specific
properties, for example, ACD agents, remote users, and so on.

Adding a user at the telephone

At the new user’ s telephone, press *0 and follow the prompts to create the user and assign an
extension. After you successfully add anew user at the telephone, the system also prompts you
to record a voicetitle or change user preferences.

Note: If a user has already been assigned to that phone, you will hear the station ID and
extension numbers instead of the prompts.

A new user iscreated with default information in the User dialog box. For example, if you assign
extension 123 to a new user, the User dialog box for that user shows “New” as the first name,
“User123” asthelast name, and a default password of “123” until you modify the information
and set any additional user properties.

If TeleVantage cannot create the user at the telephone extension (for example, a user with that
name aready exists or there are no more Client licenses available), you must run the
Administrator, resolve the issue, and add the user there.

Adding a user in the User dialog box

To create auser, choose Users > New User. The following tabsin the User dialog box allow
you to add and modify user properties. These properties are described later in this chapter.

m “The General tab” (page 6-10). Enter basic information that defines the user to
TeleVantage. Assign an extension, station ID, and DID number. Create a password,
specify a personal operator, and select alanguage for telephone prompts.

Y ou also use thistab to create a user for handling ACD agents (see TeleVantage Call
Center Administrator’s Guide) or an |P Gateway user that allows usersto directly dial
the extension of auser on aremote TeleV antage Server (see“ Creating Gateway usersto
unify two TeleVantage Servers’ on page 13-14).

m “The Recordings tab” (page 6-15). Allocate space for the user’ s voi ce messages,
greetings, and voice title. Indicate where call recordings made by this user are sent.
Record a voicet title. Set up Microsoft Exchange synchronization.

m “The Notifications tab” (page 6-18). Set up and schedule e-mail, pager and call
notifications of new voice messages.

m “The Call Handling tab” (page 6-26). Set up call screening. Specify how the user is
listed in the dial-by-name directory. Personalize the user’s hold music. Set up call
forwarding for the user.

m “The Phone tab” (page 6-31). Enable features on the user’ s telephone, such as Caller
ID and message waiting indicator. Specify how long the phonerings beforeacall is sent
to voice-mail.

ADMINISTERING TELEVANTAGE



m “The Dialing tab” (page 6-36). Allow the user to makeexternal calls, and specify phone
numbers the user can or cannot call.

m “The Security tab” (page 6-38). Set permission values and assign roles that determine
the options or features that the user can access. Adjust the user’s password-change
settings.

m “The Other tab” (page 6-41). Enable hands-free mode, set outbound Caller ID and call
logging options for the user.

Adding a user by using a template

Create a user, named, for example, “User Template” that has the settings you want all usersto
share, such as mailbox size and dialing permissions. Y ou can also set up notification optionsin
thetemplate, and you can enable phonefeaturesthat are applied to all usersthat are created using
the template.

To add anew user based on the template, select the template user in the Users view, and then
choose Edit > Copy. Choose Edit > Paste to open the User dialog box, in which you can
customizethe new user’ s properties, such asfirst and last name, extension and station | D, e-mail
address for notifications, and so on.

Where to set user options
User options are set in both the TeleVantage Administrator and Client.

m Some options can only be set in the Administrator. These options are described in
detail in this chapter.

m Some options can only be set in the Client. These include the user’ s routing list,
contacts, voicemail greetings, call rules, and personal workgroups. To edit these options
from the Administrator, select the user in the Users view and choose Users > Edit All
Client Settings. See “Modifying a user’s Client settings’ on page 6-44. Client options
are described in detail in Using TeleVantage.

= Some options can be set in both places. You can set up users with standard defaults
for your organization and then individual users can customize the settings further. You
also can restrict the options that users can customize. These options are described in this
chapter and in Using TeleVantage.
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The General tab
Choose File > New > User in the Administrator, and then click the General tab.

ecordingsl Notificationsl EallHandIingI Phonel Dialingl Permissionsl Dtherl

Tupe: |User =

First name: |Kevin

Last name: |F|ahert_l,l

Title: |

Extension: |‘|D2— Station [D: I‘ID—

DID number: |

Password: I— LConfirmation: I—

Comments: ;I
[

Operator: IDperator [0 j

Telephone prompts: |U.S. Englizh ﬂ

Frevious | Megt | QK Cancel | Help |

Identifying the user

In Type, choose User. Then enter the user’ sFirst name and Last name. Y ou must enter aname
in one of the namefields. Y ou can enter the user’s Title and any Comments (such asthe user's
department) that you want to be displayed aong with the user name in the User view.

It can be helpful to use the Title field for the user’ s department, for example, “Sales.” When a
caller requests to be transferred to someone in Sales, the Operator can see al the usersin the
Sales department grouped together in the Client’ s Transfer Call dialog box. Y ou can aso use
workgroups to group users by department (see Chapter 7, “Managing Workgroups” ).

Assigning an extension

A user’ sextension isthe number callersdial to reach the user. Extensions must comply with the
following restrictions:

= Nolonger than 10 digits
= Numeric characters only

= Must be unique
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In addition, follow these recommendations when assigning extensions;

= Avoid extensions that begin with another extension or access code. For example, if one
user is given extension 17 and another extension 177, users who dial extension 17 will
experience a brief delay while TeleVantage waits to seeif another “7” is dialed. See
“Avoiding dialing ambiguities’ on page 8-6 for more information.

= Avoid extensions that begin with the same number used for an auto attendant menu
choice. Callers will be unable to dial the extension at the auto attendant, because they
will activate the menu choice instead. See “ Setting up an auto attendant” on page 9-6.

= Avoid extensions that begin with frequently dialed area codes—if usersforget to dial an
access code, they may unexpectedly dia the extension instead. For example, if 1-617 is
acommonly dialed prefix for your location, do not assign extension 161.

When you create a new user, you can accept the extension suggested automatically by
TeleVantage or you can assign adifferent one. TeleV antage suggests the next-highest extension
number that has not yet been assigned, and it reuses extensions that have been unassigned.

By default, new extensions are assigned starting with extension 100. If you want all your
extensionsto start with adifferent number, choose Tools > Options, and then enter the Starting
extension number under User auto suggestion.

—LCall Log
Dizplay |5U callz at a time

— Mame farmat
& First name Last name

" Last name, First name

— Uger auto suggestion

Starting extension number: |2DD
Starting station number: IS

QK I Cancel | Help |

Note: You can give the Operator user an extension other than the default of 0. See “Changing
the Operator’s extension from 0” on page 6-3.

Assigning a station ID

A user’s Station ID isthe numeric identifier of the telephone at the user's default location. To
find the station ID of the user’s phone, pick up the phone and dial *0. For users without a
telephone, remote users, or users with an IP phone, enter astation ID of 0. Note that station ID
isnot used for users of thetype ACD workgroup or IP Gateway.

Station 1D corresponds to the interface on the station board to which the station is connected.
On systems using BCP Connection Panel, this number is often the same number as that
displayed on the BCP connection jack to which the phone is attached.
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TeleVantage handles a user’s assigned station as follows:

m Inbound calls. Callstothe user’ sextension ring that station, unlessthe user routescalls
elsewhere by using call forwarding or arouting list.

m Outbound calls. By default, TeleVantage treats all calls from the station as if the user
is making them. They appear in the Call Log as being from the user and are subject to
the user’ s dialing restrictions and permissions.

Other users can temporarily associate themsel ves with the station by logging in, using
either the telephone commands at that station or the TeleVantage Client at that
workstation. While logged in, TeleVantage treats outbound calls as being from them.

Changing the station ID default

When you create anew user, TeleVantage suggeststhe lowest unassigned station I D. By defaullt,
your first station IDs are assigned starting with station 1D 1. To start with adifferent station ID,
choose Tools > Options and enter adifferent Starting station number. Thestation | D you enter
for auser, however, must always be the actual station ID of the user’s phonefor TeleVantageto
work correctly.

Assigning analog stations 1-4 for Watchdog mode

On analog systems using the BCP connection panel, TeleVantage's Watchdog mode provides
limited phone servicein the event of apower failure or Windows server failure, by automatically
routing the first four incoming analog trunks to stations 1-4. If your site uses this analog setup,
you should assign station 1 to your Operator and stations 2-4 to people who are assigned to
answer phonesin the event of a system failure.

About users, stations, and workstations

A TeleVantage workstation isthe combination of a TeleV antage station and acomputer running
the TeleVantage Client (or other TeleVantage workstation application). Just like a user, a
workstation computer has an assigned station, which is usually the phone closest to it. The
computer rings its assigned station whenever you perform a TeleVantage Client command
requiring a phone, for example speed-dialing a call or making arecording. The computer’s
station is assigned when you install the TeleVantage workstation applications, and you can
change it at any time by clicking Options when you log on to the Client or Administrator (see
“Logging on to the Administrator” on page 2-2).

Note: A workstation computer has one assigned station that holds true for all TeleVantage
applications on it. For example, when you change the assigned station for the Client, it changes
for the Administrator too.
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My extension
iz 115

User has an extension

that tells callers how to
dial him..

The User has a default
= station that tells
TeleVantage where to

Defautt

(Station IDY
Temporary
Station

ting hirm ...

...but he can change to a
ternporary station with
call forwarding..

A Client computer also has a default
station, so that whoever logs into the
Client from it can use its phone to
make recordings and place calls.

It isimportant to understand the distinction between a user’s extension and station ID:

m Extension. The number that callersdial to reach the user, not the number they dial to
reach the telephone on the user’ s desk. Because users can set up call forwarding or
routing liststo route their calls elsewhere, acall to auser’s extension might actually ring

another phone in the office, their home phone, a cell phone, and so on.

m Station ID. The station 1D representsthe physical tel ephone assigned to the user, and the
user’s default location. In the absence of call forwarding or other custom changes, calls
to the user’ s extension ring his or her station. Thereisno way to dial a phone according

toits station ID.

Setting up conference room, fax, or area phones

All stations must be assigned to a user, even phonesthat are not associated with anindividual in
theworkplace, such asaconference room phone. To represent such phones, create dummy users
called “ Conference Robom 1,” “Mail Room,” ““Sales Fax Machine,” and so forth, and assign the

stations to them.
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Assigning multiple users the same station

Y ou can give multiple users the same station 1D, which means they share the same phone.
Outgoing calls from the phone are attributed in the Call Log to the user who logged on most
recently.

For example, Steve and Dorothy work different shifts, but they share the same workstation. At
the beginning of hisshift, Stevelogson to the Client. In the Call Log, the From column for calls
he makes contains “ Steve”. At the end of his shift helogs off and exitsthe Client. Dorothy then
starts work, and makes a call using the telephone. Because she forgot to log in, thiscall isaso
identified in the Call Log as having been placed by Steve. After Dorothy logsin, either viathe
Client or the telephone commands, the station isin her name and the calls she makes are
attributed to her in the Call Log.

Assigning a DID number

Y ou can assign aDID number to auser from the block of numbers provided by your telephone
service provider. When TeleVantage recognizes this number as the final digits on an inbound
call, the caller is automatically connected to this user, bypassing the main auto attendant.

To assign multiple DID numbers to a user, separate each number with acomma (,). For more
information about DID, see “ Telephone company services that help TeleVantage” on page 5-5.

Creating a password

Enter anumeric Password that controls accessto the user'svoice mail and account options. This
password also allows the user to log on to the TeleVantage Client. The user’s password can be
changed either on thistab or in the Client.

Retype the new password in the Confirmation field.

Important: Assigning secure passwords is one of the key means by which you can protect your
business from unauthorized access, and lost money due to toll fraud. See Appendix C,
“Protecting Your Phone System Against Toll Fraud.”

User passwords must conform to your system’ s password reguirements. See“ The Security tab”
on page 3-15.

Setting up a personal operator

By default, TeleVantage dials the Operator user’ s extension whenever a caller presses 0 while
listening to a user's greeting or leaving a message. To transfer calls to another user instead (for
example, adepartmental operator, personal assistant, or other auto attendant), select the user to
whom you want to transfer callsfrom the Operator drop-down list on the General tab. For more
information about operators, see “The Admin and Operator users’ on page 6-2. A personal
operator can be also be set in the TeleVantage Client.

6-14

ADMINISTERING TELEVANTAGE



Choosing a language for telephone prompts
Onthe General tab, inthe Telephone prompts drop-down list, sel ect the language that you want
to be used for this user. When the user logs on or isidentified on the telephone, TeleVantage
automatically switches to this language for all subsequent system prompts during the call. The
language can be also be set in the TeleVantage Client. This setting does not affect any prompts
that other callers or users hear.

If you see only one language listed, you must reinstall the TeleV antage Server to add other
languages. See Installing TeleVantage.

The Recordings tab

Use the Recordings tab to configure the user’ s voice mailbox, record the user’ s voicetitle, and
allocate space for greetings and voice titles.

£ Miri Anatolia - User B3

General Recordings | Notificationsl EallHandIingI Phonel Dialingl Securityl Dtherl
— Mailbox - 1.4 minutes uzed [0.64 MB / 7.0%)

(+ Mailbox with |2D minute max size [9.2 ME]
= Mo mailbox

[ Sunchranize with Exchange senver mailbog:

Send personal call recordings to: Ithis uzer j

[ Allow voice mail log on during greeting by pressing 3

— Greetings and voice titles - .78 minutes used [0.36 MB / 7.8%]
M aximum gtorage: I‘I 0 minutes (4.6 ME]

Woice Litle:

.l}ll

.
™ ‘lJ

[ Net connected to recard, press to connect

Previous | Megt | Cancel | Help

Configuring the user’s voice mailbox

In Mailbox with __ minute max size, enter the maximum size of the mailbox, in minutes.
Mailboxes can be as large as 9999 minutes.

Choose the default setting of 20 minutes (9.2 MB of storage) for typical users. Y ou may need to
increase the default for users who record calls, because call recordings (including those that
were e-mailed to the user) are stored in the user’s mailbox.

To create an extension without a voice mailbox, for example, a conference room, fax machine,
or an |P Gateway user, click No mailbox.
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Enabling Microsoft Exchange Server synchronization

Y ou can enable synchronization of auser’ s TeleV antage voi ce messages with the corresponding
e-mail notifications in Exchange.

To enable synchronization

1. Check Synchronize with Exchange Server mailbox. If this control is disabled, first
set up Exchange Server notification on the Other tab of the System Settingsdial og box.
For moreinformation, see“Using Microsoft Exchange synchronization” on page 3-18.

2. Enter the user’s Exchange Server mailbox. This can be obtained from Microsoft
Exchange.

Note: Exchange Server mailboxes must not be confused with the e-mail address
supplied when setting up e-mail notification for the user (see “Setting e-mail notification”
on page 6-19). One of the e-mail addresses specified for the user for e-mail notification
must route e-mail to the Exchange Server mailbox that you specify here.

Choosing the mailbox for call recordings

By default, call recordings that the user makes manually from the TeleVantage Client’s Call
Monitor are sent to the mailbox of the user who made them. Select a name from the Send
personal call recordings to drop-down list on the Recordings tab to send personal recordings
to another user’s mailbox.

Note: This field applies only to call recordings manually made by the user. The destination for
automatic call recordings made by the system and by queues are set separately. See Chapter 4
and the TeleVantage Call Center Administrator’s Guide.

Viewing the user’s mailbox usage

The Mailbox frame displays how full the user’ s voice mailbox currently is, in minutes, MB and
percentage of total space.

To avoid slowing the opening and scrolling of the Users view, TeleV antage does not
dynamically recalculate these totals. Totals are recal culated once aday at 1:00 am. However,
you can recalculate the totals at any time by choosing Tools > Recalculate Disk Usage.

Allocating space for recorded greetings and voice titles

In Maximum storage, enter the number of minutes of recorded greetings and voice titles the
user can save. These voice file types include the following:

m Greetings. All greetings displayed in the Client’ s Greetings view, plus the user’s
grab-and-hold greeting.

m Voice titles. The user’'s own voicetitle plus all voicetitles for the user’s contacts.
The default setting of 10 minutes requires 4.6 MB of storage. The Administrator opens a

warning messageif thetotal allotment of voice message and greeting spacefor al usersexceeds
the available disk space on the TeleV antage Server.
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Enabling voicemail greeting logon

By default, users can log on to their TeleVantage accounts from a TeleV antage station or auto
attendant only. Y ou can aso choose to let this user log on by pressing 9 during his voicemail
greeting. If you have a DID-based system that uses no auto attendants, you should enable this
feature for al users, becauseit isthe only way for them to access their accounts remotely. To
enable the feature, check Allow voice mail log on during greeting by pressing 9.

With this form of logon, the system prompts the user for password only, not extension.

Note: Voicemail greeting logon can be slightly less secure than auto attendant logon. If you
enable voicemail greeting logon, you should enforce secure passwords. See “Restricting
password options” on page 3-15.

Recording the user’s voice title

A user’svoicetitleisashort recording consisting only of the user’ sname. TeleVantage usesthe
voicetitlein several prompts, for example, the call screening prompt when the user callsanother
user (the user receiving the call hears “ Call from <voicetitle>"). Users can record their voice
titlesthemselves in their own voices, using either the telephone commands or the Client.
However, since the voicetitleisacritical part of the TeleVantage system (for example, users
without a voice title are not listed in the dial-by-name directory), it is recommended that you
record them, after which those users who want to re-record them can do so.

To record the voicetitle, usethe audio controlsunder Voice title. See“ Using the audio control s’
on page 2-10.
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The Notifications tab

Y ou can set TeleVantage to send notification by e-mail, page, or phone call whenever a user
receives a new voice message. This powerful feature enables usersto keep abreast of their
TeleVantage voicemail no matter where they are. Notification messages include important
details about the call, and give users quick access to hearing the message and responding to it.
TeleVantage can send notificationsfor all voice messages or for Urgent messagesonly. Y ou can
also send notifications only at certain days or times.

Users can a so configure notifications in the TeleVantage Client.

£ Miri Anatolia - User [ %]

Generall Recordings  Motifications | EallHandIingI Phonel Dialingl Permissionsl Dtherl
Settings for: |E-mail notification |

After receiving a message, notify this user via g-mail:

IDD hat send e-mail notifications j

E-mail address(es]: |

IDD not attach voice message j

Schedule... |

Previous Megt

Cancel Help

Note:

Notifications are sent only for new voice messages, not new call recordings that arrive in

a user’s Inbox.

Notification information

Thefollowing information isattached to notifications of each type, making them apowerful tool
for voicemail management, even at aremote location.

E-mail notifications can contain:

Caller’ s name

Phone number at which the call originated
TeleVantage extension at which the message was left
Voice message length

Notes associated with the message

Voice message as a . WAV file attachment
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Pager notifications can optionally contain:
m Cadler ID for message
= TeleVantage extension that was dialed
= Voice message length

Call notifications contain:
m Voicetitle of the user who received the message
= Voicetitle or recorded name of the person who left the message, if available
= |dentification of urgent messages
m Length of the voice message

m Ability to press# right from the call and hear the message, then press 43 to call them
back.

Determining which voice messages send notification
For each notification type—e-mail, pager, and call—you can define how often notifications are
sent, using the following drop-down list options:

= Do not send notifications. The user does not receive notification of new voice
messages.

m Send notification for all messages. The user receives a notification whenever new
VOIiCe messages arrive.

m Send for Urgent messages only. The user receives a notification whenever voice
messages marked Urgent arrive.

Setting e-mail notification

Make sure e-mail notification is configured properly asdescribed in Installing TeleVantage. See
“Configuring e-mail notification support” in Chapter 10 of that manual for more information.

1. Fromthe Settings for drop-down list, select E-mail notifications.

2. Select whether e-mail notifications occur, and if so, how often. See the previous
section.

3. Inthe E-mail address(es) field, enter the e-mail address to which notifications are
sent. Separate multiple addresses by semicolons (;).

Note: Valid e-mail addresses must be in the format user @onpany. comor be
resolvable via the address book of the e-mail client configured on the TeleVantage
Server. For example, the e-mail address “Bob Smith” will work if the address book is
configured to look up or resolve on that name.
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4.

In the next drop-down list, choose whether the voice message is attached to the e-mail
asa.WAV file, by selecting one of the following:

= Do not attach voice message. The voice message is not attached to the e-mail.

m Attach voice message. Messages are attached to the e-mail and also appear in the
user’s TeleVantage Inbox marked as unheard.

m Attach voice message and mark as already heard. Messages are attached to the
e-mail and appear in the user’s Inbox marked as already heard.

m Attach voice message and delete from Inbox. Messages are attached to the e-mail
only, and do not appear in the user’s TeleVantage Inbox. Y ou cannot select this
option if Exchange synchronization is enabled for a user (see “Enabling Microsoft
Exchange Server synchronization” on page 6-16).

Setting pager notification

1.
2.

From the Settings for drop-down list, select Pager notifications.

Select whether pager notifications occur, and if so, how often. See “ Determining
which voice messages send notification” on page 6-19.

Inthe Page using field, select the dialing service that you want TeleVantage to use to
dia the user’s pager.

In the Dial Sequence field, enter the dial string for the pager, including the phone
number of the paging service and the pager's PIN if required. The dial string can
contain any touch tone digit (0-9, *, #). Y ou can enter commas to indicate 1-second
pausesin the dial sequence.

Y ou can also use the following specia characters to add information to the page:

= | ori sendsthe Caller ID number (for an external call) or TeleVantage extension
(for an internal call).

m E or e sends the TeleVantage extension that the caller dialed.
m L or | sendsthe length of the voice message in seconds.

For example, the dial sequence 18007771000, , , 1245983#E causes TeleVantage to
dia the paging service, pausefor 3 seconds, enter the pager’ sPIN (1245983) followed
by # to indicate end-of-PIN, enter your extension (where the voice message was | ft),
and then hang up. In this example, your pager displays only the extension number.

If usersreceive only the last portion of the pager data specified, there are not enough
pauses between the pager number and the information. If this problem occurs, add
more commas.

Note: Do not enter multiple stars (*) in a row in the pager string. Use only one star to
send a dash. Multiple consecutive stars can terminate the page message.
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Setting call notification
1. Fromthe Settings for drop-down list, choose Call notification.

2. Select whether call notifications occur, and if so, how often. See “ Determining which
voice messages send notification” on page 6-19.

3. Click _| in the Number field to open the Call Natification Number dialog box.

= Egtension:
IDperator [= 0] j
* Phone number:
LCall using: IS - Phane number j
Murnber: J(208) 1111111 I
Cancel | Help |

4. Choose one of the following options:
= Click Extension and select an extension from the drop-down list.

m For an external number, usethe Call Using drop-down list to select the access code
and dialing serviceto use when placing notification calls. Then enter the number to
dia in Number, exactly asit should be dialed.

5. Click OK.

Scheduling notifications

If you do not want to receive notifications 24 hours aday, 7 days aweek, you can schedule
notifications to occur at specific times only. For example, you can have TeleVantage send
notifications only during business hours or after business hours on work days. Y ou can aso set
up custom hours. Y ou can create different schedules for e-mail, pager, and call notification.
Notifications can also be scheduled in the TeleVantage Client.

Note: When you turn notification on for a user, by default TeleVantage sends notifications 24
hours a day, 7 days a week. If this is what you want to do, you do not need to schedule
notifications.

A schedule contains individual schedule entries. For example, if you want a user to be notified
of new voice messages during business hoursand all day on holidays, you would add a schedule
entry for “during business hours’ and another schedule entry for “on holidays.” Y ou (or users)
can define custom schedule entries for even greater precision.

Y ou can enable or disable each schedule entry as needed. For example, if you do not want auser
to be paged during a specific upcoming holiday, disable the schedule entry for “on holidays.”
Y ou can enable it after the holiday has passed.
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Defining a schedule for notifications

After setting the options in the e-mail, pager, or call section on the Notificationstab, click
Schedule in the appropriate section to define a schedule for notification. The Schedule
(E-mail/Pager/Call) Notifications dialog box opens. The Schedule button is unavailable until
you have created notification settings on the Notifications tab.

= Alwaps send a notification

+ Only send a notification during the: following times:

Enabled| Description

Edi. | Delte |

QK | Cancel | Help |

The Schedule Natifications dialog box lists the schedul es that have been defined so far, if any.
Click one of the following:

= Always send a notification. The schedule entriesin thelist (if any have been created)
areignored, and the user receives notification of new voice messages at all times.

= Only send a notification during the following times. The user receives notification

only during the times specified in the schedul e entries that appear in thelist with acheck
mark in the Enabled column.
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To add a schedule entry
1. Toadd aschedule entry, click Add. The Schedule Notification dialog box opens.

Thiz schedul

= During nonbusiness hours
= After business hours on workdays

= On norworkdays Business Hours... |
" On holid

RS [Eustam Hours. . |
= During custom hours

¥ Enable this schedule action

QK I Cancel | Help |

2. Toview or change the business and holiday hours used for scheduling, or to create
other sets of business hours, click Business Hours. See “To define business hours’
on page 3-3.

3. Under This schedule entry occurs, choose one or more of thefollowing time periods
during which you want to notify the user of new voice messages. For purposes of
illustration, each of the time periodsin the following list show in parentheses what
would be the result of selecting that time period in a company whose business hours
are Monday through Friday, from 9:00 am. to 5:00 p.m.

m During business hours. (Notifications are sent during business hours, Monday
through Friday, from 9:00 a.m. to 5:00 p.m.)

= During nonbusiness hours. (Notificationsare sent at all times other than business
hours, including early mornings, evenings, weekends, and holidays. Notifications
are sent Monday through Friday, 5:01 p.m. to 8:59 a.m., and on Saturdays, Sundays,
and holidays.)

m After business hours on workdays. (Notifications are sent Monday through
Friday, 5:01 p.m. to 8:59 am.)

m On nonworkdays. (Notifications are sent on Saturdays and Sundays.)

= On holidays. (Notifications are sent on holidays.) See “ To define business hours’
on page 3-3.

m During custom hours. (Natifications are sent during specific days and hours
independent of the business and holiday hours aready defined.) See “ Setting up
custom hours” on page 6-24.

4. Besureto check Enable this schedule action, and then click OK. Now the schedule
in the Schedule Notifications dial og box includes the schedule entry you just created.
Add more schedule entries as needed, and then click OK when you are finished.
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Setting up custom hours

Y ou can define custom hours that are not related to your office’s business hours and holidays
and use them to schedule notifications, auto attendant actions (described in Chapter 9), and
routing list actions (described in Chapter 8). Custom hours are specific to the user, auto
attendant, or routing list for which you create them. That is, the custom hours you set up for a
user do not apply automatically to other users. Custom hours for a user can also be set up in the
TeleVantage Client.

When setting custom hours, you can enter dates and timesin most formats—they are converted
to a standard format based on your Windows regional settings.

To set custom hours

1. Click Custom Hours in either the Schedule Notification dialog box (for users) or the
Schedule Action dialog box (for auto attendants). The Custom Hours dialog box
opens.

Dates I

Thiz schedule will be active on the following days:

Draps: Hours:

I Monday |

¥ Tuesday [5:00 Pid - £:00 PM
I~ Wednesday |

¥ Thursday |5:DD P - 8:00 PM
I~ FEriday |

I Saturday |

I~ Sunday |

QK | Cancel | Help |

2. Onthe Daystab, check each day of the week for which you want the custom schedule
to be active. If you leave the Hours field blank for a selected day, the entire day is
included in the custom schedule. To include only part of a day, enter starting and
ending hours.
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3. OntheDatestab, click Add if you want to apply the custom schedul e to aspecific date.
Days Dates |

Thiz schedule will be active on the following dates:

24,2001 12:00:00 P - 10:00:00 P

Edi. | Delte |

QK | Cancel | Help |

4. Inthe Custom Date dialog box that opens, enter the Custom date, and then click All
day or Partial day. For apartial day, enter starting and ending times.

Custom Date

Custom date: [42/29/2001

= Al day >

Partial day hours

Active hours begin at: IUQ;UU A
Active hours end at: |1 200 P

QK I Cancel | Help |

5. Click OK to add the custom date to thelist on the Datestab of the Custom Hoursdialog
box.
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The Call Handling tab

Y ou set up call screening, dial-by-name options, and hold music for a user on the Call Handling
tab.

£ Miri Anatolia - User B3

Generall Hecordingsl Motifications ~ Call Handling | Phonel Dialingl Securityl Dtherl

— LCall handling
[~ Announce who the call is for
Screen and announce the caller for these types of calls:
¥ Intemal [¥ Estemnal [~ Estemnal Direct

¥ sk callers without a voice title for their narme

[~ If caller ID is present, do nat ask for their name

[~ Announce who iz ransferring

r— Dial-by-name optian:

¥ List in dial-by-name directorny ¥ Flay extension ta the caller

— Hold music

[~ Change hold music ta station number: IU

Call Eorwarding... |

Cancel | Help |

Previous | Megt |

Setting up call screening and announcing

TeleVantage provides two call-screening features—call announcing and call screening—that
verbally give the user information about incoming calls. The user can then decide whether to
accept or decline acall. When turned on, a user picking up his or her ringing phoneis not
connected to the caller. Rather, the user hears a message identifying the call, then a prompt to
accept or decline the call. These features are especially useful when the user is not running the
TeleVantage Client. For more information about answering the phone with call screening and
call announcing, see Using TeleVantage.

To turn off call screening and announcing, so that the user is connected directly to the caller
when picking up the phone, uncheck Announce who the call is for, Internal, External, and
External Direct.

Call announcing

Check Announce who the call is for to have TeleVantage announce whom the call isfor when
the user answers the phone. The user hears “ Call for” followed by the name of the user whose
extension was dialed. Thisfeatureisuseful if the user sharesaphone. It isalso convenient if the
user receives both personal and call center calls.
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Call screening

When call screening isturned on, the user picking up the phone hears“ Call from,” followed by
the name of the caller.

To turn on call screening

1. Under Screen and announce the caller’s name for these types of calls, turn call
screening on for any of the following types of calls by checking them:

m Internal. Calsfrom TeleVantage users.
m External. External calls routed to the user by an auto attendant or operator.

m External direct. Callsdiaed directly using the user’s DID number, or calls that
comein on atrunk configured to send calls to this user.

2. Check Ask callers without a voice title for their name if you want TeleVantage to
prompt callersto say their names if no voice titles have been recorded for them. The
caller’sanswer is then played to the user after the “ Call from” message.

With this field unchecked, when the user receives acall from acaller without a voice
title he or she hears either “Call from internal user,” “Call from external caller,” or
“Call from contact.”

If the user has aphonewith aCaller ID display, you can check If Caller ID is present,
do not ask for their name, since the user can see who is calling. Thisavoids
prompting callersto identify themsel ves unnecessarily. When Caller 1D isnot present,
name prompting is used.

3. Check Announce who is transferring if youwant TeleVantageto play thevoicetitle
of the user who istransferring acall.

Setting up call forwarding

Call forwarding directs the user’ sincoming calls to ring at another phone, either another
extension or an external number.

A changeto call forwarding automatically updates the Where | Am location in all of the user’s
routing lists. TheWhere | Am locationisnormally thefirst stepinarouting list. Therefore, when
call forwarding isturned on, arouting list rings the forwarding phone number as the first step,
and does not ring the user’ s default station. Call forwarding options can a so be set in the
TeleVantage Client. For more information about routing lists, see Using TeleVantage.
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To turn on call forwarding

1.

On the Call Handling tab of the User dialog box, click Call Forwarding. The Call
Forwarding dialog box opens.

Call Fowarding

v Fonward Calls [change "where | am' )

to another extension... Lall using: Ig - Phone number

hdi
MHumber: I il

= | Esttermpt Cenfreq/FREE arster

to my home number...

to my second home number. .
to my mobile phone. ..

ta another number...

—when forwarding calls to an external number
Call number for |30 seconds
I~ Prompt recipient for password

I~ Prompt recipient to accept or decline call

I lgnore call rules and use Standard routing list

QK I Cancel Help

Note: The call forwarding settings in this dialog box may be overridden if a user
changes the active settings directly or applies a personal status with different call
forwarding preferences. For more information, see Using TeleVantage.

Check Forward Calls (change “where | am”) and select one of thefollowing from the

st of locations:

To forward calls to another extension, select to another extension in thelist of
locations and then select the extension from the drop-down list.

Toforward callsto an externa phone number, Internet address, or other destination,
select the appropriate category in the left pane, and then enter the dialing servicein
the Call using field and the number in the Number field.

See “Forwarding calls over Centrex/PBX trunks’ on page 6-30 for an explanation
of the Attempt Centrex/PBX Transfer field.

Under When forwarding calls to an external number, choose any of the following:

Call number for __seconds. Determinesfor how long acall ringsat the forwarded
phone before proceeding to the next step on the user’ srouting list (usually voice
mail). If the option Prompt recipient for password or Prompt recipient to accept
or decline call is checked (described below), you must allow at least 30 seconds.
Otherwise the call might be sent to voice mail before the user finishes listening and
responding to the prompts.

Prompt recipient for password. If checked, the person who picks up the phone
hears, “Call for <the user’ svoicetitle>. Please connect me.” To be connected to the
caler, the user must enter avalid TeleVantage password. Choosing this option
ensures that only users can receive their forwarded calls.
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Thisoption is used only when calls are forwarded to an external number and the
user has avoice title recorded.

m Prompt recipient to accept or decline call. If checked, when the user picks up the
phone, TeleVantage announces the caller (“Call from™) and intended recipient
(“Call for") and offers the option to accept or decline the call. Declined calls
proceed to the next step in the user’ srouting list, usualy voice mail.

Note: When you forward calls to a mobile phone, make sure that you check Prompt
recipient to accept or decline call. See “Mobile phone issues with forwarded calls” on
page 6-29.

4. SelectIgnore call rules and use Standard routing list if you want to sends all of the
user’ sincoming callsto the forwarded phone. This setting disablesthe user’scall rules
and uses the Standard routing list for al calls. See Using TeleVantage for an
explanation of routing lists and call rules.

Leaving thisfield unchecked keepsthe user’ sactiverouting list and call rulesin effect,
which means that some calls might ring el sewhere than the forwarded phone.

5. Click OK.

To turn the user’s call forwarding off, uncheck Forward Calls in the Call Forwarding dialog
box.

Mobile phone issues with forwarded calls

Callsto amobile phone are picked up by the mobile phone company first and then passed to the
individual phone. When TeleV antage detects the first pickup, it stops proceeding down the
routing list, whether or not anyone has actually answered the mobile phone. For this reason,
when forwarding calls to amobile phone, always check Prompt recipient to accept or decline
call. TeleVantage then relies on user input to signal a connection. TeleVantage proceeds down
the routing list unless someone explicitly accepts the forwarded call.

Call forwarding and voice mail
If aforwarded call isnot answered, it is sent to the user’ s voice mail.

To completely transfer auser’scallsto another user's phone, so that the other user receivesvoice
mail aswell asthe callsthemselves, do not use call forwarding. Instead, use the Client to create
arouting list whosefinal (and only) action is Transfer to Extension, and makeit the user’ sactive
routing list. See Using TeleVantage.
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Forwarding calls over Centrex/PBX trunks

If your Server uses Centrex trunks, is connected to an external PBX, or is connected to another
TeleVantage server with an |P Gateway, you can forward calls using the option Attempt
Centrex/PBX transfer, which economizes TeleVantage' s trunk usage.

If this option is checked, TeleVantage does the following:

m Iftheincoming call ison an analog Centrex/PBX line, TeleVantage attemptsto route the
user’sincoming calls out to the forwarding number on the same trunk line using a
Centrex or external PBX transfer, thus saving two TeleVantage trunks. Incoming calls
on other anal og trunk types are routed to the forwarding number in the usual way, using
a second trunk.

= Incaseswhere acall isforwarded between three TeleVantage Serversusing IP
Gateways, TeleVantage performs call path replacement to conserve trunks. For
example, if acall starts on Server A, goesto Server B, and is forwarded to Server C,
TeleVantage automatically simplifies the path to adirect connection between Server A
and Server C, thus saving trunk usage on Server B. For more information on IP
Gateways, see “Connecting two Servers using |P Gateways’ on page 13-8.

Note: Forwarding calls with this method avoids tying up extra trunks. However, when a call is
routed out using a Centrex/PBX transfer, TeleVantage loses control of it and cannot send it to
subsequent steps on the user’s routing list. For example, after a call is transferred using
Centrex/PBX, it does not go to voice mail.

Thisoption is also available when specifying external phone numbersin auser’ s routing list.
See Using TeleVantage.

Listing a user in the dial-by-name directory

To include a user's name in the dial-by-name directory that callers can search, check List in
dial-by-name directory on the Call Handling tab, and make sure that the user has avoicetitle
recorded.

To play auser's extension aong with the user's name when callers choose the user from the
dia-by-name directory, check Play extension to the caller.

Note: This checkbox is enabled only if Present names using numbered list is selected in
System Settings. See “Creating dial-by-name directory settings” on page 3-17.

Setting the user’s hold music

Users can have individualized hold music, that is different from the default system hold music.
A user’'shold musicisheard by callerswhenever the user putsthem on hold. A user’ shold music
can come from any station that you have set up as a music-on-hold device.

To customize hold music for a user, check Change hold music to station number, and enter
the station ID of the music-on-hold device that you want. If unchecked, the system-wide hold
music is used for the user.

To set up default system hold music, see “ Setting Server configuration” on page 3-5.
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The Phone tab

Use the Phone tab to make settings relating to the user’s phone. The Phone tab appears
differently for the following types of phone:

= Any analog phone, including CLASS and ADSI feature phones
= [P phone
= Toshibadigital phone

Phone tab (analog phones)

Generall Recordings I Motifications I CallHandling ~ Phone | Dialing I Security I Other I

— Setting:
Bing phone for |2D seconds

On off-hook, automatically speed dial:

Send digits to station: I[)o not send digits j

— Uze the following features on this user's phone

Analog phone type: | Standard |
[~ Caller ID [~ Message waiting indicator
[~ Caller ID on call waiting ¥ Stutter dial tane

I~ Yoicefirst answering

— [~ Pad extensions when sent as Caller ID

Padding position: IAfter extension j
Fadding character: IU j

Previous | Megt | Cancel | Help |

Setting the number of seconds to ring the phone

Inthe Ring phone __seconds field, enter the number of seconds TeleVantage rings the user’s
extension before proceeding to the next action in the user’ srouting list. Thisoption can also be
set in the TeleVantage Client.

Having the station automatically dial when taken off hook

To have the user’ s station automatically dial a number whenever it is taken off hook—for
example, to create ahotline phone—enter the number in On offhook, automatically speed dial.
For more information, see “Having a station automatically dial when picked up” on page 5-31.

Sending DTMF digits to stations

Usethisfeatureif you areintegrating athird-party devicewith TeleVantage, such asafax server
or voice mail system. For more information, see “ Extending TeleVantage with third-party
devices’ on page 14-4.
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Activating features for analog CLASS phones

Certain anal og telephones support specia features, known as CLASS features. Not all phones
support al features. For alist of phones that have these features, see Installing TeleVantage. If
auser has a phone that supports one or more of these features, you activate them on the Phone

tab.

Under Use the following features on this user’s phone, select the user’ s phonetype and check
any of the features that are supported on the user’s phone. These options can also be set in the
TeleVantage Client.

Analog phone type. For most analog phone types, select Standard. If the user isusing
an Aastra Powertouch or Cybiolink phone, select that phone type instead.

Note: You must be using an Aastra Powertouch or Cybiolink phone, and have selected
it here, to use voice-first answering, paging, or intercom with an analog phone. If your
regular analog phone is in hands-free mode, you can use these features.

Caller ID. TeleVantage sends Caller ID name and phone number to the user's phone on
an incoming call, along with the date and time of the call. Caller ID is sent for
TeleVantage users and external callers, aswell asfor contacts who can be identified by
TeleVantage. TeleVantage may also send “P”, indicating a private cal, or “O”,
indicating an out of areacall.

Caller ID on call waiting. TeleVantage delivers Caller ID information while the user is
on another call, so that the user can decide whether or not to accept the incoming call.

When this option is used, the first call waiting beep is a different tone than the second
beep, because the first beep is a special ADSI Alert Tone. Y ou can change the volume
of thefirst beep by modifying the registry key DXCH_ADSIALERT_AMPL. See
“VoiceBoard channel settings’ on page A-23 for details.

Message waiting indicator. TeleVantage notifies the user when a new voice message
isreceived by activating the message waiting indicator on the user’s phone.

Stutter tone. TeleVantage alerts the user to the existence of unheard messagesviaa
stutter dial tone when the user picks up the phone.

Voice-first answering. Enables voice-first answering. With voice-first answering,
internal calls are connected to the user’ s speakerphone automatically without the phone
ringing or needing to be picked up. All external callers ring the phone as normal.

To usethisfield, voice-first answering must be enabled at the system level (see“The
General tab” on page 3-5), and the user must have selected Aastra Powertouch or
Cybiolink under Phone Type above. Voice-first answering is aso available if your
analog phoneis in hands-free mode.
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Padding extensions sent as Caller ID on internal calls

For internal calls, TeleVantage sends the user’'s extension as Caller ID. Some Caller ID displays
cannot handle Caller ID strings of less than 10 digits. On the Phone tab, check Pad extensions
when sent as Caller ID to add digitsto a short string so the phones display extensions correctly.
Choose aPadding position:

m Before extension. Add digits before the extension with the padding character you
select, for example, *******186,

m After extension. Pads after the extension, for example, 186*******

Phone tab (IP phone)

If the user uses an I P phone, such as a Polycom phone or an Intel PBX-I1P Media Gateway, then
do the following:

1. Assigntheuser astation ID of O.
2. Click the Phone tab. The Phone tab has a different appearance for users with station

ID 0.
£ Kenneth Deimoch - User B3

Generall Recordings I Motifications I CallHandling ~ Phone | Dialing I Security I Other I
¥ Using a %ol phone

Bing phone for |2D seconds

Phane type: IPolycom SoundPaint IP

=
Callusing: |56 - Inkemmet =l
R4

Address: |

Check Using a VolP phone.
Make the following selections relating to the IP Phone:

m Ring phone for __seconds. Enter how long the phone should ring on incoming
calls before the calls proceed to the next step on your routing list.

m Phone type. Select the user’s make of 1P phone.

m Call Using. Select the Internet dialing service used to place outbound callsfrom the
IP phone.

m Address. Enter the IP address of the I P phone.
5. Click OK.

For more information on setting up and using an | P phone with TeleVantage, see Appendix E.
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Phone tab (Toshiba digital phone)
The Phone tab displays a set of options customized for the Strata’ s special features.

£ Kevin Flaherty - User |

Generall Recordings I Motific-ations I CalHanding  Phone | Dialingl Securit_l,ll Other I

—Settings

[~ On

Ring phane for |2|:| zecohds

LCD idle meszage: I

Rikng volume: I

[¥ Use voice-first answering

off-hook, automatically :peed dial: J

— Buttan settings

Buttan

[ L= ) B L PR L )

Feature Farameter -

Primary Directory Mumber [PDH]
Primary Directory Mumber [POM]
Primary Directory Mumber [POM]
< Unazsigned »
< Unazsigned »

Prewvious

Cancel | Help |

Make the user’ s phone settings as follows:

1. Under Settings, set the following options:

Ring phone for __ seconds. Enter the number of seconds that you want
TeleVantage to ring the user’ s extension before continuing with the user’ s routing
list or transferring to voice mail.

On off-hook, automatically speed-dial. Check to have the user’s station
automatically dial a number whenever it is taken off hook—for example, to create
a hotline phone. Enter the number to dial. For more information, see “Having a
station automatically dial when picked up” on page 5-31.

LCD idle message. Enter the message that you want to appear on the LCD display
when the phone is not in use. This message usually shows the user name and
extension for the phone.

Ring volume. The dider bar adjusts the default ring volume for the phone.

Use voice-first answering. Enables voice-first answering. With voice-first
answering, internal calls are connected to the user’ s speakerphone automatically
without the phone ringing or needing to be picked up. All externa callersring the
phone as normal.
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To usethisfield, voice-first answering must be enabled at the system level (see
“The General tab” on page 3-5)

2. IntheButton settings section, you can set each of the Toshibaphone' sprogrammable
buttons. To set a button, click the button number in the Button column, then select a
feature from the drop-down list in the Feature column.

— Button zetting:

Button | Feature |
Frimary Directory Mumber [FOM] LI

< unaszigned »
Account Code

Call Forwarding [CFD)
Call Menu

[0 Mot Disturb [DMD)
Flash

Park / Unpark hd
Primary Directory Mumber [FON]
Record Call

Release
Secondar Directory Mumber [SDM) I Cancel | Help |
Send to Y oice Mail [Sh)

P AR

S-S I L )

If you select Speed Dial or Secondary Directory Number in the Featureslist, seethe
following sections for instructions.

3. Click OK.

Setting Speed Dial parameters

If you select the Speed Dial feature and click the button in the Parameter column, the Speed
Dial window opens.

(" Eztension:
I Operator [ 0] j

(+ Phaone number:

LCall using: IS - Phone number

=
Mumber:  |B540800 v
rng I Cancel | Help |

To speed-dial an extension, click Extension and select an extension from the drop-down list. To
speed-dial an outside number, click Phone number, select the number used to get an outside
lineintheCall using field, and then enter the phone number that you want to dial inthe Number
field.
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Setting Secondary Directory Number parameters

If you select the Secondary Directory Number (SDN) feature and click the button in the
Parameter column, the Secondary Directory Number dialog box opens.

Secondary Directory Number

Extension:

|+ Bing this phone when the extension iz called

(+ Ring immediately %

(" Ring after |2D seconds
QK I Cancel | Help |

Inthe Extension field, you can select asecondary number from the drop-down list. If you check
Ring this phone when the extension is called, you can set your phone to either ring
immediately, or specify the number of secondsto wait before ringing.

The Dialing tab

Use the Dialing tab to control which numbers the user is permitted to dial.

Note: Itis recommended that you set dialing permissions at the Role or dialing service level, and
set permission at the user level only for special exceptions. In cases of conflict, the more
individual setting applies. See “Dialing permissions hierarchy” on page 6-53 for more information.

£ Miri Anatolia - User B3

Generall Hecordingsl Notificationsl EallHandIingI Phone  Dialing | Securityl Dtherl

r— Dialing permission

Default permission: IUse Fiole permissions j

Exception permissions:

Mumbers beginning with Permizzion |

Add.. Edi. | Dpeee |

—Account code:

Inbound mode: IDptionaI nan-verified j
Outbound mode: IDptionaI non-verified j
[ Allow automatic account code laokup

Previous | Megt | Cancel | Help |
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To set dialing permissions

1.

5.

Use the Default permission list to specify how to set the user’sdialing permissions.
Choose one of the following options:

m Use Role permissions. Appliesthe dialing permissions set up for theroleto which
the user belongs. Thisisthe easiest way to set up dialing permissionsfor users. See
“Managing roles’” on page 6-46 for more information.

m Use Role permissions except the following. Applies the dialing permissions set
up for therole, except for the numbers allowed or disallowed in the Exception
permissions list. The listed settings override the rol€' s settings.

= Allow all numbers except the following (ignore Role permissions). Allows the
user to dial al numbers except those disallowed in the list.

m Disallow all numbers except the following (ignore Role permissions). Prevents
the user from dialing any numbers except those allowed in the list.

Under Exception permissions, click Add to add a new exception permission to the
list. Click Edit to modify an existing exception permission. The Dialing Permission
dialog box opens.

Untitled - Dialing Permission

IAIIDW vI phiohe numbers starting with I‘I and
(0] 4 I Cancel | Help |

Inthe Dialing Permission dialog box, chooseto Allow or Disallow calls, and then enter
the digits. Enter a phone number or theinitia digits of a phone number. Be sure to
include 1 before the number if it is normally be dialed as part of the number, for
example, 1800.

Click OK. The exception permission appearsin the Exception permissions listandis
applied whenever the user dials a number beginning with the digits.

Click OK on the Dialing tab to save your changes.

Setting account code modes

Account code modes determine whether and under what circumstances TeleV antage prompts
the user to enter an account code. For instructions, see “ Setting a user’ s account code modes’
on page 10-10. For an overview of account codes, see “Using account codes to track phone
usage” on page 10-6.

CHAPTER 6. MANAGING USERS AND ROLES 6-37



The Security tab

The Security tab controls the user’ s access to TeleVantage features by means of roles and
permissions, and lets you manually control the user’s password security.

For adescription of permissions, see “ TeleVantage permissions’ on page 6-49.

£ Miri Anatolia - User B3

Generall Hecordingsl Notificationsl EallHandIingI Phonel Dialing  Security | Dtherl

— Permizsion

= Standard
Access Call Center Reporter Use rales [Allow)
Flace external calls when logged on via atunk. Use roles [Allow)
Flace external calls from a station Use rales [Allow) LI
L T IR Y T

— Boles to which this user belong

Adminizstrators
=

Mvmim T e,

Change... |

— Security

[~ Password never expires

[ User must change password on next log on
I~ Useris locked out

Previous | Mext | Cancel Help

Before assigning permissions

Before assigning permissions and roles to users, set up the roles the way you want (see
“Managing roles’ on page 6-46). A role is atemplate enabling you to apply the same group or
collection of permissionsto multiple users, so by setting up rolesin advance, you can savetime
in giving each user the permissions he or she needs.

Assigning the user’s permissions

A user’ s permissions determine which TeleVantage views and features he or she can use. To
assign permissions, do the following:

1. Assigntheuser toaroleif necessary. A roleisacollection of permissions. By default,
new users belong to the Usersrole. To assign the user to anew or different role, click
Change. See the next section for instructions.

Note: A quicker way to assign batches of users to a role is to edit the role. See
“Assigning users to a role” on page 6-46.

Y ou can assign auser to morethan onerole. If theroles permissionsconflict, the most
permissive setting is used. For example, users who belong to both the Users role and
the Administrators role have their permission for Place external calls when logged

on via a trunk set to Allow, which isthe permission level for the Administratorsrole.
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2. If you want to give the user unique permissions, different from those of therolesto
which he or she belongs, edit the user’ s permissions using the Permissions pane. The
user’s Permissions pane settings override all role settings.

To adjust an individual permission for a user, click the vValue column for that

permission in the Permissions pane. Select one of the following from the drop-down

list:

m Use roles (value). Permission for thisitem is determined by the user’s role
memberships (described in the following section). The actual value of the
permission is displayed in parentheses.

= Allow. Thelisted feature (for example, exporting Contacts) is available to the user.
m Disallow. Thefunction is not available to the user.

m View and Edit. The specified tab or folder (such asthe Phone settingstab or the Call
Log folder) can be viewed and edited by the user.

m View only. The user can view the folder or tab, but cannot change it.

= No access. Thefolder or tab cannot be used or viewed by the user.

Changing the user’s roles
To change the roles to which the user is assigned, do the following:

1. Click Change on the Security tab. The Roles dialog box opens.
Rotes |

All roles: Selected roles:

Gueue Supervizors T Adminigtrators
4| Users
<< Remove |
Mew Role... |

2. UseAdd and Remove to place the roles to which the user should belong in the
Selected roles list.

To create anew role, click New Role. See “ Creating a new role” on page 6-47 for
instructions.

3. Click OK.

Note: Ifthe user belongs to no roles, by default the user’'s permissions are all set to deny access.
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Securing the user’s account

Use the optionsin the Security section of the Security tab to protect the user’ s account and your
TeleVantage system from unauthorized access and toll fraud. For more information about toll
fraud, see Appendix C, “Protecting Y our Phone System Against Toll Fraud.” For system-wide
security options, see “ The Security tab” on page 3-15.

The following security options are available:

m Password never expires. If checked, the user’ s password does not expire, athough you
can aways manually change it or force the user to changeit. If unchecked, the user's
password may expire as determined by your system settings (see “ I ncreasing password
security” on page 3-16).

Checking thisfield is a security risk, as long-standing passwords are easier to guess.

Note: You should check this field for users of Polycom IP phones, because a changed
password prevents the phone from working. See “Issues for users of Polycom IP phones”
on page E-15.

m User must change password on next logon. If checked, the system requires the user
to change his or her password the next time he or she logs on to any workstation
application or by using the telephone commands.

m User is locked out. If checked, the account cannot log on to the system, even with the
correct username and password. Depending on your system settings (see “Increasing
password security” on page 3-16), lockout can occur automatically if someone
repeatedly tried and failed to log on to the account. Uncheck the field to unlock the
account and permit normal logging on.
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The Other tab
The Other tab contains options for hands-free answering, outbound Caller 1D, and call logging.

£ Miri Anatolia - User B3

Generall Hecordingsl Notificationsl EallHandIingI Phonel Dialingl Security  Other |

—Hands-free mode
[~ Enable hands-free answering

[ Allow dialing in hands-free mode [requires dedicated voice resource)

Dial tone duration before going silent: ID seconds

—ISDM outbound caller (D
Calling party presentation: ISystem default [Set by telephone company) j

Calling party number: |

—LCall Log
¥ Log this user's calls: IAII callz j
[~ Organization: IABE Carp j _rI
—Logon
¥ Automatically log out of ather user's stations after IBD minutes of inactivity
Previous | Megt | Cancel | Help

Enabling hands-free answering

Hands-free answering is especially helpful for headset and speakerphone users. Using
hands-free answering, auser can leave hisor her phone off-hook and till receive, place, and end
cals. Thedial tone does not play, and the phone does not ring. When an incoming call arrives,
abeep playsto notify the user, then the call is connected. (For compl ete instructions on working
in hands-free mode, see Using TeleVantage).

Note: If you are using a BCP Connection Panel with stations 1 through 4 in hands-free mode,
and the Server goes down, the stations remain offhook and the Watchdog mode of Dialogic BCP
panels will not work. For more information about Watchdog mode, see Installing TeleVantage.

To enable hands-free answering for the user

1. Check Enable hands-free answering. If unchecked, hands-free answering is turned
off and the user’s phone behaves normally.

2. Toalow dialing while using hands-free answering, check Allow dialing in hands-free
mode. If checked, the user can place callsby dialing them. If unchecked, the user must
press Flash first to get adial tone, then dial the call.

Note: This option requires the system to dedicate a voice resource for each user for
whom it is checked. To see your system voice resource availability and current use, see
“The TeleVantage performance counters” on page 11-6. For more information
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regarding voice resource use, see Installing TeleVantage.

3. InDial tone duration before going silent, enter thelength of timein secondsthat you
want the dial tone to play after acall ends. To end a hands-free call, the user presses
the Flash button or hangs up, and then waits for the phone to go off-hook again.
During thistime the user hearsa dial tone. This setting alows you to control whether
or not the user hears adial tone for a specific amount of time before returning to
off-hook status after disconnecting from acall. The default setting is 0, meaning that
dia toneisnot played at all after acall ends.

Changing the hands-free answering beep

Y ou can change the beep that signals an incoming call during hands-free mode, by replacing or
re-recording the sound file HandsFreeBeep.vox, located by default in C:\Program
Files\TeleVantage Server\Vfiles.

Setting the user’s ISDN outbound Caller ID

If supported by your ISDN provider, usethe Calling party presentation drop-down list to select
the type of Caller ID number that accompanies outbound calls placed by the user on ISDN
trunks. Note that the user can make his or her own selection using the Client, but cannot specify
adifferent custom number. If the user selects Custom, the Caller ID iswhat is entered under
Custom here.

Note: On trunk types other than ISDN, outbound Caller ID is always set by the telephone
company.

