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About TeleVantage

Artisoft’ saward-winning TeleV antage phone system integrates your telephone and computer to
make your telephone amuch more powerful tool. Y ou can manage your calls and voice mail by
using either your telephone or the TeleVantage Client program, which runs on your computer.
TeleVantage dramatically expands the ways in which you can place and receive phone calls.

This manual describes how to use the TeleVantage tel ephone commands and the Client
application. Most of the Client instructions also apply to using the Web Client.

For instructions on installing the TeleVantage Client, see Installing TeleVantage. For
instructions on performing administrative TeleVantage functions, see Administering
TeleVantage.

Accessing TeleVantage

Y ou can access TeleVantage by:

= Using the telephone

= Using the TeleVantage Client application

m Using the TeleVantage Web Client

m Using the TAPI Service Provider and the CMA (Contact Manager Assistant)

Using the telephone

TeleVantage provides a sophisticated system of voice-guided menus that enable you to access
most TeleVantage features by using the tel ephone commands on your telephone keypad. Y ou
can press# at thedia tone, log in, and then follow the voice promptsto listen to your voice mail
forward your calls, record greetings, and so on. When you are on acall, you can press Flash to
put the call on hold and then follow the prompts to transfer calls, set up conference cals, and
perform other call-handling tasks.

For details about how to use the telephone commands, see Chapter 3 through Chapter 6. For a
summary of the telephone commands, see Appendix A.

1-2 USING TELEVANTAGE



Using the TeleVantage Client application

The TeleVantage Client gives you access to al of TeleVantage' s featuresin an easy-to-use
Windows interface. With the Client you can point and click to play voice messages, place and
receive calls, manage multiple active calls, access contacts and users, and so on. Y ou can install
and run the Client on Windows 98, NT, ME, XP, and 2000 computersthat are networked to the
TeleVantage Server.

For details about how to use the Client, see Chapter 8 through Chapter 18.

Using the TeleVantage Web Client

If your TeleVantage system administrator has installed TeleVantage Web Services, you can
access an HTML version of the Client—called the Web Client—by using your Web browser.
TheWeb Client letsyou use TeleVantage from any remote location that has I nternet accessand
from Macintosh and UNIX computers. M ost features of the TeleVantage Client are availablein
the Web Client. Y ou can listen to your voice mail, manage contacts, check your Call Log,
customize your TeleVantage account, and so forth.

To usethe Web Client, ask your TeleV antage system administrator for the Web addressto enter
inyour browser. In most cases, theinstructionsin thismanual a so apply to the Web Client. You
can aso use the Web Client’ s context-sensitive online Help for specific instructions about a
Web Client view.

See “Accessing the Web Client” on page 8-2.

Using the TAPI Service Provider and the CMA

If you make extensive use of contact management applications or customer relationship
management software such as Microsoft Outlook, GoldMine or GoldMine FrontOffice 2000, or
Interact Commerce Corporation’s Act!, you can install the TAPI Service Provider and place
TeleVantage callsto contacts from those applications. Y ou do not need to have the TeleVantage
Client installed on your computer to use the TAPI Service Provider.

The TAPI Service Provider links your contact management applications to your TeleVantage
phoneg, just asthe TeleVantage Client islinked to your phone. After the TAPI Service Provider
isinstalled, you can use your contact manager application’ s Place Call featureto call its contacts
using your TeleVantage phone. Ask your TeleVantage system administrator to install the
TeleVantage TAPI Service Provider, and then follow the instructions in your contact manager
application for placing calls.

You can aso install the TeleVantage CMA (Contact Manager Assistant) and receive
screen-pops for calls that show the name, the Caller 1D, and the time of day of the call.

Y ou do not need to have the TeleVantage Client installed on your computer to use the CMA.

Note: With Act!, you can receive screen-pops without installing the CMA.

For instructions on how to use the TAPI Service Provider and the Contact Manager Assistant,
see their online Help.
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Feature comparison table

The following table shows the major features that are available in TeleVantage. If your
TeleVantage system does not include some of these features, your TeleVantage system
administrator might have made them unavailable to you.

Web

Feature Phone Client Client CMA
Managing voice messages Yes Yes Yes No
Eglc;ing, receiving, and handling Yes Yes Yes Some
Managing contacts No Yes Yes Yes
Call announcing of contacts Yes Yes Yes No
Screen-pops for incoming calls N/A Yes No Yes
Managing workgroups No Yes Yes No
Viewing the Extensions list No Yes Yes No
Viewing the Call Log No Yes Yes No
Recording greetings Yes Yes No No
Forwarding calls Yes Yes Yes No
Managing routing lists No Yes Yes No
Managing call rules No Yes Yes No
Changing active greeting Yes Yes Yes No
Changing active routing list No Yes Yes No
Managing personal statuses No Yes Yes No
Changing personal status Yes Yes Yes No
Customizing options Some Yes Yes No
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Where to get help

Contact your TeleVantage system administrator for technical support. For information on how
to report problems, see Appendix F.

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.

Administering TeleVantage—This manual contains instructions for configuring and
managing your TeleVantage system, including TeleVantage Administrator system
settings, licenses, trunks and stations, users, dialing services, auto attendants, inbound
and outbound call routing, and system prompts.

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

TeleVantage Call Center Administrator’s Guide—This manual contains complete
instructionsfor setting up and maintaining acall center in which multiple agents answer
callsto asingle number, such as a sales or customer support department.

TeleVantage Devel oper’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.

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

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

OnlineHelp—Context-sensitivehelpisavailablein all TeleVantage applications. Inany
dialog box, click the Help button or press F1 for help on that dialog box.
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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 ves No No
TeIgVantage QuickStart Yes No Yes
Guide

Notes

m Theonline booksare availablein HTML-based format. To access an online book, click

Help > Online Books in any TeleVantage application.

m The PDF-formatted books are available on the TeleVantage CD, in the\ manual s
directory. Use Adobe Acrobat Reader—also available on the TeleVantage CD in the

\Adobe directory—to view and print these files.
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About creating your voice title and voice-mail greeting

This chapter explains how to create your voice title, create your voice-mail greeting, and
manage your greetings using the phone.

When you first begin to use TeleVantage, create the following two recordings:

= Your voice title (your name)

= Your voice-mail greeting (what callers hear when they reach your voice mail)
Y ou can rerecord these recordings at any time.

Note: Your TeleVantage system administrator may have created these recordings for you
already, but you can create new ones in your own voice.

Recording your voice title

Y our voicetitleisashort recording of your name only. TeleVantage playsit when the following
events occur:

m Cdlersdial your extension or are transferred to you (callers hear “Transferring to” +
<voicetitle>).

m Callerslook you up in aname search in the dial-by-name directory (callers hear “For” +
<voicetitle> + “press 1").

= You call another TeleVantage user (the user that you are calling hears“Call from” +
<voicetitle>).

m You leave avoice message for another TeleVantage user (your voice title precedes the
message).

If you do not record avoicetitle, you might be prompted to say your name when you call another
TeleVantage user who has call announcing turned on (see “ Call announcing” on page 4-2).

Important: Your voice title can contain other information, such as your company or title, but it
should not be a long recording. TeleVantage plays your voice title in the middle of recorded
sentences, so a long voice title can cause confusion.

To record a voice title on the phone

1. Pick up your phone and press#. Log in to your account by entering <your extension>
# <your password> #.

Press 6 2 to manage your voice title.

3. Press1torecord anew voicetitle. Say your name and then press # immediately
afterwards to eliminate silence.

For instructions on how to record a voice title in the Client, see “Recording avoicetitle” on
page 18-3.
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Recording your voice-mail greeting

Y our voice-mail greeting is arecording that callers hear when they reach your voice mail. For
example, your voice-mail greeting might be similar to the following: “Thisis Miri Anatolia. |
am out of the office right now, but leave me a message and | will get back to you soon.” You
can aso useyour voice-mail greeting to tell callers about the following optionsthat are available
to them:

m Press# after leaving a message for more options. See “V oice Message Commands’ on
page 5-4.

m Press7 at any timeto leave acallback number. (The caller can chooseto leave the Caller
ID number, if available, or enter another number.)

m PressO at any timeto transfer to the Operator. (By default, O transfers the caller to your
company’ soperator, but you can specify another extension instead. See“ Changing your
personal Operator” on page 18-7.)

= Press* during the greeting to skip the rest of the greeting and begin leaving a message.

Y our TeleVantage account comes with an initial voice-mail greeting that callers hear until you
record anew one. It says, “ The person you have attempted to reach is unavailable. Please leave
amessage after the tone. When finished, hang up or press the pound key for more options. To
leave a callback number, press 7. If you need immediate assistance, press0.” To record your
own greeting, you can record over the initial greeting or record a second greeting.

The active greeting

The active greeting is the greeting that TeleV antage plays when callers reach your voice mail.
Y ou can record and store multiple greetings for different occasions, but only one greeting can
be the active greeting. Y ou can designate a different greeting asyour active greeting at any time.
For example, you can have agreeting that you use under normal working circumstances and an
extended-absence greeting that you use when you are on vacation. Before you go on vacation,
you can designate the extended absence greeting as your active greeting.

For instructions on how to record greetings and change the active greeting in the Client, see
“Managing greetings’ on page 13-18.

Recording a new greeting

1. Pick up your phone and press#. Log in to your account by entering <your extension>
# <your password> #.

Press 4 to manage your greetings. Y our current active greeting plays.

3. Press4 torerecord that greeting or 6 to record anew greeting. Say your greeting, and
then press#. The greeting you just recorded is played back.

4. Follow the prompts to accept, rerecord, or delete the greeting. If you recorded a new
greeting, you can make it the active greeting by pressing 3.
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Managing your greetings

Recording a grab-and-hold greeting

TeleVantage also provides a special greeting called a grab-and-hold greeting that plays when
you put incoming calls on hold without talking to the callersfirst. For more information about
using and rerecording a grab-and-hold greeting in the Client, see “ Putting an incoming call on
hold” on page 11-7.

To manage your greetings by using the telephone commands, log in and press 4. TeleVantage
plays each of your greetings, beginning with the active greeting. Y ou can use the commands
shown in the following table either while you listen to a greeting or after a greeting has played.

Greeting Commands
Use while or after a greeting plays

Replay the greeting.

Skip to the next greeting.

Make this greeting active.

Rerecord the greeting.

Record a new greeting.

N ORI W|IN|E

Delete the greeting.

When you record anew greeting by using the telephone commands, the greeting appearsin the
Client’s Greetings view with the name “ Greeting.” Y ou can give the greeting anamein the
Client (see “Managing views and items’ on page 8-12).

Note: When you make a greeting active using the telephone commands, that greeting also
becomes the personal status default greeting. That is, that greeting will be used by all of your
personal statuses unless you have set a personal status to use another greeting that you have
recorded. For more information, see “Personal status defaults” on page 9-12.

Available space for greetings

Y our TeleVantage system administrator has allocated alimited amount of disk space on the
TeleVantage Server for your greetings and all of your voice files. If your existing greetingsfill
the space all ocated to you, you cannot record a new greeting. Ask your TeleVantage system
administrator for the amount of space you have been allocated and how much of it you have
already used.
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About placing calls on the phone

Y ou can pick up a TeleVantage phone and place a call in the same way that you place calls on
other phones. But you can also do much more. For example, you can dia other TeleVantage
users by name and use special key combinations to redial your last call or call back your last
caller. Depending on your TeleVantage system, you can also place calls over Centrex lines or
over the Internet.

This chapter explains the following aspects of placing TeleVantage calls on the phone:

Dialing internal and external numbers

Dialing by name

Placing calls while you are already on a call

Sending a Flash command to Centrex or another PBX

Redialing the last number you called, returning the last call that arrived, and disabling
call waiting for acal

Placing callsto an | P address

For information about placing calls visually by using the TeleVantage Client, see Chapter 12.

Placing calls at a phone other than your own

If you use another user’s phone to place calls, you are subject to that user’ sdialing restrictions,
outgoing Caller ID information, and other settings, and your calls are logged as being from that
user. To make sure that your calls are placed and logged as yourself, do the following:

1.

Dialing internal and external numbers

Before placing calls at the other user’ s phone, log on to your account there. To do so,
pick up the phone and enter # <your extension> # <your password> #. (Your office
may use alogon key other than #). Then press 5 1 to forward your callsto that phone.

When you are finished placing calls at the other user’ s phone, log off from that phone
by pressing *0 0.

Internal calls are callsto other TeleVantage extensions. External calls are callsto outside
numbers, including calls to another PBX, a Centrex extension, another TeleVantage system
such as a branch office, and an Internet address.

To dial an internal number

1.
2.

Pick up your phone.
Do one of the following:
m Dia the extension number.

m Press411 or *93 for the dia-by-name directory.
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To dial an external number

Y ou must dial an access codeto start dialing an external number. Ask your TeleVantage system
administrator what types of external calls you can place and what access codes you must use.
See “Placing callsto an |P address’ on page 3-6 for information about entering the 1P address.

1. Pick up your phone.
2. Enter <access code><phone number or IP address>.

Note: See “Placing calls to an IP address” on page 3-6 for information about entering
the IP address.

Example: Inthe U.S. if you want to call the external phone number 555 1212, you must dial 9
(the usual access code) beforeyou dial 555 1212. To placeacall over the Internet, you must dial
adifferent access code.

When you dial an external number, you may notice adelay before you hear the number ringing.
To eliminate this delay, press # after dialing the number.

Entering account codes when placing calls
Depending on your office's configuration of TeleVantage, you may be prompted to enter an
account code when you place an external call. Even if you are not prompted for an account code
by the system, your office may require you to enter one. Y our TeleV antage system administrator
can tell you what account codes, if any, you must use.

Y ou can also enter account codes using the Client. See “ Entering an account code for acall” on
page 11-13.

If you are prompted to enter an account code

If you are prompted to enter an account code when you place a call, you will hear one of the
following prompts:

= A beep.
= “Please enter account code.”

= A double beep. Thisindicates that you are dialing a contact who has an associated
account code, so that you do not need to enter one. See “ To enter a contact's name and
basic information” on page 16-5.

If you hear the account code prompt, enter the account code followed by #. If you hear the
double beep, you can press # to use the contact’ s associated account code, or you can enter a
different account code and press #.

Note: If you enter the wrong account code, press Flash before pressing # and the system will
let you re-enter it.
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Depending on how your TeleV antage system administrator configured your system, the prompt
may occur either after you dial the access code or after you dial the phone number. If the prompt
occurs after you dial the access code, enter the account code followed by #, and then continue
entering the phone number. For example:

9 [prompt] 8812 # 212 123 4567

where 9 isthe access code, 8812 isthe account code, and the numbers after # are the area code
and phone number.

Entering an account code during or before a call
During a call you can enter an account code or revise an account code already entered.

To enter an account code

1. PressFlash *11.
2. Enter the account code followed by #. After pressing # you are returned to the call.

Y ou can also enter an account code before dialing the call. Press*11 at adial tone, and then enter
the account code followed by #. When you hear the dial tone, dial the phone number.

Dialing by name

Y ou can dial another TeleVantage user by nameif you do not know the user’ sextension. To dial
by name, press411 or *93. The dial-by-name directory prompts you to enter the first few letters
of theuser’ sfirst or last name, depending on your system settings. If TeleVantage finds several
possible matches, it presents a menu from which you can choose the name of the person you
want to call. If it finds one match, it transfers you to that extension. Y our TeleVantage system
may be configured to ask you to confirm your choice or try again. For example, you might hear,
“For Cecilia St. John, press 1. To try again, press*.”

Using the Client, you can remove yourself from the dial-by-name directory, so that only calers
who know your extension can dia you. See “Customizing your listing in the dia-by-name
directory” on page 18-7. If you do not have aClient, your TeleVantage system administrator can
remove you from the dial-by-name directory.

Placing calls while you are already on a call

Y ou can put calls on hold and place anew call, pick up another call on hold, and end acall
without losing other calls on hold.

Putting your current call on hold and placing a new call
1. PressFlash #. Your current call isnow on hold and you have adia tone.

2. Did your cal.
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Switching between calls

To switch from your current call to acall that ison hold, press Flash 4. If you have multiple
calls on hold, you will hear a menu from which you can pick the call to which you want to
connect.

Ending a call without losing calls on hold
Y ou can hang up the phone to end a call without losing your calls on hold.

1. Hang up the phone or press Flash 3 to end the current call.
2. If you hung up, pick up the phone.

3. PressFlash 4. You are connected to the call on hold. If you have multiple callson hold,
you will hear amenu from which you can pick the call to which you want to connect.

Sending a Flash command to Centrex or another PBX

Press Flash 8 when you want to send a Flash command to your Centrex or other PBX system
instead of to TeleVantage.

Usethiscommand if you are using TeleV antage with Centrex phonelinesor with aremote PBX.
For example, on a Centrex system you must press Flash 8 before you can access Centrex
features such astransferring within the Centrex group.

Y ou can also use the Flash 8 command to respond to a call waiting tone from your telephone
company. Thistoneisdifferent than a call waiting tone sent by TeleVantage, to which you
respond by pressing Flash only.

Placing calls with * options

When you press* at adial tone, the system offers you a menu of quick call commands. See
page A-3 for atable that lists al available commands.

Redialing the last call
Toredial thelast call you placed, press*66.

Returning the last call

Toreturn acall to your last identified caler, press*69. (Y ou cannot return unidentified calls.)
TeleVantage reads the number it will dial and prompts you to approve it beforeit dials the call.
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Placing calls to an IP address

Placing a page or intercom call

Disabling call waiting for a call

Disabling call waiting isuseful if you are using your extension to send faxes or to connect to the
Internet. In both cases, a call waiting tone disrupts the data flow.

Todisablecall waiting for acall, press*70 and dial the number. Y ou do not hear the call waiting
tone during that call. Incoming calls while you are on that call are sent directly to your voice
mail. After the call ends, call waiting is enabled again.

Note: You can enter *70 as part of your fax dial string. For example, your fax dial string might
be *70 9 1 617 555 7744.

If your TeleVantage system supports placing calls over the Internet, you can dial an IP address
directly fromyour phone. Inthisway you can connect to an H.323 terminal such as NetMeeting.

Todial an IP address, first dial your office’s access code for Internet calls. If you do not know
the access code, ask your TeleVantage system administrator. Then dial the |P address, entering
stars (*) instead of periods. For example, if your office’ saccesscodefor diaing IPcalsis7, dial
the | P address 255.75.119.49 as 7 255*75*119*49.

Y ou can use the *15 telephone command to page a group of users or place an intercom call to a
single user. When you create an intercom or page connection, you hear a beep, after which you
can speak over the receiving users' speakerphone. The receiving user hears a beep before the
audio connection is made.

Y ou can use this feature in two ways:

m Page multiple users. A page creates aone-way audio connection with al theusersina
workgroup. When you speak, your voice comes over each user’ s speakerphone
simultaneously, but you cannot hear the other users. To make this type of connection,
dia *15 followed by aworkgroup’s extension.

m Place an intercom call to a user. Anintercom call creates atwo-way audio connection
with asingle user’ s speakerphone, so you can both speak and hear. To place anintercom
call, dial *15 followed by a user’s extension.

Note: When you dial a workgroup’s extension, a one-way page always results, even if there is
only one user in the workgroup.
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Requirements for receiving a page or intercom call
In order to receive a page or intercom call, the receiving user must have the following:

= A Cybiolink, AastraPowertouch, or Toshibadigital phone, with that phonetype sel ected
inthe Client under Tools > Options on the Phone tab. Regular phoneswill also receive
intercom connections and pagesif they are in hands-free mode (see “Using hands-free
answering” on page 4-4).

m The phone on-hook with no active call.

If one or more of these requirements are not met (for example, if the user ison acall), the page
or intercom connection is not made.

Note: If you have a Cybiolink or Aastra Powertouch phone, receiving an intercom or page
causes the message waiting light to blink for the duration of the call, even though you have no
new voice messages. The same is true for receiving calls with voice-first answering.

Blocking pages and intercom with Do Not Disturb

Users who have the personal status Do Not Disturb selected do not receive pages or intercom
calls. See” Sending your calls straight to voice mail with Do Not Disturb” on page 4-11. With
shared stations, the personal status of the user currently logged inisthe one used. With all other
personal statusesyou can receive pagesand intercom connections, evenif the Taking Calls field
isset to No.

Considerations with call forwarding

Pages and intercom calls always connect to the receiving user’ s default station, even if the user
has forwarded his or her calls elsewhere. Users with a station ID of O cannot receive pages or
intercom calls.

Considerations with the TeleVantage Client

Pages and intercom connections do not show up in the TeleVantage Client’s Call Monitor view
(see Chapter 11), or the Call Log (see Chapter 14).

Considerations when placing a page

When you place apage, thereisadelay before you can begin speaking, and alimit to how long
you can speak for.

Delay before speaking

After dialing *15 and the workgroup extension, it can take sometimefor the system to take each
Cybiolink or Aastra Powertouch speakerphone offhook, causing adlight delay before you hear
the connection beep and can begin speaking. The bigger the workgroup being paged, the greater
the potential delay.

Note: Itis possible that the page will not connect to all paged phones. If you find that people who
should have received your page did not, speak to your system administrator about increasing the
PageRequestTimeout time.
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Time limit for speaking

After you hear the beep, you have 30 secondsto speak before the page terminates automatically.
Y our system administrator can aso adjust thistime limit.
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About answering and handling calls on the phone

This chapter explains how to answer callsat your TeleVantage phone, including putting callson
hold, transferring calls, sending callsto voice mail, and other actions. For the features you can
use when answering and handling TeleVantage calls at a remote phone, see Chapter 6.

Using the Flash button on your phone

When you use TeleVantage on the phone, you use your phone’s Flash button to access many
commands. If your phone does not have a Flash button, press and rel ease the hook quickly once
to send a Flash command.

Note: On some phones, the Flash button is labelled Link or Call Wait.

Answering TeleVantage calls

This section explains the following aspects of answering TeleV antage calls on the phone:

= Call announcing
= Call waiting
= Answering acal at another ringing phone

Call announcing

Call announcing enablesyou to screen incoming callsverbally. With call announcing, when you
answer your phone you are not connected immediately to the caller. Instead, you hear, “ Call
from” followed by arecording of the caller’s name. Y ou can then choose whether to accept the
call or send it to voice mail.

Note: You can also screen your calls visually by using the TeleVantage Client’s Call Monitor,
which displays the caller's name when you receive a call (see Chapter 11). Another way to screen
your calls is by using a phone with a Caller ID display.

Answering a call using call announcing
After answering a call and hearing the caller’ s name, you can do one of the following:

m Press 1to accept the call. You are connected with the caller.

m Press 2 to send the call to voice mail. The call is sent to your voice mail.

m Hang up. Thecall proceedsto the next step on your routing list. By default, the next step
your voice mail, so hanging up isaquick way of pressing 2. If you have customized your
routing list, however, the next step might be something different. See “Using routing
lists” on page 15-7.

m Press 3to send the call to voice mail and monitor the message being left. The call
issent to your voice mail, and you can listen to the message asit is recorded and pick up
the call a any time.

When you choose thisoption, you hear your voice mail greeting and the caller’ smessage
asitisbeing left. The caller cannot hear you.
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Totalk to the caller at any time during this process, pressFlash 1. If you do not want to
continue to listen to the message while it is being left, hang up the phone.

m Press 4to conference. Thisoption isavailable only when call waiting isturned on and
you are on acall when the new call arrives. The new call is conferenced with you and
your current call or calls.

Note: For a description of how call announcing works if you share a station with another user,
including how to announce who the call is for, see “The “call for” announcing prompt” on page 7-3.

How TeleVantage gets the recording of the caller’s name

When you have call announcing turned on, callerswho dial your extension hear a prompt that
says, “Please say your name.” TeleV antage records what the caller says and usesthat recording
to announce the call.

Callerswho have voicetitles recorded do not hear this prompt, because TeleVantage uses their
voicetitlesto announce the call. This appliesto both TeleVantage users and contacts. For more
information about contacts, see Chapter 16.

Y ou can aso turn this prompt off for al callers (see “ Customizing or turning off call
announcing” on page 18-4).

Call waiting

When you are on acall and another call for you arrives, you hear the call waiting tone (two short
beeps). Press Flash to switch to the incoming call. The current cal is put on hold.

If call announcing isturned off, you are connected to the incoming call immediately. If call
announcing isturned on, you hear the call announcing prompt. See“Answering acall using call
announcing” on page 4-2.

Note: Call waiting is not available when you receive TeleVantage calls at a remote phone.
Therefore, if your calls are forwarded to an external number, or if a call is sent to an external
number as a step in a routing list, the call waiting feature is not available. For more about using
TeleVantage with remote phones, see Chapter 6.

Call waiting options

The following options can be set in the Client. If you do not have a Client, your TeleVantage
system administrator can set them for you.

= Turning cal waiting off
m Disabling the call waiting beep when you are using the Client
m Displaying Caller ID on your phone on call waiting

For more information, see “ Customizing or turning off call waiting” on page 18-6.

Receiving a call waiting tone from your telephone company

If you receive a call waiting tone from your telephone company, as opposed to a tone from
TeleVantage, you must press Flash 8 to answer the call.
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Answering a call at another ringing phone

Y ou can easily answer another ringing phone from your own phone, if your TeleVantage
administrator has given you permission to pick up aringing phone. If you do not have
permission, you will hear, “Y ou do not have permission to use this feature.”

To answer any ringing phone

1. Pick up your phone and press*91#. If only one phone is ringing, you are connected
immediately to that phone.

2. If morethan onephoneisringing, you are prompted to enter the extension of the phone
that you want to answer. Enter the number followed by # and you will be connected to
that phone.

To answer aringing phone within your workgroup

To answer aringing phone within your workgroup, press *99. This command can be handy if
several other phonesareringing, but only one of them iswithin your workgroup. Thiscommand
only works within public workgroups, and only if the workgroup has an extension.

For more information about workgroups, see “Using workgroups’ on page 16-14.

Using hands-free answering
Hands-free answering isan aid for headset and speakerphone users.

Using hands-free answering, you can receive or place calls while the phone is off-hook.
Although the phoneis off-hook, the dial tone does not play, and the phone does not ring. When
an incoming call arrives, a zip tone (a beep) notifies you and TeleVantage connects you based
on your settings for call announcing.

Notes

m Hands-free answering is available only at TeleVantage stations in your office.

m When you enable hands-free answering, it is enabled for the station. If you are sharing
the station with another user, hands-free answering is enabled for the other user too. If
you log in at another workstation, your hands-free setting does not follow you.

m If you are using hands-free answering, call announcing is automatically used if you are
called as a member of a workgroup, or if you are sharing a station and the other user is
currently logged in to the station.

m Use of hands-free answering does not use a dedicated voice resource, unless the
TeleVantage system administrator has checked Allow dialing in hands-free mode in
the Administrator, on the Other tab of the User dialog box.
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Enabling and disabling hands-free answering

To enable hands-free answering, press *10 at the dia tone. Y ou hear, “Hands-free answering is
on.” Thestationisnow off-hook and waiting for acall. With hands-free answering enabl ed, your
other telephone commands remain the same. For example, call forwarding and transferring
commands do not change.

To disable hands-free answering, press*10 at the dial tone. Y ou hear “Hands-free answering is
off.”

Placing, receiving and ending calls with hands-free answering
To place acall using hands-free answering, pressFlash for adial toneand then dial the number.

Toreceiveacall, wait for azip tone (a beep) to notify you of the incoming call. TeleVantage
connectsyou based on your call announcing settings (see“ Call announcing” on page4-2). If call
announcing is turned off, you are connected to the caller immediately after the zip tone.

To end acall while you are using hands-free answering, press Flash and then press 3 to hang
up. (If the other party hangs up, that will also end the call.) After the call ends, you may hear
dia tonefor abrief period of time before you return to off-hook status.

Y ou can cut short the dial tone and return to silent off-hook status by pressing Flash.

Hands-free answering and routing lists

When you arein hands-free mode, your phoneisautomatically picked up whenever anincoming
call arrives, so normally callswill never proceed to subsequent steps on your routing list (such
asvoice mail). However, callers can be sent to the next step on your routing list in either of the
following ways:

m Manually by you with call announcing. If you are using call announcing, you can send
acall directly to voice mail by pressing 2 at the call announcing prompt, or to the next
step on your routing list by pressing Flash 3. See “Call announcing” on page 4-2.

= Manually by the caller without call announcing. If you are not using call announcing,
the caller has a 10-second window after the call is connected in which they can press #
to go to the next step on your routing list.

For more information about routing lists, see “Using routing lists” on page 15-7.

Creating an overhead paging system with hands-free answering

Y ou can create a paging system by connecting a hands-free extension (at which hands-free
answering is enabled) to an overhead speaker. To broadcast an announcement over the paging
system, dial the extension. With hands-free answering, the call is connected without the need to
lift areceiver, so you are connected immediately to the speaker. The zip tone plays over the
speaker to signal the beginning of your announcement.
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Receiving internal intercom calls with voice-first answering

If you use a supported Cybiolink or Aastra PowerTouch ADSI phone, or a Toshiba digital
phone, as your TeleVantage station, you can use voice-first answering, which turns your
speakerphone into an intercom for internal callers.

When you receive an internal call with voice-first answering enabled, the system automatically
takes your phone off-hook and turns on your phone speaker. A zip tone (a beep) playsto alert
you to the incoming call, and the call is connected based on your settings for call announcing
(see” Call announcing” on page 4-2). If you have call announcing turned off, the caller can begin
speaking over your speakerphone immediately after the zip tone, and you can answer without
needing to touch your phone at all. When the call ends, the phone speaker is automatically
turned off and your phoneis returned to on-hook status.

Note: If you have a Cybiolink or Aastra Powertouch phone receiving a call in voice-first mode
causes the message waiting light to blink for the duration of the call, even though you have no
new voice messages. The same is true for receiving intercom calls and pages.

Unlike with hands-free answering (see the previous section), voice-first answering occurs only
for internal callers. All externa callsring your phone as normal, including external callers
transferred to you by other users.

Y ou can place intercom callsto other userseven if they don’t have voice-first answering turned
on, provided they have the correct type of phone. See “Placing a page or intercom call” on

page 3-6.

Note: If you are using voice-first answering, call announcing is automatically used if you are
called as a member of a workgroup, or if you are sharing a station and the other user is currently
logged in to the station.

Enabling voice-first answering

Note: To use voice-first answering, it must be enabled at the system level. Ask your system
administrator whether your system is using voice-first answering.

To turn voice-first answering on or off, press *12 at the dial tone. Y ou hear, “Voice-first
answering ison” or “voice-first answering is off.”

Y ou can also turn voice-first answering on and off using the Client, asfollows:
1. Choose Tools > Options.
2. Onthe General tab, check or uncheck Voice-first answering.
3. Click OK.
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Handling calls with the phone

The remaining sections in this chapter describe how to perform the following tasks using the
call-handling commands:

m Putting acall on hold

m Transferring acall

= Sending acall to voice mail

= Disconnecting from a call and remaining on theline
= Creating a conference call

m Parking acall

= Unparking acall

= Puttingacall on silent hold

m Getting adial tone to start another call

m Entering an account code for acall

For information about how to use the Client’s Call Monitor to handle calls visually, see
Chapter 11.

Call-handling commands

When you press Flash to put a call on hold, you hear a menu of call-handling commands (see
the next table). The caller does not hear this verbal menu.

Call-handling Commands

Transfer the call.

Send the call to voice mail.

Disconnect from the call.

Reconnect to the call.

Create a conference call.

Park the call.

N oo || W|IN|FE

Use silent hold (mutes menu until next keypress).

# Get a dial tone (start another call).

Flash Reconnect to the call.

The remainder of this chapter explains these call-handling commands in detail.
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Putting a call on hold

After you answer acall, you can put it on hold by pressing Flash. To return to the call, press
Flash again or press 4.

Important: You cannot put a call to a queue, auto attendant, or IVR Plug-in on hold. If you do,
the call is disconnected.

Notes

If you hang up and have a call on hold, the ringback feature in TeleVantage rings your
phone.

Use the Flash button rather than the Hold button on your phone. With Flash, callers hear
music (if your system has music-on-hold set up). If you use your phone’s Hold button,
callers hear nothing.

Transferring a call
Y ou can transfer a call to another TeleVantage extension in one of the following ways:

Note:

Blind transfer. Transfer acall without talking to the recipient.

Supervised transfer. Transfer acal if the recipient agreesto accept it.

You can also transfer a call back to the auto attendant (your company’s main menu). Ask

your TeleVantage system administrator for the auto attendant’s extension or view it in the Client’s
Place Call To dialog box.

To perform a blind transfer

1.
2.

3.

PressFlash 1.

Enter the extension to which you want to transfer the call. If you do not know the
extension, press 411 and select the recipient by name.

Hang up. The call istransferred.

To perform a supervised transfer

1.
2.

PressFlash 1.

Enter the extension to which you want to transfer the call. If you do not know the
extension, press 411 and select the recipient by name.

Wait for an answer. If the recipient answers, introduce the call. The caller remains on
hold.

Do one of the following:

= To complete the transfer when the recipient agreesto accept the call, hang up
or pressFlash 2. The call istransferred to the recipient.

m To cancel the transfer, pressFlash 1. You are disconnected from the recipient
and reconnected to the caller. Use thiscommand if the recipient declinesthe call or
does not answer.
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About the transfer ring delay

When you transfer a call using the telephone commands and don’t hang up immediately,
TeleVantage provides abrief delay before ringing the recipient’s phone. This providestime for
you to hang up to do a blind transfer. System administrators can adjust the length of this delay
by adjusting the advanced system setting TUI TransferRingDelay.

Transferring one of multiple calls

To transfer one of multiple callsthat are on hold and then return to the other calls, do the
following:

1. PressFlash 1.

2. The system prompts you to choose the call that you want to transfer. Press the
appropriate number.

3. Enter the extension to which you want to transfer the call. If you do not know the
extension, press 411 and select the user by name.

4. Complete the transfer in one of the following ways:

= Blind transfer. Hang up the phone to complete the transfer. Wait afew seconds,
and then pick up the phone again and press Flash 4 to return to your calls on hold.

m Supervised transfer. Speak to the recipient as necessary to announce the
transfer. To complete the transfer, press Flash 2, and then press 4 to return to any
calson hold.

Sending a call to voice mail
Y ou can send a call directly to your voice mail or the voice mail of any user.
1. PressFlash 2.
2. Enter the extension of the voice mailbox to which you want to send the call.
3. Hangup.

Disconnecting from a call and remaining on the line

Y ou can disconnect from acall and remain on theline. Thiscapability isuseful if you arecalling
into TeleVantage from aremote phone and making a series of outgoing calls through
TeleVantage. By disconnecting from your current outgoing call only, you do not have to
repeatedly dial into TeleVantage. Y our connection with TeleVantage continues, and you can
proceed to make more outgoing calls.

To disconnect from your current call, press Flash 3. Note that from aremote phone you would
press** 3.

For more about working at a remote phone, see Chapter 6.

CHAPTER 4. ANSWERING AND HANDLING CALLS ON THE PHONE 4-9



Creating a conference call
Y ou can create a conference call in the following ways:

= By adding parties
= By connecting separate calls

To create a conference call by adding parties

1. Did thefirst party and wait for an answer.
Press Flash # for adial tone to start another call.
Dial the second party and wait for an answer.

PressFlash 5. Y ou and the two partiesyou called are now conferenced in asingle call.

a > 0D

Press Flash # for adial tone to start another call. The conferenceis put on hold, and
the parties aready in it can continue to talk to each other.

o

Dial another party and wait for an answer.
Press Flash 5 to add the new call to the existing conference call.
8. Repeat steps 5-7 to add more parties to the conference call.

To create a conference call from separate calls
Y ou can also create a conference call from separate, individual calls by pressing Flash 5.

When you hear the call waiting beep for anincoming call, you can conferencethat call with your
current call. After the call waiting beep, press Flash 4.

Notes
m Depending on how your administrator has configured your TeleVantage Server, up to 4,
7, 12, or 60 parties can participate in a conference call.
m You cannot conference two conference calls together.

m When you hang up on an ongoing conference call, the conference continues without you.
The other participants can continue to talk, even if you started the conference and your
company is paying for the outgoing calls used to create it. To terminate the call, each
participant must hang up.

To create conference callsin the Client, see “ Creating conference calls’ on page 12-9.
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Parking a call
Parking a call lets you put acall on hold and pick it up at any TeleVantage extension.
1. PressFlash 6. TeleVantage tells you the call’s orbit number. Make a note of it.
2. Hangup.

Unparking a call
1. Toretrieveacall, pick up any TeleVantage extension and dial *92.
2. Enter the orbit number. Y ou are connected to the parked call.

Putting a call on silent hold

PressFlash 7 to put acaller on “silent hold.” With silent hold, you do not hear the cycling menu
prompts. The caller still hears hold music. Silent hold is useful for headset or speakerphone
USers.

Press any key to resume the menu prompts. From there, you can return to the caller by pressing
4 or Flash.

Getting a dial tone to start another call

To put your current call on hold and get adial tone, pressFlash #. In thisway you can place new
calls without disconnecting from your current call.

Entering an account code for a call

While on acall, you can press Flash # *11 at any time to enter an account code for the call or
change the one already entered. See “Entering account codes when placing calls’ on page 3-3
for more information, including what to do if the system prompts you to enter an account code
for an outgoing call.

Sending your calls straight to voice mail with Do Not Disturb

Y ou can use send all your incoming calls directly to voice mail without ringing your phone. To
do so, select the personal status Do Not Disturb as follows:

1. Loginto your account by picking up your phone and entering # <your extension> #
<your password> #.

2. Press612.

To begin receiving calls again, set your persona status to Available as follows:
1. Loginto your account.
2. Press611.

For moreinformation about personal statuses, see“ Selecting a personal status on the phone” on
page 5-8 and Chapter 9.
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Forwarding your calls

Y ou can use the telephone commands to forward your calls, so that your incoming callsring
another phone. Y ou can forward your calls to another extension or an external number.

Y ou can also forward your calls using the Client. See Chapter 15.
To turn on call forwarding

1. Loginto your account by picking up your phone and entering # <your extension> #
<your password> #.

Press 5.
3. Do one of the following:
m Toforward callsto another extension, press 2 and enter the extension.

m Toforward calsto an external number, press 3 and enter the number, including the
access code for the dialing service that you want to use and any prefixesthat apply,
such asthe “1” for long-distance numbersin North America. For example, to
forward your callsto along-distance number by using a standard outside phone
number dialing service, you can enter 9 1 212 123 4567. (The spaces are shown for
clarity.)

Note:You can enter * to force a 2-second pause in dialing, for example, between the
number and an extension.

4. Follow the promptsto confirm the number you entered.

Note: You can use a shortcut to forward your calls to the phone where you are. Log in to your
account from that phone, and then press 5 1.
To turn call forwarding off on the phone

1. Loginto your account.

2. Presss54.

To check your call forwarding number

When you log in to your account while your calls are forwarded, TeleVantage remindsyou that
call forwarding ison and tells you the external number to which your calls are being forwarded.
After you log in, you can check the external number again at any time by pressing 5 5.
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About managing voice messages with the phone

This chapter describes the following aspects of managing your voice messages on the phone
using the tel ephone commands:

Using new message indicators

Listening to your voice messages

Replying to a message

Forwarding a message

Calling back a message

Sending a message directly to a user’s voice mail
Voice mail from the caller’ s point of view

Selecting a personal status on the phone

For instructions on how to manage voice messages in the Client, see Chapter 13.

Using new message indicators

TeleVantage can aert you in the following ways when you have new (unheard) voice messages:

Note:

Stutter dial tone. Whenyou pick up your phone, the dial tone beginswith several short
tones, and then changes into aregular dia tone. The stutter dia tone indicates that you
have new voice messages.

You or your TeleVantage system administrator can turn stutter dial tone off using the
Client. See “Turning off stutter dial tone” on page 18-12.

Message-waiting light. If your phone has a CLASS message-waiting light, you can
have it flash to indicate new voice messages.

To use amessage waiting light, you or your TeleVantage administrator must enable it
using the TeleVantage Client. See “Enabling a message waiting light” on page 18-12.

E-mail pager, and call notification. TeleVantage can send you an e-mail message,
pageyou, or call you whenever you receive anew voice message. Y ou can choose to be
notified only for Urgent messages, and you can schedule notification to occur only
during the times you want.

Y ou can set up natification in the Client. See “E-mail, pager, and call notifications’” on
page 13-12. If you do not have aClient, your TeleVantage system administrator can set
up e-mail and pager natification for you.