Choose one of the following options:

m System default. Outbound Caller ID will be whatever you have set for the TeleVantage
system as awhole (see “ Setting ISDN outbound Caller ID for the system” on page 3-6).
The current setting is displayed in parentheses.

= Custom. You can specify acustom Caller ID number to make available to the user, for
exampletheuser’sDID number. If the user selectsit, it accompanieshisor her outbound
calls. Enter the Caller ID number in Calling party number.

When Custom is selected, outbound Caller ID name is set to the user’s TeleVantage
username.

m Blocked. Caller ID isblocked on outbound calls from the user.

For more information about ISDN outbound caller ID, see “ Setting ISDN outbound Caller ID
for the system” on page 3-6, and “ Specifying ISDN outbound Caller ID” on page 5-20.

Logging the user’s calls

Thefollowing sections cover how the user’ s callsappear inthe Call Log, interms of which calls
arelogged, whether they are associated with an Organization, and what happensif the user logs
onto another user’s station. For more information on the Call Log, see “Using the Call Log
view” on page 11-10.
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Determining which calls are logged

By default, all inbound and outbound calls made by the user appear in the Call Log. However,
there are timeswhen you might not want to log auser’ s callsdue to space or readability reasons,
for exampleif the user’ s station is connected to afax server used for sending thousands of faxes
daily.

Toturn off call logging for the user, uncheck Log this user’s calls. If checked, you can choose
whether to log the user’ sinbound calls, outbound calls, or both.

Notes

m If you turn off call logging for a call center agent, you will not be able to run reports on the
agent’s personal calls. Reports on queue calls and all statistics in the Queue Monitor are
unaffected.

m Users with call logging turned off cannot use the Client’s callback feature (File > Return
Last Call) or the list of recently dialed calls on the Client’s File menu.

m If you have turned off internal call logging at the system level (see “Logging internal calls”
on page 3-8), the user’s internal calls will not be logged, regardless of this setting.

Associating the user with an Organization

If you have created one or more Organizations, you can associate the user with the Organization
to which he or she belongs. All calls placed by the user will be logged with that Organization
showing in the Call Log's Organization column. Organizations are a means of setting up
multiple companies that share an office and a TeleVantage Server. See “ Using Organizations’
on page 10-2.

To associate the user with an Organization, check Organization, and select an Organization
from the drop-down list.

If unchecked, outbound calls from the user will appear in the Call Log with the Organization
column blank.

Resetting station logging after the user’s visits

If the user haslogged in at another user’ s workstation—using either the Client or the telephone
commands—this setting determines how much time elapses before the station automatically
resetsto itsdefault user. Enter the number of minutesin Automatically log out of other user’s
stations after __ minutes of inactivity.

Thisfeature provides away to automatically reset call logging in cases where the user walked
away from someone else’s desk without logging out. All calls are written to the Call Log
according to the user logged in at the station, so a user can log in anywhere in the office and
make callsthat are logged correctly under hisor her name. Callsfrom the station continue to be
logged under the visiting user’s name until one of the following happens:

m Thevisiting user logs out, either by pressing *00 at the dial tone or by choosing File >
Exit and Log Off in the Client. This resets the station to its default user.

= Another user logsin to the station using the Client or telephone commands. This resets
the station to the new user.
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Modifying a user’s Client settings

m The amount of time specified in Automatically log out of other user’s stations after
__minutes of inactivity isexceeded. Thisresetsthe station to the default user. Inactivity
is defined as any time except during active calls (inbound or outbound) and when
telephone commands are used that require entering a password (for example, logging
into the phone to listen to voice mail). All other station activity, such as picking up the
phoneand dialing * 14, or using the Client to play avoice message over the station, count
asinactivity.

Note: Incoming calls for other users, such as calls forwarded to the station, do not count
as activity even if they are answered.

Uncheck Automatically log out of other user’s stations after __ minutes of inactivity to
prevent resetting the station after any amount of inactivity.

There are timeswhen you may need to troubleshoot aspects of auser’s account that can only be
accessed using the TeleVantage Client. For example, with the Client you can modify the
following user settings that cannot be modified in the Administrator:

= Routing lists

m Cdlrules

= Voicemall greetings

= Personal status settings

m Call waiting and ringback settings
TeleVantage lets you modify auser’s Client-based settings directly from the Administrator,
saving you the trouble of going to users’ workstations and interrupting their work.

Y ou must have the Client installed to use this feature.

To modify a user’s Client-based settings from the Administrator

1. IntheUser'sview, select the user whose Client settings you want to edit.

2. Choose Users > Edit All Client Settings.
A limited version of the TeleVantage Client opens with the selected user logged in. Y ou can
access al Client-based features except for the following:

m Theuser'sVoice Messages view

m Theuser’s Cal Monitor

To modify many Client-based settings, choose Tools > Options. For complete instructions on
using the Client, see Using TeleVantage.
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Helping new users get started

To get new users up and running quickly on the system, give them copies of the TeleVantage
QuickSart Guide and the TeleVantage Pocket Reference Card.

When you add anew user, a“Welcometo TeleVantage” voice messageis copied automatically
to the user’ s voice mailbox. This message helps the new user get started by explaining how to
record a voice title and create a custom voice mail greeting using the telephone commands.

The information that new users must know includes:
m Their extensions and passwords.
m Their Direct Inward Dial numbers, if any.

m A list of your office's dialing services and access codes, along with instructions about
when to use each one.

m A list of special access codes, such asthe codes for the TeleVantage dial-by-name
directory and emergency services.

= The path they must use to install TeleVantage workstation applications, such as the
TeleVantage Client, TAPI Service Provider, and Contact Manager Assistant. The
default path is <Ser ver name>\ Net Set up\ Set up. exe.

m The URL address for the Web Client, if your system supportsit.

m Thetelephone key they must use at an auto attendant to log in from aremote phone, if
you have changed it from #.

= Whether they have permission to make externa calls:
= From stations
= When logged in from an outside phone
= Incall forwarding or routing list situations

= A list of any Client views or tabsin the Client’s Option dialog box that they cannot
access.

m Whether they can record calls in the Call Monitor.

Note: The TeleVantage QuickStart Guide contains a form where the user can write down some
of this information.

Deleting a user

Deleting a user prevents that user from using TeleVantage and removes all of the user's voice
mail files from the system (unless the voice mailbox is being shared with another user). A
deleted user’ s Call Log entries areleft in place to maintain an accurate and complete call history
on the system. Note that you cannot delete the Administrator or Operator user.

For information about deleting itemsin TeleVantage, see “Deleting items’ on page 2-9.
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Managing roles

Roles are templatesthat enable you to apply the same date of permissionsto multiple users. You
can create as many different roles as you want, to represent different groups of users who have
similar permissions. Roles appear in the Users view in bold.

When a user belongs to arole, he or she inherits the role' s permissions. A user can belong to
more than one role, in which case the most permissive settings apply in cases of conflict.

Y ou can grant auser individual permission settings that override those of therole, by adjusting
his or her permissions individually on the Permissions tab of the User dialog box. See
“Assigning the user’s permissions’ on page 6-38.

TeleVantage comes with the following two roles:

= Administrators. You cannot delete this role, but you can edit some of its settings. By
default the role has full permissions. Y ou can disallow only the following permissions:

m Place external callswhen logged on viaatrunk
m Place external callsfrom a station
m Forward or route callsto external numbers

= Return calls when logged on viaa trunk

The Admin user belongs to the Administrators role by default and cannot be removed.

m Users. By default new users belong to thisrole.

Assigning users to arole

The quickest way to assign a batch of usersto aroleisto edit the role and add the users. See
“Creating anew role” on page 6-47.

Y ou can also assign a user to arole by editing the user. See “The Security tab” on page 6-38.

Editing arole

To edit an existing role, double-click it in the Users view. For further instructions, see the next
section.

When editing arole, be aware of the following:

= When you change arol€’ s permissions, those permissions changefor all usersbelonging
to therole, except where auser’sindividual permission setting overridestherole, or
where a user’ s other role provides a more permissive setting.

= When you remove a user from arole, the user loses all permissions granted by that role.
= The Administrators role can only be edited in limited ways.
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Creating anew role

Y ou can create anew role, for example Admin Assistant, for agroup of usersthat require the
same or similar permissions. All users that you assign to this role are automatically granted its
permissions, except where their individual permission settings override roles.

To create anew role

1. Choose File > New > Role. The Role dialog box opens.

General | Usersl Permissionsl Dialing Permissions I

Mame: |Queue Adminiztrator

Comments: ;I

QK I Cancel | Help |

2. Enter the name of the role and any comments about its function.

3. Click the Userstab to assign usersto therole.

General Users | Permissionsl Dialing Permissions I

All uzers: Fiole members:

ACD Sales 15 Admin
Cynthia Caylor Cecilia St. John

D!c:k *Y'annopoulos P — | K.evin Flaherty
Diinga Frye

Frank Smith

John Sargent
Jozhua Fields
Kenneth Deimach
Miri &natolia

Med Brown
Operator

Richard Roque
Sales Queue user LI

QK | Cancel | Help |

To add usersto therole, select them in the All users list and click Add. To select
severa users at once, hold down SHIFT or CTRL asyou click.

To remove a user from the role, select the user and click Remove.
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4. Click the Permissions tab to choose the role's permission settings.

Generall Users  Pemissions | Dialing Permissions I

Folder ¥izibility
Administration
Folder Access

QK I Cancel | Help |

To set apermission, click its Value column and select the setting you want.

5. Click the Dialing Permissions tab to specify which numbers can be dialed by users
belonging to thisrole. A disallowed number prevents the dialing of any number
beginning with those digits.

~& Queue Administrator - Role E
Generall Usersl Permizzions  Dialing Permissions |
Drefault permission:
IUse dialing service permissions j
Exception permissions:
Mumbers beginning with Permizzion |
feld., Edi. | Dpeee |

Cancel | Help |

Note: You can set dialing permissions globally for each Phone Number dialing
service, and also individually for each user. In cases of conflict, the more individual
setting applies. See “Dialing permissions hierarchy” on page 6-53.
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6. Usethe Default permission list to specify how to set the role' s dialing permissions.
Choose one of the following options:

m Use dialing service permissions. Therole applies no dialing permissions or
restrictions to users belonging to it. Users' dialing is controlled by the permissions
of the dialing service they use, and any individual exceptions they have.

m Use dialing service permissions except the following. The exceptions you enter
here override dialing services' permissions for users belonging to thisrole.

m Allow all numbers except the following (ignore dialing service permissions).
Users belonging to thisrole can dial all numbers except what you disallow here,
regardlessof dialing service permissions. Usersare al so prohibited from dialing any
numbers disallowed at the individual level.

m Disallow all numbers except the following (ignore Role permissions). Users
belonging to thisrole cannot dial any numbers except what you allow here,
regardless of dialing service permissions. Users are also permitted to dial any
numbers allowed at theindividual level.

7. Under Exception permissions, click Add to add exception permissionsto thelist. For
instructions, see page 6-37.

8. Whenyou are finished defining dialing permissions, click OK to closethe Role dialog
box.

TeleVantage permissions

A user’ s accessto TeleVantage featuresis controlled by permissions. There are three types of
TeleVantage permissions:

m General user permissions. These control what Client views and TeleVantage
commands the user can use. See the next section.

m Dialing permissions. These control what phone numbersthe user can dial. See“Dialing
permissions’ on page 6-52.

m Call center agent permissions. These apply to agentsin a call center queue only, and
control what queue features the agent can use. See the TeleVantage Call Center
Administrator’s Guide.

Usersinherit general permissions and dialing permissions from the roles to which they belong.
Roles are collections of permissions that you set up to define jobs or rolesin your office. See
“Managing roles’ on page 6-46. Users can a so have individual permissions that override the
permissions of the roles to which they belong.
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General user permissions

To assign permissionsto arole, see“Creating anew role” on page 6-47. To assign individual
permissionsto a user, see “The Security tab” on page 6-38. Y ou can assign the permissionsin
the following table:

TeleVantage General User Permissions

Permission Controls the ability to...
Standard
Access call center reporter Use the call center reporter to run reports.
Place external calls when logged Dial in to TeleVantage from a remote location and place
on via a trunk external calls through the Server that get billed to the
Server. See also Forward or route calls to external
numbers.

Place external calls from a station Place outbound calls on TeleVantage trunks.

Change Personal Status Change the user’s own personal status. You might disallow
this for agents in a call center queue, to ensure that they
take calls during their shifts. See the TeleVantage Call
Center Administrator’s Guide.

Delete Call Log entries Use the Edit > Delete command in the Client’s or
Administrator’s Call Log.

Export data Export contacts, extensions, or the Call Log, using the
Client. Does not affect exporting audio files or using export
commands in the Administrator.

Forward or route calls to external Specify an external number when forwarding calls or

numbers setting up routing lists.

Log on to the Web Client Use the Web Client.

Log on to the Windows Client Use the TeleVantage Client.

Log on via IP trunk Log on when making an Internet call to TeleVantage .

Log on via station Log on by pressing # at a station.

Log on via trunk Log on when calling from a remote location, either via the
auto attendant or by pressing 9 at a voicemail greeting.

Change password Change the user’s own TeleVantage password.

Off-hook page Use the *15 telephone command to place pages or

intercom calls.

Pick up other ringing call Use the *91 or *99 commands to answer one ringing
station from another.
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TeleVantage General User Permissions

Permission

Controls the ability to...

Record calls

Record calls using the Call Monitor.

Report on all call logs

Run the Call Log report on the Call Log of any user or
gueue. When set to Disallow (the default), the report can
be run only on the Call Log of the user logged in to the
Reporter. For instructions on running reports, see the
TeleVantage Call Center Administrator’'s Guide.

Return external calls when logged
in on atrunk

Use the 43 or 44 commands to call back a voice message
from an external number, when calling in from a remote
location.

Show ‘All’ tab in Client
Extensions view

See a tab in the Client’'s Extensions view that shows alll
extensions in the system. With this tab turned off, the user
can still see the filtered tabs, such as tabs for workgroup or
call center queue extensions.

Access...

View and be able to use the specified features in the
Client’s Options dialog box (Tools > Options).

Access call forwarding

Forward calls, using the Client, Administrator, or telephone
commands.

Access voice title

Record the user’s own voice title, using the Client,
Administrator, or telephone commands. Does not affect the
ability to record or capture voice titles for contacts.

Folder Visibility

View...

These permissions control whether or not the specified
view or folder appears when the user logs into the
TeleVantage Client or Web Client. To make a folder visible
but not editable, use the Folder Access section.

Administration

Access...

View and be able to use the specified features in the
Administrator.

Note that the permission Access Queues folder enables
users to sign agents in and out of any queue, including
themselves if they are non-observer agents. It overrides
the per-queue permission Queue sign in/out (see the
TeleVantage Call Center Administrator’s Guide).

Edit all Client settings

Use the Edit all Client Settings button to edit a user’s
Client settings from the Administrator.
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TeleVantage General User Permissions

Permission

Controls the ability to...

Export Call Log

Export the Call Log using the Administrator. Does not
affect exporting the Call Log using the Client.

Export system prompt text

Export system prompts to a text file using the
Administrator.

Select a specific trunk for
outbound call

Dial 88 followed by a trunk number and a phone number to
place a call on a specific trunk.

Backup and restore the database

Perform database backups and restores.

Edit system settings in
TeleVantage settings editor

Use the TVSettings.exe application to modify registry
settings.

Start and stop the Server

Use the Administrator or Device Monitor commands to
start and stop the TeleVantage server.

Access...folder

These permissions control whether or not the specified
view or folder appears when the user logs into the
Administrator.

Folder Access

Access...

These permissions control the degree of access the user
has to the specified Client view or folder. Some folders
permit the View only setting, which means the user can
view but not edit or delete the folder’s items.

If set to No access, the view or folder does not appear in
the Client.

Note that a No access setting prevents the user from
accessing the folder even using the TeleVantage API.
Disallowing a folder using the Folder Visibility permission
removes it from the Client, but still permits access via the
API.

Dialing permissions

Dialing permissions determine what phone numbers can be dialed by TeleVantage users. By
default, all numbers are allowed. Y ou can use dialing permissionsto disallow certain numbers,
either globally, by role, or on a per-user basis. Y ou can decide whether to permit all numbers
except for afew, or disallow all numbers except for afew.

A user who dials a disallowed number hears the message, “I’m sorry, you do not have
permission to dial that number.” A user cannot include a disallowed number in arouting list or
forward calls to a disallowed number.
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A disallowed number means that the user cannot dial any number beginning with those digits.
Commonly disallowed numbersinclude the following:

Prefix Disallows

1 Long-distance calls. Be aware that in some areas this may
block local calls as well.

011 International calls.

1550 Group conversation lines.
1554 Adult information services.
1900 Long-distance programs.
1976 General information programs.

Dialing permissions hierarchy
Y ou can set dialing permissions separately for the following:

= Phone Number dialing services. Use this setting to create global dialing restrictions
that affect everyone using the dialing service. See “ The Permissions tab” on page 8-17.

m Roles. Usethis setting to apply the same dialing restrictions to a group of users. See
“Managing roles’” on page 6-46.

m Users. Use this setting to give individual users exceptions to the more general dialing
permissions. See “ The Dialing tab” on page 6-36.

In cases where dialing permissions conflict, the more individual setting applies. User settings
override role settings, and role settings in turn override dialing service settings. For example, if
adialing service disallows 011 numbers, and arole allows them, users belonging to the role can
dial them. However, if auser has 011 numbers disallowed at the individual level, that user
cannot dial them.
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About Workgroups

A workgroup is agroup of related extensions or contacts. With TeleV antage workgroups you
can do the following:

m Placeor pick up callsto agroup of users. Y ou can direct callsto aworkgroup so that all
phones in the workgroup ring simultaneously, and the first to answer receives the call.
Usersin aworkgroup can also use the *99 telephone command to answer any ringing
phone in their workgroup.

= Organize groups of extensions for display in the Client’ s Extensions view, making it
easier for usersto locate an extension for calling or transferring calls.

See Using TeleVantage for instructions on placing calls, routing calls to workgroups, and using
the Extensions view.

Public and personal workgroups

TeleVantage provides two types of workgroups. public and personal.

Public workgroups are visible to al TeleVantage users. Only public workgroups can have
extensions. Likewise, the *99 telephone command only works with public workgroups.
Administratorsand userswith the appropriate permissions can create public workgroups. Public
workgroups are managed in the Administrator.

Personal workgroups created by users for ease of locating an extension in the Client’s
Extensions view. A persona workgroup is visible only to the user who created it. Personal
workgroups do not have extensions. Personal workgroups are managed in the Client (see Using
Televantage).

Benefits of using workgroups

TeleVantage workgroups offer the following benefits:

m The process of finding an individual to take calls or to join a conference call is easier,
because the Extensions view in the Client can be filtered by workgroup.

= Auto attendants, queues, contacts, or IVR Plug-ins can be added to a workgroup (for
informational purposes) and viewed in the Extensions view.

= Contacts can be added to workgroups for caller identification viacall rules (see Using
TeleVantage).

= Any public workgroup member can pick up aringing call within the workgroup by
dialing *99 <workgroup’s extension>.

= Cadlsto aworkgroup simultaneously ring the phones of al the users who are members
of that workgroup. IVR Plug-ins, auto attendants, queues, and contacts who are
members of that workgroup are not called. Public workgroups can be called by their
extension numbers or viathe Client. Private workgroups can only be called viathe
Client.
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m When workgroup members set their persona statuses to Do Not Disturb (see Using
TeleVantage) their phones do not ring when the workgroup is called.

= When workgroup members forward their callsinternally (see Using TeleVantage), calls
to the workgroup ring at the number to which calls are being forwarded. When a
workgroup member’s calls are forwarded to an external number, workgroup calls do not
ring the external number.

Workgroups view
To add, edit, and delete public workgroups, click Workgroups in the view bar to open the
Workgroups view:

#%? Workgroups - Artisoft TeleYantage Administrator . i [w] 3
File Edit Wew Tools Workgroups Help

4| Extension| DID Comments

] The limos division,

[2Ttems [ Bdmin 100 [ TVGOODKIT ik =1
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Creating a Workgroup

To create a public workgroup, choose File > New > Workgroup and enter information on the

tabs in the Workgroup dialog box, asfollows:
1.

On the General tab, enter the Name of the workgroup and at least one member. You
can optionally add a note about the workgroup in the Description field.

To add membersto the workgroup, select namesfrom thelist of Available extensions
and click Add. To select multiple names, hold down CTRL while clicking.

Untitled - Workgroup [x]

General | Dialng |

Name I

Notes: ’

Shaw
1 -

Awailable extersions:

Members:

[ ACD Sales a
) Adnin
® Cecilia St John
[ Cynthia Caylor

Default Auto Attendart
® Dick Yarnopoulos
! Dinoo Frue

Add >>
<< Femove

=]

Cancel |

Help

Usethearrowsnext to theMembers list to arrange the order of the members. The order
in which the names appear can be used in conjunction with a user who has a routing
list that calls the members of this workgroup in a“top down” or “round robin”
sequence (for more information about routing lists, see Using TeleVantage). Y ou can
also use the Remove button to delete members from the list
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4. Togivetheworkgroup anumber so that it can be dialed using the telephone, click the
Dialing tab. All of the information on the Dialing tab is optional. Use the following
sectionsto configure dialing for this workgroup.

ABC Workgroup - Workgroup B3

General Dialing |

Extension: |2U2
DID: |
Woice litle: .l)lll«l»l 5\L|‘| —

¥ List in dial-by-name directorny

¥ Flay extension ta the caller

[~ Organization: IABE Carp j _rI
¥ Limit the time that calling this workgroup will ring all users' phones:
Bing time in seconds: |2D
If ho answer, ransfer: IDpe[atm [0 j

Cancel Help

Note: The Organization field is not used in this version of TeleVantage. Outbound
calls are always marked with the Organization of the user. See “Using Organizations”
on page 10-2.

Calling, paging, or picking up calls from workgroups
Assign an Extension number that callers can dial to reach the workgroup. For moreinformation
about extension requirements and restrictions, see “Assigning an extension” on page 6-10.

When no extension number is entered, the workgroup can be called using the Client, but not
from the auto attendant or telephone, and users cannot use the Workgroup pickup option (*99)
to retrieve ringing calls within their workgroup, or the paging option (* 15).

Assigning a DID number to a workgroup

Y ou can assign aDID number to aworkgroup from the block of numbers provided by your
telephone company. When TeleV antage recognizes this number asthefinal digitson aninbound
call, thecaller is automatically connected to thisworkgroup, bypassing the main auto attendant.

To assign multiple DID numbers to a workgroup, separate each number by acomma. (,). For
more information about DID, see “ Telephone company services that help TeleVantage” on

page 5-5.
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Recording a voice title for a workgroup

Y ou can give the workgroup avoice title, which is played to callers whenever they select the
workgroup from the dial-by-name directory. The voice title should be recording of just the
workgroup’s name, for example, “ Sales Department.” See “Using the audio controls’ on
page 2-10.

Listing the workgroup in the dial-by-name directory

If you haverecorded avoicetitle, check List in dial-by-name directory to list the workgroup in
your company’ sdial-by-namedirectory and play theworkgroup’ sextension when the extension
number is dialed after the time limit has expired for the phone to ring.

When no one answers a call to a workgroup

Callsto the workgroup’ s extension ring the phones of all usersin the workgroup. Asan option,
you can set atime limit for how long such calls can ring unanswered. If thetime limitis
exceeded, TeleVantage transfers the call to an extension of your choice. If you do not choose
this option, callsto the workgroup continueto ring al users phones until the call is answered
or the caler gives up.

To set a time limit for ringing on calls to the workgroup
1. Check Limit the time that calling this workgroup will ring all users’ phones.

2. InRing time in seconds, enter how long calls can ring unanswered before being
transferred.

3. InlIf no answer, transfer, select the extension to which TeleVantage transfers
unanswered calls.

Note: The extension you specify is also the workgroup’s personal Operator. If the workgroup is
used for dial restrictions in an auto attendant, callers who dial 0 at the auto attendant are
transferred to the If no answer, transfer extension.
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About dialing services

Dialing servicesroute outbound TeleVantage calls over your trunks. Users must select adialing
serviceto make an external call, though this can be as simple as dialing 9 before the number. By
creating multiple dialing services, you can intelligently manage your outbound trunk use and
place the full variety of TeleVantage trunk types at your users’ fingertips, including the ability
to dia Internet addresses, extensions on remote TeleV antage Servers, and more.

Each dialing service has a name and an access code. The access code is a number (such as 9)
that usersdia to begin an external call. The access code tells TeleVantage which dialing service
to use. When placing external callsfrom the Client, users select adialing service by name with
the Call Using drop-down list.

Call using: |9 - Phone number
Mame/Mumber : I(sl?) 225-2442

Each dialing service routes calls over agroup of trunks. For example, a Phone Number dialing
service (for example, access code 9) can route calls over your telephone company trunks, while
an Internet Address dialing service (for example, access code 71) can route calls over your
Internet trunks. Userswould dial 9 plus a phone number to place anormal phonecall, or 71 plus
an IP address to place an Internet call.

By default, TeleVantage comeswith onedialing service, called “ Phone number,” with an access
codeof 9. It routes callsover any of your available telephone company trunks (analog or digital).
For some installations this will be the only dialing service needed. If so, you can skip this
chapter.

Dialing service types

Y ou can add the following types of dialing service:

m Phone Number service. Used to dial standard phone numbers over the public telephone
network. Y ou can specify prefixesand suffixesto automatically take advantage of phone
company services, restrict the dialing of unwanted numbers, and configure the service
for accurate processing of dialing rules, such as when calling back voice messages.

m Centrex/PBX Extension service. Used to dial Centrex extensions, PBX extensions, or
other custom numbers over trunks that are connected to external switches such asthe
phone company’s Centrex service or an external PBX. Y ou can specify the minimum
and maximum digits your Centrex/PBX service uses.

m Internet Address service. Used to dial Internet addresses over Internet trunks. With this
service, users can pick up a phone and dial an Internet address (for example, a number
such as 123*456* 78* 90) to connect to H.323 devices such as a PC running Microsoft’s
NetMeeting software. Users can also place such calls from the Client using either IP
addresses or domain names (for example, a name such asvoi p. myconpany. conj.

m Internet-to-Phone Number service. Gateway service used to dial a phone number
through another TeleVantage Server at aremote location. The call connects to the
remote Server using the Internet or a private TCP/IP network, and then the phone
number is dialed from that Server.
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Internet-to-Centrex/PBX Extension service. Gateway service used to dial Centrex or
PBX extensions or other custom numbers through another TeleVantage Server at a
remote location. The call connects to the remote Server using the Internet or a private
TCP/IP network, and the number isdialed from that Server. Thistype of service accesses
aninternal dial tone on the remote Server, so you can you can dia any valid number that
can be dialed at that Server’sdial tone, such asan extension, 411, or #tologintoa
remote account.

Routing service. A special dialing service that routes calls through other dialing
services. Y ou can use routing services to route calls differently based on different
routing rules, such as time of day, number dialed, or the user placing the call. With
routing rules you can offer your users one access code for all outbound
calling—including phone service and Internet calling—while still taking advantage of
advanced dialing service features.

For more information, see “Using routing services’ on page 8-20.

Examples of using dialing services
By creating new dialing services, you can do any of the following:

Segregate trunks for different uses. For example, you might want to use your
long-distance T1 and Internet trunks for all long-distance calls and route al your local
calls over your analog trunks. Y ou can create one dialing service that manages your
long-distance T1 and Internet trunks and another that manages your analog trunks. Users
can select the appropriate dialing service manually by access code or name, or you can
set up arouting service that distinguishes between local and long-distance numbers and
automatically routes calls over the appropriate trunks.

Enable Internet calls. Any use of Internet telephony requiresthat you create one of the
Internet dialing services. Thisincludes using | P Gateways to connect two TeleVantage
Servers over the Internet (see “ Connecting two Serversusing |P Gateways’ on

page 13-8).

Set up global dialing restrictions. Y ou can use dialing services to control what
numbers users can dial over your telephone company trunks. For example, you could
prevent the dialing of international calls by disallowing calls beginning with 011. (Roles
and individual users can have dialing exceptions that override adialing service's
permissions. See “Dialing permissions hierarchy” on page 6-53).

Use the same trunks in different ways. For example, you can send both Centrex
numbers and regular phone numbers over your Centrex trunks. Y ou can create a
Centrex/PBX dialing service (access code 6) and a Phone Number dialing service
(access code 9) that route calls to the same group of trunks. Y ou can define the Phone
Number dialing service to automatically prefix another 9 to the number dialed by the
user, so that the user gets an outside line from the Centrex system.

Take advantage of use telephone company services. For example, you can create a
Cost Saving dialing service that automatically prefixes al numbers with the
“10-10-xxx” code belonging to the carrier of your choice. The user dials only the access
code and the phone number.
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Testing trunks with dialing services

Y ou can also use dialing servicesto install and test new trunk lineswithout interfering with live
call handling on the TeleVantage Server. Y ou add the new trunks to a service that you use for
testing. After thetrunkswork properly, you can move them to the default Phone Number service
or another dialing service that users access to place calls.

Y ou can also use dialing services to isolate problem trunks from your system without
interrupting service. Remove them from the dialing service and the Server will no longer use
them to place calls.

The Dialing Services view

To add, edit, and delete dialing services, click Dialing Services in the view bar. The Dialing
Services view opens.

%?Dialing Services - Artisoft Tele¥antage Administrator

File Edit W¥iew Tools Disling Services Help |

Through Tucszon Gateway 8075
Fhone Local calls 8076 v v Bottom to top
Fhone Long Digtance 8077 v v Bottom to top
Fhone Any Phone Trunk 8078 v v Bottom to top
Fouting Uszer Routing Service 9 v v
[ [ & Items [ &sdmin [x100) [ tvgoodkit 3l = {7

Each dialing service appears as arow in the Dialing Services view. Double-click adialing
service to edit it.

The following table describes the information displayed for each dialing service.

Column Description

Type Dialing service type. For the different types, see the
previous section.

Name Name that you assign to a dialing service when you
create it.

Access Code Number that users dial to select this service. For
example, 9 to access a dialing service that routes all
phone number calls. See “Managing access codes”
on page 8-6 for more information.

Note: You can see the access code for a call in the
From code and To code columns of the Call Log view.
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Column Description

Enabled If checked, TeleVantage allows users to dial phone
numbers using this service. See “Disabling dialing
services while creating them” on page 8-6.

In Client If not checked, TeleVantage does not display this
service in the Client (see “Hiding dialing services” on
page 8-5).

In Dial Plan If not checked, the dialing service cannot be accessed

by dialing its access code.

Default If checked, this is a default service. See “Setting
default access codes for callbacks” on page 8-8 for
more information.

Trunk Order Order in which the dialing service’s list of trunks is
prioritized (see “The Trunks tab” on page 8-12 for
more information). This column is blank for routing
services, because they always get their lists of trunks
from other dialing services.

Deleting or disabling a dialing service

Deleting adialing service means that users can no longer use that dialing service when placing
cals. If you delete the last remaining dialing service assigned to a trunk, you have in effect
disabled that trunk for outbound calls. Client contacts and routing lists that refer to the access
code for the deleted service will not work until you specify an alternate access code (see
“Changing an access code in users saved numbers’ on page 8-7). For information about
deleting itemsin TeleVantage, see “ Deleting items’ on page 2-9.

To disable adialing service temporarily, edit the dialing service and uncheck Enabled on the
General tab.

Hiding dialing services
You can hide adialing service if you do not want usersto seeitin the Client or dial it. Hiding

dialing services can be useful when you want to use them for testing purposes, or make them
available to users only through a routing service.

For example, you can set up dialing services for each of several long-distance carriers and then
set up asinglerouting service that choosesthe least expensive dialing servicefor each call. You
can then hide the dialing services for the individua carriers so that users can only make
long-distance calls through the routing service.
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To hide adialing service, edit it and uncheck the following on the General tab:

m Show in Client. This hides the dialing service from all Call Using listsin the
TeleVantage Client.

m Include in dial plan. This hides the access code so that dialing it does not select the
diaing service.

Tohideadialing servicefor purposes of testing, clear Show in Client, leaveInclude in dial plan
checked, and give the service amulti-digit access code for testersto use, that would be hard for
users to select accidentally.

Disabling dialing services while creating them

While you are creating adialing service, it can be helpful to uncheck Enabled on the General
tab. Doing this disables the dialing service, and makes it unavailable to users. With the dialing
service disabled, you can click OK to save the dialing service at any time during the creation
process without giving users access to an incomplete service. When you have finished creating
the dialing service, check Enabled again.

Managing access codes

This section covers choosing access codes for new dialing services that avoid dialing
ambiguities and help your system run smoothly.

Tips on access codes and names for services

If your system has multiple dialing services that users will access directly, it isimportant to
choose their names and access codes carefully, because these are the points of contact for the
users who place outbound calls. Typically, you set up dialing services with names like “Phone
Number,” “Centrex Extension,” or “Cambridge |P Gateway” and access codes of 9 or 7, which
makes it easy for users to remember the dialing service to use when they place acall.

For dialing services that you do not want users to access directly and that you may have hidden
(see “Hiding dialing services’ on page 8-5), consider using 4-digit access codes of the form
80xx. Doing this places the access codes in the same numbering space asis used for auto
attendants, which helps prevent dialing ambiguities. It isimportant not to select access codes
that begin with the same digit as extensions.

Avoiding dialing ambiguities
When setting up access codes and extensions, it is possible to introduce ambiguities that will
delay dialing. For example, if you have adialing service with an access code of 9 and auser with
the extension 901, auser who dials either one will experience a delay while TeleVantage waits
to seeif the number is complete.

Note: Users can bypass the delay by pressing # after dialing. You can change the length of the
delay by modifying the internal dialing ambiguous time-out system setting (see “Setting dialing
time-outs” on page 3-12).
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TeleVantage warns you when you try to save an extension or access code that starts with the
same digits as one that already exists.

Creating a dialing service with access code 0

By default, 0 isthe Operator user’s extension. To use 0 as a dialing service access code (for
example, to have users dial 0 to get an outside line), you must first change the Operator user’s
extension to a number other than 0. See “ Changing the Operator’s extension from 0” on

page 6-3.

Changing an access code in users’ saved numbers

When users save phone numbersin the Client that can be speed-dialed or auto-dialed, thediaing
service used to make the call is saved with them. Such numbersinclude contact phone numbers
and the phone numbers specified in call forwarding and routing lists. Y ou can do a global
replace of onedialing service for another acrossall users' saved numbers. For example, you can
specify that all numbers saved with the “9 - Phone number” service now useyour “8 - Centrex”
service.

To replace all occurrences of one saved dialing service with another

1. ChooseTools > Update Access Codes. The Update Access Codes dialing box opens.

Update Access Codes

Thiz function will update all phone numbers and
routing rules to a new access code,

Current access code; -
New access code: |9 - User Routing Servi v|
Ok | Cancel | Help |

2. Choosethe dialing service you want to replace under Current access code and the
dialing service you want to replace it with under New access code.

3. Click OK.

All phone numbers that users have entered in the TeleVantage database with the Current
access code are changed to use the New access code.
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Adding a dialing service

Setting default access codes for callbacks

When users return calls or voice messages using the telephone commands or the Client, the
system automatically uses adefault access code. Y ou can set one default access code for phone
numbers and one default access code for Internet addresses. The defaults are used system-wide.

Y ou set the default access codes on the Dialing tab of the System Settings dial og box asfollows:

m Default phone number access code. Select the access code for the dialing service that
will beused to return acall from aphone number from the Call Log and V oice M essages
views. The default is 9. You can select arouting service (see “Using routing services’
on page 8-20) or any dialing service that takes phone numbers asinputs. Y ou typically
would use arouting service or a Phone Number dialing service.

m Default Internet address access code. Select the access code for the Internet Address
dialing service that will be used to return an IP call—typically a NetMeeting call—that
did not come from aremote TeleVantage Server. When returning a call that came from
aremote TeleVantage Server, the system automatically uses the correct access code
required to reach the remote Server.

Where the default access codes appear

Inthe Administrator, the Default column of the Dialing Servicesview showsthe current defaults
for phone number and Internet callbacks.

Inthe Client, the Place Call To dialog box always opens with the current default dialing service
for phone numbers selected (the user can also choose adifferent dialing serviceto place acall).
When you import contacts, new phone numbers and | P addresses automatically receive the
default access codes.

This section describes adding a new dialing service of any type other than Routing service. For
instructions on adding a routing service, see “Using routing services’ on page 8-20. For a
description of the dialing service types, see “Dialing service types’ on page 8-2.

To add a new dialing service

1. ChooseFile > New > Dialing Service, and the type of dialing service to create. The
Dialing Service dialog box for that type opens.

2. Definethedialing service using some or al of the following tabs. Which tabs are
available depends on the type of service being added. The tabs are described in detail
in the following sections.

m General tab. Useto enter the service' s name and access code, hide or show the
service, and enter other general information. See the next section.

= Trunks tab. Useto specify on which trunks the service routes outbound calls, and
how the trunks are prioritized. See page 8-12.
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m Codecs tab. Internet services only. Use to optimize the codecs for the Internet
connections that the service makes. See page 8-13.

m Location Settings tab. Phone number servicesonly. Use to specify the location of
the TeleVantage Server to enable accurate dialing. See page 8-14.

m Dialing Exceptions tab. Phone number type only. Use to add dialing rules for
exchanges in your area code that require different dialing. See page 8-15

m Permissions tab. Phone number type only. Use to control which numbers can be
dialed using the service. See page 8-17.

3. When you have finished defining the dialing service, click OK on any tab to close the
Dialing Service diaog box.

The General tab

Use this tab to enter the service’s name and access code, enable or disable the service, hide or
show the service, and enter other information specific to the servicetype. Thefollowing sections
describe the General tab for each service type.

General information for all dialing service types

General | Trunksl Location Settings I Dialing Exceptionsl Permissionsl

Mame: I

Access code: I

¥ Enabled ¥ Show in Clignt ¥ Include in dial plan

The following fields of the General tab are the same for all dialing service types:

= Name and Access code. Choose aname and access code that will makeit easy for users
to select this dialing service when placing acall. See “Tips on access codes and names
for services’ on page 8-6.

Note: If you change the access code of a dialing service here, you must use Tools >
Update Access Codes before the change can take effect. See “Changing an access
code in users’ saved numbers” on page 8-7.

= Enabled. To make this dialing service available to users, leave Enabled checked.
Clearing the check box disables the dialing service so that users cannot select it.
Disabling can be useful while you are in the process of creating or troubleshooting the
diaing service.

m Show in Client. To hide this dialing service in the Client, uncheck thisfield. Hiding a
service from the Client istypically done for testing purposes or to make the service
available only viaarouting service. See “Hiding dialing services’ on page 8-5.

m Can be dialed. To prevent users from using the dialing service's access code, uncheck
thisfield. Making the access code non-dialable is typically done to make the service
available only viaarouting service. For testing purposes, you would leave thisfield
checked.
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Completing the General tab

To complete the General tab, enter the following information if it appliesto the service typeyou
are adding. Each field is described in the following sections.

= Collect all digits before dialing on trunk. See the next section.
m Dial prefix and suffix. See page 8-10.
= Minimum and maximum number of digits. See page 8-11

= |IP Gateway and remote Server information. See page 8-11.

Collect all digits before dialing on trunk

Check thisfield to have TeleVantage wait until the user finishes dialing before sending the
complete dia string to the phone company. Uncheck it to have TeleVantage send digits to the
phone company asthe user dialsthem, and let the phone company determinewhenthedial string
iscomplete.

Normally, digits are sent as the user dials them. In certain cases, however, you can collect all
digits:

= Tosimulate adia tone for carriersthat do not generate a dial tone after a Primary
Interexchange Carrier (PIC) code (in the U.S., you can create adialing service that uses
a PIC code prefix to access a particular carrier).

= Toimprove tone detection when users attempt to place an outbound call while logged
into TeleVantage remotely from adigital cell phone or other low-quality connection.

If you check this option, TeleVantage assumesthat all digits have been dialed when the dialing
service ambiguous time-out elapses, and places the call (for more information, see “ Setting
dialing time-outs” on page 3-12). Users can dia # when they are done dialing to skip the
time-out and place the call immediately.

Dial prefix and suffix

When you create a Phone Number or Centrex/PBX Extension dialing service, you can enter a
diaing prefix and suffix. A dialing prefix consists of digits dialed automatically by the dialing
service before the number that the user dialed. Similarly, adiaing suffix consistsof digitsdialed
automatically after the number the user dialed.

The following are examples of how you can use adialing prefix or suffix:

m To create a Phone Number service (“Outside Line") used to dial phone numbers over a
Centrex trunk. Enter adialing prefix, typically 9, to get an outside line from Centrex.
Y ou can also support the dialing of Centrex/PBX extensions over the same trunks by
creating a Centrex/PBX Extension dialing service without entering adialing prefix.

= To create a Centrex/PBX Extension service (“Voice mail”) that accesses a PBX that
provides voice mail. Enter a prefix that takes users into voice mail. Enter a suffix that
takes them directly to their new messages.

= TocreateaPhone Number service (“ Calling Card”) that makesit easy for usersto charge
callsto acalling card company. Enter adial prefix that is the entire number used to
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access the calling card company (including the calling card number), and then enter a
dialing suffix that is the number of the credit card used to pay for these calls.

All users need to do to charge a call is dial the access code for the dialing service, then
the number they want to call. The dialing service automatically dials the number of the
calling card (the prefix), then dias the number the user dialed, and finally suppliesthe
credit card number (the suffix).

Minimum and maximum number of digits

When a user dials a Centrex/PBX extension, TeleVantage waits to collect all of the digitsup to
the minimum number of digits you specify here, and does not dial them until one of the
following occurs:

= A time-out occurs (see “ Setting dialing time-outs” on page 3-12).
m The user presses# to signify that all digits have been entered.
= The maximum number of digits (that you specify below) have been entered.

If every Centrex/PBX extension that users can dial isthe same length, you can expedite dialing
by entering that information here. For example, if the extensions are 3 digits long, set both
valuesto 3.

IP Gateway and remote Server information

Enter the following information when defining an Internet-to-Phone Number or
Internet-to-Centrex/PBX Extension dialing service:

m |P Gateway. Select the IP Gateway that will direct callsfrom this dialing serviceto a
remote TeleVantage Server. To create anew |P Gateway, click the |P Gateway button.
See “Creating an |P Gateway” on page 13-10.

m Remote Server’'s Phone Number service access code. (Internet-to-Phone-number
servicesonly.) Usethisfield to specify thedialing servicethat the remote Server will use
to place outbound calls. Enter the access code of a Phone Number dialing service on the
remote Server (typicaly 9).

m Place Centrex/PBX calls on remote Server using. (Internet-to-Centrex/PBX
Extension services only). Select one of the following options, depending on the type of
IP Gateway calling you want to perform using this dialing service:

m To call TeleVantage extensions on the remote Server.
Select Remote Server’s internal dial tone. With this selection , callers are
connected directly to the internal dial tone on the remote Server, from which they
candial extensions, log into accounts, or use the TeleV antage tel ephone commands.

m To place Centrex/PBX calls through the remote Server.
Select Remote Server’s Centrex/PBX service access code, and enter the access
code of aCentrex/PBX Extension dialing service on the remote Server. Thisoption
letsusers dia Centrex/PBX extensions that are external to the remote Server, for
example, to connect to alegacy PBX on the remote Server or dial a Centrex
extension.
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The Trunks tab

- :%Long Distance - Phone Number Service
Location Settings I Dialing Exceptions Permissionsl
Use trunk.s in thiz order: IBottom ta Top j
= Use all phone number tunks
* Use only selected tunks:
Ayailable tunks: Selected tunks:
T Y = a—
12 Robbed Bit T1 ;»l 1 Trunk 1 |
13 Robbed B!tT‘I P — | 2 Trunk 2 = |
14 Robbed Bit T1 3 Trunk 3
15 Robbed Bit T1 4 Trunk 4
16 Robbed Bit T1 9 Robbed Bit T1 S
17 Robbed Bit T1 10 Robbed Bit T1 S¢
18 Robbed Bit T1 11 Robbed Bit T1 S¢
19 Robbed Bit T1
20 Robbed Bit T1
71 Rahkhad Rit T1 T
KN > KN — i
QK | Cancel | Help |

The Trunkstabisused by all dialing service types except routing services (see page 8-20). This
tab specifies the trunks to which callswill be routed and the order in which those trunks will be
alocated. In this procedure, the Trunks tab from the Phone Number Service dialog box is used
for illustration. All dialing service types except routing services have the same tab, but the
options on the tab refer to the trunks appropriate to the dialing service you are creating, and the
Available trunks list will show the appropriate trunks.

To complete the Trunks tab
1. InUse trunks in this order, choose one of the following:

= Bottom to Top. Trunksare allocated starting at the bottom of thelist each time.
If atrunk is busy, the next trunk up is allocated.

= Top to Bottom. Trunks are allocated starting at the top of the list each time. If
atrunk is busy, the next trunk down is allocated.

m Round Robin. Trunksare alocated in the same sequence as Bottom to Top, but
starting with a different trunk for each call.

2. Select one of the following:

m Use all <trunk type>. If selected, this dialing service will alocate all trunks listed
under Available trunks and will use the algorithm selected in the previous step.

m Use only selected trunks. If selected, thisdialing service will allocate only the
trunksinthe Selected trunks list on theright and will use the algorithm selected in
the previous step. Click Add to add a trunk to the Selected trunks list. Click
Remove to removeit.
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m Available trunks. Listsall the trunksin the TeleVantage system that can be
used by thistype of dialing service:

Phone Number service: analog and digita trunks
Centrex/PBX Extension service: analog and digital trunks
Internet Address service: Internet trunks
Internet-to-Phone Number service: Internet trunks

Internet-to-Centrex/PBX Extension service: Internet trunks

m Selected trunks. Liststhe trunksthat this dialing service will allocate. Use the
arrows to move atrunk higher or lower in thelist.

The Codecs tab

-3 Untitled - Internet Address Service

General I Trunks

* Use codecs from Interet span

= Use the following codecs:

Codec Mame Frame Size| Frames per packet| Bit Fate | Yoice Detect|

Fs

o

sap | e | e

QK | Cancel | Help |

When you add a dialing service of the type Internet Address, | nternet-to-Phone Number, or
Internet-to-Centrex/PBX Extension, you can use the default codecs specified for the Internet
span or override the defaults and specify one or more codecs. For a compl ete description of
codecs, including which ones to choose, see “Modifying TeleVantage | P codecs’ on page 5-26.

Y ou can create different Internet dialing services optimized for specific uses, for example, one
Internet dialing service with codecs optimized for NetMeeting, and another with codecs
optimized for TeleVantage Server-to-TeleVantage Server communication over the Internet.

Note: To view your default codecs, display the Internet span properties in the Trunks view. If you
want to use the default codecs, you do not need to make any changes on the dialing service’s

Codecs tab.

If you decideto override the default codecsfor the span, arrange the codecsin the order in which
you prefer to use them. For example, you may prefer one codec over another to get greater
bandwidth or better voice quality.
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To change the codecs used by a dialing service

1.

3.

To override the codecs set up at the Internet span level, click Use the following
codecs.

Click Add to add another codec, or select acodec and click Edit to change any of the
parameters used with the codec. For more information about how to use the Add
Codec dialog box, see “Adding an Internet span” on page 5-25.

Click the up or down arrows to promote or demote a specific codec within the list.

The Location Settings tab

Generall Trunks
Country / Region: IUnited States of America (1) j
Long distance prefis: I‘I—

International prefix: ID‘I‘I—

Area code: |51 7 ¥ Dial local numbers withaut area code

I | [heludelGre distatiee prefiz it area cade

-3 Untitled - Phone Number Service

| Dialing Exceptionsl Permissionsl

QK | Cancel | Help |

The Location Settings tab is used by Phone Number and I nternet-to-Phone Number dialing
services. TeleVantage uses location information to format and dial telephone numbers entered
in the Client or collected from Caller ID information.

Identify the local and long-distance phone number formats used to dial using this service, as
follows:

Country/Region. Choose the location of the TeleVantage Server.

Long-distance prefix. Enter the prefix required to dial along-distance number from the
Server location.

Inthe U.S., enter 1. Outside of the U.S. and Canada, the long-distance prefix istypically
0.

International prefix. Enter the prefix required to dial an international number from the
Server location. Inthe U.S., enter 011. Outside of the U.S,, the international prefix is
typically 00.

Area code. Enter the city or area code for local phone numbers, if applicable. If not,
leave blank.
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m Dial local numbers without area code. Check to have TeleVantage strip the area code
from local numbers before dialing. In most areas, this field should be checked, unless
the service alocates trunks that only support long-distance numbers or if it always
expect numbers to include area codes.

m Include long-distance prefix in area code. Check to have TeleV antage assume that the
long-distance prefix is aways included with the area code, asin the U.K., for example,
0181. Thisfield isonly available for a Phone Number service, and it is disabled in the
u.s.

Note: When using this tab to create an Internet-to-Phone Number dialing service, these values
must match those on the remote TeleVantage Server.

The Dialing Exceptions tab
The Dialing Exceptions tab is used only for Phone Number dialing services. If Dial local
numbers without area code on the Location Settingstab is checked (see” The Location
Settingstab” on page 8-14), TeleVantage dialsall callswithin your areacode aslocal calls. All
other calls are dialed as long-distance calls. Y ou can change this default behavior or add other
dialing rules to cover exceptions for certain exchanges.

Dialing exceptions apply only to calls placed from the Client. When placing a call using the
telephone, you must dial it with the correct area code usage.

Note: If you did not check Dial local numbers without area code, you usually do not need to
specify dialing exceptions. Dialing exceptions are used to only to convert numbers entered into
the Client, and callback numbers from Caller ID. Dialing exceptions do not affect manually dialed
numbers.

The Dialing Exceptions tab displays dialing exceptions created so far. If these settings are
incorrect, calls dialed automatically to local exchanges will be dialed as long-distance calls.

To enter dialing exceptions

1. Click Add to create anew dialing exception, or Edit to modify an existing one. The
Dialing Exception dialog box opens.

Fleaze specify a dialing exception where T eleVantage will transform
a phone number with & unique city/area code and/or number into a
number that can be dialed in this area.

City/érea code:  Mumber: Dial as:

57 5] [ | [C—

For example, dialing 1-617-555-1234 will call 555-1234

QK I Cancel | Apply | Help |

For information about importing and exporting dialing exceptions, see “ Exporting and
importing dialing exceptions’ on page 8-17.
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In the Dialing Exception dialog box, add a default dialing rule for each city or area
code for which you want to define exceptions.

m City/Area code. Enter the city or area code.

m Dial as. Select adia string from the drop-down list. Thisstring will be used to dial
all callsto this city or area code that do not match any of the exceptions that you
define. In this example, the default dialing rule for the 617 area code has been
defined. Click Apply to save the default dialing rule.

In Number, enter the exchange within the selected City/Area code that requires a
dialing exception. Select the Dial string to be used for callsto this exchange from the
drop-down ligt. Inthefollowing figure, the dialing exception for the 235 exchange has
been defined.

Untitled - Dialing Exception

Fleaze specify a dialing exception where T eleVantage will transform
a phone number with & unique city/area code and/or number into a
number that can be dialed in this area.

City/érea code:  Mumber: Dial as:

E17 x| |235

For example, dialing 1-617-235-1234 will call 1-617-235-1234

QK I Cancel | Apply | Help |

Click Apply to save the dialing exception.

Y ou can define several dialing exceptions for acity or area code to cover different
exchanges. Continue to enter exchanges for which diaing exceptions are needed.
When you are done, click OK.

The Dialing Exceptionstab displaysthe default dialing rule and the dialing exceptions
you defined.

::% Untitled - Phone Number Service

Genelall Trunksl Location Settings  Dialing Exceptions | Permissions

City / Area Code
E17

B

235 1-B17-235-...

Y ou can continue to add default dialing rules for other city or area codes, or add
additional dialing exceptions. Enter only those city or area codes for which local
calling applies. If acity or areacodeisnot inthelist, al calsto it aredialed as
long-distance calls.
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Exporting and importing dialing exceptions

Exporting and importing dialing exceptions allows you to copy dialing exceptions from one
TeleVantage Server to another, or from one Phone Number service to another on the same
TeleVantage Server, so that you do not have to retype them on each system. Dialing exceptions
are exported into a comma-separated value (.CSV) file.

To export dialing exceptions
1. Inthe Phone Number Service dialog box, click the Dialing Exceptions tab.
2. Click Export. The Export Dialing Exceptions dialog box opens.
3. Enter afile name for the exported file. Click Browse to specify a destination.
4. Click Finish to export thefile.

To import dialing exceptions
1. Inthe Phone Number Service dialog box, click the Dialing Exceptions tab.
2. Click Import. The Import Dialing Exceptions dialog box opens.
3. Click Browse to locate the file to import.
4. Click Finish to import thefile.

The Permissions tab

=% Untitled - Phone Number Service

Ganerall Trunksl Location Settings I Digling Exceptions F‘ermissionsl

By default | allow all vl numbers except those starting with:

| Murnbers beginning with Permission

Edt.. | Delete |

ak. | Cancel | Help |

The Permissions tab is used only for Phone Number dialing services. It enables you to control
which numbers can be dial ed when using the dialing service. Dialing service permissions can be
inclusive (“alow all numbers except for...”) or exclusive (“ disallow all numbers except for...”).

Note: Dialing service permission settings can be overridden by dialing permissions set at the
role or user level. See “Dialing permissions hierarchy” on page 6-53.
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To set dialing permissions

1. Specify the default behavior when users dial a number using this service by selecting
one of the following:

= Allow all. Users can dial al numbers using this dialing service except those
numbers that appear in the list under Numbers beginning with.

m Disallow all. Users cannot dial any numbers using this dialing service except those
numbers that appear in the list under Numbers beginning with.

2. Click Add to add anew permission, or Edit to modify an existing one.

Untitled - Dialing Permission
IDiSaIIow vl phone numbers starting with I‘ISDD

QK I Cancel | Help |

3. ChoosetoAllow or Disallow calls, and then enter the digits. The permission isapplied
whenever auser selectsthisdialing service and then dialsanumber beginning with the
digits you entered.

4. Click OK to close the Dialing Permission dialog box.

An example of how to set dialing service permissions
The following example illustrates how to set dialing service permissions:

= Youwant to alow usersto dial all local numbersin the 216 area code. These calls are
dialed without the area code because they are local calls as set up on the Location
Settings tab (see “ The Location Settings tab” on page 8-14).

= You want to allow calls to some exchangesin the 330 and 440 area codes, which are
dialed with a1 in front of them because they are long-distance calls, for example,
1-330-531-1234 and 1-440-674-4321.

= Inaddition, you want to prevent callsto all other long-distance and international
numbers, but allow calls to 1800 and other toll-free numbers.
To do thiswith the fewest steps, set up the following dialing service permissions:
= By default, allow all numbers except those starting with:
m Disallow 1. This prevents calls to long-distance numbers.
= Disallow 011. This prevents callsto international numbers.

= Allow 1330531. Thisalows calls to numbersin the 531 exchange of the 330
area code.Y ou must enter a separate permission for each valid exchange in the
330 area code.

= Allow 1440674. Thisalows callsto numbersin the 674 exchange in the 440
areacode. Y ou must enter a separate permission for each valid exchangein the
440 area code.
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m Allow 1800. Thisalows callsto toll-free numbers. Y ou must create a separate
permission for each valid toll-free area code that you want to allow usersto dial.