If multiple users share a phone, the message-waiting light and stutter dial tone occur if

there are new messages for any of the users assigned to that phone.
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Listening to your voice messages

To listen to your voice messages, you must log in to your TeleVantage account. You canlogin
from any TeleVantage phone. To log in, pick up your phone and enter:

# <your extension> # <your password> #

After you log in, press 1 to hear your voice messages.

Quick-dial to hear your voice mail
At your own TeleVantage phone, you can enter:

# # <your password>#1

Customizing voice message playback order

Y ou can specify in the Client the order in which you hear new and old voice messages when
listening by phone. See “ Setting voice message playback order” on page 18-12 for more
information. If you do not have a Client, your TeleVantage system administrator can set this
option for you.

Deleting and undeleting messages
To delete amessage, press 3 during or after the message.

Y ou can undel ete messages as long as you remain in the current voice messages session. If you
hang up or back out of the voice messages menu, all messages that you have deleted are deleted
permanently.

Do one of the following to undel ete messages while you are in a voice messages session:

m Press 3to undelete the current message. To undelete a previous message, press
5 until you hear the message and then press 3 to undelete it.

m Press 8to undelete all deleted messages. Doing thischangesall del eted messages
to heard messagesin your Inbox.
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Voice message telephone commands

Y ou can use the telephone commands in the following table while you listen to a message or
after the message has played.

Voice Message Commands
Use while or after a message plays

Replay the message.

Skip to the next message.

Delete or undelete the message.

AW | N|PF

1 Reply to the message.

Forward the message.

Call back the person who left the message and

2
3 Call back the person who left the message.
4

delete the message.

Skip to the previous message.

Save this message to the Saved folder.

Skip back 4 seconds in the current message.

Undelete all deleted messages.

Skip ahead 4 seconds in the current message.

(During message-received preamble) Skip to the beginning
of the message.

H| F ©|0 (N | O | O

(During message) Skip rest of the message.
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Replying to a message

When you reply to a message, you are sending a message of your own to a user who sent you
voice mail. Your reply message does not include the original message.

To reply to a message

1.
2.

Forwarding a message

Press 4 1 while or after a message plays.

If the message was sent to multiple recipients, you can reply to the sender only or to
the sender and all recipients. Toreply to the sender only, press 1. To reply to the sender
and all recipients, press 2.

At the tone, record your reply message. Press # when you are done.
Press 1 to send your reply. See the table on page 5-4 for other options.

When you forward a message, you are sending a copy of a voice message to the voice mail of
one or more users, preceded by anew message that you record. Y our message can introduce the
forwarded message to users, for example, it might say, “| just received this message about our
new product, and | thought the three of you ought to hear it.”

To forward a message

1.

2
3.
4

Press 4 2 while or after a message plays.
At the tone, record your message. Press # when you are done.
Press 1 to accept your recorded message. See the table on page 5-7 for other options.

Enter the extension to which you want to forward the message followed by #. If you
do not know auser’s extension, press 411 and select the user by name. Enter multiple
extensions in the following format:

extl #ext2# ext3##
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Calling back a message

Sending a message directly to a user’s voice mail

When you call back a voice message, TeleVantage places acall to the extension or external
phone number of the person who left you the voice message. In cases where multiple numbers
are available for the person—for example, a callback number and a Caller ID

number—TeleV antage prompts you to choose which one to dial.

Note: If the system cannot dial the callback number, see your TeleVantage system
administrator. The call dialing rules set up by your TeleVantage system administrator may need
to be changed.

To call back a voice message

1. Press4 3 or 44 whileor after amessage plays (4 4 deletes the message in addition to
calling the person back).

2. If youarecalling back amessagethat wasforwarded to you, TeleVantage promptsyou
to choose whom to call back—the person who forwarded the message or the original
caler.

3. TeleVantage offers you a default number to call. To dia that number, press1. To
choose from alist of other numbers associated with the caller, press 2. If the caller is
a TeleVantage contact, the list includes all the contact’ s numbers. See “Managing
contacts’ on page 16-4.

After talking to the caller, if you remain on the phone you will be returned to the voice message
menu so that you can delete the message or move on to the next message. To end a call and
remain on the phone, bypassing the voice message menu, press Flash 3 or wait for the other
party to hang up.

Y ou can record a message and send it directly to the voice mail of one or more TeleVantage
users with the telephone commands.

1. Pick up your phone and press # <your extension> # <your password> #tologinto
your account.

Press 3 to send a message.
Record your message and press # when you are done.

Press 1 to accept the recorded message. See the following table for other options.

o b~ 0D

Enter the extension to which you want to send the message and then press #. Enter
multiple extensions in the following format:

extl # ext2#ext3##
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After you record a message, you can use the commands shown in the next table.

Commands for Recorded Messages
Use after recording a message

Accept the recording.

Review the recording.

Rerecord the recording.

Append to the end of the recording.

Mark the message as Urgent.

Mark the message as Private.

N(oOo|a|h~[W|IN|PF

Enter a callback number (external number only).

Cancel the message.

Note: If you mark a message as Private, the recipient cannot forward it and users who share the
recipient’s voice mailbox cannot play the message.

Voice mail from the caller’s point of view

When callers reach your voice mail, they hear your active greeting followed by a beep that
signals the start of the recording. The following options are available to callers, but you must
tell callers about them in your greeting if you want callers to use them:

m Press# to skip the greeting and go directly to the beep.
= PressO to transfer to your office's Operator.
m Press7 toleave acallback number.

m Press# for more options after the greeting starts.
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Selecting a personal status on the phone

TeleVantage makes it easy to select a persona status by using only the telephone
commands.Y our personal status lets your colleagues know where you are and what you are
doing. It also specifies how you want your calls to be handled under specific circumstances.

Example: When you leave the office for an off-site event, you can select the personal status
Out of the Office. This predefined TeleVantage personal status changes your Where | Am
setting to forward your callsto the number that you specify. It also changes your Greeting, so
that callerswho reach your voice mail hear aspecial greeting that you recorded (“1 am out of the
office this morning. Please leave a message, or you can try me again later, as my calls are
forwarded to where | can be reached”). See Chapter 9 for detailed information about personal
statuses.

To select a personal status on the telephone
1. Press#andlogin.
2. Press6 1, and then press:
= 1for Available
m 2 for Do Not Disturb
= 3forInaMeeting
m 4 for Out of the Office
m 5 for On Vacation
m 6 for Available (Queue Only)
m 7 for Available (Non-Queue)
= 8 for On Break
m 9 for custom personal statuses (followed by 1 to select the first custom status, 2 for

the second, and so forth).

Note: Call center agents can select a call center personal status by picking up the phone and
pressing *50, *51, *52, or *53. See “Starting and ending your shift, and taking breaks” on
page B-2.
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About using TeleVantage at a remote phone

Receiving TeleVantage calls at a remote phone

Y ou can access most TeleVantage features from aremote phone (an external, non-TeleVantage
phone). By logging in to your account, you can check your voice messages, manage your
account, and, if you have permission, place new outgoing calls through TeleVantage. When on
acall that originated from or was placed through TeleVantage, you can use the full range of
call-handling telephone commands (see Chapter 4). By forwarding your calls, you can receive
all your TeleVantage callsat the remotelocation. Y ou can even have TeleV antage automatically
call you when you receive hew voice messages.

Important: At aremote phone, press ** instead of Flash, for example, to put calls on hold or
use call-handling commands such as transfer or conference.

See Appendix A for acomplete list of telephone commands that you can use from a remote
phone.

If your remote phone is “stuck” on a TeleVantage connection

If you are trying to dial a number from your remote phone, and you find your call treated as if
it were an internal TeleVantage call (for example, you reach a user at your office), the likely
cause is that you did not log out from a TeleV antage session immediately beforehand. To end
the TeleVantage connection, dial *96, wait for adia tone, and then dial your call. Alternately,
you can hang up and wait for a short period before trying your call again, to give TeleVantage
time to drop the connection. See “Using *96 to log out” on page 6-3.

To receive your TeleVantage calls at aremote phone, forward your calls to that phone. See
“Forwarding your calls’ on page 4-12. Y ou can set up call forwarding either from within the
office or from the remote phone by logging into your account.

If you're at aremote phone and you want to forward your callsto that phone, log into your
account from it and press5 1. Your calls are forwarded to the phone you' re using.

Notes

m Using the Client, you can password-protect your forwarded calls so that you must enter
your TeleVantage password to be connected to the call. This ensures that only you
receive your forwarded calls. See “Forwarding calls in the Client” on page 15-3.

m TeleVantage call waiting is not available at remote phones.

m Hands-free answering is not available at remote phones.
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Logging into your TeleVantage account from a remote phone
To log into TeleVantage at a remote phone, do the following:

1. Cdl your office.

2. When the system prompts you to enter an extension, enter # <your extension> #
<your password> #.

Note: The key that you to use to log in might not be # on your TeleVantage system. Ask your
TeleVantage system administrator if your system uses a different key.

After you login, you can use the telephone commands asif you were in your office at your desk
phone. For example, you can listen to your voice messages, manage your greetings, forward
your calls, and perform other tasks. For afull description of the telephone commands, see
Chapter 2 through Chapter 5 and Appendix A.

When you are logged into TeleVantage at aremote phone, however, you must do the following:
m Use* instead of Flash
= Use*96 to log off

Using ** instead of Flash

When you are on a TeleVantage call at aremote phone, press ** instead of Flash to put your
caller on hold and use the tel ephone commands.

Using *96 to log out

When you are ready to end your TeleVantage session, press*96 at adial tone before you hang
up your phone. Doing thislogs you completely off the system. If you do not log off completely,
TeleVantage waits a short period of time before ending the session. If you pick up your phone
again before that period is over, TeleVantage still controls the line and assumes that you are
calling from within the system. Therefore, any number you dial will be treated as if it were an
extension within TeleVantage.

Logging in to your account from a voicemail greeting

When you call a TeleVantage extension and get voicemail, you may be able to press 9 during
the voicemail greeting to log in to your account. Check with your system administrator to seeif
this feature has been enabled for you.

Using the redial command when remote

After logging in from aremote phone, you can use the *66 command to redial your last number
diaed. The number dialed isthat of thelast call you placed while remote, either manually or by
using the voice message callback feature. It is not the number of the last call you placed locally.

Example: OnMonday, you call into your officefrom aremote location and placeacall to (617)
123-9876. For therest of the week, you work in your office and place many calls. On Saturday,
you call into your office from aremote phone and use the *66 command. The system dials (617)
123-9876 because that was the last call you placed while remote.
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Placing calls through TeleVantage from a remote phone

Answering TeleVantage calls at a remote phone

Receiving your voice messages at a remote phone

To place outgoing calls at aremote phone through TeleVantage, you must have the required
permission. For more information, see your TeleVantage system administrator.

When you are working remotely and use TeleVantage to place outgoing calls, you enjoy the
following benefits:

m Your calsare added to your TeleVantage Client’s Call Log view, so that you have a
complete record of the calls you place.

= You can put callerson hold, transfer calls, create conference calls, and perform other
actionsasif you were using your office phone, except that you must substitute ** for the
Flash command. For instructions on performing these and other actions, see Chapter 3
through Chapter 5.

The procedures that follow show you how to place calls and end placed calls.

To place a call through TeleVantage

1. Cdl your office.

2. When the system prompts you to enter an extension, enter # <your extension> #
<your password> #.

3. Press# for adia tone and dial the call.

To end calls placed at a remote phone
Press **3 to end each call instead of hanging up the phone.

If you hang up, you must call your office and log in again if you want to place more outgoing
callsthrough TeleVantage. Pressing **3 eliminates the need to call your office again, because
you remain connected to TeleVantage when you end acall by using **3.

Whenyou receiveacall from TeleVantage while you are at aremote phone—for example, when
you receive awork call that isforwarded to your home phone—you can use the TeleVantage
telephone commands just asif your home phone were a TeleVantage station. Be sure to
substitute ** for Flash when using the telephone commands at a remote phone.

Y ou can have TeleVantage automatically place a call to you when you receive anew voice
message, so that you can hear the message as soon as it arrives. For instructions on setting up
call notification of new voice messages, see “ Setting up call notifications’ on page 13-14.

If you are using call notifications, you can log in remotely and change the phone number to
which notification calls are sent, so that continue to you receive them wherever you go. To
change the call notification number, log in to your account and press 6 4.
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Using the TeleVantage Web Client

If your office has set up the TeleVantage Web Services, you can access aversion of the
TeleVantage Client using aweb browser, from any computer with an Internet connection.
Simply typethe address of the Web Client into your browser window. Y our TeleVantage system
administrator can tell you the address of your Web Client.

Once you are connected to the Web Client, click Help for instructions. Y ou can a so use the part
of this manual that describes the TeleVantage Client, as the Web Client is very similar in most
respects.

Using the TeleVantage Client remotely

If your office’ snetwork is set up so you canloginremotely viaaVPN (Virtual Private Network)
connection, you can use the TeleVantage Client as if you were on the network at your office.
Contact your network administrator to seeif you have VPN support and how to start VPN from
your remote computer before launching the Client.

When you run the TeleVantage Client remotely, it is still associated with your TeleVantage
station, not your remote phone. Therefore, if you want to place and receive calls, use the
following guidelines:

m Toreceive cals, forward your callsto your remote phone.

= Answer incoming calls by picking up the phone. Do not use the Actions > Take Call
command in the Call Monitor view, because that command connects the caller to your
office phone.

m Place calls by picking up the phone and dialing. Do not use the Client’s Actions > New
Call command, because that command rings your office phone. If you have permission
todo so, you can also place callsthrough TeleVantage by calling your office and logging
in. See “Placing calls through TeleVantage from a remote phone” on page 6-4.
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About sharing stations

In TeleVantage you can share your station (telephone) with one or more other users, and still
use your individual settings such as personal status and dialing permissions. Y ou might share a
station for a number of reasons, including the following:

Y our office uses shifts, and you and another person use the same desk at different times
of the day.

Y our office does not have assigned desks, and you might work at adifferent phoneevery
day.

Y ou frequently move from phone to phone during the day, placing and receiving calls
wherever it's most convenient.

The station you're using is a phone in a conference room, lab, or other shared location.

This chapter covers procedures you should use if you share a station for these or any other
reasons.

Placing outbound calls from shared stations

How TeleVantage handles outbound calls from a station depends on which user is currently
logged in at that station. Only one user at atime can be logged in at a station. When someone
places an outbound call from the station, TeleVantage assumesit’s the user who islogged in,
and handlesthe call asfollows:

The call is subject to that user’ s dialing permissions and restrictions.
Thecall islogged in the Call Log as placed by that user.

If you are using a shared station, before placing calls you should make sure that you are logged
in to the station. To log in, do the following:

1.

Note:

Pick up the station and enter # <your extension> # <your password> #. (Your office
may use alogon key other than #). Thislogs you in to the station until you hang up.

Optionally, press5 1 to forward your callsto the station. Thislogsyouin to the station
persistently, and you remain logged in until one of the following things happens:

= You log off from the station by picking up the phone and pressing *0 0. The station
revertsto its default user. (If you are one of the station’s default users, this
command has no effect.)

= You exit the TeleVantage Client.

= Anamount of time passes with no activity on the station. The station revertsto its
default user. Y our system administrator can tell how much time must pass before
the station reverts.

m Another user logsin at the station.

You can also log on to a station by logging on to the TeleVantage Client at the station’s

computer. For instructions, see “Logging on to the Client” on page 8-3.
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Finding out who is currently logged in at a station
To find out who is currently logged in at a station, pick up the station and dial *0.

Note: You can also see who is currently logged in by looking at the status bar of the
TeleVantage Client. See “The status bar” on page 8-8.

Distinguishing incoming calls to a shared station

When you share a station with another user and the phone rings, you may want to know which
user the call isfor. Y ou can use any of the following methods to distinguish incoming callsto a
station.

The TeleVantage Client Call Monitor

As soon as the phone starts ringing, the User column in the TeleVantage Client’s Call Monitor
shows which user the caller dialed. The User column is hidden by default. For instructions on
showing columns, see “ Showing and hiding columns’ on page 18-15.

The “call for” announcing prompt

With “call for” announcing turned on, when you pick up the phone you hear arecorded message
that says“Call for,” followed by the name of the user whom the call isfor. Y ou can then accept
or decline the call using the standard call announcing commands (see “Answering acall using
call announcing” on page 4-2).

Note that pressing 2 or 3 sends the call to the voice mailbox of the user it isfor.

To turn on “call for” announcing
1. Inthe TeleVantage Client, choose Tools > Options.
2. Inthe Options diaog box, click the Incoming Calls tab.
3. Check Announce who the call is for.
4. Click OK.

Distinct ring patterns

Y ou and the user(s) who share your station can agree to set different ring patterns for your
incoming calls. For instructions, see “ Changing ring patterns’ on page 18-9.

Shared stations and personal status

Y our personal status affectsincoming callsto your extension only. It does not affect callsto
other users who share your station. For example, if you select the Do Not Disturb personal
status, callsto your extension will not ring the phone, but the phone will till ring for callsto
other users. Thisincludes users who have forwarded their calls to your extension.
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About the TeleVantage Client

Accessing the Web Client

The TeleVantage Client application offers accessto all TeleVantage commandsin an
easy-to-use, graphical Windowsinterface. Inthe Client you can quickly and easily managecalls,
VOice messages, contacts, and more.

See your TeleVantage system administrator about installing the Client on your computer.

Without the Client, you can still access many TeleVantage functions by using the telephone
commands. For details, see Chapter 3 through Chapter 6 and the “ Telephone Commands Quick
Reference” in Appendix A.

This chapter explains the following aspects of working in the TeleVantage Client:
= “Logging on to the Client” on page 8-3
= “Exiting the Client” on page 8-6
= “Elements of the Client window” on page 8-7
m “TheClient views’ on page 8-9
= “Managing views and items’ on page 8-12
= “Organizing the contents of aview in folders’ on page 8-17
m “Sharing views and folders’ on page 8-20
m “Using the audio controls’ on page 8-23
= “Importing and exporting TeleVantage items’ on page 8-24

TeleVantage Client language

Y ou can have the TeleVantage Client interface display in Spanish or German. To do so, set your
Windows Regional Settingsto Spanish or German. Y ou will need to restart the Client if it was
open.

The Web Client isaversion of the TeleVantage Client that you can access through your Web
browser. If your office has the Web Client set up, you can useit to access your account from any
location on the Internet.

To accessthe Web Client, typeits Internet addressin your Web browser. See your TeleVantage
system administrator for the address.

In most cases, theinstructionsin this manual also apply to the Web Client. Y ou can also use the
Web Client’ s context-sensitive online Help for specific instructions about a Web Client view.
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Logging on to the Client

Y ou can log on to the TeleVantage Client in the following ways:

m Using your name and password at your desk, either manually or automatically
m At someone else’s desk
= Asanother user at your desk

= Using command line switches

Important: Each Client program must be licensed. If you see a message stating that your Client
program is not licensed, you cannot log on. See your TeleVantage system administrator for help
if such a message appears.

To log on manually or automatically to the Client

1. Choose Start > Programs > Artisoft TeleVantage > TeleVantage Client. The Client

Artisoft Tele¥antage Client Log Dn

User Mame: ICeciIia 5k, John

Password: I**P‘***

[~ automatically log on as this user

OF I Cancel Help Options ==

Log On dialog box opens.

2. Typeyour user namein the User Name field. If you do not know your user name, ask
your TeleVantage system administrator.

3. Typeyour numeric password in the Password field. Use the same password that you
use to log on to TeleVantage on the phone.

4. If you want to skip the process of logging on to the TeleVantage Client in future
sessions, check Automatically log on as this user.

Note: If you check Automatically log on as this user, anyone at your computer can
open your Client program and listen to your voice messages, because the Client will
open without requiring a password.

5. Optionaly, click Options to specify your station ID and the TeleVantage Server to
which you are connecting. See the next section, “Changing the TeleVantage Server
and station ID.”

6. Click OK. The Client starts.

To reset TeleVantage so that a password is required
1. Choose Tools > Options. The Options dialog box opens.
2. Onthe General tab, uncheck Log on automatically.
3. Click OK.
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Changing the TeleVantage Server and station ID
When the Client isinstalled, your computer is configured so that the Client uses:
= A specific TeleVantage Server
= A specific telephone represented by a number (the station ID number)
Y ou can change these settings whenever you log on. Y ou would need to do so in the following
circumstances:
= You are running the Client for the first time.
= You want to connect to a different TeleVantage Server on your network.

= Your computer needs to be connected to a different phone (for example, it has moved to
adifferent office).

= The network computer name of the TeleVantage Server has changed.

To change the TeleVantage Server or station ID

1. Start the Client program. If your system logs you on automatically, chooseFile > Log
on as a different user after you start the Client.

2. Click Options in the Client Log On dialog box to view the expanded Client Log On

dialog box.
User hame: ICeciIia 3k, John
Password:
™ Automatically log on as this user
Sarver: [reLEvanTAGE _|
Station I |15
Press *0 on your phone to hear wour station ID.
[a] 4 I Cancel | Help | << Qptions I

3. InServer, typethe network name of aTeleVantage Server computer on your network,
orclick .| toselect one.

4. Enter avalid station ID in the Station ID field. Press *0 on a TeleVantage phone to
determine that phone's station ID.

5. Click OK.
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Logging on at another workstation

Y ou can log on to the Client at someone else's workstation using your user name and password,
and access your TeleVantage account there. When you do so, the Select Station dialog box
opens so that you can decide how to treat the other user’s phone.

Select Station

‘fou are logging on ko station & (Kenneth Deimoch) but your default station is 2.

{* Ise station & as a visitor

" Use station & to place and answer calls as Miri Anatolia
I | Eorward vy calls b bhis station

= Use my default skation (skation 2}
" I am not near a TeleYantage phone

Description:

This phone is configured For Kenneth Deimoch, With this option, calls placed -
and answered with this phone will continue to use that account. Use the Client
instead of the phone to place and answer calls using your account, Calls ko you
will not ring at this phone, although you can use the Call Monitor to take a call LI

Press *0 on your phone ko hear your station 1D,

Cancel | Help |

1. Choose one of the following options:

m Log on as avisitor. The phone remains set for the workstation’ snormal user. Calls
that you place and receive on that phone use the normal user’ s account (for
example, the dialing permissions and call announcing settings) and appear in the
normal user’s Call Log. Choose this option if you do not intend to use the phone
extensively while working at that location.

m Log on as yourself. The phoneistemporarily reset with you asthe user. Callsthat
you place and receive on that phone use your account and show up inyour Call Log.
Choose thisoption if you will be using the phone extensively while working at that
location.

For how to log off from the station, see “Placing outbound calls from shared
stations’ on page 7-2.

If you choose this option, you can also select Forward my calls to this station to
receive callsto your own extension here. For more information about call
forwarding, see “Forwarding calls’ on page 15-3.

m Use your default station. The workstation is reset to associate this computer with
your physical TeleVantage phone. Whenever the Client on this computer uses the
phone—for example, to play a voice message—it uses your TeleVantage phone.
Choose this option only if thisis your workstation and your phoneis physically
nearby.

Note:This change is equivalent to resetting the station ID as described in the
previous section, “Changing the TeleVantage Server and station ID.”
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m | am not near a TeleVantage phone. You log on with station ID 0, meaning the
computer is not associated with a TeleV antage phone. Commands that require a
phone—for example, placing a call—are unavailable.

Note:When you run the Client without an associated phone, the Call Monitor view
title bar displays “No associated phone” as a reminder.

2. Click OK. The Client opens with the station selection you made.

Logging on as a different user

Y ou canlog on asadifferent user without exiting and restarting the Client program. Thisfeature
makes it easy to log on to another user’s account from your Client. Y ou must know the other
user’s password to log on to that account.

1. ChooseFile > Log on as adifferent user. The TeleVantage Client Log On dial og box
opens.

Enter the user name under which you want to log on, and then enter the password.

Click OK.

Changing your password
1. Choose Tools > Options. The Options dialog box opens.

2. Click Change Password. The Change Password dialog box opens.

3. Enter your current password under Old password, enter your new password under
New password, and then retype your new password in the Verify new password
field.

4. Click OK to close the Change Password dialog box, and then click OK to close the
Options dialog box.

Logging on with command-line switches

Y ou can add switches to the Windows shortcut command line that starts the Client. The
command line switches enable you to run the Client using two phones at your desk, turn on
debugging data, and perform other tasks. See Appendix E for more information.

Exiting the Client

To exit the Client, choose File > Exit.

If you are at another user’s desk, exiting logs you off from the station associated with the PC,
returning the station to its default user. Y ou can log off from the station without exiting the
Client by picking up the phone and dialing *00.
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Exiting and logging off

Y ou can also exit the Client by choosing File > Exit and Log off. Thiscommand closesall Client
viewsthat you have opened in anew window by right-clicking the view bar and choosing Open

in new window. Note that it does not close multiple instances of the Client opened by using the
/allowmultiple command line argument (see Appendix E).

Elements of the Client window

2 Inbox - Artisoft TeleVantage Client

File Edit Wiew Tools Actions Help
[ plew - | Zp & | [ ¥ | €y Reply €% Reply to A o8 Forward | % AL | »
Inbox. Lz ]

% |Length | Mumber

4 Kenneth Deimo... Tue 4/10/2001 11:3... :08 666
=4 RE: Kenneth Dei... Thu 3/29/2001 4:29... :01 666
Unknown Fri 1/19/2001 6:48 PM :11 2066362599

4| | i
From: Kenneth Deimoch Received: Tue 4/10/2001 11:35 AM ‘
Motes:

T RTINS .
ry

Advanced

Y

00:00.0 ‘

| |3 Ttems, 3 Unheard | Miri Anatolia (x555) () Whinsy ~ <) ~ [{# FwD A

The Client window contains the following elements:

= The menu bar
m Thetoolbar

m Theview bar

m TheFolder List
m The status bar

m TheClient view that is currently displayed (see “ The Client views’ on page 8-9)

The menu bar

The menu bar, at the top of the Client, provides access to TeleVantage commands. Click each

menu to see the commands that menu contains. Menu commands are referenced in this manual
in the format File > New > Contact.
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The toolbar

Thetoolbar, directly under the menu bar in each view, providessingle-click accessto frequently
used TeleVantage commands. Some views contain toolbar buttons that are not found in other
views. The following illustration shows the toolbar for the V oice M essages view.

J [ Mew v| @ @ | [B > | ¢ Reply @Reply to &l W Forward | %Assgciate | Dial: Enter a number or name ko dial = | ),)

Inany view, clicking the left-most toolbar button createsanew item for that view. For example,
in the Call Monitor view, clicking the left-most button lets you place anew call: |7, ., j

Y ou can aso click the small arrow to the right of that button for amenu that |ets you create any
new Client item. The arrow isavailable in every view.

Y ou can hide or show toolbar buttons. See “Hiding and showing toolbar buttonsin aview” on
page 18-17.

The view bar
Theview bar, the vertical pane on the left side of the Client, provides single-click access to the
Client views. See “The Client views’ on page 8-9.

Y ou can customize the look and organization of the view bar. See “ Customizing the view bar”
on page 18-14.

The Folder List

TheFolder List isan optional vertical pane next to the view bar. It provides accessto the Client
views and their associated folders, public TeleVantage foldersin your office, and folders that
other users have shared with you. When you first start the Client, the Folder List is hidden. To
show it, choose View > Folder List. See “Using the Folder List” on page 8-17.

The status bar
The status bar islocated at the bottom of the Client window.

|Last caller: Miri Anatolia ab 7/16/2001 12:03 PM; press F11 ko returll 1 Item, 1 Unheard ‘Ceclha Sk, John (x227) o Avallable ~ (El - c’ FWD

The status bar gives you quick access to the following information:

m Last caller. Liststhe name (if available) and Caller ID of your last incoming call. You
can press F11 to place acall to that number.

= Number of items. Number of itemsin the current view. For example, if you have 18
contacts, the Contacts view status bar displays“ 18 Items.” In the V oice Messages view,
the status bar al so indicates the number of unheard messages.

= Name and extension. The name and extension of the user logged on to the Client on
this computer.

If your name and extension are followed by a vertical bar (|) and the name of a call
center queue, you are calling as that queue, meaning your outbound calls are being
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logged as coming from the queue. To restore outbound call logging to yourself, pick up
your phone and press *14#. See “Placing calls from a queue” on page B-8.

= Phone. If you see a Phone pane showing the name of another user, it indicates that that
user islogged in to your station. While that user islogged in, calls you place using the
phone will be subject to that user’ s dialing restrictions, and logged as coming from that
user. To restore the station to yourself, pick up the phone and dia *00.

m Personal Status. Thecurrent personal status of the user logged on to the Client. Click
the personal status button to choose a different personal status. See Chapter 9 for
information on personal statuses.

= Audio output. You can click these buttonsto switch the Client's audio output between
your computer speakers and your phone. Audio output includes playing your voice
messages. Click the arrow to the right of the button to switch your audio output.

m Call forwarding. The FWD button appears as a reminder when you have forwarded
your calls. Double-click the button to open the Call Forwarding dialog box, inwhich you
can change or turn off call forwarding. See “Forwarding calls’ on page 15-3.

» /D

Hiding and showing Client window elements

Y ou can hide or show each of the Client window elements except the menu bar. Use the View
menu commands to toggle an element between hidden and shown. For example, to hide or show
the status bar choose View > Status bar.

Customizing the Client display

Y ou can further customize the appearance and features of the Client. See “ Customizing the
Client display” on page 18-14 for more information.

The Client views

The TeleVantage Client contains views, which appear in the main part of the Client window and
give you access to specific TeleVantage functions.

Important: Some views may not be available to you. Your TeleVantage system administrator
controls which views your Client program displays.

To open a view
1. Click General or Advanced intheview bar and locate the view that you want to open.
2. Click the view's button.

Note: You can also open a view by clicking its icon in the Folder List.

For an overview of each view, see the following table.
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The TeleVantage Client Views

General

legl Voice Messages Hear, manage, and archive your voice
messages. See Chapter 13.

& Call Monitor Visually place and handle calls (transfer,
create conference calls, listen to voice
mail as it is being left). See Chapter 12.

% Contacts Manage an online phone book of your
telephone contacts. See Chapter 16.

7 Extensions View all TeleVantage extensions, their
personal statuses, and who is on the
phone now. See Chapter 10.

A
o

R
o

Call Log View a record of all your phone calls and
perform other actions. See Chapter 14.

Advanced

Greetings Record your voice-mail greetings and
change the active greeting. See
Chapter 13.

% Routing Lists Set up “follow me” call forwarding and
send calls to workgroups or other
extensions. See Chapter 15.

@ Personal Statuses Set up a personal status that indicates
your availability and location to others.
Personal statuses also govern the
greetings used, the routing lists used, and
whether your phone does or does not
ring. See Chapter 9.

Call Rules Set up custom call handling for individual
callers or for specific dates or times. See
Chapter 17.

o2y Workgroups Define groups of users and contacts for

common call-handling purposes and for
quick access when transferring calls. See
Chapter 16.

{‘J Queue Monitor View up-to-date statistics for call center
gueues. Available only for call center
agents with permission to use it.
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Working in multiple views

Y ou can have several views open at once by opening each view in its own window. To open a
view initsown window, right-click aview button in the view bar and then choose Open in New
Window on the shortcut menu.
1

= Open

Open in Mew Window

Femove from Yiew Bar

EBename Shortcut

Froperties
T T

When you want to shut down the Client, you can close all Client windows at the same time by
choosing File > Exit and Log Off on the main menu.

Adding the Calls Pane to any open view

The Calls Pane contains the same information that appears in the Call Monitor view. Y ou can
display the Calls Panein any Client view and see and act on your incoming calls.

To add the Calls Pane to a view, do the following:
1. Open the view to which you want to add the Calls Pane.
2. Choose View > Calls Pane.

3. Select alocation from the menu to place the Calls Pane.

To remove the Calls Pane from a view, choose View > Calls Pane > None.

Adding the Extensions Pane to the Call Monitor view

The Extensions Pane contai nsthe sameinformation that appearsin the Extensionsview. Adding
the Extensions Paneto the Call Monitor view letsyou see whether usersare avail able before you
place or transfer callsto them. Y ou can also perform drag-and-drop call handling operationsin
the Call Monitor when the Extensions Pane is open. See “Dragging and dropping items’ on
page 8-14.

To add the Extensions Paneto the Call Monitor view, chooseView > Extensions Pane, and then
select alocation on the menu.

To remove the Extensions Pane from the Call Monitor view, choose View > Extensions Pane
> None.
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Managing views and items

Items areindividual greetings, contacts, routing lists, personal statuses, workgroups, and call
rulesthat you create in TeleVantage. Oneitem appears on each row inaview. For example, one
contact appears on each row in the Contacts view.

This section explains the following:
m Using commandsin the views
= Managing itemsin the views

= Printing itemsin the views

Using commands in the views

TeleVantage's commands appear in each Client view asfollows:

m Choose a command on the view’s menu bar. For example, in the Inbox folder of the
Voice Messages view, choose the Actions menu and click a command.

m Click atoolbar button. Position the mouse pointer over a button to seeits action.
m Right-click an item and choose a command on the shortcut menu.

Commands affect only the item or items selected. Right-clicking an item selectsit and opensa
shortcut menu that contains commands, so it is often the fastest way to perform an action.

Managing items in the views

This section is aguide to managing individual itemsin aview:
= Creatingitems
= Deleting voice messages and other items
= Renaming items
= Cutting and pasting items
m Copying and pasting items
= Dragging and dropping items

Y ou may not be able to perform these actions if you do not have the required permission.

Creating items

Y ou can create al typesof TeleVantageitems, such asgreetingsand cal rules, inany view. You
can create a completely new item, or you can copy an existing item and enter only the
information that is new for that item.

To create an item, choose File > New and choose the type of item that you want to create, such
asacontact or agreeting. Enter the information about the new item in the dial og box that opens.
Click OK to create theitem. Y ou cannot create extensions.
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To create an item by copying an existing item

1. Select theitem onwhich you want to base anew item, such asacontact in the Contacts
view.

Choose Edit > Copy.

Choose Edit > Paste. A Contact dialog box opens. Copy of <item that you copied>
appearsin the title bar of the dialog box. The dialog box contains a duplicate of the
selected item’s information, such as name, phone number, and so forth. Y ou can use
thisinformation as a basis for creating a new item.

Enter the information about the new item in the dialog box.

Click OK to save the changes as a new item.

Deleting voice messages and other items

To delete a voice message from your Inbox, select it and then press DELETE. The voice
message moves to your Deleted folder.

To permanently delete a voice message from your Inbox

1. Select the voice message. To select more than one voice message, press CTRL and
select them.

Press SHIFT+DEL. A confirmation dialog box opens.
3. Do one of thefollowing:
= Click Yes if you want the selected voice message to be permanently removed from
your computer.
= Click No to keep the voice message in your Inbox.

To delete other items

1. Intheview in which the item appears, select the item. To select more than one item,
press CTRL and click each item that you want to delete.

2. Right-click the selected item and choose Delete on the shortcut menu. A confirmation
dialog box opens.

Note: When you delete an item that is not a voice message, such as a greeting or a
call rule, the item is permanently and irretrievably removed from your computer. You
cannot recover it after you delete it.

3. Click OK to permanently delete the item.
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Renaming items

Y ou can easily renameitemsin TeleVantage, but you cannot rename some types of items, such
as default personal statuses or the Standard routing list. Use the following procedure to rename
anitem.

To rename an item

1. Double-click theitem. The item’s dialog box opens.
2. Inthe Name field, type anew name for the item.
3. Click OK.

Cutting and pasting items

Cutting arow in the Contacts, Greetings, Routing Lists, Personal Statuses, Call Rules, and
Workgroups views del etes the item on that row and places it on the clipboard.

To create a new item based on an existing item and delete the existing item

1. Select theitem that you want to delete and on which you want to base anew item, such
asacontact in the Contacts view.

Choose Edit > Cut.

3. IntheFolder List, select the folder into which you want to paste the copy of the item.
See “Using the Folder List” on page 8-17.

4. Choose Edit > Paste. A new dialog box opens, containing a duplicate of the selected
item’ sinformation, such as name, phone number, and so forth. Y ou can use this
information as abasis for creating a new item.

Enter the information about the new item in the dialog box.

Click OK to save the changes as a new item.

Copying and pasting items
Copying arow in the Contacts, Greetings, Routing Lists, Personal Statuses, Call Rules, and

Workgroups views places a copy of theitem in that row on the clipboard astext. This
information can be pasted into other applications, such as atext program.

Choose Edit > Copy to place a copy of selected items on your clipboard. Choose Edit > Paste
to paste theitems. 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 F-2).

For information about creating a new item by copying an existing item, see page 8-12.

Dragging and dropping items
Y ou can drag and drop one item onto another item to perform actions such as making a call,

transferring acall, and adding acall to aconference. Y ou can also move an item to afolder or a
view.
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For example, if you drag an active call in your Call Monitor view onto auser in the Extensions
Pane, the call transfersto that user. Conversely, you can drag a user from the Extensions Pane

to the Call Monitor view to call that user.

Thefollowing table lists the drag-and-drop actions you can perform in the TeleVantage Client.
The From column showsthe itemsyou can click and drag. The To column showsthe destination
items. The remaining columns show the actions that result when you drag and drop an item or
use the SHIFT and CTRL keysin conjunction with dragging and dropping.

Note: The Web Client does not support drag-and-drop actions.

SHIFT + CTRL +
From To Drag Drag Drag
Call Call No action Opens the Conferences
Conference the calls
dialog box
Extension, Performs a Opens the Performs a
Contact, blind transfer Transfer supervised
Call Log, dialog box transfer
Voice
Message
Note: ALT+Drag of a call to an extension
transfers the call directly to that extension’s
voicemail.
Call Log Call Conferences Opens the
the Call Log Conference
party withthe dialog box
call
Empty Call Places acall Opens the
Monitor to the Call Place Call To
Log party dialog box
Contact Call Conferences Opens the
the contact’'s Conference
default dialog box
number with
the call
Empty Call Places acall Opens the
Monitor to the default Place Call To
phone dialog box
number
Folder Moves the Opens the Copies the
contact to Move Item folder
the folder dialog box
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SHIFT + CTRL +
From To Drag Drag Drag
Folder Folder Moves the Opens the
folder to Move Folder
another dialog box
folder
Contact Moves the Opens the
folder to the  Move Folder
Contacts dialog box
folder
Voice Moves the Opens the
Messages foldertothe Move Folder
voice dialog box
Message
folder
Voice Call Conferences Opens the
Message the message Conference
sender with  dialog box
the call
Empty Call Places acall Opens the
Monitor to the Place Call To
message dialog box
Caller ID
Folder Moves the Opens the Copies the
message to  Move Item message
a folder dialog box
Extension Call Conferences Opens the
(User, the call Conference
Auto dialog box
AR Empty Call Places the Opens the
Queue, or .
VR Monitor call Place Call To
Plug-in) dialog box

Printing items in the views

To print the contents of aview, choose File > Print. When you print aview that contains several
columns, you may need to change the orientation of the pageto “landscape” so that all columns
that appear in the view are printed.
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Organizing the contents of a view in folders

A folder isasubdivision of aview that lets you organize the contents of that view. For example,
in the Contacts view you can create a Business folder and a Personal folder, and then organize
your contactsin thesefolders. Y ou can then click the Personal folder to view only your personal
contacts in the Contacts view.

Y ou can create folders within the V oice M essages and Contacts views. Y ou can create as many
folders as you want, and you can nest folders within other folders.

The Voice Messages view contains one folder already created, the Saved folder. When you
listen to a voice message on the telephone and save it, the message is moved into the Saved
folder.

Private and public folders
The Client displays the following types of foldersin the Folder List:

m Private folders. Foldersthat you create and that appear in your Client only, unlessyou
share them with other users. See “ Sharing views and folders’ on page 8-20.

m Public folders. Foldersthat are visible to all TeleVantage users. See “Viewing public
folders’ on page 8-19.

Using the Folder List
Use the Folder List to view folders. If the Folder List is not visible, choose View > Folder List.

Falder List b3
[~ Miri Anatolia
= @ Call Log

438 call Monitor

- % Call Rules
[=1-=% Contacts

: Friends

{3 Deleted

{2 Greetings
[ Gl Tnbost (3)

~-{g) Personal Statuses
Cueue Monitor
Routing Lists

~g¥y Workgroups

=7 Public Folders
Cantacts

- Extensions

~-g¥y Workgroups

-2 Shared Folders

Folders that contain other folders are marked by an expansion symbol (a plus or minus sign).
Click the symbol to hide or show the folders within the selected folder.

Y ou can use the Folder List to select foldersto display and viewsto display. When you click a
view in the Folder Ligt, the view opensin the Client window.