: 3% Cleveland - Phone Humber Service
Generall Trunksl Location Settings I Dialing Exception

B default Iallow all vl numbers except those starting with:

| Mumbers beginning with Permizzion
1 Disallow
1330531 Allow
1440674 Allow
1800 Allow

aqd. | Edt. | Dee |
QK | Cancel | Help |

In this example, the rules are applied in this order, longest to shortest:

1330531-al | ow
1440674—-al | ow
1800-al | ow
011-disal l ow
1-disal l ow

The following numbers are allowed:

1 330 531 1234
1 800 123 4567
731 4521 (inthelocal areacode)

The following numbers are disallowed:

1 347 555 1212
1 330 532 1212
011 44 181 555 1212
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Using routing services

If you have created several different dialing services, you may be able to simplify dialing for
your users by creating arouting service. A routing serviceis a special type of dialing service
that routes the number dialed to other dialing services. The routing service can choose how to
route a call based on the phone number dialed, the time of day or day of the week, or the user
placing the call. By using routing services you can do the following:

m Allow userstodial asingleaccesscode (for example, 9) for all their phone calls. Routing
rules can automatically determine the best dialing service for agiven call, and are not
limited to asingle type of trunk.

= Automatically route acall to trunkson an alternate dialing service when all the trunks of
the preferred dialing service arein use.

m Prevent certain users from dialing certain numbers, at all timesor only at certain times
of the day.
For specific examples of using routing services, see “How you can use routing services’ on
page 8-21.

Y ou can add as many routing services as you want, but typical installations need no more than
one routing service.

How routing services work

A routing service usesrouting rulesto identify which dialing servicewill be used for the number
dialed. For example, the following table shows a simple routing rule that identifies local calls.
If the dialed number matches the pattern in the Digits dialed column, thenthe Local calls
dialing service will be used to place the call. Local cal | s isreferred to asthetarget dialing
service for thisrule.

Schedule |Digits dialed |New digits |Action |Service/Reason |Notes
Always  NXXXXxx NXXXXXX Route 76 - Local calls

This example shows the routing rule asit would appear on the Routing Rules tab of the Routing
Service dialog box (see “ The Routing Rulestab” on page 8-27).

All routing rules contain the following information:

= Digits dialed. A pattern that matches the dialed numbers that you want the routing rule
to process. The pattern Nxxxxxx matches any seven-digit number starting with the digits
2 through 9. See “ Defining patternsto match the dialed digits’ on page 8-30 for details.

m Schedule. One or more scheduled times at which the rule will be applied. Thisfield is
set to Al ways if no schedule is defined, and the rule is always applied.

= Membership. A rule can be used to restrict the dialing of certain numbers or the use of
certain trunks to a specific group of users. If thisisthe case, the Membership columnis
checked. If no membership isdefined, therule appliesregardless of the user who placed
thecall.
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m New digits. The pattern of the number to be passed to the target dialing service. In the
example shown in the previous table, the number is unchanged.

m Action. A rule' saction can be Rout e, which attemptsto route the call through the target
dialing service, or St op, which stops processing of any further routing rulesthat usethis
pattern.

m Service/Reason. The example shown in the previous table gives the access code and
name of the target dialing service for thisrule. If the rule’s action was St op, thisfield
would list the reason for stopping, which can be played over the phone as an error
prompt.

= Notes. Comments that you can enter when you create the rule.

A routing service can have an unlimited number of routing rules. The routing service attempts
to match the number dialed to each routing rule from the topmost rule down to the end of thelist
of routing rules. If one or more valid rules are found, the routing service attempts to route the
call through the target dialing service. If al trunks on the target dialing service are busy, the
routing servicetriesthe next matching routing rule and corresponding target dialing service until
the call isplaced or al valid routing rules have been tried. If the routing servicefinds arule that
tellsit to stop processing the number, no further attempts to match anumber dialed to arouting
rulearemade. If the number dialed doesnot match any rules, then theuser will hear “ Thedialing
service you selected is not properly configured. Please contact your administrator.”

If arouting rule matchesthe dialed digits, the target dialing service checkstherule' sNew digits
against the dialing permissions defined for the user, the user’ s roles, and the target dialing
service. If the dialed digits are blocked by these permissions, the target dialing serviceis not
used. For information about dialing permissions, see Chapter 6, “Managing Users and Roles.”

Before the routing service passes the number to adialing service, it modifies the number
according to the pattern specified in New digits (the number isunchanged if New digits matches
Digits dialed). The dialing service then applies any prefixes, suffixes, and dialing exceptions
(see pages 8-10 and 8-15) to the modified number before the call is placed.

How you can use routing services

By setting up multiple dialing services and using a routing service, you can do any of the
following:

= Route local calls and long-distance calls to different trunks. Write one or more
routing rules that identify local calls and route them to dialing services that offer the
lowest cost for local calls. Write other routing rulesthat identifieslong-distance numbers
and routes them to the trunks that offer the lowest price for long distance.

m Restrict the outbound use of certain trunks to specific users. A rule can be limited
to specific users or Roles only, enabling you restrict the use of a certain phone number,
dialing service or collection of trunks to those users. Y ou might use thisfeature if one
organi zation sharing the Server has special dialing privilegesor hasownership of severa
trunks. To restrict arule to agroup of users, either specify theindividua usersin the
membership or create a Role containing the appropriate users and then specify the Role
intherule.
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m Schedule the use of different dialing services for the same number to implement

least-cost routing. For example, you have three different carriers for long-distance
calls. Oneistheleast expensive during business hours, one during the evening hours of
business days, and one during nights and weekends. Y ou can set up three dialing
servicesfor the three carriers. In your routing service, create three routing rules. Each
routing rule matches long-distance numbers but isin effect only during the specified
time period. Each rule routes calls to the appropriate dialing service for the lowest price.

Route long-distance calls over an Internet gateway so that they are made as local
calls from aremote TeleVantage Server. For example, you areinthe New Y ork office.
Y our company also has an office in Boston. Y our New Y ork users make many callsto
aBoston area code (617). Y ou can set up an Internet-to-Phone Number dialing service
named Call Through Boston that routes calls over the TeleVantage Server in Boston.

Y ou can then create a routing rule that matches numbers with the 617 area code
(1617Nxxxxxx) and routes the callsto the Call Through Boston dialing service.

Perform least-cost routing by selecting the least expensive dialing service for a
given phone number and time. For example, you might have two different carriersfor
long-distance calls. One carrier isthe least expensive during business hours, and the
other isthe least expensive during evenings and weekends. Y ou can set up adialing
servicefor each of the two carriers. Y ou can then set up arouting service that can route
the call through either dialing service. The routing service automatically assignsthe
highest priority to the dialing service of the least expensive carrier, based on the cal’'s
time of day. Users do not have to remember separate access codes for the two carriers
because they always dial the access code for the routing service.

An example of routing rules

Arrangeyour routing rulesin the order that you want them to be eval uated and applied, from top
to bottom (see the next figure). Y ou can create multiple rules to match the same phone number.
Thefirst routing rule can be the least expensive long-distance option, for example, while
subsequent rules route to progressively more expensive options.

The routing service in the following example has four routing rules (rules 6 through 9) that
match the same set of numbers. Rule numbers are provided in the figure for purposes of

illustration only.

Rule|Schedule |Membership |Digits dialed |New digits |Action |Service/Reason
1 [Always XYZ users Route 79 - T1 line
2 |A ways Al 011 Stop Invalid nunber
3 |Always Al 1900 Stop Invalid nunber
4 |A ways Al 411 411 Route 79 - Tl line
5 |A ways Al 411 Stop Al lines busy
6 |Weekdays Al INXXNKXXXXX 1010321NXXNXXXXXX Route 79 - T1 line
7 |A ways Al TINXXNKXXXXX +FLINKXNKXXXXX Route 79 - T1 line
8 |A ways Al TINXXNKXXXXX +FLINKXNKXXXXX Route 78 - All trunks
9 |A ways Al TINXXNKXXXXX Stop Al lines busy
10 |Al ways Al ~ ~ Route 79 - T1 line
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Rules 1-10 in the preceding figure work as follows:

1.

10.

Thisruleisdefined so that callsfrom specific users (for example, all usersinthe XY ZzZ
Organization) arerouted to the T1 line dialing service. Y ou might do thisif your other
trunks are paid for by a different business that is sharing the system. (See “Using
Organizations’ on page 10-2 for moreinformation about handling multiple businesses
on asystem.)

Thisruleisdefined so that users are not permitted to place international callswith this
routing service. This could be useful if you only want international calls to be placed
by users who have been given a specia access code that corresponds to a different
dialing service.

Thisruleis defined so that calls to 900 pay-per-minute numbers are prevented. Y ou
could replace 900 with arouting variable that matches all pay-per-minute numbers.
See “Adding custom routing variables’ on page 8-30.

Thisruleisdefined so that 411 calls are routed to the T1 line dialing service, which
was created to place callsover aT1 line.

Thisruleisdefined so that call processing stops and a message playsif all trunks are
busy on T1 line. The message says that all lines are currently busy. Without this stop
rule, rule 9 would match 411 calls aso, so this stop rule causes a much quicker
time-out when no lines are available.

Thisruleis defined so that long-distance calls placed during hours defined by the
Weekdays schedule use the |east expensive carrier. The PIC code 10- 10- 321 (acode
used to save money by using a particular carrier) is added to the dialed digits before
the number is passed to the T1 line dialing service.

Thisruleis defined so that long-distance calls that are not placed during Weekday
hours use the same target dialing service asrule 5. The PIC codeis not used.

Thisruleisdefined so that if al of the T1 line dialing servicetrunks are busy, callsare
routed to the All trunks dialing service.

Thisruleisdefined so that call processing stopsif the dialed digits match thisrule and
the call has not yet been processed. With the stop rule in place, if no trunks are
available from the previous rules, the routing service stops the processing of the call
and plays a system prompt to the user saying that no lines are available. Without such
astop rule, the routing service would search for another matching rule and therefore
rule 9, which was not created to handle long-distance calls, would then handle the call.

Thisruleis defined so that all other numbers, for example, local numbers, are passed
totheT1 line dialing service unchanged.
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How the Client reformats phone numbers

Phone numbers dialed from atelephone reach the routing service exactly asdialed. On the other
hand, the Client can automatically reformat phone numbersbeforethey arereceived by arouting

service.

For exampl e, the Client may strip the areacode from alocal number, evenif the user has entered
the areacodein the Client’ s Check Phone Number dialog. Putting local numbersfrom the Client
and the telephone into the same seven-digit form allows you to use the same routing rules for
local phone numbers from both the Client and the phone.

1

3540600

Y

|
!

LLERLT]]
allll
mgagrinn
i

v

Routing service
receives the same
dialed number from

——6173540600 —»

For local calls, area code
is stripped from number
supplied by Client

either source.

—— 3540600 —»

Y our routing rules must be able to handle numbers received from the Client, so it isimportant
that you understand when and how the Client reformats them. Here are the main points to

remember:

m The Client stores information about whether or not a number can be reformatted.
In the Client’s Check Phone Number dialog, the use country code and area code
dialing rules checkbox specifies whether or not the number may be reformatted.

Check Phone Number

| Mabile: +1 (617) 555-a885

Country Region: |United States of America (1)

=

Cityfarea code: |61?

Local Humber: |s55-agaa

[v Use country code and area code dialing rules

[v Show this again when a phone number is unclear

=]

Cancel |

Help

If this checkbox is not checked, the Client will never reformat this number. (For more
information, see “Using dialing services’ in Using TeleVantage).

m If the number can be reformatted, the Client uses the dialing rules specified in the
Location Settings tab of the routing service’s default dialing service. A routing
service does not have location settings of itsown, but every routing serviceisconfigured
with a default dialing service (see “Adding arouting service” on page 8-26). The
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location settings of the default dialing service supply the rules that the Client will useto
reformat the number.

-3 Untitled - Phone Number Service

Generall Trunks Dialing Exceptionsl Permissionsl

Country / Region: IUnited States of America (1) j
Long distance prefis: I‘I
International prefix: ID‘I 1

Area code: |51 7 ¥ Dial local numbers withaut area code

I | [heludelGre distatiee prefiz it area cade

The number can be reformatted in the following ways:

m |f auser enters a number without an area code, the Client can use the dialing
service' sareacode and country code settingsto add that information. For example,
if the user types 3540600 inthe Client’s Place Call To dialog box, the Client can add
the area code, and the number received by the routing service will be 6173540600.

= If therouting service’ sdefault dialing service hasDial local numbers without area
code checked, the Client will strip the area code from the number before sending it
to the routing service. For example, even if the user enters 6173540600, the Client
will strip the area code from the number, and the number received by the routing
service will be 3540600.

It isimportant to remember that all reformatting takes place before the routing service receives
the number and beginsto apply routing rulestoit. Dialing services specified in routing rules will
never receive a number until after the Client has had a chance to reformat the number based
using the routing service's default dialing service.
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Adding arouting service

1.

Choose File > New > Dialing Service > Routing Service. The Routing Service dialog
box opens.

: 3 Untitled - Routing Service

General | FRovting F\ulasl

Name: ||

Access code: ¥ Ensbled [~ Hidden
Diefault zervice: I?E - Ay Available Trunk j EI

ak I Cancel | Help |

On the General tab, enter the basic information about the routing service. For
instructions on Name, Access code, Enabled, Show in Client, and Can be dialed,
see “Genera information for al dialing service types’ on page 8-9.

From the Default service drop down-list, select the dialing service whose location
settings are applied to numbers dialed from the Client. Select adialing service from
the drop-down menu, click |33 to create anew dialing service, or pressALT and click
to edit the selected default service.

Click the Routing Rulestab and add routing rules (see“ Adding anew routing rule” on
page 8-27) until you have provided coverage for al phone numbers that you expect
usersto dial.

Click OK to add the routing service.
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The Routing Rules tab

The top pane on the Routing Rules tab displays routing rules for this routing service.

The bottom pane displays the routing variables that are currently available. Click Routing

Variables if you need to create or edit routing variables for use in your routing rules.

See “Adding custom routing variables” on page 8-30 for more information.

zz&Untitled - Routing Service

General Routing Rules |

Membership |Schedu\e |Digitsdialed |Newd\g\ls ‘Act\on ‘Servicer’ﬁe-‘Notesl A|
[]

| |

Fouingaiatles. | 2dd Edt. || Do |

Cancel | Help

To create anew routing rule, click Add (see the next section).

Adding a new routing rule

When you click Add On the Routing Rules tab, the Add Routing Rules dialog box opens.

— Uze thiz rule under the following conditions:

Digitz dialed: I

[~ Schedule: I Always

v Membership:

L L

— Execute the following action:

{+ RBoute the call to anather dialing service:

Dialing service: {3 - Phone number

Hew digits: I

(" Stop processing rules:

Stop reazon:

IAII linez are curently busy

Motes:

Cancel

Help
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Use this rule under the following conditions

In this section of the dialog box, you can define what calls the rule handles. Y ou can have the
rule handle calls on the basis of the digits dialed, the time or date when the calls are placed, and
the users placing the calls, in any combination.

m Digits dialed. Typethe pattern that will match the dialed numbers you want the routing
rule to process. For example, Nxxxxxx would match any seven-digit local number. See
“Defining patterns to match the dialed digits’ on page 8-30 for details. The pattern
entered here appears in the Dialed digits column of the Routing Rules tab. Thisfield
cannot be left blank.

To have the routing rule process calls without regard to the number dialed, enter ~ here.
For example, you might have arouting rule that processes calls solely on the basis of
schedule or membership. Stop rules cannot use the ~ character.

m Schedule. If you want to apply the rule only at scheduled times, check thisfield and
click [ ] - In the Custom Hours dialog box that opens, define the hours and days of the
week or the specific dates that thisrule will bein effect. See “ Setting up custom hours’
on page 6-24 for more information. If you enter a schedule, it appears in the Schedule
column of the Routing Rules tab.

= Membership. If you want to apply the rule only to outbound calls from certain users,
check thisfield and click [ ] . In the Routing Rule Members dialog box that opens, add
the users or roles you want to the Selected Members list by selecting them and clicking
Add. If aroleis selected, all usersin the role are members.

Routing Rule Members

All users, roles, and gateways: Selected members:
;I Kenneth Deimach
: Cecilia St John M Miri Anatolia

. << Remave | i Wwilliams
Diinga Frye

Frank Smith

John Sargent

Jozhua Fields

K.evin Flaherty
Operator

Queue Supervisors
Shannon Roze Ryan
Users

Ll

QK I Cancel | Help |

Click OK to return to the Add Routing Rule dialog box. The rule will be used only on
callsfrom the usersin the Selected Members list.

Note: If your TeleVantage Server is shared between different organizations, you can
use the Membership feature to restrict the use of some trunks to members of a role that
has the same members as the organization. You might do this, for example, if one
company had paid for certain proprietary trunks. See Chapter 10, “Managing Multiple
Organizations.”
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Execute the following action

In this section of the dialog box, you can specify the action to be performed with the dialed
digits. Y ou can choose one of two actions. you can either Rout e, which passesthe number to the
target dialing service, or St op, which stops processing any further routing rules that use this
pattern. The action you choose appears in the Action column of the Routing Rules tab.

= Route the call to another dialing service. Select this option if you want the number
passed to the target dialing service.

m Dialing Service. From the drop-down list, select the target dialing service for this
rule. The dialing service you select appears in the Service/Reason column of the
Routing Rules tab.

= New Number. Typethe pattern that defines the number that you want to passto the
target dialing service. If you do not want to change the number, usethe same pattern
that you entered in Digits dialed. See “Defining anew number for arouting rule”
on page 8-32 for more information. If you enter a pattern, it appearsin the New
digits column of the Routing Rules tab.

m Stop processing rules. Select thisoption if you want to prevent the routing service
from looking further for rules that match the dialed number.

If no rules have matched when the stop ruleisreached, or if no trunks are available from
the target dialing services of the rules that matched, TeleVantage plays an appropriate
system prompt to the user. The available promptsinclude “I’m sorry, al lines are
currently busy,” “I’m sorry, the phone system has not been configured to dial this
number. Please contact your administrator,” and “|’m sorry, the number you entered was
invalid. Please try again.” The name of the prompt you select appearsin the
Service/Reason column of the Routing Rules tab.

Most routing services will include stop rules. Y ou can use them for the following
purposes:

m Prevent numbers from being dialed over inappropriate trunks. For example,
create routing rules that route 411 callsto dialing services that support 411. Add a
stop rule so that TeleVantage does not attempt to dial 411 on dialing services with
trunksthat do not support 411 calls. Restrict 1800 numbersto specific trunksin the
same way.

m Eliminate time-outs when a user is dialing from the telephone. For example,
with 911 calls, you can create one or more routing rulesfor the dialing servicesthat
can handle 911 calls. Add a stop rule for 911 that will cause TeleVantage to pass
the call to a911 dialing service immediately instead of evaluating all of the
remaining rules for matches before routing the call.

m Block calls to numbers. Y ou can set up stop rulesfor 1900 numbers, for example,
to prevent users from calling them (this could a so be done with dialing
permissions, but stop rules can provide a more versatile solution in some cases).
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Defining patterns to match the dialed digits

Y ou can include any of the charactersidentified in this section in the Digits dialed that the
routing rule usesto match digitsreceived (see“ Usethisrule under thefollowing conditions’ on
page 8-28). The Digits dialed field cannot be left blank.

Routing rulescan match the exact digitsin phone numbers, such as 16173540600, or use number
patterns that include variablesto match all dialed digitsthat fall into a more general category.
For example, using the pattern 1617Nxxxxxx to match the dialed digits would match al phone
numbersin the 617 areacode. The pattern INxxNxxxxxx can be used to match any long-distance
number in the North American Numbering Plan.

Note: Variables are case-sensitive. For example, upper-case N and lower-case n would be
interpreted as two different variables.

By default, the system defines the following routing variables:

= Nmatches any digit from 2-9. These are theinitial digits used in exchanges and area
codes.

= X matches any digits (0-9).

= ~ matches any sequence of digits and asterisksto the end of dialed digits. This creates
an ambiguous time-out (see “Avoiding dialing ambiguities’ on page 8-6).

Note: You cannot use this character when defining a stop rule.

Y ou also can define your own routing variables to match combinations of digits, asdescribed in
“Adding custom routing variables.” .

Thefollowing list presents examples of match patterns and the phone numbers that match them:

m 1617Nxxxxxx matches16173540600 and any other seven-digit phone number inthe 617
area code.

m 1617~ matches 1617, 16173540600, 16173540600123456789, or any other set of digits
that follows the digits 1617.

= Nxxxxxx matches 3540600, 2000000 and any other seven digitsin which the first digit
isfrom 2-9.

m ~ matches any number dialed.

Adding custom routing variables

Routing rules use a set of variables to define the phone numbers to be matched. As explained
previously, by default the system defines the routing variables N, x, and ~. Y ou can define
additional routing variables that match individual digits or combinations of digits, such asarea
codes or exchanges.

For example, if you arein the 617 area code and callsto the 617, 781, and 508 area codes have
the same low cost over certain trunks, you can create a new routing variable AAA that matches
the digit sequences 617, 781, and 508. By using the AAA routing variable, for example, in a
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1AAANXXxxxx match pattern, you can match callsto any seven-digit phone number in these three
areacodes. Doing thiswould enable you to consolidate your handling of 617, 781, and 508 calls
inasinglerouting rule.

To add arouting variable

1. Click variables on the Routing Rules tab (see page 8-27). The Routing Variables
dialog box opens.

23456789
M 01234567849
Add... | Edi... | Delete |

QK I Cancel | Help |

Note: You also can open this dialog box by choosing Tools > Routing Variables.

2. Click Add. The Routing Variable dialog box opens.

Mame:  [000
Data: £17.979

QK I Cancel | Help |

3. Enter anamefor the new variable in the Name field, and then enter the set of values
that the variable will match in the Data field. The name must be a string that consists
of arepeating upper case letter (for example, W, RRR or HHHHH).

Note: The number of characters in the Name of the routing variable must be the same
as the number of digits being matched. For example, you can use a variable named
BBB to match the area codes 617 and 781, but you cannot use a variable named
BBBBB to match those area codes, and a variable BBB cannot contain anything but
3-digit numbers.

4. Click OK to return to the Routing Variables dialog box. Click Add to add another
routing variable or click OK.
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Defining a new number for a routing rule

Y ou can include any of the characters shown in the following tablein the New number that you
define for arouting rule (see “Adding a new routing rule’ on page 8-27).

See* Examples of number patternsand dialed digits’ on page 8-33 for examples of dialed digits
and new numbersthat use these characters.

Characters Digits placed in the new number

N, X Places the digit that the variable matched into the new
number. The position of the variable within the match
pattern is preserved in the new number. For example, If
the match pattern Nxxxxxx matches the dialed digits
5551212, including xxxx in the new number would yield
the digits matched by the first four x variables: 5512.

+ If + is the first character in the New Number field, the
routing rule’s target dialing service will apply its area
code and country code rules to the basic number. If a +
is not present, the target dialing service’s area code and
country code rules are not used.

0,-,9,*,# Valid telephone digits.

, & A comma in the dialing sequence causes a 2-second
pause. An ampersand causes a Flash on analog trunks,
and is ignored on other trunk types.

[n] The nth digit in the dialed digits.

[n-m The nth through mth digits in the dialed digits.

[n-] The nth through the last dialed digit.

~ All digits matched by the ~ in the dialed digits. (Can only
be used when the match pattern uses ~.)

"<string>"  Use quoted strings without modification. For example,
the following new number begins with the MyNetPhone
gateway as a quoted string, incorporates all the dialed
digits, and then adds an account name and password as
a suffix: “ gat eway. nynet phone. net/”[ 1-]*1234*1234.
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Examples of number patterns and dialed digits

The following table illustrates some of the possibilities for defining the new number used by a
routing rule. Thefirst column showsnumber patternsand dialed digitsthat match those patterns.
The second column shows New Number patternsthat incorporate someor all of the dialed digits
and the number that results from applying the new number pattern to the dialed digits.

Note: The last example in the following table assumes that the U.S. is the country and 617 is
the area code that was selected on the Location Settings tab of the routing rule’s dialing service.

Match pattern/

New Number pattern/

Dialed digits Number produced by pattern
INXXNKXXXXX NXXNXXXXXX
16173540600 6173540600
INXXNXXXXXX Nxx[ 5- 11]
16173540600 6173540600
INXXNXXXXXX [5-11]
16173540600 3540600
INXXNXXXXXX [5116][7118][9]1[10][11]
16173540600 3540600
INXXNXXXXXX [1-]
18005551111, , 1211#E 18005551111, , 1211#E
INxx~ 18002255288, 1Nxx~, 4321
16173540600 18002255288, 16173540600, 4321
NXXXXXX 1010321NXXXXXX
3540600 101032116173540600
NXXXXXX +1617NXXXXXX
3540600 +16173540600
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About inbound call routing

This chapter provides an overview of inbound call routing methods in TeleVantage and directs
you to the chaptersin this manual that explainin detail how to use them.

With TeleVantage, you can routeincoming callsin thefollowing ways. Y ou can use one of these
methods or several of them in combination:

Route calls to an auto attendant. Incoming calls go to an auto attendant, at which
callers enter an extension number. Auto attendants can also provide a dial-by-name
directory for callers who do not know a user’s extension.

Route calls on atrunk directly to a user. All incoming calls on a specific trunk go to
aspecified user’ sphone. With thismethod, you can send callsto alive operator who then
transfers them to users. Y ou can also give a user a dedicated private line.

Ring multiple users simultaneously. Incoming callssimultaneously ring the phones of
all usersin a specific workgroup. The first user in the workgroup who answersis
connected to the caller. Workgroups can contain an unlimited number of users. For more
information about workgroups, see Chapter 7, “Managing Workgroups.”

Route calls to a call center queue or an ACD workgroup. Incoming callsare
automatically put on hold in acall center queue or an ACD workgroup until an agent
becomesavailable. See TeleVantage Call Center Administrator’s Guide for details about
setting up and using call center queues and ACD workgroups.

Route calls directly to an IVR Plug-in. Incoming calls are transferred to an IVR
Plug-in for further processing. For more information about 1VR Plug-ins, see
Chapter 14, “Extending TeleVantage.”

Assign DID (Direct Inward Dial) numbers. Incoming calls on any trunk are routed to
the appropriate user, auto attendant, workgroup, 1VR Plug-in, or queue using the DID
numbers that callers dial. Departments in your company can have their own phone
numbers and auto attendants without requiring your system to use dedicated trunks. For
more information, see “ Telephone company services that help TeleVantage” on

page 5-5.

Route calls to a fax machine or a pool of fax machines. For more information, see
“Setting up fax routing” on page 5-6.
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About auto attendants

By default TeleVantage uses auto attendants to route calls to users. Auto attendants
automatically answer incoming calls and offer callers options for directing their calls. For
example, your main auto attendant might say: “\Welcome to Barchetta Industries. Y ou may dial
an extension at any time. For Sales, press 1. For Customer Support, press 2. To hear arecorded
message about our special offers, press 3. To speak to the Operator, please hold.”

What callers can do at an auto attendant
Y ou can set up an auto attendant to let callers do any of the following:

Dial an extension

Dial auser by name in the dial-by-name directory

Log in using a TeleVantage extension and password
Hear arecorded message

Transfer to auser, queue, workgroup, or IVR Plug-in
Transfer directly to a voice mailbox to leave a message

Transfer to another menu (another auto attendant)

Y ou can also specify an automatic action to take if callers do nothing.

How you can use auto attendants
Y ou can use auto attendants in powerful ways, asfollows:

Y ou can create additional auto attendants and assign them to different trunks or DID
numbers. For example, if you distribute different phone numbers for your sales
department and your accounting department, you can create a custom auto attendant for
each department.

TeleVantage |lets you nest auto attendants, so that one option on an auto attendant menu
can take callersto amenu of other options on another auto attendant. By creating
multilevel auto attendants you can offer callers anearly unlimited number of choices.

Y ou can customi ze an auto attendant to automatically change its behavior by time of day
by scheduling greetings and call transfer behavior. For example, after 6:00 pm (and on
weekends) your auto attendant could automatically play a“We're closed” greeting that
reads your business hours, then transfer calls to a voice mailbox.

Y ou can create auto attendants that are recorded in different languages but contain the
same menu choices. A master auto attendant tellscallers, “ To continue in English, press
1. To continue in Spanish, press 2.” Pressing the appropriate choice transfers the caller
to the auto attendant recorded in that language. The language choice also changes the
system prompts that TeleV antage presents to the caller to the specified language.

Different auto attendants can have different hold music (for example, sales pitches for
sales reps or soothing music for support lines).
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m Auto attendants can set a Custom Data variable depending on the menu choice that the
caller selects. For example, you could have callers to your Customer Support line press
1 for Product A, or 2 for Product B. Each option would transfer the caller to your
customer support queue, but would set the “Product” variable differently. Agentsusing
the Client’s Call Monitor would see a“Product” column showing the product that each
caller had selected.

= Auto attendants can be dedicated to a specific workgroup, so that callers can dial only
the extensions of users who belong to that workgroup. The dial-by-name directory is
similarly restricted. In thisway you can have multiple companies share your office, and
ensure that callers to one company do not reach users in another company by accident.

What callers hear

The auto attendant recording that callers hear is composed of a series of short individual
recordings. Theindividual recordings are the following:

m A greeting. Thegreeting isthefirst thing the auto attendant playswhen it answersacall,
for example, “Thank you for calling Barchetta Industries.”

= Menu prompts. Each menu prompt recording tells callers about a single option. For
example, “For Sales, press 1.” Y ou must record each such prompt individually and
specify the sequence in which you want the auto attendant to play them.

Note: Callers do not have to wait for a menu prompt to press the key for it. They can press the
key as soon as they reach the auto attendant. This can be useful for pressing multiple keys quickly
in cases where one menu choice leads to another menu.

The Default Auto Attendant

When TeleVantage isinstalled, all incoming trunk lines are assigned to the Default Auto
Attendant at extension 8000. The Default Auto Attendant is also assigned to any new trunk that
you add. Y ou can change these assignments at any time.

The Default Auto Attendant plays a greeting and offers the caller the following options:

m Dial any TeleVantage extension.

= Press 9 to access a dial-by-name directory.

m Press 0 to transfer to the Operator.

m Press#tologinto TeleVantage.
If three seconds pass after the greeting has played without the caller pressing akey, the call is
transferred to the Operator.

Note: Although you can edit the Default Auto Attendant, it is recommended that you leave it
unmodified and create another auto attendant to customize for your use. The Default Auto
Attendant is used if a trunk is assigned to an auto attendant that was later deleted (see “Deleting
auto attendants” on page 9-16).
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The Auto Attendants view

To create and manage auto attendants, click the Auto Attendantsicon in the view bar to open
the Auto Attendants view.

%2 Auto Attendants - Artisoft TeleYantage Administrator

File:

b Wiew Tools Auto Attendants Help |

B-&G %X |7

New Sale:
Support Infa

[Zltems [ &dmin 100] [TVGOODKIT F=

Each auto attendant that you create appearsasarow in the Auto Attendantsview. A nested auto
attendant is considered a separate auto attendant and appears on its own row.

Double-click an auto attendant in the view to edit it in the Auto Attendant dial og box.

Auto attendants that you create are not used until you assign them to atrunk in the Calls are
sent to field in the Trunk dialog box, as described for the various trunk types in Chapter 5. In
thisway you can create multiple auto attendants for various situations and then activate the one
you want at the appropriate time.

Setting up an auto attendant

The following aspects of setting up an auto attendant are described in the sections that follow:

“Creating a new auto attendant” (see the next section)

“Defining menu choices’ (page 9-8)

“Restricting an auto attendant to members of aworkgroup” (page 9-13)
“Scheduling transfers and greetings’ (page 9-13)

“Setting up hold music” (page 9-16)

“Assigning an auto attendant to atrunk” (page 9-16)
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Creating a new auto attendant
1. Select File > New > Auto Attendant. The Auto Attendant dialog box opens.

General | Menu Chaicss | Scheduled Astions| Hold |

Hame: I
Extension: I

DID number: |

Description: |

I Organization: |AEC Carp j _FI

Play this greeting before offering menu choices:

=]
=
s> ]nfuln] || ————

T I Cancel | Help |

2. Enter the following information:

Name (required). Descriptive name for the new auto attendant, for example, “ Sales
auto attendant.”

Extension (required). Extension used to reach the auto attendant. TeleVantage
users can transfer callers to the auto attendant at this extension. See “ Assigning an
extension” on page 6-10 for recommendations and restrictions.

To test the auto attendant, dial the auto attendant’ s extension. The default auto
attendant is assigned an extension of 8000.

DID number. To give thisauto attendant a DID number, assign one from the block
of numbers provided by your telephone company or T1 provider. When
TeleVantage recognizes this number asthefinal digitsof aninbound call, the caller
isautomatically connected to this auto attendant, instead of the main auto attendant.
To assign multiple DID numbers to an auto attendant, separate each number by a
comma.

Description. Information that describes the auto attendant.

Organization. Thisfieldisreserved for future use. Torestrict auto attendant dialing
by membership, see “ Restricting an auto attendant to members of aworkgroup” on
page 9-13.

3. Record agreeting that plays when callersfirst reach the auto attendant. A typical
greeting is, “ Thank you for calling Barchetta Industries. If you know your party’s
extension, you can enter it at any time.” For more information, see “Using the audio
controls’ on page 2-10.
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4. Click each of the remaining tabs to finish creating the new auto attendant:
= Menu Choices (described in the next section)

= Scheduled Actions (described in “ Scheduling transfers and greetings’ on page
9-13)

m Hold (described in “ Setting up hold music” on page 9-16)

Click OK on any tab to save the new auto attendant.

To activate the auto attendant to handle incoming calls, assign it to atrunk (see
“Assigning an auto attendant to atrunk” on page 9-16).

Y ou can save time and reduce typing when you want to create a new auto attendant by
right-clicking an existing auto attendant in the Auto Attendants view and clicking Copy on the
shortcut menu. Then right-click anywherein theview and click Paste on the shortcut menu. The
Auto Attendant dialog box opens with a copy of the existing auto attendant and you can now
customize it.

Defining menu choices

An auto attendant can present a series of menu choices to callers. For example, callers might
press 1 totransfer to the Sales department, 2 to transfer to the Customer Service department, etc.
When acaller reaches an auto attendant, its greeting plays, followed by its menu choice prompts
in the order you specify.

Important: If your auto attendant supports extension dialing, make sure that its menu choices
do not conflict with extension numbers. For example, if you assign the 2 key to a menu choice,
make sure there are no extensions beginning with 2. Otherwise callers trying to dial the extension
will select the menu choice instead. See “Assigning an extension” on page 6-10.

Each menu choice can contain the following:

= Prompt. A recorded message that explains the option to the caller. For example, “For
Sales, press 1.”

m Key. The telephone key callers must press to select the option.
m Action. The action the system takes when the key is pressed.

m Language. Thelanguage for subsequent system prompts. When callers enter the key
associated with this menu choice, all subsequent prompts are in the specified language.
Y our system supportsthelanguagesthat wereinstalled with the TeleV antage Server. For
more information, see Installing TeleVantage.

m Custom data. Extrainformation attached to the call. Whenever acaller selectsthemenu
choice, acustom datavariable receivesthe value you define (text or numeric). That value
is attached to the call and can be seen by users or used to automate call handling. For
more information, see “Using custom data to add information to calls’ on page 9-18.
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Menu choice actions
The following table lists the actions that you can choose.

Action Description

Transfer to user Transfers the call to a TeleVantage user

Send to voice mail  Transfers the call to a user’s voice mailbox

Play message Plays a message that you record

User login Offers callers the TeleVantage login prompt
Dial by name Offers callers the dial-by-name directory
Jump to auto Transfers the call to another auto attendant
attendant (see the Note following this table)

Transfer to IVR Transfers the call to an IVR Plug-in for
Plug-in processing

Transfer to Queue  Transfers the call to a call center queue

Note: TeleVantage automatically disconnects calls if callers do not press a key during three
consecutive jumps between auto attendants (for example, if you set up an auto attendant to jump
to itself for the “nothing” menu choice action). Callers are presumed to have hung up. To change

the number of auto attendants that can execute without caller input, see

Server\MaxAutoAttendantLoops on page A-37.

Setting general menu options

1. Inthe Auto Attendant dialog box, click the Menu Choices tab.

General Menu Choices | Scheduled Actionsl HoIdI

Key Drescription

: : - - |
nothing  Transfer to Operator
hd

Add.. Edt. | Do |

Mumber of geconds before performing ‘nothing' menu choice: |3

[¥ Process all other digits as user extensions

[~ Bestrict dial-by-name and extension matching to members of:

|< no workgroups defined » j A_‘AI

Cancel | Help
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InNumber of seconds before performing ‘nothing’ menu choice, enter the number
of seconds that the auto attendant will wait without a menu choice being selected,
before performing the action associated with the Nothing menu choice. The wait
begins after the final menu choice prompt finishes playing. Y ou can choose the action
for the Nothing menu choice using the following steps.

Note: If you have turned on fax detection for your trunks, the combined time for this

setting plus the auto attendant prompt (greeting and menu choice prompts) should be
at least 10 seconds. If the combined time is less than 10 seconds, the system might fall
to detect fax tones and route them before the “nothing” menu choice takes over.

To permit callersto dial extensions from this auto attendant, leave Process all other
digits as user extensions field checked. For information on unchecking it, see
“Creating auto attendants without extension access’ on page 9-13.

Note: Auto attendant extensions (for example, 8001) cannot be dialed at an auto
attendant.

To dedicate thisauto attendant to aworkgroup, so that only usersin the workgroup can
bedialedfromit, check Restrict dial-by-name and extension matching to members
of, and select the workgroup. For more information, see “ Restricting an auto attendant
to members of aworkgroup” on page 9-13.
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Adding or editing a menu choice

1. OntheMenu Choicestab of the Auto Attendant dialog box, click Add to create anew
menu choice. Click Edit to modify the selected menu choice. The Edit Menu Choice
dialog box opens.

Edit Menu Choice

General | Advanced I

r— Brompt to offer this menu choice:

.
Ell I

[ Mot connected ta record, press to connect

—when caller presses: Ig vl

.l)ll

Perfarm action: ITransfer to uzer j

K.enneth D eimoch

FK.evin Flaherty

Mir Anatlia [
Meil Pratt

Operator LI

Announce: IName or extension 'l

Cancel | Help |

2. Onthe General tab, type the text of the Prompt to offer this menu choice, for
example, “For Sales, press 1.” Use the audio controls to record the prompt. For more
information, see “Using the audio controls’ on page 2-10.

3. InWhen caller presses, select the key that callers must press to select the menu
choice. Valid keysare 0-9, *, or #£.

4. InthePerform action drop-down list, select the action to perform when callers press
the key. For alist of actions, see “Menu choice actions’ on page 9-9.

For transfersto a user, IVR Plug-in, or queue, select an optional Announce prompt,
that determines what callers hear when they select this menu choice:

= Nothing. Thecall istransferred with no announcement.

m Name or extension. Announcesthe name of the user, IVR Plug-in, or queue, using
thevoicetitleif available. If novoicetitleisavailable, the auto attendant announces
the extension to which the call is transferring.

= One moment please. Announces “ One moment please” asthe cal istransferred.
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5. Click the Advanced tab.

General Advanced |

[~ Change the caller's telephone prampts to: IU_S. Englizh 'l

[V Set custom data when this menu choice is pressed

Yariable name: IPmduct j s

Wariable value: |

6. Tochangethelanguage of subsequent prompts, check Change the caller’s telephone
prompts to. Then select another language that was installed with TeleVantage from
the drop-down list. When callers press the key for this menu choice, all subsequent
prompts are in the language you specify here.

For example, to give callers the option of accessing a dial-by-name directory in

Spanish, set up a dial-by-name menu choice on the General tab, and then select
Spanish on the Advanced tab.

7. To set the value for acustom data variable whenever this menu choice is selected,
check Set custom data when this menu choice is pressed. Select the Variable
name from the drop-down list and enter a Variable value. For more information, see
“Using custom datato add information to calls’ on page 9-18. To create a new
variable, click ;¢ to open the Custom Data dialog box.

Click OK to save the menu choice and return to the Auto Attendant dial og box.

On the Menu Choices tab, use the arrows to change the order in which menu choices
are presented to callers.

Untitled - Auto Attendant

General Menu Choices | Scheduled Actionsl HoIdI

Diial by name - |
8 Diial by name - Latin American Spanish

# User login

nothing  Transfer to Operator

Add.. Edt. | Do |

Mumber of geconds before performing ‘nothing' menu choice: |3

[¥ Process all other digits as user extensions

[~ Bestrict dial-by-name and extension matching to members of:

|< no workgroups defined » j A_‘AI

Cancel | Help |

10. Add more menu choices or click OK to save the auto attendant.
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Creating auto attendants without extension access

By default, all auto attendants permit the caller to dial extensions. However, sometimes you
might want an auto attendant to offer menu choices only, for example an auto attendant whose
only purposeisto transfer callersto call center queues, or an informational auto attendant that
provides recorded messages based on caller choices. In such cases you might want to disallow
extension diaing, to ensure that callers entering digits do not get transferred to extensions by
accident.

To disallow extension dialing, uncheck Process all other digits as user extensions on the
Menu Choices tab. When unchecked, the auto attendant responds only to the digits you define
as menu choice selections.

When checked, the auto attendant permits the dialing of extensions.

Restricting an auto attendant to members of a workgroup

Y ou can restrict an auto attendant to be able to reach only the extensions within a workgroup.
When you do so, callers to the auto attendant can dial the extensions of workgroup members
only, and the dial-by-name directory isrestricted to workgroup members only. If they dial other
extensions in the system, they receive an invalid extension message. Y ou can use this feature
when separate businesses share a TeleVantage Server, to make sure that callers to one business
don’t reach users in another business. For more information about handling multiple
organizationsin a TeleVantage system, see Chapter 10.

To restrict auto attendant dialing to the members of aworkgroup, check Restrict dial-by-name
and extension matching to members of on the General tab, and select the workgroup. Click
[] to define a new workgroup (see “Creating a Workgroup” on page 7-4).

Note: When you restrict auto attendant dialing to a workgroup, callers who press 0 at the auto
attendant are transferred to the workgroup’s If no answer, transfer extension, not the system’s
Operator extension.

Scheduling transfers and greetings

Y ou can customize an auto attendant to automatically changeits behavior based on time of day
or on specia dates. Y ou can schedule the following actions:

= Playing of adifferent main greeting, which replaces the auto attendant’ s regular
greeting. For example, you can schedule a“We're closed” greeting to be played to all
callers after business hours and on weekends.

m A transfer to any other extension, including another auto attendant, user, queue, IVR
Plug-in, or workgroup. For example, to provide extended customer support coverage,
support calls that arrive after your California office closesin the evening can transfer
automatically to the main auto attendant at your facility in New Zealand.

Note: If you have scheduled a greeting and a transfer to occur at the same time, the transfer
always takes precedence and the greeting does not play. Also, if you have two greetings or two
transfers scheduled for overlapping times, the top-most scheduled item always takes
precedence.
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To schedule transfers or greetings

1. Inthe Auto Attendants view, create a new auto attendant or double-click an existing
auto attendant to edit it. The Auto Attendant dialog box opens.

2. Click the Scheduled Actions tab.

Generall Menu Choices | Scheduled Actmns:l Hald |
Immediately execute an action during the following times:
Enahledl Description ‘Act\un ‘ PN
-]
Add | Edt | Delete |
Mote: Greetings are not played before scheduled tansfers.
oK | Cancel | Help |

The following table shows the information that appears for each scheduled action
aready defined for this auto attendant.

Column Description

Enabled If checked, the action will be performed as
scheduled. If unchecked, the action is
temporarily disabled.

Description Time period during which the action will be
performed.

Action Action that will be performed.
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3. Click Add to schedule a new action. Click Edit to modify the selected action. The
Schedule Action dialog box opens.

Schedule Action

— This schedule entry occurs:

* During business hours
= During nonbusiness hours
= After business hours on workdays

= On norworkdays
¢ On holid

R Cugtom Haurs. . |
= During custom hours

r— This schedule entry:

& Transfersto: | Default Auto Attendant (x 8000) j

= Plays greeting:

I =
=
o| >|l|«|» o~ ‘|J—
| Fieady to play
¥ Enable this schedule action
QK | Cancel | Help |

4. Under This schedule entry occurs, select one of the periods of time during which the
action will occur.

Note: If your TeleVantage system uses several sets of business hours, click
Business Hours before you click OK in the Schedule Action dialog box and verify that
the action will take place according to the set of business hours that you want to use.
For more information about business hours, see “Setting Business Hours” on page 3-3.

If you choose During custom hours, click Custom Hours and see* Setting up custom
hours’ on page 6-24.

5. Under This schedule entry, select the action that the auto attendant will perform
immediately when acall arrives during the period covered by the schedule entry:

m Transfers to. Immediately transfers callersto the extension that you select from the
drop-down list during the scheduled time period.

m Plays greeting. Immediately plays the greeting that you record during the
scheduled time period. For more information, see “Using the audio controls’ on
page 2-10.

6. Check Enable this schedule action to activate thisaction as soon asyou save the auto
attendant. If unchecked, the action is temporarily disabled.

Click OK. The Schedule Action dialog box closes.

On the Scheduled Actions tab in the Auto Attendant dialog box, use the arrowsto
move ascheduled transfer or greeting to adifferent position onthelist. If you havetwo
greetings or two transfers scheduled for overlapping times, the one that is at the top of
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thelist will be used. If agreeting and atransfer are scheduled for the same time, the
greeting is not played.

9. Click OK inthe Auto Attendant dialog box to save your changes.

Setting up hold music

An auto attendant can play music that isdifferent than the system-wide hold music. Callers hear
an auto attendant’ s hold music while the auto attendant istransferring them to an extension, and
they continue to hear it while on hold until they reach a part of TeleVantage that uses different
hold music, such as aqueue or another auto attendant that has different hold settings. Each auto
attendant can have its own hold music setting.

If you do not specify hold music for an auto attendant, the auto attendant uses the system default
hold music. To configure system default hold music, see “ Setting Server configuration” on
page 3-5.

To set up different hold music for an auto attendant

1. IntheAuto Attendant dialog box, click the Hold tab.

Genesal| Menu Choices | Scheduled Actions  Hold |

Hold music

’V I~ Play hold music from station number: ||]

2. Check Play hold music from station number and enter the station number of an
attached CD player or other music-on-hold device.

3. Click OK.

Assigning an auto attendant to a trunk

In the Trunk dialog box or on the Trunks tab of an Internet span, select the auto attendant under
Calls are sent to.

Deleting auto attendants

If you delete an auto attendant, all trunks using that auto attendant will use the Default Auto
Attendant. Y ou cannot delete the Default Auto Attendant.

For more information about deleting itemsin TeleVantage, see “Deleting items” on page 2-9.
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Routing calls to users

When you route calls directly to users, all incoming calls on the dedicated trunk are sent to that
user. If the user isbusy or does not answer, the calls follow the user’ s routing list.

By routing calls directly to a user, you can do the following:

m Send incoming calls on the trunk to alive Operator who then transfers the calls to the
appropriate destination. Y ou can do this on al your trunks.

= Send incoming calls on the trunk to a user. If your phone lines do not support direct

inward dial (DID), thisisthe only way to let calersdia auser directly (without going
through an auto attendant).

Toroute calls on atrunk to a user, select auser in the Calls are sent to drop-down list on the

Trunk dialog box. See “Adding an analog trunk” on page 5-9.

Routing calls to extensions

To route calls on atrunk to any extension (user, auto attendant, queue, IVR Plug-in, or
workgroup), modify the trunk in the dialog box specified in the next table.

Trunk type To modify trunk, open this dialog box
Analog trunk Trunk dialog box

Robbed Bit T1 Robbed Bit T1 Span dialog box, Trunks tab
span

Internet span Internet Span dialog box, General tab
ISDN/CAS T1/E1 ISDN/CAS T1/E1 Span dialog box, Trunks tab
span

For moreinformation about routing inbound callson atrunk, see Chapter 5, “Managing Trunks,
Spans, and Stations.”

Routing calls to workgroups

Y ou can have incoming calls ring the phones of al usersin aworkgroup at the sametime. The
first user to answer the call is connected to the caller. Thisfeature is handy for departments or
small officesin which it does not matter who answers an incoming call.

Toroute callson atrunk to aworkgroup, select aworkgroup inthe Calls are sent to drop-down
list on the Trunk dialog box. See “ Adding an analog trunk” on page 5-9.

Note: You can also select a workgroup in the Faxes are sent to drop-down list on the Trunk
dialog box, to direct incoming faxes to a bank of fax machines or a fax server with many ports.
The first fax machine to answer receives the fax.
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If you want to route calls to a group of people using a distribution agorithm other than
simultaneous ring, create a placeholder user whose routing list calls the workgroup, and route
calls to the placeholder user. See Using TeleVantage for instructions on creating routing lists.

Using custom data to add information to calls

TeleVantage lets you attach extrainformation to incoming calls, using custom data variables.
Theinformation is displayed to usersin the Client’s Call Monitor, and can also be used to
automate call handling. Examples of attaching extrainformation to calls using custom data
variables include the following:

m Based on the caller’ s auto attendant choice, set avariable called Product to the name of
the product that the caller is calling about. For example, callers who press 1 have
Product="Widget,” while callerswho press 2 have Product=" Advanced Widget.” When
usersanswer the callsthey see the product namein the Call Monitor in acolumn labeled
“Product.”

m Based on contact recognition, set avariable called Priority to a higher number for VIP
calersto acall center queue. For example, anormal caller has Priority=1, whileaVIP
caller has Priority=10. VIP callers are automatically bumped closer to the head of the
queue.

Using custom data variables is a two-step process, as follows:

1. Defining a custom datavariable.

2. Setting the value for a custom data variable.

These steps are described in the following sections.
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Defining a custom data variable
Y ou can define as many custom data variables as you want.

1. Inthe Administrator, choose Tools > Custom Data. The Custom Data dialog box
opens, listing all the custom data variables you have created so far.

Custom Data

Mame | Data type | Default | S_l,lstem| Description |
Expected wait Long 1] The expected wait time in
Mumber of peo Long 1] The number of callers ahea

Sales Prioiity  Long

QK I Cancel | Help |

Each custom data variableis attached to every incoming call, though a given variable
might not be used for every call.
Note: If you have purchased the TeleVantage Call Center module, two system

variables are present by default, Expected wait time and Number of people ahead. For
instructions on using them, see the TeleVantage Call Center Administrator’s Guide.

2. To create anew custom data variable, click Add. The second Custom Data dialog

opens.
Mame: |Pr0duct
Description: |product harne
Databpe:  [Sting =l
Drefault walue: |
Cancel | Help |

3. Enter the following information for the custom data variable:

= Name. Enter aname for the variable. Keep the name relatively short, asit will
appear in acolumn header in the Client’s Call Monitor.

m Description. Enter a description of the variable if needed.

m Data Type. Thisdetermines the type of information that the variable holds. Select
one of the following:

= Long. Aninteger number.
m Double. A number that have decimal places.
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m Boolean. Thevalue must be either 0 or 1.

= String. Text. Numbers can be part of the text string, but they are treated as text
characters.

m Default value. Enter the value that the variable receives if no other action setsa
value. For string variables you can leave the field blank, meaning the variableis
empty by default. For numeric variables you must enter a number, usualy O.

4. Click OK to add the custom data variable to the list.
5. Click OK to close the Custom Data dialog box that shows the list.

Thevariableyou created isnow attached to every incoming call, and users have a corresponding
column in the Call Monitor where they can view the variable’ s value for each call.

Setting the value for a custom data variable
Y ou can have TeleVantage set the value of a custom data variable in the following ways:

m Auto attendant choice. When defining an auto attendant menu choice, you can have it
set the value of a custom data variable. See “Defining menu choices’ on page 9-8.

m Call center queue. If you purchased the TeleVantage Call Center module, you can have
aqueue set the value of a custom data variable based on caller data entry. See the
TeleVantage Call Center Administrator’s Guide.

m IVR Plug-in. An VR Plug-in can set the value of custom data variables based on a
variety of methods, including when it was called and caller data entry. For more
information see Chapter 14, “Extending TeleVantage.”
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About multiple organizations

Using Organizations

With TeleVantage you can have multiple businesses or contractorsin an office that share the
same Server and trunks, yet are independent of each other in terms of caller experience and
internal billing. TeleVantage refers to such groups as Organizations.

With the Organizations feature, callersto a user hear an auto attendant greeting specific to that
user’ s Organization, and from the auto attendant can dial only the extensions of userswithin that
Organization. The Call Log al so shows which outbound calls belong to each Organization,
alowing easy accounting and billing to the appropriate Organizations for the calls their users
make.

TeleVantage a so provides full support for user-entered account codes. With account codes you
can distinguish any group of calls for reporting and accounting purposes. The calls caninclude
both outbound and inbound calls. For example, if your office contains employees or contractors
whom you bill separately for their phone use, you can use account codes to mark calls by the
user they belong to. Other uses of account codes include marketing campaigns, case and issue
tracking, and more.

Once you define one or more Organizations, and assign each user to the appropriate
Organization, you can do the following:

= Log outbound calls by Organization for purposes of tracking or billing.

m Restrict callers at the auto attendant to dialing only the extensions of usersin the
Organization they're calling.

= Distribute outbound trunk use between Organizations.

This section covers the following aspects of using Organizations:
= “Defining an Organization” (page 10-3).
m “Assigning usersto Organizations’ (page 10-3).
= “How callsare logged by Organization” (page 10-4).
= “Creating an auto attendant for each Organization” (page 10-4).
m “Restricting outbound trunk use by Organization” (page 10-4).
m “Configuring Operators for multiple Organizations’ (page 10-5).
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Defining an Organization
To use Organizations, you must first define them.

1. Choose Tools > Organizations. The Organizations dialog box opens, listing al the
Organizations you have defined so far.

WYZ Corp
Add... Edit... | Delete |
Cancel | Help |

Usethisdialog box to edit or delete an existing Organization. Click the Organization,
then click Edit or Delete.

2. Toadd anew Organization, click Add. The Organization dialog box opens.

Organization name: |YYZ Corp

Cancel | Help |

3. Enter the name of the Organization, for example, the name of the company that is
sharing the TeleVantage Server.

Click OK to return to the Organizations dial og box.
Click OK.

Assigning users to Organizations

Once you have defined Organizations, you can mark outbound calls by which Organization they
belong to. Y ou can view a call’ s Organization using the Organization column in the Call Log,
and TeleVantage reports, and easily sort by Organization for tracking or accounting purposes.
You can also display acall’s Organization in the Client’s Call Monitor.

To assign a user to an Organization, edit the user, and use the Organization field, on the Other
tab of the User dialog box.

¥ Organization: IABE Carp j EI

See “Adding users’ on page 6-7 for complete information about setting up a user’ s account.

All calls placed by the user are associated with the user’ s Organization.
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How calls are logged by Organization

Only outbound calls are logged by Organization. Incoming calls appear in the Call Log with the
Organization column blank.

Outbound calls are logged with the Organization of the user who placed the call.

Note: If a call center queue agent uses the *14 telephone command to place calls as the queue,
the call is still logged with the Organization of the agent, not the Organization of the queue.

Conference calls are logged with the Organization of the user who started the conference call.

Creating an auto attendant for each Organization

Assuming that each Organization hasits own phone number, you can define a separate auto
attendant for each Organization. Callers will then hear a greeting and menu choices specific to
the Organization they’re calling, and they will be unable to accidentally dial usersin other
Organizations, either by extension or dial-by-name.

To create an auto attendant for an Organization

1. Create apublic workgroup containing the same users that are the members of the
Organization. For instructions see “ Creating a Workgroup” on page 7-4.

2. Define an auto attendant as described in “ Setting up an auto attendant” on page 9-6.
Check Restrict dial-by-name and extension matching to members of onthe Menu
Choicestab, and select the workgroup.

3. Route the trunk(s) corresponding to the Organization’s phone number to the auto
attendant. See “ Assigning an auto attendant to atrunk” on page 9-16. Alternately, edit
the auto attendant to give it the appropriate DID number. See “Creating a new auto
attendant” on page 9-7.

Restricting outbound trunk use by Organization

Y ou can restrict the use of one or more outbound trunks to specific users, such as the members
of an Organization. For example, if one company within an office has paid for extra trunks for
its business, you can ensure that only members of that business use those trunks for outbound
cals.

To restrict outbound trunk use by user, you set up dialing services and arouting service as
follows:

1. Createonedialing servicefor each group of trunks. Set up each dialing serviceto route
calls to the trunks appropriate for that group.

When creating these dialing services, make sure that Include in dial plan is
unchecked, so users cannot access these diaing services directly.

For example, if the members of company ABC can use trunks 1-4, and the members
of Company Y'Y Z can use all trunks 1-8, create two dialing services, one that routes
callsto trunks 1-4, and a second that routes calls to trunks 1-8.
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2. Createarouting serviceasdescribed in “ Adding arouting service” on page 8-26. Give
it an easily-to-use access code, for example, 9.

3. Intherouting service, make sure there are routing rules for each dialing service you
created in step 1. For each routing rule, do the following:

m Click Route the call to another dialing service and specify one of the dialing
services from step 1.

m Check Membership and click _|. Add as membersall the users (or other entities)
who can use the dialing service' strunks.

Optionally, click Schedule if you want to restrict an Organization’scallsover a set
of trunks to a particular time.

For added convenience, you can define arolefor each company that containsall the
employees of that company, then add the role as a member here. See “Managing
roles’ on page 6-46.

For example, if you selected thedialing servicefor Company Y'Y Z, add as members
all the users from Company YYZ.

For detailed instructions on setting up routing services, see “Adding a new routing
rule’ on page 8-27.

When you have completed these steps, all users can dial the same access code to place outbound
cals (for example, 9), but each company’ s users will have their calls routed on the trunks
reserved for that company.

Configuring Operators for multiple Organizations

At severa placesin the TeleVantage system, callers can press 0 to transfer to an Operator (see
“Operators’ on page 6-3). With multiple Organizations, you might want to have a different
Operator for each Organization. To set up multiple Operators and make sure that callers reach
the right Operator for the Organization they are calling, do the following:

1. Decide which extensions will be the Operators for the different Organizations. For
example, 101 for Company ABC, and 102 for company Y'Y Z. These examples are
used in the following steps.

2. Edit each user. On the General tab under Operator, select the Operator extension
appropriate to the user’ s Organi zation. For example, if auser belongsto Organization
ABC, select extension 101. This ensuresthat callers pressing 0 while leaving a user
voicemail are handled correctly.

For full instructions, see “The General tab” on page 6-10.

3. If you haverestricted one or more auto attendants by workgroup (see Creating an auto
attendant for each Organization” on page 10-4), edit each workgroup specified by an
auto attendant. On the Dialing tab under If no answer, transfer, select the Operator
extension appropriate to the Organization. For example, if the workgroup holds the

CHAPTER 10. MANAGING MULTIPLE ORGANIZATIONS 10-5



Using account codes to track phone usage

members of Organization Y'Y Z, select extension 102. This ensuresthat callers
pressing O at an auto attendant are handled correctly.

For full instructions, see “When no one answers a call to aworkgroup” on page 7-6.

4. If you areusing TeleVantage call center queues, edit each queue. On the General tab
under Operator, select the extension appropriate to the queue’s Organization. For
example, if the queue belongs to Organization ABC, select extension 101. This
ensuresthat callers pressing 0 whileleaving the queue voicemail are handled correctly.

See the TeleVantage Call Center Administrator’s Guide for complete information on
creating and using a call center.

5. You canset up the default Operator at extension 0 to automatically transfer callsto the
correct custom Operator based on who is calling. To do so, you must have created a
workgroup for each Organization, containing al the usersin that Organization. Edit
the default Operator in the Client. For each Organization, create acall rule that
activatesfor that Organization’ sworkgroup, and sends callsto the appropriate custom
routing list. For each Organization, define a custom routing list to have no steps, only
afinal action that transfers the call to that Organization's custom Operator. For
example, the call rule that activates for workgroup ABC would send callsto arouting
list that transfers them to extension 101.

See Using TeleVantage for instructions on creating call rules and routing lists.

TeleVantage allows you to track your phone traffic by either forcing or optionally allowing
users to enter an account code for each call. Account codes can represent any aspect of your
phonetraffic—customer number, product line, department, and so forth—that you want to track.
Y ou can define the available account codesand tell your usersthe codesthat they should or must
enter under specific circumstances.

Some of the ways you can use account codes are as follows:

m For billing clients. With account codes you can track calls to various customers whom
you hill for the phone time you spend with them. Y ou can associate account codes with
contacts for automatic customer tracking.

m For internal accounting. If phone bills are a significant part of your company’s
expenses, you can use account codesto perform detail ed expense analyses. For example,
you can track phone use by department.

m For marketing campaigns. By setting up an account code for the campaign and having
agents use it whenever they place or receive campaign calls, you can track the time,
resources, and results of the campaign.

Account code information appearsin the Call Log (see “Using the Call Log view” on

page 11-10), and you can generatereports using the TeleVantage Call Center Reporter that show
calls by account code. For information about the Call Center Reporter, see TeleVantage Call
Center Administrator’s Guide.
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Example: Y our officeisworking on the Gould case and the Avellanos case. Y ou give the Gould
case an account code of 88 and the Avellanos case an account code of 55. Whenever users place
or receive calsrelating to the Gould case, they enter 88. Whenever they place or receive calls
relating to the Avellanos case, they enter 55. Y ou can then run areport that sorts callsby account
code and see the phone traffic for the Gould and Avellanos cases separately. You canasorun a
report that sorts by user, so that you can see how much phone time a specific user spent on each
case.

Account code modes

On aper-user basis, you can set account code entry to be voluntary or required. Y ou can also
choose to have the system verify account codes against alist of valid account codes.

The following account code modes are available:

m Optional non-verified. The user is not prompted to enter account codes, but can enter
oneif desired. If the user does enter an account code, it is not checked against the list of
valid account codes.

m Optional verified. The user isnot prompted to enter account codes. If the user does enter
an account code, it is checked against thelist of valid account codes. If the account code
isinvalid, the user is prompted to enter it again.

m Forced non-verified. The user isrequired and prompted to enter an account code when
placing an external call. The account code is not checked against thelist of valid account
codes. This option is not available for inbound or internal calls.

m Forced verified. The user is required and prompted to enter an account code when
placing an external call, and the account code is checked against the list of valid account
codes. If the account codeisinvalid, the user is prompted to enter it again in order to
make an external call. This option isnot available for inbound or internal calls.

How users enter account codes
Users can enter account codes for callsin the following ways:

= When prompted by the system while placing an outbound call. Only usersforced to
enter account codes encounter this prompt. Exactly where the prompt occursin the
dialing sequence depends on whether you checked Collect account code before
dialing number (see “Setting general account code options’ on page 10-9).

By default the account code prompt isabeep. To changeit, see “Using averbal account
code prompt” on page 10-12.

= During a call. On an inbound or outbound call, users can press Flash to put acaller on
hold, then *11 to enter an account code for the current call. In the Client, they can
right-click the call inthe Call Monitor and choose Enter account code from the shortcut
menu. Users can use this command as many times as they want during acall to change
or correct the account code. The last account code entered is the one that is used for the
call.

CHAPTER 10. MANAGING MULTIPLE ORGANIZATIONS 10-7



m Before dialing a call. A user can press*11 before dialing acall to enter an account code
for that call. The user picks up the phoneand dials*11 <account code> <access code>
<phone number>. In the following example, spaces are shown for clarity:

*11 8877 9 212 123 4567
In this example, 8877 is the account code and 9 is the access code.

In the Client, users can enter an account code before placing acall by using the Place
Call Todialog box (or the Dial field in any view). To do so, they type the phone number,
then avertical bar (|), then the account code.

m After acall has finished. Inthe Client, auser can enter an account code for acompleted
call by selecting the call in the Call Log and choosing Actions > Enter account code.
The user must have the permission Access Call Log folder set to “View and Edit” (see
“TeleVantage permissions’ on page 6-49).

Indicating the end of an account code

When users use the phone to specify account codes, TeleVantage detects the end of an account
code when any of the following occurs:

= The account code reaches the maximum number of digits. To define the maximum
number of digits, see “ Setting general account code options’ on page 10-9.

m The user presses#.

m Three seconds elapse after the user entered a digit. The system uses the digits already
entered as the account code that the user intended to enter.

If auser does not enter an account code before 5 seconds have el apsed after the beep, the
system beeps again to prompt the user to enter the account code.

Note: If you have a high maximum number of digits and your account codes can be of variable
lengths, you should encourage users to press # when they reach the end of an account code.

Users can cancel an account code entry while they are entering it by pressing *.
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Setting general account code options

Before setting up account code modes for individual users, you should configure the
system-wide account code options as follows:

1. Choose Tools > Account codes. The Account Codes dialog box opens.

Default inbound rmode: IDptionaI hon-verified j
Default guthound mode: Iched verified j

¥ Collect account code before dialing number

V¥ Weiify account codes according to range

Minimum length: |2

b aximurn length: |4

Cancel | Help |

2. Under Default inbound mode and Default outbound mode, choose the account code
modes that you want to be active at stations to which a user has not been assigned. For
an explanation of the modes, see “ Account code modes’ on page 10-7.

3. Check Collect account code before dialing number to prompt users for an account
code immediately after they dial adialing service access code (for example, 9).
Uncheck the box to prompt users for an account code after they have finished dialing
the entire phone number.

4. Check Verify account code according to range to have the system verify account
codes by length. If an account code contains too many digits or too few digits, users
are prompted to enter it again. Under Minimum length and Maximum length, specify
the acceptable range for account code length. For example, if account codesin your
system can be two, three, or four digits, enter aMinimum length of 2 and aMaximum
length of 4.

Note: Itis more efficient to set Minimum length and Maximum length to the same
number and use account codes that are all the same length. When set up this way, the
system immediately recognizes when users finish entering an account code, so they do
not need to press # at the end of the account code. When account codes are of variable
length, users must press # to end the account code or there will be a slight pause while
the system waits for more digits.

If Minimum length and Maximum length are both set to 0, account codes will not be
verified by length.

5. Click OK.
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Setting a user’s account code modes

For each user, you can define whether account code entry is voluntary or forced, and whether
the system verifies entered account codes against alist of valid account codes.

Account code:

Inbound mode: IDptionaI nion-verified j
Dutbound maode: IDptionaI nan-verified j

[ Allow automatic account code laokup

For complete instructions on defining a user, see “Adding users’ on page 6-7.

To set a user’s account code modes

1. Double-click auser inthe Users view. The User dialog box opens. Y ou can also set
account code modes when you create a new user.

Click the Dialing tab.

Under Account codes at the bottom of the dialog box, select the user’ s account code
modes for inbound and outbound calls. See “Account code modes’ on page 10-7.

4. Check Allow automatic account code lookup to enable automatic association of
account codeswith contactsfor thisuser. If enabled, the user can enter an account code
for each contact, and the system automatically applies the account code to callsto and
from the contact. See Using TeleVantage for more information about using contacts.

5. Click OK.

Creating a valid account code list
If you want to use verified account codes for some or all users, you must create a text file that
listsyour valid account codes. The text file must be called Account code. t xt and must residein
the\Accountcode directory on the TeleV antage Server computer. By default, the compl ete path
is:

C:\ Program Fi | es\ Tel eVant age Server\ Account code\ Account code. t xt

When auser whose account code modeis set to “Verified” entersan account code, TeleVantage
checks the account code against the contents of the text file. If the account codeis not listed in
the text file, TeleVantage prompts the user to enter it again.
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Formatting the text file

Type each account code as a separate line in the text file. Blank lines are permitted and are
ignored by the system. If you want to add a comment line that isignored by the system, begin
the line with a semicolon (;).

.,J AccountCode.txt - Notepad M= 3

File Edit Search Help

;Gould case ;I
88

;Avellanos case
55

;Decoud case
ae

|

Account codes can contain only the numbers 0 through 9 and the wild card characters ? and %
(see the next section).

Note: Account codes in the text file must meet your account code length requirements or they
will not be added to the list of valid account codes. For example, if your account codes must be
between 2 and 4 digits, a 5-digit account code will be rejected even if it appears in the text file.
See “Setting general account code options” on page 10-9 for instructions on setting account code
length requirements.

Using wild card characters
Y ou can use thewild card characters ? and % when you enter valid account codesin thetext file:

m Question mark (?). Indicatesany singledigit. For example, an account codeentry of 12?
would make 123, 124, and 129 all valid account codes. In this case, however, neither 12
nor 1233 would be valid account codes.

m Percent sign (%). Indicates any number of digits, including none. For example, an
account code entry of 12% would make 12, 123, 1233, and 12789213120 all valid
account codes.

If you use either of these wild card charactersin an account code, it must be the final character
in an account code, and if you use both of these wild card charactersin the same account code,
the % character must be the final character.

Valid Invalid

12? 172
1277 1%2
12% 212
127% %12
12222?27% 12%7?

CHAPTER 10. MANAGING MULTIPLE ORGANIZATIONS 10-11



Note: Account codes that are identical except for wild card characters conflict with each other.
For example, 1234 conflicts with 1234? and 1234%. In the case of conflicting entries, only the first
entry is used to verify account codes.

Using a verbal account code prompt

By default, the account code prompt isasingle beep. Y ou should explain to your usersthat they
must enter an account code when they hear the beep. TeleV antage provides an alternate account
code sound file, with averbal prompt that says, “Please enter an account code.”

To use the verbal account code prompt instead of the beep

1. FindthefileAccount CodePronpt . vox intheuser directory. Thisfile containsthe beep.
By default the path isC: \ Progr am Fi | es\ Tel eVant age
Server\ Vfil es\ User\ Account CodePr onpt . vox.

2. Renamethefile, for example, to Account CodePr onpt . vox. beep.

Users now hear the verbal prompt instead of the beep when they are prompted to enter an
account code.

Note: By renaming the beep file, TeleVantage automatically uses another
AccountCodePrompt.vox file, which is found in your language directory and which contains the
verbal prompt. The default path for the English language verbal prompt file is the following. It (or
any other language version of this file) can be rerecorded using the System Prompts view.

C:\Program Fi | es\ Tel eVant age Server\Vfil es\ ENOO\ Account CodePr onpt . vox

Viewing account codes in the Call Log or Call Monitor

The Call Log view contains an Account Code column that shows the account code associated
with each call. If the Account Code column is blank, no account code was entered for the call.
Click the Account Code column header to sort the Call Log by account code. For more
information, see “Using the Call Log view” on page 11-10.

Note: Inthe Call Log you can you can change a call’'s account code or enter a new one. Select
the call and choose Call Log > Enter Account Code. You must have the permission Access
Call Log folder set to “View and Edit” (see “TeleVantage permissions” on page 6-49).

The Client’s Call Monitor view also contains an Account Code column, but it is hidden by
default. In the Call Monitor view, choose View > Current View > Show Columns to display it.

Generating account code reports

For information about generating reports that show account code usage, see the TeleVantage
Call Center Administrator’s Guide.

Y ou can also export the Call Log, with its account code information, to a.CSV filethat you can
view in spreadsheet applications. See “ Exporting the Call Log” on page 11-13.
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About monitoring and backing up your TeleVantage system

Using the Device Monitor view

This chapter describes several aspects of monitoring and backing up your TeleV antage system.

Y ou can also monitor your system using the TeleV antage Call Center Reporter, which letsyou
run reports on avariety of system elements, including trunk use, call traffic, queues, agents,
identified callers, account code use, and more. For more information on running the Call Center
Reporter, see TeleVantage Call Center Administrator’s Guide.

Y ou can also automatically record system calls. See Chapter 4.

The Device Monitor view shows current station and trunk activity on your TeleVantage system.
Thisinformation is useful when you are monitoring current usage and identifying potential
bottlenecks.

¢ Device Monitor - Artisoft Televantage Administrator

File Edit Wiew Tools Device Monitor Help |

Assignment ||
MSI Operator [= 0] |-
24 Ide M5l Miri Anatolia [+ 555)
3 Ide W51 Shannon Fosze Ryan [ 223)
44 |de M5l Cube 101 [z 101) =
4] o o o | _>|_I

Trunk 4 Statuz Device Type | |n | Out | Enabled | Mame -

Trunk 1

2 ™ Mo loop curent v v Trunk 2

3 ™ Noloop curent v v ISDNERI Span 1 Trunk 1

4 &™* Mo loop curent v v ISDNERISpan 1 Trunk 2

5 Mot installed ISDM BRI Span 1 Trunk 3

E Mot installed ISDM BRI Span 1 Trunk 4 LI
[ [25 Items [ &sdmin [x100) [TvGDODKIT =3l = {9

Note: You can view the same information and perform the same tasks by using the Device
Monitor utility, which runs independently of the Administrator. The Device Monitor utility
(TVDevmon.exe) is located in the TeleVantage Server directory, by default C:\Program
Files\TeleVantage Server.
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Monitoring station activity

The following table shows the information that is presented in the upper pane of the Device
Monitor view for each TeleVantage station (internal telephone).

Column Description

Station Number that corresponds to the MSI board
resource to which a phone is attached.

Idle station. (Also called on-hook.)

Active station. (Also called off-hook.)

Status Current station activity. Station status codes
include:

Startup. TeleVantage system is starting.

Pre-idle. A brief period just before the station
goes idle.

Hands-free. Station is in hands-free mode.
Idle. Station is free (on-hook).
In Call. Station is in use (off-hook).

Playing hold music. Station is used for music
on hold.

Reorder. Station has been left off-hook for too
long or is in an error condition.

Navigating TUI. User is logged in on the trunk
and listening to the auto attendant menu.

Not responding. Station is not responding to
device status queries.

The Status column can also show custom status
information set by an IVR Plug-in that has been
called by a station.

Device Type The type of station. The types are:

MSI. Analog phone
DKT. Toshiba digital phone
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Column Description

Assighment Name and extension of the user permanently
assigned to this station. This column may also
contain:

Not assigned.

Station is not currently used.

Not installed. Station has been configured for a
user, but the supporting hardware has not yet been
installed.

Logged In Name of the user currently logged in at the station.

Monitoring trunk activity

Thefollowing table showsthe information that appearsin thelower pane of the Device Monitor
view for each trunk configured in TeleVantage.

Column Description

Trunk Trunk number that corresponds to the resource on
the trunk board to which the line is connected.

Idle trunk.

Active trunk.
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Column Description

Status

Current trunk activity. Some of the trunk status
codes are:

Idle

Trunk is free (on-hook). *

In call

Trunk is in use (off-hook). ,&

Dialog Node. Caller is listening to the auto
attendant menu or going down a routing list.

Calling. TeleVantage is ringing the trunk.

No loop current. Trunk is not connected to the
telephone company.

Reorder. Trunk is in an error condition.

Navigating TUI. User is logged in on the trunk
and listening to the auto attendant menu.

Not configured. Trunk is not currently used.

Not installed. Trunk has been configured, but
the supporting hardware has not yet been
installed.

The Status column can also show custom status
information set by an IVR Plug-in that is connected
to a trunk.

Device Type

The type of trunk. The trunk types are:

DXXX. Analog trunk.

DTI. Digital trunk (Robbed Bit T1, ISDN, or
BRI).

DM3. Internet trunk

In

If checked, the trunk is used for inbound calls.

Out

If checked, the trunk is used for outbound calls.

Enabled

If checked, the trunk is enabled for use by
TeleVantage.

Name

Optional descriptive name for the trunk.
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The TeleVantage performance counters

Enabling and disabling trunks

For testing purposes, you can enable or disable one or more trunks without shutting down
TeleVantage. Select the trunk and choose Device Monitor > Disable/Enable Trunk. You can
disable multiple trunks at once by CTRL-clicking them in the Device Monitor. The Enabled
column in the Device Monitor view reflects the current state of a trunk.

When a device is disabled, TeleVantage does not process any events for the device. No calls,
either inbound or outbound, can be placed on the disabled device. While the deviceis disabled,
you can run various Dialogic utilities on the trunk, such as ISDIAG or DMU, to determine the
correct call parameters or troubleshoot the trunk. Y ou can then apply these parameters to the
TeleVantage registry, enable the device, and try placing acall again.

Disabling atrunk does not allow you to modify Dialogic settings. The following restrictions on
modifying Dialogic settings still apply:

= You cannot modify Dialogic .PRM file settings and have them take effect without
restarting the Dialogic drivers.

= You cannot modify Dialogic DCM settings while the drivers are running.

= You cannot disable a Diaogic board via the DCM without first stopping the
TeleVantage Server and the Dialogic drivers.

When the TeleVantage Server isinstalled, theinstaller registers with Windows a set of
TeleVantage-specific performance counters for tracking statistics of the Server asit runs. The
counters are organized into two groups: Phone System Calls and Phone System Devices. The
counters can be monitored by system administration tools such as the performance monitoring
utilities provided with Windows.

The Phone System Calls group has the following counters:

m Existing calls. Total number of active calls currently being handled by TeleVantage.

m Total calls. Total number of calls handled by the Server sinceit waslast started.
The Phone System Devices group has the following counters:

m Stations. Total number of configured stations (phones) in the system.

m Station in use. Number of stations off-hook.

m % stations in use. Percentage of stations off-hook.

m Trunks. Total number of configured trunksin the system.

m Trunks in use. Number of trunks allocated to calls.

m % trunks in use. Percentage of trunks allocated to calls.

m Voice Resources. The total number of shared voice devices, plus any disconnected
voice devices. A disconnected voice deviceisan LS| port without a physical trunk
plugged in, that displays as“No Loop Current” in the Device Monitor. For example, if
a system had one D/160SC-8L S trunk board with physical trunks plugged into four of
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the eight dlots, the Performance Counters voice resource figure would be 12—eight
shared plus four disconnected.

= Voice Resource in use. Number of voice resources currently being used.

m % voice resources in use. Percentage of voice resources currently being used.

Viewing performance counters in Windows

The performance monitoring utility that comeswith Windowsisthe application most commonly
used to view performance counter information. Y ou can add TeleVantage countersto a
performance monitor’ s display just as you can with the pre-installed Windows counters.

Note: This appendix does not describe the performance monitoring utility in depth. See the
utility’s Help if you need more detailed information.

In WindowsNT, the utility isastand-al one application called the Performance Monitor. To start
Performance Monitor, choose Start > Administrative Tools > Performance Monitor.

In Windows 2000, the utility is part of the Microsoft Management Console and is called the
System Monitor. To start the Management Console, choose Start > Administrative Tools >
Performance. The following examples use the System Monitor from Windows 2000.

To add the TeleVantage counters to the System Monitor display, right-click on the display and
choose Add Counters from the shortcut menu. In the Add Counters dialog box, choose one of
the TeleVantage groups from the Performance object drop-down list.

Add Counters EHE

" Use local computer counters Add
¥ Select counters from computer:
[ WTELEWANTAGE =l

Close

E xplain

d

Ferformance object:
|F'hone Syztem Callz ﬂ

Fhiote S_l,ltern Devices
FhyzicalDisk o

Process

Proceszar

R4S Part

R&S Tatal

Fediractor

Server

Server Work Cueles
SOLServerdeocess Methods
SELServerBackup Device =
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Asshown in the next figure, TeleVantage performance counters for the group you have chosen
arelisted under Select counters from list. To add acounter, select it fromthelist and click Add.
Repeat this processfor each counter that you want to display. When you have selected all of the
counters that you want to view, click Close.

Add Counters EHE
" Use local computer counters Add
% Select counbers from computer: Close
WMTELEWANTAGE ﬂ
Explait

Ferformance object:

N -
Al counters ~
(¥ Select counters from list f+
Total Calls

The counters you have selected are listed below the performance graph in the main System
Monitor window.

ﬁPerFormance [_ (3] %]
@ Console  Window Help =3 -12] x|
Action  Miew Favorites =
Ti el = ez |
reefreites | [ ] @l Py o] E@lE] Hx[e] slelE of=[@
] Console Root 10D
+*] Systemn Monitor
+ 8 Performance Logs 20
a0
o
a0
50
40
30
20
10
o
Last 0.000 Average 0.000  Minimum 0.000
Maxirnurm 0,000 Duration 1:40
| Color | Scale | Counter | Ins... | Pa... | Object | Compu... | |
1.000 Existing Calls --- --- TeleWantage Calls  WWTW_Sene
1,000 Total Calls - TeleWantage Calls " e
3 ﬂ 1.000 Woice Resources --- --- TeleWantage Devi... WIV_Sene
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Restarting stations or trunks

The TeleVantage Server periodically tests stations and trunksto seeif they are responding. If a
deviceis not responding, TeleVantage writes the following warning message to the Windows
Event Log: “Devicenisnot responding.”, where“n” isthe device number (positive numbersare
stations, negative numbersaretrunks.) The default testing interval is5 minutes. For information
about modifying the interval or turning off the setting, see “Monitorinterval” on page A-4.

Some error conditions may make atrunk or station unusable, and you must restart the device
manually. For example, if a single station shows the status “ Reorder” and does not respond to
picking it up and hanging it up again, then you must restart it to re-establish the connection to
TeleVantage. Generaly, if the status of a device does not seem to reflect its actual status and
you have checked the phone or trunk line to seeif it isworking, you must restart the device.

Similarly, you can manually restart atrunk that has become unstable because of an error
condition. You also must restart atrunk using the Device Monitor view to detect loop current
on anewly added trunk before TeleVantage can useit. With digital trunk types you can choose
to restart the entire span.

Both automatic and manual restartsarelogged in the Windows Event L og. For moreinformation
about how to use the Windows Event Log with TeleVantage, see“Viewing the Windows Event
Log” on page 11-19.

Note: Be aware that restarting a device may take up to 30 seconds. During that time, you cannot
perform any other operations in the Device Monitor view.

To restart a station or trunk

1. Do one of thefollowing:

m Torestart asingle device, select the device and choose Device Monitor > Restart
Station, Restart Trunk, or Restart Span. The Restart Span command isavailable
for digital trunk types, and restarts all trunksin the span.

m Torestart multiple devices, press CTRL or SHIFT while you select trunks or
stations, right-click, and then choose Restart Devices on the shortcut menu. You
cannot restart both trunks and stations in the same operation.

2. Click Yes to confirm the restart.

Starting a new Server log

Choosing Device Monitor > Start new Server log creates a new TeleVantage Server log file.
Perform this operation only under the direction of your TeleVantage provider.
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Using the Call Log view

TheCall Log view displaysarecord of the call splaced and received on the TeleV antage system.
Each call appearsasarow intheview. You can use the Call Log view to analyze system usage
patterns, and you can export Call Log records to generate traffic analysis reports.

To open the Call Log view, click its button in the view bar.

‘\(° Call Log - Artizoft TeleYantage Administrator
File Edit “iew Toolz CallLog Help |

From Mumber | To Mumber | Start Time
s Kevin Flaherty Unknown 102 2344500 01/418/2000 11:24:09 Ab
% Kevin Flaherty Unknown 102 [B17) 333-34E MA17/2001 8:03:12 PM
T Unknown Unknown <M <M 0141772007 8:01:53 PM
T Unknown Unknown <M <M 0141772001 8:01:37 PM
(-% s Kevin Flaherty Unknown 102 3540800 01/47/2000 7:59:47 P

g s Kevin Flaherty Unknown 102 3540800 01/47/2000 7:56:08 P
Call Leg Frank. Smith John Sargent 125 107 01./11/2001 2:53:03 P

Frank. Smith Dick ' annopoulog 125 126 01/41/2000 25226 PM
Frank. Smith Dick ' annopoulog 125 126 01/411/2000 25135 PM
Dick ' annopoulog Frank. Smith 126 125 01/41/2000 260:31 PM
Frank. Smith John Sargent 125 107 01/41/2000 2:41:09 P
Frank Smith Joshua Fields 172 172 01/11/2001 8:34:56 &M
Unknown Unknown <May <May 01/410/2000 4:56:52 PM 5

| | »

2 IEaIIs from 01./10/20071 4:56:52 PM to 01/19/2001 B:47:11 PM
[ [ 50 Items [ &sdmin [x100) [ TYGDODKIT ¢ &

The following table shows the information that is displayed for each call.

Column Description

From Name of the person who placed the call. On incoming
calls, “Unknown” appears unless the user identified
the caller as a contact. On outgoing calls, this column
contains the user’s name.

To Name of the party who received the call. On incoming
calls, the user’s name appears. On outgoing calls,
“Unknown” appears unless the user identified the
person as a contact.

Answered By  Name of the user who answered an incoming call.
Useful for analyzing data for ACD workgroups.

Number On incoming calls, Caller ID name and number if
available. On outgoing calls, the number the user
dialed. On a call to or from another TeleVantage user,
this field contains <NA>.
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Column Description

From Number On incoming calls, the caller’s extension or external
phone number. On outgoing calls, the user’s
extension.

To Number On incoming calls, the user’s extension or, if the user
called into TeleVantage externally, the external
number. On outgoing calls, the external number or
extension the user called.

Callback If a caller enters a callback number, it appears with
Number the prefix “Callback:”

Called On incoming calls, your Direct Inward Dial (DID)
Number number if the caller used it to call you. The field is

blank for incoming calls without DID. On outgoing
calls, the number you dialed.

Start Time Date and time that the call started.

Wait Time On incoming calls, the length of time between dialing
the user’s extension and the call being answered. On
outgoing calls, Wait Time is always 00:00.

Duration Length of time that the parties are connected.

Result How the caller's wait ended. The assigned values for
the possible outcomes are:

Abandoned. Caller hung up before call was
answered.

Connected. Caller was connected to a party.

To voice mail. Caller went to voice mail, but did not
necessarily leave a message.

Blind transfer. A blind transfer sent the caller to
another party.

Supervised transfer. A supervised transfer sent the
caller to another party.

Unknown. TeleVantage was unable to identify the
outcome of the call.

Login. Caller logged in to a valid TeleVantage user
account.

Account Code The account code entered for the call, if any.

Message If checked, the caller left a voice message.

Recorded by  If checked, this call was recorded by a user who
User handled it.
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Column Description

Recorded by  If checked, this call was automatically recorded by a
Queue call center queue.

From Device On incoming calls, the trunk or extension from which
the call originated. On outgoing calls, the user’s
station number.

To Device On incoming calls, the user’s station number. On
outgoing calls, the trunk used for the call. If an
incoming call was transferred, this column shows the
last station that took the call.

Parties Number of people who took part in the call, including
the caller, the called party, anyone to whom the call
was transferred, and any conference call participants.

Dial String Digits that TeleVantage actually dialed over the trunk,
which may be different than the digits TeleVantage
displays in a contact's phone number. For example, a
dial string may contain an international or
long-distance access code, a dialing prefix, or a

dialing suffix.
From Type Type of incoming call: Phone, IP Gateway, or Internet.
From Code Access code of the dialing service that will be used to

return this call. Only applicable to calls coming in from
remote TeleVantage Servers over an Internet trunk.

From Rules If checked, TeleVantage's routing rules will be applied
when returning this call.

To Type Type of outgoing call: Phone, Centrex, or Internet.

To Code Access code used to dial an outbound call.

To Rules If checked, routing rules were used to make an

outbound call.

Organization  Organization associated with the call, if any.
Organizations are associated with outbound calls
only, and represent the Organization to which the
calling party belongs. For more information see
“Using Organizations” on page 10-2.

Custom Data  Custom data, if any, associated with the call.
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Displaying a specific number of Call Log entries

The Call Log can become very large over time and its size can cause adelay initsdisplay. To
reduce thisdelay, you can view fewer Call Log itemsat one time and not load the full database.

To set the number of calls displayed in the Call Log

1.
2.

3.

Choose Tools > Options. The Options dialog box opens.

InDisplay __calls at atime, enter the number of entriesthat you want to appear when
you open the Call Log view, using the following as a guide:

m A high setting will likely cause a delay while the specified number of entries are
copied over the network, but you can navigate within the information easily using
the scrolls bars after the entries have been retrieved.

= A low setting minimizes the delay before information is displayed, but you must
retrieve entries more often in order to view the entire Call Log.

Click OK.

Note: This option controls how many entries are transferred in one request, but does not limit
the entries available for view. All Call Log entries are always available by choosing Call Log >
Next __ Calls or Previous __ Calls, or using the buttons on the toolbar.

By default, only external calls are logged. For information about logging internal calls, see
“Logging internal calls’ on page 3-8. For information about archiving the Call Log, see
“Archiving the Call Log” on page 11-14.

Entering an account code for a call

To enter an account code for acall or change the one already entered, select the call and choose
Call Log > Enter Account Code.

Account codes are a means of marking calls for tracking or billing purposes. For more
information, see “Using account codes to track phone usage” on page 10-6.

Exporting the Call Log

Y ou can export the Call Log to a comma-separated value (.CSV) file that can be read by most
spreadsheet and database applications. Exported Call Log entries are not deleted from the
TeleVantage database, and the size of the TeleV antage database does not change after an export.

1.
2.
3.

Choose File > Import and Export. The Import and Export Wizard opens.
Under Select an import or export action, select Export Call Log and click Next.

In Save exported file as, enter the path and file name for the exported file or click
Browse to specify a destination.

Under Options, enter the Start date and End date.

Click Finish to export thefile. Depending on the size of your Call Log, an export may
take several minutes to complete.
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Result codes when exporting the Call Log

When the Call Log is exported, the Result field appears as a code. Use the following table to
interpret the result codes:

Code Result

0,3 Abandoned

1,2 Connected

4 Left message

5 Blind transfer

6 Supervised transfer

8 Login to telephone commands
12 Login failed max number of times

Archiving the Call Log

Over time, Call Log information will begin to fill up your TeleVantage database. To recover
database space, you can archive old Call Log information that is no longer needed to alocation
outside the database.

Important: Archived information is permanently removed from the TeleVantage database. You
cannot run Call Center reports on the time period that has been archived.

Call Log information iswritten to acomma-separated value (.CSV) text file that can be read by
most spreadsheet and database applications. The default path for thisfileisC. \ Program
Fi | es\ TeleVantage Server\ Archive\ Cal I | og. csv.

Y ou can archive Call Log datain the following ways:
= Set up automatic archiving, which takes place at 1:00 am. every day.
= Automatically overwrite the Call Log after a number of days that you specify.
m Perform amanual archive on an as-needed basis, in addition to daily automatic

archiving. Y ou can do amanual archive whether or not automatic archiving isturned on.

Y ou do not need to stop the TeleVantage Server or any other TeleV antage components to
perform an archive. However, because archiving is database-intensive, you may want to
perform it during off-peak hours so that it does not affect normal system operation.
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To archive Call Log information

1. Choose Tools > System Settings. The System Settings dialog box opens.

2. Click the Call Log tab and specify in the following fields how you want to perform
archiving:

Archive Call Log daily. If checked, the Call Log isarchived automatically at 1:00
am. every day. If unchecked, the Call Log will continue to grow unless you
manually archiveit.

Archive calls older than ___ days. Number of daysacall remainsinthe Call Log
until it is archived.

Archive file name. Location of the Call Log archive file on the TeleVantage
Server. Thisfileisin .CSV format and can be viewed with most spreadsheet or
database applications.

Overwrite archive every __ days. Number of daysthat archived information will
be appended to the Call Log archivefile. After that number of days, archived
information in the file will be deleted and the file will be reused.

Archive will be overwritten on. Date and time that the Call Log archive file will
next be overwritten and the datain it deleted. To preserve the archived data, back
up thefile just before it will be overwritten.

3. Click Archive Now to manually archive the Call Log according to the settings
specified above. The archive beginsimmediately and may take several minutes to
complete. Y ou cannot perform any other Administrator functions until the archive
completes. You can perform amanual archive at any time whether or not automatic
archiving isturned on.

4. Click OK to save your archiving settings.

Note: Use the Import and Export Wizard (see “Exporting the Call Log” on page 11-13) to create
a file containing Call Log information without removing the information from the database.

Changing the Call Log archive location

Click Move to specify anew location for the archivefile. Changing the archive path startsanew
archive filein the new location the next time the archive is made. Any existing archive files
remain in the old location.
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Monitoring database and disk usage

ldentifying security risks

TeleVantage' s database stores your system configuration settings (information about trunks,
users, auto attendants, and so forth), the Call Log, and an index to voice prompts, greetings,
voice titles, and voice message files in a database. The voice files themselves are stored
separately on disk.

Tasks associated with monitoring database and disk space include:
= Allocating database space
= Allocating disk space

See “The Storage tab” on page 3-8 for information about how to perform these tasks. See also
Installing TeleVantage for information on the limits of MSDE and SQL Server databases.

Shutting down the TeleVantage Server
Choose Tools > Shut down Server. Select one of the following options, and then click OK:

m Immediately shut down and terminate all calls. Shutsdown the Server when you click
OK, terminating any calls currently in progress.

m Prevent new calls in __ minutes, then shutdown when existing calls are finished.
Preserves callsin progress by waiting the number of minutesyou specify before starting
to shut the Server down. When you click OK, al Client users receive a message that
states that the Server is shutting down. After the number of minutes you enter,
TeleVantage prevents any new outbound or inbound calls from beginning and waits
until al current calls have ended. During this time, station-to-station calls are till
allowed and will prevent the Server from shutting down until they are completed. When
any station-to-station calls are completed, the Server shuts down.

While the Server isin the process of shutting down and blocking new calls, incoming
callers hear ringing. The same is true after the Server has shut down.

m Cancel scheduled shutdown. Cancels a shutdown that was scheduled using the
previous option. Y ou can cancel only the shutdown before the time that you specified
expires.

Y ou can analyzeyour system for potential security risksby choosing Tools > Analyze Security.
For more information, see “ldentifying users with security-risk passwords’ on page C-3.

11-16

ADMINISTERING TELEVANTAGE



Backing up TeleVantage

It is critically important to back up the TeleVantage database on aregular basis. The system
configuration information stored in the TeleV antage database, the account code. t xt file, and
the voicefiles (stored separately) are vital to the proper operation of TeleVantage.

Y ou must also regularly back up the TeleVantage voice files by copying them to another
location.

Important: After upgrading TeleVantage to a new version, you cannot restore a database
backup that was created using the previous version. You can only restore a database backup that
was created using the currently running version of TeleVantage.

Note: For the most accurate backup, schedule the backup for a time when the system is not
being heavily used. Backing up during times of heavy activity can result in an occasional voice
message being lost from the backed-up files.

Backing up TeleVantage data
Use the following procedure to back up the TeleVantage database and other critical files:

1. Optionally, stop the TeleVantage Server as described in “ Shutting down the
TeleVantage Server” on page 11-16. Stopping the Server is not necessary, but ensures
that the database and voice files match (because voice messages cannot be left while
the system is stopped).

Choose Tools > Backup Database.

3. Click OK to confirm the backup. The TeleVantage Administrator creates a backup
copy of your TeleVantage database and also copiesyour current TeleVantage registry
settingsto aTVSer ver. reg file.

4. Copy thefollowing files to tape or to another disk.
If your TeleVantage 5.0 system was a new installation:
m C\Tel evantage Server\ Data\ Backup\ Tvdb. dnp

m C\Tel evantage Server\ Data\Backup\ TVServer.reg

If you have had your TeleVantage system since version 3.5 or earlier:
m C\MSQ7\Artisoft\Backup\ Tvdb. dnp

m C\MSQ7\Artisoft\Backup\ TVServer.reg

5. Copy the contents of the following directory and all its subdirectories to tape or to
another disk. The default location is:

C:\Program Fi | es\ Tel eVant age Server\Vfiles\

Note: Be sure to include Temprecs and its files.

Y ou must also back up the file C:\ Program Fi | es\ Tel eVant age Server\account
code\ account code. t xt by backing it up to asafe location on aregular basis.

Note: For instructions on moving a backup of the database or voice files, see “The Storage tab”
on page 3-8.
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Restoring TeleVantage data

Y ou can restore the database from the backup that you have created previously on the same
version of the TeleVantage software.

For asuccessful restoration, the backup used to restore the TeleVantage database must match
the backup voicefiles exactly. For example, you must not use abackup of the database made on
Monday and a backup of the voice files made on Tuesday. The best way to insure a successful
restoration is to use database and voice file backups made at the same time.

Important: After upgrading TeleVantage to a new version, you cannot restore a database
backup that was created using the previous version. You can only restore a database backup that
was created using the currently running version of TeleVantage.

To restore the TeleVantage database

1.

Make sure that the TeleV antage Server has been shut down (see page 11-16) and that
there are no copiesof the TeleVantage Client or Administrator running (except the one
you are using).

Choose Windows NT/2000 Servicesin the Control Panel to stop and restart the
MSSQL service (doing this ensures that no one is connected to the database Server).

Copy the most recent version of the Tvdb. dnp and TVSer ver . r eg files from your
backup device to one of the following:

m For an upgraded system. Copy thefileto:
CA\MSQ\ Artisof t\ Backup\
m For afresh system. Copy thefileto:
C:\Program Fi | es\ Tel evantage Server\ Dat a\ Backup
If the file already exists, overwriteit.
From the TeleVantage Administrator, choose Tools > Restore Database.
Click Yes to confirm that you want to restore the database.

If afile (TVServer. reg) containing backed-up TeleVantage Server registry settingsis
present when you restore the database, click Yes when you are prompted to restore the
registry settings as well.

Deetedl thefilesinthe\ Vf i | es directory. Thedefault location for thisdirectory is:
c:\Program Fi | es\ Tel eVantage Server\Vfiles

Copy thelatest version of thefilesfrom your backup deviceto the\ Vfi | es directory.
Besuretoincludethe \ Vfil es\ Tenprecs directory and itsfiles.

If necessary, copy thefileaccount code. t xt to C:\ Program Fi | es\ Tel eVant age
Server\account codelaccountcode.txt. Overwritethe old version.
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Moving a TeleVantage Server to another PC

Y ou canrestore the Tel eV antage database from an online backup to another PC. The backup and
restore function copies all Server registry settings and automatically resolves different source
and target path names to simplify the process of moving a TeleVantage Server.

To restore TeleVantage data to another PC

1. Itiscritical to make surethat the new TeleVantage Server isrunning exactly the same
version of TeleVantage, including service packs or patches.

2. Perform abackup of the original Server as described in “Backing up TeleVantage
data” on page 11-17.

3. Restorethebackup to the new Server asdescribed in “ Restoring TeleVantage data” on
page 11-18.

Viewing the Windows Event Log

The Windows Event Log contains informational messages from Windows and from
applications running on the Server. Both TeleVantage and the database Server post startup,
shutdown, error and warning messages to the Windows Event Log. By viewing the Windows
Event log and receiving automatic notification of warnings, you can stay informed of critical
problems like low disk space no matter where you are.

Y ou can examine the Windows Event Log on the TeleVantage Server locally or remotely from
any machine running Windows NT/2000.

Y ou can set up TeleVantage to send e-mail notifications when TeleV antage-related events are
logged to the Windows Event Log. For more information, see “The General tab” on page 3-5.

To view the Windows Event Log

1. Choose Start > Programs > Windows NT Administrative Tools (Common) > Event
Viewer. If you are not running the Event Viewer on the TeleVantage Server, choose
Log > Select Computer.

Choose Log > Application.
3. Review thelog for TeleVantage or the database Server messages.

TeleVantage-related Windows Event Log messages

Messages are identified in the Windows Event Log by application and message number.
Double-click a message to see itstext.

The following messages are posted to the Event Log by TeleVantage:
100 - Informational
Server Started -- Version ##

An informational message indicating when the TeleVantage Server started.
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101 - Informational
Server Stopped

An informational message indicating when the TeleVantage Server was shut down. This
message indicates an orderly shutdown, not a shutdown caused by a problem.

105 - Error
No Voice Resource Available

This message indicates that the trunk boards in your Server were unable to provide a voice
resourcefor arequested operation. Thiserror should not be encountered in normal operation and
may indicate that you need additional voice resources for your current load. Contact your
TeleVantage provider.

106 - Informational
Device ## Restarted

This message indicates a trunk or station was restarted to recover from an error condition. The
restart may have been initiated automatically by the TeleVantage Server or manually by the
administrator. If this message appears only infrequently, it can be ignored. If it is seen often,
contact your TeleVantage provider.

107 - Informational
Inbound call detected on outbound trunk ##

This message indicates a call was received on atrunk allocated for outbound calling only. The
TeleVantage Server played awrong number message and disconnected the call. If thismessage
is seen frequently, it may indicate that the number for the line in question has been distributed
to potential callers or that the line isincluded in an inbound hunt group.

108 - Informational
Inbound IP Gateway authentication failed. Trunk ##, Gateway extension: ##,
Source: nnn.nnn.nnn.nnn

This message indicates that an inbound gateway call failed to provide the correct password.

109 - Warning
Warning: Low Voice Resources Detected

Thismessageindicatesthat thetrunk boardsin your system had to use avoice resource normally
reserved for another purpose for arequested operation. This message is aless severe version of
message 105.

If this message occurs only occasionally, and when the system is under heavy load, it can be
ignored. If the error occurs frequently, however, it may indicate you must purchase additional
resources for your current load. Contact your TeleVantage provider.
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111 - Error
Unable to start Mail Server. Voice Mail notifications via Email will be disabled.

On startup, the TeleVantage Server was unable to start the e-mail notification process. For
example, it could not establish aMAPI connection with your mail post office. Mail notification
will be disabled until the problem is resolved. Contact your TeleVantage provider.

112 - Informational

Started Mail Server.

An informational message indicating that the TeleVantage Mail Server started successfully
when the Server started.

115 - Error

Server Restarted

The TeleVantage Server had to be restarted by the TeleVantage Watchdog process.

116 - Error

Server cannot record any more voice messages or calls. Disk space is low.
TeleVantage cannot perform call recording on voice messages or calls, because the disk space
on the voicefilesdisk is low.

117 - Informational

Server can now record voice messages and calls. Disk space is available.
Call recording can resume, after having been disabled due to low disk space. Sufficient disk
space on the voice files computer is now available.

118 - Error

Stopped using trunk ##: the trunk may have been disconnected.

TeleVantage Server has stopped using atrunk.

119 - Error

Failed to Restart Server: Total Restarts Exceeded.

TeleVantage Server failed to restart after trying several times.

120 - Error
Failed to Stop Device Handle ##.

121 - Error
Unable to start Exchange Server synchronization. Exchange Server
synchronization will be disabled.

Unable to start TeleVantage Exchange Server synchronization.
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122 - Informational
Started Exchange Server synchronization.

TeleVantage Server started Microsoft Exchange Server synchronization.

123 - Error
Unable to open device: ##

TeleVantage Server was unable to open the Dialogic device.

124 - Error
Unable to delete temporary message file for device ##.

Thisis recorded when there is a problem deleting atemporary message file for a device. The
temporary messagefilefor station 2is S2- m vox. For example, if thisfile cannot be deleted, an
invalid message will be left for the recipient.

125 - Error
T1 Alarm: <Alarm Information>

A T1 alarm occurred on the trunk.

T1 alarms
The following two T1 alarms are written to the Windows Event Log:

= Red Alarm. Signalsthat the Robbed Bit T1 line has lost synchronization with the
switch towhichitisconnected. TeleVantage disablesall channels on the affected digital
span so that spurious signals are not processed as incoming calls.

m Red OK. Signalsthat synchronization has been restored. All channels on the affected
digital span are re-enabled.

All T1 dlarms are written to the TeleVantage Server logs.

126 - Error
Unable to start IVR Plugin '<ProgID>": License count exceeded.

Unableto start the I VR Plug-in because the number of your Station licensesisless than the total
number of stations assigned to users plus the total number of IVR Plug-ins currently running
(every running IVR Plug-in uses 1 Station license).

127 - Error
Insufficient licenses: <message>

TeleVantage Server detects an insufficient number of Trunk, IP Port, Client, or Server licenses,
and the Server was unableto start. Make surethat you have TeleVantage licensesfor every user,
trunk, and IP trunk you have added in the Administrator.
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128 - Error
Notification via pager failed; Unable to allocate trunk; user ‘<username>’,
number ‘##', access code ##

An attempt to send a pager notification of anew voice messagefailed. The error message shows
the user’ sname and thefull dial string of the pager number that was dialed unsuccessfully. Alert
the user that the pager number might beincorrect or that pause characters should be added to the
did string.

129 - Error

Server attempted to load a T1/E1 ISDN/CAS span but could not find the Dialogic
GlobalCall Package. If you plan on using a T1/E1 ISDN/CAS span, please reinstall
the Dialogic Drivers and make sure you have selected the GlobalCall package.

You tried to add or use a T/EL ISDN/CAS span without having installed the Dialogic
Global Call package.

130 - Error

Disabling Exchange Server synchronization. Unable to connect to database.
TeleVantage could no longer access the SQL Server database and disabled Exchange Server
synchronization.

132 - Error
Ring failed on station ## with error 14. Please restart the station.

133 - Error

Device ## is not responding, restarting...

TeleVantage was unable to open the Dialogic device and is automatically restarting it.
134 - Error

Unable to offer call to IVR Plug in ‘<ProgID>’. Reason: ‘<reason>'.
Started the VR Plug-in but OfferCall failed.

135 - Error

CallPlaced Event failed IVR Plug in ‘<ProgID>’. Reason: ‘<reason>’.
Failed to hand off and outbound call to an IVR Plug-in.

136 - Error
Unable to start IVR Plug in ‘<ProgID>’. Reason: ‘<reason>’.

137 - Error
Device ## is not responding.

The trunk or station has stopped responding to events. Try restarting it.
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138 - Informational
Device ## Disabled.

Disabled viathe Admin.

138 - Error
Email notification thread is not responding.

E-mail notificationswill be disabled until the problem is resolved.

139 - Error
Device ## Disabled.

This station or trunk was disabled by a user through the Administrator.

140 - Informational
Device ## Enabled.

This station or trunk was re-enabled by a user through the Administrator.

141 - Informational
Device ## DChannel State Changed. Reason: ‘<reason>’.

142 - Informational
Emergency: <Username> at extension x## dialed <emergency number> from
<station ##>

The specified user dialed TeleVantage's emergency number (usually 911) from the specified
station.

143 - Informational
Timed Out Waiting For Response from IVR Plugin ‘<ApplID>’. Reclaiming voice
device.

The specified IVR Plug-in did not respond to the TeleVantage Server. The Server assumed that
the Plug-in was hung, and has terminated it and reclaimed its associated voice resource.

146 - Warning
No Low Priority Voice Resource Available

There are no low-priority voice resources in the pool available for CLASS features such as
message waiting light, Caller ID display, intercom, and paging, or ADSI features such as
voice-first answering. Voice resources will continue to be alocated for other tasks such as
placing calls. For moreinformation on managing voice resources, seetheVox advanced settings
beginning on page A-40.
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149 - Warning
Database size is nearing critical limit. Archive call log or upgrade to full version
of SQL Server.

Y our TeleVantage database is nearing the 2GB limit of MSDE. Archive the Call Log to make
more room (see“ Archiving the Call Log” on page 11-14), or upgrade to the full version of SQL
Server if you have not done so aready. See the database server requirementsin Installing
TeleVantage

150 - Error
Database size has passed the critical limit and call logging has been stopped.
Archive call log or upgrade to full version of SQL Server.

New calls are not being written to the Call Log because the TeleV antage database has passed
the critical MSDE size limit (about 2 GB). Archive the Call Log to make more room (see
“Archiving the Call Log” on page 11-14), or upgrade to the full version of SQL Server if you
have not done so already. See the database server requirementsin Installing TeleVantage.

Thefollowing two errors occur when you start the Dialogic drivers, if you do not have any DM3
telephony boardsinstalled:

7000 - Error
The dlgcmpd service failed to start due to the following error: The system cannot
find the device specified.

7001 - Error
The dlgcmcd service depends on the digcmpd service which failed to start
because of the following error: The system cannot find the device specified.

These errors are benign and should be ignored.
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Using the Maintenance Log view

The Maintenance Log view displays tracked actions and presents detail s about each action.
Information contained in thelog is stored in the database. To open the Maintenance Log view,
click its button in the view bar.

The Maintenance Log tracks many administrative actions, including:
m Restarting adevice
= Starting the Server
= Stopping the Server
m Scheduling a Server shutdown
m Changing auser’'s password
= Changing a queue’ s password
= Logging on to the Administrator or Device Monitor
m Logging out of the Administrator or Device Monitor
= Account lockout
= Trunk hangup after maximum login attempt
= Changing any editable item in any Administrator view
= Enabling or disabling a device

The following columns appear in the Maintenance Log view:
= Action taken
= |tem that was acted upon (if applicable)
m Date and time of the action
= Name of the user who was logged on when the change was made
= Name of the computer from which the change was made
m Details about the action

Clearing the Maintenance Log
To clear the Maintenance Log, click in the toolbar.
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Reporting problems to your TeleVantage provider

Use the Problem Report Wizard to report any problems you experience with your TeleVantage
system to your provider. Y our TeleVantage provider has the expertise to debug, correct, and
expand your TeleVantage system, and has access to Artisoft Technical Support resources for
further assistance.

The Problem Report Wizard asks you to describe the frequency, patterns, and circumstances of
the problem you are reporting. Based on theinformation you supply, the Problem Report Wizard
isolates exactly when and where the problem occurred and automatically collects the
appropriate TeleVantagelog filesand other information from your computer. By assembling all
therelevant information, the Wizard helpsyour provider quickly identify the problem and begin
to solveit.

Note: For information about known issues and workarounds for currently reported problems,
see the Known Issues topic in the online Help for the TeleVantage Administrator.

Using the Problem Report Wizard
Use the Problem Report Wizard according to the following guidelines:

m For TeleVantage Server problems, run the Wizard on the TeleVantage Server. See
“Reporting TeleVantage Server problems’ on page 11-28.

Examples of Server problemsinclude:
m The TeleVantage Server stops unexpectedly.
m Cdler ID isnot sent correctly.
m Thereisno dial tone.

= A cal-handling problem occurred. For example, TeleVantage does not answer
incoming calls, calls are being disconnected, or calls are handled improperly (cals
cannot be transferred, put on hold, and so forth).

m For problemswith any of the workstation applications—Client, Administrator, or TAPI
Service Provider—run the Wizard on the computer that isexperiencing the problem. See
“Reporting workstation application problems” on page 11-29.

Examples of workstation application problems include:
= Workstation application behaves unexpectedly.
m User cannot connect to the network.
m User cannot connect to the TeleV antage database.
= Workstation application does not start.
= Workstation application closes unexpectedly.