Note: The folder for the Extensions view appears under Public Folders in the Folder List.
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Viewing the Folder List temporarily
Y ou can display the Folder List temporarily by clicking the folder title at the top of the view.

1nbox. |

The Folder List remains open in the Client window until you click elsewherein the window. To
keep the Folder List open, click the push-pin button in the upper right corner of the Folder List.

Falder List 44

Managing folders

This section is aguide to basic actions you can perform on folders. The views that support
folders are the V oi ce Messages view and the Contacts view.

Creating folders
1. Choose File > Folder > New Folder. The Create New Folder dialog box opens.

2. Under Name, type aname for the new folder.

3. Under Select where to place the folder, click the view or folder within which you
want to place the new folder. The views that support folders are the V oice M essages
view and the Contacts view.

4. Click OK. Thefolder appearsin the Folder List.

Deleting folders
1. IntheFolder Ligt, click the folder that you want to delete.

2. ChooseFile > Folder > Delete. The folder and its contents is moved to the Deleted
folder. To delete afolder permanently, you must delete it from the Deleted folder or
empty the Deleted folder by choosing Tools > Empty Deleted Folder.

Renaming folders
1. IntheFolder Ligt, click the folder that you want to rename.

2. Typeanew name for the folder.

3. Press ENTER to complete the name change.

Adding folders to the view bar
Y ou can add afolder to the view bar for easier access.

1. IntheFolder Ligt, click the folder that you want to add to the view bar.
2. ChooseFile > Folder > Add to View Bar.
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Moving items between folders

1. IntheFolder Ligt, select thefolder that containstheitemsyou want to move to another
folder. The contents of the folder appearsin the Client window.

Select one or more items that you want to move.
Drag the selected items to the target folder in the Folder List.

Viewing public folders

Public folders contain itemsthat all TeleVantage users can view and use. For example, any user
can view a public contact’sinformation or place a call to that contact.

Example: Your company defines its departments as public workgroups. All usersin the
company can view the members of those workgroups.

To view public folders, click Public Foldersin the Folder List.

Note: Items in public folders are not generally available for editing or deleting. You must have
special permission to edit a public item.

Managing the Deleted folder

The Deleted folder contains voice messages that you have del eted from the V oice M essages
view or afolder. Itemsin the Deleted folder continue to be stored in the limited space that has
been allocated to you for your voice files. To regain space for more voice messages or other
voice files, empty your Deleted folder.

To view the contents of the Deleted folder, click it in the Folder List.

Emptying the Deleted folder

Y ou can delete an item from the Del eted fol der just asyou would from any view or folder. When
items are deleted from the Deleted folder, they are deleted permanently.

To empty the Deleted folder, choose Tools > Empty Deleted Folder.

To empty the Deleted folder automatically
1. Choose Tools > Options. The Options dialog box opens.
2. Click the Voice Messages tab.
3. Choose one of the following options:

m Todeleteall messagesinthe Deleted folder now, click Remove all items now. The
messages are deleted when you click OK to close the Options dialog box.

= Toempty the Deleted folder automatically whenever you exit the Client, check
Remove all items when exiting.

= Toremove old items automatically from the Deleted folder, check Periodically
remove old items, and then enter the agein days at which an item isautomatically
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Sharing views and folders

removed. For example, if you enter 3, items are automatically removed after they
have been in the Deleted folder for three days.

4. Click OK.

Y ou can share the following views, and any folders within them, with other TeleVantage users
that you specify:

= The Call Monitor view
m TheVoice Messages view
m The Contactsview
Those users can accessthe views or foldersthat you share with them from their Client programs

according to access levels that you specify. Y ou can grant individual users specific levels of
access to your shared views and folders.

Example: If you and two coworkers are working on the Gould project, you can create a
Contacts folder called “Gould” in which you keep important contacts at the Gould office. You
can share the Gould folder with your two coworkers, so that all three of you have accessto
Gould contacts' phone numbers.

Notes

m Voice messages marked Private do not appear in a shared folder.

m Calls from a call center queue do not appear in a shared Call Monitor.
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To share aview or folder

1. IntheFolder List, click the view or folder that you want to share. In the remainder of
this procedure, “folder” refersto both views and folders.

2. ChooseFile > Folder > Share Folder. The folder’s Properties dialog box opens at the

Sharing tab.

General  Sharing |

Available users; Share with these users:

Admin -

Cedilia Sk, John

chk ‘fannopoulos add > |
Dingo Frye

Frank Smith e LEMOYE |

John Sargent
Permission:
_l_I | |

Joshua Fields
-
13
oK I Cancel I Apply | Help |

Kewin Flaherty
Oneraknr

3. Select the usersin the Available Users list with whom you want to share the folder.
To select multiple users, press CTRL as you select users.

Click Add. The selected users are moved to the Share with these users list.

To change the access level for a user, select the user in the Share with these users
list, and then select one of the following from the Permission drop-down list:

m View only. The user can view or listen to items in this folder, but cannot edit or
delete them.

= View and Edit. The user can view, listen to, edit, delete, and move itemsin this
folder.
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Call Monitor Properties 1]

General  Sharing |

Available users: Share with these users:

Cecilia 5k, John (View only)

Dick ¥annopoulos

Dingo Frye add == |
Frank Smith =

John Sargent << Remove |
Joshua Fields

Kevin Flaherty

Operator = Permission:
Shannnn R nse Rvan

5 I I » I'v'iew only

Yieww and Edit

oK I Cancel I pply | Help |

6. Click Apply to save your changes and continue to work on the Sharing tab. When you
are done, click OK. The folder is now shared with the usersin the Share with these
users list at the specified permission level.

Viewing shared folders

To view folders or views that another user has shared with you, open Shared Folders at the
bottom of the Folder List and then select the folder of the other user.

Inbox

Folder List x
F-g@ Ceclia 5t John
----- % Call Log
----- £ Call Manitor
----- 2 Call Rules
----- QE%I Contacts
----- (9 Deleted
----- 2 Greetings
#-5E Inbox (1)
----- 7 Personal Status
----- £ Routing Lists
----- 2 workgroups
-5 Public Folders
=57 Shared Folders
E@ Shannon Rose Ryan

------ F=Hnbox B¥

Deleting shared items

If you have permission to do so, you can del ete voice messages from folders that other users
have shared with you. If those users also shared their Deleted folders with you, the message
moves to their Deleted folders. If not, the message is permanently removed.
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Using the audio controls

TeleVantage' s audio controls make it easy to create recordings and listen to recordings and
VOIiCe messages.

.lbll

i
A

m‘

These audio controls appear throughout the Client in dialog boxes in which you can create
recordings and listen to voice messages.

Creating recordings and playing voice messages
Y ou create recordings by speaking into your phone.

Record

Stop

Play

When you are ready to record, pick up your phone, and
then click the button. A beep signals that recording has
begun.

When you are finished recording, you can either hang up
or click the button.

Click the button to listen to the recording or voice
message. Click it again to pause playback.

To move forward and backward within the recording or voice message, drag
the dlider bar:

00:00.0

Using voice message bookmarks

Y ou can set bookmarks in voice messages by dragging the arrows that appear under the slider
bar. When you play a message you have bookmarked, only the portion of the file between the

bookmarks plays. This capability can be useful when you want to mark the location of an

important phone number in a voice message.
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Importing and exporting voice files
To import or export avoice file, use the buttons on the recording control:

. Import  Youcanimport avoicefilein WAV or .VOX format to
B usefor any Client recording (greetings, voicetitles, and so
on).

TeleVantage can import WAV files with a frequency of
8Khz, 11.025 Khz, 22.05 Khz, or 44.1 Khz. Y ou can also
import an 8 kHz PCM .VOX file (MULaw format for
North Americaand Japan, ALaw format for other
countries).

~ Export  You can export any of your Client recordings, including
A voice messages and recorded conversations, to a . WAV
file on your hard disk.

Importing and exporting TeleVantage items

Y ou can import contactsinto TeleVantage from a.CSV (comma-separated value) file, and you
can export contactsto a.CSV file. You can also export extensions and the Call Log to .CSV
files. Click File > Import and Export to open the Import and Export Wizard.

Importing and exporting contacts
Y ou can import contacts into TeleVantage:

m Froma.CSV file generated from TeleVantage
= From a.CSV file generated from another contact manager such as Microsoft Outlook
Y ou can export contacts from TeleVantage to a.CSV file that you can import into another

TeleVantage Client, Outlook, GoldMine, FrontOffice 2000, Act!, or other contact management
software.
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To import contacts from a .CSV file

1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

Choose an action to perform:

Export Contacts

Export Extensions
Irnport Contacks

— Descripkion

Export call log information ko a file of comma separated values

Help | = Back | Mext = I Cancel |

2. Sdlect Import Contacts, and then click Next.

Import and Export Wizard
File ko import: gram Filesi TeleVantage ClientiContacts, csy Browse. .. |

Destination folder: I% Cecilia 5t. John Y, Contacts j

Options

" Replace duplicates with iterns imported
= Allow duplicates to be created

{* Do not import duplicate ikems

I™ Use phone numbers as caller identification For these contacts

Map Custom Fields. .. |
Help | < Back | Mext = I Cancel |

In File to Import, click Browse and select the .CSV file that you want to import.

In Destination folder, select the TeleVantage Contact folder into which you want to
import the contactsin the .CSV file.

5. Under Options, select one of the following:

m Replace duplicates with items imported. If TeleVantage finds a duplicate
contact in the .CSV file, the contact from the file will replace the existing
TeleVantage contact.

= Allow duplicates to be created. If TeleVantage finds a duplicate contact in the
.CSV file, it will import al contacts, even those that are duplicates of TeleVantage
contacts.

= Do not import duplicate items. If TeleVantage finds duplicate contactsin the
.CSV file, it will not import them.

6. Sedlect Use phone numbers as caller identification for these contacts to add the
imported contacts' phone numbersto TeleVantage'slist of Caller ID numbers so that
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contacts can be identified when they call. For more information, see “ Teaching
TeleVantage to recognize your contacts’ on page 16-7.

If you areimporting a.CSV file that was created by TeleVantage, go to step 10.

8. If you areimporting contacts from another application, click Map Custom Fields.

Map Custom Fields H

Drag the fields or values from the source file on the left and drop them on the appropriate destination
field on the right. Drag an item From the right: to the left to remove it From the Field mapping.

r—From: —Ta
Ci\Documents and Cecilia St. John '\ Contacts
SettingsiBGranatiDeskiopiContacts, csy
Source Field [walue - Destination Field [Mapped From =
First Marne Anderson First Marne First Marne
Last Mame Julie Last Mame Last Mame
Company Masterworks Co Title Title b
Title Comment
PIMN Company Company
Mokes Business Phone Business Phone
Account Code - Business Phone Access Co Business Phone
Rl | __'l_I Cl 1 _'l_I

< Previous | Mext = | Clear Map | Defaulk Map |

¥ First record contains field names

Cancel | Help |

9. Mapthefieldsasfollows:

m Check First record contains field names at the bottom of the dialog box if the
.CSV file'sfirst record consists of the names of fields. Then drag fields or values
from the left pane (the .CSV file) to the fields in the right pane (TeleVantage
contacts) in which you want the values to appear. Drag unwanted default field
mapping from the right pane to the left pane.

m Click Previous or Next to view other recordsin the .CSV file.
m Click Clear Map to remove all mapping from the right pane.
m Click Default Map to restore the default mapping.

When you are finished mapping fields, click OK.
10. Click Next inthe Import and Export Wizard, and then click Finish. The contactsin the
.CSV file areimported.

Note: When textis imported from a .CSV file, a comma in the text breaks the text between fields
unless the text is within quotation marks.
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To export contacts to a .CSV file

1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Choose an action to perform:

Export Contacts
Export Extensions
Irnport Contacks

— Descripkion

Export call log information ko a file of comma separated values

Help | = Back | Mext = I Cancel |

2. Under Choose an action to perform, select Export Contacts, and then click Next.
V=Sl = i =T o 2 Files\ TeleVantage Client)Contacts, csy Browse. .. |

Source Folder: I% Cedilia 5t John ) Contacts j

Help | < Back | Mext = I Cancel |

3. InSave exported file as, browseto the folder in which you want to save the .CSV file.

4. InSource folder, choosethe Contactsfilethat you want to export, and then click Next.
5. Click Finish. The .CSV fileis exported.
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Exporting the Extensions view
Y ou can export the Extensions view to a.CSV file for use in other applications.

1. Click File > Import and Export. The Import and Export Wizard opens.

Export Contacts
Export Extensions
Irnport Contacks

— Descripkion

Export call log information ko a file of comma separated values

Help | = Back | Mext = I Cancel |

2. Under Choose an action to perform, select Export Extensions and click Next.

Import and Export Wizard

Save exported file as: Iram Filesi Televantage Client\Extensions.csy Browse. .. |
Fier IR ~ |
Help | < Back | Mext = I Cancel |

3. Under Save exported file as, browseto thefolder in which you want to save the .CSV
file.

4. Under Filter, choose the extensions or workgroups that you want to export, and then
click Next.

5. Click Finish to complete the export or Cancel to close the Wizard without performing
any action.
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Exporting the Call Log
Y ou can export your Call Logto a.CSV file that can be read and analyzed in a spreadsheet
program such as Microsoft Excel.

1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Choose an action to perform

Export Contacts
Export Extensions
Irnport Contacks

— Descripkion

Export call log information ko a file of comma separated values

Help | = Back | Mext = I Cancel

2. Click Export Call Log, and then click Next.

Save exported file as: IC:'l,Program FilesiMicrasoft OFfice\OFficetCall: |£

Source folder: I@ Cecilia 5k, John '\ Call Log
Start Date: |6,|’1,|’2001
End Date: |6,|’1,|’2001

Help | < Back | Mext = | Cancel |

Click Browse and then specify afile name and destination for the Call Log file.

Enter the Start Date and the End Date for the portion of the Call Log that you want to
export.

5. Click Next and then click Finish. The portion of the Call Log that you specified is
saved to the .CSV file.
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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

Connected, user hung up

Connected, user was hung up upon
Abandoned

Left message

Blind transfer

Supervised transfer

Login to user account

Ol oo |~ |W|DN|F

Call was sent directly to voice mail

10 No answer

12 Login failed the maximum number of times
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About personal statuses

Y our personal status lets your colleagues know where you are and what you are doing. It also
specifies how your calls are handled under specific circumstances.

A personal status consists of the following:

m A persona statusicon and a name, such as Available. These appear next to your name
in the Extensions view, so that other TeleV antage users can see at a glance whether you
arein the office and available. Likewise, by looking at the Extensions view you can see
the personal status of other users. For example, if the Extension view showsHelen Shire
in the personal status On Vacation, you would know not to call her.

= A collection of preferences that determines how your incoming calls are handled. For
example, the Do Not Disturb status sends your incoming calls directly to voice mail
without ringing your phone.

Each personal status consists of the following call handling preferences:

= Where | Am specifiesthe phone at which your incoming callsring. Changing this setting
is equivalent to forwarding your calls. See “Forwarding calls’ on page 15-3.

m Taking calls determines whether your phone rings when calls arrive.

m Queue calls isasetting for call center agents that determines whether or not the queue
sends them calls. See Appendix B.

m Routing List specifiesthe routing list that TeleVantage uses to process calls. For more
information about routing lists, see “Using routing lists’ on page 15-7.

m Greeting specifiestherecording that TeleVantage playsto callerswhen they reach your
voice mail (or any other final action of your routing list). For more information about
greetings, see “Managing greetings’ on page 13-18.

Example: When you leave the office for an of f-site event, you can select the personal status
Out of the Office. This TeleVantage personal status can change your Where | Am setting to
forward your callsto the number that you specify. It can aso change your Greeting, so that
callers who reach your voice mail hear a specia greeting that you recorded (“1 am out of the
office this morning. Please leave a message, or you can try me again later, asmy calls are
forwarded to where | can be reached”).

Note: To change your personal status, you must have permission to do so. If you cannot change
your personal status, see your system administrator.

The Personal Status button in the status bar

The status bar contains a button that shows your current personal status. Click that button to
select adifferent personal status. gy avaiatie ~
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Using predefined personal statuses

Five predefined personal statusesare availableto all users. Three additional predefined personal
statuses are available only to call center agents.

Y ou can also create custom personal statuses for your own use, for example, Working From
Home, At Client XY Z, and so forth. See “ Creating a custom personal status’ on page 9-6.

Predefined personal statuses (for all users)
The following table lists the predefined personal statuses that are availableto all users.

[of0]4] Status

Description

e Available

Lets people know that you are available to
take calls. All calls ring your phone. You can
turn call forwarding on if you want to take
calls at a different location, for example, if you
are working from home.

Call center agents can use this status to
make themselves available. For more call
center agent personal statuses, see the next
table.

@ Do Not Disturb

Lets people know that you are not taking
calls. No calls ring your phone. You can
record a greeting that tells callers you will get
back to them later, and you can send your
calls directly to voice mail.

Note: You can create a call rule that overrides the
Do Not Disturb personal status by allowing calls
from specific people to ring your phone. For more
information, see Chapter 17.

In a Meeting

Office

On Vacation

ey
== Out of the
i

These personal statuses let people know
where you are when you are away from your
desk. Like Do Not Disturb, by default these
personal statuses send your calls directly to
voice mail without ringing your phone, though
you can change that behavior with these
statuses. You can customize each of these
statuses individually by recording a greeting
that tells callers where you are, if you are
forwarding your calls, and so on.
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Predefined personal statuses (for call center queue agents)

In addition to the predefined personal statuses shown in the previoustable, the
predefined personal statuses shown in the following table are available to agents
inacall center queue. For information about working as an agent in acall center
queue, see Appendix B. For information about working as an agent in an ACD
workgroup call center, see Appendix D.

Icon

Status

Description

Available

(Queue Only)

This status or the Available status makes you
available. When you select this status, the
gueue begins sending calls to you.

With this status, only queue calls ring your
phone. Non-queue calls are sent directly to
your voice mail. To have all your calls ring
your phone, make yourself available by
selecting the Available status (see the
previous table).

You can also select this status by picking up
the phone and pressing *51.

Available
(Non-Queue)

This status makes you unavailable at the end
of your shift. When you select this status, the
gueue stops sending calls to you.

With this status, non-queue calls still ring your
phone. To prevent all calls from ringing your
phone, make yourself unavailable by
selecting Do Not Disturb.

You can also select this status by picking up
the phone and pressing *52.

On Break

This status puts you on a break during your
shift. While this status is selected, the queue
does not send calls to you. When you take a
break, be sure to use the On Break status
rather than Available (Non-Queue), which
ends your shift. Using On Break when you
take a break will ensure the integrity of call
center statistics.

You can also select this status by picking up
the phone and pressing *53.
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Notes for call center agents:

m You can make yourself available by selecting either Available or
Available (Queue Only).

= You can make yourself unavailable by selecting any status other than Available,
Available (Queue Only), or On Break.

Selecting a personal status

This section explains how to select a personal status using the Client or the phone.

Selecting a personal status in the Client
Use any of the following methods to select a personal statusin the Client:

m Click the Personal Status button on the status bar, and then choose a personal status.
m Choose Tools > Personal Status and then choose a personal status.

= Inthe Persona Statusesview, select apersonal status and then choose Actions > Set as
Active.

Y ou can configure a personal status so that it prompts you to change its settings whenever you
select it. Doing thismakesit easier for you to change your call forwarding or greeting each time
that you select that personal status. For example, you may want to specify adifferent forwarding
number every time you select the “ Out of the Office” personal status. For moreinformation, see
“Personal status and your active settings’ on page 9-9.

Selecting a personal status on the phone
Y ou can select a personal status on the phone in the following ways:

m Loginandpress6 1. See*“Selecting a persona status on the phone”’ on page 5-8. You
can select the Available persona status quickly by picking up the phone and pressing
*50.

= For call center agent statuses, pick up your phone and press *51 through *53. Use these
quick commands to begin and end your shift and to go on break. See “ Starting and
ending your shift, and taking breaks” on page B-2.
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Modifying a personal status

Y ou can modify predefined and custom personal statuses to reflect your changing availability
and location. For example, if you are often away from your desk attending meetings, you can
modify the In a Meeting personal status to send your callers directly to voice mail and play a
specia “in ameeting” greeting that you record.

The following predefined personal statuses have preferences that you cannot modify.

m Do Not Disturb. The Taking calls preferenceis fixed at No—the status always sends
you callsdirectly to thefinal action of your routing list (usually your voice mail) without
ringing your phone.

m Available. The Taking calls preferenceisfixed at Yes—this status always implies that
you are ready to take calls.

m Available and Available (Queue Only) for call center agents. The Queue calls
preference is aways set to Yes. For more information, see Appendix B.

Y ou cannot delete or rename predefined personal statuses.

To modify a personal status

1. Inthe Personal Statusesview, double-click the personal status. The Personal Status
dialog box opens.

2. Follow the steps described in the next section, “ Creating a custom personal status.”

Creating a custom personal status
Y ou can create custom personal statuses for your own use for any of the following reasons:

= To provide more information to your colleagues about where you are and what you are
doing, for example, Working From Home, At Client XY Z, and so forth.

m To facilitate frequent changesto several call-handling settings at once. For example,
whenever you work at the East Side office you might want to forward your calls and
change your voice-mail greeting. By creating a custom personal status called East Side
Office, you can automatically make both those changes just by selecting the status.

Custom personal statuses are identified in the Extensions Pane or folder by @ .
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To create a custom personal status

1. ChooseFile > New > Personal Status. The Persona Status dialog box opens.

® Untitled - Personal Status = S]]

Mame: ||

Recorded name: | PoE e | gy

—Selecting this Personal Status makes the Following settings active

Where I Am: IDeFauItIocation j |
it For answEr: I 15 seconds

I | Bramipt recipient for passward

™ | Prampt recipient b accept ar desline call

Taking calls: I\"es {use my routing list) j
Queue calls: IND -
Routing List: IDeFauIt (Standard) j il
Greeting: IDeFauIt (Standard Greeting) j @I

| Ignore Call Rules

| When I select this Personal Status, prompt me to change these settings

OF I Cancel Apply | Help |

Enter aname for the persona status.

Use the audio controls under Recorded name to record the name, so that you can
select the status by using the telephone commands (see “ Selecting a personal status on
the phone” on page 5-8).

4. Specify how you want your calls handled while this personal statusis selected. For
most call handling preferences, you can select either a specific item or Default.
Selecting Default uses the item that is your current personal status default. Y our
current personal status default is shown in parentheses when you select Default. See
“Personal status defaults” on page 9-12 for more information.

Note: If you change your personal status default, preferences set to Default are
updated.

= Under Where | Am, you can forward your callsto another location by clicking _|
and specifying the location. The Call Me at Another L ocation dialog box opens,
which functionsin the same manner as the Place Call To dialog box. For
information about how to use this dialog box, see “Placing acal” on page 12-2.

If you select an external number, you can use the external number call forwarding
options. For an explanation of these options, see “ Forwarding callsin the Client”
on page 15-3.

m For Taking calls, specify whether you want your telephone to ring or not when a
cal arrives.

If set to Yes, incoming callsfollow your active routing list, which usualy includes
ringing your phone. If set to No, incoming calls are sent directly to the final action
on your active routing list, which by default is your voice mail.
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m TheQueue calls field appears only if you are an agent in a call center queue.
Specify whether you want to receive queue calls when this personal statusis
selected. If you specify Yes, this personal status marks you as available, and while
itisin effect you receive calls from al queues for which you are signed in. See
Appendix B for completeinstructions on working asan agent in acall center queue.

Y ou can modify thisfield only for custom persona statuses or the predefined
statuses In a Meeting and Out of the Office.

m Select the Routing List that your calls use when you select this personal status.
= To create anew routing list, click .
m Toeditaroutinglistinthelist, selectit, and then pressALT whileclicking ﬂ
For more information about routing lists, see “Using routing lists” on page 15-7.
m Select the Greeting played to callers when they reach your voice mailbox.
= Torecord anew greeting, click @] .
= Torerecord agreeting in thelist, select it and then pressALT while clicking

Bl.

For more information about greetings, see “Managing greetings’ on page 13-18.

m Check Ignore Call Rules if you want to disable your call rules when this personal
statusisin effect. With your call rules disabled, all your incoming callsfollow your
Standard routing list. See Chapter 17 for more about call rules.

Note:Checking this box is equivalent to choosing Tools > Ignore Call Rules
whenever this personal status is in effect.

With the box unchecked, your call rules might cause some callersto hear greetings
or follow routing lists other than the ones specified by this personal status.

5. Check the box at the bottom of the dialog box if you want a dialog box to open
automatically whenever you select this personal status. Doing this lets you quickly
change preferences that you frequently modify.

Checking this box is helpful to you for those personal statuses whose greetings or
forwarding locations you customize on aregular basis. For example, whenever you
select the Out of the Office personal status, the dial og box opens and you can specify
adifferent call forwarding location.

6. Click OK to save the new personal status.
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The Personal Statuses view

Click Advanced in the view bar and click the button for the Personal Statuses view. The
Personal Statusesview displaysall your personal statuses. Double-click apersonal statusin the

view to edit or view its properties.Y ou can see the personal statuses of other usersin the
Extensions view.

2 Personal Statuses - Artisoft TeleYantage Client

File Edit Wiew Tools Actions Help |
Quen -| & |55 % | ¢ | pia | ?.
General Personal Statuses, ~
Advanced @ |Name £ |Where Iam |Greeting |R0uting List |Taking Calls |
o Available Default location Default (Initial Gree... Defaulk (Standard) Yes
Do Mot Disturb Default location Default {Initial Gree... Default {Standard) Mo
@ In A Meeting Default location Default {Initial Gree... Defaul (Standard) Mo
& On Yacation Default location Default {Initial Gree... Default {Standard) es
& Out OF The Office Default location Default {Initial Gree... Default {Standard) Mo
«| | ©
| |51tems |Kenneth Deimoch {x666) onvailable - (Ej - /il

Personal status and your active settings

When you select apersonal status, its preferences are copied to your active settings. Y our active

settings are all the settings that, taken together, determine how TeleVantage handles your
incoming calls. They are:

m The currently active personal status

= Where | Am (the phone that rings for your incoming calls)

m Active greeting (the greeting played to callers who reach your voice mail)
m Active routing list (the routing list that incoming calls follow)

m Taking calls setting (whether your phone does or does not ring)

= Ignore call rules (whether your callsrules are enabled or disabled)

In addition, call center agents have the queue calls setting, which determines whether they are
currently available to receive queue calls. See Appendix B.
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Changing your active settings

Y ou can change your active settings in the following ways:

= Change each active setting individually by going to the appropriate view or dialog box.
For example, you can set your active greeting in the Greetings view, your active routing
listin the Routing Lists view, your Where | Am setting by forwarding your calls, and so
forth.

m Change several active settings at once by selecting a personal status. For example, if
your On Vacation personal status usesthe “1’m on vacation” greeting and specifies that
your phone does not ring, whenever you select the On 'V acation status, “I’ m on vacation”
becomes the active greeting and your Taking calls setting is set to No.

= Change active settings directly by using the Active Settings dialog box (see the next
section).

Each change you make to an active setting overrides the previous one.

Example: You select the personal status On Vacation, which makes the “I’ m on vacation”
greeting active. Then you open the Greetings view and makethe“ Standard” greeting active. The
“Standard” greeting is now the active one, even though the On Vacation personal statusis still
in effect.

Changing your active settings directly

The Active Settings dialog box gives you quick accessto all your active settings in one place.
Changes you make in this dialog box become your new active settings, and remain active until
something else changes them, for example, until you select anew personal status or change the
active greeting in the Greetings view.

Y ou can use the Active Settings dialog box in the following ways:

m Seeat aglanceall your current active settings, so that you know how your incoming calls
are being handled.

= Set an aspect of apersonal status differently whenever you select that status. For
example, whenever you select the status Out of the Office, you might want to specify a
different call forwarding location. Y ou would select the status, and then specify your call
forwarding location in the Active Settings dialog box.

Y ou can set apersonal statusto open the Active Settings dialog box whenever you select
that personal status so that you can makethiskind of change. To do so, edit the personal
status as shown in “Modifying a personal status’ on page 9-6, and check When | select
this Personal Status, prompt me to change these settings.

Note:If you find that you override a personal status preference frequently in the same
way, consider changing the preference in the personal status permanently. For example,
if you want the Out of the Office personal status to always use your custom routing list that
includes your cell phone, specify that routing list in the personal status itself.
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To change your active settings in the Active Settings dialog box

1. Choose Tools > Active Settings. The Active Settings dialog box opens.

Personal Status: Io Available j gl
Where T Am: IMy skation j _I

it For answEr: I 30 | seconds

I | Bramipt recipient for passward

™ | Prampt recipient b accept ar desline call

Taking calls: I\"es {use my routing list) j
Routing List: IStandard j il
Greeting: IInitiaI Greeting j @I

| Ignore Call Rules

Cancel | Help |

2. Change any of the following:

= To change your current personal status, select a personal status in the drop-down
list.

m To create anew custom personal status, click gl .
m To edit the selected personal statusin thelist, press ALT while clicking g| .

m To changethe active Where | Am phone, Taking calls, Routing List, or Greeting
settings, usetheinstructionsin step 4, (“To create acustom personal status’ on page
9-7).

3. Tomakesurethat al incoming callers hear the greeting specified herewhen they reach
your voice mail, check Ignore Call Rules. Doing this disables your call rules and
causesall incoming callsto follow your Standard routing list. The Routing List setting
in this dialog box changes to reflect this choice.

Note: Checking this box is equivalent to choosing Tools > Ignore Call Rules
whenever this personal status is selected.

With the box unchecked, your call rules might cause some callersto hear greetings
other than the one specified here.

4. When you are done, click OK. If the active settings are different than the current
personal status, you are prompted to apply these settings as editsto the personal status.
Choose one of the following:

m Yes. The active settings go into effect and also are copied to the personal status
preferences. Choosethisoption if you want to apply these active settingsevery time
you select this personal status.

= No. The active settings go into effect as overrides to the personal status. The
personal status remains unchanged. Choose this option to make a one-time change
that will not be repeated the next time you select personal status.
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Active settings hierarchy

Several different TeleVantage features allow you to specify an active setting. For example, you
can specify arouting list in the Routing Lists view, in acall rule, and in a persona status. This
section describes which setting is used in cases of conflict.

The hierarchy for active settingsis asfollows:

1. cCall rule. When acall ishandled by acall rule, its settings are used if specified.

2. Active Settings dialog box/Personal status. Settings that are not specified by a call
rule use the current setting in your Active Settings dialog box. These are set by your
current personal status, but you can also set them manually by choosing Tools >
Active Settings.

Important: The exception to this rule concerns greetings, which take their highest priority from
the routing list followed. If a routing list specifies a greeting that is not the active greeting, that
greeting is always the one played for calls using that routing list.

Personal status defaults

When you select a personal status with a greeting or routing list preference, it makes that
greeting or routing list active. When you are done using that personal status, you might want
your active greeting and routing list to revert to what they were before. Personal status defaults
areaway of accomplishing this. Personal status defaults specify the greeting and the routing list
that become active when you select a personal status that has no greeting or routing list
preference.

Only one greeting and one routing list can be your personal status defaults at atime. When you
select apersonal statuswith no greeting preference, the personal status default greeting becomes
active. When you select a personal status with no routing list preference, the personal status
default preference becomes active.

Example: You set your “Everyday” greeting to be your personal status default, becausethisis
the greeting you normally use. Several times during the day you change your active greeting by
selecting the personal status In aMeeting, which appliesyour custom “Be Back Soon” greeting.
When you return from the meeting and select the personal status Available (or any other
personal status) your personal statusdefaultsarerestored, so your “Everyday” greeting becomes
active again.

Y ou can change the greeting and the routing list that are your personal status defaults at any
time. See “ Setting personal status defaults” on page 9-13.
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Using the Where | Am default

Where | Am specifies the phone that rings when you receive acall. The Where | Am default is
your station, unlessyou areforwarding your calls. Inthat case, itisyour call forwarding number.
This setting enables you to temporarily override your call forwarding with apersonal status, and
then restoreit.

Example: You forward your calls to your home phone. Y ou then select the custom personal
status Lunch Hour, which changes Where | Am to your cell phone. When you come back from
lunch you select the personal status Available (or any other personal status), which restores your
Where | Am default. Where | Am returns to being your home phone, retaining your call
forwarding.

Setting personal status defaults

There can be only one personal status default of each type (greeting and routing list) at any one
time. Use the following proceduresto:

m Set apersonal status default greeting and routing list
m Set apersonal statusto use your default greeting and routing list

To designate a greeting or routing list as the personal status default

1. Openthe Greetings view or the Routing Lists view and double-click theitem that you
want to be the personal status defaullt.

2. Inthedialog box for that item, check Default Personal Status Greeting/Routing List.
3. Click OK.

When you make a greeting active using the telephone commands, that greeting also becomes
your personal status default greeting.

To set a personal status to use your defaults
1. Edit the persona status. See “Modifying apersonal status’ on page 9-6.

2. Under Greeting, Routing List, or Where | Am, select Default. The drop-down list
displaysthe item that is currently the personal status default in parentheses.

When you create a new custom personal status, these preferences are already set to
Default. The only reason you would need to change them to Default isif you had
previously changed them to use specific items.

3. Click OK.
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Changing the personal status of another user

Y ou can change the personal status of another TeleVantage user if you know that user's
password. Thisfeature isuseful when users want to changetheir personal status but do not want
to log on to TeleVantage themselves. For example, a secretary can change the personal status
for the boss, or the user who is acting as the Operator user can change the Operator’s personal
status without logging on as the Operator user.

To change another user’s personal status
1. Inthe Extensions view, right-click the user.

2. ChooseApply Personal Status and click apersonal status. The Enter Password dialog

box opens.
Enter password ]

Password: I
oK I Cancel | Help |

Enter the password of the user and click OK.
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The Extensions view

The Extensions view lists each TeleVantage user and all other TeleVantage extensions, along
with information about the current status of the extensions. Y ou can use the Extensions view to
quickly place callsto other TeleVantage extensions or to change another user’ s personal status
if you have permission to do so.

A glance at the Extensions view can tell you:

A user’s extension number
Whether auser is currently on acall
A user’s current personal status

Whether a user has call forwarding turned on, and the location to which the calls are
forwarded

The extensions of your office’ s auto attendants and queues

2 Extensions - Artisoft Televantage Client

File Edit Wiew Tools Actions Help |

@New'|§|%gx|::j§|mal: '|‘?,
Extensions, e
@ | @ |Name £ |Ext |Personal Status Mame |Title |DID |F0rwarding I;I
Iy ACD Sales 400 23400
& Q) admin 100 Awailable
& & cediiast. John 227 Avalable

Advanced

Fa @ Cynthia Caylor 101 Do Mot Disturb
= Default Auto Atten,.. 8000

Fa @ Dick Yannopoulos 126 In A Meeting
& @ Dingo Frye 222 Do Mot Disturb
£ Doc 10009 Open

& &) Frank smith 125 Awailable

5

< |

all | ACD Sales

|25 Items |Kenneth Deimoch {x666) onvailable - (EJ - /Ll

The Extensions view updates automatically in real time.

Extensions view tabs

The Extensions view contains tabs that display related groups of extensions. Click each tab to
view its contents.

All tab. Thistab displays al TeleVantage extensions. Y our system may be configured
to not show this tab.

Workgroup tabs. The Extensions view contains a tab for each public workgroup of
which you are amember, and a tab for each personal workgroup that you created and
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decided to show as atab. Click aworkgroup tab to see the extensions within that
workgroup. See “Using workgroups® on page 16-14.

= Queuetabs. If youareanagentincall center queues, the Extensionsview containsatab
for each queue. Click the tab to see the agents who are members of that queue.

Extensions view columns

The following table shows the columns that are available in the Extensions view. To show or
hide columns, see “ Showing and hiding columns’ on page 18-15.

Column Description

Type of extension or user phone state. The
@ extension types are:

+* User whose phone is on hook

#  User whose phone is off hook

Call center agent in wrap-up state

L  Auto attendant

©  Call center queue

& Workgroup

B  IVR Plug-in

Icon for the user’s current personal status.
Name Extension’s name.
Ext Extension.

Personal Status  Name of the user’s current personal status.

Name For call center queues, this column displays the

queue’s current status. Queue statuses are:

Open. The queue is distributing to its calls to
available agents as normal.

Closed. You have set the queue to send its
calls directly to voice mail.

No agents. All agents in the queue are
currently signed out or unavailable, so the
gueue is automatically sending its calls directly
to voice mail.

Title User’s title, if available.
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Column Description

DID User’s Direct Inward Dial (DID) number, if one
exists. This is the number used to dial the user
directly from an outside line.

Forwarding If the user has turned on call forwarding, this is the
extension to which calls are forwarded. If the user’s
calls are being forwarded to an outside phone
number, “External number” is displayed.

Queue Calls Specifies whether the user is currently available to
receive calls from call center queues.

ACD Calls If checked, the user is available to receive ACD
workgroup calls.

Comments Any notes associated with the extension.
Station The default station for the extension.
Mailbox If checked, the extension has a voice mailbox.

Placing calls to an extension

To place acall to an extension, double-click the extension. If your phoneis on hook, it ringsto
connect you to the call being placed.

Automatically switching to the Call Monitor view

Y ou can have TeleVantage automatically switch to the Call Monitor view when you placeacall
from the Extensions view.

1. Choose Tools > Options. The Options dialog box opens.
2. Click the View tab.

3. Under Display Call Monitor in the following situations, check Placing new calls
from Contacts or Extensions.

4. Click OK.

Changing another user’s personal status

From the Extensions view you can change another user’ s personal statusif you know that user’s
password. For instructions, see “Changing the personal status of another user” on page 9-14.
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About receiving and handling calls in the Client

Inthe TeleVantage Client, the Call Monitor view isthe visual counterpart to your telephone. The
Call Monitor lets you see al your incoming calls and any outgoing calls at once, often with the

calersidentified by name.

In the Call Monitor view you can:

m Seewho iscalling you and take the call or send it to voice mail

m Click callsto transfer them, put them on hold, send them to voice mail, or perform other

actions

= Move among multiple calls on hold with a click of the mouse

= Record cdls

m Conference calls (including creating or starting a conference)

The Call Monitor view

2 Call Monitor - Artisoft Televantage Client

File Edit Wiew Tools Actions Help

3 New '|§|%§X | &L{mjl @|I2E®| ﬂTransfer w‘\\\gonference | * H |f}?%f},| S Supervise v|

Call Monitor .. :

1 |

| Status
% Ringing

|

Mame: Mathaniel Ches...

Number: WASHING... |

Extensions Pane

X

@|®|Name ks

| Ext | Personal Status = |

Fe'y ABC Workgroup
& QY admin

& §% Cedilia St John
Q) cube 101

| Default Auta Atken. ..
Fa o Dinga Frye

& (2 Frank Smith
& 10e wales

& &Y 10hn sargent
& @ 10shua Fields
-’I‘ &) kerneth Deilimch
4

202

100 Available

227 On Vacation
101 Available
000

222 Available

125 My day off
224 Available

107 Available

172 Do Mok Disturb

666 Awvailable _ILI
»

MyPhoneI all I Sales queue®

Advanced

All I Sales queus I Marketing I Custome 4 >|

|':Q:' Incoming Call From Mathaniel Chestrut - WaASHINGTOMN

- 2BBG33EN5S

[ Miri Anatolia (x555) &Y Available ~ <) ~ A

For an explanation of Call Monitor view columns, press F1 for online Help. For information
about changing the Call Monitor view columns that are displayed, see “ Customizing columns’

on page 18-15.

Each row in the Call Monitor view is an item that contains information about one call, or one
party in acall. Conference calls appear as agrouped item with each party to the conference call

as a separate indented row.
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Call Monitor view tabs

For most people, the Call Monitor view contains one tab, called My Phone. However, the Call
Monitor can display other tabs that group related calls. Click each tab to view the related call
activity at your phone.

Call Monitor .. =

% Ringing Unavailable Miri Anatolia

| | »]
Mame: Kenneth Deimoch MNumber:  Unavailable |
My Phone I all I Sales queue™ I

m My Phone tab. Thistab alwaysappearsin your Call Monitor view and displaysall cals
to or from your telephone. Thisincludes calls that are forwarded to your extension (in
thiscase, the called party who forwarded the call isidentified in the Owner column), and
callsto your DID number if you have one.

= All tab. The All tab appearsif any other tabs in addition to the My Phone tab appear in
your Call Monitor. The All tab allowsyou to see @l callsfor al tabsin one place. Calls
in the All tab are grouped by the call owner’s name.