= Dataor commands executed in aworkstation application don’t look or behave
properly.
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m For distributed problems (problems that occur with both a workstation application
running on auser's computer and the TeleVantage Server) run the Wizard on the user’s
computer. Then run the Wizard on the Server so that you create a single problem report
package. See “ Reporting distributed problems’ on page 11-29.

Examples of distributed problemsinclude:
m Problems with specific callsin the Client or Administrator.
m Problems with specific voice messagesin a Client Voice Messages folder.

= Cdl-handling problems that involve the Client or Administrator (calls cannot be
conferenced, for example).

= User cannot make outbound calls from the Client.

Reporting TeleVantage Server problems

If you experience a problem with the TeleVantage Server, run the Problem Report Wizard on
the Server. The Wizard automatically collects the required information from the Server,
including the appropriate Server logs.

Server log files are critical to successfully identifying and solving many problems. Because
thesefiles can belarge, by default the Wizard collects TeleVantage Server log information only
for the period of time during which the problem occurred.

Important: You can choose to include all the available Server log information when you run the
Problem Report Wizard. Be aware that doing this can result in a very large problem report
package. A large package can make it more difficult for your provider to identify the problem.
Therefore, use this option (described in the following procedure) on a case-by-case basis and
only if you need to capture as much history information as possible before the log files are
overwritten. Be sure to delete the problem report package from your system as soon as you send
it to your provider to regain disk space.

To report a TeleVantage Server problem

1. OntheTeleVantage Server, choose Start > Programs > Artisoft TeleVantage Server
> TeleVantage Problem Report Wizard. The Problem Report Wizard opens.

To report a problem with a specific call or voice message, select the problem call (or
the call that left the problem message) in the Call Log view and choose Actions >
Report a Problem. The Problem Report Wizard starts with information about the call
aready entered.

2. Answer the questions presented in each Wizard window.

Toinclude al the available Server log information in the problem report package,
uncheck the Limit logs to the following time frame.
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Reporting workstation application problems
For a problem with any of the TeleVantage workstation applications—Client, Administrator,
Contact Manager Assistant, or TAPI Service Provider—run the Problem Report Wizard on the
computer that is experiencing the problem. The Wizard automatically collects the required
information.

To report a workstation application problem

1. Onthe computer that is experiencing the problem, choose Start > Run. Enter the
following path and then click OK. The path on your system may be different.

C:\Program Fi | es\ Common Fil es\ Artisoft\ Tel eVant age\ TVPRwi zar d. exe

Alternately, to report a problem with a specific call or voice message, select the
problem call (or the call that left the problem message) in the Call Log view and
choose Actions > Report a Problem. The Problem Report Wizard starts with
information about the call aready entered.

2. Answer the questions presented in each Wizard window.

Reporting distributed problems
For aproblem that involves both aworkstation application running on auser’ s computer and the
TeleVantage Server (adistributed problem usually involvesthe Client Call Monitor view), you
should gather information from both computers before contacting your TeleVantage provider.
The Problem Report Wizard assembles all theinformation so that your provider receivesall the
necessary information about the problem in one .CAB file.

To report a distributed problem

1. RuntheWizard on the user’scomputer to collect information about that computer and
create a problem report package (perform the steps for reporting a workstation
application problem on page 11-29).

2. RuntheWizard on the TeleVantage Server to gather all the necessary Server
information (perform the steps for reporting a Server problem on page 11-28).

3. Check This report includes a Problem Report Package from the TeleVantage
Client.

The Wizard automatically browses the Packages folder on the Server so that you can
select the .CAB file that was produced on the user’s computer. The Wizard then
includesthat file in the problem report package it creates on the Server.

If the Packages folder is not found, or the file was saved to another location, click
Browse to select the .CAB file that was produced on the user’s computer.
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The problem report package

The problem report package isasingle .CAB file. It contains all the information gathered about
the problem by the Problem Report Wizard. The Wizard saves the problem report package to
the location you specify. If you save the problem report package to the default location—your
Desktop—it is represented by the following icon:

WestFlaet
Ltd_001.cab

The Wizard summarizes the information reported, including the date and time the report was
created, inaProbl em nf 0. t xt filewithinthe .CAB file. Y ou can open a.CAB filewith any zip
utility (for example, WinZip).

To prevent problem report packagesfrom being overwritten, the Wizard gives each oneaunique
name based on your company name and a sequence number.

“w Tele¥antage Problem Report \Wizard - Step 11 of 11 [_ |21 x]

The Problem Report Wizard is ready to create your Problem Report Package, Click,
Finish ko create the Problem Report Package.

Problem Report Package location:
|C:'l,WINNT'l,ProFiIes'l,MiriA'l,Desktu:up\,WestFleet Lkd,_001 .cab

Please contact wour technical support contact for Further assiskance,

The Wizard increments the sequence number inthefile name each timeit createsanew problem
report package.

Send the problem report package to your TeleVantage provider by attaching it to an e-mail
message or using another method of transfer recommended by your provider. Because a
problem report package can be large, after you send it to your provider, delete it from your
system to regain disk space.

To e-mail a problem report package

1. Right-click the problem report package icon on your desktop (or the .CAB file name
if you saved the problem report package to a different location.)

Choose Send To > Mail Recipient. Your e-mail application opens.

3. Address the message and send it.
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About system prompts

The System Prompts view

System prompts are audio prompts that TeleVantage playsto callers and users. System prompts
offer callers menu choices and provide menus and instructions to users.

This chapter explains how to play and rerecord the system prompts used throughout
TeleVantage.Y ou can use the standard promptsincluded with the system or record over them to
create customized prompts.

The System Promptsview in the Administrator allowsyouto listen to and change the recordings
used for standard system prompts and auto attendants. For example, when you are setting up
your TeleVantage system, you typically go to this view to change the default Greeting prompt
so that it contains your company name. Click the System Prompts button in the view bar to open
the System Prompts view.

Z¥System Prompts - Artisoft Televantage Administrator

Last modified | Comment
5/2/2001 E:50:04 P 12/7/193.
E 4 Phd

aadq wox Foar the letter O, press the seven key. 141/2000 6:00:00 AM
aadz vox For the letter 2., press the nine key. 14172000 B:00:00 AM
aachgpsw.vox To manage your password, 1¢1/2000 B:00:00 A
SECUITYL vox “our cunent voice title i 14142000 6:00:00 AM
aadeaf wox I'm sormy, | didn't hear you 14172000 B:00:00 AM
A30ENMED. YO To leave a message in our general mailbox ... 1¢1/2000 B:00:00 A General w
aagrest vox To manage your greetings, ... 14172000 6:00:00 AM

o | aaltmow.vox Please enter the letters now. 1/1/2000 E:00:00 A Enter now
aalvdire.vax Ta leave the dirsctory ... 141/2000 6:00:00 AM Leawe
A3NEWDEIYOR Please enter your new password followed by the the pound key. 14172000 B:00:00 AM

AANEWDWE. YOK For confirmation, enter your new password again followed by the pound key 1/1/2000 60000 Ak

4 |
>|l|«|»

P
a7

| Ready to play
| | 437 ltems | Asdmin (100 | TYGOODK

Each system prompt appears asarow in the view. The information in the following table is
displayed for each system prompt.
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Column Description

File name File name of the prompt.

Text Contents of the file in text form.
The text displayed here is accurate only if it is
updated each time the file is changed. If you are
unsure of the accuracy of the text, play the file to
confirm what it says.

Last modified Last time that the file was modified.

Comment How the prompt is used in TeleVantage. Applies
to custom prompts and auto attendant prompts
only. The column is blank for all other prompts.

Language The set of language prompts to which this system
prompt belongs. User-recorded prompts such as
auto attendant prompts have this column blank.

Controlling the prompt display

By default the System Prompts view displays all system prompts on the TeleVantage Server.
Usethe control on thetoolbar if you want to display only the custom promptsyou have recorded
or only the prompts for a single language.

All

E

Managing system prompts

System - Latin American Spanizh
System - LK. Englizh
Sygtem - LS. Englizh

Note: To install additional language prompts, you must run the TeleVantage Server installation

again and select the languages you want.

This section explains the following aspects of managing system prompts:

“Playing system prompts’

“Exporting system prompt text” (page 12-4)
= “Exporting and importing system prompt audio files’ (page 12-5)
m “Changing the encoding format of system prompts” (page 12-5)
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Playing system prompts

Y ou can play system prompts to confirm that they contain the correct information. System
prompts play over the telephone or through your computer speakers. If you choose to play a
prompt over the telephone, your phone rings and the prompt playswhen you answer. See“Using
the audio controls” on page 2-10 for more information.

To play a system prompt
1. Select the name of the prompt that you want to play.

2. Choose System Prompts > Play.

Exporting system prompt text

Use the following procedure to export system prompt text into a.CSV file for processing by a
professional recording studio or for maintenance purposes.

To export system prompt text
1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

Select an import or export action:

E sport Sustern Prompt T ext

Description

Export spstem prompt information to
a file of comma separated values.

Help | < Back I Mest » I Cancel |

2. Select Export System Prompt Text and click Next.

Export Call Log

Save exported file as:

|E:\F'F|DGF|A"1 STELEWA 1 e Browse... |

Optio:
Start date: IUB.-"2B.-"2DD‘I
End date: IU?J‘I /2001

Mote that the export operation may take several minutes.

Help | < Back I FEinizh I Cancel
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3. Under Save exported file as, accept the suggested |ocation and file name or click
Browse and choose a different location and enter afile name.

Under Options, accept the suggested dates or enter new ones.
Click Finish. Thefileis exported.

Exporting and importing system prompt audio files
Y ou can export a system prompt from your Server for use on another TeleVantage Server. You

also can import an existing sound file and use it as a system prompt. For more information, see
“Importing and exporting voice files’ on page 2-11.

Changing the encoding format of system prompts

TeleVantage supports two .VOX file formats, MuLaw format for use in the United States and
Japan, and ALaw format for use in other countries. When TeleVantage is installed, the correct
format is used based on the location of the TeleVantage Server.

Onrareoccasions, it may be necessary to convert the voicefiles on a TeleVantage system from
one encoding format to another, for example, if you are staging a TeleVantage system in one
location that will be deployed in another.

To change the encoding format of all .VOX files in the system

1. Choose Tools > Shutdown Server to temporarily stop the TeleVantage Server.

2. Runtheutility TVConvert. exe, which islocated in the directory in which the
TeleVantage Server was installed.

3. Choose Tools > Start Server to restart the Server.
TVConvert . exe checks the Windows NT/2000 registry for the current . VOX file format,

converts al filesto the other format, and updates the Windows registry.

Recording system prompts

Y ou may want to record over system prompts for some of the following reasons:

= Youwant your custom prompts and system prompts to be recorded with the same voice.
= You want to change the message text of a prompt, for example, the Welcome message.
m You have access to voice talent that you prefer over the existing TeleVantage voices.

= You have localized the telephone commands for alanguage not provided with
TeleVantage (see “Localizing the telephone commands’ on page 12-12) and want to
record al of the promptsin that language as well.
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Recording options
Y ou can record system prompts in either of the following ways:

= “Recording system prompts professionaly” (page 12-7)
= “Recording over system prompts yourself” (page 12-8)

The sentence file

The sentencefile isatext file that contains al the voice prompts and the sentences they form.
The American English sentencefileislocated in:

C.\Program Fi | es\ TeleVantage Server\ TVLENOO. | NI
Note: “ENO00” identifies American English files. TeleVantage includes two other sets of system

prompts. EN10 identifies British English files. ESOO0 identifies Latin American Spanish files.

The .VAP and .VOX files
TeleVantage prompts are contained in;

m The .VAPfile, an indexed file containing individual .V OX recordings of variable
information. Variable information, for example, numbers and dates, is used to build
more complex prompts.

m .VOX files. Thereisaseparate .VOX filefor each sentence and phrase in TeleVantage.
The VAP and .VOX files are used together to produce the complete prompts that callers and

users hear. For example, in the sentence prompt, “Y ou have three new messages, and twelve
saved messages’, the words “three” and “twelve’ come from the .VAPfile.

The American English VAP and .VOX filesare located in:
C:\Program Fi | es\ TeleVantage Server\Vfil es\ ENOO
The American English .VAPfileiscaled TVLENOO.VAP.

The recording process
To record a complete set of system prompts, you must do the following:

m Record the .VAPfile.

= Build theindexed .VAPfile.
= Record the .VOX files.

m Test the new prompts.

= Deploy the new prompts.
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Recording system prompts professionally
If you choose to obtain professional recordings, you should choose a voice vendor with
experience in telephony recording, and then:
m Select avoice
= Provide the appropriate files to the vendor in formats they can use

m Test the new prompts for voice quality, usability, file-naming accuracy, and indexing
accuracy

= Deploy the new prompts

Selecting a voice

The vendor will often provide you with 44kHz, full-bandwidth voice samples from which to
choose. Ask your vendor to provide voice samples that have been re-sampled or recorded as
MuLaw PCM Mono 8 kHz, which isthe format used in TeleVantage. Thiswill ensure that your
selection is based on how the voice will actually sound when used in your TeleVantage system.

Keep in mind that high-pitched voices and high-frequency sounds degrade more as aresult of
thistype of re-sampling, which may result in considerable changein higher frequency sounds at
telephony bandwidth.

Using the standard TeleVantage voices

To add or modify prompts using one of the standard TeleV antage voices, contact the companies
shown in the following table that provided the original set of prompts. These companies can
record new voice files using the standard voices.

Language Voice Contact

U.S. English “Ellen” Marketing Messages
51 Winchester Street
Newton, MA
U.S. 02461

800-486-4237 (phone)
617-527-3728 (fax)
http://www.marketingmessages.com

Latin American  “Claudia” Marketing Messages
Spanish

U. K. English “Helen” Marketing Messages

Providing files to the vendor

After you have selected avoice, you must provide your vendor with the list of prompt files and
thetext of each prompt to berecorded. Thelist of prompt filesisavailablein the System Prompts
and Prompts section of the TVLENOO.INI file.
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Y ou also need to provide your vendor with the TVLENOO.V AP file, so that your voice vendor
can match the indexing of the new .VAP file to the existing file.

Testing the new prompts
It isimportant that you thoroughly test al voicefilesthat you receive from the vendor to ensure:

m Accuracy of file names

m Synchronization of written and spoken prompt content

= Quality of voice recording

m Accuracy of index order and format of the VAP file
See “Testing system prompts’ on page 12-10 for information about using the Sentence Tester
to assist with some of these tasks.
Deploying the new prompts

After al files are tested, you can replace the existing prompt files with the new ones. Place all
new .VOX filesand the VAP filein the following directory:

C:\Program Fi | es\ TeleVantage Server\Vfil es\ User
The following auto attendant prompts must aso be copied to the User directory.
= AACLOSED. VOX
= AAH . VOX
= AMSBN. VOX
= AACPORWI. VOX

The default location isC: \ Program Fi | es\ Tel eVant age Server\ Voi ce Files\ENOO.

Recording over system prompts yourself

When you record over system prompts yourself, you can record al of the .VOX filesaswell as
the.VAPfile, aswith professional recording, or record just the .VOX filesand usethe .VAPfile
included with TeleVantage.

If you do not record over all the files, be aware that since prompts are combined with other
prompts when presented to callers or users, recording some but not all prompts may resultin a
mismatch of voices.
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Recording over .VOX files
Y ou use the TeleVantage Administrator to record over these files (see the next procedure).

To record over a prompt

1. Inthe System Prompts view, double-click the prompt. The Edit Prompt dialog box
opens.

2. Under Contents, enter the text of the new prompt. Use this text as a script when you
record the prompt.

MNarme: I D ate recorded: |1 /142000 B:00:00 Ak

Cortents: ([T a retum ta the main menu, press 3. ;I

|

Audio
] | » | | | 4 | 2
| Fieady to play

Previous | Mext | QK I Cancel | Help |

3. Record the prompt. See “Using the audio controls’ on page 2-10 for instructions.

1
A

aa

4. Click OK to save the new version of the prompt.

Recording over the .VAP file

Y ou can record over the .VAP file by using a variety of recording toolsand VAP toals. If you
do not already have such atool, you should consider VFEdit, which is available on the Internet.

Testing and deploying the new prompts

Use the Sentence Tester to test the new prompts. See “ Testing system prompts’ on
page 12-10.For information about deploying the new prompts, see “Deploying the new
prompts’ on page 12-8.

CHAPTER 12. SYSTEM PROMPTS 12-9



Testing system prompts

Y ou can test system prompts by listening to them in context over your telephone. By joining
individual promptsinto sentences and playing them as they are used in TeleVantage, you can
evaluate intonation, emphasis, and consistency.

Note: Computers must run on Windows NT/2000 to test system prompts.

To test system prompts
1.

3.

Start the Administrator using the/ sent ence command line option (see page B-1 for
more information).

Choose Tools > Test Sentences. The Test Sentences dialog box opens.

Language to test:

Sentences:

AzkMame
BackToOrnigCallPress1
CallerH azHungup
CallFory

CallFrome
CallFrarme<Fory’
CallFrame<Fory1
CallFrome<Fory'2
CallFwdCanceled
CalHandled
Callncompatible
CallNodnzwer
CallDutOfOrder
CallParked
CalRejected
CallséreDND
CallsFrwrdT oE stat
CallsFrwrdT oE sthum
CallsFwrdT oThisExt
CallJnazsigned
CancelFonwardPress4

Current sentence:
Grestictive vaw,v1[¥
Hame Data Type Value
“Variable 1+ [Humber =
Varisle 2 [Nurber =z
Varisble 3 [Nurber NE
Varisble & [Nurber =l
Varizble & [Nurber =l s
Verisble & [Nurber =l e
Variale 7. [Nurber =l
Variable & [Nurber =l e
Varisle S [Nurber N E
Variable 10:  [Nurber =] o
’TI Clear | Cloze | Help |

In Language to test, select the language of the prompts that you want to test.
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4. Under Sentences, select a sentence from thelist.

Language totest |15, Engsh =l
Sentences: Current sentence:
TolistenPress1 ;I |TOPurgeMsg1.vox,the.vox, w1, IF %1 =1 THEM mmsg.wox ELSE mm
ToListenPrewt sgPressh
TolistenS avedPress2 N Data T Val
ToListenT hiskdsgPress1 ame A a2 alue
ToManageCalldrHaoldPress3 *\iariable 1: -
ToManageGrestingPressd AR INumber J |1
ToManaget sghcctPress9 ‘Variable 2 Mumbs - |2
ToManaget zghcctPressStar - I Hmher J I
TobarkPrivatePress6 Wariable 3: INumber j |3
ToMarkLirgentPresss )

ariable 4: INumber j |4
ToRecoverDeletedPress8 . )
ToReplyPress1 Wariable 5: INumber j |5
ToReplyThistsgPreszd . )
ToRerecordi sgPress3 Variable B: INumber j IB
ToReviewt sgPress2 . X -
ToSaveThishzgPresst J VB L INumber J I?
ToSendMsgPress3 ‘ariable & ~| [z
To5endThisMagPress1 - INumber J I
ToSpeakTolperator Wariable 3: INumber j IS
ToStartACalPressPound .
ToUnDeIeteMsgPressS LI Wariable 10: INumber j I‘ID

Test I LClear | Cloze | Help |

TheCurrent sentence box displayshow that sentenceisdescribed in the sentences.ini
file. Many sentences consist of asingle .VOX file. Other sentences are made up of
severa joined .VOX files, and may contain variables aswell.

5. Youcandoubleclick asentencetotest it, or select it and press Test. When your phone
rings, pick it up and listen to the sentence in the language you selected. Y ou can
continue to play messages, and even change languages, without hanging up your
phone.

6. If the sentence contains variables, they are indicated in the Name column with an
asterisk. Y ou can enter anew Value for avariable, and optionally select a different
variable Data Type.

For example, by default the sentence ToPurgeM sg sentence plays as.

“To permanently delete the 1 message in your Client’s Deleted folder, press 3.
Otherwise, press4.”

By changing the Value of Variable 1 to 6, the sentence plays as:

“To permanently delete the 6 messagesin your Client’s Deleted folder, press 3.
Otherwise, press 4.”

Click Clear to return all Values to their origina settings.
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Localizing the telephone commands

The TeleVantage L ocalization Kit is available if you want to localize and record the tel ephone
commands in ancther language. The Localization Kit includes all the necessary documentation
and toolsfor localization.

Although the process for recording system promptsis the same for localized system prompts,
the localization process requires several more steps, which are described in the Localization Kit.

For more information about the TeleV antage Localization Kit, contact your TeleVantage
provider.

Changing the TeleVantage ringback tone

By default, the ringback tone (the sound you hear when the phone you dialed isringing) is the
United States tone. To rerecord thistone, rerecord the file Ringback.vox, located in the
following directory on the TeleVantage Server computer:

C.\Tel eVantage Server\vfiles\User

For instructions on rerecording the file, see “Recording system prompts’ on page 12-5.
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About IP telephony and TeleVantage

TeleVantage seamlessly supports Internet telephony through anintegrated I nternet gateway that
eliminates the need for external 1P Gateway devices. Combined with dialing services,
TeleVantage's Internet telephony support makesit as easy to place and receive Internet calls as
it isto place and receive regular telephone calls—whether you are calling from a station phone,
aremote phone, or using the TeleVantage Client.

TeleVantage' sintegrated Internet gateway supports the following Internet telephony features:

= Placing and receiving calls from H.323 terminals, for example, NetMeeting (see
page 13-3) or Phone Didler (see page 13-7).

= Enhancing a Web page with a“Call Us!” button (see page 13-7).

m Connecting TeleVantage Servers over the Internet or over private | P networks (which
can guarantee quality of service). See page 13-8. Over a properly configured IP
Gateway, users can:

= Cadl extensions on aremote TeleVantage Server.
m Place callsto phone numbers from aremote TeleVantage Server.

m Placecallson aremote Centrex/PBX service through aremote TeleVantage Server.

Internet telephony requirements
Before using any of TeleVantage's Internet telephony features, you must first:

m Install the hardware and software required to support I nternet telephony. See Installing
TeleVantage for more information.

= Inthe TeleVantage Administrator, add and configure one or more Internet spans (see
“Adding an Internet span” on page 5-25).

m Ensure that the P address of the Internet span on each Server is completely accessible
by the other TeleVantage Server. To do this, you may haveto configurefirewallsat each
location appropriately.

This chapter explainsin detail how to configure and use TeleVantage to make various types of
Internet telephony connections.
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Placing calls to H.323 terminals such as NetMeeting

Y ou can use TeleVantage to place and receive | P calls from H.323-based terminals like
Microsoft NetMeeting, a real-time conferencing and collaboration tool. The figure under
“Placing callsto NetMeeting from the TeleéVantage Client” on page 13-3 shows how the process
of making TeleVantage-to- NetMeeting calls works.

After you have installed the proper Internet telephony hardware (see Installing TeleVantage),
configured an Internet Address dialing service, and assigned it an access code, users can place
callsto H.323 terminal s such as NetMeeting from the Client or using the phone.

Note: Users who call NetMeeting terminals might hear an echo on the line. To avoid the echo,
the NetMeeting user must use an echo-cancelling microphone.

NetMeeting is included with Windows 2000. To download NetMeeting for other operating
systems:

1. Gotoww. nicrosoft. com downl oads.

2. Select NetMeeting from thetop list, select your operating system from the bottom list,
and then click Find It!

To allow TeleVantage users to place calls to Microsoft NetMeeting or other H.323
terminals

1. Inthe TeleVantage Administrator, create an Internet Address dialing service (see
“Adding adialing service” on page 8-8).

2. Assign the service aname and an access code, for example, “Internet” and “71”.

Placing calls to NetMeeting from the TeleVantage Client

Userscan place Internet callsfrom anywherein the TeleVantage Client that allowsthemto enter
phone numbers. For example, users can place Internet calls from the Place Call To dialog box,
when they are adding a contact or adding a routing list action or when forwarding their calls.
Usersselect an Internet Address dialing service and then enter the P address or DNS host name
of the computer that is running NetMeeting.

For example, if auser enters either namemyconput er. nyconpany. comor 123. 45. 67. 89 in the
Name/Address field of the Forward To tab of the Call Forwarding dialog box, calls will be
forwarded to NetMeeting at the specified location (see the next figure).

Note: If you use a name, such as namemycomputer.mycompany.com, instead of an IP address,
DNS must be properly configured on this PC, or else the name cannot be resolved to an IP
address and the call will fail.
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_ Call Forwarding =] E3

¥ Forward calls (change "Where T &m")

Forward to | Cptions |

Call Using: |?1 - 1P Calls

Mame/fddress: |123.45.6?.89|

Contacts | Mame Phone Mumber
Y. | Another Mumber  123.45.67.89
I My Mumbers Home 2

Mohile (087) 555-2221

Ll
|7 |« L

Placing calls to NetMeeting from a TeleVantage phone

Users can place calls to PCs running NetM eeting from any TeleV antage phone by dialing the
access code followed by the IP address of the computer running NetMeeting.

IPaddressesaredialed with each part of the | P address separated by an asterisk (*). For example,
dialing 71 123*45*67*89 calls the computer running NetMeeting at the |P address
123. 45. 67. 89, where 71 is the access code of the TeleVantage Internet dialing service.

TeleVVantage to NetMeeting Calls

User dials TeleVantage
T11223745767788 Server

Dialing Service: MNetheeting
Access Code: 71

|

Internet
Span

Methieeting at IF address
12245 67 89 receives call
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Calling TeleVantage from H.323 terminals such as NetMeeting

Depending on how your TeleVantage Internet span and company firewall is configured,
TeleVantage can receive calls from any H.323 terminal such as NetMeeting.

To receive calls from an H.323 terminal such as NetMeeting

1. Configure your firewall to allow accessto the | P address of one or more TeleVantage
Internet spans.

2. Inthe TeleVantage Administrator, edit the TeleVantage Internet span to alow
incoming calls.

3. Optionally, do one of the following:
= Send Internet callsto the desired user, auto attendant, or IVR Plug-in.
= Assign DID numbersto any user, auto attendant, or IVR Plug-in that you want to
alow H.323 terminalsto call directly.

Note: For the purpose of receiving Internet calls, you can give users DID numbers in
TeleVantage only. You do not need to order DID service from your telephone company.

Internet trunks behave almost identically to regular trunks, and provide inbound Caller 1D and
direct inward dialing (DID). Internet calls are routed and processed just like regular callsto
ACD workgroups, routing lists, and so forth.

Notethat the name of the TeleV antage systemis displayed when NetMeeting calls TeleVantage.
To change the name, edit the following registry key:

HKLM Sof t war e\ Arti sof t\ Tel eVant age\ Conpany

CHAPTER 13. CONFIGURING INTERNET TELEPHONY SUPPORT 13-5



Calling a TeleVantage Server from NetMeeting

To call aTeleVantage Server from NetMeeting, enter the IP address or DNS name of the
TeleVantage Internet span. Thisisthe IP address assigned to the Ethernet interface on the
Internet telephony board. Callerswith NetMeeting 3.0 or later can navigate TeleVantage using
NetMeeting's built-in touch tone keypad.

#¥ NetMeeting - Not in... Il [El E3
Cal  Wiew Tools Help

E‘IJ

3|

w

Bﬂ
AEEEE

x)

"mz"\:g"
gl|s] el

1=l

MName

[y L

Motin a cal

|

Calling a TeleVantage DID number from NetMeeting

If you configure NetMeeting to use a TeleVantage Server as agateway, TeleVantage interprets
numbers dialed by NetMeeting as DID. Therefore, NetMeeting users can call any TeleVantage
user, auto attendant, ACD workgroup, or VR Plug-in with a DID number.

To configure NetMeeting to use a TeleVantage Server as a gateway

1.

a > WD

6.

Start NetM esting.

Select Tools > Options.

Click Advanced Calling Options to open the Advanced Calling Options dialog box.
Check Use an IP Gateway to call telephones and video conferencing systems.

Enter the IP address or DNS name of the TeleV antage span, for example,
123. 45. 67. 89 or nyi pl i nkaddr ess. myconpany. com

Click OK.

Any numbers entered in NetM eeting now are sent to TeleVantage as DID. For example, placing
acall to 1234 in NetMeeting will call the TeleVantage auto attendant, user, or VR Plug-in that
hasaDID of 1234.
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Using Windows 2000 Phone Dialer as an H.323 terminal

A standard installation of Windows 2000 includes Phone Dialer, which has H.323 capabilities
similar to those of NetMeeting. Phone Dialer alows you to make voice calls from your
computer.

To make avoicecal, al you need istherecipient’s |P address or DNS (Domain Name System)
name. Theactive call window hasbuttonsthat let you access akeypad to manually dial numbers.

Toreceive calls, you must have Phone Dialer running. When you makeor receiveacall, adialog
box opens.

Enhancing a Web page with a“Call Us!” button

By using a CallTo: URL on your Web page, any Internet user with NetMeeting installed can
click ona“Cal Us!” link on your Web page to place acall to any TeleVantage DID number. If
you assign a DID number to a TeleVantage ACD workgroup user or queue, you can send
Internet users directly into your ACD workgroup or queue for processing by an agent.

Note: The CallTo: tag is supported in Internet Explorer but is not supported in Netscape version
4.7.

For example, you can insert the following Call To: tag on your Web page:
<A HREF="cal | t 0: 600+gat eway=123. 45. 67. 89+t ype=phone” >Cal | Us! </ A>

When a user with NetMeeting installed clicks the Call Us! link, NetMeeting starts and callsthe
TeleVantage user who hasa DID of “600” using the TeleVantage I nternet span with an IP
address of 123.45.67.89.

Note: On your Web page, it is a good idea to include a link to the NetMeeting download page
for those users who do not have NetMeeting installed (www. i cr osof t . conf downl oads) .
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Connecting two Servers using IP Gateways

Y ou can configure TeleVantage' sintegrated Internet gateway to connect two TeleVantage
Servers over the Internet or a private | P network (sometimes called an I P tie-line connection).
Doing this allows users on one TeleVantage Server to make calls asif they were on the other
TeleVantage Server.

When two TeleVantage Servers are properly configured, users can do the following:

m Place calls to extensions on the remote Server. In addition to calling
extensions, users can dia # to log in and check remote voice mailboxes, or dia 411 for
the remote Server’s dial-by-name directory.

= Place external phone calls through the remote Server. Users can call remote
phone numbersasif they werelocal phone numbers, such as calling directory assistance
in another city.

m Place outbound Centrex/PBX calls through the remote Server. Userscan dia
remote Centrex/PBX extensions as if they were local, such as extensions on alegacy
PBX system connected to the remote Server.

= Unify two Servers into a single user environment. By creating users of the type
IP Gateway user on each TeleVantage Server, you can make all users appear to be on
the same TeleVantage Server. Users on each TeleVantage Server can dia each other
directly or select extensions for call forwarding and routing lists regardless of whether
they arelocal (of the user type User) or remote. Local and remote users appear together
in the Client’s Extensions view, in the Place Call To dialog box, and other lists of
extensions.

Placing calls involving a remote TeleVantage Server

Tomakean |P Gateway call, users must choose the appropriate dialing service when placing the
call, either by dialing the access code over the phone or by selecting it in the Client. See
“Creating |P Gateway dialing services’ on page 13-13.

By creating users of the type IP Gateway, you can also enable usersto dia remote extensions
directly, without dialing an access code, or to place calls to remote extensions from the Client.
See “Creating Gateway users to unify two TeleVantage Servers’ on page 13-14.

Receiving Internet calls from a remote TeleVantage Server

Incoming callsfrom aremote TeleV antage Server appear in the Client asif they werelocal calls.
For example, Caller ID name and number are delivered just as they are for regular internal or
external calls, which allows users to identify and call back remote users easily.

Codec use with IP Gateway connections

When you connect two TeleVantage Servers over an |P Gateway connection, be sure that the
Servers use the same codec lists. If they do not, audio failure can occur during calls. See
“Modifying TeleVantage IP codecs’ on page 5-26 for more information.
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Overview of creating an IP Gateway connection

Setting up an | P Gateway connection involves the following steps. It isimportant to do themin
the correct order:

1. Oneach Server, create an | P Gateway that pointsto the other Server. See” Creating an
IP Gateway” on page 13-10.

2. Oneach Server, create one or more | P Gateway dialing servicesto cover the types of

Internet calling you want to perform. See “ Creating | P Gateway dialing services’ on
page 13-13.

3. Tounify two Servers so that all users appear to be local users, create an |P Gateway

user for each remote extension. See “ Creating Gateway usersto unify two
TeleVantage Servers’ on page 13-14.

Using the IP Gateway Configuration Worksheet

Appendix D of this manual provides aworksheet to help you set up multiple TeleVantage
Servers for an |P Gateway connection. Use the |P Gateway Configuration Worksheet to help
plan consistent access codes for dialing services and avoid conflicts such as overlapping
extensions or passwords.

lllustration of an IP Gateway

Thefollowing figureillustrates TeleVantage Serversin London and Boston that are connected
using an |P Gateway.

@® @ ®
London phone st

The London Server

automatically dials 84-22-00 54-22-00 receives
the call.

User in Boston disls 71 (access code for an Internet-to-
Phone Mumber disling service) and 54-22-00 (a London

telephone number. uzing a Phone humber

dialing service.

35 Boston e London
5.7 Server Irterniet or Server
I Frvete P

netvweork

@ The London Server uzes a Gateway user Userin London dials &, 4
at extension 110 and an 110, the extenzion of a
. Internet-to-Centrex/PEX dialing service user on the Boston
Boston extension 110 ta route the call to the Boston Server. Server.

receives the call.

In the top of the figure, the administrator at the Boston Server set up an Internet-to-Phone
Number dialing service with an access code of 71. The London Server has a Phone Number
diaing service. Usersin Boston can now dial phone numbersin London by diaing 71 followed
by the phone number.

In the bottom of the figure, the administrator at the London Server set up an
Internet-to-Centrex/PBX Extension dialing service—configured to connect to the Boston
Server'sinterna dial tone, and gateway users, one for each user on the Boston Server. Usersin
London can now dial the extensions of usersin Boston directly.
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To establish the connection, each administrator creates an |P Gateway that points to the other
Server. The administrator can use the |P Gateway on the local Server to control dialing
permissions for incoming calls. For example, the London administrator can prevent Boston
users from making long-distance calls through the London Server by changing the dialing
permissions of the Boston | P Gateway.

Y ou can think about TeleVantage |P Gateways as an authentication mechanism similar to a
Windows Domain trust relationship. Theserelationshipsallow userson one Server to placecalls
on aremote Server without having a user account on the remote Server.

Creating an IP Gateway

To connect two TeleVantage Servers over |P Gateways, administrators on each Server must
create an | P Gateway that pointsto the other Server. For example, on an | P Gateway connection
between Boston and London, the Boston Server has an |P Gateway called “London,” and the
London Server has an |P Gateway called “Boston.” Each IP Gateway has an extension and
password that the other P Gateway usesto log in when connecting IP Gateway calls.

The IP Gateway’ s extension is not meant to be dialed directly. It does not appear in the Client
or the dial-by-name directory, and calls to that extension do not go through. The extension is
used behind the scenes only to let remote Servers connect.

Y ou can use the |P Gateway to control remote users’ dialing permissions when placing calls
through your Server. For example, if you are the administrator of the London Server, and you
want to prevent Boston users from placing long-distance calls through your Server, you can edit
the dialing permissions of the IP Gateway “Boston.”

Each remote TeleVantage Server to which you connect over the Internet requires a separate |P
Gateway. For example, if your Server connectsto Serversin London and Chicago, you must
create two | P Gateways—"London” and “Chicago.”
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The IP Gateways view

To add, edit, and delete | P Gateways, click the IP Gateways button in the view bar to open the
IP Gateways view:

%¢|P Gateways - Artisoft TeleVantage Administrator

File Edit “iew Toolz IP Gateways Help |

207.79.14185 777

Call Log

&5

I [ Ttem [ drmin [x100] [TvaGoooKT W | 4

Each of your IP Gateways is shown as aline in the view. The following table shows the
information that is displayed for each IP Gateway.

Column Description

Name Name of the local IP Gateway, usually the name
of the remote Server’s location or the name of the
remote Server computer itself.

Extension Extension of the IP Gateway on the local Server,
used by IP Gateways on remote Servers to log on
when connecting IP calls.

Password Password of the IP Gateway on the local Server,
used by IP Gateways on remote Servers to log on
when connecting IP calls.

Remote Address |IP address or hostname of the remote Server.

Remote Extension of the IP Gateway on the remote

Extension Server, used by the local Server to log on when
connecting IP calls.

Remote Password of the IP Gateway on the remote

Password Server, used by the local Server to log on when

connecting IP calls.

Comments Any comments pertaining to the remote Server.

Double-click an IP Gateway in the view to seeits properties.
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Creating an IP Gateway

The following procedure uses an | P Gateway created on a Boston Server that connectsto a
remote London Server as an example.

To create and set up an IP Gateway

1.

Have the following information ready:
m The Internet address of the remote Server

m The extension and password of the IP Gateway on the remote Server

Choose File > New > IP Gateway.

Enter aName for the |P Gateway. Typically the name describes the remote Server's
location, for example, “London.”

Assign the IP Gateway a unique extension. The extension is not meant to be dialed,
and does not appear in the Client or the dial-by-name directory. Callsto the extension
will not be connected. The |P Gateway’ s extension is used behind the scenesto
connect to the remote Server to complete |P Gateway calls.

+% Untitled - IP Gateway

General | Permissions I

— Local

Mame: |L0nd0n

Extension: |???

Password: |???

Comments: |

Operator: I Operator [x 0]

Ll Lol Ll

Telephone prompts: |U.S. English

— Remate

Femote Server's IP address: |124.B4.??.88

Fiemote P Gateway's extenzion: |888

Fiemote P Gateway's password: |883

QK I Cancel | Help |

Enter aPassword for the IP Gateway.

Add Comments to further identify the IP Gateway.

Under Operator, select the extension to which callers using this IP Gateway are
transferred when they press 0 from within thelocal system. For example, auser on the
remote Server might call a user on this Server using this Gateway, and press 0 while
in the local user’s voice mailbox.
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8. Under Telephone prompts, select the language of the telephone commands as heard
by users on the remote Server who log on to the local system using this |P Gateway.

9. Under Remote, specify the following information about the remote Server:

m Remote Server’s IP address. Enter the |P addressin the format nnn.nnn.nnn.nnn.
Y ou can also enter the DNS name.

= Remote IP Gateway’s extension. Enter the extension of the IP Gateway on the
remote Server that pointsto this Server.

= Remote IP Gateway’s password. Enter the password of the IP Gateway on the
remote Server that pointsto this Server.

10. Onthe Permissionstab, assign dialing permissionsthat limit the types of callsthat can
be made by remote users who make calls through this IP Gateway. For example, you
might edit the local |P Gateway’s permissions to prevent London users from making
unrestricted long-distance calls from London. See “ The Dialing tab” on page 6-36.

11. Click OK.

Important: The administrator on the remote Server needs to know the extension and password
of your IP Gateway in order to correctly configure the IP Gateway on the remote Server.

Creating IP Gateway dialing services

To use an |P Gateway connection, you must create at |east one dialing service of the
Internet-to-Phone Number or Internet-to-Centrex/PBX Extension type. To create adialing
service for IP Gateway use, do the following:

1. Refer to thetablein this section to determine the type of dialing service you must
create.

2. See“Adding adialing service” on page 8-8 for complete instructions on creating the
dialing service.

Note: Before creating an IP Gateway dialing service, make sure you have created an IP
Gateway that points to the remote Server. See “Creating an IP Gateway” on page 13-10.
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Thetype of dialing service you must create depends on the type of |P Gateway calling you want
to do, as described in the following table.

Type of calling Dialing service needed Special instructions
Calling TeleVantage Internet-to-Centrex On the General tab, select
extensions on the remote Remote Server’s internal
Server dial tone

Placing phone calls through  Internet-to-Phone Number
the remote Server

Placing Centrex/PBX calls Internet-to-Centrex/PBX On the General tab, select
through the remote Server Extension Remote Server’s

Centrex/PBX service
access code.

For each remote Server, you must create a separate dialing service for each type of 1P Gateway
calling you want to perform.

Troubleshooting Internet-to-Phone Number dialing services

If, when dialing out over an Internet-to-Phone-Number dialing service, you have problems
sending digits to external phone systems, try increasing the DTMF Gain and DTMF On-time
parameters in your Internet span’s Tuning tab. See “Fine-tuning your |P connection” on
page 5-28.

Creating Gateway users to unify two TeleVantage Servers

Gateway users are away to unify the users on two TeleVantage Servers connected by an IP
Gateway, so that all usersdisplay and function asif they werelocal. Once you create Gateway
users, users on each Server can:

Dial any user’s extension directly, without an access code.

See local users and remote users listed together in the Client’s Extensions view, Place
Call Todialog box, and al other places where alist of users appears.

Select any user when placing acall, transferring acall, or creating a conference call.
Search for any user in the dial-by-name directory.

Forward callsto any extension, or include any extension in arouting list.

By connecting two Serversover aprivate | P network and unifying them with IP Gateway users,
you can effectively double the number of stations your TeleVantage system supports.
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Overview of IP Gateway users

An|P Gateway user isaspecial type of user that you createto mirror auser on theremote Server.
For each user on the remote Server, you create an |P Gateway user on the local Server. For
example, if the remote Server hasauser named Pete Storpin, you would create auser of thetype
IP Gateway named Pete Storpin on the local Server that pointsto the remote user.

The administrator on the remote Server performs the same action, creating an | P Gateway user
on the remote Server to mirror each normal user on your Server.

When auser dials an |P Gateway user’s extension, behind the scenes the |P Gateway user
automatically forwards the call over your Server’s Internet-to-Centrex/PBX Extension dialing
service to the matching user on the remote Server.

Before creating IP Gateway users
To create an | P Gateway user, you must have already done the following on each Server:

m Created an |P Gateway to point to the remote Server. See “Creating an |P Gateway” on
page 13-10.

= Created an Internet-to-Centrex/PBX Extension dialing service that connects to the
remote Server’sinternal dial tone. See “Adding adialing service” on page 8-8.

= Made sure that no extensions on one Server conflict with extensions on the other. To
avoid conflicts, you can have al the extensions on one Server begin with 1, while all the
extensions on the other Server begin with 2.

The IP Gateway Configuration Worksheet in Appendix D can help you plan your |P Gateway
connection so that no conflicts occur.
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To create an IP Gateway user

1.

In the Users view, choose Users > New User. The User dialog box opens.

£ Untitled - User [ %]

General | Recordings I Motifications I Call Handling I Dialing I Permissionsl

Type: |F' Gateway user

First name: |

Last name: |

Title: |

Extension: I‘IDB— Station [D: ID—

DID number: |

Password: I— LConfirmation: I—

Comments: ;I
[

Operator: IDperator [0 j

Telephone prompts: |U.S. Englizh ﬂ

IP Gateway: I\.-'0|P j @I

QK I Cancel | Help |

Under Type, select IP Gateway user.

At the bottom of the dialog box, under IP Gateway, select the IP Gateway that points
to the remote Server on which thisuser resides. To create anew | P Gateway, click the
IP Gateway button.

Make sure that the Gateway user’s Extension matches the user’ s extension on the
remote Server. Thisfield isthe only field that must be identical to the remote user's
setup. However, to reduce confusion, it is recommended that you use the same First
Name and Last Name on both Servers.

Click the Call Handling tab, then click Call Forwarding. Click To another number.
Under Call using, select the Internet-to-Centrex dialing service with which you
connect to the remote Server. Under Number, enter the extension of the user on the
remote Server.

To economize trunk usage on calls sent between two or more Servers, check Attempt
Centrex/PBX Transfer. For more information, see “ Forwarding calls over
Centrex/PBX trunks’ on page 6-30.

Enter the rest of the user information, which governshow the | P Gateway user behaves
on thelocal Server. For complete instructions on adding users, see “ Adding users’ on
page 6-7.

Click OK.
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Using Contact PINs with IP Gateway users

When acontact employsa Contact PIN to dial an |P Gateway user, the Contact PIN islost when
the call istransferred to the actual user on the other Server. The contact might then appear in the
Call Monitor as an unknown caller.

To make sure that Contact PINs are recognized in all cases, users must duplicate their contacts
on the other Server. For example, if Pete Storpin has defined hiswife as a contact with aPIN of
55, he must log in to his Gateway user account on the remote Server and define hiswife again,
using the same PIN of 55.

Note: The firsttime a user receives a Contact PIN call over the IP Gateway connection, the user
must associate the call with the contact. Then the contact will be recognized on subsequent calls.

An easy way to duplicate contactsisto export them from the local Server’s account and import
them to the remote Server’s Gateway user account. For afull description of Contact PINs and
instructions on exporting and importing contacts, see Using TeleVantage.

Enabling call path replacement to economize trunk use

TeleVantage can perform call path replacement on calls transferred or forwarded between
Servers, so as to economize trunk use. For example, if acall starts on Server A, goesto Server
B, and is forwarded to Server C, TeleVantage automatically simplifies the path to adirect
connection between Server A and Server C, thus saving trunk usage on Server B.

To enable call path replacement, make sure that each | P Gateway user has the Attempt
Centrex/PBX transfer field checked in their call forwarding settings. The field is checked by
default for IP Gateway users.

Fine-tuning your IP connection

TeleVantage's | P Span dialog box includes a Tuning tab that you use to change any of the
IPLink board parameters between IP calls. Changes you make while a call isin progress on the
board will not be reflected until the call completes and anew call isinitiated. See “Fine-tuning
your |P connection” on page 5-28.
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About extending TeleVantage

Versatility iswhat makes TeleV antage so powerful, and that versatility isenhanced even further
by the ability to integrate other applicationsinto the TeleVantage Server. Y ou can extend a
TeleVantage system in the following ways:

m In-band signaling applications. Software designed to interact with PBX or Centrex
systems can be configured to work with TeleVantage, providing custom IVR or
call-handling functions (fax back, touch tone data retrieval, and so on).

m TAPI applications. TAPI-compatible phone dialers and contact managers such as Act!,
GoldMine, FrontOffice 2000, and Microsoft Outlook can beintegrated into TeleVantage
through the TeleVantage TAPI Service Provider.

m Third-party telephony devices. Devicessuch asfax serversand voice mail systemscan
be integrated into the TeleVantage Server.

m Custom software. If you have arequirement that cannot be met by one of the many
off-the-shelf applications available from third-party vendors, programmers can use the
TeleVantage Software Development Kit (SDK) to integrate custom-built software with
your TeleVantage system.

The next section of this chapter describes extending TeleVantage with off-the-shelf
applications. Therest of the chapter provides an overview of what programmers can accomplish
using the TeleVantage SDK. This chapter includes the following topics:

m “Extending TeleVantage with off-the-shelf applications” (page 14-3). Describeshow
in-band signaling and TAPI applications can be integrated into the TeleVantage Server.

m “Extending TeleVantage with third-party devices” (page 14-4). Describes how to
integrate third-party telephony devices.

m “The TeleVantage SDK” (page 14-8). Gives an overview of the SDK, which contains
the following tools:

m “The Client API” (page 14-9). A set of software components that gives custom
applications the ability to access all functions found in the TeleVantage Client.

m “The IVR Plug-in APl component and sample applications” (page 14-9). A
powerful way to integrate virtually any interactive voice response or voice
processing application with your TeleVantage system.

m “The Device Status API” (page 14-11). A software component that gives custom
applications the ability to get detailed information about trunks and stations from
the TeleVantage Server.
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Extending TeleVantage with off-the-shelf applications

Many off-the-shelf applications produced by third-party vendors can be integrated into the
TeleVantage Server without any custom programming. These applications areintegrated in one
of the following ways:

= In-band signaling applications can be configured to work with most Centrex and PBX
systems, including TeleVantage.

= TAPI applications can usethe TeleVantage TAPI Service Provider to communicate with
the Server.

In-band signaling applications

A human caller can send commandsto any PBX, including TeleVantage, by generating a flash
hook command by quickly pressing and releasing the hang-up button (or hook) on a telephone
handset cradle. The flash hook command signals the PBX that special instructions will follow,
such as placing a call on hold or transferring a call to another extension. For example, a
TeleVantage user can generate a flash and then press 1 to transfer acall.

This method of sending instructionsis called in-band signaling. Many telephony applications
use this same method, communicating with PBX or Centrex systems through flash hook
commands.

Most PBXs use their own proprietary sets of flash hook commands. An application that uses
in-band signaling will usualy provide you with away to configure it for a specific set of flash
hook commands, such asthose used by TeleVantage. For example, &3 (aflash followed by a3)
isthe flash hook command that TeleVantage usesto disconnect from acall, so you can configure
the in-band signaling application to use &3 asits disconnect command. For a complete list of
the TeleVantage telephone commands, see the “ Telephone Commands Quick Reference” in
Using TeleVantage.

TAPI applications

TAPI applications can communicate with the Server through the TeleVantage TAPI Service
Provider (TSP). The TSP can be installed on the TeleVantage Server and on any workstation
networked to the Server. When itisinstalled, users can use TAPI-enabled phone dialers, contact
managers, and similar applications. No modem isrequired, and the TeleVantage Client does not
need to be installed on the user’s computer.

The TSP runs in the background, establishing a connection between the TAPI application and
the TeleVantage Server. Whenever a call istransferred to the station being monitored by the
TSP, any TAPI-compatible application running on the same computer isnotified of thecall. The
application can then perform functions such as getting Caller 1D or DID, transferring the call,
putting the call on hold, parking the call, or hanging up. TAPI applications can aso place new
cals.
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Extending TeleVantage with third-party devices

While any TAPI-compatible application should work with TeleVantage, the following contact
managers are actively supported:

= Act! 3.0, 4.0, and 2000

GoldMine 4.0 and 5.0

= GoldMine FrontOffice 2000

= Goldmine Business Contact Manger 5.7
= Microsoft Outlook 98, 2000 and XP

For detailed instructions on how to install the TSP and use it with the supported contact
managers, see Installing TeleVantage. If you arewriting a TAPI-compatible application, see the
online TeleVantage SDK Developer’s Guide (TV SDK.PDF) for a description of the TAPI
features that the TSP supports. (The developer’s guide isinstalled with the SDK.)

Automatic reconnect to Server

The TSP validates the connection to the Server every 10 minutes by default. If the connection
islogt, the TSP tries to reconnect. Y ou can specify the validation interval in minutes by editing
the following registry key:

HKLM Sof t war e\ Arti sof t\ i ent\ TSP\ Server Pi ngl nt er val
See “ServerPinglnterval” on page A-11.

Many telephony devices produced by third-party vendors, such as fax servers or voice mail
systems, can beintegrated into the TeleVantage Server. Thisoptionisonly availablefor devices
connected to MS| boards.

To use athird-party device with TeleVantage, attach the device to a TeleVantage station and
configure it using the tabsin the User dialog box.

When you integrate a third-party device, you may need to indicate how to send DID, or
extension numbers, to the station as touch tone digits (DTMF). Consult the documentation for
your third-party device for more information about the kind of DTMF information that is
required.

Note: Some third-party devices require a delay before DTMF digits are sent to the device. To
specify this delay, change the SendDigitsToStationDelay registry setting (see “Modifying other
supported TeleVantage settings” on page A-33).

To send DID information to a device as DTMF, on the Phone tab select one of the following
methods from the Send digits to station drop-down list:

= Do not send digits. If you are not integrating a third-party device, accept the default
method. No DTMF digits are sent.

m Send DID from PSTN. Send the DID number as DTMF digits from the trunk on which
the call arrived.
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m Send user’s extension number. Send the extension number of the calling user as
DTMF digits.

= Send call type and extension number. Send the call type and extension number as
DTMF digits. Thismethod is described in detail in the next section.

£ Untitled - User [ %]

Generall Hecordingsl Notificationsl CallHandling ~ Phone | Dialingl Permissionsl Dtherl

— Uze the following features on this user's phone
[~ Caller ID
[ Caller ID on call waiting
I Message waiting indicator

¥ Stutter tone

— I Pad extensions when sent as Caller ID

Badding posiion: [ After extension =

Fadding character: IU j
— Setting:

Bing phone for |20 seconds

Send digits to station: IDU ot send digits j

iSend DID from PSTH
Send user's extenzion number
Send call type and extension humber

Note: If you choose any setting except the default Do not send digits, all call screening options
are disabled for the station.

Sending call type and extension number to a device

The Send call type and extension number method sends DTMF digits that represent the call
type and one or more extension numbersto help the third-party device determine where the call
came from. Using this information, the third-party device can customize call handling for
individual calls.

For example, athird-party voice mail system can use the extension number to preselect a
specific user’ s voice mailbox. Using the call type, the system can then customize how the call
ishandled. When usersdial in from their desks, they are connected directly to their voice
mailboxes and offered a“retrieve voice mail” menu. For external callers, the voice mail system
offers a“leave message” menu with the user’ s voice mailbox already selected.
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The possible combinations of DTMF digits that are sent to the device are described in the
following table.

Type of call DTMF digits sent
Direct call to this extension from an external “1"

caller.

Direct call to this extension from an internal “2{source extension}##’
caller at another TeleVantage source

extension.

Call from an external caller to a different "b{target extension}#"

target extension.

The call was sent to this extension via a
routing list action because the target
extension was busy or the call was not

answered.
Call from an internal caller at another source "6{target extension}#
extension to a different target extension. {source extension}#"

The call was sent to this extension via a
routing list action because the target
extension was busy or the call was not
answered.

The following example illustrates one way that TeleVantage can be configured to send DID
digitsto stations:

m Frank Smith isassigned extension 101. Miri Anatoliais assigned extension 102.

m A third-party voice mail system isattached to several TeleVantage stations. The system
administrator creates a user for each device and assigns each one an extension, asin
“VoiceMail Port 1" at extension 301, “VVoice Mail Port 2" at extension 302, and so forth.
When setting the Send digits to station option for each user, the system administrator
selected Send call type and extension number. Finally, each voice mail port is added
to aworkgroup called Voice Mail, at extension 300 (for more on setting up workgroups,
see “Creating a Workgroup” on page 7-4).

Both Frank and Miri have arouting list that ringsthem first at their own extensions, and
then sends calls to the workgroup Voice Mail at extension 300. Any callsfor Frank and
Miri that they do not pick up go to the first available voice mail port in the workgroup.

Note: Inthe previous example it is highly recommended that you use more than one voice malil
device. A single device at extension 300, for example, can only handle one call at a time—either
a user checking for voice messages or an external caller leaving a message. If a second call

comes in to the device while it is busy, the second call goes to the final action of extension 300’s
routing list, which may be TeleVantage's voice mail, or any other final action that you configured.
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Using the previous example again for illustration, the possible DTM F combinationsthat may be
sent to one of the voice mail systems are described in the next table. In all cases, thecall is
handled by the first available voice mail device in the workgroup Voice Mail.

Type of call DTMF digits sent
An external caller calls Voice Mail directly at “1”
extension 300 in order to leave a message for a

user.

For a direct external call, the DTMF digits do not
contain any information about the extension that
was dialed. The caller follows the prompts offered
by the device to identify the user who will receive
the message.

Frank Smith at extension 101 calls Voice Mail “2101#"
directly at extension 300 in order to retrieve his
voice messages.

For a direct internal call, the DTMF digits identify
Frank’s extension. The voice mail device can send
Frank directly to his own voice mailbox.

An external caller calls Miri Anatolia at extension "5102#"
102. If there is no answer or a busy signal at
extension 102, the call rings Voice Mail at
extension 300.