= Queue tab. If you are an agent in acall center queue, al the current callsfor the queue
appear on a separate tab labeled with the queue name. An asterisk (*) on the queue tab
indicates that you are signed out for that queue. For details about participating in a
queue, see Appendix B.

m <call owner> tab. Callsfor users who have shared their Call Monitor views with you
appear on separate tabs |abeled with the call owner’s name. For more information, see
“Sharing your Call Monitor view” on page 11-16.

m Workgroup tab. If you belong to aworkgroup, all current calls for the workgroup
appear on aseparate tab label ed with theworkgroup’ sname. For more information about
workgroups, see “Using workgroups’ on page 16-14.

Using the My Phone tab to handle calls

After you answer acall, the Call Monitor automatically switches to the My Phone tab. The My
Phone tab isthe only tab from which you can perform call-handling commands on acall. If you
select an active call in ancther tab, the call-handling commands are unavailable.
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Call Monitor view panes
The Call Monitor view contains the following two panes that you can hide or show:

= The Extensions Pane, which shows users' availability (personal status) and enables
drag-and-drop call handling. See “Adding the Extensions Pane to the Call Monitor
view” on page 8-11 and “Dragging and dropping items’ on page 8-14.

m The Notes Pane, which enables you to type and save call notes. See “ Creating notes
about acall” on page 11-14.

Call Monitor view columns

The Cal Monitor view contains several columns that show detailed information about a call,
such as Trunk Name and Target Station. Some of the columns are hidden by default. For an
explanation of the columns, press F1 in the Call Monitor view for its online Help. For
instructions on hiding and showing columns, see “Customizing columns’ on page 18-15.

Viewing a custom data column in the Call Monitor

If your TeleVantage system is configured to display custom datain the Call Monitor, the custom
dataappearsin one or more columns. Y ou can view the available columnsin the Show Columns
dialog box. Y ou can hide and show custom data columns the same way you can hide and show
normal columns (see “ Customizing columns’ on page 18-15). Contact your TeleVantage

system administrator to seeif any custom data columns are availablein your Call Monitor view.

Displaying the Call Monitor view automatically

TeleVantage can open the Call Monitor view automatically in the following situations:

= When you receive an incoming call
= When you place or return calls from other Client views

When the Call Monitor view opens automatically, it appearsin front of all other open windows
on your computer.

To display the Call Monitor view automatically
1. Choose Tools > Options. The Options dialog box opens.
2. Click the View tab.

3. Under Display Call Monitor in the following situations, check one or both of the
following options:

m Placing new calls from Contacts or Extensions
m Returning calls from Voice Messages or Call Log

4. Todisplay the Call Monitor view automatically on incoming calls, click the Incoming
Callstab and check Display the Call Monitor.

5. Click OK.
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Selecting and acting on a call in the Call Monitor view

Click acall inthe Call Monitor view to select it. After it is selected, you can choose commands
to apply to that call.

To use acommand on acall in the Call Monitor view, do one of the following actions:

m Right-click the call and choose a command on the shortcut menu. This option is often
the fastest way of choosing acommand, but it may be difficult to do so during times
when phone traffic isheavy. Thisisdueto the fact that calls change position in the Call
Monitor view as new calls arrive and transferred calls |eave the Call Monitor view.

= Click abutton on the toolbar.
m Choose a command from the Actions menu.
m Press Enter. This puts the selected call on hold, or retrievesit if it is aready on hold.

Call ownership

In the Call Monitor you can perform call-handling commands only on calls that you own. You
own acall if you are the one who answered it. If you select acall that you do not own, the
call-handling commands are unavailable.

Examples of callsthat you can see, but that you do not own, include callsin aQueuetab that are
being handled by another agent, or callsin a shared Call Monitor tab that are being handled by
the sharing user.

To determine who owns a call, look at the name in the Owner column.

Double-clicking calls
Double-clicking in the Call Monitor view has the following effects:
= Double-clicking an active call putsit on hold.

= Double-clicking any other type of call takes the call (connects you to the caller). This
includes incoming calls, calls on hold, parked calls, and calls for which you are
screening a message.
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Commands while a call is ringing

While calls areringing at your phone, the Call Monitor view displays “Incoming Call.” If
TeleVantage can identify the caller, the item in the Call Monitor view also displaysthe caler's
phone number and name, which enables you to screen your calls. (See “ Teaching TeleVantage
to recognize your contacts’ on page 16-7.) While calls are ringing, you can perform the
following actions:

m Takethecall

= Send the call to voice mail

= Put the call on hold without talking to the caller first
m Transfer the call without talking to the caller first

Taking the call

If you are already on another call, select the incoming call and choose Actions > Take Call.
Your current cal is put on hold. Y ou can easily move among multiple calls by choosing Take
Call again.

When you use Take Call in the Call Monitor view, call announcing is not used. However, you
can play the caller’ sname over your speakersby choosing Actions > Announce Caller. To have
incoming callers' names played over your speakers automatically, see “ Other options for
incoming calls” on page 11-15.

Sending the call to voice mail
Select the call, and then choose Actions > Take Message. The call is sent to your voice mail.

Note: Call center agents cannot perform this command on an incoming queue call.

Y ou can listen to a voice message as the caller isleaving it and pick up the call if needed.

To listen to a voice message as it is being left
1. Select thecall whileitisringing or while the caller isleaving a message.
2. Choose Actions > Screen Message.

3. Pick up your phone and listen to the message asit is being left. Thisis a one-way
connection. The caller cannot hear you.

4. Tointerrupt the message and take the call, choose Actions > Take Call. You are
connected to the caller.
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Putting an incoming call on hold

Choose Actions > Hold when you are momentarily unable to take an incoming call but intend
to speak to the caller soon. Thiscommand puts callers on hold without your talking to them first
and plays a specia grab-and-hold greeting that you have recorded. (See“To record a
grab-and-hold greeting” in this section.) Callers can wait on hold or leave avoice message. The
Status column in the Call Monitor view shows their choices.

TeleVantage supplies you with aninitial grab-and-hold greeting that says, “ The person you are
trying to reach ison another call. To hold for your party, remain on the line. Otherwise, to leave
amessage, press 1. To end thiscall, press 2". The caller can aso press 0 to transfer to the
Operator, though this option is not mentioned in the prompt.

Y ou can rerecord this greeting to say, for example, “ThisisAngela. | am on another call right
now, but if you hold for amoment | will be right with you.” The options that callers hear with
this greeting are contained in a separate prompt that only your TeleVantage system
administrator can change.

To put an incoming call on hold

Select the incoming call and choose Actions > Hold.

To record a grab-and-hold greeting
1. Choose Tools > Options. The Options dialog box opens.
2. Click the Incoming Calls tab.

3. Usetheaudio controlsunder Play this greeting when an incoming call is placed on
hold to record agrab-and-hold greeting. See “Using the audio controls’ on page 8-23.

4. When you have recorded your grab-and-hold greeting, click OK.

Transferring a call without talking to the caller first

Y ou can transfer the call to another extension whileit isstill ringing. The procedure is the same
astransferring acall normally. See“ Transferring acall” on page 11-9.
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Commands after you answer a call
After you answer acall, you can perform actions on that call, including the following:
m Putting acall on hold

m Transferring acall

= Recording acall

= Associating acall with a contact

m Parking acall

= Unparking acall

= Muting acall

= Playing acaller's name

m Disconnecting a call while staying on the phone
m Entering an account code for acall

= Creating notes about a call

Instructions for each of these commands appear in the following sections.

You can also include the call as part of a conference call. See “ Creating conference calls’ on
page 12-9.

Important: To perform a Call Monitor command on a call, you must select the call in the My
Phone tab. The commands are unavailable from other tabs. See “Call Monitor view tabs” on
page 11-3.

Putting a call on hold
To put acall on hold, select thecall, and then choose Actions > Hold. Alternately, select the call
and press Enter.

Toretrieve the call from hold, select the call and either choose Actions > Take Call or press
Enter.

Y ou can put as many callson hold at one time as you want. The Duration column in the Call
Monitor view shows how long each call has been waiting on hold.

Notes

m Use Actions > Hold instead of the Hold button on your phone. When on hold, callers hear
music (if your system has music on hold), but they hear only silence if you use your
phone’s Hold button.

= You cannot put a call to a queue, auto attendant, or IVR Plug-in on hold. If you attempt to
do so, the call is disconnected.
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Ringback for calls on hold

By default, if you hang up with one or more callson hold, TeleVantage' sringback feature rings
your phone to remind you. If you do not pick up your phone, any calls on hold are sent to voice
mail.

Y ou can choose how long TeleVantage waits when you have calls on hold before ringing your
phone. Y ou can also turn ringback entirely off. See “Turning ringback for calls on hold on and
off” on page 18-7.

Ringback is not available when working at a remote phone.

Transferring a call

The Call Monitor view allows you to easily transfer acall to any party, either another
TeleVantage user or someone at an external phone number. Y ou can look up users and contacts
by name, and you can see in advance if an extension is busy. Y ou can even transfer acall to an
auto attendant or to a user’s voice mail.

Drag-and-drop transferring

With the Extensions Pane showing in the Call Monitor view, you can drag a call from the Call
Monitor to an extension in the Extensions Pane to transfer the call to that extension. For more
information about drag-and-drop commands, see “ Dragging and dropping items” on page 8-14.

Blind vs. supervised transfers
Y ou can transfer acall in one of the following ways:

m Blind transfer, sometimes called an unattended transfer. Y ou transfer the call without
first speaking to the recipient. When the recipient answers the phone, the call is
connected.

Note: If you transfer a ringing call, you are performing a blind transfer.

m Supervised transfer, sometimes called an attended transfer. Y ou ask the recipient to
accept the call, and then you transfer the call if the recipient agrees, or you send the call
to the recipient’ s voice mail if the intended recipient does not agree to take the call.

To transfer a call
1. Select thecall that you want to transfer.
2. Choose Actions > Transfer. The Transfer To dialog box opens.

3. Select the person or enter the number to which to you want to transfer the call. See
“Placing acall” on page 12-2 for instructions.

Note: You may be prohibited from transferring an external caller to an external
number. See your TeleVantage system administrator for more information.

4. If you aretransferring the call to an external number, select the dialing service to use
from the Call Using drop-down list. See “Using dialing services’ on page 12-6.
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5. If you are transferring the call to a user or a contact, choose a blind or supervised
transfer. (See “Blind vs. supervised transfers’ on page 11-9 and in the next step).

6. If you selected Blind transfer, click OK. The transfer is completed and the call
disappears from your Call Monitor.

If you selected Supervised transfer, go to the next step in this procedure.

7. Click OK. You are connected to the recipient’ sextension, and the caller is put on hold.
The incomplete transfer displays as alinked three-party call in the Call Monitor.

8. Speak to therecipient and announcethecaller. A dialog box opensand asksyouif you
want to complete the transfer or cancel it.

Supervised Transfer

ﬁ Transferring to Darien Fawkes:

T Complete Conference | Cancel |

9. Choose one of the following options:

m Complete. Thetransfer is completed and the call disappears from your Call
Monitor. Y ou can also complete the transfer by hanging up the phone.

= Conference. You, thecaller, and therecipient areall connected in aconference
cal.

m Cancel. Thetransfer process ends and you are reconnected to the caller.

Transfer tips for Operator users

By using workgroups and showing the Extensions Panein the Call Monitor view, you can easily
find and choose the recipient of acall that you want to transfer. Define workgroups to represent
the departments of your office. When transferring acall you can then view only the members of
aworkgroup, for example, the Marketing workgroup. Y ou can see at a glance the names of
members of the Marketing department and who is available to take a call. See “Using
workgroups’ on page 16-14 and “ Adding the Extensions Pane to the Call Monitor view” on
page 8-11.

You can aso transfer calls more easily by resizing the Transfer To dialog box, by showing and
hiding columns, and by sorting calls by column. See “Customizing the Client for Operators’ on
page 18-13.
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Recording a call

If your TeleV antage system administrator has given you the required permission, you can record
your TeleVantage conversations, including conference calls. By default, recordings appear in
the Inbox folder of your V oice M essages view, although your TeleV antage system administrator
may have set them to appear in another person’ sV oice M essages view. Recorded conversations
are stored in the limited space that you have been allocated for all of your voice files.

The maximum length of asingle recording is equal to the total number of minutes availablein
your voice mailbox. By default thisis 20 minutes, but your TeleV antage administrator may have
set adifferent limit.

Important: Itis possible for a recorded conversation to “over fill” your voice mailbox. The
recording will not be cut off. However, you cannot receive more voice messages when your voice
mailbox is full. For this reason, you should check your available mailbox space after recording any
conversation to be sure that you have space for new voice messages. See “Viewing your voice
mailbox size” on page 13-9 for more information.

To record a call

1. Duringanactivecall, chooseActions > Start Recording. TeleVantage startsto record
thecall.

2. Tostop recording, choose Actions > Stop Recording.

To play a call you just recorded

1. IntheVoice Messages view, click the Inbox folder, or open another mailbox if your
system is set up differently.

Select the recording.

Choose Actions > Play.

If the recordings are in your own Inbox folder, you can listen to them by using the telephone
commands. See “Listening to your voice messages’ on page 5-3 for more information.

Note: You can also play call recordings from the Call Log. See “Listening to a recorded call from
the Call Log” on page 14-9.

Associating a call with a contact

Unidentified callsappear in the Call Monitor view asbeing from“Unknown.” Y ou can associate
aparticular unidentified call with one of your contacts, so that the Call Monitor and Call Log
views display a name with the call. Y ou can also permanently associate the call’s Caller ID
phone number or text with the contact, so that TeleVantage automatically identifies the contact
on all subsequent calls from that phone.

Toassociateacall with acontact, choose Actions > Associate. See“ Associating acall or Caller
ID number with a contact” on page 16-9.
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Parking a call
Parking acall putsacall on hold and letsany TeleVantage user retrieveit from any TeleVantage

telephone or Client program in your office.
To park a call
1. IntheCall Monitor, select the call you want to park.

2. ChooseActions > Park. The Status columninthe Call Monitor view displays* Parked
on <orbit number>.

Unparking a call
Y ou canretrieve aparked call from any TeleV antage telephone or Client programin your office.

To answer a parked call from any Client program

1. Click Tools > Unpark. The Unpark dialog box opens.
\g,i' Unpark M= E3

Select a parked call to answer
| Mame | | Status | Turnbe
There are no items ko show in this view
| | i
OF I Cancel | Help |

2. Select the call that you want to unpark and answer and click OK.

Y ou can also answer the call by picking up aTeleVantage phone, pressing *92, and then entering
the orbit number.

If no one answers the parked call

By default, if no one answers a call that you parked, TeleVantage rings your phone to connect
you to the caller. If you do not answer, the ringback is repeated periodically until either you
answer or someone else answersthe call.

Note: TeleVantage never sends a parked call to voice mail. If you do not answer the ringback,
it tries to reach you indefinitely.

Y ou can choose how long TeleV antage waits before ringing your phone for callback of parked
calls. You can aso turn ringback off. See “Turning ringback for calls on hold on and off” on
page 18-7.

Ringback is not available when working at a remote phone.
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Muting a call
With TeleVantage you can mute acall even if your phone does not have a mute button. When
muted, you can hear the caller, but the caller cannot hear you.

To muteacall, choose Actions > Mute. Choose Actions > Mute again to turn muting off.

Playing a caller’'s name
Y ou can play arecording of acaller’s name over your speakers at any time during a call by
choosing Actions > Announce Caller.

Therecording that playsiseither the caller’ svoicetitle, if one has been recorded, or the caller’s
answer to the call announcing prompt, “Please say your name.” If you choose Actions >
Announce Caller and aname does not play, one or more of thefollowing conditions are present:
the caller has no voice title recorded, you have the call announcing prompt turned off, or the
caller did not answer the prompt.

See*“ Customizing or turning off call announcing” on page 18-4 for more about call announcing.
See “Recording your voicetitle” on page 2-2 for more about voice titles.

Y ou can also have the caller’ s name play automatically when an incoming call arrives. See
“Other options for incoming calls” on page 11-15.

Disconnecting a call while staying on the phone

Y ou can disconnect a call without hanging up the phone. Select the call, and then choose
Actions > Disconnect. Thiscommand disconnectsthe caller and providesyou with adial tone.
This command is useful if:

= You want to disconnect a single party in a conference call. Hanging up your phone
would disconnect you from the whole conference.

m You aregoing to immediately dial another call. If you hang up and pick up your phone
too quickly, TeleVantage can read that as a Flash command, which would put the call
on hold instead of disconnecting it.

Entering an account code for a call
While on acall, you can enter an account code for the call or change the one already entered.
1. Select the call, and then choose Actions > Enter Account Code.

Enter Account Code for "Unknown' B3

Account Code: I

OF I Cancel | Help |

2. Enter an account code.
3. Click oK.

Y ou can also enter an account code using the telephone commands. See “ Entering an account
code for acall” on page 4-11.
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Creating notes about a call

Whileacall isvisiblein your Call Monitor view, you can type notes about the call in the Notes
Pane. If the Notes Pane is not showing, choose View > Notes Pane.

If the call istransferred to someone el se, notes that you created about the call are sent with the
call (for example, you can add anote such as“ Customer wantsto track invoice#123987” before
transferring the call to your shipping department). When the call is complete, you can view or

edit the notes for the call in the Call Log view (see Chapter 14, “Using the Call Log View” ).

Preventing certain calls from ringing your phone

Y ou can prevent certain types of calls from ringing your phone, as follows:

m All calls. Select the Do Not Disturb personal status, which sendsall your incoming cals
directly to voice mail without ringing your phone. See “ Sending your calls straight to
voice mail with Do Not Disturb” on page 4-11 and Chapter 9. Note that agentsin ACD
workgroups continue to receive ACD workgroup calls even with Do Not Disturb
selected.

m Calls from call center queues. For agentsin call center queues only. Select any
personal status whose Queue calls preferenceis set to No, such as Available
(Non-Queue) or Do Not Disturb. These statuses mark you as unavailable and you do not
receive queue calls. See Appendix B.

m Calls from ACD workgroups. For agentsin ACD workgroups only. Choose Tools >
Options, click the Incoming Calls tab of the Options dialog box, uncheck Accept ACD
workgroup calls, and then click OK. Doing this marks you as unavailable and you do
not receive cals from ACD workgroups.
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Incoming call indicators

When you receive acall, the “ringing bell” button appearsin the system tray on your Windows
taskbar (see the next figure). Hold the mouse pointer over the button to see who is calling by
phone number and name, if available.

[Incoming call from Jos Briggs - 6174927141 [T
| A 1:58 PM

Right-click the button for a shortcut menu of call-handling commands such as Take Call and
Take Message. Double-click the button to bring the Client to the front of your desktop.

TeleVantage can aso give you information about an incoming call on the phone, in the
following ways:

m Call announcing. TeleVantage announcesthe caller’ sname and gives you the choi ce of
accepting the call or sending it to voice mail. See “Call announcing” on page 4-2 and
“Customizing or turning off call announcing” on page 18-4 for more information.

= Call waiting. When you are on a call, TeleVantage aerts you of an incoming call by
playing the call waiting tone (two beeps). See “Call waiting” on page 4-3 for more
information.

m Caller ID display. If you have atelephone with aCaller ID display, you can useit to see
the Caller ID of theincoming call. See “Displaying Caller ID on aphone’ on page 18-6
for more information.

m Customized ring patterns. See the next section.

Customized ring patterns

Y ou can set ring patterns for incoming calls of a particular category or type. The type of ring
then alowsyou to quickly identify the type of incoming call. For example, you can use onering
for internal callers and two rings for external callers. For instructions, see “ Changing ring
patterns’ on page 18-9.

Other options for incoming calls

The Incoming Callstab of the Optionsdialog box offersyou other ways TeleVantage can signa
an incoming call. See “ Customizing incoming call behavior” on page 18-10 for more
information.
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Sharing your Call Monitor view

Y ou can share your Call Monitor view with other TeleVantage users. Those users seeyour calls
when they click on atab with your name onit in their Call Monitors. If you givethem the View
and Edit permission level, they can answer your calls using that tab and perform all
call-handling commands on them. If you give them the View Only permission level, they can
see your calls but cannot answer them or perform any commands on them.

When you share callswith another user, your calls aso appear in your own Call Monitor, but if
the other user accepts one of your shared calls, you cannot manage it or take it.

Note: Callsthatyou share with another user do not ring at the other user’s telephone. If you want
your calls to ring there, forward your calls to the user instead of sharing them. For more
information about call forwarding, see Chapter 15.

Y ou can use cal sharing in the following ways:

= A coworker can cover your calls when you step away from your desk.

m Your assistant can screen all your calls and pick up routine calls while letting important
calls go through to you directly.

Example: A manager shares callswith an assistant so that the assistant can monitor al calls.
Based on the caller’ sidentity, the assistant lets some calls go through, answers other calls, and
sends some callsdirectly to the manager’ svoice mail. If another call arrives while the manager
isaready on acall, the assistant can see with whom the manager is talking, determine if the
current call istoo sensitive to be interrupted, and handle the call appropriately.

Note: Calls that you receive from a call center queue are not shared, even if you are sharing
your Call Monitor view.

For instructions on sharing your Call Monitor view, see “ Sharing views and folders’ on
page 8-20.

Viewing shared calls

When users share their Call Monitor views with you, the following tabs appear in your Call
Monitor view:

m A <call owner name> tab for each user who has shared callswith you. Thistab displays
only the callsfor that user.

= TheAll tab, which displays al calsincluding shared calls. The calls are organized by
call owner name.

See “Call Monitor view tabs’ on page 11-3 for information about how tabs are used in the Call
Monitor to display calls.
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About placing calls in the Client

You can place callsin any Client view. Y ou can place calls with the phone either on-hook or
off-hook. If the phone ison-hook when you place acall, your phone ringsimmediately after you
finish dialing the number. If the phoneis off-hook when you place acall, you hear TeleVantage
dialing the number.

Placing a call

TeleVantage provides the following ways for you to place calls from the Client:

= Placing calls by using the toolbar’s Dial field
m Placing acall by using the Place Call To dialog box
= Speed-dialing from other viewsin the Client

= Placing calls by using other contact managers

Placing calls by using the toolbar’s Dial field
The Client toolbar includes a Dial field that you can use to place calls.

| Dial: Enter a number or name ko dial = |

Click the arrow next to the Dial field for alist of recently dialed numbers.

To place a call using the toolbar’s Dial field
1. Type either of the following in the Dial field:

= Thenumber todid. If it isan external number, type the full number that you would
dia on the phone, including the access code. Y ou can type hyphens as part of the
number.

m The name of auser, contact, or contact company name. Partial matches are
acceptable.
2. Toenter an account code for the call in the toolbar’ s Did field, type avertical bar
character (]) after the number, followed by the account code.
3. PressENTER to place the call.
TeleVantage searches all of the Contacts, Extensions, and Workgroups for amatch. If only one

match isfound, the system placesthe call immediately. If thereis more than one match, adialog
box opens and you can select a name on the list and click Dial to place the call.

If your phoneis on-hook, it rings to connect you to the call being placed.
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Placing a call by using the Place Call To dialog box
1. Choose File > New > Call. The Place Call To dialog box opens.

&* Place Call to [_[O] ]
Rlew Call |
Call Using: I j
MNameJExtension: Ill]l b2 %I
Contacts Mame 4| Ext e EI

Im Cynthia Caylor

Default Auto Atten... 8000

Workgroups Dick ¥annopoulos 126
My Mumbers Dingo Frye 222

Frark Srith 125
Group 1 226
John Sargent 107
Jnshua Fields 172
Kenneth Deimoch BER
Kewin Flaherty 102
Miri Anatolia 555 LI

Al

IExtensiUn: 101 j

[o]4 I Cancel I Help |

7

2. Enter or select the number to dial in one of the following ways:

Enter the number to dial in the Name/Number or Name/Extension field. You can
also type the name of a contact or user.

Click Contacts and select a contact on the list.

The contact’ s default phone number appears in the drop-down list below the main
list. If the contact has more than one phone number associated with it, you can select
adifferent number to call on the drop-down list.

To create anew contact, click |f5]| to open anew Contact dialog box. To edit the
currently selected contact, pressALT and click ]EI See “Entering a new contact”
on page 16-4 for more information.

Click Extensions and select an extension on the list. Y ou can select a user, queue,
auto attendant, or VR Plug-in.

Click Workgroups and select aworkgroup in the list.

When you call aworkgroup, al TeleVantage phones within that workgroup ring
simultaneously. The first member of the workgroup to pick up the phone connects
to the call. Contacts in the workgroup are ignored.

Click My Numbers. To placeacall to one of your own phone numbers, such asyour
home or mobile phone, select it onthelist. To place acall to another number, enter
the number in the Number field.

For instructions on entering numbersin your My Numbers list, see “ Entering My
Numbers’ on page 12-4.

Note: To verify that the phone number is entered in a correct format, click il
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5.

To enter an account code for the call, type avertical bar character (|) after the number,
followed by the account code.

If you are placing a call to an external number, make sure that the appropriate dialing
service is selected on the Call Using drop-down list (see the section “Using dialing
services’ on page 12-6).

Click OK to place the call.

Another way to place acall to auser isto double-click the user in the Extensions view (or inthe
Extensions Pane).

Entering My Numbers

Y ou can store your own phone number in your TeleV antage account, such asyour home number
or your mobile phone number. When placing, forwarding, or transferring a call, you can click
My Numbers and select one of your numbers.

To enter a phone number in the My Numbers list

1.

Open either the Place Call or Call Forwarding dialog box.

= To open the Place Call dialog box, choose File > New > Call.

= Toopen the Cal Forwarding dialog box, choose Tools > Call Forwarding.

Click My Numbers.

Click the type of number you want to enter or modify, for example, Home or Mobile.

Inthe Name/Number field, enter thenumber. Click anywherein the dialog box to save
the entry.

Click OK.
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Speed-dialing from other views in the Client
By choosing Actions > Speed Dial, you can place calls from the following Client views:

Voice Messages view. Placesacall tothe Caller ID or callback number of the selected
VOiCce message.

Extensions view. Placesa call to the selected extension. Double-clicking an extension
performs the same action. If aworkgroup is selected, al usersin the workgroup are
called simultaneously, and the first user to answer receives the call.

Contacts view. Places acall to the default phone number of the selected contact. Y ou
can a so choose Actions > Place Call and select another of the contact’s numbers from
the submenu. Double-clicking a contact may perform the speed dial command,
depending on how you have configured your Contacts view (see “ Defining double-click
behavior in the Contacts view” on page 18-15).

Call Log view. Placesacall to the Caller ID or callback number of the selected call.

Workgroups. Placesacall to the selected workgroup. All usersin the workgroup are
called ssimultaneously, and thefirst user to answer receivesthe call. If there are no users
in the workgroup, your call is placed to the TeleVantage Operator extension.

Placing calls by using other contact managers

Y ou can place calls by using other contact managers such as Microsoft Outlook, GoldMine or
FrontOffice 2000, or Interact Commerce Corporation’s Act!. For more information, see“Using
the TAPI Service Provider and the CMA” on page 1-3.
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Using dialing services

When you place an external call, you must use the correct dialing service. Y our TeleVantage
system administrator typically sets up dialing services with names like “ Phone number” or
“Chicago Centrex” with access codes of 9 or 8 so that it is easy for you to remember the
appropriate dialing service to use when you place acall.

For example, to call an external phone number, you could do one of the following:

m Make sure that the dialing service “Phone number” is selected on the Call using
drop-down list in the Place Call To dialog box in the Client. Choose the phone number
that you want to dial on thelist, and click OK.

= Dial the access code “9” on your telephone and then dia the phone number.

The dialing services available to you depend on how your system is set up. Y our TeleVantage
system administrator cantell you how to choose the appropriate dialing servicefor thefollowing
types of cdls:

m Local or long-distance callsover aT1 line

m CallstoaPBX or Centrex extension

= Cadllsto auser on another TeleVantage system through an Internet connection

m Cadllsto the Internet address of an H.323 terminal such as Microsoft NetMeeting

Entering a phone number by using a dialing service
Whenever the Client opens the Phone Number dialog box and prompts you to enter a phone
number, you must first select the dialing service to use.

Business - Phone Number

LCall using: IS - Phone number

=
Number: [i212) 5551212 T I

Description: I

[¥ This number is the contact's default

W Use this number as caller identification for this contact

oK I Cancel | Help |

To enter a phone number by using a dialing service

1. InthecCall Using field of the Phone Number dialog box, select the dialing service to
use. Ask your TeleVantage system administrator about the different dialing services
available in your system.

2. IntheNumber field, enter a phone number, Internet address, or Centrex or PBX
extension (see the next three procedures for detailed instructions).

3. Click OK to placethecall.
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Entering a phone number
If you selected a phone number dialing service in the Call Using field, enter a phone number in
the Number field. Use the following guidelines:
= For local calls, you might not need to enter the city or area code. TeleVantage will
automatically dial the number correctly. Y ou do not need to enter the long-distance
prefix as part of along-distance number.
m To enter aphone number for international dialing, enter the country code followed by

the phone number, for example, 44-987-654-3210. Y ou do not need to enter the
international dialing prefix as part of an international number.

Entering an IP address

If you selected an Internet dialing servicein the Call Using field, usethe Address field to enter
the I P address of the remote H.323 device or TeleVantage Server to which you want to connect.
For example, 123.45.67.89 or abccorp.com. Use the following guidelines:

m [f the IP address connects you to a remote TeleVantage Server, you can dial auser on
that system by appending the appropriate Direct Inward Dia (DID) digits, if they exist.
Separate the address from the DID digits by a slash, for example, 123.45.67.89/2717.

= You can append only DID digitsto an IP address, not a user’s extension.

& Place Callto .': (=] 3

New Call |

Call Using: |6 - Internet Address j
Address: |123.45.6?‘89| ﬂ

Entering a Centrex or a PBX extension
If you selected a Centrex or PBX diaing servicein the Call Using field, enter a Centrex of PBX
extension in the Extension field.
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Checking a phone number
To confirm that TeleVantage has correctly interpreted acomplex phone number or address that
you have entered—for example, that it has recognized the correct country on an international
call—click [¢] next to the Number or Address field. The Check Phone Number dialog box
opens. You can correct any dialing errors here before you place the call.

Check Phone Number 3 |

I Mobile: +1 (617) 555-8856

CountryfRegion: IUrntEd States of America (1) j

City/Area code: Iﬁl?

Local Number: ISSS-SEBE

¥ Use country code and area code dialing rules

[V Show this again when a phone number is uriclear

QK I Cancel | Help

To check a phone number

1. Select Use country code and area code dialing rules if you want TeleVantage to
apply diding rulesthat determine if anumber isalocal or long-distance call. Clear it
to have TeleVantage dial the number exactly as entered, asif you had dialed it on the
phone.

2. Click OK to close the Check Phone Number dialog box.

Redialing numbers and returning calls

Y ou can quickly perform the following dialing actionsin the Client:

m Redial the last number you dialed. Press F12 on your keyboard.

m Return the last call you received. Press F11 on your computer keyboard. The name of
the last caller and the phone number appear in the status bar at the bottom of the Client
window.

Y ou can aso redial and return calls by using the phone. See “Placing calls with * options’ on
page 3-5.

Displaying the Call Monitor when you place a call

TeleVantage can display the Call Monitor automatically when you place a call from the
Contactsview or the Extensionsview. It can also automatically switch to the Call Monitor when
you return acall from the Call Log view or the Inbox folder of the VVoice Messages view. See
“Displaying the Call Monitor view automatically” on page 11-4 for details.
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Creating speed dial shortcuts

Speed dial shortcuts are Windows Explorer shortcuts for phone numbers that you dial
frequently. Speed dial shortcuts appear asicons on your Windows desktop. Y ou can drag them
to your Microsoft shortcut toolbar or to any directory. Double-clicking them will call the phone
number and launch the Client if it is not already running.

Right-click acall, an extension, or a contact and choose Create Speed Dial Shortcut to create
aspeed dial shortcut on your desktop. Y ou can also use the next procedure to create a speed dial
shortcut.

To create a speed dial shortcut
1. Choose Tools > Speed Dial Shortcuts. The Speed Dial Shortcuts dialog box opens.

@ Speed Dial Shortcuts [_ O] x]
Hw Cal |
all Using: | =
MamefExtension:  [227 =1 il
Contacts Name 2 Ext =

[ oo R 227
Cynthia Caylor 101

siorkgroups Kenneth Demach 666
My Mumbers

Al ]_sdles | Technical Support |_Doc | roup 1 acp sales [Fremont [ feff ([*

[Extension: 227 =l

Crete | close | nep |

2|

2. Enter aphone number for the shortcut to dial or click Contacts, Extensions,
Workgroups, or My Numbers and choose the appropriate number from the list.

Note: You cannot make a shortcut for a workgroup unless your TeleVantage system
administrator has given it an extension.

3. Click Create. A dialog box opens and confirms that the shortcut has been added to
your desktop.

4. Repeat steps 2 through 3 to create other speed dial shortcuts or click Close.

Creating conference calls

TeleVantage |ets you conference up to seven callstogether. Thistotal number includesthe user
who creates the conference call. The Call Monitor view treats a conference call asasinglecall.
Y ou can put a conference on hold or park it exactly as you would asingle call.
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Conference calls appear in atree structure in the Call Monitor view. Participants appear on
indented rows under the conference call. Click the top row to perform an action on the

conference.
Call Monitor, A
Status Mame Mumber Duration | T...
Conference
* o Active Darien Fawkes 104 3119 4
* ot Active Rioger Stone 103 4137 3

Y ou can create a conference call by:
= Adding partiesto acall
= Conferencing two separate calls together

Adding parties to a call

Use this procedure to start and build a conference call. The cal is placed on hold while you are
adding new parties, but the parties already conferenced can continue to talk to each other.

1. Did thefirst party and wait for an answer.

2. Click thecall inthe Call Monitor view.

3. Choose Actions > Conference. The Conference dialog box opens.
4

Select the second party for the conference call or enter a phone number to dial, and
then click OK. See“Placing acall” on page 12-2 for more information.

Note: If you have more than one active call when you choose the Conference
command, click the New Call tab in the Conference dialog box to place the call.

When the call is answered, you are connected to the new party in a separate call. The
Conferencing dialog box opens giving you the option of adding the party to the
conference or not.

% Conferencing in Meko Hobler:

Complete |

5. Determine whether you want to add the new party to the conference. Then click one
of the following:

m Complete. The new party joins the conference call.
m Cancel. Thenew party’scall isdisconnected, and you return to the conference call.

6. Repeat steps 2-5 to add more parties to the conference.

Important:

= No more than 7 parties can participate in a conference call.

= You cannot conference two conference calls together.
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To add parties to a conference by dragging and dropping

Todrag and drop partiesinto aconference, you must have the Calls Pane open in the Extensions
or Contactsview, or the Extensions Pane open in the Call Monitor view. For moreinformation,
see “Adding the Calls Pane to any open view” on page 8-11 and “ Adding the Extensions Pane
to the Call Monitor view” on page 8-11 for instructions.

Drag and drop parties to the conference as follows:

= Using the Calls Pane in the Extensions or Contacts view, you can drag users or contacts
onto the active call in the Calls Pane to automatically add them as parties to the
conference. If you press SHIFT while you drag a user from the Extensions view, the
Conference dialog box opens and provides further options.

m Using the Extensions Panein the Call Monitor view, you can create aconference call by
pressing SHIFT and dragging and dropping a call or an extension onto another call.

For other drag-and-drop operations you can perform in the Client, see “ Dragging and dropping
items” on page 8-14.

Conferencing separate calls together

Use the following procedure when you have two or more separate existing calls that you want
to conference together with yourself. Y ou cannot conference two conference calls together.

To conference separate existing calls together

1. Selectall thecallsthat youwant to conference together. Press CTRL onyour computer
keyboard as you select multiple calls.

2. Choose Actions > Conference. The selected calls are now conferenced with you.

Using Hold and Disconnect on external callers

Y ou can put individuals in a conference call on hold, or disconnect them, but only if they are
external callers. Y ou cannot place users on hold or disconnect them.

To place an external call on hold or disconnect
1. Select the external caller in the Call Monitor or the Calls Pane.

2. Choose Actions > Hold or Actions > Disconnect.

Ending a conference call

A conference call normally endswhen all parties hang up at roughly the sametime. If you leave
the conference call early, however, the conference call continues without you. The other
participants can continueto talk, even if you started the conference and your company is paying
for the outgoing calls used to create it. To terminate the call, each participant must hang up, or
you must disconnect al parties.
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About managing voice messages in the Client

Y ou can manage your voice messages in the TeleVantage Client in the same way that you
manage e-mail messages in your e-mail program. Y our new voice messages appear in alistin
the Inbox folder of the V oice Messages view according to thetime and the caller. Y ou can listen
to them in any order you want, and you can easily forward them, reply to them, or archive them
in other folders that you create.

For instructions on how to listen to voice messages by using the telephone commands, see
Chapter 5.

The Voice Messages view

The Voice Messages view contains your voice messages, as well as any call recordings sent to
your voice mailbox. New messages in the V oice M essages view appear in the Inbox (see the
next figure). Audio controls for playing your voice messages appear in the audio bar above the

status bar. When you play a message, the audio bar shows elapsed message playback timein
minutes and seconds.

2 Inbox - Artisoft TeleVantage Client

File Edit Wiew Tools Actions Help
(@] Mew v| Zp & | [ ¥ | €y Reply €% Reply to A o8 Forward | %Assgciate | »

Inbox Lir]

Received % |Length | Mumber
Kenneth Deimo... Tue 4/10/2001 11:3... :08
RE: Kenneth Dei... Thu 3/29/2001 4:29 ... 01 666

Unknown Fri 1/19/2001 6:48 PM :11 2066362599

2l | i

From: Kenneth Deimoch Received: Tue 4/10/2001 11:35 AM ‘
Motes:

Advanced

T RTINS . 00:00.0‘
rs

Y

| |3 Ttems, 3 Unheard | Miri Anatolia (x555) () Whinsy ~ <) ~ [{# FwD A

Note the following display attributes of itemsin the V oice Messages view:
m Bold text indicates a new (unheard) message.
= FW: in the From column indicates a message that was forwarded to you.

Note: You can view the date on which a forwarded message was created by showing
the Created column in the Voice Messages view. See “Customizing columns” on
page 18-15.

m RE: in the From column indicates a message that was sent to you in reply to another
message.
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Voice Message view folders

Y ou can store your voice messagesin folderswithin the VVoice Messages view. Click afolder in
the Folder List to view and act on the voice messagesin that folder. See “Using the Folder List”
on page 8-17.

The Voice Messages view contains two predefined folders:

m The Inbox folder. New voice messages appear here. After you listen to them, they
remain here unless you move or delete them.

m The Saved folder. Saved messages appear here. When you save amessage by using the
telephone commands, it moves to the Saved folder.

Note: These two folders are the only voice message folders accessible through the telephone
commands. Voice messages that you put in other folders are not accessible using the phone.

Y ou can create as many custom voice message folders as you want. See“Managing folders’ on
page 8-18 for instructions on creating folders and moving voice messages from one folder to
another.

Viewing shared voice message folders

When other users share their voice messages with you, those messages appear in folders
identified by the users' names. Y ou can find those folders under Public Folders in the Folder
List. If you have permission to access the voice mailbox of acall center queue, that mailbox a so
appears as a folder under Public Folders. See “Using the Folder List” on page 8-17.

Viewing custom data

TheV oice M essages view containsa Custom Data column that ishidden by default. By showing
it you canview all custom datathat your office might have associated with the call, for example,
customer ID or caller priority. To show columns, choose View > Current View > Show
Columns.

Listening to your voice messages and call recordings

Tolisten to avoice message or call recording, double-click itslinein the VVoice M essages view.
For instructions on using the audio controls, see “Using the audio controls’ on page 8-23.

Y ou can play the message or recording either over your computer's speakers or over your
telephone. Choose Tools > Audio Output to switch audio output from oneto the other. Y ou can
also use the button in the status bar.

If you have call announcing turned on, messages|essthan five (5) secondsin length are prefaced
by arecording of the caller's name.

Note: You can open some Client views while a message is playing and the message will
continue to play. The message stops playing, however, if you open a view with another audio
control visible, for example, the Greetings view.
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Handling your voice messages

Listening to a voice message as it is being left
To listen to avoice message asthe caller isleaving it, without being heard by the caller, do the

following:
1. Openthe Call Monitor view by clicking its button in the view bar.
2. Choose Actions > Screen Message.
3. Pick up your phone and listen to the voice message asit isbeing left. Thisisaone-way
connection. The caller cannot hear you.
4. Totakethecall whilethecaller isleaving amessage, choose Actions > Take Call. You

are connected to the caller. The caller’ smessage up to that point isleft asanew voice
message.

Y ou can also listen to a voice message as it is being |eft via the phone. See “ Call announcing”
on page 4-2.

Y ou can perform the following tasks on a voice message:

Forward it to other users

Reply to one or more users directly with a voice message of your own
Return the call, if the Caller ID or contact information is available

Send the voice message as a . WAV file attachment to an e-mail message
Opening the contact record of a contact’s voice message

Send a new voice message to other users

Delete a voice message

Associate a message with a contact

Mark an existing message Private, unheard, or Urgent

Add notes to an existing message

Forwarding a voice message

Y ou can forward a voice message, except if it is marked Private, to one or more users. A copy
of the message is sent directly to the voice mail of all recipients.

Y ou can also attach arecording of your own at the beginning of the forwarded message. For
example, “Bob, thisisJim. | received this message and thought you would want to hear it.” Y our
recording precedes the forwarded message.

The envelope icon next to a message you have forwarded changes to % .
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To forward a voice message

1. IntheVoice Messagesview, right-click avoice message that you want to forward and
select Forward on the shortcut menu. The Forward Message dialog box opens.

2. IntheAvailable Users ligt, select the usersto whom you want to forward the message.
To select multiple users, press CTRL while you select users.

Click Add to move the selected usersto the Recipients list.

Optionally, record a short message that introduces the message you are forwarding.
Use the audio controls (for detailed instructions, see “Using the audio controls’ on
page 8-23).

5. Click Send. A copy of the selected voice message, preceded by your short
introductory message, isforwarded to the usersin the Recipientslist. When recipients
select the message, they can view (in the To field) alist of other users who received
the same message. Users can reply to the sender or to all recipients.

Replying to a voice message
Replying to avoice message | ets you send arecorded reply directly to the voice mail of the user
who sent you the message. Y ou can send the reply to other usersaswell. Select the message and
choose Actions > Reply. Then perform steps 3-5 of “To forward a voice message” inthe
previous section.

The envelope icon next to a message to which you have replied changes to % .

You can reply in thisway only to amessage | eft by another TeleVantage user. Y ou cannot send
amessage in reply to a message left by an external caller.

Note: Replying to a message sends a new message to another user’s voice mail. To call back
the person who left you the voice message, choose Actions > Place Call instead (see the next
section).

To reply to all recipients of a message

1. Select the message.
2. Click Actions > Reply to all.

The recipients are listed in the Recipients pane of the Reply to Message dial og box.
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Calling back the person who left a voice message

Y ou can call back the person who left you a voice message by using the TeleV antage Place Call
or the Speed Dial command. Place Call lets you choose the number to call if several numbers
are available. Speed Dial returns the call to the default number.

To call a person back
1. Select the voice message |eft by the person you want to call back.
2. OntheActions menu, choose Place Call or Speed Dial.
Note: On messages from unidentified callers, TeleVantage places a call to the phone number

from which the message originated. If the message was left by someone calling from an office
(PBX) extension, you might not be able to connect to the correct party.

E-mailing a voice message

Y ou can e-mail avoice message as a.WAYV file attachment to someone who is outside the
TeleVantage system.

Toe-mail avoice message, you must have an e-mail reader that supportsMAPI installed on your
computer, such as Microsoft Outlook or Eudora Pro.

To e-mail a voice message
1. Select the message you want to send by e-mail.

2. ChooseFile > Send To Mail Recipient. Your MAPI mail client Send dialog box opens
with the message attached.

3. Address and send the e-mail as you normally would.

Opening the contact record from a voice message

If avoice message was left by an identified contact (see Chapter 16), you can open the contact
record to view or change information about the contact. To do so, choose Actions > Open
Contact.
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Deleting voice messages

By default, messagesin the Deleted folder that are older than three days are permanently
removed from TeleVantage. For information about how to change the default, see “ To empty
the Deleted folder automatically” on page 8-19.

To move a voice message to the Deleted folder
1. Select the message.

2. Choose Edit > Delete. The messageis moved to the Deleted folder. Y ou can till play
it or retrieveit if necessary.

Deleting a message permanently

To delete amessage permanently, sel ect the message and press SHIFT+DELETE. A messageis
also deleted permanently when you del eteit from the Deleted fol der or empty the Deleted fol der.
See “Managing the Deleted folder” on page 8-19.

Microsoft Exchange Server synchronization

If your office uses Microsoft Exchange Server for e-mail, TeleVantage can synchronize the
Voice Messages view’ s Inbox and Deleted folders with those in your e-mail program. When
synchronized, messages that you delete in one application are deleted in the other application.

For example, if you delete a voice message notification e-mail in your e-mail program,
TeleVantage moves that voice message to its own Deleted folder. Similarly, if you delete the
matching voice message in TeleVantage, your e-mail notification movesto your e-mail
program’s Deleted folder.

For more information, see your TeleVantage system administrator.

Associating a voice message from “Unknown” with a contact

A voice message that appears from “Unknown,” meansthat TeleVantage could not identify the
caller. Y ou can associate the message with acontact, so that the correct name appearsin the Call
Monitor and so that TeleVantage identifies the contact on subsequent calls from that phone.

See “Associating a call or Caller ID number with a contact” on page 16-9 for complete
instructions.

Marking a voice message Heard or Unheard
The envelopeicons =] @ indicate whether or not you have listened to a message.

To mark an old (heard) voice message as new (unheard), select the message and then choose
Actions > Mark As Unheard.
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Marking a voice message Urgent or Private

Y ou can mark avoice message Urgent, Private, or both. Private messages cannot be forwarded,
and users who share your mailbox cannot play them, reply to them, or call back the sender.

Theiconsin the columns to the right of the envelope icon show whether a message is Urgent
! orPrivate B .

= To mark avoice message Urgent, select the message and choose Actions > Urgent.
Select the command again to remove its Urgent status.

m To mark avoice message Private, select the message and choose Actions > Mark As
Private. After amessage is marked Private, it cannot be made not Private again.

Adding notes to a voice message

To add written notesto avoi ce message, click the message and type your notesin the Notes Pane
at the bottom of the Voice Messages view.

Any notesthat you create for amessage accompany that messageif it isforwarded to other users.

Hiding and showing notes

To hide or display the Notes Pane, choose View > Notes Pane. To hide the Notes column, see
“Showing and hiding columns® on page 18-15.

Managing call recordings

The following types of call recordings can appear in your Inbox:

m Recordings that you made yourself using the Call Monitor (see “Recording acall” on
page 11-11).

m Recordings made automatically by the system. Usually such recordings are sent to the
voice mailbox of asystem administrator or call center queue supervisor. If you are
receiving such recordingsin error, speak to your system administrator.

You can listen to acall recording by double-clicking it, just as you listen to a voice message.
Y ou can also handle call recordings just as you handle voice messages.

For automatic call recordings made by the system only, you can choose Actions > Open Call
Log Details to open the Call Log Details dialog box and view details about the recorded call.
See“Viewing call details’ on page 14-5. Thiscommand is not availablefor call recordingsyou
made yourself, or call recordings made automatically by acall center queue.
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Organizing voice messages in folders

TeleVantage allows you to archive your voice messages in folders that you create. Y ou can
create as many folders and subfolders as you want. See “ Organizing the contents of aview in
folders’ on page 8-17.

Sharing your voice messages

Y ou can share your voice message folders with other TeleVantage users, including your Inbox
folder, your Deleted folder, and your Saved folder. Y ou can also share any custom folders that
you create. See “ Sharing views and folders” on page 8-20

Viewing your voice mailbox size

Y our voice mailbox has alimited amount of disk space (in minutes) to store your voice
messages. Ask your TeleV antage system administrator for thetotal number of minutesthat have
been alocated to you. The TeleVantage default is 20 minutes.

All voicefilesin al your folders count against your total mailbox space, including messagesin
the Deleted folder and recorded conversations. When your mailbox isfull, callers cannot leave
you voice mail. They hear a message telling them that your mailbox isfull.

If you log into TeleVantage by using the telephone commands and your mailbox is nearly full,
TeleVantage prompts you to empty your Deleted folder.

To view the amount of space remaining in your mailbox
1. Choose Tools > Options. The Options dialog box opens.
2. Click the Voice Messagestab. The Usage progress bar indicates how closeyour voice
mailbox isto being full.

Note: When your mailbox is nearly full, you hear a warning message when you start the Client
or when you log in on the telephone.

Setting a maximum length for your voice messages

Y ou can set amaximum length for voice messages. If a message exceeds the time limit,
TeleVantage ends the message. The default maximum is 180 seconds (three minutes). The
highest maximum you can set is 300 seconds (5 minutes).

To set the maximum length for voice messages
1. Choose Tools > Options. The Options dialog box opens.
2. Click the Voice Messages tab.
3. Inthe Maximum message length field, enter a number of seconds.
4. Click OK.
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Sending a message directly to a user’s voice mail

Y ou can record a message and send it directly to the voice mail of one or more TeleVantage

users.

1.

Choose File > New > Voice Message. The New Message window opens.
FA New Message M= E

—Recipients

Available Users: Recipients:
! Dick Yannopoulos

! Dingo Frye ! Richard Roque
=) Add = |
£ Doc

) Frank Smith T — |
s Fremont
#: Friends LI
Options
’7 | Private | Urgent ™| Untieatd
—Audio
boEoe 00:00.0

'3

—Mokes

=

|

Cancel | Help |

Click the recipients who you want receive the message in the Available Users list.
Hold down the CTRL key asyou click to select multiple users. If you select a
workgroup or a queue, the message is sent to every user within the workgroup or
queue.

Click Add to move the selected users to the Recipients list.

Use the audio controls to record the message. For instructions, see “Using the audio
controls’ on page 8-23.

Select any of the following options:

m Private. The voice message is marked Private and cannot be shared by the
recipients.

= Urgent. The voice message is marked Urgent.

In Notes, type any notes that you want to accompany the message. The notes appear
in the Notes column of the recipients V oice Messages views.

Click Send to send the message.
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Knowing when you have new messages

New voice messages appear in the Inbox folder of the V oice Messages view soon after they are
left. TeleVantage indicates new voice messages in the following ways:

= System tray button

= Stutter dial tone

=m Message-waiting light (if supported by your phone)
= New message tone

m E-mail, pager, and call notifications

System tray button

If the Client isrunning, the following button appearsin the system tray at the lower right corner
of your Windows taskbar when a new message arrives:

Ce]
Hold the mouse pointer over the button to see the number of new (unheard) voice messages.

Double-click the button to bring the Client program to the front of your Windows desktop.

Stutter dial tone
A dial tone that begins with a stutter indicates that you have unheard voice messages.

To enable or disable stutter dial tone
1. Choose Tools > Options. The Options dialog box opens.
2. Click the Phone tab.
3. Select or clear Stutter tone.
4. Click OK.

Message waiting light
If your phone has a CLASS message waiting light that TeleVantage supports, you can have it
flash to indicate new voice messages.

To enable or disable the message waiting light
1. Choose Tools > Options. The Options dialog box opens.
Click the Phone tab.

2
3. Sdlect or clear Message waiting indicator.
4. Click OK.

Note: If more than one user is assigned to a phone, the message waiting light and stutter dial
done occur if there are new messages for any of them.
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New message tone

The Client can play atone whenever a new voice message is received. See“Playing a sound
when a new message arrives’ on page 18-12.

E-mail, pager, and call notifications

TeleVantage can alert you by e-mail, page, or telephone call whenever you receive anew voice
message. This feature is handy if you are working at a remote location at which the Client
program isnot available. Y ou canthen call your office or log on to the Web Client and hear your

messages.

Y ou can receive notification for all voice messages, or for urgent messages only. Y ou can aso
receive notifications only on specific days or at specific times. See “ Scheduling notifications”
on page 13-15.

Important: For e-mail notification to work properly, the TeleVantage Server must be configured
correctly. See your TeleVantage system administrator if you encounter any problems.

Notification is sent only for new voice messages, not new call recordings.

Setting up e-mail notification

E-mail notification messagesinclude the caller'sname (if available), the phone number at which
the call originated, the extension at which the message was | eft, the message length, and any
notes associated with the message. Y ou can even have TeleVantage attach the voice message
itself to the e-mail as an audio file so that you can play it wherever you are.

1. Choose Tools > Options. The Options dialog box opens.

2. Click the Notifications tab.

3. Fromthe Settings for drop-down list, choose E-mail notifications.

4. Select one of the following notification options on the drop-down list:

m Do not send e-mail notifications. Y ou do not receive e-mail notification of new
VOIiCce messages.

= Send e-mail for all messages. You receive an e-mail notification whenever you
receive a new voice message.

m Send e-mail for Urgent messages only. You receive an e-mail notification
whenever you receive avoice message marked Urgent.
5. IntheE-mail address(es) field, type one or more e-mail addresses to which you want
TeleVantage to send notifications. Separate addresses by semicolons.

6. Toingruct TeleVantage whether to attach the voice message to the e-mail asa WAV
file, select one of the following options on the drop-down list:

m Do not attach voice message. Messages are not attached to the e-mail.

m Attach voice message. Messages are attached to the e-mail and also appear in the
Inbox folder of the Voice Messages view marked as new (unheard).
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m Attach voice message and mark as heard. Messages are attached to the e-mail
and appear in the Inbox folder of the Voice Messages view marked as old (heard).

m Attach voice message and delete from Inbox. Messages are attached to the e-mail
and are moved to the Deleted folder of the V oice Messages view.

Note: Your TeleVantage system can be synchronized with Microsoft Exchange so that
changes you make to messages in one Inbox folder are reflected in the other. See
“Microsoft Exchange Server synchronization” on page 13-7 for more information.

7. Click OK.

Setting up pager notification

Y ou can set pager notifications to include the Caller ID of the voice message, the TeleVantage
extension that the caller dialed, and the length of the voice message.

1. Choose Tools > Options. The Options dialog box opens.

2. Click the Notifications tab.

3. Fromthe Settings for drop-down list, choose Pager notifications.

4. Select one of the following notification options on the drop-down list:

m Do not send pager notifications. You do not receive pager notification of new
VOIiCe messages.

m Send a page for all messages. Y ou receive a page whenever you receive a new
VOice message.

= Send apage for Urgent messages only. Y ou receive apagewhenever youreceive
avoice message marked Urgent.

5. InthePage using field, select the dialing service that you want TeleVantage to use to
dia your pager. For more information about dialing services, see “Using dialing
services’ on page 12-6.

6. Inthe Dial Sequence field, enter the dia string for your pager, including the phone
number of the paging service and your pager's PIN, if required. The dial string can
contain any touch tone digit (0-9, *, #). Y ou can enter commas to indicate 2-second
pausesin the dial sequence.

Y ou can also use the following specia characters to add information to the page:

m | 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 diaed.

= L orl sendsthe length of the voice message in seconds.
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Notes

Example: Thedia sequence 18007771000, , , 1245983#E causes TeleVantage to dial
your paging service, pause for 6 seconds, enter your pager’s PIN (1245983) followed
by # to indicate end-of-PIN, enter your extension (the extension at which the voice
message was| eft), and then hang up. Y our pager would display only the extension, 103
for example.

Click OK.

m If you receive only the last portion of the pager data that you specify, you may not have

placed enough pauses between the pager number to be dialed and the information to
send. If this problem occurs, add more commas to the Dial Sequence field.

m 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.

Setting up call notifications

TeleVantage places natification callsto the number of your choice. The call says, “<the queue's
voicetitle> hasanew voice message from <caller’ svoicetitleif available>. Press#to hear your
message.” By pressing #, you can log into the queue’ s account and hear the new message.

1
2
3.
4

Choose Tools > Options. The Options dialog box opens.

Click the Notifications tab.

From the Settings for drop-down list, choose Call notifications.

Select one of the following notification options from the drop-down list:

m Do not place call notifications. Callsare not placed when the queue receives new
VOIiCe messages.

m Place call for all messages. A cal is placed whenever the queue receives a new
VOice message.

m Place call for urgent messages only. A cal isplaced whenever the queuereceives
avoice message marked urgent.
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5. Click _.| inthe Number field to open the Notify Me via Call dialog box.

_ Notify Me via Call [_ O] =]
Call this number |
Call using: |9 - Phone number j
Mame/Humber: |(212) F41-0202 | J|
I Conkacts | Marne Company Title | PIN | Pho 123 | [ |
My Numbers | =) Camile Linneas 11 R |
B :Carolynn Castor (2
[51 arant Mead il
31 John Trent z2 ghi
[51 Randy Dressler Comet, Inc, CED (& K |
mno |
pors |
tuy |
WYz
d ]
|Business: (212) 341-0202 |
OF I Cancel | Help |
p

6. Fromthe Call Using drop-down list, select the access code and dialing service to use

when placing notification calls.

Click Contacts or My Numbers, then select the number to call.

8. Click OK.

Note: You can enter or change the phone number to which notification calls are sent using the
telephone commands. Log in and press 6 4. By logging in from a remote phone, you can have

call notifications sent to wherever you are.

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 a so set
up custom hours. Y ou can create different schedules for e-mail, pager, and call notification.

Schedule entries

Y our schedule is composed of individual schedule entries that TeleVantage usesin
combination. For example, if you want to be notified of new voice messages during business

hours and al day on holidays, you can add one schedule entry for “during business hours” and
another schedule entry for “on holidays.” Y ou can define your own custom schedul e entries for

even greater precision.
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Each schedule entry can be enabled or disabled, which gives your natification schedule
adaptability and flexibility. For example, if you do not want to be paged during the current
holiday, you can disable the scheduleentry for “on holidays.” When you return after the holiday
you can enable it again.

The following procedure illustrates how you would create a schedule that sends e-mail
notifications for new voice messages during business hours (one schedule entry) and on
holidays (a second schedule entry). Both schedule entries are enabled.

To define a schedule for notifications
1. Choose Tools > Options. The Options dialog box opens.
2. Click the Notifications tab.

3. Fromthe Settings for drop-down list, select the type of notification for which you
want to create a schedule.

Click Schedule.

The Schedule (E-mail, Pager, or Call) Notifications dial og box opens and displaysany
schedule entries that have been defined so far.

Schedule E-mail Notifications

= Always send a notification

& Only send a notification during the fallasing trmes:

Enabled Description

During custom hours
W During custom hours

6. Select one of the following:

m Always send a notification. The schedule (if any has been set up) is ignored, and
you receive notification of new voice messages at all times.

m Only send a notification during the following times. Y ou receive notification
only during the times specified in your schedule.

7. Toadd aschedule entry, click Add. The Schedule Notification dialog box opens.

Schedule Motification [ %]

This schedule entry occurs:
= During business hours
" During nonbusiness hours

= After business hours on workdays

= On nonworkdays Business Hours. .. |
= On holidays

Cuskom Hours. ..
* During customn hours

V¥ Enable this schedule action

Cancel | Help |
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8. To specify which set of business hours to use for scheduling, click Business Hours.
Y our office may have set up multiple sets of business hours, for example, one set for
the sales department and another for support. In the Business Hours dialog box under
Name, select the business hours during which you want to schedule notifications, and
then click OK.

Note: If your office has no business hours set that matches your notification needs,
you can ask your TeleVantage system administrator to create a new set for you or you
can define custom hours for your schedule (see the next step).

9. Under This scheduled entry occurs, choose atime during which you want to be
notified of new voice messages. For purposes of illustration, the business hours are
assumed to be Monday through Friday, 9:00 a.m. to 5:00 p.m.:

m During business hours. Notifications are sent Monday through Friday, 9:00 am.
to 5:00 p.m.

= During nonbusiness hours. Natifications are sent at all times other than business
hours, including early mornings, evenings, weekends, and holidays. In this
example, natifications are sent Monday through Friday, 5:01 p.m. to 8:59 am., and
all day on Saturdays, Sundays, and holidays.

m After business hours on work days. Notifications are sent Monday through
Friday, 5:01 p.m. to 8:59 am.

= On nonwork days. Notifications are sent al day on Saturdays and Sundays.
m On holidays. Natifications are sent al day on holidays.

m During custom hours. Natifications are sent only during the days and hours you
define, independent of your office’ s business hours and holiday hours. Click the
Custom Hours button to specify days and times. The Custom Hours dialog box
opens.

On the Hours tab, enter the days and times.

Haours | Holidays |

The following days and times define the schedule:

™ Monday I
™ Tuesday I
[p:00 am - 5:00 PR

™ Thursday I
[ Friday I
™ saturday I

|

™ sunday

OF I Cancel Help
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Managing greetings

On the Holidays tab of the Custom Hours dialog box, click Add to specify
individual calendar dates. When your custom hours are finished, click OK.

10. To receive notifications during the times you have chosen, make sure Enable this
schedule action is checked in the Schedule Notification dialog box, and then click
OK. You return to the Schedule E-mail (or Pager) Notification dialog box.

11. To add more schedule entries, repeat this procedure. When your schedule is finished,
click OK.

Greetings are recorded messages that callers hear when they reach your voice mail. For
example, “Thisis Steve. I’'m not at my desk at the moment, but leave me amessage and I'll get
back to you soon.”

With TeleVantage you can record and store multiple greetings and specify when you want
TeleVantage to use each one. For example, you can have anormal greeting for everyday use,
another greeting for extended absences, and athird greeting for vacations. Y ou can also create
and use custom greetings for individual callers (see Chapter 17).

Greetings for situations other than voice mail

Y ou may need to record greetings for other circumstances than voice mail. TeleVantage often
plays agreeting before the final action of arouting list. If your account has no voice mailbox,
or if you create arouting list with afinal action of “Transfer to extension,” “Hang up,” or “Pause
and Repeat,” you might need to record a greeting that tells the caller about those actions. See
“Using greetings with routing list final actions’ on page 15-14.

Space for greetings

Y ou have alimited amount of disk space for greeting and voice title recordings. See your
TeleVantage system administrator to find out how much space has been allocated to you and
how much you have used.

Using a grab-and-hold greeting

Y our TeleVantage account includes a special greeting called a grab-and-hold greeting that
TeleVantage playsto callers when you put incoming calls on hold without talking to the callers
first. For more information about recording and using a grab-and-hold greeting, see“Putting an
incoming call on hold” on page 11-7.

Greetings and personal status

Y our greeting settings may be overridden if you apply a personal status with different greeting
preferences, or if you change your active settings directly. However, neither of these actions
changes the settings in the Greetings view. For more information about personal status and the
active settings, see Chapter 9.
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The Greetings view

Click Advanced on the view bar to locate the button for the Greetings view. Click the button to
open the view.

'('_" Greetings - Artisoft TeleYantage Client

File Edit Wiew Tools Actions Help |

Stew -| 5G| 5 X g | o 7.
General Greetings ., =]
Advanced @ S | Mame 4 | Motes Date
% Friends greeting Fri 119} 3119 PM
Gone for the day Fri 1/19/2001 8:23 PM
Greetings o i} Standard Greeting You have reached Miri Anatolia, ... Mon 5/7/2001 1:53 PM
‘N Wacation This is Miri &natolia, Tl be out of the ... Thu 1f18/2001 9:49 PM
Motes: |
Personal _-.-:tus.‘ (| | 44 Fr | N | 7 00:00.0
rs rs

|Last caller: Kenneth Deimoch at 7/18/2001 12:45 PM; press F11 to return the call |4 Items |Miri Anatolia (x555) o Available (Ej - /Ll

The Greetings view contains three sections:
m The Greetings list. Your existing greetings appear here.

m The Notes Pane. This pane displays the contents of the greeting. To hide or show the
Notes Pane, choose View > Notes Pane.

= The audio controls. Use these controls to record a new greeting or rerecord a selected
greeting. See “Using the audio controls” on page 8-23.

The active greeting

The active greeting is the greeting that TeleVantage plays by default when callers reach your
voice mail. Only one greeting at atime can be the active greeting.

Note: Callers can hear a greeting other than your active greeting if you specify another greeting
in a personal status, call rule, or routing list. See “Greeting hierarchy” on page 13-20.

The active greeting appearsin bold text and is marked by . To designate agreeting as the
active greeting, select it and choose Actions > Set as Default and Active. This command aso
makes the greeting the personal status default greeting (see the next section).

To makethe greeting your active greeting without making it the personal status default greeting,
double-click the greeting to edit it and check Active greeting for this extension.
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The personal status default greeting

The personal status default greeting is the greeting that is used whenever you select a personal
status whose Greeting property is set to Default. For more information, see “Personal status
defaults’ on page 9-12.

The personal status default greeting is marked by [&4]. To make a greeting the greeting that you
want to be your personal status default, select the greeting and choose Actions > Set as Default
and Active. This command also makes the greeting the active greeting.

To makethe greeting your personal status default greeting without making it the active greeting,
double-click the greeting to edit it and check Default personal status greeting.

Note: When you make a greeting active using the telephone commands, it also becomes the
personal status default greeting.

Greeting hierarchy

A routing list, acall rule, your current personal status, and your active greeting can al specify a
different greeting to play when the caller reachesthe final action of your routing list (usually the
final action isyour voice mail). In cases of conflict, TeleVantage uses the following rules:

= If therouting list being followed specifies a greeting, that greeting plays, overriding all
other settings.

m If therouting list does not specify a greeting, then TeleVantage uses the standard
hierarchy for active settings. See “ Active settings hierarchy” on page 9-12.

Recording a new greeting

1. ChooseFile > New > Greeting. The Greeting dialog box opens.
2. Enter aName for the greeting.

3. Inthe Contents field, enter a description of the greeting. This description can be the
text of the statements used in the greeting.

4. Record the greeting by using the audio controls. See “Using the audio controls’ on
page 8-23.

5. Click OK.

Torerecord or edit an existing greeting, double-click the greeting in the Greetings view and edit
the greeting by using the audio contrals.

E-mailing a greeting

You can e-mail agreeting asa.WAYV file attachment.
1. Select the greeting that you want to e-mail.

2. ChooseFile > Send To Mail Recipient. Your e-mail application’s Send dialog box
opens with the greeting attached.

3. Address and send the e-mail as you normally would.
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The Call Log view

The Call Log view contains arecord of al incoming and outgoing phone calls associated with
your extension. Internal calls (calls between TeleVantage users) may or may not be logged,
depending on how your TeleVantage system administrator set up the system.

'('j Call Log - Artisoft TeleYantage Client

File Edit \iew Tools Actions Help ‘

2B New '| =] | EEr ‘ %Assgclate | 2 weeks = | In/Outhound calls = | Dial: - | ? .
Call Log. »
|From |To |Number ‘Start Time W |I3
I Kenneth Deimoch  Miri Anatolia <NAz 7i1afz2001 12:45 PM t]
B Kenneth Deimach  Miri Anatolia <NAz 7i1afz2001 12:31 PM Hl
BB Miri Anatolia Unknown <NAz 7Fiafz2001 12:27 PM Hl
BB Miri Anatolia Cecilia Sk, John 227 7H16f2001 12:03 PM Hl
| | []
From: kenneth Deimoch Received: 7/18/2001 12:45 PM
Mates
if

|Last caller: Kenneth Deimoch at 7f1&/2001 4:46 PM; press Fi1 to retur |4 Items |Miri Anatolia (x555) e Available - (ﬂ - /Ll

Call Log view filters

The Call Log view toolbar contains two drop-down lists that enable you to view only the calls
you want.

| Zweeks T | InfOutbound calls = |

Use either or both of the following:
= Time filter. View only the most recent calls according to the time frame you select.

m Inbound/outbound filter. View only inbound calls, only outbound calls, or both.

Call Log view columns
The following table shows the columns that are available in the Call Log view. Many of these
columns are hidden by default. Y ou can view moreinformation for a call in either of the
following ways:
= Double-click acal toview it in the Call Details dialog box, in which more columnsare
displayed. See“Viewing call details’ on page 14-5.

= Add more columns to the Call Log view itself. See “ Customizing columns’ on
page 18-15.
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Column Description

Indicates incoming or outgoing calls, respectively.
ﬁ' ﬁ Called Direction in the Show Columns dialog box.

Account Code Account code associated with the call, if any.

Answered By Name of the user who answered an incoming call.
Useful for analyzing data for ACD workgroups.

Callback number The callback phone number entered by the caller, if
one is available.

Called Number On incoming calls, your Direct Inward Dial (DID)
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.

Custom Data Custom data, if any, associated with the call.
Custom data can be collected by IVR Plug-ins, auto
attendants, or call center queues.

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.

Duration Length of the call, beginning at the time when the
two parties are connected.

From Name of the person who originated the call. On
incoming calls, "Unknown" appears unless the user
identified the caller as a contact. On outgoing calls,
this is the user’s name.

From Device The station ID or TeleVantage trunk number from
which the call originated.

From Number On incoming calls, the caller's extension or external
phone number. On outgoing calls, the user's
extension.

Left Message If checked, the caller left a voice message.

Notes Any notes associated with the call.
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Column Description

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>.

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.

Placed By Name of the person who placed the call. On
incoming calls, “Unknown” appears unless
TeleVantage identified the caller as a contact or
user. On outgoing calls, the user’s name appears.

Recorded by If checked, the call was automatically recorded by a

Queue call center queue.

Recorded by If checked, you recorded the call manually using

User the Client commands (see “Recording a call” on
page 11-11).

Result How the caller’s wait ended. The possible

outcomes are:

Abandoned. The caller hung up before the call was
answered.

Connected. The call was answered.

To voice mail. The call was sent to voice mail.
Blind Transfer. A blind transfer sent the caller to
another party.

Supervised Transfer. A supervised transfer sent the
caller to another extension.

Unknown. TeleVantage was unable to identify the
outcome of the call.

Login. You logged in to TeleVantage at a remote
phone.

Start Time Date and time that the call first arrived in the
TeleVantage system.

Stop Time Date and time that the call ended.
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Column Description

To Name of the party who received the call. On
incoming calls, this is the user’s name. On outgoing
calls, “Unknown” appears unless the user identified
the person as a contact.

“& others” in this column indicates a call with more
than two parties, for example, a conference call or
a call that was transferred. Double-click the call to
see all the parties in the Call Details dialog box.

To Device On incoming calls, the user’s station ID. On
outbound calls, the trunk used for the call. If an
incoming call was transferred, this column shows
the last station that took the call.

To Number On inbound calls, the extension or DID number that
the caller dialed. On outbound calls, the number
you dialed.

Wait Time On incoming calls, the length of time from when the

caller selected the user's extension to when the
user picked up. On outgoing calls, Wait Time is
always 00:00. This column is used primarily in call
centers to keep track of the time callers spent
waiting for an agent.

Viewing call details

Y ou can view more information about your calls by double-clicking acall inthe Call Log view.
The Cadll Details dialog box opens.

% Call Details E

KN | o

Copy to Clipboard | Close | Help |

The Call Details dialog box displays a separate line for each party in the call.

Note: The Call Details dialog box shows current information about the parties in the call, while
the Call Log view shows the information as it was at the time of the call. Therefore the two can
sometimes be different, for example, if the call was from a contact and you changed the contact’s
name since the time of the call.
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Call Details columns
The Call Details dialog box contains the columns shown in the following table.

Column Description

Indicates the incoming and outgoing components
ﬁ' @ of the call, respectively.

Name Name of the parties in the call. On incoming calls,
“Unknown” appears unless the user identified the
caller as a contact. On outgoing calls, the user’s
name appears.

Start Time Date and time that each party began participating
in the call.
End Time Date and time that each party left the call.

Answered Time  Date and time that the call was answered.

Answered By Name of the users for whom this was an incoming
call. Useful for analyzing data for ACD workgroups.

Account Code Account code associated with the call, if any. See
“Entering an account code for a call” on page 4-11.

Number On incoming lines, Caller ID name and number, if
available. On outgoing lines, the number dialed. On
a call to or from another TeleVantage user, this field
contains <NA>.

Number Type The type of number displayed in the Number
column. Types are:
Phone
External phone number
Internet
Internet or IP network address
Extension
Internal extension
Custom
Centrex extension

Access Code On outgoing calls and incoming calls over an IP
gateway, the access code of the dialing service
used to place the call.

DID On incoming lines, your Direct Inward Dial number
if the caller used it to call you. DID is not applicable
for outgoing lines.
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Column Description

Device On incoming lines, the trunk or station number at
which the call was placed. On outgoing lines, your
station number.

Dial String Digits that TeleVantage actually dialed over the
trunk, which can be different than the digits
TeleVantage displays in a contact's phone number.
For example, a dial string can contain an
international or long-distance access code,
least-cost routing information, or dialing prefix or
suffix.

Left Message A check in this field indicates that the caller left a
voice message.

Result How the call ended. For a list of possible results,
see Result in the previous table, on page 14-4.

Custom Data Custom data, if any, associated with the call.
Custom data can be collected by IVR Plug-ins or
call center queues that prompt the caller for
information.

Taking notes on a Call Log entry

Y ou can take notes on a Call Log entry. Notes can help identify acall inthelist or summarize
important information about a call.

To take notes on a Call Log entry, select the entry, click in the Notes Pane, and then type your
notes. When you are done, you can press ENTER or click your mouse anywhere. The notesyou
just created appear in the Notes column for that Call Log entry.

Hiding and showing the Notes Pane
To hide or show the Notes Pane, choose View > Notes Pane.

Associating a call from “Unknown” with a contact

When a Call Log entry appears from “Unknown,” it means that TeleVantage was unable to
identify the caller. Y ou can associate the call with a contact, so that the correct name displays
and TeleVantage identifies the contact on subsequent calls from that phone.

See “Associating a call or Caller ID number with a contact” on page 16-9 for complete
instructions.
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Returning a call in the Call Log view
1. Selectthecall inthe Call Log view that you want to return.

2. OntheActions menu, choose one of the following:

m Place Call. Thiscommand lets you choose the number to dial from a submenu. If
the caller isa contact, you can choose the phone number to call from the list of the
contact’ s phone numbers. Y ou can also choose to call by using the Caller ID
number of the call.

m Speed Dial. Thiscommand places acall immediately to a user’s extension, a
contact’ s default number, or an unknown caller’s Caler ID number. Y ou can aso
choose Speed Dial by double-clicking the call.

3. Click OK. TeleVantage dias the number.

Entering an account code for a call

Y ou can enter an account code or change the one already entered for acall inthe Call Log. You
must have permission to view and edit the Call Log to enter or change account codes.

1. Select the call, and then choose Actions > Enter Account Code.

Enter Account Code for "Unknown' B3

Account Code: I

OF I Cancel | Help |

Enter an account code.
Click OK.

Y ou can also enter an account code using the telephone commands. See “ Entering an account
code for acall” on page 4-11.

Opening the contact record from a contact’s call

If acall wasidentified as being from a contact, you can open the contact’ s record to view or
change information about that contact. To do so, select the call and choose Actions > Open
Contact.
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Listening to a recorded call from the Call Log

If acall was recorded, you can play the recording from the Call Log. To play acall recording,
you must have permission to view the voice mailbox in which the call recording resides.

To see which calls have call recordings attached to them, show the following two Call Log
columns:

m User Recording. Displays acheck for any call with an attached recording that you
made.

= Queue Recording. Displays acheck for any call that was recorded automatically by a
TeleVantage call center queue. If your callsare not subject to such recording, you do not
need to show this column.

To show columns, choose View > Current View > Show Columns.
Note: The Notes pane contains a call recording note if the call was recorded automatically by a
call center queue.
To play a call recording
Select the call, then choose one of the following commands:
m Actions > Open User Recording. Plays call recording that you made manually.
m Actions > Open Queue Recording. Playsacall recording that was made automatically

by acall center queue.

Note: If acommand has multiple recordings to choose from, it plays the last recording made by
the first user or queue to make recordings. For example, if you recorded two sections of a call,
the last recording would play. If a call was handled by two queues, each of which automatically
recorded it, the first recording would play.

Sharing the Call Log

Y ou can share your Call Log view with other users, so that they can view it in their own Client.
See “Sharing views and folders’ on page 8-20.

Reporting on the Call Log

If you want to create reports based on the Call Log, you can do either of the following:

= Export the Call Log and analyze the datain Microsoft Excel. See “Importing and
exporting TeleVantage items’ on page 8-24.

= Runthe TeleVantage Call Center Reporter by choosing Tools > Reports. Y ou must
have the required licenses to use the Call Center Reporter and you also must have
permission to use it. See your TeleVantage system administrator about installing and
running the Call Center Reporter.
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Exporting the Call Log

For instructions on exporting your Call Log to a.CSV files, see “Exporting the Call Log” on
page 8-29.
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About call forwarding and routing lists

TeleVantage provides two ways of receiving your callsat aphone other than your own, ensuring
that you do not missimportant calls when you are away from your desk:

m Call forwarding. Your incoming calls ring at another phone. Y ou can use ancther
extension or an external number (for example, your home phone number). Click Tools
> Call Forwarding in any view to forward your calls to another number (see
“Forwarding calls’ on page 15-3).

m Routing lists. Your incoming callstry aseriesof phone numbersuntil you answer at one
of them. Open the Routing Listsview to create routing lists (see“Using routing lists’ on
page 15-7).

Call forwarding and Where | Am

When you forward your calls, you change a TeleV antage active setting called Where | Am. This
setting specifiesthe phone (extension or external number) that rings when you receiveincoming
cals. By default, Where | Am isyour TeleVantage station. Y ou can change Where | Am inthe
following ways:

= Forward your calls. Where | Am becomes the number to which your calls are
forwarded. See the next section, “Forwarding calls.”

m Select apersonal status with aunique Where | Am number. Where | Am becomesthe
number specified in the personal status preference. See Chapter 9.

m Change your active settings directly. Where | Am becomes the number you specify.
See “Persona status and your active settings’ on page 9-9.

To view your current Where | Am location, choose Tools > Active Settings.

15-2 USING TELEVANTAGE



Forwarding calls

Call forwarding causes your callsto ring at another phone, either another extension or an

external number. Call forwarding is useful when you are working away from your desk or your
office for a period of time.

Notes

m Cadl forwarding automatically updates the default Where | Am location in all your
routing lists and personal statuses. Whenever arouting list or personal status would
normally try you at your desk, it triesyou at your forwarding phone number instead. See
“Using routing lists” on page 15-7 for more information.

= Your cal forwarding settings may be overridden if you apply a personal statuswith a
specific Where | Am preference or if you change your active settings directly. For more
information about personal status and the active settings, see Chapter 9.

Forwarding calls by using the telephone commands

Y ou can aso forward your calls using the telephone commands. See “ Forwarding your cals’
on page 4-12.

Forwarding calls in the Client
The following two procedures describe how to use call forwarding in the TeleVantage Client.

To turn call forwarding on

1. Choose Tools > Call Forwarding. The Call Forwarding dialog box opens.

_ Call Forwarding =l E3

¥ Forward calls (change "where I am")

Forward ta I Options |

Call Using: IQ - Phone Nurmber (Routing)

=
Name/iumber: [(aney 633-2502 =l il

Cantacks | |Name |Phone Nurnber ‘ E]I
Extensions Another Mumber i
ome (206
My Mumbers

Mobile (617) 777-0101

[Home: (208 332592 =

[T &tbemipt Centrex/PER bransher

Cancel I Help I
7

2. Check Forward Calls (change “Where | Am”).
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Enter or select the number to dial in one of the following ways:

Enter the number to which calls are forwarded in the Name/Number or
Name/Extension field. Y ou can aso type the name of a contact or user.

Click Extensions and select an extension on the list. Y ou can aso select a queue,
auto attendant, 1VR Plug-in, or workgroup.

Click Contacts and select acontact onthelist. The contact’ s default phone number
appearsin the drop-down list below the main list. If the contact has more than one
phone number associated with it, you can select a different number on the
drop-down list.

To create anew contact, click |51/ to open anew Contact dialog box. To edit the
currently selected contact, pressALT and click H See “Entering a new contact”
on page 16-4 for more information.

Click My Numbers. To forward your callsto one of your own phone numbers, such
asyour home or mobile phone, select it onthelist. To forward your callsto another
number, type the number in the Number field. For instructions on entering numbers
in your My Numbers list, see “ Entering My Numbers’ on page 12-4.

Note: When you forward calls to a mobile phone, make sure that you check Prompt
recipient to accept or decline call on the Options tab. See “Mobile phone issues with
routing lists” on page 15-8.

To enter an account code that will automatically be associated with al callsforwarded
to this number, type a vertical bar character (|) after the number, followed by the
account code.

At this point most users can click OK to completecall forwarding. Thefollowing steps
are for advanced TeleVantage users.

If you want to route calls by using the Centrex or PBX dialing service, check Attempt
Centrex/PBX Transfer. See “ Forwarding calls over Centrex or PBX trunks’ on
page 15-7 for an explanation.
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To set other call forwarding options, click the Options tab.