For an external call re-routed by a routing list, the
DTMF digits contain Miri's extension. The voice
mail device can send the caller directly to Miri's
voice mailbox to leave a message for her.

Frank Smith at extension 101 calls Miri Anatolia at | "6102#101#"
extension 102. If there is no answer or a busy
signal at extension 102, the call rings Voice Mail at
extension 300.

For an internal call re-routed by a routing list, the
DTMF digits contain Frank’s and Miri's extensions.
The voice mail device can send Frank directly to
Miri’s voice mailbox where he can leave her a
message, and he may be identified as the sender.
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The TeleVantage SDK

The TeleVantage SDK is a powerful set of software libraries that programmers can use to
achieve the tightest possibleintegration between their applications and the TeleVantage Server.
A programmer can use the SDK to integrate custom voice and call processing applications such
as.

m Order processing systems with interactive voice response (IVR)

= Customer identification and screen pop applications

= Smart operators that transfer calls based on Caller ID or other information
= Automatic customer support call handling

m Custom applications that monitor the status of TeleVantage devices

= Anything the Client can do

For complete information about the SDK, see TeleVantage SDK Developer’s Guide.

Applications that use the TeleV antage SDK can be created by programmers who have
experiencewith aWindows programming platform such asVisual Basic, Visua C++, or Delphi.
Artisoft maintainsalist of consultants qualified to develop applications using the TeleVantage
SDK.

Most custom applications can use TAPI or in-band signaling (asdescribed in “In-band signaling
applications’ on page 14-3) to perform Caller ID and call control. Applications that need to
performinteractive voice-processing tasks (coll ecting and interpreting touch tonedigits, playing
and recording voice files, generating spoken messages, and so on) require that you use the IVR
Plug-in API (see “Developing IVR Plug-ins’ on page 14-10 for details).

Installing the TeleVantage SDK

The TeleVantage SDK consists of sample programs and Help files as well asthe software
libraries that programmers will use to integrate their applications with TeleVantage. Y ou can
print TeleVantage SDK Developer’s Guide (TV SDK.PDF) and provide it to programmers.

To install the TeleVantage SDK

1. RuntheTVSDK. exe program located in\ TeleVantage on the TeleVantage master CD.
2. Follow the instructions in the TeleVantage SDK Setup window.

The TeleVantage SDK Application Programming Interfaces

The TeleVantage SDK consists of three APIs (Application Programming I nterfaces) that can be
incorporated into custom applications. Each API is a software library that the application can
use to access specific functions and datawithin TeleVantage. The following APIsare provided:

m The Client API. Using the Client API, applications can perform any operation that the
Client can perform, including all call handling and interacting with the TeleVantage
Server database.
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m The IVR Plug-in API. Using the IVR Plug-in API, programmers can tightly integrate a
custom application with the TeleVantage Server to perform complex call-handling or
voice-processing tasks (order entry, customer service, e-mail readers, and so on). The
application (called an VR Plug-in) isavirtual extension onthe TeleVantage Server. The
IVR Plug-in can be dialed from a phone or auto attendant, called from an internet trunk,
or have calls forwarded or transferred to it, just like a regular extension assigned to a
user.

m The Device Status API. Using the Device Status API, an application can monitor the
status of all devices on the TeleVantage Server. For example, it can monitor current
userson the system, obtain the name of auser currently logged on at astation, or identify
the trunk to which a station is connected. The application can generate custom reports
concerning the calls handled by TeleVantage.

Theremainder of thischapter providesan overview of each API. For more detailed information,
see TeleVantage SDK Developer’s Guide, which is availablein the\ Manual s directory on the
TeleVantage master CD.

The Client API

The Client API is an extensive collection of the COM objects used to write the TeleVantage
Client. It contains objects that are typically used to interact with the TeleVantage Server
database and the call-processing engine. Using the objects available in the Client API, your
applications can use any function found in the TeleVantage Client.

The IVR Plug-in APl component and sample applications

The IVR Plug-in API enables a custom application to function as a virtual extension on the
TeleVantage Server. The application (called an VR Plug-in) can act just asif it were using a
regular extension assigned to a user. VR Plug-ins run on the TeleVantage Server and are
assigned an extension in the TeleVantage Administrator’'s [V R Plug-in view. Programmers use
the VR Plug-in API to get notification of new callsfrom the TeleVantage Server, retrieve Caller
ID, DID, or other call data, and then optionally perform any voice processing (get digits, play
or record greetings, perform database lookups, and so forth) by using the Plug-in API’ s built-in
Vvoice processing commands to play files, get digits, play tones, etc. After an IVR Plug-in
finishes processing the call, it can hang up or transfer the call back to any TeleVantage
extension, auto attendant, voice mail box, or even another IVR Plug-in. IVR Plug-ins can aso
make outbound calls, which can be useful for predictive dialing applications.

The IVR Plug-in API is exposed to your applications through a TeleVanatge software
component. Sample applications are provided to illustrate how the IVR Plug-in API is used.

= TVIVRLIb type library. This software component exposes the I VR Plug-in APl so your
applications can use it to process calls. Thelibrary iscontained intvi vr. t| b, whichis
located inthe\ Program Fi | es\ Conmon Fil es\ Arti sof t\ TeleVantage directory when
you install the TeleVantage Server or install the TeleVanatge SDK.
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Several sample IVR Plug-inswritten in Visual Basic 6.0 are installed with the TeleVantage
SDK. The samples are provided in two versions: PluglnMedia samples that use the Plug-in
API’ sbuilt-in voice processing capabilities and Call Suite samplesthat require Intel’ s Call Suite
for voice processing. By default, al samples are located in either the\ Program

Fi | es\ TeleVantage SDK\ Pl ul nMedi a or \ Program Fi | es\ TeleVantage SDK\ Pl ul nMedi a
directories. Y ou must have Visual Basic 6.0installed to usethe sample programsasis, or modify
them to meet your needs. The following samples are provided:

m First. . Thissmall IVR Plug-in demonstrates the most basic layout and design of an VR
Plug-in for atelephony server. It answersacall, plays afile, and then returns the caller
to the active routing list.

m CustID. ThisIVR Plug-in demonstrates how to transfer customers to different agents
automatically, based on the customer’ s area code obtained from their caller ID or their
customer record. It aso includes a CustomerI D database manager to maintain the
Customer and Agent database tables accessed by the CustomerID IVR Plug-in. The
program can be used to customize the customer and agent data for your location.

m OutBound. This sample includes two I VR Plug-ins (PlaceCall and ReceiveCall) that
demonstrate how an IVR Plug-in (PlaceCall) can place outbound callsthat are handled
by the ReceiveCall Plug-in. It then plays a voice prompt, and then transfer the callsto a
TeleVantage user.

m OrderStatus. ThislIVR Plug-in answers calls, prompts the caller for ther 5 digit order
number, searches a Orders database for amatching record and then reads back the order
status, e.g. "Your order number [12345] was shipped on [ December 31, 2002] and
totalled [ $123.56]

Developing IVR Plug-ins

The TeleVantage SDK allows a programmer to integrate an application with the TeleVantage
Server, including the ability to perform tasks such as dialing a phone number, interpreting touch
tone digits, playing or recording voice files, or generating spoken messages. It aso allowsyou
to use telephony toolkits such as Call Suite to perform actions such as text-to-speech synthesis,
voice recognition, accurate call progress analysis and faxing (which the IVR Plug-in API does
not perform).

Telephony toolkits can be used to build applications such as:
m Order entry systems
= Benefits enrollment hotlines
= Real estatefax lines
= Voice mail and paging systems
m Product literature fax-on-demand systems
m Movierating and information lines
m Taking classifieds
m Predictive dialers
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= Golf tee reservation systems

m Ski condition hotlines

IVR Plug-in licensing

IVR Plug-ins are licensed at runtime and count against your Station licenses. Y our system may
be configured to support an unlimited number of VR Plug-ins, but each simultaneous call to an
IVR Plug-in will consume one Station license for the duration of the call.

For example, if you have asystem with 16 Station licenses, and 15 of those stations are assigned
to users, you have one free Station license that can be applied to calling an VR Plug-in. If one
person makesacall to an IVR Plug-in, and during the call another user makes acall to the same
or adifferent IVR Plug-in, at that point the caller hears a message that the extension is not
available, and an error islogged to the TeleVantage Server’s Windows NT/2000 Event Log
saying that the license count has been exceeded.

Note: If you use Callsuite, additional Callsuite licenses will apply. See Callsuite’s documentation
for more information.

The Device Status API

The Device Status API provides functions that allow an application to monitor the status of all
devices (stations and trunks) on a TeleVantage Server. The application can obtain the device
name, number, hook state, current activity, and extensions for each device on the system. Each
extension can be examined for the extension number, the user’s name, and whether the
extension isin aDo Not Disturb persona status. Using these functions, the application could:

= Monitor current users on the system and maintain acall log in aformat customized for
your special needs.

m Obtain acurrent list of users permanently assigned to a station.
m Obtain the name of a user currently logged in at a station.

= |dentify the trunk to which a station is connected.

All Device Statusinformation is read-only. The API can be used in combination with the IVR
Plug-in API to provide IV R applications with device information.

The Device Status sample program

The Device Status sample program isa Visual Basic project for a simple device monitor that
displays a constantly updated list of status reports on each device in the system. Programmers
can use this sample program as a starting point for their own applications, expanding and
customizing it as desired. It requires no hardware or software beyond what is already required
for the TeleVantage Server and Visual Basic.
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About TeleVantage configuration settings

TeleVantage Server registry settings

This appendix lists the TeleVantage configuration settings that store information that is rarely
changed, or that cannot be changed using the Administrator.

There are two ways to edit TeleVantage's advanced configuration settings:

= Editing the Windows registry. See the next section. Many configuration settings are
stored in the Windows registry on the Server computer and on client computers where
one or more TeleVantage workstation applications are installed. Some settings are
stored at the machine level and apply to all users on that machine while others are stored
for the current user. The Windows registry settings can be edited using Regedi t . exe or
Regedt 32. exe.

Note: In this chapter, HKLM is the abbreviation for HKEY _LOCAL_MACHI NE and HKCU is
the abbreviation for HKEY_CURRENT_USER.

= Using the TeleVantage Advanced Settings Editor. This TeleVantage application alows
Administrators to edit settings that are stored in the TeleV antage database. See “Using
the TeleVantage Advanced Settings Editor” on page A-31.

Note: In this chapter, all registry entries are shown as decimal, rather than hex, values. In
RegEdit the default entry format is hex.

Many registry settings are set at installation time. In this appendix, the default values shown for
registry settings refer to the values that will be used when there is no registry entry, not to
defaults set by the TeleVantage installer.

One TeleVantage Server registry setting isfound (or can be created) under thefollowing registry
key:
HKLM Sof t war e\ Arti sof t\ Tel eVant age\

COMPANY

STRING value sent to incoming | P callers who are directed to an auto
attendant or IVR Plug-in. Some terminals such as NetMeeting will be
able to display thisnamein their user interface. Calls that go directly to
users will use the user’s name instead. Note that this value is written by
theinstaller. This setting takes effect when SendDi spl ayOnAnswer Cal |
(see page A-6) is non-zero. See also Q931Def aul t Sour ceName on

page A-5.

Default is” TeleVantage' .
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One TeleVantage Server registry setting is found under the following registry key:
HKLM Sof t war e\ Arti sof t\ Syst em

NArtisoft\System\

LOCKOUTRESETI NTERVAL

DWORD value that sets the time frame in which multiple failed logon
attempts must occur to result in alockout (see“Increasing password
security” on page 3-16). The valueisin minutes and by default is set to
30. Increasing the value means that lockout will be more likely, while
decreasing the value means that lockout will be lesslikely. A value of O
will result in lockout never occurring.

Default is 30 minutes.

TheTeleVantage Server registry settingsin thefollowing list arefound (or can be created) under
the following registry key:

HKLM Sof t war e\ Arti sof t\ Tel eVant age\ Server\ Settings

Anal ogM nTr unkOnhookTi me

DWORD value specifying the minimum on-hook time in milliseconds
before the trunk will be used for another outbound call.

Default is 3000 milliseconds.

BCPConPor t
DWORD value specifying the COM port used to connect to the BCP
panel for Watchdog mode. The watchdog signal is transmitted by

TeleVantage over aseria cable that connects the PC COM port to the
“RS-232 Watchdog Signal” port on the connection panel.

Default is 1, indicating that the serial cable is connected to the COM 1
port. If you are using the COM 1 port for another device, such asamouse,
change this setting to 2 and use the COM2 port.

DbCachel nt erval

DWORD value specifying the number of minutes between database
cache refreshes.

Default is5 minutes. Setting to zero turns off cache refreshes.
Di sabl eDevi ces

See “Disabling Dialogic devices’ on page A-15 for details.

Default isO.
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.\Server\Settings\

Enabl el PLogi n
DWORD value specifying whether or not to enable IP caller login.
Defaultis 1 (login is enabled).

Enpt ySent | t ensFol der

DWORD value specifying whether or not to purge the Sent box in a

L otus Notes-based e-mail system each time an e-mail notification
includes an attached voi ce message. If you arenot using an e-mail system
based on L otus Notes, you do not need to define this setting. For more
information, see“ Using Lotus Notesfor e-mail notification” in Installing
TeleVantage.

Default valueis0 (Sent box should not be purged). A value of 1indicates
that the Sent box should be purged.

LogHours

DWORD value specifying the number of hoursto log. The Server will
adjust NumL ogs based on available disk space. Set to 0 and the Server
will not adjust logging settings. A different value may be specified
during installation.

LogPat h

STRING value specifying the subdirectory in which TeleVantage Server
log files (Tvl ogxxx. TXT) will be created. If thisregistry value does not
exist, or pointsto an invalid directory, Server logging will be disabled.

Default pathis: “” (empty string).
MaxNonSi | ence

DWORD value specifying the maximum length of uninterrupted sound
(in 20 ms units) that will be recorded before the recording isterminated.

Default is 0 (no time-out).
M nDi skFreeSpace

DWORD value specifying the minimum amount of disk space (in
megabytes) that must be available for logging and saving voice
messages. |f the minimum amount is not available, no logging will occur
and no voice messages will be saved.

Default value is 50MB.

Moni t or I nt erval

DWORD value specifying theinterval in minutes between TeleVantage
Device Monitor checks for devices that are not responding.

Default is 1 minute.
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.\Server\Settings\

Moni t orti meout

DWORD value in milliseconds. If a device has not responded for this
length of time, TeleVantage checkstheMbni t or Rest art setting to seeif
the device should be restarted, and adds the message “ Device %L1 is not
responding” to the Windows Event Log.

Default is 300000 milliseconds (5 minutes).
Moni t or Rest art

DWORD value. If thisvalueis non-zero, the system will attempt to
restart a nonresponding device after the interval specified by

Moni tortineout isexceeded. A non-zero setting can cause problems
when adeviceis not responding, because it can result in slow database
access.

Default is O (system will not attempt to restart the device).
NunLogs

DWORD value specifying the number of TeleVantage Server log files
(Tvl ogxxx. TXT) kept before they are overwritten.

Default is 1. A different value may be specified during installation. To
disable logging, set to O.

Part yCust onDat aMax
DWORD value specifying the maximum size allowed (in bytes) for

custom data attached to each party. If aClient attemptsto set custom data
for aparty that exceeds this size, the attempt will be disallowed.

Default is10000 bytes.
Q931Def aul t Sour ceNane

STRING value used when forwarding incoming PSTN calls without
Caller ID to an Internet Address or |P Gateway service. The IPLink
driverswill substitute the string“ Nane” unlessancther string is provided
in the source address. This key should have the same value as the
Company setting (see page A-2).

Default is” TeleVantage' .
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.\Server\Settings\

SendDi spl ayOnAnswer Cal |

DWORD value specifying whether or not to display the company or user
name to inbound Internet callers. Y ou may need to disable this setting to
use certain | P boards that do not support this feature.

Default is 0 (automatic), specifying that al boards except the |P041
boards provide adisplay string when answering acall. A setting of 1
always provides adisplay string. A setting of 2 never provides adisplay
string.

Truncat eRecor di ngs

DWORD value specifying whether or not TeleVantage should truncate
extra silence at the end of voice message recordings.

Defaultis1 (silenceistruncated). A value of O specifiesthat extrasilence
is not truncated.

UnknownCal | er Name

STRING value specifying the name to display in the call log when the
actual caller nameisunknown.

Default is“ Unknown” .
UseConf erencesFor EchoCancel | ation

DWORD value specifying whether or not TeleVantage uses additional
echo cancellation and gain control to improve the audio quality of
forwarded calls on analog trunks. In particular, this feature can improve
audio quality for the D/120-JCT board. However, the feature uses a
conference resource when it connects an anal og trunk to another trunk. It
also may decrease call volume on some Dialogic | SA boards.

If you have PCI analog trunk boards, you must set the Receive Gain of
those boards appropriately depending on whether the featureison or off.
If thefeatureison, set the Receive Gain to P1. If thefeatureisoff, set the
Receive Gain to N1. For instructions on changing Receive Gain, see
Installing TeleVantage. Note that if you have ISA analog trunk boards,
you do not need to change Receive Gain.

When set to 0, the feature is off.
When set to 1, the feature ison.
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.\Server\Settings\

UseDedi cat edVoi ceDevi ces

DWORD value specifying whether or not TeleVantage will allocate
dedicated voice devices when it allocates a voice device. When the
Server requires avoice device (for playing/recording audio, or
playing/detecting tones), it attempts to allocate one in the following
order:

m Allocate a shared voice device.

= Allocate adedicated, disconnected voice device (i.e. attached to L Sl
front end that is not plugged in).

n |f UseDedi cat edVoi ceDevi ces isenabled, allocate a dedicated,
connected voice device.

Default is 1 (enabled. Server will attempt to alocate dedicated voice
devicesif necessary). A value of O disablesthis setting.

User VoxPat h

STRING value specifying the path for local user voice prompts. Path
string must end in a backslash.

Default is set during installation.
VoxHi ghEvent I nt erval

DWORD value specifying the time interval (in milliseconds) for
generating the Event log message "No Voice Resource Available."

Default is800000 (15 minutes).
Wi t LoopCurrenttimeout

DWORD value specifying the number of milliseconds to wait for loop
current before dialing an outside number. Set thisto zero to skip loop
current checks when making outbound calls.

Defaultis1400 milliseconds.

TeleVantage Workstation applications registry settings

All supported TeleVantage workstation registry settings are found (or can be created) under the
registry keys presented in this section. The workstation application settings are divided into
those that apply to the current user (in the next section) and those set for the local machine
(beginning on page A-9).
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Current User Settings
The workstation application settings in this section are located in HKEY_CURRENT_USER..

HKCU Sof t war e\ Arti soft\ Tel eVant age\ O i ent

.\Client
ShowsSt at usBar Server I nfo

DWORD value specifying whether the Client displays on the status bar
the name of the Server to which it is connected. A setting of O does not
display the Server name; a setting of 1 does display it.

Default is0 on installation.

HKCU\ Sof t war e\ Arti sof t\ Tel eVant age\ O i ent\ Admi n\ App

J\Client\Admin\App

Loggedl nUser | d
STRING value indicating the ID of the user who last logged in.
Defaultis“” (empty string) on installation.

HKCU Sof t war e\ Arti sof t\ Tel eVant age\ Ol i ent\ Layout

.\Client\Layout
Redr awvbde

DWORD value used to control the “flicker” effect in the Client display.
The default setting of 1 (Normal) isless CPU-intensive but may resultin
aflicker. A setting of 2 (Buffered) eliminates the flicker, but
performance may suffer.

Defaultis1 oninstallation.

HKCU Sof t war e\ Arti sof t\ Tel eVant age\ O i ent\ Logon

.\Client\Logon

Address
STRING value specifying the user's station ID.
Defaultis“0".

Aut oLogon
DWORD value specifying whether or not autologon is on.
Default isO (false).
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.\Client\Logon

Dat abase
STRING value specifying the name of the database.
Default is“ TVDB" .

History

STRING value specifying thelist of recently logged in users. Specify an
empty string to clear thelist.

Defaultis“” (empty string).
Server

STRING value specifying the name of the TeleVantage Server
computer. May be either a NetBios name (for example, “ TeleVantage')
or an |P Address (for example, “123. 12. 76. 102").

Defaultis“” (empty string).

User name
STRING value specifying the user’'s TeleVantage login name.
Defaultis“” (empty string).

HKCU Sof t war e\ Arti sof t\ Tel eVantage\ Cl i ent\ Cal | MNonitor

.\Client\Call Monitor

Persi st ent Sort

DWORD value specifying how the Client’ sCall Monitor displays newly
arriving calls, after the view has been sorted by clicking on a column
header. A setting of 1 turns on persistent sorting, so that newly arriving
calls appear in the correct place according to the sort order. A setting of
0 turns of f persistent sorting, so that new calls always appear on the
bottom row. After a call appears on the bottom row, you can click a
column header to sort the new call correctly with the others.

Note that turning on persistent sorting can result in slower Client
performance.

Default is0 (persistent sorting off) on installation.

Local Machine Settings
The workstation application settings in this section are located in HKEY_LOCAL_MACHI NE.
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HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Ol i ent\ SecBri dge

.\Client\SecBridge

MaxTraceFi | eSi ze

DWORD value specifying the maximum size (in bytes) of the SecBridge
log file.

Defaultis1 nb.
TracePat h

STRING value specifying the path at which SecBridge log files are
created.

Default isProgram Fi | es/ Common Fi | es/ <Conpany><Pr oduct Name>
/ Logs

Qut put ToTraceFi | eOn
DWORD value specifying whether tracing should go to afile on disk.
Defaultis1 (yes)
MaxRevi si ons
DWORD value specifying the number of log file revisions.
Default is5.

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Ol i ent\ Server

.\Client\Server

Pi ngti meout

DWORD value specifying the ping time-out duration. If thisisnot set to
0, users who log on to the Termina Server remotely will need
administrator permissionsto run the Client (see“Installing the Client on
Microsoft Terminal Server” in Installing TeleVantage).

Defaultis5000 mi |l |iseconds.

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Ol i ent\ TSP

\Client\TSP

HangUpCal | s

DWORD value specifying whether or not the current user can hang up
calsinaTAPI client application that is using the TeleVantage TAPI
Service Provider (“TSP”). This setting isimportant for GoldMine users.

Default is 1 (Clients can hang up calsusing TAPI functions). A setting
of O will prevent Clients from hanging up callsvia TAPI.
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\Client\TSP

Server Pi ngl nterval

DWORD value specifying how often the TAPI Service Provider
validates the connection to the TeleV antage Server. If the connectionis
|ost, the TSP tries to reconnect.

If the Server isrestarted, there is a maximum delay of about 10 minutes
beforethe CMA, for example, will start popups again for incoming calls.

Default is 10 minutes.

TraceMaxRevi si ons

DWORD value specifying the maximum number of backup log filesthat
will be generated on this machine before the TeleVantage TAPI Service
Provider (“TSP") starts overwriting the oldest files.

Default is 10 log files.

TraceToFil e

DWORD value specifying whether or not the TSP will log activity for
this user to adisk file.

Default is 1 (TSP will 1og).
TraceDirectory
STRING value specifying the path to the TSP log file folder.

Default isthe \ Logs subdirectory of the TeleVantage Client install
folder.

TraceLevel

DWORD value specifying a number used to limit logging output from
the TSP. The higher it is, the more events will be logged.

Default is 10 events.
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HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ O i ent\ TSP\ Logon

.\Client\TSP\Logon

Addr ess

STRING value specifying the station 1D that the TAPI Service Provider
(“TSP”) will monitor for incoming calls. TAPI client applications are
notified of al calls to this station.

The user can set and change this value using the TeleVantage TAPI
Configuration Wizard.

No default. Must be set before the TSP can run.
Server

STRING value specifying the name of the TeleVantage Server computer
to which the TSP will call. May be either a NetBios name (for example,
“TeleVantage’) or an IP Address (for example, “ 123. 12. 76. 102").

The user can set and change this value using the TeleVantage TAPI
Configuration Wizard.

No default. Must be set before the TSP can run.
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TeleVantage Server language locale settings

TeleVantage currently uses the following locale codes:

ENOO U.S. English
ENLO U.K. English
ES00 Latin American Spanish

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ TU

\Server\TUl

Def aul t Local eCode
STRING value specifying the default locale code.
Default value is determined during installation.

Locale definitions
Each installed locale code has its own set of registry entries, as follows:

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ TU \ <Local eCode>

.\Server\TUI

Description
STRING value specifying the language description for thislocale code.

Defaultsare: ENOO =" US Engl i sh”, EN10="UK Engl i sh”, ES00 =
“Latin Anerican Spanish”.

Local eDLL
STRING value specifying the DLL to use for thislocale code.

Defaultsare: ENOO =“ TVLENOO. DLL", EN10 = “ TVLEN10. DLL",
ES00 = “ TVLES00. DLL".

SentenceFil e
STRING value specifying the sentence file for this locale code.

Defaultsare: ENOO =" TVLENOO. | NI ", EN10 = “TVLEN10. NI ",
ES00 ="“TVLES00. NI "

VapFil e
STRING value specifying the system voice file for thislocale code.

Defaultsare: ENOO =“ TVLENOO. VAP, EN10 = “ TVLENI10. VAP",
ES00 = “ TVLES00. VAP".

APPENDIX A. TELEVANTAGE CONFIGURATION SETTINGS

A-13



Defining custom tones

Custom tones can be defined for incoming fax detection and disconnect detection. Y ou can
define one incoming fax tone and up to ten different disconnect tones under the following
Windows NT registry keys:

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ ToneDefi ni tions
\ I ncon ngFaxTone

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ ToneDefi ni ti ons
\ Di sconnect Tone<n>

where<n>isadigit from 1 through 9 (for example, \ Di sconnect Tonel, \ Di sconnect Tone2,
and so forth).

Custom trunk disconnect detection tones are used in installations where a PBX sits between the
centra office and TeleVantage, and where the PBX provides atone to indicate trunk hangup.
By default, definesaDi sconnect Tonel as afast busy tone.

After you enter custom tones, you must restart the TeleVantage Server. At startup, TeleVantage
will read the definitions for all custom tones and define them to the Dialogic drivers.

Each custom tone is defined by the DWORD values of the keys listed in the following table.

Custom Tone Keys

Key Description
‘freql ~ Firstfrequency (inHz) forthetone
freqldev Allowable deviation for the first frequency (in Hz)
freg2 Second frequency (in Hz) for the tone
freg2dev Allowable deviation for the second frequency (in Hz)
cadence 1 = cadenced tone, 0 = noncadenced tone
m nrep Number of repetitions for the cadence (that is, the number of
times that the on/off signal is repeated)
dual t one 1 = dualtone, 0 = single tone
cadenceon Length of time for which the cadenceis“on” (in 10ms units)

cadenceon_dev  Allowable deviation for “on” time (in 10ms units)
cadenceof f Length of time for which the cadenceis*”off” (in 10ms units)
cadenceof f _dev Allowable deviation for “off” time (in 10ms units)

| eadi ngedge 1 = tone detection on leading edge, 0 = on trailing edge
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Example: Defining a disconnect tone

The keysin the next table are DWORD values that define the default disconnect tone for
TeleVantage. The tone has the following characteristics:

= A Dua Tone Freguency with afirst frequency of 450Hz — 510 Hz (that is, 480 +/- 30)
and a second frequency of 580ms — 660ms (that is, 620 +/- 40)

= On and off times are both between 200ms — 300ms (that is, 250ms +/- 50ms)
= Cadence must repeat 2 times

= Cadence begins on the leading edge of the tone

Custom Tone Keys

Key DWORD Description

freql 480 First frequency (in Hz) for the tone

fregldev 30 Allowable deviation for first frequency (in Hz)
freg2 620 Second frequency (in Hz) for the tone

freg2dev 40 Allowable deviation for second frequency (in Hz)
cadence 1 1 = cadenced tone, 0 = noncadenced tone

m nrep 2 Number of repetitions for the cadence

dual t one 1 1 = dualtone, 0 = single tone

cadenceon 25 Time for which cadenceis“on” (in 10ms units)
cadenceon_dev 5 Allowable deviation for “on” time (in 10ms units)
cadenceof f 25 Time for which cadence is “ off” (in 10ms units)
cadenceoff _dev 5 Allowable deviation for “off” time (in 10ms units)
| eadi ngedge 1 Tone detection: 1 =leading edge, 0 = trailing edge

Disabling Dialogic devices

By default TeleVantage allocates and opens all Dialogic devicesthat are present on the Server
for itself. If you do not want TeleVantage to alocate al of the available devices, use the
procedure described later in this section to disable the Dialogic devices.

Y ou might need to disable Dialogic devices for any of the following reasons:

m Disable devices to allow non-TeleVantage applications to run on the TeleVantage
Server. For example, you may have another CT applicationinstalled onthe TeleVantage
Server that must own some Dialogic devices. Y ou would identify the specific Dialogic
devices and channels required by the CT application, and then disable those devices.
When TeleVantage opens Dialogic devicesat startup, it will ignorethe disabled devices,
making them available to the CT application.

Note:You do not need to reserve devices when developing an IVR Plug-in, which will
automatically share TeleVantage's Dialogic resources as needed.
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m Disable devices to connect a fractional T1 or E1 line to TeleVantage. For example,
you may have a T1 line with 12 channels instead of 24. To connect thisT1 lineto
TeleVantage, you still connect it to a Dialogic card with 24 channels, but you disable
half of the channels. When TeleVantage starts, it will see 12 instead of 24 trunks, which
will match the fractional T1 line. Y ou must be sure to disable the correct half, for
example, trunks 1-12 or trunks 13-24, whichever matchesthefraction of the T1lineyou
have.

m Disable devices to ignore several trunks on a telephony board and use its voice
processors only. For example, you may want to support a 1T1-by-24-station
configuration in the minimum number of slots. The best way would be to install a
D480SC-2T1 card that supportstwo T1 lines and 48 voice processorsin one slot, and an
M S1240 board to support 24 stationsin asecond slot. Youwouldinstall the 2T 1 linecard
even though you only have one T1 line because the D480SC-2T1 card has 24 extravoice
processors that you can use to provide dial tone and voice prompts for the 24 stations.
Installing aD240SC-T1 card and aD240SC card for the voice processors would require
more slots. For this configuration, you would disable the network resources for the
second T1 line on the D480SC-2T1 card. TeleVantage will not see them when starting
up, but it will see all the voice processors.

To disable Dialogic devices in the Windows registry

1. Usingtheconventionsdescribedin“Dialogic device names’ on page A-18, determine
the device names for the Dialogic devices you want to disable.

Run Regedi t .

Create the following key (if it does not aready exist):

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ Set ti ngs
Create a string value under Set ti ngs named Di sabl eDevi ces.

Set the contents of Di sabl eDevi ces to acomma-separated list of the device namesyou
are disabling.

For example, to disable the third and fourth channels on the first telephony board in a
system, set the contents of Di sabl eDevi ces asfollows:

DXXXBLC3, DXXXB1C4

Todisableal the channelson aboard, set Di sabl eDevi ces to the board name without
any channel, for example:

DXXXB1
6. Savethechangesto theregistry.

Note: If you add or remove Dialogic boards, you must update the DisableDevices list.
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Disabling Dialogic conferencing resources

By default, TeleVantage may utilize any Dialogic board in the system to perform conference
calls. Some boards support more partiesin a conference than others, and if a conference call
grows too big for the board currently handling it, TeleVantage will automatically switch to a
higher-capacity board. By altering registry settings, you can disable the conferencing resources
of individual Dialogic boards so that they are never used for conference calls by TeleVantage.
Onereason to do thiswould be to keep aboard’ s conferencing resources free for use by another
application, while still enabling its station resources to be used by TeleVantage.

To see how many conference call parties a given Dialogic board can support, see Installing
TeleVantage.

To disable a Dialogic board’s conference resources in the Windows registry
1. RunRegedit.
2. Createthefollowing key (if it does not aready exist):

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ Set ti ngs\ Di sabl eDevi ces

3. Createastring value under Di sabl eDevi ces for the board whose conference resources
you want to disable. The values are asfollows:

Board Value where
MSI station boards  /MSIConfBn n is the board
number
DMV/2400/A DCBConfBnDy n and y are the
DI/HI station boards board number

Changing conference board priority

When a conference call is created, TeleVantage chooses which telephony board handles the
conference based on apriority setting. The available board with the lowest priority number gets
chosen first. If the number of participants in the conference exceeds the capabilities of the
current board, the conference is moved to a board that supports the increased requirements, if
oneisavailable. See Installing TeleVantage for more information regarding telephony boards
and their conference capabilities. If multiple boards in the system meet the conference
requirements, then TeleV antage chooses the board based the following priority order:

1. Didogic MSI boards- 100
2. Diadogic DMV boards and DIS| boards - 200
3. Toshiba Strata boards - 300

The lower aboard’s priority number is, the more often it will be used for conference calls. By
altering the registry you can change these priorities.
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To change the order in which TeleVantage selects boards for conferencing

1. RunRegedit.

2. For each board whose conference priority you want to change, add a DWORD value
to the following setting:

HKLM Sof t war e\ Arti sof t\ Tel evant age\ Ser ver\ <boar dName>\ Conf Priority

Name the value as follows, where n is the board number:

Board Value

Dialogic MSI boards /MSIBoardn
Dialogic DMV and DISI boards /DCBBoardn
Toshiba Strata boards /DKTBoardn

3. Set the value to the priority number you want.

Note: The priority between Dialogic DMV and DISI boards depends on which physical PCI slots
they are installed in, and the board’s ID. If you want to have TeleVantage distinguish these boards
based on priority, make sure they are arranged in correct order in your PCI slots. For example, to
have TeleVantage use a DISI board before a DMV, make sure that the DISI board is installed in
a PCI slot with a lower number than the slot which holds the DMV board. You can also set the
board’s priority through the registry, as described in this section.

Dialogic device names

Dialogic system software creates standard names for devices and channels within devices.
These names are used to open the devices to receive device handles, which are used in al
subsequent Dialogic driver functions.

Dialogic telephony board device names

A Didogic telephony board device name has the form DXXXBnCn, where Bn is the board
number and Cn is the channel number. For example, Channel 1 on Board 1 would be named
DXXXB1C1. If multiple telephony boards have been installed, the board number 1 is assigned
to the Diaogic telephony board that was installed in the TeleVantage Server with the lowest
board ID. (For information about setting Dialogic board I Ds, see Installing TeleVantage.) The
board number is then incremented by 1 for every four voice ports. The channel number is
assigned sequentially starting with 1 each time the board number changes and incremented by
1 for each voice channel. Whenever all the devices on one Dialogic telephony board have been
named, the board-numbering sequence continues on the Dial ogic telephony board that was
installed with the next lowest board ID.
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For example, if you installed a Dialogic D/80SC-4L Sin the TeleVantage Server with the board
ID set to 0 and a D/41ESC with the board ID set to 1, the devices on these boards would have
the names shown in the following table.

Board Board ID Channel

DXXXBLCL - LSI/VOX
DXXXBLC2 - LS|/ VOX
DXXXBLC3 - LSI/VOX
DXXXBLCA - LSI/VOX
DXXXB2CL - VOX
DXXXB2C2 - VOX
DXXXB2C3 - VOX
DXXXB2C4 - VOX

D/ 41ESC 1 DXXXB3CL - LSI/VOX
DXXXB3C2 - LS|/ VOX
DXXXB3C3 - LS|/ VOX
DXXXB3C4 - LS|/ VOX

If you assigned the lower board ID to the D/41ESC board, the devices on the same boardswould

have the names shown in the following table.

Board Board ID Channel

D/ 41ESC 0 DXXXBLCL - LSI/VOX
DXXXBLC2 - LSI/VOX
DXXXBL1C3 - LSI/VOX
DXXXBLCA - LSI/VOX

D/ 80SC- 4LS 1 DXXXB2CL - LSI/VOX
DXXXB2C2 - LSI/VOX
DXXXB2C3 - LSI/VOX
DXXXB2C4 - LSI/VOX
DXXXB3CL - VOX
DXXXB3C2 - VOX
DXXXB3C3 - VOX
DXXXB3C4 - VOX
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Dialogic modular station interface (MSI) device names

The device name for a Dialogic modular station interface has the form MSIBnCn, where Bn is
the board number and Cn isthe channel number. For example, Channel 1 on Board 1 would be
named MSIB1C1. The board number is assigned sequentially starting with 1 and isincremented
by 1 for each board. Board number 1 isassigned to the M Sl board installed in the TeleVantage
Server with the lowest board ID. Board number 2 is assigned to the M S| station board installed
with the next lowest board I D, and so on. (For information about setting Dial ogic board IDs, see
Installing TeleVantage.) The channel number is assigned sequentially starting with 1 on each
board, incremented by 1 for each channel.

For example, if aTeleVantage Server had asingle M SI/80SC Dialogic MSI board installed, the
MSI devices would have the names shown in the following table.

Board Channel
MBI/ 80SC MBI B1CL
MBI B1C2
MBI B1C3
MBI B1CA
MBI B1C5
MBI B1C6
MBI B1C7
MBI B1C8

For more information, see the Device Name Assignment technical bulletin on the Dialogic
support site at:

http://support.dial ogic.conltnotes/tnbyos/w nnt/tnl88. htm

Dialogic Internet telephony board device names

Y ou can disable Diaogic Internet telephony boards to make them available for
non-TeleVantage use, but you cannot disable individual channels on the boards. Board names
use the form DM3Boardn, where n isthe board number. The board number is assigned
sequentially starting with zero and isincremented by 1 for each board.

A-20

ADMINISTERING TELEVANTAGE



Dialogic telephony board settings

Dialogic telephony board settings consist of VoiceBoard keys, which apply to al channels for
aspecified board number, and V oiceBoard Line keys, which apply to individual channelson the

board.

VoiceBoard settings

VoiceBoard keys are located under:
HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ Voi ceBoar d<n>

where <n> is the Dialogic board number (see “Dialogic tel ephony board device names’ on
page A-18 for an explanation of board numbering conventions).

.\Server\VoiceBoard<n>

Key
DXBD_FLASHCHR

DXBD_FLASHTM

DXBD_MAXPDOFF

DXBD_MAXSLOFF

DXBD_M NI PD

DXBD_M NI SL

DXBD_M NLCOFF
DXBD_M NPDOFF
DXBD_M NPDON

DXBD_M NSLOFF

DXBD_M NSLON

Default
&

50

1

Description

Flash Character. Character that causes a hook
flash when detected.

Flash Time. Length of time onhook during
flash.

Maximum Pulse Digit Off. Maximum time
loop current may be off before the existing loop
pulse digit is considered invalid and reception
isre-initialized.

Maximum Silence Off. Maximum time for
silence being off, during audio pulse detection.

Minimum Loop Interpulse Detection.
Minimum time between loop pulse digits
during loop pulse detection.

Minimum Interdigit Silence. Minimum time
for silence to be on between pulse digits for
audio pulse detection.

Minimum Loop Current Off. Minimum time
before loop current drop message is sent.

Minimum Pulse Detection Off. Minimum
break interval for valid loop pulse detection.

Minimum Pulse Detection On. Minimum
make interval for valid loop pulse detection.

Minimum Silence Off. Minimum time for
silence to be off for valid audio pulse detection.

Minimum Silence On. Minimum time for
silence to be on for valid audio pulse detection.
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.\Server\VoiceBoard<n>

Key
DXBD_M NTI OF

DXBD_M NTI ON

DXBD_CFFHDLY

DXBD_PAUSETM

DXBD_P_BK
DXBD_P_| DD
DXBD_P_MK

DXBD_R_EDGE

DXBD_R | RD

DXBD_R OFF

DXBD_R ON

DXBD_S_BNC

DXBD_TTDATA

DXBD_MFM NON

Default

5

50

200

100

80

10

Description

Minimum DTI Off. Minimum time required
between ring-received events.

Minimum DTI On. Minimum time required for
rings received event.

Off-hook Delay. Period after off-hook, during
which no eventsare generated (no DTMF digits
detected during thistime).

Pause Time. Delay caused by acommain the
diaing string. Vaueindicates the number of 10
millisecond units.

Pulse Dial Break. Duration of pulse dia
off-hook interval.

Pulse Interdigit Delay. Time between digitsin
pulse dialing.

Pulse Dial Make. Duration of pulse dial
off-hook interval.

Ring Edge. Detection of ring edge:

1- Beginning of ring

2-End of ring

Inter-ring Delay. Maximum timeto wait for the
next ring (100ms units). Distinguishes between
calls. Setto 1 for T-1.

Ring-off interval. Minimum timefor ring not to
be present before qualifying as“not ringing”
(100 ms units).

Ring-on Interval. Minimum time ring must be
present to qualify as aring (100ms units).

Silence and Non-silence Debounce. Length
of achanged state before Call Status Transition
message is generated.

Duration of DTMF digitsfor dialing. Value
indicates the number of 10 millisecond units.

Minimum MF On. The duration to be added to
thestandard MF tone duration beforethetoneis
detected. The minimum detection duration is
65msfor KPtonesand 40msfor all other tones.
This parameters affects all the channels on the
board (10ms units).

ADMINISTERING TELEVANTAGE



.\Server\VoiceBoard<n>

Key Default  Description

DXBD_MFTONE 6 MF Minimum Tone Duration. Theduration of a
dialed MF tone. This parameter affectsal the
channels on the board. Max value 10 (10ms
units).

DXBD_MFDELAY 6 MF Interdigit Delay. The length of silence
period between tones during MF dialing. This
parameter affects al the channels on the board
(10ms units).

DXBD_MFLKPTONE 10 MF length of LKP Tone. Thelength of theLKP
tone during MF dialing. This parameter affects
all the channels on the specified board. Max

value 15 (10ms units).

DXBD T_I DD 5 DTMF Interdigit Delay. Time between digitsin
DTMF dialing.

DXBD_M NOFFHKTM 250 Minimum Off-hook Time. Specified in 10ms
units.

VoiceBoard channel settings

Channel-level settings are controlled by the VVoiceBoard Line registry keys, which are located
under:

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Server\ Voi ceBoar d<n1>\ Li ne<n2>

where <nl1> is the Dialogic board number and <n2> is the channel number (see “Dialogic
telephony board device names’ on page A-18 for an explanation of board and channel
numbering conventions).

.\Server\VoiceBoard<nl1>\Line<n2>

DXCH_ADSI ALERT_AMPL

DWORD value that specifies the volume of the ADSI alert tone, which
isthefirst Caller ID beep when sending Caller 1D with call waiting. The
Dialogic default is-13, which is louder than the TeleVantage setting.

TeleVantage default is- 23.

DXCH_D_FLAGS
DWORD value for DTMF detection edge select.
Default is0.
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.\Server\VoiceBoard<nl1>\Line<n2>

DXCH_DTI NI TSET

DWORD value that specifiesthe DTMF digits on which to initiate play
on. You can OR values of different DTMF digits to form the bit mask.
Legal valuesare asfollows:

Value Digit Value Digit
-DM 1 1 -DM 9 9
-DM 2 2 -DM 0 0
-DM 3 3 -DMS ¢
-DM 4 4 -DMP &
-DM 5 5 -DMA  a
-DM 6 6 -DMB b
-DM 7 7 -DMC ¢
-DM 8 8 -DMD d
Default is0.

DXCH_DTMFTLK

DWORD value for DTMF Talk. Setsthe minimum time for DTMF to be
present during playback to be considered valid. Increasing the value
provides more immunity to talkoff/playoff. Set to -1 to disable.

Defaultisb.
DXCH _DTMFDEB

DWORD value for DTMF debounce time. Maximum length of timein
which DTMF can be absent and then come back on again and still be
considered the same DTMF tone.

DefaultisO.
DXCH_MFMODE

DWORD value for MF Mode. A word-length bit mask that selects the
minimum length of KP tones to be detected. Possible values:

m O - detect KP tone > 40ms
m 2 - detect KP tone > 65ms

m Greater than 2 - KPtone returned to application during MF
detection. Ensures only standard length KP tones (100ms) are
detected. If set to 0 any KP tone greater than 40ms will be detected.

Defaultis?2.
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.\Server\VoiceBoard<nl1>\Line<n2>

DXCH_MAXRW NK

DWORD value for Maximum Loop Current for wink. Maximum time
loop current needs to be on before recognizing awink (10ms units)

Default is20.
DXCH_M NRW NK

DWORD value for Minimum Loop Current for wink. Minimum time
loop current needs to be on before recognizing awink (10ms units)

Default is10.
DXCH W NKDLY

DWORD valuefor Wink Delay. The delay after aring isreceived before
issuing awink (10ms units)

Defaultis15.
DXCH_RI NGCNT

DWORD value for Ring Count. Number of rings to wait before
returning aring event.

Defaultis4.
DXCH_W NKLEN

DWORD valuefor Wink Length. The duration of awink in the off-hook
state (10ms units).

Defaultis15.

El and T1 board settings

In the following lists, Boar d<n> refersto a Dialogic board number. See “Dialogic telephony
board device names’ on page A-18 for an explanation of board numbering conventions.

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Ser ver\ DTl Boar d<n>\ G obal Cal |

.\Server\DTIBoard<n>\GlobalCall

Cl DNane. . .

The CIDName settingsallow you to customize how your system receives
Calling Name Identification on PRI lines. See the next section,
“Configuring Calling Name Identification on PRI boards.”
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.\Server\DTIBoard<n>\GlobalCall

DunpCal I I nfo

DWORD value specifying whether or not to include raw call-event
information elements from E1 and T1 trunks (ISDN PRI, robbed-bit,
CAYS) inthe TeleVantage Server log (Tvl ogxxx. t xt).

Default is0, which suppresses the information element logging. Set to 1
to include the information elementsin the log.

Hand| eProgressl nd

DWORD value specifying whether TeleV antage uses | E-based audio
connection on ISDN trunks. Add for each PRI board in your system.
When this featureis turned on, audio is connected on IEs of 1 and 8 on
PROCEEDING, SETUP_ACK, and ALERTING.

When setto 0, thisfeatureisturned off. Audio connectsonall ISDN calls
regardless of Progress IEs.

When set to 1, thisfeature is turned on. Audio connectson ISDN calls
only with the | Es described above.

DefaultisO.
I nProtocol and QutProtocol

These values define the CAS protocol on E1 boards. For details, see
“Manually entering E1 CAS protocols’ in Installing TeleVantage.

DNI SLengt h

DWORD value specifying the number of expected DNIS(DDI) digits(in
milliseconds) to be received by the TeleVantage Server before
attempting to process the inbound call.

No default, but the TeleVantage Server attemptsto get the DNIS 9 digit
string upon notification of an inbound call.

DNI S\ t Ti me
DWORD value specifying the expected DNIS (DDI) time (in

milliseconds) that the TeleVantage Server will wait for digitsto be
received before attempting to process the inbound call.

Defaultis2000 milliseconds (2 seconds) after it receivesthe notification
of an inbound call.
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.\Server\DTIBoard<n>\GlobalCall

Overl appedDNI S

DWORD value specifying how DNIS digits are delivered on your
system. Normally, DNIS digits are delivered completely on the SETUP
message. Some European switches deliver DNIS digitsone at atime
after the SETUP message (overlapped digits).

Set to O (the default) if DNIS digits are delivered completely on the
SETUP message.

Setto 1if DNIS digits are delivered as overlapped digits.

Configuring Calling Name Identification on PRI boards

Depending on your ISDN provider, Calling Name Identification is delivered in an Information
Element (1E) either when the incoming call is offered (in the SETUP message), or on a
subsequent FACILITY message.

Thisinformation is controlled viathe registry values described below. The default values
represent commonly-used settings, but you may need to customize the defaults based on how
your provider delivers Calling Name Identification.

Add the following for each PRI board in your system, under:

HKEY_LOCAL_MACHI NE\ SOFTWARE\ Arti sof t\ Tel eVant age\ Ser ver\ DTl Boar d1\
G obal Cal |

= CIDNameOnSetup (DWORD). Message that contains the calling namefield. When set
to O, calling nameis delivered in the FACILITY message. When set to 1 (the default),
calling name is delivered in the SETUP message.

= CIDNamelE (DWORD). |E in which the calling namefield is delivered. default is 28
(0x1C).

m CIDNameOffset (DWORD). Offset within the |E where the calling name field begins.
Default is 14 (OXOE).

= CIDNameLength (DWORD). Length of the calling name field within the IE. Default is
15 (OxOF).

= CIDNameTimeout (DWORD). Used only when CIDNameOnSetup = 0. Maximum
length of time TeleVantage waits for the FACILITY message to arrive. The default,
2000, specifies a 2-second wait.

Thefollowing isasample | E taken from a TeleVantage Server log that conformsto the default
CIDNamel E, CIDNameOffset, and CIDNameL ength values described above. The IE is
displayed in hexadecimal and ASCII:

IE: Ox1C: 9F 8B 01 00] AL 17 02 01| 01 02 01 00| 80 OF 52 4F| 42 42 49 4E| 53 20 45 4E| 47 49 4E 45| 45
U DU ROBBI NS ENGI NEE"
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BRI board settings
HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Ser ver\ BRI Boar d<n>\ | SDN

.\Server\BRIBoard<n>\ISDN

DunpCal I I nfo

DWORD value specifying whether or not to include raw call-event
information elements from BRI trunks in the TeleVantage Server log
(Tvl ogxxx. txt).

Default is0, which suppresses the information element logging. Set to 1
to include the information elementsin the log.

DNI S\Wai t Ti me
DWORD value specifying the expected DNIS (DDI) time (in

milliseconds) that the TeleVantage Server will wait for digitsto be
received before attempting to process the inbound call.

Default is2000 milliseconds (2 seconds) after it receivesthe notification
of an inbound call.

Hand! eProgressi D

DWORD value specifying whether TeleV antage uses | E-based audio
connection on ISDN trunks. Add for each BRI board in your system.
When this featureis turned on, audio is connected on IEs of 1 and 8 on
PROCEEDING, SETUP_ACK, and ALERTING.

When set to 0, thisfeatureisturned off. Audio connectson al ISDN calls
regardless of Progress IEs.

When set to 1, thisfeature is turned on. Audio connectson ISDN calls
only with the | Es described above.

Default isO.
Over | appedDNI S

DWORD value specifying how DNIS digits are delivered on your
system. Normally, DNIS digits are delivered completely on the SETUP
message. Some European switches deliver DNIS digitsone at atime
after the SETUP message (overlapped digits).

Set to O (the default) if DNIS digits are delivered completely on the
SETUP message.

Set to 1if DNIS digits are delivered as overlapped digits.
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.\Server\BRIBoard<n>\ISDN

Poi nt ToPoi nt

DWORD value specifying whether the board uses point-to-point
protocol.

To use point-to-point protocol, set to 1. Y ou must also change the
firmware file for the board (see Installing TeleVantage).

Default is 0 (Multipoint protocol)

ISDN Megacom service settings

These settings enable you to make outbound international callsusing ISDN Megacom service.
Thefirst setting is required, and the last two settings are optional.

For each outbound call, TeleVantage checksthe dial string to seeif it is prefixed with the
number specified in International Prefix.

If it does not contain the international prefix, the call proceeds like a normal domestic call, and
no further steps occur.

If it does contain the international prefix, TeleVantage stripsthe prefix from the dial string, and
then checks whether InternationalType and InternationalPlan are present. If they are,
TeleVantage uses them to override the called number and calling number call parameters.

HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Ser ver\ DTl Boar d<n>\ G obal Cal I\
MakeCal |

.\DTIBoard<n>\GlobalCall\MakeCall

I nternational Prefix

STRING value for your international dialing prefix. For example,
International Prefix="011".

Defaultis“011".

I nternational Type
DWORD value used to override the called number call parameter.
Defaultis 1, | NTL_NUMBER.

International Plan
DWORD value used to override the calling number call parameter.
Defaultis1, | SDN_NUVB_PLAN.
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MSI station board settings
HKLM SOFTWARE\ Arti sof t\ Tel eVant age\ Ser ver\ M5l Boar d<n>

.\Server\MSIBoard<n>

Cl D_FSK_FORMAT

DWORD value specifying the format used by MSI board <n> to send
Caller ID information to CLASS phones.

Valid settings are:

m 0 - SDMF (Single Data Message Format) sends the date, time, and
10-digit Caller ID number.

= 1- MDMF (Multiple Data Message Format) sends the date, time,
10-digit Caller ID number, and 15-digit caller name.

s 2- UK_MDMF (UK Multiple Data Message Format) sends the
date, time, 18-digit Caller ID number, and 20-digit caller name.

Defaultis1 (MDMF format).
MSG_DBONTM

DWORD specifying the duration (50 ms units) that stations on M Sl
board<n> must be on-hook before a hangup is detected. This value
should usualy be equal to MSG_MAXFLASH + 1.

Default is21 (1050 milliseconds).
MSG_DBOFFTM

DWORD specifying the duration (50 ms units) that stations on M S|
board<n> must be off-hook before an off-hook transitionisdetected. The
validrangeis2 - 20.

Default is3 (1050 milliseconds).
MSG_MAXFLASH

DWORD specifying the maximum length of time (in 50 ms. units) for
stationson M Sl board <n> to be on-hook before ahook flash is detected.

Default is20 (1000 milliseconds).
MSG_M NFLASH

DWORD specifying the minimum length of time (in 50 ms. units) for
stationson M S| board <n> to be on-hook before ahook flash isdetected.

Default is6 (300 milliseconds).
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.\Server\MSIBoard<n>

VM _FSK_FORMAT

DWORD specifying the format used by MSI board <n> to send visual
message waiting indication to CLASS phones. Valid settings are:

m 0 - SDMF (Single Data M essage Format)
= 1- MDMF (Multiple Data Message Format)
Default is0 (SDMF format).

Using the TeleVantage Advanced Settings Editor

The TeleVantage Advanced Settings Editor isautility that you can useto view and alter settings
for both the Server and individual users. The TeleVantage Server uses a database to store
numerous settings. Other TeleVantage settings are stored in the Windows registry of each
machine. Y ou must have Administrator permissionsto run the TeleVantage Advanced Settings
Editor.

Use this utility with extreme caution, preferably under the direction of your TeleVantage
provider.

To run the TeleVantage Advanced Settings Editor, start the Administrator and choose Tools >
Advanced Settings Editor.

Viewing current values
The main window of the program displays alist of all available settings.

/2 TeleVantage Advanced Settings Editor [_ O] x]
User Mame:
Name | Walue I Default | ;l
\ArtisafEACD NoARSer Time a0 a0
\ArtisoftiCall MonitariHald Conference Parties 1 1
\ArtisoftiCall MonitarSwitch View Upan Place Cal 1 1
\AartisoftiCallLoghdppend Or Replace 1 1
\Aartisoft\CallLoghautoarchiveDaysTokeep 30 30
\ArtisoftiCallLogiAutoarchiveEnabled 1 1
\ArtisoftiCallLogiAutoarchiveL astCleared 11/06/2002 01..,
\ArtisoftiCallLogiautoarchivel ocation CiiProgram Fil. .
\ArtisoftiCallLoghAutoarchiveOwerwritelnterval 30 30
\ArtisaftiCallLagiLast Archive Location
\ArtisoftiClient|MessageDeliveryDelay 50 50
\ArtisoftiDatabase\RetryAttempts 3 3
\Artisoft\Database|\RetryInteryval 1 1
\Artisoft\Database|Warning Percentage a0 ag
\ArtisoftiMessagesiBatchSize 4 4
\ArtisoftiMessagesiCheckAudioClipDuration 0 ]
\ArtisoftiMessagesiMaxMessageluration 300000 300000
ArtisoftiServer|AccountCodePath ciiprogram file... -
[l »

[ | TwGOODKIT | Admin (¢ 100} A

m Inthe User Name drop-down list, select a TeleVantage user. In the Location column,
“User” refersto the user specified here.