" Call Forwarding g =[]

I~ Forward calls (change "where I am")

‘When Forwarding calls to an external number

‘Wait For answer; 30 seconds

I Prompt recipient For passward

Farward ta  Optians

I Prompt recipient to accept or decline cal

I™ I1anore call rules and use Standard routing list

[o]4 I Cancel Help

Y ou can set any of the following options:

m Wait for answer. Enter the length of timein secondsthat you want acall to ring the

forwarding number before proceeding to the next step on your routing list (usually
your voice mail). If you are using the option Prompt recipient for password or
Prompt recipient to accept or decline call (described later in thisstep), you should
enter at least 30 seconds. If you enter lesstime, the call might be sent to your voice
mail before you finish listening and responding to the prompts.

Prompt recipient for password. If checked, the person who picks up the phone
hears, “Call for <your voicetitle>. Please connect me.” To be connected to the
caller, you must enter your TeleVantage password. Entering a password ensures
that only you can receive your forwarded calls.

This option works only when calls are forwarded to an external number and when
you have avoice title for yourself recorded. If you have not recorded a voicetitle,
TeleVantageignores your selection of thisoption. See“Recording your voicetitle”
on page 2-2.

Prompt recipient to accept or decline call. If checked, when you pick up the
phone at an external number, TeleVantage announces the caller (“Call from”) and
intended recipient (“Call for”) and asks you to accept or decline the call. Declined
calls proceed to the next step in your routing list, usually your voice mail.

The call announcing prompt loops, so you might not hear it from the beginning
when you pick up the phone. Press any key on your phone other than 1 or 2 to start
the prompt at the beginning.

Thisoption is used only when forwarding calls to an external number. When
forwarding to an internal extension, your normal call announcing settings are used.
See “Customizing or turning off call announcing” on page 18-4.
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m Ignore call rules and use Standard routing list. Check to send all your incoming
calls to the specified number, regardless of any call rules or routing lists that you
have created that might otherwise send acall to adifferent number. If you have not
created custom call rules or routing lists, you do not need to check this box.

This setting disables your call rules and uses the Standard routing list for all calls.
See “Using routing lists” on page 15-7 for an explanation of routing lists and
Chapter 17 for an explanation of call rules.

7. Click OK.

To turn call forwarding off in the Client
1. Choose Tools > Call Forwarding. The Call Forwarding dialog box opens.
2. Uncheck Forward Calls.
3. Click OK.

Note: When your calls are forwarded, [(®F#5 appears in the status bar. You can double-click
this button to open the Call Forwarding dialog box.

Receiving forwarded ACD workgroup calls

If you receive callsas part of an ACD workgroup, and you have forwarded those callsto another
number, the ACD workgroup user’s settings override your call forwarding settings. For
example, you might have unchecked Prompt recipient to accept or decline call, but you might
nevertheless get prompted to accept or decline the call when you receive an ACD workgroup
call.

Placing calls at another user’s extension

Forwarding your calls to another user’'s extension does not mean that you are logged in to that
user’s station. When you place outgoing calls at another user’s phone, you are subject to the
dialing restrictions and permissions that are in effect at that user’s station. Calls that you place
at another user’s station appear in the Call Log view of that user.

To place calls as yourself from another user’s extension, log in either through the Client or the
telephone commands. If you are using the telephone commands, log in, press # for adia tone,
and then place your outgoing call.

When you hang up, the station revertsto its regular user.

Call forwarding and voice mail

If no one answers at your call forwarding location, the call transfers to your voice mail.

To completely transfer your calls to another user's phone, so that the other user receives your
voice mail aswell asthe calls themselves, do not use call forwarding. Instead, create a routing
list whose only step isafina action of Transfer to Extension, and make thisrouting list your
activerouting list. (See “Using routing lists’ on page 15-7.)
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Forwarding calls over Centrex or PBX trunks

If your company has trunk lines that are connected by Centrex lines, an external PBX, or a
TeleVantage |P Gateway, you can use the Centrex/PBX transfer feature to economize
TeleVantage' strunk use.

Y ou can check Attempt Centrex/PBX transfer when you set up call forwarding or when you set
up arouting list step to a Centrex or PBX extension. If thisoption ischecked, TeleVantage does
the following:

m Iftheincoming call isonan 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.

Note: Forwarding calls with this method avoids tying up extra trunks. However, when a call is
routed out using a Centrex or PBX transfer, TeleVantage loses control of it and cannot send it to
subsequent steps on the user’s routing list. For example, after transfer using Centrex or PBX, a
call cannot go to voice mail.

Using routing lists

A routing list is a series of phone numbers that TeleVantage dials when callsfor you arrive. If
you do not answer at one location, TeleVantage proceeds to the next. For example, you can set
up arouting list that triesyou at your desk, then at your home, and finally at your mobile phone.

A routing list also containsafinal action that determines what happensif no one answers by the
end of thelist. Usually the caller is sent to your voice mail, but you can specify other final
actions. For example, you can transfer callsto another extension, put callers on hold and try the
series of numbers again, or hang up.

Y ou can create as many routing lists as you want and make any one of them the active routing
list at any time.

How routing lists move from step to step
A routing list moves to the next phone number in the seriesif it:

m Detects abusy signal

m Encountersthe three-tone operator intercept, for example, when anumber isnot in
service

= Ringsfor anumber of seconds that you specify
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Y ou can have TeleVantage prompt the recipient to accept or declinethe call. In that case, the
routing list moves on unless someone presses 1 to accept the call. Y ou can choose to prompt the
recipient at external phone numbers only. See “ Creating a new routing list” on page 15-10 for
more information.

Important: If you are using hands-free answering, your routing list will not be used unless you
have enabled call announcing. When you are in hands-free mode, your phone is automatically
picked-up—whether you are there to hear it or not. Therefore, the pickup stops the routing list
from being processed. If you want your routing list to be processed while you are using hands-free
answering, be sure to enable call announcing (click Tools > Options and then click the Incoming
Calls tab).

Caller options while following a routing list

When arouting list moves to the next step, TeleVantage can aert the caller and offer the
following choices:

= Press 1 or stay on thelineto try the next number.
m Press 2 to leave avoice message.
m Press 3to return to the auto attendant.

= Press0to transfer to the Operator. If you have defined a persona Operator, the call is
transferred to that extension. If you have not defined a personal Operator, the call is
transferred to your office's Operator extension.

Y ou can specify whether TeleVantage offers these choices for each step in the routing list. See
“Creating anew routing list” on page 15-10.

Mobile phone issues with routing lists

Callsto amobile phone are picked up by the mobile phone company first and then passed to the
individual phone. When TeleV antage detects this first pickup, it stops proceeding down the
routing list, whether or not you actually answer the mobile phone. For thisreason, when you put
amobile phonein your routing list, always check Prompt recipient to accept or decline call.
TeleVantage then relies on user input to signal a connection and will proceed down the routing
list unless you explicitly accept the call.

Routing lists for individual callers

By using call rules, you can have TeleVantage use a specific routing list for a specific caller or
group of callers. For example, you can have arouting list for important customersthat includes
trying your mobile phone and another routing list for everyone else that only rings your
extension. See Chapter 17 for more information.
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The Routing Lists view
Click Advanced on theview bar to locate the button for the Routing Listsview. Click the button
to open the view.

2 Routing Lists - Artizoft TeleVantage Client
File Edit “iew Tools Actions Help |

$en | &[5 X ol 1|7 -
General Routing Lists,
Advanced |®| o] |Name £ |R0uting List Actions |
Extended Absence Take a message (Play Active Gresting)

=

Greetings

& 9 Standard Call me where I am, Take a message (Play Active Greeting)

|Last caller: Matt Waller at 573072 |2 Items |Matt ‘Waller {x171) | Calling as Susan Sk, Maurice o Available (Ej - c’ FWD /il

The Standard routing list

The Standard routing list is the default routing list that is built into TeleVantage. It consists of
one step: trying you at your Where | Am location. (See “Call forwarding and Wherel Am” on
page 15-2.) If you are busy or do not answer, the routing list sends the caller to voice mail.

Y ou cannot edit the Standard routing list. To have callsfollow adifferent route, you must create
anew routing list and make it the active routing list.

The active routing list

Theactiverouting list istherouting list that all incoming calls follow. Calls can follow another
routing list if you have created call rules for them (see Chapter 17). Only one routing list at a
time can be the active routing list. The active routing list is marked by bold text and [ @ | .

Y ou cannot del ete the active routing list.
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To make a routing list the active routing list
1. Right-click therouting list that you want to make the active routing list.

2. Choose Actions > Set as Default and Active.

This command also makes the routing list the personal status default routing list (see the next
section). To make arouting list active without making it the personal status default routing list,
edit the routing list and check Active routing list for this extension.

Note: Your active routing list may be changed if you apply a personal status with a different
routing list preference or change your active settings directly. For more information about
personal status and active settings, see Chapter 9.

The personal status default routing list

The personal status default routing list is the one that is used whenever you select a personal
status whose Routing List preference is set to Default. For more information, see “Personal
status defaults’ on page 9-12.

The personal status default routing list is marked by [&4. To make arouting list the personal
status default, select the routing list and choose Actions > Set as Default and Active. This
command also makes the routing list the active routing list. To make arouting list the personal
status default routing list without making it active, edit the routing list and check Default
personal status routing list.

Creating a new routing list

1. ChooseFile > New > Routing List. The Routing List dialog box opens. Under
Actions, the steps of your routing list appear in the order that they will be completed.
Each step is a phone number at which TeleVantage will try to reach you.

-~ Untitled - Routing List [ 1]
[ame: IVIP Callers
~#Actions
==
=
=
=
agd.. | Ed. | peere |
- Final action if the call is not answered
¥ Play greeting: IStandard Greeting j @
Action: ITake a message =
[ Active rauting list For this extension
[~ Default personal status routing list
iZancel | Apply I Help |

2. Enter aname for the routing list in the Name field.
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3. Click Add to add arouting list step. The Routing List Action dialog box opens.

Untitled - Routing List Action [ %]
Action: ICaII me at anather lacation j

—Call me at another location
Location: |(212) 957-6543 |

Ring duration: I 20 seconds

‘Wwhen calling an external number:

I~ Prompt recipient For passward

I Prompt recipient to accept or decline call

¥ Prompt caller befare krving this ackion:

Prompt: System menu ko kry the next location j @l

OF I Cancel | Help |

4. IntheAction field, choose one of the following actions. The other elementsin the
dialog box change depending on your selection.

m Call me where | am. This action sends calls to your Where | Am phone, whichis
your station unless you have changed it (see “ Call forwarding and Wherel Am” on
page 15-2). Specify the length of time the phone should ring in the Ring duration
field.

m Call me at another location. Thisaction directscallsto an extension or an external
number that you specify. Click [...] to open the Call Me at Another Location dialog
box, which functions in the same manner as the Place Call To dialog box. For
information about using this dialog box, see “Placing a call” on page 12-2.

Specify the length of time the phone should ring in the Ring duration field.
If you choose an external number, see step 5 for further options.

Callsrouted to another extension do not follow call forwarding or routing listsin
effect at that extension. To send calls to another extension so that they follow that
extension’s forwarding or routing list, use afinal action of Transfer To extension.

Y ou cannot route callsto an auto attendant or call center queue asarouting list step,
but you can do so by using afinal action of Transfer To extension.

m Call a Workgroup. Thisaction directs calls to one or all members of aworkgroup.
Usually thisactionisused only by TeleV antage system administrators setting up an
ACD workgroup. For instructions, see “ Routing calls to workgroups’ on
page 15-13.

Specify the length of time the phone or phones should ring in the Ring duration
field.

m Play Greeting. Thisaction does not ring a phone, but instead plays the caller the
greeting that you select on the Greeting drop-down list. You can also play a
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greeting as part of each step and before the final action. To record a new greeting
from this dialog box, click [=]. See “Managing greetings’ on page 13-18.

While any greeting is playing, the caller can press 0 to transfer to the Operator or 1
to leave a voice message. Y ou might want your greeting to mention these options.

If you are routing the call to an external number, you can use the following options
under When calling an external number:

m Prompt recipient for password. The person who answers the phone hears, “ Call
for <your voicetitle>. Please connect me.” To be connected to the caller, you must
enter your TeleVantage password. Using this option ensures that only you can
receive your calls at the external phone number.

Thisoptionisavailableonly if you haverecorded avoicetitle. See* Recording your
voicetitle” on page 2-2 for more information.

m Prompt recipient to accept or decline call. TeleVantage announces the caller
(“Call from”) and theintended recipient (“Call for”), and offersthe option to accept
or decline the call. Declined calls proceed to the next routing list action.

With this option checked, the call will not be connected unless someone presses 1
to accept it. For this reason, leave the field unchecked when routing to a pager.

To play the caller amessage before the routing list triesthis step, check Prompt caller
before trying this action, and then select the message on the drop-down list. Y ou can
select one of your greetings or System menu to try the next location, which offers
the caller options (see “ Caller options while following arouting list” on page 15-8).
You can also click [ to create a new greeting.

For example, a message might say, “The system will now try my home number to try
to find me. If you would rather transfer to the Operator, press 0.”

Click OK to add this step to your routing list. The Routing List Action dialog box
closes, and the new step appears under Actions in the Routing List dialog box.

Repeat steps 3-7 to create additional steps for the routing list.

When you have finished creating the steps that you want to the routing list to take, in
the Routing List dialog box, specify the Final action if the call is not answered. That
is, specify what you want TeleVantage to do if it getsto the end of the routing list and
no one has answered.

To play agreeting before thefinal action, check Play greeting and choose the greeting
on the drop-down list. For information about the System hold greeting, seethe Pause
and repeat fina action in the following list.

Important:Under most circumstances you should select this check box and select
Active as the greeting. For information, see “Using greetings with routing list final
actions” on page 15-14.

Select one of the following final actions on the Action drop-down list:

m Take a message. Thecall is sent to your voice mail.

m Hang up. Callsfrom TeleVantage users and from external callers are disconnected.
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m Prompt to hang up. External callers are prompted to choose to end the call or to
stay on the line for more options. Callers who want more options are transferred
back to your company’ s auto attendant.

m Transfer to an extension. Thecall istransferred to an extension that you select on
the Extension drop-down list, for example, an operator, a coworker who handles
your calls, or an auto attendant. The transferred call istreated as anew call to that
extension. If no one answers at that extension, the call follows that extension's
routing list.

m Transfer to other voice mail. The call is sent directly to another user’s voice mail.

m Pause and repeat. The caler holds for the number of seconds you definein the
Pause duration field, and then begins the routing list again. During the pause,
callers can press 0 for the operator or 1 to leave a voice message. The greeting you
choose can mention these options.

Inthelist of greetingsisa special prerecorded greeting called the System Hold
Greeting. It says, “ The person you are calling is unavailable. To hold, please stay
on theline. To leave amessage, press 1.” It does not mention the option to press 0
for the operator.

Note: You can also play a greeting before each individual action of the routing list. See
step 6 of this procedure.

9. Check Active routing list for this extension if youwant to makethisrouting list your
activerouting list.

10. Check Default personal status routing list to make this routing list the default
routing list for your personal statuses. See “Personal status defaults’ on page 9-12.

11. Click OK to savetherouting list and close the Routing List dialog box.

Routing calls to workgroups

A routing list step can send a call to agroup of people rather than a single phone by using the
action Call a Workgroup. Anyone in the workgroup can answer the call. TeleVantage system
administrators must use this option to set up ACD workgroups.

Workgroups can contain users and contacts, and can be as large or as small as you want. See
“Using workgroups® on page 16-14 for instructions on creating a workgroup.

To route calls to a workgroup as a step in an existing routing list

1. Double-click the routing list in the Routing Lists view. The Routing List dialog box
for that routing list opens.

Click Add. The Routing List Action dialog box opens.
Inthe Action field, select Call a Workgroup.

Select aWorkgroup or click [] to create a new workgroup.
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5. Under Method, choose one of the following ways to ring the workgroup’s phones:

= Sequentially from the top down. The call tries each member of the workgroup in
order until it is answered, starting with the first user.

= Individually in a round robin. The call tries each member of the workgroup in
order until it is answered, starting with the next user in line after the one who
answered the preceding call.

m Simultaneously. The phones of all workgroup members ring simultaneously, and
the call goesto the first user who acceptsit. Any contactsin the workgroup are
ignored.

6. IntheRing duration field, specify the length of time each workgroup phone should
ring before the call tries the next phone in the workgroup.

7. For any external numbersin the workgroup, you can choose to Prompt recipient to
accept or decline call. When calling aworkgroup, Prompt recipient for password
isautomatically selected, so that ACD calls are guaranteed to be answered by agents.

8. Toplay callers amessage before they are routed to the workgroup, check Prompt
caller before trying this action, and select the message on the Prompt drop-down list.

9. Click OK. Youreturntothe Routing List dialog box, in which the new routing list step
appearsin the Actions list.

10. Usethe arrows next to the Actions list to reorder any stepsin the routing list and then
click OK.

When routing calls to aworkgroup, you aso can use the Pause and repeat final action. This
action keeps callers on hold until a member of the workgroup answersthe call. Calls are
answered in the order of longest hold time, or “first in, first out” (FIFO).

Using greetings with routing list final actions

For most routing lists, you should check Play greeting before thefinal action and select Active.
Thisensuresthat callerswho reach therouting list’ sfinal action (for example, your voice mail)
hear agreeting. It also allows the greeting to change based on your other settings. For example,
you can use acal ruleto play adifferent greeting when your friend Jim calls (see Chapter 17),
or have a different greeting play when you select the personal status On Vacation (see
Chapter 9).

If you select aspecific greeting under Play greeting, that greeting overrides the active greeting
and playsto al callerswho reach the final action of the routing list, even if adifferent greeting
is specified in acall rule or personal status.

If you clear the Play greeting checkbox, no greeting playsto callers who reach the final action
of thisrouting list, even if agreeting is specified in acall rule or personal status. If the final
actionis Take aMessage, callers who reach your voice mail hear only the beep that signal s that
recording has begun.
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When to use a specific greeting with a routing list

It is highly recommended that you select a specific greeting to play before the final action of a
routing list whose final action is not Take aMessage. In such a case, you want to be sure that
the greeting that callers hear matches the action that is about to happen. Examples of greetings
for other final actions are the following:

m Hang Up. “I’'m sorry you couldn’t find me. I’'m not taking messages at the moment.
Good-bye.”

m Transfer to extension. “I’'msorry you couldn’t find me. I’ m transferring you now to my
administrative assistant.”

m Pause and repeat. “The person you are calling is unavailable. To hold, please stay on
theline. To leave amessage, press 1.” Thisisthetext of the System Hold Greeting, a
greeting provided with TeleVantage for just this circumstance. Y ou can a so record your
own version. See “Managing greetings’ on page 13-18 for instructions on recording
greetings.
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About contact management and TeleVantage

The Client’s Contacts view provides you with an online phone book of your telephone contacts
in which you can enter the names, phone numbers, and other information about people you talk
with frequently on the phone. After you enter contacts, you can place callsto them with afew

clicks of the mouse.

This chapter describes the Contacts view and then explains the following aspects of working
with contacts:

= Managing contacts
= Teaching TeleVantage to recognize your contacts

= Using workgroups

The Contacts view

2 Contacts - Artisoft Tele¥antage Client

File Edit Wiew Tools Actions Help
Elvew -| 20 & | By ¥ | 22| oik 7.
Contacts ., =
Mame Company Phone Mumber PIN Motes Voice Title | 123 |
Camille Linneas (; 010z
. a-d
Cerin Kelledy —I
Damon Salathe Hornet Inc, (617) 123-4567 e-h
Honoria Green il |
Call Monitor Jose Avellanos -0 |
p-s |
E-v
Contacks _I
W-z |

|Last caller: Kenneth Deimoch at 7/18/2001 12:45 PM; press F11 to return the call |5 Items |Miri Anatolia (x555) o Available (Ej - /Ll

Using contacts folders

Y ou can create folders to organize your contacts. For example, you could have a Friends folder
for personal contacts that keeps your friends separate from your other contacts. Separating
contactsinto folders makesit easier to find your contacts quickly. See“ Organizing the contents
of aview in folders’ on page 8-17.
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Private and public contacts
In TeleVantage, contacts can be private or public, asfollows:

m Private contacts are your own personal contacts. These contacts appear only in the
Contacts view of your Client on your computer. Other users cannot see your contacts
unless you explicitly share your Contacts folder with them.

m Public contacts are contacts that are available to all usersin your officein their Client
applications. Public contacts appear only in the folder named Contacts under Public
Foldersin the Folder List. Anyone in your office can see these contacts as aview by
clicking thefolder. TeleVantage usesthisfolder to identify these call ersthroughout your
office.

To view public contacts, select Public Folders in the Folder List, and then select the Contacts
view within that folder. See “Using the Folder List” on page 8-17. Y ou can aso view public
contacts by choosing Actions > Place Call.

To enter or edit a public contact, you must have public contact editing permissions. If you do
not have those permissions, you can view and place acall to public contacts, but you cannot edit
them.

Viewing shared contacts

To view contacts that another user has shared with you, click that user’s name under Public
Folders in the Folder List and click the Contacts folder.

Changing double-click behavior

Y ou can choose whether double-clicking a contact opensthe contact for editing or placesacall
to the contact. See “ Defining double-click behavior in the Contacts view” on page 18-15 for
more information.

Using the A-Z buttons for quick access

Use the A-Z buttons on the right side of the Contacts view to quickly move to aletter of the
alphabet. The buttons al phabetize your contacts according to the column by which the view is
currently sorted.
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Managing contacts

Y ou can manage your contacts using the TeleVantage Client, or you can use another contact
manager application or customer relationship management program with TeleVantage if you
prefer. You can also import contacts from other contact managers into TeleVantage.

Using TeleVantage Client contacts

Y ou can enter or import your contacts in the Contacts view of the Client (see “Entering a new
contact” on page 16-4 and “Importing and exporting contacts’ on page 8-24). Working with
your contacts in the Contacts view lets you take full advantage of TeleVantage' s automated
call-handling features.

Entering a new contact

Entering a new contact involves the following tasks, which are explained in detail in the three
procedures that follow:

= Entering a contact’s name and basic information. Other basic information includes
the contact’ s company, any account code, and the language used for prompts for this
contact. Y ou can a so enter up to 5,000 charactersin the Notes Pane of the Contact dialog
box.

m Entering a contact’s phone numbers. When you enter a contact’s phone numbers,
you can specify the number used for Caller ID and the number that isthe default number
to dial when you call the contact.

m Recording a contact’s voice title. Like your own voicetitle, acontact’ svoicetitleisa
short recording that you create of the contact's name. If you are using call announcing,
TeleVantage announces calls from the contact by saying “Call from,” followed by the
contact’ svoicetitle. Contacts who do not have voicetitles recorded are prompted to say
their names each time they call you, unless you have turned off that prompt
(see" Customizing or turning off call announcing” on page 18-4).

Note: You have a limited amount of space for all voice files, including voice titles.
Therefore, if you have many contacts, you can save space by recording voice titles for the
most important ones only. Ask your TeleVantage system administrator how much space
you have been allocated and how much you have used.
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To enter a contact’s name and basic information

1.

Choose File > New > Contact. The Contact dialog box opens to the General tab.

= Untitled - Contact - (O]

Create new contact in Folder: IContacts (Personal) j

General | Caller Identification |

—i@eneral —Phone numbers

First name: I ame Phone Mumnber Description

Last name: I Business 2
Home
Company: I
Home 2

Title: I Maobile
Other
Account code: I

Preferred telephone prompts
U.5. English |

Edit cear |

Motes

=
=

OF I Cancel | Apply | Help |

Select which folder to create the contact in, using the Create new contact in folder
drop-down list.

If you have permission to create public contacts, you can make this contact a public
contact by choosing Contacts (Public). Public contacts can be seen and used by all
TeleVantage users. All other selections create a private contact, which only you can
see and use.

Enter the appropriate information about the contact in the First Name, Last Name,
Company, and Title fields. Thefirst and last names are displayed in the Call Monitor
view when this contact calls you.

Either afirst name or alast name isrequired. To create a contact that has the name of
acompany only, enter the company name into one of these fields.

If your office uses account codes, you can enter an Account code for the contact.
TeleVantage automatically uses the account code for the call when it identifies the
contact on an incoming call or when you dial one of the contact’s numbers on an
outgoing call.

If you are prompted to enter account codes when you place calls, you will hear a

double beep instead of a single beep to indicate you are dialing a contact who has an
account code al ready entered. When you hear the double beep, you can press# on your
phone to accept the contact’s existing account code, or you can enter another account
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code.
For more information, see “Entering account codes when placing calls’ on page 3-3.

InthePreferred telephone prompts drop-down list, select the language that you want
TeleVantage to use when it plays voice mail and other prompts to this contact. The
available languages are the languages that were installed on your system.

To enter a contact’s phone numbers

1.

On the General tab in the Contact dialog box, double-click the appropriate line in the
Phone Numbers list. The related Phone Number dialog box opens.

Business - Phone Number [ %]
Call Using: |9 - User Routing Service j
Murnber: || o |

Description: I
¥ This number is the contact's default

V' Use this number as caller identification for this contack

OF I Cancel | Help |

Enter the phone number, Internet address, or other destination by selecting the dialing
service on the Call using drop-down list and then entering the number in the field
below thelist. See “Entering a phone number by using adialing service” on page 12-6
for more information.

Y ou can enter a short description of this phone number in the Description field. This
isagood place to enter extensions.

Check This number is the contact’s default if thisisthe phone number you dial most
freguently to reach the contact. The number you choose as the default isdlightly faster
to select when you place calls.

Check Use this number as caller identification for this contact if you want
TeleVantageto identify calls from this number as calls from the contact. If thisoption
is unchecked, calls from this number appear in the Call Monitor and Call Log views
as being from “Unknown.”

Note: Checking this box adds the phone number to the contact’'s Incoming Caller ID
list. See “Teaching TeleVantage to recognize your contacts” on page 16-7 for an
explanation of the list.

Click OK to close the Phone Number dialog box.

To enter more phone numbersfor this contact, repeat steps 1-6 for the other categories
of phone numbers in the phone number list.

Click OK to closethe Contact dialog box. The new contact now appearsinthe Contacts
view.
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To record a voice title for a contact

1.

4.

Notes

In the Contacts view, select the contact for whom you want to record avoice title and
choose File > Open.

In the Contact dialog box, click the Caller Identification tab.

Record the voicetitle by using the audio controls. See “Using the audio controls’ on
page 8-23 for instructions.

Click OK.

TeleVantage can play the voice titles of contacts over your computer speakers
automatically when those contacts call. See “Customizing incoming call behavior” on
page 18-10 for more information.

TeleVantage can also capture the names of contacts in the voices of the contacts when
they respond to the call announcing prompt. TeleVantage can then use those recordings
as voice titles. See “To associate a call with a contact” on page 16-10 for more
information.

Placing calls to your contacts

Y ou can place acall to a contact with a phone number using the Client. See “Placing acall” on
page 12-2 for instructions.

Sharing your contacts

Y ou can shareany of your contactsfolderswith other TeleV antage users. Those users can access
your contacts folders from their Folder Lists according to access levelsthat you specify. You
can grant individual users specific levels of access to your contacts.

For instructions, see “ Sharing views and folders’ on page 8-20.

Teaching TeleVantage to recognize your contacts

TeleVantage' s more advanced features depend on TeleV antage recognizing your contacts. Y ou
can teach TeleVantage to recognize your contactsin the following ways:

Note:

By recognizing the Caller ID number or name of the contact’ s phone.

By recognizing a special number you give to the contact to dial after your extension,
called a Contact PIN. By using Contact PINs, TeleVantage can recognize contacts
regardless of the phone they use to call.

TeleVantage automatically identifies other TeleVantage users when they call.
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The benefits of having TeleVantage recognize contacts include:

m Their names appear in the Call Monitor view while the phoneisringing to let you know
who iscalling.

m Their names appear in the Call Log and Voice Messages views, so that you can easily
see contacts in your phone record and quickly call them back.

m Their names are displayed on your Caller 1D phone, if you have one.

m You can usecal rulesto set up individualized call handling for them, such as playing a
unique voice-mail greeting or routing their calls according to a specific routing list (see
Chapter 17).

= You can exempt them from the Do Not Disturb personal status, so that their callsring
your phone when others are sent directly to voice mail.

One form of identification, Caller ID from the phone company, is available automatically for
every call. The phone number and Caller ID name of the caller appear in the Number column of
the Call Monitor, the Call Log, and the V oice Messages views.

Identifying contacts by name

Each contact has alist of associated phone numbers called the Incoming Caller ID list. When a
call arrives from one of those phone numbers, TeleVantage identifies that contact.

The Incoming Caller ID list caninclude Caller ID names as well as phone numbers. See
“Understanding name and number on Caller ID” on page 16-11 for pointers on which itemis
more useful for identifying a given contact.

To view acontact's Incoming Caller 1D list, select the contact in the Contact’ s view, choose
File > Open, and then click the Caller Identification tab.

= Camille Li Contact

General | Calles

[~ Contact PIN

1+ none
" Use PIN: 171 +

r~Incoming Caller ID

60971001

Delete

Voice: Title
’7>-o|«»|5.\,-,\‘ ‘

To guarantee that TeleV antage recognizes contacts, regardl ess of the phone number from which
they are calling, use a contact PIN. See “Using contact PINs for guaranteed recognition” on
page 16-11 for more information.
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Adding phone numbers for contact recognition

Y ou can add a phone number to a contact’s Incoming Caller 1D list by doing one of the
following:

= Add anew phone number for the contact in the General tab and check Use phone
number as caller identification for this contact. See “Entering a new contact” on
page 16-4 for more information.

m Associate the phone number from a call or voice message with the contact. See
“Associating a call or Caller ID number with a contact” on page 16-9 for more
information.

Deleting a number from the Incoming Caller ID list

If TeleVantage wrongly identifies a contact asthe caler, itislikely that the Incoming Caller ID
list for that contact includes an incorrect phone number. Y ou can prevent further
misidentification by deleting the phone number from the list.

1. Double-click the contact from whom you want to delete a phone number. The Contact
dialog box opens.
Click the Caller Identification tab.
Inthe Incoming Caller ID list, select the incorrect phone number.

4. Click Delete and then click OK.

Associating a call or Caller ID number with a contact

If TeleVantage shows acaller’s name as “Unknown,” but you know who the caller is, you can
associate the call with one of your contacts. Doing this replaces “ Unknown” with the contact’s
name.

Y ou can also associate the Caller ID number or the namefrom the call with acontact. Doing this
adds the number to the contact’ sIncoming Caller ID list. Future callsfrom that phone show that
contact asthe caller. In thisway you can “teach” TeleVantage to recognize the people who call
you.

For example, the following illustration shows a voi ce message before association, showing
“Unknown” asthe caller.

2/17/98 3:56:35 PM 05 STYLUS,INNOVATI -

! |8 From Received Length | Mumber |

The next illustration shows the same message after you associate it with your contact Miri
Anatolia.

Y18 From Received Length | Mumber
05 STYLUS, INNOYATI -

Y ou can teach TeleVantage to recognize a caller by Caller ID nameinstead of the phone
number. This can be useful, for example, if the contact calls from a company with a PBX that
randomly assigns phone numbers to trunks but uses a Caller ID name that remains the same.
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To associate a call with a contact

1.

3.

Click one of the following:

= Anactivecall in the Cal Monitor view

= Anentry for acal inthe Call Log view

= A voice message in the Inbox folder of the Voice Message view
Click % on the toolbar. The Associate dialog box opens.

B Associate Call from Unknown = =

Call date: [7i25iz001 12:57 PM

Associake the Following contact with this call:

Marme Company -

] Geddy Lee

[ John Q Publique
=1 Meil Peart:

[ Pedro Montera

I Save the Following nurmber in this contact

Murnber: Jis17) 4s1-0012

L L]

Save As: IBusiness: (6171 111-1212

¥ Use caller identification For this contact

& [umber: Js174910012
 Name: |<NA>
¢ Callback: |<NA>
OF | Cancel | Help |

Select the contact in the list with whom you want the phone number shown to be
associated. If you want to cancel an association and revert the call to itsoriginal
identification, click “<Unknown>.”

Note: If a call was originally identified as being from a contact, clicking “<Unknown>"
reverts it to being identified as from that contact.

To create anew contact directly from thisdia og box, click @ (See“Entering anew

contact” on page 16-4 for instructions.) When you finish creating the contact, you
return to this dialog box with the new contact added to the list.

If the call came from a phone number that isnew for this contact, you can add the new
number to the contact’ s phone number list now. Y ou can then didl it later from the
Client. Check Save <phone number> as the following phone number, and then
select the phone number category on the drop-down list.

If you are associating an active call in the Call Monitor view, you can create a voice
title for the contact based on the recording of the caller’ s name that was made by the
caler. To create avoicetitle in thisway, check Use this voice title. You can test the
recorded name by clicking the button to the right of the field.

Note: This field is available only if there is a recorded name available to capture.
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6. If youwant only to label theindividua call or voice message with the contact’ s name,
uncheck Use caller identification for this contact.

If you want TeleVantage to associate all subsequent calls from that phone with the
contact, check Use caller identification for this contact and select one of the
following:

= Number. TeleVantage uses the phone number to recognize subsequent calls.
= Name. TeleVantage uses the Caller 1D text to recognize subsequent calls.

m Callback. TeleVantage uses the callback number entered by the caller. Thisoption
isonly availableif the caller entered a callback number.

See the next section for more information.
7. Click oK.

Y ou cannot associate a phone number or Caller 1D text with a public contact unless you have
permissionsto edit public contacts. Y ou can, however, label an individual call asbeing from a
public contact.

Understanding name and number on Caller ID

When you receive acall, TeleVantage receives two pieces of information about where the call
originated: the phone number and the Caller ID name. Y ou can associate either of these items
with a contact.

Depending on where the call originated, one item may work better than the other, as the
following examplesillustrate:

m If the call is from a home phone (for example, ANTANDER, LQU - 6178380405). In this
case, where both the number and name are unique, either could be used for association.

m [f the call is from a company with many phone lines (for example, Artisoft -
6175641121). In this case the phone number may change with every call, because the
office’s PBX system uses arandom trunk for all outgoing calls. The Caller ID name,
however, remains constant, so you should use that for association.

m If the call is from a standardized Caller ID name (for example, california -
7605550807). In cases where the Caller ID name is standardized for many different
phones, you should use the phone number for association.

Using contact PINs for guaranteed recognition

Contact PINs provide a guaranteed way for callersto be recognized by TeleVantage whenever
they call. A contact with aPIN can call from any phone number and be identified by
TeleVantage.

Contact PINs are unique numbersthat you give out to contacts. Contacts add their PINs to your
extension when they call you.
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Opening contacts from within other views

Using contacts in another contact manager

Examples:

m Your extension is 177, and you give Mr. Jones a contact PIN of 55. Mr. Jones calls your
office, and when prompted to enter your extension, he types in 17755. TeleVantage is
thus assured of identifying this call as coming from Mr. Jones.

m If you have a car for sale, you could advertise it in the paper with your extension plus a
contact PIN (for example, “Call me at ext. 17756"). Set up the contact as “Car buyer” with
a PIN of 56. Now when anyone calls about the ad, it appears as from “Car buyer” in your
Call Monitor.

To enter a contact PIN

1. Inthe Contacts view, double-click the contact for whom you want to create a contact
PIN. The Contact dialog box opens.

Click the Caller Identification tab.

Under Contact PIN, enter the number that you intend to give to this contact. If the
contact PIN you entered conflicts with one already created, TeleVantage promptsyou
to enter a different number.

4. Click OK.

Note: You cannot enter a contact PIN for a public contact.

After an incoming call has been identified as coming from a contact, you can easily open the
contact record from the Voice Messages view (if the contact left a voice message) or the Call
Log view. Select the call or voice message, and then choose Actions > Open Contact.

If you make extensive use of another TAPI-compatible contact manager or customer
relationship management application such as Microsoft Outlook, GoldMine or FrontOffice
2000, or Interact Commerce Corporation’s Act!, you can place TeleVantage calls to your
contacts from those applications by using the TeleVantage TAPI Service Provider. See your
TeleVantage system administrator about installing the TAPI Service Provider, and then follow
your contact manager’ sinstructions for placing calls. Calls placed by other applications still
appear in your TeleVantage Call Log and Call Monitor views.

You can also install the TeleVantage Contact Manager Assistant (CMA) and receive
screen-pops showing the name, the Caller 1D, and the time of day of the call. Act! users can
receive screen-pops without installing the CMA.

Y ou do not need to have the TeleVantage Client installed to use the TAPI Service Provider or
the CMA.
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Using the TeleVantage Contact Manager Assistant

The Contact Manager Assistant enables Outlook, GoldMine, or FrontOffice 2000 contact
managers to pop up contact information automatically when contactsin one of your contact
managers call. TeleVantage recognizes the incoming Caller 1D number, Caller 1D, or name.

To run the Contact Manager Assistant (CMA)

1. Choose Start > Programs > Artisoft TeleVantage > Contact Manager Assistant.
The program starts and runs in the background.

2. Right-click ;ﬁ] in the system tray for a shortcut menu of commands that you can use
to configure and personalize the program. For further instructions, see the CMA’s
online Help.

Importing contacts from other contact managers into TeleVantage
Y ou can export contacts from other contact managers and import them into TeleVantage.

Exporting contacts from Microsoft Outlook
The following instructions show how to export contacts from Microsoft Outlook:

1. InOutlook, Select File > Import and Export.

Select Export to a file from the list and click Next.

Select Comma Separated Values (Windows) and click Next.
Select afolder in which to store the contacts file and click Next.

Enter afilename and click Next.

o g > w D

Click Finish.

Importing contacts into TeleVantage
See “Importing and exporting TeleVantage items” on page 8-24.
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Using workgroups

A workgroup isagroup of related extensions or contacts. Extensionsin TeleVantage include
users, IVR Plug-ins, auto attendants, or queues. With aworkgroup you can:

Send, reply, or forward a voice message to the workgroup. All users in the workgroup
receive the message at once. See “ Sending amessage directly to auser’ svoice mail” on
page 13-10.

Create acall rulefor the workgroup. Incoming callsfrom any member of the workgroup
are handled according to the call rule. For example, you can have a custom voice-mail
greeting that plays for al the membersin your “VIP group.” See Chapter 17 for more
information.

Share your voice mailbox or contacts with the workgroup. See “ Sharing views and
folders’ on page 8-20.

Call the workgroup. The phones of all usersin the workgroup ring simultaneously, and
the first user to answer is connected. See “Placing acall” on page 12-2. Members of a
workgroup other than users are ignored, for example, contacts, queues, auto attendants,
and IVR Plug-ins.

View the usersin your workgroup when transferring calls, which makesit easier to pick
the right recipient. Y ou can set any workgroup to appear as atab in the Extensions
section of the Transfer To dialog box. For example, you can define the members of your
Sales department as a workgroup. When you have a call for the Sales department, you
can click the Salestab and see all the department members at a glance, along with their
current personal statuses. See “ Transferring acall” on page 11-9, and “Having a
workgroup appear as an Extensions tab” on page 16-17.

Quickly answer any ringing phone in your workgroup by picking up your phone and
pressing *99. See “Answering acall at another ringing phone” on page 4-4.

Place apagetoall usersin theworkgroup (if the workgroup hasan extension). Available
users with supported phones receive the page and you can speak over their
speakerphones without their needing to pick up the phone. See “Placing a page or
intercom call” on page 3-6.

Create arouting list that distributes calls to the usersin aworkgroup according to the
distribution agorithm you choose. TeleVantage system administrators use this feature
to set up ACD workgroups. See “Routing calls to workgroups’ on page 15-13. For
information about setting up ACD workgroups, see TeleVantage Call Center
Administrator’s Guide.
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Personal and public workgroups

Generally, the workgroups you will create in TeleVantage are personal workgroups. Only you
can see the personal workgroups that you create. Other users cannot see workgroups that you
cregte.

Public workgroups, which are accessible to al TeleVantage users who have permission to see
them, can be created only by Administrator users or other users who have been given specia
permission to do so.

To view the public workgroupsin your office, click Public Folders in the Folder List and then
click Workgroups. See “Using the Folder List” on page 8-17.

Falder List ®
=g Miri Anatolia

@ Call Log

L8 Call Manikar

g Call Rules
[=-=F Contacts

.2} Friends

----- =) Greetings
-] Inbox (3}

g Personal Statuses
Queue Monitor
Routing Lists
----- £f wWorkgroups
-5 Public Folders
é Contacts
----- T Extensions
----- £f wWorkgroups
I:I--f;,,> Shared Folders

Y ou can also view and select public workgroups when you place acall using the Place Call To
dialog box. See “Placing a call by using the Place Call To dialog box” on page 12-3.