= Name indicates the path and name of the key.
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m Value indicates the current value of this key. Y ou can change the value by
double-clicking the item and entering a new value in the Edit Setting dialog box, as
described in the next section, “ Changing key values.”

= Default indicates the TeleVantage default value for thiskey.

m Location indicates where the key value will be stored. “User” and “Server” keys are
stored in a database on the TeleVantage Server. “Registry” keys are stored in the
Windows Registry of the machine on which you are running the TeleV antage Settings
program.

= Type indicates whether the value is Boolean, Long, or String.

Changing key values
When you double-click on akey listed in the main window, the Edit Setting dialog box opens.

Edit Setting

Mame:
alue:
Default:
Location:
Tvpe:

Description:

I'|,.0.rti50Ft'l,App'l,MainWindantate

|0

|0

IRegistry - Current User

ILnng

The state of the main window

OF I Canecel

Name displays the name of the key.

Value allowsyou to change the value of the key by typing anew value and clicking OK.
Default displays the default value.

Location displays the location of the key.

Type displays the type of value for this key (Boolean, Long, or String).

Description displays adescription of the key.
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Modifying other supported TeleVantage settings

Artisoft support is available for the settings described in this section. These settings are stored
either as Registry keys on the current computer or as System items on the Server database.
Support is not available for other settings except when your TeleVantage provider has
specifically instructed you to alter them.

Registry keys on the current computer

audio\tenp file dir

STRING value that specifies the directory in which to store temporary
files.

Default valueis"” (empty string).
audi o\ Vol unePer cent age

DWORD valuethat specifiesthe percentageto increase the current wave
volume on playback or recordings or greetings.

Default value is 35 (increase volume by 35%).
Call Monitor\Hold Conference Parties

DWORD value that specifies whether or not external conference parties
may be put on hold.

Default valueis (true). A value of 0 would specify that parties may not
be put on hold.

Dat abase\ Connect i ont i meout

DWORD value that specifies the amount of time (in seconds) to wait
before timing out when connecting to the database.

Default valueis 15 seconds.

Devi ce Monitor\Refreshlnterval

DWORD value that specifies the interval (in minutes) between Device
Monitor application refresh cycles.

Default valueis5 minutes.

ACD\ NoAnswer Ti ne

DWORD value that specifies how long to wait after an agent in a call
center queuefailsto answer acall before offering that agent another call.

Default valueis 30 seconds.
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System database settings

Server\ ACDW apupTi me

DWORD value specifying the number of milliseconds (for ACD group)
between when an agent hangsup acall and when the oldest waiting caller
is notified that the agent became available.

Default is 4000 milliseconds.
Server\Buf fer Di r Cl eanupThreshol d

DWORD value specifying the threshold age (in days) of old filesthat the
Server automatically deletes from the buffer directory. The Server will
delete filesas old or older than this setting. Note that many buffer files
are created by workstation applications such as the Client, so the
threshold should be kept long enough so that workstation applications
will be stopped and restarted, ensuring that the remaining filesarereally
unused.

Default valueis 10 days.

Server\ CPAConnect Del ay
DWORD valuethat specifiesthe delay in milliseconds after call progress
analysis returns the connected result before marking an outbound call as

connected. Increasing this value may help discriminate between
abandoned and connected calls.

Default valueis 2000 millseconds.
Server\ Al | owCal | sW t hout Users

DWORD value that specifies whether or not to alow conference calls
with no users (that is, al parties have left the conference) and external
transfers of externa calls.

Default valueis1 (true). A value of 0 would prevent conference calls
with no users and external transfers of external calls.

Server\ Al | owGat ewayUser Logi n

DWORD value. If thisvalueis non-zero, the system will allow Gateway
userstologinfrom an auto attendant or internal dial tone. Gateway users
inherit the permissions of their |P Gateway and usually have the ability
to dial external numbers while logged in on atrunk.

Default valueis1.

Server\ Audi oCont r ol Ri ngti meout

DWORD value that specifies the maximum time (in milliseconds) that
the TV Audio Control will spend attempting to connect before returning
with atime-out.

Default value is 30000 milliseconds.
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System database settings

Server\ CheckReci pi ent Cal | For Setting

DWORD value. Check both callee and recipient “call for” setting. The
calleeisthe person whom the call isfor. The recipient isthe person who
answers the phone, or, to be more precise, the person who most recently
logged in at that station. Note that these can be different people.

Default valueis 1 (yes). With this setting (or if the setting is not present),
“call for” will be announced if either the callee or the recipient has*“ call
for” turned on. Can be set to 0 (no.)

Server\ Defaul t GreetingSi ze
DWORD valuethat specifiesdefault size (in minutes) for greeting space.
Default valueis 10 mi nut es.
Server\ Def aul t Mai | boxSi ze
DWORD value that specifies default size for anew mailbox.
Default valueis 20.
Server\Dial 911At Di al t one

DWORD value that specifies whether the emergency number can be
dialed at the internal dial tone.

Default valueis0 (no) . Canbesetto 1 (yes).

Server\Direct Cal | sUseFaxTar get
DWORD valuethat determineswhether incoming faxeson DID callsare
diverted to the Send faxes to extension for the trunk. When enabled,
faxesarediverted, but all trunkson the span must usethe samefax target.

When disabled, DID calls are always routed to the user whose DID
number is being dialed, even when they are fax calls.

Default valueis0 (disabl ed). Canbesettol (enabl ed).
Server\ DropMoni tor sAfter Transfer Conmpl et e

DWORD value specifying whether parties supervising acall are
disconnected when the call istransferred to another party or parked and
unparked by another party. Supervisors are call center agents who have
used the Coach or Monitor command on another agent’s call.

The default is 1 (supervisors are disconnected on transfers).
Server\ E911Ri ngDur ati on

DWORD value that specifies the number of millisecondsto ring E-911
stations before dialing out of trunk.

Default valueis4000 ni || seconds (4 seconds).
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System database settings

Server\ External Cal | Of f eri ngDel ay

DWORD value specifying thewait (in milliseconds) before TeleVantage
starts call offering on atrunk for routing lists and call forwarding. This
setting appliesto normal PSTN calls (analog, RB T1, and ISDN). For IP
calls where a positive indication of connection isreceived, use
External Cal | OfferingDel ayConnect ed.

Default is8000 milliseconds.
Server\ External Cal | Of f eri ngDel ayConnect ed

DWORD value specifying thewait (in milliseconds) before TeleVantage
starts call offering on atrunk for routing lists and call forwarding. This
setting applies to | P calls where a positive indication of connectionis
received. For normal PSTN calls (analog, RB T1, and ISDN), use
External Cal | Off eri ngDel ay.

Defaultis100 milliseconds.

Server\ I nternal Di al toneTrunkFirsttimeout

DWORD value that specifies the dial tone duration (in milliseconds)
before the trunk goes to reorder when a user islogged in remotely.

Default value is 180000 milliseconds.
Server\ | nternal Di al t oneTrunkSecondt i neout

DWORD value that specifies the dial tone duration (in milliseconds)
after aremote party hangs up before the station goes to reorder when a
user islogged in remotely.

Default value is 180000 milliseconds.
Server\Internal Di al toneStationFirsttimeout

DWORD value that specifies the dial tone duration (in milliseconds)
before the station goes to reorder.

Default valueis 25000 mi | | i seconds.
Server\Internal Di al toneSt ati onSecondti meout

DWORD value that specifiesthe dial tone duration (in milliseconds)
after aremote party hangs up before the station goesto reorder. If there
isaPBX behind TeleVantage that uses the reorder tone as a disconnect
tone, you may want to decrease this value.

Default valueis5000 mi | |iseconds.
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System database settings

Server\ | PVoi ceTit| eMaxSi | ence

Sometimes voice titles for |P calls are cut off. Thisis because latency
causes extra silence at the start of the call. This setting allows you to
change the Maximum duration of silence allowed in milliseconds.

Default is 2000
Server\Longl dl eTi me

DWORD value that specifies the minimum duration (in seconds) of a
function call or IVR Plug-in before aWindows NT event is generated.

Default valueis21600 seconds.
Server\ MaxAut 0At t endant Loops

DWORD value that specifiesthe maximum number of auto attendantsto
which acall will be routed without the caller pressing a key.

Default valueis 3.
Server\ MaxRi ngDur at i on

DWORD value that specifies the maximum ring duration (in
milliseconds) for internal and external calls. The maximium possible
value is999000. Note that for live Operator systems you might want to
use the maximum value, to help prevent Operator calls from continuing
down the Operator’srouting list.

Default valueis 120000 mi | | i seconds.
Server\ M ni numvessage

DWORD valuethat specifiesthe minimum duration (in milliseconds) for
voice mail messages. Messages shorter than this are discarded.

Default valueis2000 mi|liseconds.

Server\ M nRi ngDur ati on

DWORD value that specifies the minimum ring duration (in
milliseconds) for interna and external calls. The minimum possible
valueis 1000.

Default valueis5000 mi | liseconds.

Server\ M nRi ngDur at i onFor Ext er nal

DWORD value that specifies the minimum ring duration (in
milliseconds) for external calls.

Default valueis 12000 ni | | i seconds.
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System database settings

Server\ M nRi ngDur ati onFor External Cal | Offering

DWORD value that specifies the minimum ring duration (in
milliseconds) for external callsusing call offering in routing lists.

Default valueis 12000 nmilliseconds.
Server\ M nRi ngDur at i onFor Ext er nal Paddi ng

DWORD value that specifies the extratime (in millseconds) that the
system adds to ring durations for external callsin routing lists.

Default valueis3000 ni |l seconds.
Server\ MSDEFul | Per cent age

DWORD value specifying the maximum percentage of M SDE database
size allowed, after which the Server will stop logging call data.

Default is90.
Server\ MSDECritical Li m t Percent age

DWORD value specifying the critical limit on the MSDE database size
(asapercentage), at which the phone system raises an NT event.

Default is 80.

Server\ PageRequest Ti meout
DWORD value specifying how much time (in milliseconds) the Server
allots, when auser makes a page, to take all paged Cybiolink and Aastra
Powertouch phones offhook. (No delay occursfor Strata phones.) At the
end of the allotted time the page connection is made with however many

phoneswere successfully taken offhook. Notethat if thetimeistoo short,
some paged phones will not be taken offhook and will not receive the

page.
Default is 10,000 milliseconds.

Server\ PageTi meout

DWORD value specifying how much time (in milliseconds) a page can
last, following the beep that signals connection. At the end of the allotted
time, the page ends automatically.

Default is 30,000 milliseconds.
Server\ PageVoxAl | ocMaxRet ryl nterval

DWORD value specifying the length of time TeleVantage waits (in
milliseconds) to retry taking a phone offhook for a page, after it failsdue
to lack of voice resources.

Default is 2000 milliseconds
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System database settings

Server\ PageVoxAl | ocRetries

DWORD value specifying the maximum number of attemptsto take a
phone offhook for a page.

Default is 10
Server\ PrependVTMessageDur ati on

DWORD value specifying the length (in seconds) of voice messages
beyond which TeleVantage does not automatically prepend the caller’s
voice title. On short messages, the voice title is sometimes wanted to
identify the caller, while on longer messages it is assumed the
identification is provided in the message.

Default is 5.5 seconds.
Server\ Ref reshVMAl

DWORD value specifying the number of milliseconds to wait before
refreshing the CLASS phone message waiting lights.

Default is5000 milliseconds.

Server\ Present Ext ensi onBeforeCal | er| D

DWORD value specifying how callback is performed on voice messages
that have both an extension and aCaller ID number. Thiscan occur when
auser calsin from aremote phone, logsin, presses# and dials an
internal number, and leaves a message. When set to 0, callback dialsthe
Caller ID number. When set to 1, callback dials the extension.

Defaultis0 (dial Caller ID nunber)
Server\ Requi reLogi nFor TUl OnTr unk

DWORD value specifying whether or not TeleVantage will require a
user login after pressing ** on aremote phone (trunk ** has the same
effect as a station flash).

Default valueis 1 (loginisrequired). A value of O specifiesthat loginis
not required.

Server\ Rout i ngLi st Conti nueDel ay

DWORD value specifying the time duration a caller has to press # and
be advanced to the next action in the routing list.

Default value is 15 seconds.
Server\ SendDi gi t sToSt at i onDel ay

DWORD value that specifies the delay (in millseconds) before sending
digitsto a station, for example, DID digits.

Default valueis 0 milliseconds.
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System database settings

Server\ TrunkAl | ocati onl nterval

DWORD value that specifies the amount of time (in milliseconds) that

dialing serviceswait before trying to allocate ancther trunk. Thisisonly
used when atrunk is not responding. If you decrease this value, you also
need to decrease Wi t LoopCurrent ti neout (see page A-7).

Default valueis 1800 nilliseconds.
Server\ TUl | dl eTi meout

DWORD specifying number of milliseconds before the TUI times out.
Timeout causes atrunk to hang up. When astation timesout, the re-order
tone will play and then the station will be disabled until it is hung up.

Default is 120000 milliseconds.
Server\ TUI Transf er Ri ngDel ay

L ONG value specifying the amount of time (in milliseconds) that the
server waits before ringing the recipient’ s phone on call transfers using
the telephone commands. The delay givesthe transferer time to hang up
when performing a blind transfer. Increasing the ring delay can avoid
extraringing of the recipient’ s phone that may cause confusion.

Default valueis5000 il |iseconds.
Server\ Ul Support | dl eTi meout

DWORD specifying the time in milliseconds before a station goes to
dialtone after the Client plays or records audio.

Default is 120000 milliseconds.
Server\ VoxLowEvent | nt er val

Minimum Time interval in millisecondsfor generating Event logs when
alow priority voice resource cannot be allocated. A low priority voice
resource is a voice resource used for VMW!I and paging.

Default valueis- 1 (Ignore).
Server\ VoxLowBor r owedM nFreeAbsol ut e

The minimum number of voice resources the system should maintain
beforeallocating aborrowed voiceresourcefor alow priority task. A low
priority task isaVMWI or paging task.

Default valueis- 1 (Ignore).
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System database settings

Server\ VoxLowBor r owedM nFreePer cent age

The minimum percentage of voice resources the system should maintain
beforeallocating aborrowed voiceresourcefor alow priority task. A low
priority task isaVMWI or paging task. A setting of -1 means the
parameter isignored.

Default value is 100 (Don't allocate any).
Server\ VoxLowShar edM nFr eeAbsol ut e

The minimum number of voice resources the system should maintain
before alocating a shared voice resource for alow priority task. A low
priority task isaVMWI or paging task.

Default valueis- 1 (Ignore).
Server\ VoxLowShar edM nFreePer cent age

The minimum percentage of voice resources the system should maintain
before alocating a shared voice resource for alow priority task. A low
priority task isaVMWI or paging task. A setting of -1 means the
parameter isignored.

Default valueis50.
Server\ VoxLowax| nst ances

The maximum number of voice resources that can be allocated
simultaneously in the system for low priority tasks at any point of time.
A low priority task isaVMWI or paging task.

Default valueis- 1 (Ignore).
Server\ VoxSysCal | RecEvent I nterval

Minimum time interval in milliseconds for generating Event logs when
avoice resource cannot be allocated for System Call Recording. A
setting of -1 means the parameter isignored.

Default value is 900000 (15 minutes).
Server\ VoxSysCal | RecBor r owedM nFreeAbsol ut e

The minimum number of voice resources the system should maintain
before alocating a borrowed voice resource for System Call Recording.

Default valueis- 1 (Ignore).
Server\ VoxSysCal | RecBor r owedM nFr eePer cent age

The minimum percentage of voice resources the system should maintain
before allocating a borrowed voice resource for System Call Recording.
A setting of -1 means the parameter isignored.

Default valueis 100 (Don't allocate any).
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System database settings

Server\ VoxSysCal | RecShar edM nFreeAbsol ut e

The minimum number of voice resources the system should maintain
before alocating a shared voice resource for System Call Recording.

Default valueis- 1 (Ignore).
Server\ VoxSysCal | RecShar edM nFreePer cent age

The minimum percentage of voice resources the system should maintain
before allocating ashared voice resource for a System Call Recording. A
setting of -1 means the parameter isignored.

Default valueis 10.
Server\ VoxSysCal | RecMax! nst ances

The maximum number of voice resources that can be allocated
simultaneousdly in the system for System Call Recording at any point of
time.

Default valueis- 1 (Ignore).
Syst em M nAdmi nBui | d

DWORD value that specifies minimum build version number of the
Administrator program that is allowed to log on to the Server.

Default valueisO.
System M nCl i ent Bui | d

DWORD value that specifies minimum build version number of the
Client that is alowed to log on to the Server.

Default valueisO.
Syst em M nDevMonBui | d

DWORD value that specifies minimum build version number of the
Device Monitor that is alowed to log on to the Server.

Default valueisO.
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APPENDIX B

COMMAND LINE OPTIONS

Starting TeleVantage from the command line

Y ou can use optional command line arguments to log on to the TeleVantage Administrator or
Client using the Run command of the Start menu, from within an application, or from aDesktop
shortcut such as:

"C:\Program Fi | es\ Tel eVant age\ Test Adm n\ TVAdni n. exe" / Server =TVTest
I station=17

Use the command line options shown in this section when logging on.

| Server =<Server name>

Name of the TeleVantage Server on your network that you want to log
on to. Useful for running a Client or Administrator against a test Server.

If you do not use this option, TeleVantage logs you in using the name of
the TeleVantage Server stored in the Windows NT /2000 registry, set
when you ingtall TeleVantage.

[ st at i on=<station number>
Station ID assigned for this session.

If you do not use this option, TeleVantage logs you on using the station
number stored in the Windows NT/2000 registry, set when you install
TeleVantage.

[allownultiple

Allows more than one Administrator or Client to run simultaneously on
amachine. If you do not use this option, TeleVantage allows one
instance of the Administrator or Client to run on a machine.

[ user =<user name>
User name under which you want to log on.

If you do not use this option, the Administrator or Client promptsyou for
your user name at startup.

| passwor d=<password>
Password for the user account you use to log on.

If you do not use this option, the Administrator or Client promptsyou for
your password at startup.




Command line options

 backup

Administrator only. Performs an immediate online backup of the
TeleVantage database using the current System Settings, and then exits
the Administrator when the backup is complete. See “Backing up
TeleVantage” on page 11-17.

[ sentence
Administrator only. Enables the Tools menu selection Test Sentences,

which allows you to listen to system prompts in context over your
telephone. See “Testing system prompts’ on page 12-10.
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APPENDIX C

PROTECTING YOUR PHONE SYSTEM
AGAINST TOLL FRAUD
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About toll fraud

Identifying Toll Fraud

Businesses using any phone system, not just TeleVantage, are vulnerable to |oss of money from
unauthorized people "hacking" into their phone system. Hackers make hundreds of outbound
long distance or international callsthat cost businesses around the world millions of dollars
every year. TeleVantage containsseveral featuresand optionsthat can dramatically increasethe
security of your system against toll fraud.

Typical toll fraud strategies

While hackers committing toll fraud try avariety of techniquesto gain accessto asystem, itis
important to note that 99% of the time access is gained through insecure (easy-to-guess)
passwords. The Administrator’ s System Settings provide several options for enforcing
harder-to-guess passwords. See “The Security tab” on page 3-15.

The following are the most common methods of attempted toll fraud:

= Cdling the main auto attendant, pressing #, logging in as the Administrator, pressing #
for dial tone and placing outbound calls

= Attempting to log on at every extension (101, 102, etc.) until an extension with an easy
password isfound. Once found, the hacker will change call forwarding to the external
number they want to dial (for example, aninternational number or the number of another
hacked PBX), and then make callsto the external number asneeded. By calling through
multiple hacked PBXs, Caller ID and traces will be unable to track down the hacker's
identity.

= Cadling random usersand telling them they are arepresentative from the phone company
and need their voice mailbox password to track down a problem with the phone system.
Users should betold to never give out their passwords, and if they have reason to believe
someone else hasiit, to change it immediately to something secure.

The following methods will help you tell whether your system has been targeted by toll fraud
hackers:

m Check your Administrator's call log daily for multiple logon attempts. A failed logon
attempt will show as"logon - Abandoned". A successful fraudulent logonwill typically
show many long distance or international calls placed afterwards from that extension.

Note: You can have TeleVantage automatically hang up on callers and lock out
accounts after multiple failed logon attempts. See “The Security tab” on page 3-15.

m Check your phonebillscarefully for international numbersor long distance numbersyou
do not recognize.

= Watch your device monitor for sudden burstswhere every lineisbusy with peopletrying
to logon.
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Protecting your system against toll fraud

Thefollowing are a variety of waysto secure your phone system. While practicing all of these
strategieswill keep your phone system very secure, by far the most important strategy isto just
improve the security of passwords.

Password security

The Security tab in System Settings (see “ The Security tab” on page 3-15) gives you several
options for making user passwords more secure. For maximum security you should choose all
of the following options:

= Set aminimum password length. Passwords should be at least 5 digitslong, preferably 7.
= Prevent passwords from including the user’s extension.

m Prevent passwords from including easy-to-guess elements like same-digit strings (111)
or consecutive-digit strings (123).

m Regularly force password change.

Changing the Admin and Operator passwords

TeleVantage's two default users, the Admin and Operator, have easy-to-guess passwords.
Immediately after installing TeleVantage, you should change the passwords on those accounts
to something more secure, by editing those usersin the Users view. Reminder messages in the
Administrator will warn you if you leave the extensions asis.

Identifying users with security-risk passwords

The Administrator hasabuilt-in Security Analysisreport that analyzesyour system for potential
security risks. To runthe Security Analysisreport, choose Tools > Analyze Security. Thereport
appears on-screen.

£, Security Analysis E

Admin Uszer Account has default extension

Admin Uszer Password containg account's extension

Cube 101 Uszer Password containg account's extension

Kenneth Deimach Uszer Password containg account's extension

Kenneth Deimoch Uszer Password containg digits from the list of dizallowed digits

Miri &natolia Uszer Password containg account's extension

Miri Anatolia Uszer Password containg digits from the list of dizallowed digits

Operator Uszer Account haz default pazsword

Operator Uszer Password containg account's extenzion

4] | i
Copy to Clipboard | Edi... | Cloze I Help |

Use the report to determine which usersin your system have passwords that make your system
vulnerable. If you have implemented the security options described in this section, few users
should appear in the list. Those who do might have old passwords that have not yet been
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changed, either because they have not yet logged in and been forced to change their passwords,
or becausethey are exempt from forced password change. Talk to those users about making their
passwords more secure.

User permissions

Disallow security-risk permissions for all users except those individuals who really need them.
Y ou can change permissions for individual users by editing the user account (see“ The Security
tab” on page 6-38), or for many users at once by editing the User's Role (see “Managing roles’
on page 6-46).

Security-risk permissions which should be disallowed are:

Place external calls when logged on viaatrunk (under the Standard permission group)
Log on viatrunk (Standard)

Log onvialP trunk (Standard)

Log on via station (Standard)

Forward or route callsto external numbers (Standard)

Return calls when logged on via atrunk (Standard)

Select a specific trunk for outbound call (Administration)

Setting up dialing restrictions
A good way to prevent unauthorized outbound calling is to place restrictions on users dialing
permissions. Y ou can change permissions for individual users by editing the user account (see
“The Security tab” on page 6-38), or for many users at once by editing the User's Role (see
“Managing roles’ on page 6-46).

Some dialing restrictions to consider:

Disallow accessto any number dialed during toll fraud. Tofind alist of numbers, search
your call logs for frequent calls to international locations.

Disallow dialing 011 and 00 to block al international calls (00 dials the international
operator). To permit some international calls you can do the following:

s Enable 011 for those individuals who are authorized to make international calls.
Those individuals can then dia any country.

m Enable country codes for those foreign countries that are appropriate for usersto
call. Todo so, enable 011xxx where xxx is the desired country code.

The full list of country codes can be found in your phone book. Thelist is maintained
by the ITU (International Telecommunication Union), adivision of the United Nations.
ThelTU web siteis <http://www.itu.int> and the most recently published list of country
codesisavailable at <http://www.itu.int/itudoc/itu-t/ob-lists/icc/e212_685.html> (this
listisvalid as of June 2000, and some additional country codes have been assigned since
then).
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m Disallow dialing sequencesthat call for-pay services like 1900 or 1976, 976, etc. For
information on additional numbers that should be blocked, see this website:
<http://www.lincmad.com/tel ed eaze.html>.

= Disallow diaing certain international North American area codesif desired, such as
those in the Caribbean. For example, disallowing 1242 blocks calls to the Bahamas.

The full list of North American area codes can be found in your phone book or at the
web site for the North American Numbering Plan Administration
<http://www.nanpa.com>. For the numerical list of area codes, see

<http://docs.nanpa.com/cgi-bin/npa_reports/nanpa?function=list_npa_geo_number>

Making account logon more secure

There are several waysto prevent hackersfrom even getting to the account logon choice of your
auto attendant. Some methods make it difficult for your own users to use the system, so you
need to judge how far you want to go to prevent toll fraud at the expense of phone system ease
of use. Please note that these options do not make your system secure by themselves, as they
only slow down hackers. The only way to do that isto make sure your user passwords are secure
and change often.

Auto attendant security options include the following:

= Inyour main auto attendant, change the default "#" for user logon to something else.
Ideally, give your remote users a phone number routed to a special auto attendant that
permitsremote logon, while your main auto attendant doesnot. For DID systems, where
you can't control the specific trunk used on inbound calls, give your remote usersaDID
number instead that routes them to the special auto attendant.

= Do not permit logon in your main auto attendant that isassigned to every trunk. Instead,
create aunique auto attendant on adifferent trunk each week that permitslogon. Publish
the trunk’s phone number to your users asit changes.

Securing your phone system database

Toll fraud typically involves "hacking" over phone linesinstead of data hacking. However, the
TeleVantage database runs on a Windows server on your network and contains all permission

settings and can be hacked at that level. It isawayswiseto keep your corporate network secure
from unauthorized external access. This safeguards your database against tampering by network
and computer hackers. Some ways to do thisinclude:

= Use standard firewall technology to secure accessto your network. |If desired, allow
access to specific protocols and ports, such asthose for HTTP or H.323 (VoI P).

m For extra security, host the TeleVantage Web Services on a separate server from the
TeleVantage Server and database.
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Reacting to toll fraud attempts

If your phone system has been the target of toll fraud attempts, you can do the following:

= Report Caller ID numbers and called numbers of fraudulent calls to your long distance
carrier. Sometimes carriers can block certain numbers from calling you.

m Report excessivetoll fraud to your local FBI office. Note, however, that the FBI does
not usually get involved with toll fraud unless losses are substantial .

Y ou can aso use the information from previoustoll fraud attempts to make your system even
more secure. For example, you can add any numbers being called during toll fraud to thelist of
numbers prevented with dialing permissions. If fraudulent calls have been made to a particular
few countries that are not otherwise called, disallow dialing those country codes (011xxx).

Using Caller ID to prevent fraudulent calls
If you know the Caller ID from which fraudulent calls originate, you can prevent calls from
those numbers. To do so:

1. Create auser called “Fraud Detector.” Create it with a secure password, a station ID
of 0, and use permissions to prevent it from making any external calls.

Log on to the Client as the “Fraud Detector” user.

Createaroutinglist called “Normal.” Deletethe“ Call mewherel am” action. Change
the final action to “Transfer to an extension” and select your main Auto Attendant.
Uncheck the greeting from playing. Make this the default and active routing list.

4. Createasecond routing list called “Fraud Call.” Delete the “Call mewhere| am”
action. Change the final action to “Hang up.”

5. Create a contact named “ Fraudulent person.” Edit the phone numbers of the
“Fraudulent person” contact and add any numbers of known fraudulent callers.

6. Createacdl rule so that when the contact "Fraudulent person” calsthat they are
handled by the "Fraud Call" routing list which hangs up on them.

7. Assign every trunk to call the Fraud Detector user, instead of your auto attendant.

Subsequent callsfrom the known fraudulent numberswill be automatically hung up on, and will
appear in the Call Log as being from “Fraud Detector.” Other callswill be handled as normal.
As new fraudulent numbers are detected, you can associate the Caller D with “ Fraudulent

person.”
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APPENDIX D

IP GATEWAY CONFIGURATION
WORKSHEET

Thisappendix provides aworksheet to help you create a unified dialing plan before connecting
TeleVantage Servers over |P Gateway connections. By using this worksheet, you can avoid
conflicts between connected Servers, such as overlapping extensions or auto attendant numbers.
Y ou can also plan consistent access codes for dialing services.

For complete information about | P Gateways, see Chapter 13, “ Configuring I nternet Telephony
Support.”

Two worksheets are presented, an illustrated sample and a blank worksheet that you can copy
and use.




|P Gateway Configuration Worksheet

Server 1 Server 2
Name New York Chicago
Contact Tom Rand 123-456-7890 Amy Lum 098-765-4321
Internet Span Address 10.45.67.89 10.65.43.21
Extensions begin with 1 2
Auto attendants begin with J 81 82
To Server 1 To Server 2
On Server 1 Name: Chicago
N/A Local Server 1 extension: 111

Local Server 1 password: 1212

On Server 2 Name: New York
Local Server 2 extension: 222 N/A
Local Server 2 password: 2121

To Server 1 To Server 2

From Server 1 N/A Svr 1 access code: 71
Uses IP Gateway: Chicago

From Server 2 Svr 2 access code: 71

Uses IP Gateway: New York NIA

Access Access

From Server Code To Server Code IP Gateway

Bell Atlantic | X IP-to-Phone

analog O IP-to Centrex Chicago 77 New York 9 New York

Bell Atlantic 5 IP-to-Phone

Centrex O IP-to Centrex Chicago 78 New York 8 New York

3 IP-to-Phone
1 IP-to Centrex

3 IP-to-Phone
1 IP-to Centrex




|P Gateway Configuration Worksheet

Server 1 Server 2
Name
Contact
Internet Span Address
Extensions begin with
Auto attendants begin with

To Server 1 To Server 2
On Server 1 Name:

N/A Local Server 1 extension:

Local Server 1 password:

On Server 2 Name:
Local Server 2 extension: N/A
Local Server 2 password:

To Server 1 To Server 2

From Server 1 N/A Svr 1 access code:
Uses IP Gateway:

From Server 2 Svr 2 access code:

Uses IP Gateway: N/A

Access Access

From Server Code To Server Code IP Gateway

3 IP-to-Phone
1 IP-to Centrex

3 IP-to-Phone
1 IP-to Centrex

3 IP-to-Phone
1 IP-to Centrex

3 IP-to-Phone
1 IP-to Centrex
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About using IP phones with TeleVantage

TeleVantage supports the use of the following Voice-over-1P phones:

= Polycom IP phones (see the next section)

m Intel PBX-IP Media Gateway phones, also known as PBX-IP Media Gateway phones
(see“Using an Intel PBX-IP Media Gateway with TeleVantage” on page E-22).

Using a Polycom IP phone with TeleVantage

This section describes using a Polycom | P phone with TeleVantage.

Introduction

Polycom I P phones are supported by TeleVantage to provide handset functionality using the
H.323 standard over an IP trunk. Polycom | P phones can be used in two ways:

= Internally. You can use a Polycom phone as an internal station, enabling single-wire
connection to aworkstation (one network wire for the PC and the phone).

= Remotely. Using a Polycom phone at aremote location, you can automatically log onto
the TeleVantage Server over the Internet and place callsas if you were at an internal
station.

Note:When using a Polycom phone over the Internet instead of on a LAN, the quality is
not guaranteed. Internet traffic is susceptible to greater delay and packet loss, both of
which affect voice audio quality.

Requirements

To use a Polycom IP phone with TeleVantage, your TeleVantage system must have the
following:

= AnIPLink board for Internet telephony installed on the TeleVantage Server computer.
See Installing TeleVantage.

m AnlIPdiaing service. See Administering TeleVantage.
= Network accessto the Internet, if you plan to use a Polycom | P phone remotely.

= If you are using a SoundPoint | P 400 phone, the bootrom version of your phone should
be 1.1.1. The version does not matter for SoundPoint |P 500 phones.

Overview of TeleVantage - Polycom IP phone integration

To use a Polycom IP phone with your TeleV antage system, you must complete the following
tasks. Each task is discussed in detail in this document.

1. Connect your Polycom phone to the network or Internet. See “Connecting the
Polycom IP phone”’ on page E-3.

2. Configure an FTP server that the phone can access by network. When the phoneis
pluggedin, it downloads several filesfrom the FTP server to configureitself. Thefiles
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contain information about how the phonelogsin to the TeleVantage Server viaPLAR,
the IP address of the TeleVantage I P trunk, how the keys on the phone are
programmed, and other phone configuration details. See* Configuring an FTP Server”
on page E-4.

3. Edit the configuration files on the FTP server for each Polycom IP phone on the
network. Thesefilesarein XML format.

4. Using the TeleVantage Administrator, create users who will use the Polycom IP
phones. Using the TeleVantage Client, forward calls for each user to the Polycom IP
phone. See “Configuring users for the Polycom IP phones’ on page E-8.

5. Configurethe Polycom I P phone using its on-screen commands. See “ Configuring the
Polycom IP phone” on page E-9.

What is PLAR?

PLAR, or Private Line Automatic Ringdown, is a technique that ties two telephony devices
together, such that when one handset is lifted, the other device automatically rings. Thisisthe
way that the Polycom | P phones communicate with TeleVantage. When the Polycom P phone
goes of f hook, it automatically connectsto the TeleVantage Server viaan IP trunk, then logsin
asanindividual user. When you hear dial tone, you are actually hearing TeleVantage dia tone;
you are subject to any dialing restrictions of that user, and any calls that you make from that
point are entered into the Call Log of that user.

Configuring the Polycom I P phone requires that you specify the TeleVantage I P trunk, and the
user extension and password to log in. Thisisthe role of the configuration files and other setup
steps. There are other features of the Polycom IP phones that are not utilized by TeleVantage;
they are not addressed in this document.

Connecting the Polycom IP phone

Y ou can connect a Polycom I P phone either internally (on the same network asthe TeleVantage
Server) or externaly.

Connecting a Polycom phone internally

To connect a Polycom phone to TeleVantage internally, simply connect it to the network that
the TeleVantage Server ison.

If you are using the TeleVantage Client, connect the Polycom phone as follows:
1. Runthe network wire to the LAN port on the Polycom phone.
2. Connect the PC port on the Polycom phone with your PC’s network card.
The Polycom phone contains a network hub that enables it to work with the network and your

PC. Inthismanner your phone and PC communicate with the TeleV antage Server over the same
wire.

APPENDIX E. USING AN IP PHONE WITH TELEVANTAGE E-3



Connecting a Polycom phone remotely

To use a Polycom phone at aremote location, connect the LAN port of the Polycom phoneto a
network that has access to the Internet.

Configuring an FTP Server

To use aPolycom phone with TeleVantage, you must configure an FTP server on your network.
When the phone boots up, it logsin to the FTP server and reads information from configuration
files that enablesit to connect to TeleVantage.

The following files must be present on the FTP server:
m <MACid>.cfg
m <UserFile>.cfg
m <ServerlP>.cfg
= Func.cfg
= |pmid.cfg
= Hmx.Id

Thesefiles are described in detail below in the section “ About the configuration files.”

Location of the configuration files on the FTP server

The <MAC>id.cfg file must be in the default directory of the FTP server. Each phone on your
network must have a separate <MACid>.cfg file.

The other configuration filesare listed in the <MACid.cfg> file. Y ou can rename them or move
them into other directories.

Security for the configuration files

The configuration filesinclude all of the settings for the Polycom IP phone. Some of the
information required is a TeleéVantage user login (including password), so the accessibility of
this information must be carefully considered to minimize the security risk to your system.

One dternative isto create subdirectories from the FTP root for each of the Polycom IP phone
users, each user would only be ableto read the root directory and their subdirectory, soit would
not be possibleto see other users' login information. Since some of thefiles (including Func.cfg,
Ipmid.cfg, and Hmx.ld) are shared across all users, these files would need to be accessible to all
users, or duplicated in all user subdirectories.

Note: The user account on the FTP server should have "write" access to the TeleVantage
Server so the phone can upload log files that are useful in troubleshooting problems.
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About the configuration files
The following files are supplied on the TeleVantage Drivers CD in the \Polycom directory.

Important: Do not use Wordpad to edit the XML files, as Notepad can reformat the files. Use
an XML editor such as XML Wordpad (available from msdn.microsoft.com).

m <MACid>.cfg. Thefirst file read by the Polycom phone when rebooted or pluggediin. It
contains the list of other configuration files which provide specific configuration
information for the phone. (For instructions on rebooting the phone, see “ Configuring
the Polycom IP phone” on page E-9). The name of the file should be the 12-digit MAC
address of the phone. The phone's MAC addressis on a sticker on the back of the phone,
or you can read the "ENet" field while pressing and holding the button beneath the
"About" softkey on the phone's L CD screen. When the phone boots up, if it does not find
afilewithits MAC address, it will read a file named 000000000000.cfg.

Hint: When debugging a configuration file, add afile named 000000000000.cfg to your
FTP server for the phone to read. Y ou may have incorrectly named your file, and the
phone will default to thisfileif it does not find one with its own MAC address.

After reading thisfile, the Polycom I P phone reads from the files listed in the field
CONFIG_FILESin the order listed.

Note:If the same setting is contained in more than one configuration file, the setting that
the phone downloads first will take effect. The order that the phone downloads the files is
determined in <MACid>.cfg.

m <UserFile>.cfg. Defines specific settings for the user, like extension and password so
they can log into the server. Thisfileisunigque per user.

The settings include the Display name for the user (20 characters maximum), and the
user's extension and password. Thisfile should be protected and only accessible by the
user (and the FTP system Administrator) since it contains the user's extension and
password.

m <ServerlP>.cfg. Definesthe |P addressfor the TeleVantage I P trunk and key mappings
for the feature buttons on the phone. Thisfilewill bethe samefor al userswho areusing
ports on the same I P board in the TeleVantage Server.

m Func.cfg. Defines protocol parametersfor the phone. Thisfileis common to all users
and shouldn't be modified. Artisoft does not provide support for modified versions of
thisfile.

= Ipmid.cfg. Definescodecs, tonesand other basic parametersof the phone. Also specifies
the SNTP server for obtaining the correct time, and the GMT offset. This file must be
the samefor all users.

= Hmx.ld. This Polycom file loads the basic operation of the phone. It'sabinary file and
can't be modified.
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Editing the configuration files
Y ou must make the following edits to the configuration files on the FTP server. The .cfg files
arein XML format, and should be edited using an XML editor or basic text editor (do not use

Wordpad, becauseit reformatsthefile). Y ou can download an XML editor called XML Notepad
from msdn.microsoft.com.

Example of an XML editor

4i 1PUSer202 - XML Notepad : _ o) x|

File Edit Yiew Insert Tools Help

D||E] =] %@ s 255 «|»|«[*]|+] ==

Struckure | Values

For Help, press F1 l_ MM v

E|.'|Z: MEMWARTISOFT1 _CONFIG
----- 4= [COMMENT] General Description Parameters

f= [COMMENT] Ringer

{1 caLLs

[ !- [COMMENT] Feature - Login String
Feature

*z02¥z02*

Note: These configuration file edits specify the TeleVantage IP trunk, the user extension, and
the password that enable you to log in when you pick up the phone. Other features of the Polycom
IP phones that are not utilized by TeleVantage are not addressed in this document.

For more information on configuration files, see “ Sample Configuration Files’ on page E-17.

To edit the configuration files

1.

Edit <UserFile>.cfg to use information specific to the phone's user.

a.

d.

Inthe"Features' folder, edit the "plar.log.string" field to contain the login string for
this user. The login string for a user with extension 202 and password 202 would
be:"*202*202*".

. Inthe "GENDESC" folder, edit the "genDesc.name" string to reflect the name of
user. Thisname will appear on the LCD screen of the Polycom |P phonewheniitis
idle. It will also be transmitted as caller ID when the Polycom IP phoneis used to
call another user on the TeleVantage Server.

. Inthe "GENDESC" folder, edit the "genDesc.E164addr” field to be the

TeleVantage extension for the user. Thiswill also appear on the LCD screen of the
Polycom IP phone.

Rename thisfile to reflect information about the user (for example, User202.cfg).

Edit <Server | P>, cf g to contain the | P address that the user will use to access the
IPLink board in your TeleVantage Server.

a. Inthe FEATURESfolder, edit the feature.plar.addressfield to be the | P address of

your |P trunk. Use the I P address of the Dialogic DM3 IPLink board, or, if you are
using an IPLink board which does not haveitsown network interface card on it, the
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IP address of your TeleVantage Server. Y our network administrator cantell you the
I P address of the Server or boards.

b. Rename thisfile to describe your | P address (e.g., TVIP2.cfg).

Notes

ulf you have more than one IP board in a TeleVantage server, you may need more
than one of these files, each specifying the IP address of a different IPLink board.
You need one file for each non-DM/IP040-LSI board and another file to cover all
DM/IP040-LSI boards. (All DM/IP040 boards share the TeleVantage Server’'s
single IP address.) You determine which user uses which board by having their
<MACIid>.cfg file point to the appropriate <ServerlP>.cfg file. Each <MACid>.cfg
file can point to only one <ServerlP>.cfg file.

mDo not change the settings listed in the VoipProt.server.address field. Entering the
address of your IP board will result in the IP stack crashing on the Server.

3. Edit <MAC d>. cf g to specify the configuration filesto be used by the phone. Thisfile
will specify the name and subdirectory where the other configuration files can be
found.

a. Inthe CONFIG_FILESfield, list the four other configuration files, including the
<UserFile>.cfg filewith the user'slogin string, and the <ServerlP>.cfg filewith the
IP board to be used. If some of these files are in a subdirectory on the FTP server,
you can specify that in the file name (for example, "/User202/User202.cfg").

Note:The order of the files in this list is significant: if more than one field with the
same name is encountered in different files, the first value will take effect and the
subsequent values will be discarded. Put the customized files at the front of the list
so that if later updates are made to the downloaded files, any duplicate fields will not
affect the custom fields you have set.

b. The APP_FILE_PATH should show the binary application file (hmx.Id). If thisfile
ismoved to a subdirectory on the FTP server, edit thisfield to specify.

¢. Rename thisfile to be the 12-digit MAC address of the phone (found on a sticker
on the back of the phone), or to 000000000000.cfg as a default.

These arethe only filesthat you need to edit. However, if you need to change the codec used by
the phones when communicating over IP to TeleVantage, or modify the feature key mappings
on the phone, you will need to edit other configuration settings. See “ Sample Configuration
Files’ on page E-17 for samples of each of the configuration files.

Note: Supported codecs are G.711 ALaw and MuLaw, and G.723.1. Do not use G729, as it is
not supported.
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Configuring multiple Polycom IP phones

If you are using several Polycom IP phones on your TeleVantage Server, be aware of the
following considerations:

m Ratio of IP phones to IP boards. It may not be necessary to have an IP port for each
Polycom IP phone installed on your system. The | P trunk will only be in use while the
user is actually on the phone (on acall, checking their voicemail, etc). If your I P phone
users are on the phone frequently—for example, if they are sales or support
agents—then it may be necessary to have a dedicated or 1-to-1 relationship between |P
ports and | P phones. However, for other users, alower ratio of IP trunksto IP
phones—such as 1-to-3 or even 1-to-4—may be acceptable.

Note that you need one TeleVantage I P Port license per IP port, not per |P phone.

Important:If a user takes their Polycom IP phone off hook at a time when there are no
available IP trunks, they will hear a delay in dial tone until there is an available trunk. There
is no way to signal to the phone that there are no IP trunks available; the user will hear
silence. Be sure to carefully consider the ratio of IP phones to IP trunks in the TeleVantage
Server.

m Configuring multiple DM3 IPLink boards in your TeleVantage Server. If your
TeleVantage Server includes multiple DM3 IPLink boards which have their own
on-board network interfaces, remember that each one of the boards has a unique IP
address. Therefore, you will have multiple <ServerlP>.cfg files each containing a
different PLAR IP address.

Remember to carefully distinguish which phoneswill use which IP board. Make sure a
phone’ s<MACid>.cfg filereferencesthe <Serverl P>.cfg filefor thelPboard you intend
the phone to use.

Configuring users for the Polycom IP phones

Before a user can use a Polycom I P phone with TeleVantage, you must configure that user’s
account asfollows:

1. Inthe Administrator, edit the user’s account to use the Polycom phone. See
“Configuring a user to use an IP phone with TeleVantage” on page E-24.

2. If the user will be placing calls from their Polycom |IP phone to numbers external to
the TeleVantage Server, make sure their user permissionsinclude being able to place
callswhile logged into atrunk. In the TeleVantage Administrator, edit the user by
double-clicking them in the Users view, and click the Permissions tab. Select the
setting Place external calls when logged in via a trunk (in the® Standard” category),
then click “Allow” for the setting. Y ou can also set up arole where “ Allow" isthe
default for this setting.

3. Edit Ipmid.cfg to change the SNTP (time server) and the GMT offset parameters, as
follows:

Inthe TCPAPP field, edit the tcplpApp.sntp.address field and enter avalid time
server |P address. Also edit thetcplpApp.sntp.gmtOffset field to reflect the proper
GMT offset for your time zone. Thisvalue islisted in seconds.
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Notes about configuring TeleVantage
= AnInternet span must be configured in the Trunks view of the Administrator.

= AnlInternet dialing service must be configured with the correct codecs (G.711, G.723)
for callsto be forwarded to the Polycom phone when the extension is called. In general,
G.711 is needed for the transmission quality that a phone user expects.

m The TeleVantage Server must be set to log internal callsfor the IP callsto belogged by
the Server. Thisisset in the Administrator, under System Settings.

Configuring the Polycom IP phone

The configuration of the Polycom phone can only be done when rebooting the phone, or when
itisfirst plugged in. To reboot the phone, hold down the buttons labeled Volume-, Volume +,
Hold and Voicemail at the sametimefor several seconds. These are buttons 8, 10, 11, and 12 on
the diagram on page E-13.

Note: For TeleVantage, these buttons may be labeled Volume -, Volume +, Take, and
Available.

Just before the phone reboots, press the " Setup” softkey button to enter the setup screens. Use
the arrow buttons on the top right hand corner of the phoneto move between fields. To saveyour
changes to the settings, you must press the Save button before moving to the next field.

When alphanumeric fields (such as FTP login and FTP password) are highlighted, you will see
two additional softkeys on the screen which allow you to switch between al phabetic and
numeric characters. To enter alower caseletter, hit the"a->A" key, then use the number keypad
to enter the letters beneath each number. To enter an "a", hit the 2 key once; to enter a"b", hit
the 2 key twice, etc. To enter an upper case letter, hit the "a->A" softkey once again. To enter a
number, hit the "->123" softkey. Use the left and right arrow keys to move within afield.

To save your changes to the settings, you must press the Save button before moving to the next
field.
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Set the following configuration for the Polycom phone:

Setting

Value

Comments

DHCP Client

<Enabled/Disabled>

If DHCP is disabled, the
phone uses a fixed IP
address from the Phone IP
Addr field below. If DHCP is
enabled, the phone receives
information from the DHCP
server in the format
specified below. Disabling
DCHP is recommended for
use with TeleVantage so
calls can easily be
forwarded to your Polycom
IP phone.

DHCP Timeout

<30>

Number of seconds the
phone waits for secondary
DHCP offer messages
before selecting an offer.

DHCP Boot
Server

<default/override>

When set to "Default”, the
phone will look for vendor
specific option number 66
(string type) in the response
sent from the DHCP server.
The DHCP server must be
configured to send the boot
server address in option 66,
for example, "192.168.0.1".

When set to "Override", the
phone will look for the
vendor specific option
number specified by "DHCP
Boot Srv Opt", of type
"DHCP Boot Srv Type", in
the response sent from the
DHCP server. This generally
should not be required
unless the default Boot
Server option is in use for
another purpose on the
network.
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Setting

Value

Comments

DHCP Boot Svr
Opt

<128-254>

Specifies vendor specific
option number for the
response sent from the
DHCP server (if DHCP is
enabled and DHCP Boot
Server set to "Override").

DHCP Boot Svr
Type

<IP Address/String>

Specifies vendor specific
option type for the response
sent from the DHCP server
(if DHCP is enabled and
DHCP Boot Server set to
"Override").

Phone IP Addr

<192.168.1.135>

Fixed IP address assigned
to the phone (if DHCP is
disabled).

Subnet Mask

<255.255.255.0>

Subnet mask of the network
(if DHCP is disabled).

IP Gateway

IP address of the IP
Gateway. Used when SNTP
is obtained from a remote
server.

FTP Server IP

<192.168.1.136>

IP address of the FTP
server.

FTP User

<IPPhoneAccess>

User account to access the
FTP server for the
configuration files. Using
“anonymous” is not
recommended for security
reasons.

FTP Password

<IPPhonePassword>

Password for the FTP user
account.

SNTP Address

<192.168.1.136>

IP address of the time
server. This setting enables
the Polycom IP phone to
display the correct time (if
DHCP is disabled).
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Setting Value Comments

Offset in hours from
Greenwich Mean Time (if
DHCP is disabled).You can
find your GMT offset by
looking at the time zone
settings on your computer.
For the eastern United
States, the GMT offset is -5.

GMT Offset <-5>

Using the Polycom IP phone

The Polycom SoundPoint |P 400 and SoundPoint IP 500 phones have several featuresthat are
valuable to TeleVantage users. The LCD screen, in addition to editing configuration settings,
also provides line appearances and soft keys. When an incoming call is received from
TeleVantage, the screen shows the contact nameif the call isrecognized as a contact, or Caller
ID information.

To brighten or darken the contrast on the L CD screen, ssmultaneously hold down the +, -, and 0
keys (buttons 12, 13, and 14 on the diagram on page E-13) for severa seconds. A dlider will
appear with alight and dark square on either end; when it does, lift off the keys and then use +
and - to darken and lighten the contrast.

Important: When using a Polycom phone, you will not be able to use the call handling
commands in the TeleVantage Client or Web Client. You can still use the TeleVantage telephone
commands. See “Using the Call Monitor with a Polycom IP Phone” on page E-21 for information
on configuring remote stations if you would like to use your TeleVantage Client for call control with
a Polycom IP phone.

These phones also include a number of feature keys preprogrammed for TeleVantage features.
Y our Polycom IP phone may come with keycaps that show functions that do not apply to the
TeleVantage version of the phone. Y ou may want to replace these keycaps with then blank
keycapsthat should have also been included with the phone. If you received no blank keycaps,
contact the reseller where you purchased the phone to acquire them.
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The key mappings for TeleV antage are shown beside each key on the following diagram. The
table bel ow shows the functions of al of the key. Some of the keys have been mapped to
TeleVantage tel ephone commands; the telephone command key sequence is also listed. Check

the diagram carefully for the number corresponding to each key.

\o 107 .@/

Telephone
commands
Function Description equivalent
1-6 Screen setup Mqve around and N/A
keys edit setup screens.
Sets the user's
7 Do Not Disturb Personal Status to 612
Do Not Disturb
Sets the user's
8 Available Personal Status to 611
Available
9 Flash Flash hook key <Flash> or **
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Telephone

Key commands
number  Function Description equivalent

Press this key before
the Line keys to
toggle between calls
on the phone (Note
that this will put the
call on local hold, but
not TeleVantage
hold.)

10 Take N/A

Adjusts the volume
11-12 Volume keys on the phone N/A
handset or speaker

Act as regular DTMF

12 Digit keys digit keys N/A
Take the function of

25-28 Soft keys the softk(_ay on the N/A
screen directly
above each key

29 Transfer Transfer the active <Flash> 1

call

Remove the active
30 Unhold call from <Flash> 4
TeleVantage hold

Place the active call
31 Hold on TeleVantage hold <Flash>7

. . Access the user’'s
32 Voicemail : . <Flash>
voicemail

Use with the "Take"
33-35 Line keys button (button 9) to N/A
toggle between calls.

Place the active call
on TeleVantage Park

36 Park (Unpark by hitting 66
*92)
Hear the

37 Directory TeleVantage user *93
directory
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Telephone

Key commands
number  Function Description equivalent

Toggle the phone’s
38-40 Phone mode audio between N/A
keys handset, speaker,

and headset mode

Issues for users of Polycom IP phones

m Password change. Polycom IP phone users must alert an administrator when they
change their password. The administrator must modify the plar.login.string entry in the
user's<UserFile>.cfgfileto reflect the new password, or the Polycom IP phone will not
be ableto automatically login when the handset istaken off hook. If theloginfails, users
will hear the auto attendant greeting for the IP trunk, rather than dial tone.

m Phone hold versus TeleVantage hold. When juggling multiple calls on the Polycom
IP phone, a user may use key 10 (labeled "Hold") and the Line keys to switch between
cals. Thiswill place the inactive call on phone hold. In this state, they will not hear
music on hold, and the TeleVantage Call Monitor will not reflect that they are on hold.

m Using the TeleVantage Client. Polycom | P phone users can use the TeleVantage Client
or web client and will seetheir callsin the Call Monitor. However, unless they are
configured as remote users as described in Appendix D, they will NOT be able to grab
callsfrom the Call Monitor or use their Polycom IP phones as an audio device (e.g, to
hear their voicemail, record greetings or voice titles, etc.) from the Client.

Instead, the audio for the TeleVantage Client or web client must use the speakers of the
local PC. To record audio prompts, use the Telephone Commands.

m Message indicating lamp. The red message indicating lamp on the Polycom | P phone
does not light if you have TeleV antage voicemail messages. Further, the text on the
screen of the Polycom IP phone rotates between your user description (set in the
gendesc.namefield of the <UserFile>.cfg) and “No Messages,” even if you do have
unheard voicemail messages in your TeleVantage Inbox.

Issues for Administrators of Polycom IP phones

m Firewall issues. Standard firewalls should work with the Polycom Soundpoint IP
phones. The portsin use by the phones must remain open. If you are using aNAT
firewall, makesureitisVolP-enabled; not all NAT firewalls are capable of handling the
IP addresses that are embedded in the payload of some Vol P packets.

= Network security risk. Aswith any IP device, connecting the Polycom Soundpoint IP
telephoneto a TeleVantage server through afirewall requiresthat ports be opened on the
firewall. Specifically, the Soundpoint IP telephone uses H.323, RTP, FTP and SNTP,
and the associated ports must be opened. This may pose additional security risks, which
may be minimized by opening these portsonly to the TeleVantage, FTPand NTP servers
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and by taking other security precautions such as applying operating system and server
software security patches.

= QoS issues. The Polycom Soundpoint | P phones have been tested thoroughly and
provide outstanding levels of audio quality. However, when used on the open internet,
this audio quality cannot be guaranteed.

m Security of the FTP files on the server. You must protect the files from anonymous
access or the security of your TeleVantage system could be compromised. One method
isto have separate FTP user accounts (with passwords) per phone. The FTP user will
only have the ability to see the one folder with the Polycom phone settings, so the other
accounts would be protected.

Theindividual user .cfg files should have some level of user permission. Y ou should
alow only theindividual user and the FTP server administrator to open thefiles, because
they contain extensions and passwords.

m Access. The FTP server can only be accessed by | P address from the phone and can't be
accessed by server name.

m Fixed IP address. A fixed | P address is recommended for the Polycom phone. Y ou can
choose to use a DHCP server to provide an | P address for a Polycom phoneinstead, but
then the I P address of the phone can change every timeit is booted, meaning that call
forwarding in the TeleVantage Client would have to change every time to match it. If
the Polycom phoneisonly used for callsfrom the phone to the TeleVantage Server, and
not for incoming callsfrom TeleV antage to the phone, thisisnot an issueand DHCP can
be used without problem.

m SNTP server access. Accessto an SNTP server isrequired for Polycom phones to
display the date and time correctly.

Contacting Polycom

For assistance in configuring your Polycom | P phone with TeleVantage, contact your
TeleVantage Reseller. Authorized TeleVantage Solution Providers can contact Artisoft
TeleVantage technical support.

For more information about Polycom IP phones, contact Polycom using the following
information:

Polycom Headquarters
1565 Barber Lane
Milpitas, CA 95035
USA

1.800.POLYCOM ext. 6973
or 408.526.9000 ext. 6973

sales@polycom.com
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Sample Configuration Files
This section contains sample configuration files.

<MACid>.cfg

This master configuration file should be renamed to reflect the 12-digit MAC address of your
Polycom IP phone. (Find the MAC address on a label on the back of the phone, or by reading
the ENet field visible while pressing and holding the " About" softkey button). If the phone does
not find afile that matchesits MAC address, it will ook for afile called 000000000000.cfg.

Y ou will have one such file for each Polycom I P phone, and it must reside in the default
directory of the FTP server for the phone's specified FTP login. Thisfile referencesin the
CONFIG_FILESfieldtheactua filenamesfor theuser's configuration files. Subdirectories may
be specified for the configuration files (for example, |PUserl/IPUserl.cfg). The maximum
length of the string that makes up this value is 511 characters, including commas and white
space. Thisfile a so definesthe location of thehmx.Idfileinthe APP_FILE_PATH field, which
can also include path information and is restricted to 127 characters.

Field Value

APP_FILE_PATH hmx.ld

IPUser202.cfg, TVIP1.cfg,
func.cfg, ipmid.cfg

CONFIG_FILES

<UserFile>.cfg

Thisfile should be renamed to represent the user (and the name should match the
CONFIG_FILESfield of the <MACid>.cfg file). The sample download fileis called
IPUser202.cfg.

Y ou will have one such file for each Polycom I P phone, which referencesin the plar.log.string
thelogin string for that user, "* <extension>* <password>*".

The genDesc.name field will be the string that shows in the phone's LCD screen. It isalso used
as Caller ID when you cal into a TeleVantage server, so interna userswill seethisstringin the
Number field of their Call Monitor (along with the phone’s |P address). The genDesc.E164addr
fieldisthe addressof the phone; enter the TeleV antage extension of the user. Thiswill also show
on the LCD screen of the | P phone after the name, for example, "IPUser (202)".

Folder Field Value
GENDESC

gendesc.name IP User

genDesc.E164addr 202
Feature

plar.log.string *202*202*
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<ServerlP>.cfg

Thisfile should be renamed to represent the I P trunk (and the name should match the
CONFIG_FILESfield of the<MACid>.cfgfile). The sampledownload fileiscalled TVIP1.cfg.

Y ou will have one such file for each separate | P trunk |P address (for example, if you had two
DM3 IP boardswith their own | P addresses, you would have 2 files). Each file referencesin the
feature.plar.address field the | P address for that 1P board.

Note: If you would like to remap some of the function keys on the Polycom IP phones, use the
key map fields. Remapped keys are not supported by Artisoft.

Folder Field Value

MAPS
key.map.37 1,*93
key.map.36 1,66
key.map.32 il
key.map.31 1,7
key.map.30 14
key.map.29 1,x*1
key.map.9 1%
key.map.8 1,611
key.map.7 1,**612

FEATURES

feature.plar.address 192.168.1.100

feature.autoanswer 0

Ipmid.cfg

Theipmid.cfg file contains many settingsfor the Polycom I P phone. It isrecommended that you
do not modify thisfile, except for changing the SNTP addressand GMT offset. The only settings
that may need to be modified are the CODECS fields (under the VV OI CE folder); the order
should match the order of codecs used by TeleVantage. G.711 and G.723 are the codecs
supported by TeleVantage and the Polycom IP phones. Use G.711 is a higher quality
transmission but will utilize more bandwidth on your network; G.723 is alower bandwidth,
lower quality codec.

Note: Do not use codec G.729. It is not supported.

E-18 ADMINISTERING TELEVANTAGE



Thisfile also contains settings which specify the level of logging that is done by the phone. The
phone maintains information about its functioning and can upload this information to the FTP
server to assist when diagnosing problems. Artisoft or Polycom Technical Support may direct
you to modify the level of logging provided by the phone when troubleshooting; only modify
these settings under the direction of Artisoft or Polycom Technical Support.

Folder Field Value

VOICE

CODECS
voice.audioProfile.1.rt G711Mu
pPayload
v0|ce.au_d|oProf|Ie.l.p 160
ayloadSize
voice.audioProfile.2.rt G711A
pPayload
v0|ce.au.d|oProf|Ie.2.p 160
ayloadSize
voice.audioProfile.3.rt G723
pPayload
voice.audioProfile.3.p 1

ayloadSize

Func.cfg

Thefunc.cfg file contains asmall number of Vol P protocol parameters. It is never necessary to
modify thisfile for use with TeleVantage.

Troubleshooting the Polycom IP phone with TeleVantage

If you are having difficulty configuring your Polycom IP phone with TeleVantage, review the
following steps carefully.

First, check to seeif an IPLink board hasfailed. If it has, a notification has been added to the
Windows Server Event Log.

If your IPLink boards are functioning, check to seeif TeleVantage can place acall to the
Polycom IP phone (either by dialing the |P address directly from a station phone, or by
forwarding a user to the IP phone and dialing the user’s extension).

If not:

m Ping the phone. Make sure you can ping the phone from amachine on the network. An
easy way to see the | P address of the phoneis to press and hold the " Setup" softkey
button.
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m Check the IP address and subnet mask. Make sure the | P address and subnet mask

information in the Polycom IP phone setup screens are correct.

Use avalid IP trunk address. Make sure the <ServerlP>.cfg filereferencesalegitimate
IP trunk. Remember that some Dialogic DM 3 IPLink boards have their own NIC
interfaces, and therefore their own | P addresses. The DM/IP0821A-T1 and
DM/IP2431A-T1 are examples of boards with an onboard NIC; thisis signified by the
"1" (not "0") inthelast digit of the model number. The DM/IP040-L Sl does not have an
onboard NIC.

If you are using a board with its own NIC interface, use the | P address of the board, not
of the TeleVantage Server itself.

Ensure asupported codec is in use. Only G.711 and G.723 are codecsthat can be used
with TeleVantage and the Polycom IP phones. G.729a/b or other codecs are not
supported.

If you can place acall to the phone, but not place a call from or hear dial tone on the phone, or
if you hear aquick burst of dial tone but then silence, the PLAR login is not working for some
reason. Do the following:

m Verify the login string. Make sure the login string specified in the <UserFile>.cfg file

isavalid one, and using the correct password. To test, dial thelogin string from astation
phone (using # charactersinstead of *) and make sure you log in as the correct user.

Recheck the MAC address. Make surethe <MACid>.cfg fileis named with the proper
MAC address. An easy way to confirm the MAC addressisto pressand hold the" Setup”
softkey button (and read the ENet address). It may also be on a sticker on the back of the
phone.

Copy the <MACid>.cfg file with the name 000000000000.cfg. Thiswill be read by
default by any phone when it does not find a file with its MAC address.

Update the timestamp on the <MACid>.cfg file to force it to be reread when the phone
is rebooted.

Confirm the name and accessibility of each of the files on the FTP server. Make sure
the <MACid>.cfg references the correct files, and that the files exist in the directory
named in thisfile.

Make sure that thefiles can all be accessed via FTP with the FTP user and password you
specified on the Polycom | P phone setup screen. Test thiswith an FTP utility (for
example, typing FTP at a command prompt).

Totest your user privileges, change the login screen to temporarily use the administrator
login and password. (This user should have access to all files.)

If you are using subdirectories to store the configuration files, make sure all
subdirectories referenced in the <MACid>.cfg file are accessible.

Validate the file formatting. If you have used Wordpad or another text editor to edit
your configuration files, they may havelost their formatting. M ake sure they can beread
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by an XML editor such as XML Notepad (downloadable from msn.Microsoft.com). If
not, start again with fresh configuration files.

Once the phone isworking, but the phone user experiences a subsequent loss of dial tone:

m Confirm there is an available IP trunk. If IP phone users share | P trunks on the
TeleVantage Server, there may be no |P trunks available at the time they are trying to
make a call. This can be confirmed by observing the state of the IP trunksin the
TeleVantage Device Monitor.

m Check the network. You may be experiencing a network problem. Make sure you can
ping the IP address of the IPLink board or TeleVantage Server.

m Check the H.323 stack. If users see "Disconnected” in the LCD screen of the Polycom
IP phone, there may be a problem with the IPLink board or it's H.323 stack. Check the
Windowsserver event log to verify errors. ThelPLink board or TeleVantage Server may
need to be restarted.

Using the Call Monitor with a Polycom IP Phone

Normally users of Polycom I P phones cannot use the Call Monitor commands on their calls. For
example, aPolycom IP phone user cannot transfer acall with the Client. Instead they must use
the telephone commands or feature buttons on the phone to transfer or manage calls.

For aworkaround that enables Polycom phone users to use Call Monitor commands, see
Appendix F.
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Using an Intel PBX-IP Media Gateway with TeleVantage

TeleVantage supportsthe Intel PBX-1P MediaGateway, adevicethat connectsto your LAN and
enables up to 8 digital |P phones. TeleV antage supports both the 2-wire and 4-wire versions of
the Gateway, enabling you to use either 2-wire or 4-wire Avaya digital phones. The following
digital phones are supported:

= Avaya4406D+
= Avaya4412D+
= Avaya4425D+

Configuring a Gateway for use with TeleVantage is a two-step process, as follows:

1. Ingall the Gateway device onyour LAN and attach up to 8 digital | P phones. Refer to
your Intel PBX-IP Media Gateway documentation for instructions. Make anote of the
Gateway device's |P address.

2. Configure the Gateway device for use with TeleVantage. See the next section for
instructions.

3. Edit each Gateway phone user inthe Administrator and configuretheir accountsto use
the Gateway phone. See “Configuring a PBX-IP Media Gateway phone user in
TeleVantage” on page E-23.

Configuring the PBX-IP Media Gateway device for use with
TeleVantage

To use a PBX-1P Media Gateway phone with TeleVantage, you must configure it through the
Gateway device asfollows:

1. Thefirst step isto add atemporary route to the PC that you are using to access the
Gateway. From the Windows Start menu choose Start > Run, type cnt in the Run
dialog box, and click OK. When the DOS window appears, type the following
command:

route add 10.12.13.74 <PC Adapter |P>

For example, if your PC's|P addressis 198.1.3.25, then the command executed would
be:

route add 10.12.13.74 198.1.3.25

2. Point your web browser to the | P address of the Gateway device on your LAN. By
default itis:

http://10.12.13.74

3. Atthelogon page, enter avalid username and password. By default the usernameis
admin and the password is IpodAdmin (both are case-sensitive).

4. Select IP onthe navigation bar to go to the | P page. Make sure that Subnet Mask isset
to the correct Subnet Mask for your TeleVantage Server. The Default Network
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Gateway Address setting isnot necessary, and can be set t0 0.0.0.0 unlessthe PBX-1P
Media Gateway device will be connecting to ancther subnet.

5. Select System on the navigation bar to go to the System page. From the Operating
Mode drop-down list select "H.323 Driving." Under PBX Type select "Magix." Make
sure that PCM Coding isset to "uLaw."

6. Select Phone on the navigation bar to go to the Phone page. Assign the appropriate
phone set types and Gateway extensions to the ports of the Gateway device. Because
the Gateway extension displays on the phone, it'sbest to assign a Gateway extension
that matches the TeleV antage extension of the Gateway phone’ s user. For example, if
Rob Smith’s Gateway phone is attached to Port 1, and his TeleVantage extension is
215, then assign Port 1 a Gateway extension of 215.

7. Select H.323 onthe navigation bar to go to the H.323 page. Make surethat Gatekeeper
Mode is set to "Proxy." In the Proxy IP Address field, enter the IP address of the
TeleVantage Server’s Internet telephony board.

8. Select Import/Export on the navigation bar to go to the Import/Export page. Click
Export Settings and export the settings to a configuration text file.

9. Leaving the Import/Export page open in the browser window, open the exported
configuration text file in atext editor such as Microsoft Notepad. Make the following
changes there (do not enter the periods at the end of the following lines):

m Findtheline"; External Call Control Mde Login Sequence". For al ports
set "t el PhdExt SeqLogi n" to *.

m Findtheline"; External Call Control Mde Transfer Sequence". Foral ports
set "t el PhdExt SeqTrans" to **1.

m Findtheline"; External Call Control Mde Conference Sequence". For al
ports set "t el PhdExt SeqConf " to **.

m Findtheline"; External Call Control Mde Redial Sequence". For al ports
set "t el PhdExt SeqRedi al " to *66.

When your edits are complete, save the modified file.

10. On the Import/Export page, click Browse, select the saved file, then click Import
Settings.

Configuring a PBX-IP Media Gateway phone user in TeleVantage

To complete the configuration for a user’s PBX-1P Media Gateway phone, you must configure
that user’ s account to use the phone. See “Configuring a user to use an | P phone with
TeleVantage” on page E-24.
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Using a PBX-IP Media Gateway phone with TeleVantage

Once the PBX-IP Media Gateway is properly configured as described in the previous sections,
a Gateway phone user can use his or her phone as follows:

= The user can pick up the phone to place acall or use the TeleV antage telephone
commands, as with any phone. The dial tone that soundsis TeleVantage' sinternal dial
tone.

m Incoming calls are routed by TeleVantage to the user’s Gateway phone.

m Pressing the Hold button on the Gateway phone during an active call putsthe other party
on standard TeleVantage hold, with the appropriate music-on-hold.

m Themessage-waiting light on the Gateway phonelights up when there are unheard voice
messages in the user's Inbox.

Dialing a PBX-IP Media Gateway phone directly

In addition to dialing a PBX-1P Media Gateway phone user’s extension at adia tone or an auto
attendant, callers can dial the user’s Gateway phone directly by dialing the following:

<t he PBX-1 P Medi a Gat eway device’s | P address> * <the PBX-| P Medi a Gat enay phone’ s
ext ensi on>.

For example, if the Gateway device' sIP addressis 222.99.14.96, and the Gateway extension of
the user’s phone is 123, callers would dial 222*99* 14*96* 123.

Configuring a user to use an IP phone with TeleVantage

To enable a TeleVantage user to use an | P phone with TeleVantage, you must configure that
user’s account as follows:

1. Inthe Administrator, double-click the user in the Users view to open the User dialog
box for that account.

On the General tab, make sure that the user has a Station 1D of 0.
Click the Phone tab.
Check Using a VolP Phone.

o b~ 0D

Under Ring phone for, specify how long incoming calls ring the | P phone before
proceeding to the next step on the user’srouting list.

o

Under Phone Type, select the user’ stype of 1P phone.

Under Call Using, select an Internet dialing service to be used when placing outbound
calls from the phone. For instructions on creating an Internet dialing service, see
“Adding adialing service” on page 8-8.
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8. Under Address, enter the |P address as follows:
= For Polycom phone users, enter the I P address of the Polycom phone.

= For Intel IP-PBX Media Gateway phones, enter the IP address of the Gateway
device, followed by aforward dlash ( /), followed by the Gateway extension of the
Gateway phone's port. For example, if the Gateway device has an | P address of
222.99.14.96, and the user’ s phone is attached to Port 1 of the Gateway device, and
Port 1 has an extension of 101 in the Gateway configuration, then you would enter
222.99. 14,96/ 101 in Address.

For instructions on defining Gateway extensions see “Configuring the PBX-IP
Media Gateway device for use with TeleVantage” on page E-22.

9. Click OK.
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APPENDIX F

USING A REMOTE PHONE WITH THE
CALL MONITOR

TeleVantage supports the Call Monitor commands with a TeleVantage station, not aremote
phone. For example, aremote user can not transfer acall with the Client. Instead he or she must
use the telephone commands (with ** instead of Flash) to transfer or manage calls.

This appendix describes aworkaround so that administrators can configure a "virtual remote
station" that allows a remote user to use the Call Monitor in conjunction with their remote
phone. The remote user can then use any Call Monitor command, and the remote phone at his
or her desk will respond appropriately. For example, the remote user can be afull-fledged agent
or supervisorinaTeleVantagecall center, ableto perform Call Monitor actions such asMonitor,
Coach, and Join.

The remote phone can be a standard analog phone, Polycom IP phone, cell phone, or any other
type of phone.

Setting up a virtual station

The following procedure creates a virtual station for auser. In this example the user is named
Jane Stevens.

1. Create aplaceholder user with a Station ID of 0, at an unoccupied extension. Name
the user "Virtual User" or something similar.

2. Configurethe Virtual User to forward callsto the remote phone. Leavetheforwarding
options for "Prompt recipient to accept/decline call" unchecked. Instead, if you want
call screening, turn that option on in Jane Stevens' account in step 4.

3. Takethe station wire from an unassigned station port (for example station ID 10) and
instead of connecting it to a phone, connect it to an inbound analog trunk port on the
TeleVantage Server. Configure that trunk to route all calls directly to the Virtual
User's extension. Configure it also to answer calls after one ring instead of the default
of two.




4. Edit Jane Stevens’ user account to use the rewired station ID (in this example, station
ID 10). If you want call screening, turn on the appropriate optionsin the Client by
choosing Tools > Options, Incoming Calls tab.

TeleVantage
server

D5 TPLinl

Jane Stevens
Station: 10

Wirtual Llser
Station: 0
Forwarded to: IP phone

Station: 10

Yirtual Lser Trunk
Trunk: 6 (Analog)

Ring to; Widual User

Jane Stevens can now use the Call Monitor with her remote phone by logging in to the Client
using Station ID 10. When she chooses a command in the Call Monitor (for example, Coach),
TeleVantage rings her station ID (70), which passes the call to an inbound trunk, then to the
Virtual User, then out to Jane’ s remote phone viacall forwarding. Her remote phonerings, and
she can pick it up to complete the Coach command.

If she needs to change the phone number where she is working, she simply changes the call

forwarding number for the Virtual User.

Disadvantages to using a virtual station
The virtua station setup has the following disadvantages:

m Whileanormal forwarded call consumes 1 trunk port, you need 1 additional station and
trunk port for every simultaneous remote user who wants to manage calls using the Call

Monitor.

= When the remote user chooses a Call Monitor command, there isadelay before the
remote phone rings (because TeleVantage must answer the incoming call from the
station port, then call the external user).

m Cdler ID isnot displayed onincoming calls. You can learn who is calling by looking
at the Call Monitor, or over the phone using the call screening options you may have

enabled in step 4 (above).

= Touse Cal Monitor commands on an outbound call, the user must place the call using
the Client rather than diaing it on the phone. Outbound calls dialed on the phone cannot
be managed with Call Monitor commands.
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Overview

The TeleVantage SMDR (Station Message Detail Recording) Service lets you send rea -time
call datafrom TeleVantage to athird-party application. Third-party applications might be
anything from a printer that printsaline for each call, to call accounting software that generates
detailed reports.

TeleVantage sends out the information for each call as soon asthe call isended. The
information is sent astext in any of the following supported SMDR formats:

m Lucent/Avaya Definity. Thestandard SMDR format for Lucent’s Definity switch, which

is supported by most SMDR vendors. TeleVantage uses Lucent’s "Enhanced Printer”
SMDR dataformat. For details on the data stream sent, see “ Avaya L ucent Definity
SMDR format” on page F-9.

Toshiba CTX. Theformat for Toshiba's CTX100 and CT X670 switch. For detailson the
data stream sent, see “ Toshiba CTX SMDR format” on page F-10.

TeleVantage fixed-width. TeleVantage's own format that outputs all call information
that appears in the Administrator’s Call Log. The information is formatted in
fixed-width columns.

TeleVantage CSV. TeleVantage's own format that outputs all call information that
appearsin the Administrator’s Call Log. The information is formatted as a
comma-separated string. The data stream is the same as when cutting and pasting a Call
Log entry.

The SMDR Service is a Microsoft Windows Service that runs behind the scenes. It does not
require that a user be logged into the PC.

Y ou can configure settings for the SMDR Service using the TeleVantage SMDR Service
Manager. See “ Configuring the SMDR service” on page F-3.

Output connection options

The TeleVantage SMDR Service can send call information from the TeleV antage Server on the
following connection methods:

m COM port. Thisisthe standard way in which PBXs send SMDR data. To use this

method, plug oneend of aserial cableinto the appropriate COM port onthe TeleVantage
Server computer, and connect the other end to the COM port of the PC or device that
requires SMDR data.

TCP/IP Socket. Thedatastream isbroadcast over the network from the | P address of the
TeleVantage Server. Any computer on the network (or Internet) would be ableto receive
the data. By default the TeleVantage TCP/IP port 1000, but you can change thisto any
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port. Certain TCP/IP portsare not recommended, like 23. For alist of portsto avoid, see
“TCPI/IP portsto avoid” on page F-5.

Note: Only one device can listen to the TCP/IP port at a time.

m Text File. The dataiswritten to text file anywhere on the network that gets constantly
updated. Y ou can have TeleVantage automatically back the file up at midnight. When
using this method, the best format to useis TeleVantage CSV.

Installing the SMDR service

To use the SMDR service, install it on the TeleVantage Server computer. The SMDR service
requires that the TeleVantage Client also be installed on the same PC. For instructions on
installing the Client, see Installing TeleVantage.

Note: You can install the SMDR service without shutting down the TeleVantage Server.
However, it is recommended that you perform the installation during off-peak hours in case a
Server restart is needed.

To install the SMDR service

1. Insert the TeleVantage master CD in the CD drive on the TeleVantage Server
computer.

Run the file\ SVDR\ Set up. exe on the TeleVantage master CD.
Follow the instructionsin the SMDR Service Setup window.

Configuring the SMDR service

To configure settings for the SMDR service, including the dataformat and connection type, run
the TeleVantage SMDR Service Manager on the TeleVantage Server computer. To start it,
choose Start > Programs > Artisoft TeleVantage Server > TeleVantage SMDR Manager.

3" TeleWantage SMDR Service Manager M= B3
SMDR Format: ILucent.-"Avaya Drefimity j
— Service — Output
» | Start / Continue IV Seiial Connection
LCOM Part: |2 vl
] Pauze
Baud Rate: ISSUU vl
| Stop [1ata Bits: m
Parity: INone vl

Stop Bits: I 1 - l

Port: |1 uin]
I~ TextFile Seftings.. |

I~ Auto-start service

[ \WTW-CONSILTA - Stopped
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Important: To change any configuration setting, you must either stop or pause the SMDR
Service.

Starting, pausing, and stopping the service
Click the buttonsin the Service section to Start, Pause and Stop the SMDR Service. Y ou must
either stop or pause the service to change configuration settings.
m Stopping the service. Whilethe serviceis stopped, TeleVantage callsthat complete are
not reported.

m Pausing the service. While the service is paused, TeleVantage calls that complete are
stored in a buffer. When you click Continue, they are reported.

Starting the SMDR service automatically on restart

Check Auto-start the service to have Microsoft Windows automatically start the service
whenever the PC is started, regardless of whether anyone has logged in or not.

Choosing the SMDR format
To select the format for data sent by the SMDR Service, use the SMDR Format drop-down list.
For alist of supported formats, see “Overview” on page F-2.

3" TeleWantage SMDR Service Manager M= B3

SMDR Format: ILucent.-"Avaya Drefimity j

Service T
’7 » Start /T

tge ES
= Teleantage fied width

Selecting the output connection type
In the Output section, check whichever of the following methods you are using to connect the
TeleVantage Server with your third-party SMDR application:
m Serial connection. Check to enable connection through a serial cable running from a
COM port on the TeleVantage Server computer to an SMDR device.
m COM port. Select which COM port on the TeleV antage Server computer to use. For
information on selecting a COM port, see your Windows documentation. Note that
COM port 1 is often used for the Dialogic BCP panel’s Watchdog mode on a
TeleVantage Server, so it might not be free to use.
m TCP/IP Socket. Check to enable broadcasting of SMDR data on your network or the
Internet.

= Port. Enter the number of the TCP/IP port on which to broadcast SMDR data. For
alist of port numbersto avoid, see“ TCPI/IP portsto avoid” on page F-5.
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m Text file. Check to havethe SMDR Servicewrite call datato atext filein thelocation of
your choice. Click Settings to set file location and archiving optionsin the Text File
Output Settings dialog box.

File Path:

[C*SMDF log =

V' Archive Log Daily

|E:\Archive\
()3 | Cancel |

Y ou can set the following text file options:
m Click _-|to specify anew location or filename for thefile.

m Check Archive Log Daily to have TeleVantage automatically begin writing to a
new file every midnight, leaving the previous day’s file as an archive. The
filenames are numbered sequentially. Click _-| to specify the location for the
archivefiles.

TCPI/IP ports to avoid

When choosing a TCP/IP port on which to broadcast SMDR information using aTCP/I P Socket
connection, avoid the following port numbers:

Port Traditional use

TCP25 SMTP
TCP20,TCP21 FTP

TCP80 HTTP
TCP110 POP3
TCP119 NNTP
TCP389 LDAP

For more information, see the following website:

www.ietf.org/rfc/rfc1700.txt?number=1700
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TeleVantage fixed-width SMDR format

The following table shows the data stream for the TeleVantage fixed-width SMDR format:

Position Description Width in characters

1 Direction. 1
m O - Inbound
m 1 - Outbound

2 From Name. 15
Name of the person who originated the
call. On incoming calls, "Unknown"
appears unless the caller has been
identified as a global contact. On outgoing
calls, the name of the user who placed the
call.

3 To Name. 15
Name of the party who received the call.
On incoming calls, this is the name of the
user who took the call. On outgoing calls,
"Unknown" appears unless the person has
been identified as a global contact.

4 Answered By. 15
Name of the user who answered an
incoming call. Useful for analyzing data for
call centers.

5 Number. 30
Phone number of the caller or the person
you called. For incoming calls, the Caller
ID information that came in with the call, if
available. For a call to or from another
TeleVantage user, this field contains <NA>.

6 From Number. 15
Number the call came from. For incoming
calls, the caller’'s extension or external
phone number. For outgoing calls, the
extension of the user who placed the call.

7 To Number. 15
Number the call was placed to. For
incoming calls, the extension of the user
who was called. For outgoing calls, the
external number or extension that was
called.
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Position Description Width in characters

8 Callback Number. 15
If a caller enters a callback number, it
appears with the prefix "Callback:"

9 DID. 10
The DID of the incoming call.

10 Start Time. 17
Date and time when the call started.

11 Wait Time. 8

On incoming calls, the length of time from
when the caller selected an extension to
when the user picked up. On outgoing
calls, Wait Time is always 00:00.

12 Duration. 8
Length of the call, after the two parties are
connected.

13 Result. 1

How the caller's wait ended:

= 0 - Abandoned. The caller hung up
before call was answered.

m 1 - Connected. The caller was
connected to a party.

m 2 - To voice mail. The caller went to
voice mail, but did not necessarily
leave a message.

m 3 - Blind transfer. A blind transfer
sent the caller to another party.

m 4 - Supervised transfer. A
supervised transfer sent the caller to
another party.

14 Account Code. 10
The Account code for this call

15 Message. 1
= 0-no message

m 1 - the caller left a voice message.
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Position

Description

Width in characters

16

From Device.

On incoming calls, the trunk or extension
from which the call originated. On outgoing
calls, your station number.

11

17

To Device.

Onincoming calls, your station number. On
outgoing calls, the trunk used for the call. If
an incoming call was transferred, To
Device shows the last station that took the
call.

11

18

Parties.

Number of people who took part in the call,
including the caller, the called party,
anyone to whom the call was transferred,
and any conference call participants.

19

Dial String.

Digits that TeleVantage actually dialed over
the trunk, which may be different than the
digits TeleVantage displays in a contact’s
phone number. For example, a dial string
may contain an international or
long-distance access code, least cost
routing information, or a dialing prefix or
suffix.

15

20

From Type.
Type of incoming call: Phone, Centrex, or
Internet.

21

From Code.

Access code of the dialing service that will
be used to return this call. Only applicable
to calls coming in from remote TeleVantage
Servers over an Internet trunk.

22

From Rules.
m O0-Norules

= 1-TeleVantages dialing rules will be
applied when returning this call.

23

To Type.
Type of outgoing call: Phone, Centrex, or
Internet.
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Position Description Width in characters

24 To Code. 5
Access code used to dial an outbound call.
25 To Rules. 1

If checked, dialing rules were used to
make an outbound call.

26 Custom Data. 30
Custom data, if any, associated with the
call. For most systems this will be blank.

Avaya Lucent Definity SMDR format

The following table shows the data stream for the Avaya L ucent Definity SMDR format:

Position Description

1-4 Time of day (HHMM)
5 Space
6 Duration - hours
7-8 Duration - minutes
9 Duration - tenths of minutes
10 Space
11 Condition Code
"9" - Inbound
"7" - Outbound
"0" - Internal
12 Space
13-15 Dialing Service
16 Space
17-19 TAC Trunk Access

Inbound: Blank
Outbound: Trunk Number

20 Space
21-35 Digits Dialed
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Position Description

36 Space
37-41 Station Number

Inbound: Trunk Number

Outbound: Extension

42 Space
43-57 Account Code
58 Space
Ignored in TeleVantage implementation of
59-82 .
this format
83 Carriage Return
84 Line Feed

Toshiba CTX SMDR format

The following table shows the data stream for the Toshiba CTX SMDR format:

Position Description

LINE 1 Basic Call Information

1 Record Type
« "B" - Abandoned
* "N" - Normal Inbound/Outbound Call

2 Blank

3-5 "001" - Record Number

6 Blank

7-12 Node ID (Ignored in our implementation)
13 Blank

14-22 Origin Information

* Inbound: "T0O01" + Trunk # (000-999)
* QOutbound: "DN" + Extension Number
 Internal: "DN" + Extension Number

23 Blank
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Position Description

24-32 Termination Information
¢ Inbound: "DN" + Extension Number
e Qutbound: "TO01" + Trunk # (000-999)
 Internal: "DN" + Extension Number

33 Blank
34-47 Time Stamp (MM/DD HH:NN:SS)
48 Blank
49-58 Call Duration (HH:NN:SS + ".0")
59 Blank
59 Blank
60-91 Number Dialed
92 Carriage Return
93 Line Feed
LINE 2 CallerID and DID
1 Blank
2 "&"
3-19 CallerlD
20 Blank
21-39 Blank (Ignored in our implementation)
40-46 DNIS/DID
47-62 Blank (Ignored in our implementation)
63 Carriage Return
64 Line Feed

LINE 3 Account Code
(optional, will not appear if no account code)

1 Record Type
« "B" - Abandoned
* "N" - Normal Inbound/Outbound Call

2 Blank
3-5 "002" - Record Number
6-47 Mirror of Line 1
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Position Description

48-59 Blank

60-91 Account Code
92 Carriage Return
93 Line Feed
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INDEX

Numerics
911. See enhanced 911

A

access codes

for dialing services, 8-7

specia, 3-11

updating phone numbers after changing, 8-7

using O, 8-7
account codes

described, 10-6

examples, 10-6

how users enter, 10-7

in Cal Log, 10-12

setting for auser, 10-10

text file of valid codes, 10-10
Adjust Station IDs, 2-5
Admin user, 6-2
Administratorsrole, 6-46
Advanced Settings Editor, A-31
allocating space

for SQL Server database, 3-8

for voice files and greetings, 3-9, 6-15
analog trunks, 5-9
archiving the Call Log, 11-14
audio contrals, 2-10
audio controls, using, 2-10
audio recordings

changing file format, 2-10

creating, 2-10

fileformats, 2-10

VOX files, 2-10

WAV files, 2-10

auto attendants
about, 9-4
actions, 9-9
and DID, 9-2
creating, 9-7
creating menu choices for calers, 9-8
default, 9-5
defining menu choices for, 9-8
example, 9-4
routing cals, 9-2
routing calsto, 9-2
scheduled actions, 9-14
scheduling transfers and greetings, 9-13
setting up, 9-6
using, 9-4
what caller hears, 9-5
Auto Attendants view, 9-6
Avaya, E-22

B
backing up
and restoring, 11-18
moving backup file, 3-10
TeleVantage database, 11-17
blocked numbers, 6-53
BRI, adding adigital span, 5-17
business hours, defining, 3-3

C

call forwarding
and voice mail, 6-29
to amobile phone, 6-29
to another extension, 6-29
turning off, 6-29
turning on, 6-28




call handling
fax routing, setting up, 5-6
multiple users at one station, 6-14
outbound calls, 8-1
on atrunk, 5-4
routing, 5-4
routing inbound calls, 5-4
Call Log
archiving, 11-14, 11-15
display options, 6-11
exporting, 11-13
logging internal calls, 3-8
result codes for exported, 11-14
Call Log view, 2-4, 11-10
call routing
about, 9-2
flowchart
for Administrator, 9-3
for Client, 9-3
to asingle ACD workgroup, 9-2
to an auto attendant, 9-2
to groups, 9-2
trunk directly to auser, 9-2
call screening, setting up, 6-26
callbacks
setting default access codes for, 8-8
working with international numbers, 5-13
caler ID
handling international numbers, 5-13
setting outbound for the system, 3-6
setting outbound for user, 6-42
caling name on ISDN PRI, A-27
cals
entering account codes for, 10-7
recording, 4-2
CAS, adding a digital span, 5-16
Centrex/PBX transfer, 6-30
changing
default Server, 2-2
station ID, 2-2
channel settings, A-23

Client
audio controls, 2-10
call routing flowchart, 9-3

modifying user settings from Administrator, 6-44

permissions, setting, 6-38
codecs for Internet transmissions, 5-27
columns, customizing, 2-9
commands

shortcut menu, 2-7

using inviews, 2-7

using toolbar, 2-7
companies. See organizations.
COMPANY, A-2

configuring the Administrator for the first time, 1-4

confirmation menu, voice mail, 3-6

converting audio recordings to new file format, 2-10

CSV files, for system prompts, 12-3, 12-4
custom data

overview, 9-18

defining variables for, 9-19

setting values for, 9-20
custom tones

for disconnect detection, A-14

for fax detection, A-14

D

Default Auto Attendant, 9-5
defaults
0 for extension of Operator user, 8-7
access codes
viewing in the Administrator, 8-8
viewing in the Client, 8-8
access codes for callbacks, s8-8
Administrator password, 2-2
auto attendant, 9-5
database size, 3-9
dialing time-outs, 3-12
deleting users, 6-45
Device Monitor view, 2-4, 11-2

INDEX-2

ADMINISTERING TELEVANTAGE



dial-by-name directory
and default auto attendant, 9-5
creating settings for, 3-17
defining special access codesfor, 3-11
listing user in, 6-30
on aremote Server, 13-8
dialing exceptions
importing and exporting, 8-17
overview, 8-15
dialing services
about, 8-2
adding, 8-4, 8-8, 8-17
and access codes, 8-7
avoiding dialing ambiguities, 8-6
choosing names for, 8-6
deleting, 8-5
disabling while creating, 8-6
for IP Gateways, 13-13
identifying trunks allocated by, 8-12
permissions, example of, 8-18
Phone Number dialing service, using a prefix and
suffix, 8-10
types, 8-2
types supported, 8-2
using to test trunks, 8-4
Dialing Servicesview, 8-4
dialing time-outs, 3-12
Dialogic devices
disabling, A-15
names for, A-14
DID, sending digitsto stations, 14-4
digit collection
about, 5-5
setting up on analog trunk, 5-11
digital spans
overview, 5-9
adding, 5-17
Direct Inward Dialing (DID)
assigning number to a user, 6-14, 7-5
routing calls to auto attendants, 9-2

disabling
dialing services while creating them, 8-6
Dialogic devices, A-15
digital spans, 11-6
record of in Maintenance Log view, 11-26
disconnect tones, A-14
disk space, alocating for users, 3-9
display phones, changing format from MDMF to
SDMF, 5-30
documentation, 1-5

E

El and T1 board settings, A-25
E1, adding adigital span, 5-16
Edit All Client Settings command, 6-44
e-mail
notifications of new voice messages, 6-18
receiving Event L og notifications, 3-20
synchronization with Microsoft Exchange, 3-18
emergency dialing services, 3-13
English language prompts, 3-6
enhanced 911, 3-13
entering account codes for acall, 10-7
errors and warnings, 11-19
Event Log
messages, 11-19
notifications, 3-20
T1aarms, 11-22
viewing, 11-19
Exchange Server. see Microsoft Exchange Server
expiration of passwords, 3-16
exporting
Cdll Log, 11-13
Phone Number dialing service dialing
exceptions, 8-17
system prompt files, 12-3, 12-4, 12-5
voicefiles, 2-11
exporting and importing dialing exceptions, 8-17
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extensions
and station ID, 6-13
assigning, 6-10
assigning to workgroups, 7-5
starting number, 6-11

F

fax
integrating server, 14-4
routing callsto, 9-2
fax detection, A-14
file formats
for voicefiles, 2-10
VOX, 2-10
WAV, 2-10
files
VAP, 12-6
VOX, 12-6
alocating space for, 6-15
change encoding format, 12-5
changing format, 2-10
companies that can record new files, 12-7
converting formats, 2-10, 12-3
exporting and importing system prompts, 12-5
for documentation, 1-6
importing and exporting, 2-11
moving, 3-10
playing over phone or computer, 2-11
prompts, 12-6
script for vendors, 12-7
sentence file, 12-6
Test Sentences dialog box, 12-10
testing, 12-8
voice, 2-10
folders, working with, 2-9
follow-me call forwarding, 6-30
forwarding
and voice mail, 6-29
follow-me, 6-30
to amobile phone, 6-29

forwarding (cont’d.)
to another extension, 6-29
turning off, 6-29
turning on, 6-28

G

Gateway users, 13-14
greetings

creating, 2-10

scheduling in an auto attendant, 9-13
group conversation lines, blocking, 6-53

H

H.323 terminals, 13-3
handling
multiple users at one station, 6-14
outbound calls, 8-1
hands-free answering
changing beep for, 6-42
enabling, 6-41
Help, whereto find, 1-5
hold audio, 3-5
hold music
for auser, 6-30
for an auto attendant, 9-16
for the system, 3-5
holiday schedules, 3-3
holidays, defining, 3-3
hotline, creating, 5-31
hours, defining business hours, 3-3
hunt group, 5-4

I
importing
Phone Number dialing service dialing
exceptions, 8-17
voicefiles, 2-11
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inbound call routing, 9-2
auto attendant, 9-4
extensions, 9-17
inbound PRI calling name identification, A-27
inbound-only, configuring, 5-4
integrating third-party devices, 14-4
Intel PBX-IP Media Gateway, E-22
intercom and page settings, A-38
internal calls, logging, 3-8
international caller ID, 5-13
Internet span, adding, 5-25
Internet telephony, 13-2
Internet telephony board device names, A-20
Internet, enabling calls over, 8-3
Internet, using to connect to Servers, 13-8
IP Gateways
Configuration Worksheet
worksheet, configuring |P Gateways, D-1
creating, 13-10
dialing servicesfor, 13-13
overview, 13-8
IP Gateways view, 13-11
IP network
codecsfor, 5-26
using to connect two Servers, 13-8
IP phones, with TeleVantage, E-2
ISDN
adding adigital span, 5-16
inbound calling name on PRI, A-27
ISDN BRI, adding adigital span, 5-17
items
copying and pasting into the Problem Report
Wizard, 2-9
creating, 2-8
creating anew item based on an existing item, 2-8
inviews, 2-7
using commands on, 2-7
IVR Plug-ins
licensing, 14-11
view, 2-4

L
language
installing additional, 12-3
of system prompts, 3-6
licenses
configuring a system without, 1-5
in system settings, 3-2
lockout, 3-16
logging internal calls, 3-8
logging on
options, B-1
password, 2-2
to Administrator, 2-2
using command line arguments, B-1

M

mailbox permissions, with Microsoft Exchange, 3-18
Maintenance Log view, 11-26
MDMF display phone format, 5-30
menu choices, 9-8
message waiting light, 5-30
messages, moving voice files to regain space, 3-10
Microsoft Exchange, synchronizing with
TeleVantage, 3-18
Microsoft NetMeeting
about, 13-3
calling DID number from, 13-6
caling TeleVantage Server from, 13-6
placing callsto
from TeleVantage Client, 13-3
from TeleVantage phone, 13-4
mobile phones, issues with forwarded calls, 6-29
moving
TeleVantage Server to another machine, 11-19
voicefiles, 3-10
MSI device names, A-20
multiple companies. See organizations.
multiple users, 6-14
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music-on-hold
for auser, 6-30
for an auto attendant, 9-16
for the system, 3-5

N

NetMeeting. see Microsoft NetMeeting
new install, configuring, 1-4
notifications

scheduling, 6-21

setting, 6-18

setting business hours, 3-3
numbers, blocking specific, 6-53

O

offhook auto-dialing, 5-31
Operator user, 6-2
options, setting for user, 6-9
Organizations
associating users with, 6-43
defining, 10-3
with auto attendants, 10-4
overview, 10-2
outbound caller ID
for system, 3-6
for user, 6-42
outbound-only, configuring, 5-4

P

page and intercom settings, A-38
password
Administrator default, 2-2
expiration, 3-16
restricting user choice, 3-15
security, C-3
when logging on, 2-2
PBX, customizing trunk disconnect tones, A-14
PBX-IP Media Gateway, E-22
permissions, 6-38

Phone Dialer, 13-7
phones
adding, 5-30
changing format from MDMF to SDMF, 5-30
supported by TeleVantage, 5-30
playing system prompts, 12-4
Polycom IP phone, E-2
prefix and suffix
in Phone number dialing service, 8-10
PRI boards, and inbound calling name, A-27
problems, reporting to technical support, 11-27

Q

Queuesview, 2-4

R

recording
system calls, 4-2
system prompts, 12-8
recordings
changing file format, 2-10
creating, 2-10
ringback tone, 12-12
voicefile formats, 2-10
VOX files, 2-10
WAV files, 2-10
registry settings
changing in Windows NT/2000, 3-2
custom tones, A-14
Server settings
ACDWrapupTime, A-34
AllowCallsWithoutUsers, A-34
AllowGatewayUserLogin, A-34
AnaogMinTrunkOnhookTime, A-3
AudioControl Ringtimeout, A-34
BCPComPort, A-3
BufferDirCleanupThreshold, A-34
CheckRecipientCallForSetting, A-35
COMPANY, A-2
CPAConnectDelay, A-34
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registry settings (cont’d.)
Server settings (cont’d.)

DbCachelnterval, A-3

DefaultGreetingSize, A-35

DefaultL ocaleCode, A-13

DefaultMailboxSize, A-35

Description, A-13

Dial911AtDiaTone, A-35

DirectCallsUseFaxTarget, A-35

DisableDevices, A-3

DropMonitorsAfterTransferComplete, A-35

E911RingDuration, A-35

EmptySentltemsFolder, A-4

EnablelPLogin’,, A-4

External CallOfferingDelay, A-36

External Call OfferingDelayConnected, A-36

Interbal DialtoneTrunkFirsttimeout, A-36

Internal DialtoneStationFirsttimeout, A-36

Internal DialtoneStationSecondtimeout, A-36

Internal DialtoneT runkSecondtimeout, A-36

IPVoiceTitleMaxSilence, A-37

LocaleDLL, A-13

L ockoutResetInterval, A-3

LogHours, A-4

LogPath, A-4

LongldleTime, A-37

MaxAutoAttendantLoops, A-37

MaxNonSilence, A-4

MaxRingDuration, A-37

MinAdminBuild, A-42

MinClientBuild, A-42

MinDevMonBuild, A-42

MinDiskFreeSpace, A-4

MinimumM essages, A-37

MinRingDuration, A-37

MinRingDurationForExternal CallOffering, A-3
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MinRingDurationForExternal Padding, A-38

MonitorInterval, A-4

MonitorRestart, A-5

Monitortimeout, A-5

M SDECiritical LimitPercentage, A-38

registry settings (cont’d.)
Server settings (cont’d.)

M SDEFull Percentage, A-38

NoAnswerTime, A-33

NumLogs, A-5

PageRequestTimeout, A-38

PageTimeout, A-38

PageVoxAllocMaxRetryInterval, A-38

PartyCustomDataM ax, A-5

PrependV TMessageDuration, A-39

PresentExtensionBeforeCallerlD, A-39

Q931DefaultSourceName, A-5

RefreshVMWI, A-39

RequireLoginForTUIONTrunk, A-39

RoutingListContinueDelay, A-39

SendDigitsToStationDelay, A-39

SendDisplayOnAnswerCall, A-6

SentenceFile, A-13

TruncateRecordings, A-6

TrunkAllocationlnterval, A-40

TUlldleTimeout, A-40

TUITransferRingDelay, A-40

UlSupportldieTimeout, A-40

UnknownCallerName, A-6

UseConferencesForEchoCancellation, A-6

UseDedicatedV oiceDevices, A-7

UserVoxPath, A-7

VapFile, A-13

VoxHighEventinterval, A-7

V oxLowBorrowedMinFreeAbsolute, A-40

VoxLowBorrowedMinFreePercentage, A-41

VoxLowEventinterval, A-40

VoxLowMaxInstances, A-41

V oxLowSharedMinFreeAbsolute, A-41

VoxLowSharedMinFreePercentage, A-41

V oxSysCallRecBorrowedMinFreeAbsol ute, A-
41

VoxSysCallRecBorrowedMinFreePercentage,
A-41

VoxSysCallRecEventInterval, A-41

VoxSysCallRecM ax|nstances, A-42

VoxSysCallRecSharedMinFreeAbsolute, A-42
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registry saettings (cont’d.)
Server settings (cont’d.)

V oxSysCallRecSharedMinFreePercentage, A-4
2

WaitL oopCurrenttime-out, A-7

voice board settings

CID_FSK_FORMAT, A-30
CIDName, A-25

DNISLength, A-26
DNISWaitTime, A-26, A-28
DumpCallinfo, A-26, A-28
DXCH_ADSIALERT_AMPL, A-23
DXCH_D_FLAGS, A-23
DXCH_DTINITSET, A-24
DXCH_DTMFDEB, A-24
DXCH_DTMFTLK, A-24
DXCH_MAXRWINK, A-25
DXCH_MFMODE, A-24
DXCH_MINRWINK, A-25
DXCH_RINGCNT, A-25
DXCH_WINKDLY, A-25
DXCH_WINKLEN, A-25
HandleProgressiD, A-28
HandleProgressind, A-26
InProtocol and Outprotocol, A-26
International Plan, A-29
International Prefix, A-29
International Type, A-29
MSG_DBOFFTM, A-30
MSG_DBONTM, A-30
MSG_MAXFLASH, A-30
MSG_MINFLASH, A-30
OverlappedDNIS, A-27, A-28
PointToPoint, A-29
VMWI_FSK_FORMAT, A-31

workstation settings

Address, A-8, A-12
audiocemp file dir, A-33
AutoL ogon, A-8
Connectiontimeout, A-33
Database, A-9
HangUpCalls, A-10

registry settings (cont’d.)
workstation settings (cont’ d.)
History, A-9
Hold Conference Parties, A-33
MaxTraceFileSize, A-10
OutputToTraceFileOn, A-10
PersistentSort, A-9
Pingtimeout, A-10
RedrawMode, A-8
Refreshinterval, A-33
Server, A-9, A-12
ServerPinglinterval, A-11
ShowStatusBarServerinfo, A-8
TraceDirectory, A-11
TracelLevel, A-11
TraceMaxRevisions, A-11
TracePath, A-10
TraceToFile, A-11
Username, A-9
VolumePercentage, A-33
remote stations, creating virtual, E-1
reporting problems, 11-27
restoring TeleVantage database, 11-18
right-click menus, using, 2-7
ringback tone, rerecording, 12-12
Robbed Bit T1
adding adigital, 5-14
signaling
configuring, 5-14
template for, 5-15
roles
Administratorsrole, 6-2
Usersrole, 6-2
routing calls
directly to auto attendants, 9-2
to call centers, 9-2
to fax machine, 9-2
routing services
adding, 8-26
adding new routing variables, 8-30
defining a new number for arouting rule, 8-32
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routing services (cont’d.) shortcut menu, 2-7

defining patterns, 8-30 shutting down TeleVantage Server, 11-16
defining stop rules, 8-29 SMDR service, F-1

using for least cost routing, 8-22 Spanish language prompts, 3-6

using for long-distance calls over an IP

special access codes, 8-8

SQL Server database
alocating space, 3-8
restoring, 11-18

gateway, 8-22
routing variables
adding new, 8-30

example, 830 starting the Administrator, 2-2
station ID
S adjusting all, 2-5
schedule entry and extensions, 6-13
for auto attendant, 9-14 assigning to auser, 6-11
for notifications, 6-23 stations
schedules, setting business hours, 3-3 adding, 5-30
scheduling transfers and greetings, 9-13 automatic offhook dialing, 5-31
SDMF, changing display phone format to, 5-30 automatically resetting after non-default logins, 6-43
security monitoring activity, 11-3
overview, C-1 restarting with Device Monitor, 11-9
for passwords, C-3 sending DID digitsto, 14-4
system settings for, 3-15 starting number, 611
Server stations, virtual remote, E-1
moving to another machine, 11-19 stop rules, defining in routing services, 8-29
shutting down, 11-16 support, technical, 1-5
settings synchronization with Microsoft Exchange, 3-18
audio output system call recording, 4-2
over your computer speakers, 2-11 system prompts
over your phone, 2-11 changing encoding format of files, 12-3, 12-5
confirmation menu before voice mail, 3-6 choosing alanguage for a user, 6-15
database space, 3-8, 11-15 controlling display of, 12-3
dialing service permissions, 8-18 customizing, 12-2
dialing time-outs, 3-11 editing, 12-4
disk space, 3-9, 11-15 exporting text for CSV files, 12-3, 12-4
e-mail synchronization, Microsoft Exchange, 3-18 importing and exporting audio filesfor, 12-3, 12-5
generating tones, 3-5 managing, 12-3
in the status bar, 2-11 playing, 12-4
recipient of Windows Event Log Notifications, 3-20 recording, 12-8
special access codes, 3-11 testing, 12-10
viewing database and disk usage, 3-8 trandating, 12-5
workgroup extension, 7-5 System Prompts view, 2-4, 12-2
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system settings TeleVantage Administrator

allocating disk space, 11-15 connecting servers over the internet, 13-8
archiving the Call Log, 11-15 H.323 terminals, 13-3

business hours, 3-3 Microsoft NetMesting, using, 13-3
changing Windows NT/2000 registry settings, 3-2 Web site"Call Us' link, 13-7
confirmation menu before voice mail, 3-6 TeleVantage Advanced Settings Editor, A-31
database space, 11-15 TeleVantage database

dialing time-outs, 3-11 backing up, 11-17

dialog box, 3-2 restoring, 11-18

e-mail synchronization, Microsoft Exchange, 3-18 TeleVantage Server registry settings, A-2
generating tones using software, 3-5 TeleVantage Workstation applications registry

hold audio, 3-5 settings, A-7
language for prompts, 3-5 terminated hunt group, 5-4
licenses, 3-2 third-party devices
logging internal calls, 3-8 integrating, 14-4
overview, 3-2 ’

sending DID digitsto, 14-4
tie-lines. see IP Gateways
toll fraud, c-1
tones for disconnect detection, A-14

Server configuration, 3-5

specia access codes, 3-11

viewing database and disk usage, 3-8
Windows Event Log Notifications, 3-5

System Settings dialog box tones for fax detection, A-14
Call Log tab, 3-7 toolbar, 2-7
Diding tab, 3-11 Toshiba phones, 3-6
Emergency tab, 3-13 transfer, between two Centrex/PBXSs, 6-30
General tab, 3-5 tranglating system prompts, 12-5
Other tab, 3-17 trunks
Storage tab, 3-8 adding, 5-2
tabsin, 3-2 analog, adding, 5-9
ANI/DID, 55
T changing system settings when adding, 3-2

configuring signaling on, 5-14
customizing disconnect tones, A-14
deleting, 5-3

digit collection, setting up, 5-11

T1aarms, 11-22
technical support, 1-5
telephone receiver, using computer speakersfor, 2-11

TeIeVz_;\r_wtage _ digital, 5-9
additional phones with, 5-30 identifying those allocated by dialing services, 8-12
backing up database, 11-17 Internet, 5-9
Internet telephony, 13-2 Internet span, adding, 5-25
monitoring system, 11-2 number of, 5-9
phones, supported by, 5-30 restarting with Device Monitor, 11-9
restoring database, 11-18 Robbed Bit T1, 5-14

trunks, supported, 5-2
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trunks (cont’d.)
routing to a user, 9-2
setting defaults for, 5-29
setting properties for, 5-9
types supported, 5-2
Trunksview, 2-3, 5-7
TVConvert.exe, 12-3, 12-5

U
U.K. English language prompts, 3-6
U.S. English language prompts, 3-6
updating access codes, 8-7
users
account code modes, 10-10
adding, 6-7, 6-10
Admin, 6-2

changing system settings when adding, 3-2

clearing lockout, 6-40

configuring to use an IP phone, E-24

deleting, 6-45
managing, 6-1, 7-1

modifying Client settings from Administrator, 6-44

Operator, 6-2

ringing multiple users simultaneoudy, 9-2

roles, 6-2
routing trunks directly to, 9-2
setting options, 6-9
Usersrole, 6-46
Usersview, 6-5

\Y

VAPfile, 12-6
variables. See custom data variables.
view bar, 2-7
viewing Windows Event Log, 11-19
views
customizing columnsin, 2-9
deleting, 2-9
Maintenance Log, 11-26

views (cont’d.)

using commandsin, 2-7
working with, 2-7

visual message waiting indicator, 5-30
voice board device names, A-18

voice board settings, A-21

voice files

alocating space for, 3-9
converting, 12-3, 12-5
importing and exporting, 2-11
moving, 3-10

supported formats, 2-10
working with, 2-10

VOiCce messages

playing from computer speakers, 2-11
Urgent, 6-19

voice-first answering, enabling, 3-6
VOX files, 2-10

and VAPfile, 12-6
converting, 12-3, 12-5

w

warnings, 11-19
WAV files, 2-10
Web sites, setting up a"Call us' link on, 13-7
Windows Event Log

TeleVantage-related messages, 11-19
viewing, 11-19

wink duration, 5-14
work days, defining, 3-3
workgroups

adding members, 7-4

assigning a DID number, 7-5
assigning an extension, 7-5
benefits of, 7-2

creating, 7-4

public and personal, defined, 7-2
routing calsto ACD, 9-2
specifying timeout parameter, 7-6

Workgroups view, 7-3
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