Note: You can create or edit public workgroups only if your TeleVantage system administrator
has given you permission to do so.
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The Workgroups view

The Workgroups view displays your personal workgroups. Click Advanced in the view bar to
locate the button for the Workgroups view. Click the button to open the view.

'('_" Workgroups - Artizoft Tele¥antage Client

File Edit “iew Tools Actions Help

5 Mew '|@§|%X|Dial

-l 2.

General

Advanced

Call Rules

roups -

Workgroups .

Mame 4 | Extension | DID

4

Voice Title |Notes

|2

|Last caller: M| 1 Ikem |Matt ‘Waller {x171) | Calling as Susan Sk, Maurice o Available (Ej - c’ FWD /il

Creating a workgroup
1. Do one of thefollowing:

m To create a personal workgroup, open the Workgroups view.

= |f you have the permission to create a public workgroup, open Public Folders in
the Folder List and click Workgroups. You can only create a public workgroup if
your TeleVantage system administrator has given you permission to do so.

2. ChooseFile > New > Workgroup. The Workgroup dialog box opens.

Untitled - Workgroup

General |
Marne:

Hotes:

E E3

[

Sales

) Miri Anatolia
=1 Nathaniel Chestrut
# hed Brown

# Operatar

5] Pedro Montero

# Richard Ruque

# Shannon Rose Ryan =

Tochnic

I —,

Members:
I Cynithia Caylor
=1 Damon salathe

J <z Remove

ok | cancal | ek

| ren |

3. Enter aName for the workgroup and any Notes to describe the workgroup.
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4. Add one or more members to the workgroup by selecting names on the list of
Available Extensions andthen clicking Add. Press CTRL to select multiple nameson
thelist. The members you selected appear in the Members list. Use the arrows next to
thelist to arrange the order of the members. Click Remove to delete members from
thelist.

Note: The order of the workgroup is important only if you have set up a routing list to
route calls to it according to the Top Down or Round Robin algorithms. See “Routing
calls to workgroups” on page 15-13.

5. Click OK.

Personal workgroups appear as atab in your Extensionsview only, not the Extensions views of
other users. See the next section.

Having a workgroup appear as an Extensions tab

Y ou can specify whether or not a particular workgroup appearsasatab in your Extensionsview.
If you create atab for the workgroup, it lists al extensions within the workgroup, and you can
see the current status of those extensions at aglance (contacts in the workgroup do not appear).
Thetab also appears in the Extensions section of the Place Call To and Transfer Call To dialog
boxes.

By default, TeleVantage displays an Extensions view tab for the following workgroups:
= Any of your persona workgroups of which you are a member

= Any public workgroup of which you are a member

Note: You do not see an Extensions view tab for the personal workgroups of other users, even
if you are a member of such workgroups.

Y ou can aso choose to show atab for any other personal workgroups or any other public
workgroup.

To specify whether a workgroup has atab in the Extensions view

1. Select the workgroup in your personal Workgroups view or the public Workgroups
folder (see “Personal and public workgroups’ on page 16-15).

2. Choose Actions > Show as Tab in Extensions view. |If the menu choiceis checked,
the workgroup appears as a tab.

For more about the Extensions view, see Chapter 10.
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About call rules

TeleVantage call rules enable you to handle specific incoming calls differently than other calls.
For example, you can createacall rulefor your friend Jim so that heisrouted to your cell phone
and hears a special voice-mail greeting whenever he calls.

Call Rules overview
To create acall rule, you determine two things:
= Which incoming calls activate the call rule
= How the call rule handles those calls

Distinguishing which incoming calls activate the call rule
Y ou can distinguish which incoming calls are handled by acall rule by using one or both of the
following conditions:

m Caller condition. Therule activates depending on who is calling. In addition to having
call rulesfor individual callers, you can have call rulesthat apply to al internal callers,
al external callers, al unidentified callers, or any member of aworkgroup.

m Schedule condition. The rule activates depending on when the call arrives. Y ou can
handle calls differently during business hours, after business hours, and at specific dates
or times.

Y ou can use caller and schedule conditions separately or in combination to achieve various
effects. See “Combining caller and schedule conditions’ on page 17-5.

Determining how the call rule handles calls

A cadll rule can handle incoming calls according to any combination of the following settings:
m Greeting. You can choose which greeting playsif the caller reaches your voice mail.
= Routing List. You can choose which routing list acall follows.

m Taking calls. You can specify whether your phone does or does not ring. Note that a
setting of “Yes’ overrides the Do Not Disturb personal status.

m Personal Status. You can select a persona status and have the call handled asiif that
personal status were in effect.

If you select apersonal status, note that its settings are overridden by the call rule’ sother
settings. For example, acall rule usesthe “ Standard” greeting. It aso usesthe Out of the
Office personal status, which usesthe “Be back tomorrow” greeting. When the call rule
handles acall, the “Standard” greeting is the one used.

Call rule settings override all other settingsfor routing list, taking calls, and personal status. See
“Active settings hierarchy” on page 9-12.
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Examples of how you can use call rules
= Callsfrom your “Friends” workgroup can follow arouting list that tries you at several
locationsin the office during business hours.

= During your lunch hour, you can have aspecial “ At lunch” greeting that playsto callers
before sending them to voice mail.

m You can havethe Do Not Disturb personal statusturn on automatically every day at 6:00
pm, but only for internal callers.

= You can create a contact called “Nuisance Callers’ and associate the phone numbers of
sal espeople with that contact. Those callerscan follow arouting list that playsagreeting
and then hangs up without ringing your phone. The greeting can say, “I’'m sorry. | don't
accept calls from salespeople during business hours.”

The Call Rules view

Click Advanced inthe view bar to locate the button for the Call Rulesview. Click the button to
open the view.

2 Call Rules - Artisoft TeleVantage Client

File Edit Wiew Tools Actions Help |

Buew | 23 & | G5 X | « v | bl 7.
Call Rules L2
Mame Enabled | Caller Condition Schedule Condition Personal Status Greeting

EFriends Friends During business hours Available Friends
After business hours W External After business hours ... Qut Of The Office Gone fo

4 | bl
Advanced All other calls will be handled according to active settings (see Tools = Active Settings...). |
Last caller: Operator at 8/15/2001 4:39 PM; press F11 to return the call |2 Items |Miri Anatolia (x555) o Available (Ej - /Ll
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Creating a new call rule

The following procedure explains how to create a call rule. Be sure to go to any sections
referenced in the procedure.

To create a new call rule

1.

Choose File > New > Call Rule. The Call Rule dialog box opens.

¥, Untitled - Call Rule [=]C]x]

[ame: IOut of the Office

~Activate this rule based on the following conditions:
W Person or Workgroup: I A2 My Group j il

I™ Internal callers

I External callers

I™ Unidentified callers

¥ Calls at certain dates or times:

IDurlng business haurs _I
 This tule handles calls using the Follawing settings:
¥ Greeting: IMy Group Avway j @I
I Routing List: I j %’%
I Taking calls: I j
¥ Personal Status: IOut OF The Office j gl

[¥ Enable this Call Rule

Cancel | Apply | Help |

Enter a name for the call rulein the Name field.
Select one or more caller conditions. See “ Setting caller conditions” on page 17-5.

Select a schedule condition. See “ Setting schedule conditions” on page 17-6 for more
information.

Select one or more settings to specify how the rule handles calls. See “ Selecting how
acall rulehandlesacall” on page 17-8 for more information.

If you do not want this call rule to be active, uncheck Enable this Call Rule. The call
rule remains in storage, but does not handle any calls until you enable it again. See
“Enabling or disabling acall rule” on page 17-8.

If you want the call rule to be active, leave thisfield checked.
Click OK.
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Combining caller and schedule conditions

When you create acall rule, you can specify only caller conditions, only schedul e conditions, or
both conditions together, with the following results:

= Only caller conditions. The call ruleis aways active and handles calls that meet its
caller conditions at all times. For example, acall rule for your friend Jim activates
whenever Jim calls.

m Only schedule conditions. Thecall rule handlesall incoming calls during the specified
dates and times, regardless of who's calling. For example, acall rule for after business
hours (with no caller conditions set) handles all calls after business hours.

m Both caller conditions and schedule conditions. Thecall rulehandlescallsonly when
both conditions are met. For example, acall rulefor your friend Jim after business hours
handles only calls from Jim that occur after business hours. If Jim calls during business
hours, the call rule does not activate. Likewise, if anyone other than Jim calls after
business hours, the call rule does not activate.

Setting caller conditions

Under Activate this rule based on the following conditions, check the types of callersto
whom you want the call ruleto apply. If you select more than one caller condition, the call rule
will apply if any caller conditionis met. For example, selecting internal callersand your Friends
workgroup will activate thiscall rule if any internal user or any member of the Friends
workgroup calls.

Y ou can select one or more of the following caller conditions:

m Person or Workgroup. A specific user, contact, or workgroup. Select theitem from the
drop-down list.

To create anew contact or workgroup, click Zél . To edit the current contact or
workgroup, ALT-click el See® Entering anew contact” on page 16-4 and “Creating a
workgroup” on page 16-16.

= Internal callers. TeleVantage users.
m External callers. Callers from outside of your TeleVantage system.

= Unidentified callers. Calersfrom outside of your TeleV antage system who are also not
identified as contacts.
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Setting schedule conditions

To make the call rule active during certain dates or times only, check Calls at certain dates or
times.

If Calls at certain dates or times is unchecked, the call rule is always active and will handle
incoming calls that meet its caller conditions at all times.
To set a schedule condition

1. Check Calls at certain dates or times.

2. Click ] or double-click in the schedule text box. The Schedule Call Rule dialog box
opens.

Schedule Call Rule [ %]

This schedule entry occurs:
= During business hours
" During nonbusiness hours
= After business hours on workdays

= On nonworkdays Business Hours. .. |
= On holidays

Cuskom Hours. ..
* During customn hours

Cancel | Help |

3. Under This schedule entry occurs, choose an option for when the call rule activates.
Choose one of the following two options:

m Dates and times based on your office’ s business hours. All options other than
During custom hours are based on your office’ s business hours.

To view your office’ sbusiness hours, click Business Hours. If your company has
more than one set of business hours available, choose the set that you want to use.
Note that if you change your business schedule, it affects al other items scheduled
through the Client, such as your schedule for e-mail and pager notification of new
voice messages (see “E-mail, pager, and call notifications’ on page 13-12).

m Datesand timesthat you define. Click During custom hours. Seethe next section
for instructions.

4. Click OK.
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Specifying custom hours

If you selected During custom hours asyour schedule condition, use the following procedures
to specify when the call rule activates.

To have the call rule activate on a daily or weekly basis

1. Click Custom Hours. The Custom Hours dialog box opens.

Custom Hours

Hours I Holidays |

The fallowing days and times define the schedule:

I Monday

|

I Tuesday I
¥ fidnesdey} |
™ Thursday I
|

|

|

2:00 AM - 5:00 PM

™ Eriday
™ Saturday
™ sunday

oK I Cancel | Help |

Check the days for which you want to set custom hours.

3. Replace the default times with the hours during which you want the call rule to be
active. The call rule will be active during these hours on the selected days.

4. Click OK.

To have the call rule activate on an individual date
1. Click Custom Hours, and then click the Holidays tab.
2. Click Add. The Custom Date dialog box opens.

Custom Date .‘__
Custaom Date: |5-"’21 /200
&l day (* Partial day

Partial day hours

Active hours begin at: IS:DD Abd
Active hours end at: |1 200 P

OF I Cancel | Help |

Enter a Custom Date on which the call rule will be active.

To schedule this rule for the whole day, accept the default of All day. Select Partial
day if you want to set specific hours.

If you select Partial day, enter the Active hours for the day.
Click OK when you are finished setting the schedule.
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Selecting how a call rule handles a call

Callsarenormally handled with your active settings, such asyour standard greeting and routing
list. Call rules override one or more of these settings to handle callsin different ways.

Under Handle calls using the following settings, check any combination of the following
options. Note that you must check at least one option, or your call rule will do nothing.

m Greeting. Select agreeting. Callershandled by the call rulewill hear that greeting if they
reach your voice mail.

m Routing List. Select arouting list. Calls handled by the call rule will follow that routing
list.

m Taking calls. Select whether or not calls handled by the cal rule ring your phone.

If set to Yes, incoming callsfollow your active routing list, which usually includes
ringing your phone. If set to No, incoming calls are sent directly to the final action on
your active routing list, which by default is your voice mail. Note that a setting of Yes
overrides the personal status Do Not Disturb.

m Personal Status. Select apersona status. Calls handled by the call rule will be handled
asif that personal statuswerein effect. Notethat the call rule’ s own settingsfor greeting,
routing list, and whether you are taking calls override the preferences in the personal
status.

Y ou can click the buttons next to Personal Status, Greeting, and Routing List to create anew
item of each type. Press ALT and click a button to edit the currently selected item.

Enabling or disabling a call rule

Y ou can enable or disable existing call rules. Disabled call rules remain in storage but do not
handle any calls until you enable them again.

To enable or disable a call rule
1. IntheCall Rulesview, select the cal rule that you want to enable or disable.

2. Choose Actions > Enabled from the menu bar.

Enabled call rules are marked with « .
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Choosing the priority of a call rule

TeleVantage handles incoming calls according to the priority of your call rules. The call rules
in the Call Rules view are ordered from the top down. If two call rules apply to the same call,
the call rule highest in thelist is the one used.

Y ou can create multiple call rules that contain similar caller and schedule conditions, and then
prioritize them to ensure that the correct greeting and routing list are used for calls. For example,
if you create a call rule for aworkgroup, but want calls from a certain individual within that
workgroup to be handled differently, you can create acall rule for that individua and giveit a
higher priority than the workgroup’s call rule.

2 Call Rules - Artizoft TeleVantage Client

File Edit “iew Tools Actions Help
Buew - 23 & |65 X |« « | pial 7.
Call Rules L2

Enabled | Caller Condition Schedule Condition

Docurnentation During busines:

Mame

Personal Status
Qut Of The Office
Qut Of The Office

v

External After business hour...

To set the priority of a call rule
1. Select acdl ruleinthe Call Rulesview.

2. Click E or E‘ on the toolbar to move the call rule to a higher or lower priority
position.

How TeleVantage resolves call rule setting conflicts

When acall issubject tomultiplecall rules, individual settings (personal status, greeting, routing
list, or phone) are determined by the highest priority rulein which the setting is not blank. If the
highest priority rule has a setting with an instruction, that setting is used. But if it has another
setting that is blank, while alower priority rule has an instruction for that setting, the setting
from the lower priority ruleisused. This can result in settings from different call rules being
used on asingle call. See the example that follows.

Example: You createacall rulefor your friend Paul that will bein effect during business hours.
In that call rule, you choose a custom greeting for him to hear and a routing list that rings your
cell phone. Y ou choose to |eave the personal status and phone settings blank. If Paul also
belongs to the Sales workgroup for which you have alower-priority call rule, and that call rule
specifies a personal status and phone state, calls from Paul are handled in the following way:

m Greeting. The custom greeting you created for Paul is used.
m Routing List. Callsfrom Paul ring your cell phone, as specified in Paul’ s call rule.

m Taking calls. The behavior specified in the call rule for the Sales workgroup is used,
because no Taking calls setting is specified in Paul’scall rule.

m Personal Status. The Sales workgroup’ s persona status setting from the Sales
workgroup’s call ruleis used, because no persona statusis specified in Paul’s call rule.
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Ignoring all call rules

If you create routing lists and call rules, TeleVantage handles your incoming calls according to
those settings and rules. There can be times, however, when you want TeleV antage to ignore
thoserules.

Y ou can set TeleVantage to use the Standard routing list and ignore your call rules by choosing
Tools > Ignore Call Rules. The check mark on the menu indicates that Ignore Call Rules is
turned on. All call rules are then ignored and all incoming callsring at your Where | Am phone
number (your extension, unless you have changed it with call forwarding or a persona status).
If there is no answer, the caller is sent to voice mail. Any settings specified by your call
forwarding, persona status, or active settings are still in effect.

Example: You have set up arouting list that triesyou at various phones around the office. Now
you are taking atrip out of town and you want all calls forwarded to your hotel. Use call
forwarding to forward your callsto the hotel, and then turn Ignore Call Rules on to make sure
your calls do not get sent around the office while you are away.

When return to your office and you turn off Ignore Calls Rules, TeleVantage again enforcesall
of your routing lists and call rules.

Y ou can have a personal status cause TeleVantage to ignore call rules whenever that personal
statusisin effect. See Chapter 9.
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About customizing your Client

Customizing telephone behavior

Y ou can customize the Client and your TeleVantage account to suit the way you work.

Most customization options presented in this chapter are set in the Options dialog box. Y our
TeleVantage system administrator may have made some or al tabs of the Options dial og box
unavailableto you. Seeyour TeleVantage system administrator if you cannot access aparticular
option that is described in this chapter.

The options described in this section allow you to customize your interaction with TeleVantage
on the phone. These optionsinclude;

Recording avoice title

Changing the language of telephone command prompts
Customizing call announcing

Customizing call waiting

Displaying Caller ID

Turning ringback for calls on hold on and of f

Changing your personal Operator

Customizing your listing in the dial-by-name directory
Customizing how long and in what pattern your phone rings

Customizing your hold music
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Recording a voice title

A voicetitle isashort recording of just your name that TeleVantage fitsinto its own recorded
prompts. For moreinformation, and for instructions on recording avoice title on the phone, see
“Recording your voicetitle” on page 2-2.

To record a voice title in the Client
1. Choose Tools > Options. The Options dialog box opens.

2. Onthe General tab, use the audio controls under Voice Title to record your voicetitle.
See “Using the audio controls’ on page 8-23 for more information.

3. Click OK.
Y ou have alimited amount of space for your voice title, your contacts' voice titles, your

greetings, and recorded conversations. Ask your TeleVantage system administrator how much
space you have been allocated and how much you have used.

Changing the language of telephone command prompts

TeleVantage can play the telephone command prompts in any language that was installed with
TeleVantage. Whenever you log in or press Flash, the prompts are played in the language you
choose.

To change the telephone commands language
1. Choose Tools > Options. The Options dialog box opens.

2. Onthe General tab, select the language that you want on the Telephone prompts
drop-down list. All languages that were installed with TeleVantage appear on the list.

3. Click OK.
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Customizing or turning off call announcing

Call announcing allows you to screen callers by using only your telephone. When you answer
your ringing phone, you hear, “Call from,” followed by the name of the caller. Y ou can then
accept or decline the call. For detailed information about your options, see “ Call announcing”
on page 4-2.

The following procedure shows you several ways to customize call announcing. Y ou can aso
turn it off entirely.

To customize call announcing or turn it off

1.
2.

Choose Tools > Options. The Options dialog box opens.
Click the Incoming Calls tab.

.5[ Options

General | Woice Message I Mokification  Incoming Calls | Yiew | Phone |

—wWhen you receive a call
™ announce wha the call is for
Screen and announce the caller For these bypes of calls;
v Internal [v External [ External Direct
W &sk callers without a voice title For Eheir name:
[ IF caller ID is present, do nok ask For their name

W announce who is transferring

Under Screen and announce the caller for these types of calls, choose any of the
following:

= Internal. Callsfrom other TeleVantage users.

m External. Callsfrom external callers who choose your extension from an auto
attendant or are transferred to you by another user.

m External Direct. Callsfrom externa callers who dial you directly. If you have a
Direct Inward Dia (DID) number, or if atrunk lineisrouted directly to your
extension, you may receive these types of calls. Ask your TeleVantage system
administrator about whether your phoneis set up in either of these ways.

To turn call announcing off for atype of call, uncheck it for that type. With call
announcing turned off, you are connected directly to the caller when you answer your
phone.

Note: If your call announcing settings are different for internal and external calls, it can
be helpful to set different ring patterns for internal and external callers (see “Changing
ring patterns” on page 18-9). You can then tell by the ring pattern whether you will hear
the caller or the call announcing prompt when you pick up the phone.
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4. Usethefollowing optionsin conjunction with call announcing for external calls':

m Ask callers without a voice title for their names. By default, if call announcingis
turned on, contacts and users without voice titles are prompted to say their names.
When you pick up the phone, you hear, “Call from,” followed by what they say. If
you uncheck thisfield, callers are not prompted to say their names.

With thisfield unchecked, when you receive acall from acaller without avoicetitle
you will hear either “Call from internal user,” “Call from external caller,” or “Call
from contact,” depending on the caller.

m If Caller ID is present, do not ask for their name. If checked, incoming callers
with Caller ID are not prompted to say their names. Thisisauseful setting if you
have a phonewith aCaller ID display. You can skip asking the caller for anameif
you can see on your Caller 1D display who iscaling.

If unchecked, al callers without voice titles are prompted to say their names.

m Announce who is transferring. Check thisoption if you want to hear the name of
the person transferring a call to you. For example, if checked, you would hear
“Helen Shireistransferring a call from Shane West.” To announce who is
transferring, you must have call announcing turned on for internal calls. If it isnot
turned on, you are connected directly to transferred calls.

= Announce who the call is for. If checked, when you answer your phone you will
hear the recorded message, “ Call for,” followed by your voicetitle. Thisoption is
useful if two users share the same phone.

Y ou can use this feature alone or in conjunction with call announcing. When you
use both features you will hear, “Call from <the caller’ s name> for <your voice
title>,” followed by the call announcing menu commands. Without call
announcing, you are connected to the caller as soon asthe“ Call for” announcement
plays.

For moreinformation about distinguishing calls when two users share a phone, see
“Distinguishing incoming calls to a shared station” on page 7-3.

5. Click OK.
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Customizing or turning off call waiting

With call waiting turned off, incoming calls that arrive while you are on the phone go directly
to the next step in your routing list (by default, the next step is your voice mail).

However, if call waiting isturned off, you can easily intercept an incoming call visually in your
Call Monitor view. See Chapter 11 for more information.

To customize call waiting or turn it off
1. Choose Tools > Options. The Options dialog box opens.

2. Onthe General tab, under Options, check Enable call waiting if you want to use call
waiting. Uncheck it if you want to turn call waiting off.

3. If you use the Client’s Call Monitor view to alert you to incoming calls, and thus do
not want the audible beep over the phone, check Do not play call waiting beep when
using Client. The beep will play only when you are not running the Client.

4. Click OK.

Displaying Caller ID on a phone

If your phone can display Caller ID, you can choose whether or not it shows the Caller 1D of
incoming calls. If your phone supports Caller 1D display on call waiting, you can a so choose
whether to use that feature.

1. Choose Tools > Options.
2. Click the Phone tab.
3. Choose one of the following options:
= Caller ID. When checked, your phone displays the Caller ID of incoming calls.

m Caller ID on call waiting. When checked, your phone displays the Caller 1D of
incoming calls when you are on the phone. When unchecked, your current caller’'s
ID remainsin the phone display despite the incoming call.

4. Click OK.

Notes:

m Caller ID is transmitted between the first and second ring. If your phone supports Caller
ID, you may want to increase this setting so that there is enough time for Caller ID to be
displayed and read.

m Because Caller ID data is sent between the first and second rings, sending Caller ID to a
phone can interfere with the beginning of customized ring patterns. See “Changing ring
patterns” on page 18-9.
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Turning ringback for calls on hold on and off

If you hang up with one or more calls on hold or parked, TeleVantage can ring your phone to
remind you of the calls. You can turn ringback on and off, and you can specify how long
TeleVantage waits before ringing your phone.

To turn ringback on and off

1. Choose Tools > Options. The Options dialog box opens.

2. Click the General tab.

3. Do one of thefollowing:
m Toturn ringback on, check Ring back if | leave a call on hold or parked.
= Toturn ringback off, uncheck the option.

4. IntheRing back interval field, enter the number of secondsthat TeleVantage should
wait before ringing you back after you put acall on hold or park acall.

5. Click OK.

Changing your personal Operator

Callers who reach your voice mail or who are waiting on arouting list can always press 0. By
default, O transfers them to your system’s Operator, but you can transfer them to any other
extension, for example, your company’ s auto attendant.

To change the extension to which callers transfer when they press 0
1. Choose Tools > Options. The Options dialog box opens.

2. Onthe General tab, choose an extension on the Personal Operator drop-down list.
Y ou can choose a user, auto attendant, queue, or IVR Plug-in.

3. Click OK.

Customizing your listing in the dial-by-name directory

The dial-by-name directory lets callers dia a user by entering the first few letters of the user's
name. Callers who know your name but not your extension can find you quickly in the
dia-by-name directory.

Y ou can remove your name from the dial-by-name directory if you want only callers who know
your extension to call you. Y ou can also specify whether or not the dial-by-name directory reads
your extension to callers.

To customize your dial-by-name listing

1. Choose Tools > Options. The Options dialog box opens.

2. Onthe General tab, uncheck List in dial-by-name directory to remove yourself from
the directory. If checked, callers can dial you by name.
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4.

If you chooseto belisted in the dial-by-name directory, you can check Play extension
to the caller to have TeleVantage read your extension to callerswho find you by using
the dial-by-name directory. Callers hear “ Transferring to <your voice title> at
extension <your extension>.”

If unchecked, callerswho find you by using the dial-by-name directory hear only
“Transferring to <your voice title>.”

Click OK.

Customizing how long your phone rings

Y ou can specify how long a call rings your phone before it proceeds to the next step on your
routing list (by default your voice mail).

1.
2.
3.

4.

Choose Tools > Options.The Options dialog box opens.
Click the General tab.

Inthe Default ring duration field, enter the number of seconds your phone should ring
before acall proceeds to the next step on your routing list.

Thering duration you enter here can be overridden by the ring duration specified in a
personal status or routing list.

Note: By default the minimum ring duration is 5 seconds and the maximum is 120
seconds. Your system administrator can extend the possible range from 1 to 999
seconds.

Click OK.

Note: Caller ID is transmitted between the first and second ring. If your phone supports Caller
ID, you may want to increase this setting so that there is enough time for Caller ID to be displayed
and read before the call is sent to the next step on the routing list.
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Changing ring patterns
Y ou can change how your phone rings when you receive an incoming call. Y ou can set different
ring patterns for internal and external calls.
1. Choose Tools > Options. The Options dialog box opens.
2. Click the Phone tab.

3. Under Ring patterns, select the type of ring that you want for Internal calls and
External calls. The“Splash ring” settings create agroup of short rings followed by a
pause.

Note: On some systems, Splash ring 3 will play as Splash ring 2. This occurs if your
TeleVantage Server uses DI/S132 or HDSI Dialogic boards, and the incoming call has
Caller ID information.

To test aring pattern, click the button to the right of the drop-down list. Y our phone
ringsthreetimesin ademonstration of that ring. Because the ring pattern derivesfrom
a continuous loop, the first one might be truncated. Listen for the subsequent ringsto
hear the pattern accurately.

4. Click OK.

Note: If your ring patterns do not begin correctly, it may be because you are sending Caller ID
data to a display phone. See “Displaying Caller ID on a phone” on page 18-6.

Enabling and disabling hands-free answering
For an overview of hands-free answering, see “Using hands-free answering” on page 4-4. Use
the following procedure to enable or disable hands-free answering from the Client:
1. Onthe main menu, click Tools > Options. The Options dialog box opens.
2. Click the Phone tab.

3. Select the Enable hands-free answering check box to enable hands-free answering.
Clear the check box to turn hands-free answering off.

4. Enter the desired timein the Dial tone time-out seconds. This setting identifies how
long adia tone plays after the end of a call before the station reverts to silence while
it waits for the next call. A setting of O indicates no dial tone, which means that the
station reverts to silence as soon as acall ends.

5. Click OK.

Note: You can also pick up the phone and press *10 to enable and disable hands-free
answering.
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Customizing your hold music

If your office has multiple sources of music-on-hold, you can use any source as your personal
hold music, that callers hear when you put them on hold.

Y our system administrator makes this setting for you. Talk to your system administrator about
the music-on-hold options that are available and which one you would like to use as your
personal hold music.

Customizing incoming call behavior

Y ou can customize how TeleVantage handles incoming calls, as follows:

1.
2.
3.

Choose Tools > Options. The Options dialog box opens.
Click the Incoming Calls tab.

If you have Call Monitor tabs other than “My Phone,” you can select the category of
incoming call that triggers the options you select in step 4. Select the category from
the For the following calls drop-down list. The categories correspond to your Call
Monitor tabs (see“ Call Monitor view tabs’ on page 11-3). For example, if you select
your workgroup “Friends,” then the options will trigger on incoming calls from any
member of “Friends.” To have the options trigger on any incoming call, select All.

Select any of the following options:

m Display the Call Monitor. Brings the Client to the front of your desktop with the
Call Monitor showing when acall arrives. If you are actively working in another
view, the Client opens the Call Monitor view. If the Client is not running, it will
start.

m Play the caller's name over the speakers. Announcesthe caller's name over your
computer speakersif the recording is available. TeleVantage users and identified
contacts are announced if they have voice titles already recorded. Unidentified
callers are announced only if you have call announcing turned on with the prompt
to say their names.

m Flash the title bar. Flashes the Client’ s title bar.

m Flash the Call Monitor tab. Flashesthe Call Monitor tab that containstheincoming
call. This can be useful if you work with multiple Call Monitor tabs, for example,
if you are an agent in acall center.

5. Click OK.

Y ou can al so customi ze the pattern in which your phoneringsfor internal and external incoming
calls. See “Changing ring patterns’ on page 18-9 for more information.
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Customizing ISDN outbound Caller ID

Y ou can determine the type of Caller ID that accompanies your outbound callson ISDN trunks.

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

1. Choose Tools > Options. The Options dialog box opens.

2. Click the Other tab.

3. Fromthe Calling party presentation drop-down list, select one of the following
options:

m System default. Your outbound Caller ID will be whatever your system
administrator has set for the TeleVantage system as awhole. The current setting is
displayed in parentheses.

m Custom. Your outbound Caller ID number will be whatever your system
administrator has specified as your custom number. The current number is
displayed in parentheses. Talk to your system administrator to request a different
custom number.

When you select Custom, your outbound Caller ID nameis your TeleVantage
username.

m Set by telephone company. No specific Caller ID is attached to your outbound
calls. Outbound Caller ID is assigned by your telephone company network.

m Blocked. Caller ID appears blank on your outbound calls.
4. Click OK.

Y ou can block outbound Caller ID on your calls using the telephone commands, as follows:

m *67. Blocks outbound Caller ID. Caller ID will not be shown on your subsequent
outbound calls.

= *82. Unblocks outbound Caller ID. Caller ID reverts to your custom setting. If no
custom setting is available, the system Caller ID setting is used.
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Customizing voice message behavior

Y ou can customi ze use of stutter dial tone, the message waiting light, and the order in which you
hear your voice messages. For example, you can hear your unheard (new) messagesin the order
newest to oldest, and then you can hear your heard (old) messages in the order oldest to newest.

Turning off stutter dial tone

Stutter dial tone isan audible signal that alerts you to new voice messages when you pick up
your phone. Stutter dial toneisthe default. To turn it off:

1.

2
3.
4

Choose Tools > Options.

In the Options dialog box, click the Phone tab.
Uncheck Stutter tone.

Click OK.

Enabling a message waiting light

If your phone has a CL ASS-compatible message waiting light or other display feature that
indicates new voice messages, you can enable that feature in the Client and useit.

1.

2
3.
4

Choose Tools > Options. The Options dialog box opens.
In the Options dialog box, click the Phone tab.

Check Message waiting indicator.

Click OK.

Setting voice message playback order

1.

2
3.
4

Choose Tools > Options. The Options dialog box opens.

Click the Voice Messages tab.

Under Voice message playback order, choose the order you prefer.
Click OK.

Playing a sound when a new message arrives

1.

2
3.
4

Choose Tools > Options. The Options dialog box opens.
Click the Voice Messages tab.
Check Play a sound when a new message arrives.

Click OK.

The sound file played is Chord.wav, located in the TeleVantage Client directory (by default
C:\Program Files\TeleVantage\Client). To play a custom sound file, name it Chord.wav and
placeit in that directory.
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Customizing the Client for Operators

If you are an Operator user, you can use the following options to make your tasks easier and
faster:

m Place incoming call on hold automatically. When you have severa incoming calls at
once, you can have TeleVantage put each one on hold automatically until you are ready
to answer it, so that none of them go to voice mail. Edit your routing list to usethe Pause
and Repeat fina action, and the System Hold Greeting. See “Using routing lists’ on
page 15-7.

m Transfer calls by dragging-and-dropping to the Extensions Pane. If you display the
Extensions Panein the Call Monitor view, you can transfer acall by dragging it from the
Call Monitor to an extension in the Extensions Pane. This action performs a blind
transfer. See “ Adding the Extensions Pane to the Call Monitor view” on page 8-11 and
“Dragging and dropping items” on page 8-14.

m Resize the Transfer To dialog box. Y ou can makethe Transfer To dialog box larger so
that you can see more users and more columns at a glance. TeleVantage remembersthe
new size of the Transfer To dialog box whenever you open it.

= Viewing users by workgroup. In the Extensions view, Extensions Pane, and Transfer
To dialog box, each workgroup can be represented by atab that lists its members. You
can create workgroups that represent the departments of your office, so that when
transferring calls, you can see at aglance all the usersin a given department. For
example, if you haveto transfer acall to Sales, you can click the Salestab (for the Sales
workgroup) and see all the members of the Sales department and their current personal
statuses. See “Having aworkgroup appear as an Extensions tab” on page 16-17.

m Increasing ring duration. If you have a phonewith multiple DK Tsand you let multiple
callsring until you can answer them, speak to your system administrator about
increasing your maximum ring duration using TV Settings.
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Customizing the Client display

Y ou can customize the Client display in any of the ways discussed in the following sections.

Showing or hiding Client window elements

Y ou can show or hide the Client’ sview bar, Folder List, status bar, and toolbars by checking or
unchecking their entries on the View menu.

Customizing the view bar

Y ou can change the look and organization of the Client’s view bar in the following ways:
m Display large or small shortcut buttons
= Add, delete, and rename shortcut groups

= Add, delete, and rename shortcuts buttons within a shortcut group

Right-click in the view bar away from a shortcut button to see a menu of al view bar
customization commands.

ﬁ Large Icons

"—'; Small Icons

Add MNew Group
Remove Group
Rename Group

Mew Shorkcut

Hide View Bar

Displaying large or small shortcut buttons

To change the size of the shortcut buttonsin the view bar, right-click in the view bar and choose
Large icons or Small icons.

Adding, deleting, and renaming shortcut groups

A shortcut group is agrouping of shortcut buttons for display purposes, marked by a group
header. By default, the Client comeswith two shortcut groups, General and Advanced. Y ou can
rename these groups, delete them, or add new groups of your own.

1. Toperformacommand onashortcut group, click the group header to select that group.

2. Right-click in the group away from a shortcut button, and choose Add new group,
Remove group, or Rename group from the menu.

3. If youareadding or renaming agroup, adialog box opens. Typethe group’ s name and
click OK.
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Adding shortcuts within a group

To add anew shortcut to ashortcut group, right-click in that group away from ashortcut button
and choose New Shortcut. Inthe dialog box that opens, select afolder and click OK. A shortcut
to that folder is added to the shortcut group and you can now open the folder by clicking that
shortcut.

Deleting or renaming shortcuts

To delete or rename a shortcut on the view bar, right-click the shortcut button and choose
Remove from view bar or Rename.

Defining double-click behavior in the Contacts view

Double-clicking a contact lets you either edit the information for the contact or place acall to
the contact.

To define the result of double-clicking a contact
1. Choose Tools > Options. The Options dialog box opens.
2. Click the View tab.
3. Under Double clicking contacts behavior, select the desired behavior.
4. Click OK.

Customizing columns

Y ou can choose to show or hide columnsin aview. Y ou can aso customize columnsin aview
by moving, resizing, and sorting them. The changes you make to columnsin aview are saved
when you exit the Client.

Showing and hiding columns

For each view in the Client, you can choose the columns that you want to see in the view. Some
views do not show all the available columns by default.
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To show or hide columns in a Client view:

1. ChooseView > Current View > Show Columns. You can aso right-click in the view
and select Show Columns. The Show Columns dialog box opens. For an explanation
of the columns, click Help.

All calls - Show Columns [ %]

Show these columns in this order:

Answered By

Framm
Cuskom Daka To LI
DID Add=> | Murnber
From Mumber Start Time:
To Number Remove<< | Duration
‘Wait Time Result

Left Message
Motes

OF I Cancel Help

2. Do any of thefollowing:
= Inthe Available columns ligt, select a column and click Add to show it.

m Inthe Show these columns in this order list, select a column and click Remove
to hideit.

= Usethe arrows to arrange the columnsin the left-to-right order you want. The
highest columns appear furthest to the left.

3. Click OK.

Moving columns

To move a column, click its header and then drag and drop it to a new location. Y ou can aso
move columns by using the Show Columns dialog box (see the previous section).

Resizing columns
Y ou can change column widths by dragging the sides of the column headers.

Sorting by column

Click a column header to sort the itemsin aview by the information in that column. Click the
column header again to sort in the reverse order.

The column in the view that contains an arrow is the column by which the display is currently
sorted. The direction of the arrow indicates the order.

I arme W
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Keeping columns in view when you scroll horizontally

Inany view you can drag avertical lock lineto acolumn division, so that al columnsto the left
of the lock line remain on-screen when you scroll horizontally. For example, in the Contacts

view, you could keep the Name column on-screen when you scroll to theright, so that you can
always see the names of your contacts as you view other columns with information about them.

Thelock lineisoriginaly just inside the first column of the view. The mouse pointer changes
to alock icon when you hover over it. After you drag it to a column division, the lock line
appears as a bold white line between the column headers and in the selected row.

|Ph0ne Mumber Company
(2121 111-0101
(975 F40-0

931 San Tome Ente
954

Changing the font of a Client view

Y ou can choose the font and size of data in each Client view. To do so, go to the view, then
choose View > Current View > Font.

Changing how names are displayed

Severa viewsin the Client display names and allow you to sort by the columns in which they
appear. For example, in the Contactsview and the Extensions view, one column contains names.

To specify how names are displayed in a view
1. Choose Tools > Options. The Options dialog box opens.
2. Click the View tab.
3. Under Name Format, select the format that you want:
m First name Last name - Joe Smith
m Last name, First name - Smith, Joe

4. Click OK.

Hiding and showing toolbar buttons in a view
In any view, you can hide or show buttons on the toolbar. Click the triangle at the far right of
the toolbar and choose Add or Remove Buttons. In the menu that opens, check or uncheck a
toolbar button to hide or show it.
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Other customization options

The following table refers you to customization options described el sewhere in this manual.

Feature

Description

See

Recording greetings

Create recordings that
callers hear when
they reach your voice
mail.

page 2-3, page 13-18

Recording a Create a recording page 11-7
grab-and-hold heard by incoming
greeting callers when you put

them on hold without

talking to them first.
Automatically Log on to the Client page 8-4
logging on without needing to

enter your password.
Changing your Change the password | page 8-6
password you use to log in to

TeleVantage
Displaying the Call Bring the Client to the | page 11-4
Monitor view front with the Call
automatically Monitor showing when

you place calls from

the Client.
Setting e-mail and Receive an e-mail page 13-12
pager notification message or a page

whenever you have

new voice messages.
Setting deletion Choose how voice page 8-19

options

messages are
permanently deleted
from the Deleted
folder.
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APPENDIX A

TELEPHONE COMMANDS QUICK
REFERENCE

This appendix provides a quick reference to the TeleVantage telephone commands. For more
instructions on using TeleVantage over the phone, see Chapter 3 through Chapter 6.

Note: Press * at any time to return to a higher-level menu.

Call announcing commands

If you have call announcing turned on, you can use the following commands when you answer
an incoming call. These commands are offered whether you pick up your phone to answer it or
answer it after hearing a call waiting beep.

Call announcing commands
1

Connect to the caller.

Send the caller to your voice mail.

Send the caller to voice mail and listen to the message as it is
3 being left. Press Flash 1 to pick up the call while the caller is
leaving a message.

4 In call waiting situations, create a conference call with your
current call and the new one.

Hang Send the caller to the next step on your routing list. Unless you
have created a custom routing list, the next step is your voice
up mail, so hanging up is the same as pressing 2.

Call handling commands

Assoon asyou press Flash to put acall on hold, you will hear a context-sensitive menu of call
handling options. The caller does not hear these menu prompts. At any time while listening to
the prompts, you can press Flash again to reconnect to the caller.

Call Handling Commands

With a call on the line, press Flash, and then...

1 Transfer the call.

2 Send the call to voice mail.




Call Handling Commands

With a call on the line, press Flash, and then...

Disconnect from the call.

Reconnect to the call.

Create a conference call.

Park the call.

Silent hold (stops menu until next keypress).

Send a Flash to Centrex/PBX service beyond
TeleVantage.

| 0 ([ No|jo| b~ W

Get a dial tone (start another call).

*11 Enter an account code for the call or change the account
code already entered.

Flash  Reconnect to the call.
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Quick call commands

Pressing * at adial tone gives you quick access to the commands listed in the following table.

Quick call commands

Hear your phone’s station ID, extension and other

*0 information. Pressing *00 logs you out from a station
you have been using as a visitor, and returns the station
to its default user.

*10 Enable and disable hands-free answering. See “Using
hands-free answering” on page 4-4.

*11 Enter an account code for the current call or the call you
are about to dial.

Enable and disable voice-first answering. See
*12 “Receiving internal intercom calls with voice-first
answering” on page 4-6.

Place a page. Dial a workgroup’s extension to page all
*15 member users’ phones with 1-way audio. See
“Considerations when placing a page” on page 3-7.

Place an intercom connection. Dial a user’s extension

*16 to create a 2-way audio connection through the user’s
speakerphone. See “Placing a page or intercom call” on
page 3-6.

¥y See the next table for a list of quick call commands for
call center agents and supervisors.

*66 Redial the last call you placed.

*G7 Block outbound Caller ID for the next call. Dial *67
followed by the phone number. (See also *82.)

*69 Dial the phone number of your last incoming call.

*70 Disable call waiting for the next call.

*82 Unblock (restore) outbound Caller ID for the next call.

Dial *82 followed by the phone number. (See also *67.)

Answer another ringing phone. If multiple other phones
*91 are ringing, enter the extension of the phone to answer.
Press # to connect. (See also *99.)

*92 Retrieve a parked call.

*93 Dial a TeleVantage user by name.
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Quick call commands

*95 Manage your calls on hold.

*96 Log off from a remote session. Only available at a dial
tone when logged in at a remote phone.

*9Q Answer another ringing phone within your workgroup.
(See also *91.)

Quick call commands for call center agents
The following commands are available only for agentsin acall center queue.

Quick call commands

*14 Call as a queue. This logs your subsequent outbound
calls as being placed by the queue, to keep track of
which outbound calls are queue-related.

To call as a queue, press *14<queue’s extension>#.

To cancel calling as the queue, and revert to calling as
yourself, press *14#.

*50 Select the personal status Available. This personal
status makes you available, and you start receiving
calls from all queues to which you are signed in.

In the Available personal status, you receive both
gueue calls and non-queue (personal calls). To receive
only queue calls, choose the personal status Available
(Queue Only).

*51 Select the personal status Available (Queue Only). This
personal status makes you available, and you start
receiving calls from all queues to which you are signed
in.

In the Available (Queue Only) status, only queue calls
ring your phone. Non-queue calls are sent directly to
your voice mail. To have all your calls ring your phone,
make yourself available by choosing the personal
status Available.
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Quick call commands

*52 Select the personal status Available (Non Queue). This
personal status makes you unavailable and the call
center queues stop sending you calls.

Important: Use this command only at the end of your
workday, to preserve the accuracy of queue statistics. To leave
your phone temporarily during your workday, use *53.

You can also end your workday by choosing any
personal status other than Available, Available (Queue
Only), or On Break.

*53 Go on break. You become unavailable and the call
center queues stop sending you calls, but your workday
is still ongoing for statistical purposes. This command
changes your personal status to On Break.

While you are on break, non-queue calls continue to
ring your phone.

*54 End wrap-up. This command terminates the wrap-up
time that follows a queue call. During wrap-up time the
gueue does not send you calls. Ending wrap-up makes
you available to receive queue calls again.

*55 Hear real-time call center statistics for a queue. To use
*55, you must have been given permission to do so by
your TeleVantage system administrator.

*56 Sign in or out of a queue. When signed out of a queue,
you do not receive calls from that queue even when you
are available. To use *56, you must have been given
permission to do so by your TeleVantage system
administrator.

*57 Monitor another agent’s call. Neither the agent nor the
caller can hear you. This command is available only to
call center queue agents who have permission to use it.

*58 Coach another agent’s call. The agent can hear you,
but the caller cannot. This command is available only to
call center queue agents who have permission to use it.

*59 Join another agent’s call as a full participant. This
command is available only to call center queue agents
who have permission to use it.
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Voice Mail/Account menu

The Voice Mail/Account menu lets you listen to your voice mail, send messages to other users’

voice mail, and change your TeleVantage account settings. Y ou need to log in to access this
menu.

Logging in

Tolog in to the Voice Mail/Account menu, pick up your phone and enter # <your extension>
# <your password> #

When logging in from your own TeleV antage phone, you can skip the extension. Enter # #
<your password> #.

If your voice mailbox isamost full when you log in, TeleVantage prompts you to empty your
Deleted folder. Messagesin the Deleted folder count against your total space for voicefiles. For
more information, see “Viewing your voice mailbox size” on page 13-9.

Logging in from a remote location

Depending on how your system is set up, you can log on from aremote phone by calling in and
pressing # at the auto attendant or 9 at a voicemail greeting. The auto attendant logon key may

be different in your system. Check with your system administrator for instructions on remote
logon.
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Voice Mail/Account menu commands

Summary of Commands
1

Voice messages (Inbox folder)

Voice messages (Saved folder)

1 Replay 2 Next message 3 Delete message
41 Reply 42 Forward 43 Call back

44 Call back & delete 5 Previous message 6 Save

7 Rewind 8 Undelete all 9 Fast Forward

# Skip message preamble; skip rest of message

3 Send voice message

1 Send 2 Review 3 Rerecord
4 Append 5 Mark Urgent 6 Mark Private
* Cancel

4 Manage greetings

1 Replay 2 Next greeting 3 Make active
4 Rerecord 5 Revert 6 Record new greeting
7 Delete

5 Call forwarding

1 To this number 2 To internal 3 To external

4 Cancel forwarding 5 Query forwarding 6 Toggle ignore call rules
6 Account preferences

1 Personal status (see next table) 2 Record voice title

3 Change password 4 Change call notification #

7 Disconnect from TeleVantage

Dial tone to start another call

Notes
m Option 7 isavailable only when logging in from an outside line.

m Option 5 1 forwards your callsto the phone at which you are located. This phone can be
aTeleVantage extension or an external number. Using this command at a TeleVantage
extension logs you in to that extension. See “Placing outbound calls from shared
stations’ on page 7-2.

= Option 4 3 reads the callback number to you. Y ou can press 1 to dial it, or press2to dial
other numbers such asthe user's extension or any of the contact's numbers. Y ou can also
press 2 # to dial any other number.
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Personal Status commands

The commands shown in the following table are available after choosing 6 1 from the voice
mail/account menu:

Personal Status commands
log in and choose 6 from the voice mail/account menu

Available

Do Not Disturb

In a Meeting

Out of the Office

On Vacation

Available (Queue only)

Available (non-Queue)

On Break

Custom (followed by 1 to select your first custom status, 2 to
select your second custom status, and so on)

© O NfO|O|BR[WIN|PF
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Whether this chapter applies to you

Starting and ending your shift, and taking breaks

Thischapter providesinstructionsfor working asan agent in aTeleVantage call center. Whether
or not this chapter appliesto you depends on the TeleVantage call distribution method that your
office uses, asfollows:

m Use this chapter if you are an agent in a TeleVantage call center queue that was set up
by using the separately licensed call center add-on.

= Do not use this chapter if you are an agent in a TeleVantage ACD workgroup that was
set up by using an ACD workgroup user and arouting list that sends callsto agentswho
are members of aworkgroup. If you are an agent in an ACD workgroup, see Appendix
D, “Working as an Agent in an ACD Workgroup.”

For complete information about setting up and running a TeleVantage call center, see the
TeleVantage Call Center Administrator’s Guide.

Important: Do not use this section if you are disallowed from changing your own personal
status. In that case, a supervisor will control your workflow. Talk to your queue manager or
administrator about how to work in the queue.

Asacall center agent, you control your workday by changing your personal status. At the
beginning of your shift, you make yourself ready. At the end of your shift, you make yourself
unavailable. Whileyou areready, you receive callsfrom all queuesfor which you aresignedin.
When you make yourself unavailable, queues stop sending callsto you.

Important: If you have to temporarily leave your phone during your shift, choose TeleVantage’s
On Break personal status.

The following sections describe which personal statuses to use to make yourself ready and
unavailable. For instructions on changing your personal status, see Chapter 9.

Starting your shift

To start your shift and begin receiving queue calls, make yourself ready by doing either of the
following:

m Using your telephone keypad, press either of the following at a dial tone:
m *50. This selects the Available personal status.
m *51. This selects the Available (Queue Only) persona stetus.
= Inthe Client, select either of the following personal statuses:
m Available. You receive personal calls (calls to your extension) and queue calls.
m Available (Queue Only). You receive only queue calls. Personal calls are sent

directly to your voice mail.

If you will be making outgoing calls from the queue, see “Placing calls from a queue’ on
page B-8.

B-2
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Ending your shift

Important: Use this procedure at the end of your shift only. To take a break during your shift,
use the On Break personal status to ensure the integrity of call center statistics. See the next
section, “Taking a break.”

To end your shift and stop receiving queue calls, make yourself unavailable by doing either of
the following:

m Using your telephone keypad, press*52 at adial tone. This selects the personal status
Available (Non-Queue).

m IntheClient, select any personal statuswhose Queue calls preferenceisset to No, other
than On Break. For example, select the Personal status Available (Non-Queue) to
receive personal calls without receiving queue calls.

Important: If you have used the *14 command to mark your outbound calls as being from the
gqueue, you must pick up the phone and press *14# to mark your subsequent outbound calls as
being personal calls from yourself. Otherwise your outbound calls will continue to be marked as
coming from the queue (and may be monitored), even though you have ended your shift. See
“Placing calls from a queue” on page B-8.

Taking a break

To take a break from answering queue calls during your shift, do one of the following:
m Pick up the phone and press *53.
= Inthe Client, select the personal status On Break.

Important: Select the On Break personal status whenever you leave your phone during your
shift, even for a short time. If you leave your phone without selecting On Break, queue calls might
be sent to your phone, and callers will hear an interval of ringing before they are placed back on
the queue.

When you finish your break and are ready to receive calls again, make yourself ready again.
Press*51 on your phone or select the personal status Available or Available (Queue Only).

What call center agents need to know to get the job done
If you are working as acall center agent, you should be aware of the following:

= While you are ready, always take queue calls that are sent to you. If aqueue call
rings your phone and you do not answer, the caller will hear ringing and then be placed
back on the queue. Also, if you do not pick up aringing queue call, or declineit using
the call announcing options, the queue might automatically place you in the On Break
personal status.

m Use the On Break personal status only to leave your phone during your shift.
Making yourself unavailable by using other statuses, such as Available (Non-Queue) or
Do Not Disturb, signals TeleVantage that you are ending your shift (these statistics are
reset daily).
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m Your personal status can be changed by others. If you do not answer queue callsthat

Working at different phones

ring your phone, the queue can automatically place you in the On Break personal status.
Also, asupervisor can change your personal status at any time.

If you need to work at a phone other than your default station, or if you have no default station
and always work at a variety of phones, add the following steps to your routine:

1.

When you first sit down at a new phone to receive calls, before marking yourself as
Available, log on and forward your callsto your current location. Otherwise, your call
center performance might be logged under another agent’ s name. Use either of the
following methods:

= Pick up the phone and log in by pressing # <extension> # <password> #. Once
logged on, press 5 1 to forward calls to their current location.

m Start the TeleVantage Client. The Select Station dialog appears. Select the second
logon option, Use station <x> to place and answer calls as <name>. Check
Forward my calls to this station.

Select Station

‘fou are logging on ko station 4 {(Cube 101) but your default station is 2,

(" Use station 4 as a visitor

{* Ise station 4 to place and answer calls as Miri Anatolia
[V Forward ry calls ko this station

= Use my default skation (skation 2}
" I am not near a TeleYantage phone

Description:

This phone is configured For Cube 101, This option allows you to use this phone .
to place and answer calls with wour account until someone else logs on. Calls ko
wou will not ring at this phone unless your calls are Forwarded, ‘You can also

use the Call Monitar to take a call at this phone, Calls For Cube 101 will still ring LI

Press *0 on your phone ko hear your station 1D,

Cancel | Help |

After you havelogged on, make yourself ready asdescribed in“ Starting your shift” on
page B-2.

When you are finished using a phone, log off by either picking up the phone and
pressing *0 0, or by exiting the Client.

Note: When you are logged in at a station other than your own, voice message indicators apply
to you. For example, if you hear stutter dial tone or see a message waiting light on the phone, it
means you have new voice messages.
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Signing in and out of a queue

Y ou can be either signed in or signed out of each queue to which you belong. Only when you
aresigned in do you receive calls from the queue. When you are signed out of aqueue, you can
see and affect its callsin the Call Monitor, but the queue does not send calls to your phone.

As an agent, you might be signed out for the following reasons:

= You areasupervisor who wantsto observe aqueue and manually take callsif necessary,
but you do not want queue calls to ring your phone.

= You are an agent who is a member of multiple queues, and you periodically change
which queue you receive calls from. Y ou receive cals only from the queues to which
you aresigned in.

To sign in or out of a queue

Y ou must have permission to sign yourself in or out of queues. If you do not have permission,
talk to your TeleVantage system administrator about signing in and out.

Using the Client

1. Choose Tools > Queue Sign In/Out. The Queue Sign In/Out dialog box opens,
displaying al queuesfor which you areamember. A check mark for aqueueindicates
that you are signed in to that queue.

2. Check the box next to a queue’ s nameto signin to that queue, or clear the checkbox
to sign out.

3. Click oK.
Note: Inthe Queue Monitor or Call Monitor view, you can also right-click a queue tab to sign in

or out of that queue.

Using the telephone

Using your telephone keypad, press*56 at adial tone. Enter the extension of the queuefor which
you want to sign in or out followed by #, for example, “*56 102 #”.

Seeing whether you are signed in or out of a queue

In the Queue Monitor and Call Monitor views, the tab for aqueue displays an asterisk (*) if you
are signed out from that queue.

-
l | Technical Support |Sa|85* I

APPENDIX B. WORKING AS AN AGENT IN A CALL CENTER QUEUE B-5



Receiving and handling queue calls

Y ou can receive and handle queue calls by using either the telephone commands or the Client.
When the queue sends a call to you, your phone rings and the call appearsin the Client’s Call
Monitor view.

To answer acall, do either of the following:
= Pick up the phone.

= Click theincoming call in the Call Monitor and choose Actions > Take Call. If your
phone is on-hook, it rings to connect you to the call.

After you are connected to a queue call, you can use any TeleVantage call-handling features
such astransfer, park, mute, and so forth. For instructions on handling calls using the phone or
TeleVantage Client, see Using TeleVantage.

Note: Your queue calls are not shared, even if you are sharing your Call Monitor view.

Viewing your position in the queue

If you have permission to see the Client’s Queue Monitor view, you can use it to monitor your
position in the queue, and determine when you are likely to receive the next call. See
“Monitoring the position of agentsin the queue” on page C-12.

Being monitored or coached by a supervisor
Call Center supervisors have the ability to supervise your queue calls on the following levels:

= Monitoring. A supervisor may listen in on any of your calls without you or the caller
hearing. Y ou will be unaware of the monitoring unless you have the permission View
agents being monitored. If you do, the monitor appears in the Call Monitor as an
indented line under the call.

m Coaching. A supervisor may speak to you during a call without the caller hearing.
Coaching appears in the Call Monitor as a separate line under the call. If you are being
coached, try not to speak to the coach, as the caller will not be aware of the coach’s
presence on the line.

= Joining. A supervisor may join your cal, essentially creating a three-way conference
call inwhich al parties can hear each other. For more about conference calls, see Using
TeleVantage.

Only queue calls are susceptibl e to being supervised. This includes inbound queue calls and
outbound calls that you have associated with aqueue after using the *14 command. Supervisors
cannot monitor your personal (non-queue) callsin any way.
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Having your calls recorded

The queue may be configured to record some or all of your queue calls. Y ou receive no
indication that acall isbeing recorded. The queue may be configured to place call recordingsin
your Inbox as new voice messages.

Y our non-queue calls will not be recorded unless the TeleV antage system has been configured
to record al calls.

Using the Call Monitor tabs

When you are an agent in a call center queue, your Call Monitor view displays the following
tabs:

= A tabthat shows the queue's calls, with the name of the queue onit. If the tab name
appears with an asterisk, it means that you are signed out from that queue.

Note: You must have permission to see this tab. If you do not see it, see your
TeleVantage system administrator.

= The My Phone tab, which shows al the cals that are being handled by your phone,
including any queue calls you have taken.

= The All tab, which shows all your queue and personal calls together.

Call Monitor .. :

@| Mame |J| Status |Number |Durati0n |Owner |
There are no items ko show in this view

1 | |
Mame: Mumber:
My Phone I all I Sales queue® I

If you are an agent in multiple queues, the Call Monitor displays atab for each queue.

Click the My Phone tab or a queue tab to view only the calls for that tab. Click the All tab to
view all callsat once.

Note: Your Call Monitor view may display other tabs than the ones described in this section. See
Chapter 11 for a full description of the Call Monitor.
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Placing calls from a queue

Wrap-up time

After you finish a queue call, you are given wrap-up time to complete any work relating to the
call. During your wrap-up time you will not receive any queue cals. Y our TeleVantage system
administrator sets how much wrap-up time you have.

While you are in wrap-up time, appearsin the Client status bar.

Terminating your wrap-up time early

To terminate your wrap-up time early and mark yourself as ready to take queue calls again, do
either of the following:

w Click &3 inthe Client status bar.
= Using your telephone keypad, press*54 at a dia tone.

Viewing queue activity

The Queue Monitor view inthe Client displaysalist of agentsin the queue and up-to-date queue
statistics. You can use it to see the status of other agents in the queue and your current position
in the queue, among other things.

To see the Queue Monitor view in your Client, you must have the appropriate permission. For
adescription of the Queue Monitor view, see “Monitoring queue statistics’ on page C-3.

If you areacall center agent and you place acall at your desk using the telephone or the Client,
by default TeleVantage treats the call as one made by you. Y ou can choose instead to place calls
as a queue, which may be necessary for your work as a call center agent. When you place calls
as aqueue, TeleVantage treats the call asif the queue placed it. Other agents can seeit in their
Call Monitors, it can be monitored by supervisors, and statistics and reports can accurately
reflect queue activity.

To place calls as a queue, use your telephone keypad to press*14<queue’s extension># at a
dia tone. TeleVantage treats subsequent calls from your station as being placed by the queue,
until you switch back to calling asyourself. Note that when calling asaqueue, your calls appear
on both the My Phone tab and the queue in your Call Monitor. The callsarelogged both in your
personal Call Log and the queue’s Call Log, with the queue namein the From column.

To switch back to calling as yourself, use your telephone keypad to press*14# at adial tone.
Subsequent calls from your station are now marked as being placed by you. These calls appear
only in your Call Monitor and only in your Call Log.

Important: When you are done placing calls as a queue, be sure to press *14# to switch back
to calling as yourself. If not, your personal calls will be treated as queue calls, meaning they will
be seen by all agents and subject to monitoring by supervisors.

B-8
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Determining whom you are calling as

The Client’s status bar (at the bottom of the Client window) displays whether the system is
treating outbound calls from its station as being from you or from someone else.

Y ou can aso learn from whom a station is placing outbound calls by picking up the station and
pressing *0. The station information recording includes the line, “The current extensionis
<Ext.> calling as<Queue>.”

m <Ext.> isthe extension of the last user who logged in at the station.

m <Queue> isthe name of the queue that outbound calls are marked as being from.

For example, the recording might say, “The current extension is 555, calling as Sales Queue.”

Popping up caller information

Y ou can use the TeleVantage Contact Manager Assistant to pop up information about callers
that you have in another contact manager application. Callers must be contacts in one of the
following contact manager or customer relationship management applications:

= Act! 3.0, 4.0, and 2000

= Goldmine 4.0 and 5.0, and Goldmine Business Contact Manager 5.7
= Goldmine FrontOffice 2000

m Microsoft Outlook 98, 2000, and XP

For instructions on configuring the TeleV antage Contact Manager Assistant, seeitsonline Help.
Act! does not require the Contact Manager Assistant to pop up contact information.

Note: Your office might also use a custom screen pop application created with the Client API. If
this is the case, see your TeleVantage system administrator for instructions on using it.

Working remotely

By forwarding your calls, you can work as an agent at a remote phone, for example, your home
phone. For instructions on using the Client remotely, see Using TeleVantage.
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About supervising queues in the Client

Monitoring current queue calls

This appendix describes the process of supervising a TeleVantage call center queue. For
completeinstructions on setting up and managing aTeleV antage call center, seethe TeleVantage
Call Center Administrator’s Guide.

Y ou can assign agents any number of queue permissions that give them the ability to supervise
aqueue. Supervisory tasks include the following:

= Configuring the queue in the Administrator, including the agents that belong to it

= Signing agentsin or out for the queue

= Viewing real-time queue statistics in the TeleVantage Client

m Changing an agent’s personal status

m Managing a queu€e’ s voice mailbox

= Supervising agent conversations by monitoring or coaching
Y ou assign permissions separately for each queue. To give an agent supervisor permissionsin
more than one queue, you must edit the agent separately in each queue.

For instructions on adding agents to a queue and setting their permission levels, see the
TeleVantage Call Center Administrator’s Guide.

Exempting supervisors from receiving queue calls

Because supervisors are agents in the queue, by default they receive queue calls when they are
ready, just as other agents do. To exempt a supervisor from receiving calls from a queue, sign
the supervisor out for that queue.

When supervisors are signed out from a queue, the queue does not send callsto them. However,
supervisors can watch queue callsin the Call Monitor view and answer them if necessary using
the Take call command. They can also perform all other queue monitoring and managing tasks
when they are signed out.

For instructions on signing a supervisor out, see “ Signing agentsin or out of a queue’ on
page C-17.

Supervisorswiththe permission Access Queue call monitor canview al current queueactivity
on the queue' stab in the Client’s Call Monitor view. Note that only calls associated with the
gueue appear in the queue’ stab. If the agent ison a personal call or a call from another queue,
it does not appear in the queue tab.

For more information, see “Using the Call Monitor tabs’ on page B-7.
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Monitoring queue statistics

Agents who have the permission Monitor queue statistics set to Allow can monitor a queue’s
performance by using either the telephone commands or the Queue Monitor view in the Client.

Viewing queue statistics in the Queue Monitor view
To open the Queue Monitor view, click its shortcut in the Advanced section of the view bar.

2 Queue Monitor - Artisoft Tele¥antage Client

File Edit Wiew Tools Actions Help |

@New'|§|%§x|mal: '|?.
General Queue Monitor ,
Advanced @ | @ | * |Name £ |Agent State |Time in State | Calls Answered| Calls Plac = |
(71 - - Cecilia 5t. John Signed out 14:116:21 1]
(=] - @ Cynthia Caylor Unavailable 14:16:21 i] b
call Rules .’I‘ © 1 JoshuaFields | Ready 14:16:21 0 -
4 3

Inbound queue statistics by day

|»

Calls waiting: I—D Queue status: Il:lpen
Calls answered: I—D Longest waik: tirme: I—DD Agents signed in:
ueue Monitor Calls completed: I—D Longest kalk time: I—DD Agents available:
Calls abandoned: I—D Longest call: I—DD % Agents availabl
Calls received: I—D Avg, kalk kime: I—DD Agents wrap-up: _I
-
< | I3

Technical Support I

|Last caller: Kenneth Deimoch at 7/18/2001 12:45 PM; press F11 to return the call |4 Items |Miri Anatolia (x555) o Available (Ej - /Ll

Each queue for which you have permission to view statistics appears as atab at the bottom of
the view. Click a queue’ stab to see statistics for that queue and the agentsin that queue.

For a detailed description of when Queue Monitor statistics reset to zero, see “When statistics
arereset” on page C-11.

Note: You can continue to use the Call Monitor while you are in the Queue Monitor. Choose
View > Calls Pane to add the Call Monitor to the Queue Monitor view as a separate pane.

The Agents pane

At the top of the Queue Monitor view, the Agents pane displays the names of al agentsin the
queue, their current statuses, and their performance, including inbound and outbound calls.

Y ou can have the Agents pane display statistics by day or by shift. Choose Actions > Show
agent statistics by day/shift. For information about shifts, see the TeleVantage Call Center
Administrator’s Guide.

Note: The Agents pane’s statistics are those for the selected queue only. For example, the Calls
answered field shows the number of calls an agent has answered for this queue. The agent may
have answered other calls such as personal calls or calls from other queues.
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The Agents pane displays the information shown in the following table. Some columns may be
hidden by default. To show them, choose View > Current View > Show Columns.

Agents Pane Information

Icon showing the agent’s phone as on-hook or
off-hook.

Availability

Icon for the agent’s current personal status.

Personal Status icon

El The order in which agents are scheduled to
receive calls. The order is dependent on the

Distribution Order gueue’s distribution algorithm. The agent who

will receive the next call is the agent with the
lowest number among currently Ready
agents.

Name Agent’s name.
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Agents Pane Information

Agent State Agent’s current level of availability to take
calls from this queue. Note than an agent can
be in different states for different queues at
the same time. The possible states are:

Ready. The agent is signed in, and in the
personal status Available or Available (Queue
Only), and the phone is on-hook. The agent is
ready to take a call.

Active Inbound. The agent is on an inbound
call from this queue.

Active Outbound. The agent is on an
outbound call associated with this queue.

Wrap-up Inbound. The agent is in the
wrap-up period immediately following the end
of an inbound call associated with this queue.

Wrap-up Outbound. The agent is in the
wrap-up period immediately following the end
of an outbound call associated with this
queue.

Standby. The agent is On Break, oris in a
non-queue call (such as a personal call or a
call from another queue.)

Signed out. The agent is signed out of this
gueue and so is not taking calls from this
queue.

Unavailable. The agent is in a personal status
other than Available or Available (Queue
Only), and so is not taking queue calls.

No answer. The agent did not answer the last
gueue call. The queue does not send calls to
agents in the No Answer status. TeleVantage
automatically removes the agent from No
Answer status after a certain time based on
what caused the No Answer status.

Offering. The agent's phone is ringing with a
call from this queue, but the agent has not
accepted the call yet.
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Agents Pane Information

Time in State

The length of time that the agent has been in
the current state for this queue. Times are
displayed in the following format: days:
hours:minutes:seconds.

Calls answered

Number of calls from this queue that the agent
has answered since the beginning of the
qgueue’s current display period.

Calls placed

Number of outbound calls associated with this
gueue that the agent has placed since the
beginning of the queue’s current display
period.

Time on calls

The total time the agent has spent on this
qgueue’s calls since the beginning of the shift.

You can show this column separately for
inbound calls, outbound calls, and all calls.

Longest call

The length of time of the longest queue call
(including wrap-up time) that the agent
handled since the beginning of the shift.

You can show this column separately for
inbound calls and outbound calls.

Avg. call

Average length of the agents' queue calls
(including wrap-up time) since the beginning
of the shift.

You can show this column separately for
inbound calls, outbound calls, and all calls.

Longest talk

The length of time of the longest single call
the agent handled (not including wrap-up
time).

You can show this column separately for
inbound calls, outbound calls, and all calls.

Away

A check mark indicates that the agent has
been automatically placed in On Break status
by the queue for having let his or her most
recent queue calls ring unanswered.

Forced Break

Number of times the queue has automatically
placed the agent in On Break status for letting
gueue calls ring unanswered, since the
beginning of the current display period.
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Agents Pane Information

Longest wrap-up The length of time that the agent spent in the
longest wrap-up after a call.

No Answer Number of queue calls to the agent that rang
unanswered, since the beginning of the
current display period.

Overflow The agent’s overflow tier. If no number is
listed the agent is a primary agent (assuming
the overflow skill default is set to 0).

Personal Status Name of the agent’s current personal status.
Name

Queue Name of the agent’s queue.

Signed in A check mark indicates that the agent is

signed in to this queue.

Total calls - All The total number of calls associated with this
gueue in which the agent has participated
since the beginning of the queue’s current
display period. Includes inbound and
outbound calls.

The Queue Statistics pane

At the bottom of the Queue Monitor view, the Queue Statistics pane displays statistics for the
gueue as awhole. To show or hide the Queue Statistics pane, choose View > Queue Statistics
Pane.

Y ou can display queue statistics for inbound calls only, outbound calls only, or al calls, by
clicking the appropriate button above the Queue statistics by day section.

EInbound tatiskics | COukbound statiskic | Combined statiskic: |'

| Inbound queue statistics by day

Note: For outbound calls to appear in the Outbound Statistics section, agents must place calls
as the queue. See “Placing calls from a queue” on page B-8.

The Queue Statistics pane is divided into the following sections:

m Current status. Statistics for the number of agents and calls currently in the queue.

m Queue statistics by day. Statistics for calls since the beginning of the current day.
These statistics automatically reset to zero at midnight.

m Queue statistics by period and shift. Statistics for calls during the current period and
shift, compared to the previous period and shift. When the current period or shift ends,
the current statistics automatically reset to zero, and the totals that had accumulated are
moved into the Previous column.
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For detailed descriptions of when day, period, and shift statistics reset to zero, see “When

statistics are reset” on page C-11.

Note: Queue statistics by shift are not updated during gaps between shifts. For example, if one
shift ends at noon and the next shift begins at 12:30, queue activity between 12:00 and 12:30 is

not reflected in the shift totals.

The Queue Statistics pane displays the statistics shown in the following table.

Queue Statistics Pane

Current Status

Queue status

Whether the queue is currently distributing
calls to agents. The possible statuses are:

Open. The queue is distributing calls to
ready agents as normal.

Closed. The queue is closed. No calls
are being distributed to agents.

No agents. All agents in the queue are
currently signed out, so the queue is
automatically sending its calls directly to
voice mail.

Agents ready

Number of agents waiting to receive queue
calls. Ready agents are those who are signed
in, have their personal statuses set to
Available or Available (Queue Only), and are
not currently off hook or in a wrap-up period.

Signed in and
available

Number of agents eligible to receive queue
calls, including those currently on a call or in
wrap-up period. To receive queue calls an
agent must be signed in and in a personal
status whose Queue calls field is set to “Yes,”
such as Available or Available (Queue Only.)

% agents ready

The percentage of agents eligible to receive
queue calls who are currently waiting for a
call. The others are either off hook or in a
wrap-up period.

Calls waiting

Number of calls currently waiting on the
queue.

Calls being placed

Number outbound calls in the process of
being placed. (Connected outbound calls are
not counted.)
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Queue Statistics Pane

Number of agents currently in the wrap-up
period following a queue call.

Agents wrap-up

Inbound Statistics

Calls answered Number of calls answered by an agent.

Calls completed Number of completed calls in which a caller
finished talked with an agent. Completed calls
are calls that ended by hanging up or
transferring.

Calls received Total number of calls received, including
abandoned calls.

Calls abandoned Number of callers who decided not to talk to
an agent and either hung up or chose a
special key option to leave the queue.

Avg. talk time Length of the average time that callers spent
talking with agents.

Total talk time Total number of minutes that callers have
spent talking with agents.

Total call time Total number of minutes agents have spent on
calls (talk time plus wrap-up time).

Longest time Length of the longest time in each of the
following categories (by day only):

Call time. Length of call, counting talk
time plus wrap-up time.

Talk time. Time spent talking with an
agent.

Wait time. Time spent waiting on the
queue.

Average wait time Average length of time callers waited on the
queue for each of the following categories:

All calls. All inbound calls to the queue.

Answered calls. All calls to the queue in
which the caller spoke with an agent.

Abandoned calls. All calls to the queue
in which the caller hung up or left a voice
message.
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Queue Statistics Pane

Redirection

Number of calls that have been automatically
redirected by the queue, for each of the
following categories:

Maximum wait. Calls that reached the
maximum wait time without being
answered.

Queue busy. Calls that were redirected
because the queue was too busy.

Queue closed. Calls that were redirected
because the queue was closed.

Outbound Statistics

Calls placed

Number of outbound calls placed by this
gueue.

Calls completed

Number of connected calls that are now over.

Calls connected

Number of currently active connected calls.

Calls not completed

Number of outbound calls that did not find the
called party.

Longest time*

Length of the longest time by one call.

Average time*

Length of the average time over all calls.

Total time*

Total number of minutes from all calls.

* See “Time statistics” on page C-11.

Combined Statistics

Calls attempted

Total number of inbound calls answered and
outbound calls placed.

Calls completed

Total number of inbound and outbound calls
completed.

Calls connected

Total number of inbound calls that were
connected with an agent and outbound calls
that were connected with the called party.

Calls not completed

Total number of inbound calls abandoned and
outbound calls not completed.

Longest time*

Longest call and talk time counting both
inbound and outbound calls.

Average time*

Average call and talk time counting both
inbound and outbound calls.
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Queue Statistics Pane

Total time* Total call and talk time adding inbound and
outbound calls.

* See the next section, “Time statistics.”

Time statistics
The time statistics in the Queue Statistics pane use the following categories:

m Call time. Tak time plus wrap-up time.
= Talk time. Time spent talking with an agent.
= Wrap-up time. Time spent in wrap-up state after acall.

When statistics are reset
Statistics are reset to zero at the following times:

Statistic type When reset

Statistics by day At midnight, or when the Server is restarted.

Statistics by period On 15, 30, or 60 minute intervals, depending
on your configuration for Statistics period
interval. The intervals are counted from
midnight, so a 15-minute interval would reset
at 12:15, 12:30, 12:45, etc.

All gueues that share the same statistics
period interval reset at the same clock time.

Note: Period statistics are always reset
counting from midnight, not from the time of a
Server restart. This could result in a short
period. For example, if the Server was started
at 9:50, the period would still end at 10:00,
resulting in a 10-minute period.

Statistics by shift At the end of the shift, as you defined it (see
the TeleVantage Call Center Administrator’s
Guide).

Note: When a call overlaps a reset time, some statistics for it will appear in the first grouping,

some in the second, depending on when the statistic is counted. For example, Calls Answered is
counted as soon as the call is answered, while Calls Completed is counted when the call ends.
Therefore, if a call lasts from 11:58 PM to 12:20 AM, it would be counted as a Call Answered in
Day 1, and a Call Completed in Day 2.
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When statistics are refreshed

By default the Queue Monitor view refreshes with new statistics as soon as they become
available, providing areal-time picture of queue activity. Y ou can enter aslower refresh rate to
improve the responsiveness of agents' Client applications. Y ou should changethis setting if you
find that agents' Client applications are responding too slowly.

To change the Queue Monitor refresh rate

1. Inthe TeleVantage Administrator, choose Tools > System Settings.

2. Onthe General tab, enter the refresh rate you want (in milliseconds) in Queue
statistics refresh interval.

3. Click OK.

About agents’ personal status and state

It isimportant to distinguish between an agent’s personal status and state.

m Personal status. Determines whether the agent receives queue calls. An agent's
personal statusis the same across al queues.

= State. Displaysthe agent's current activity, for example, whether the agent is currently
in aqueue cal. An agent's state can be different in different queues. For example, if an
agent isamember of Queue A and Queue B, and theagent iscurrently inacall for Queue
A, his state would be Active in Queue A and Standby in Queue B.

For adescription of agent states, see the Agent State column in the Agents pane table on
page C-4.

Monitoring the position of agents in the queue

The Queue Monitor’ s Distribution Order column—displayed as[* | in the Agents pane—shows
the order in which ready agents are scheduled to receive calls. The agent with a1 in the column
is scheduled to receive the next call, followed by the agent with a 2 in the column, and so on.
Unavailable agentsdo not receive aposition number. Unavailable agentsinclude agentswho are
signed out or in apersonal status that makes them unavailable such as Do Not Disturb or
Available (Non-Queue).

The agent with a 1 in the distribution order will not necessarily receive the next call. The
distribution order reflects the scheduled order according to the queue’ s distribution algorithm,
but it does not reflect which agents are currently Ready. A Ready agent might have 5 in the
Distribution Order column and yet receive the next call because al other agents are busy at the
moment. The agent who will receivethe next call isthe agent with the lowest distribution order
number among Ready agents.

Distribution order numbers for overflow agents follow those for primary agents. For example,
if aqueue has 10 ready primary agents, the first scheduled overflow agent will display 11 inthe
Distribution Order column. The distribution order of overflow agentsisdetermined first by tier,
and then within each tier by the queue’ sdistribution algorithm. For more about overflow agents,
see the TeleVantage Call Center Administrator’s Guide.
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The following table shows how agent positions are calcul ated for each distribution a gorithm.
The descriptions apply separately to primary agents and to each tier of overflow agents.

Algorithm Agent positions

Top down Agents’ positions are ordered by their order in
the queue and do not change.

Round robin Agents’ positions are reordered according to
which agent answered the previous queue call.
Whenever an agent answers a queue call, the
next agent down in the list becomes 1, the agent
after that becomes 2, and so on. When the
bottom of the queue is reached, the order
continues from the top down until it meets the
agent who answered the most recent call.

Longest idle agent  Agent positions are ordered according to the
length of time without being in an Active state.
The agent who has gone the longest without
being Active inbound is in position 1.

Note that talking on non-queue calls and being
in the On Break personal status place an agent
in the Standby state, so that the time since the
agent was Active continues to increase.
Likewise, Wrap-up is not an Active state, so
agents' wrap-up time also increases their “idle”
time. Only receiving a queue call makes an
agent Active and resets the agent's “idle” time.

An agent's position is reduced by 1 whenever an
agent with a longer time since being Active
receives or places a queue call. The only way
for an agent's position to increase is for the
agent to receive a queue call.

Fewest calls Agent positions are ordered according to which
agent has received the fewest queue calls
during the current display period. The agent who
has received the fewest queue calls since the
beginning of the shift is at position 1.

Note that the length of time spent on a queue
call is not significant for adjusting position, only
the number of queue calls participated in.
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Algorithm Agent positions

Least talk time

Agent positions are ordered according to which
agent has spent the least time on inbound
gueue calls during the current display period.
The agent who has spent the least time on
inbound queue calls since the beginning of the
shift is at position 1.

Note that only calls from a queue count as talk
time in that queue. An agent working in two
gueues will have a different talk time in each.

Simultaneous ring

Agents have no position, as each call rings all
agents’ phones simultaneously.

Note: The distribution algorithms Longest idle, Fewest calls, Least talk time count inbound

queue calls only.

Monitoring queue statistics using the phone

Agents who have permission to monitor queue statistics can hear the current statistics for a
gueue at any time by picking up aTeleVantage phone and dialing *55. The system promptsthem
to select the queue for which they want to hear statistics.

Dialing *55 playsthe queue statistics shown in the following table. Statistic totals are kept since
midnight at the beginning of the current day.

*55 Queue Statistics

Callers waiting

Number of callers waiting on the queue.

Expected wait time

Rough estimate of how long callers can
expect to wait if they called right now. The
formula used is <total wait time of all
answered calls so far this day> / <number of
answered calls so far this day>.

Active agents

Number of agents currently available. This
includes all agents who are signed in and in
the personal status Available or Available
(Queue Only).

Total calls

Total number of calls received today (since
the last midnight).

Abandon rate

Abandoned calls as a percentage of total
calls.
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Supervising other agents’ calls

Y ou can assign agents permission to supervise other agents’ callsin the following ways:

= Monitoring an agent’s call. The supervisor can listen to another agent’s call without

being heard by the other agent or the caller.

m Coaching an agent on a call. The supervisor can coach another agent without being

heard by the caller. The agent hears the supervisor but the caller does not. The
supervisors can hear all parties.

m Joining an agent’s call. The supervisor can be conferenced in to another agent’scall as

afull participant and be heard by both parties.

To participate in another agent’s call using any of these methods, agents must have permission

to do so.

Note: You can supervise an agent’s outbound queue calls only if the agent has used *14 to
associate outbound calls with the queue. See “Placing calls from a queue” on page B-8.

To monitor, coach, or join an agent’s call using the Client

1.
2.

In the Call Monitor, select the call that you want to supervise.

Choose Actions > Supervise, and choose Monitor, Coach, or Join from the submenu.

To monitor, coach, or join an agent’s call using the telephone commands

3.

Using your telephone keypad, enter one of the following commands at the dia tone:
= *57. Join.

m *58. Coach.

= *59. Monitor.

Enter the extension of the agent whose call you want to monitor, coach, or join,
followed by #.

Press 1 to confirm the extension, or press * to enter a different extension.

Note: You can enter the complete digit string rapidly without waiting for the prompts.
For example, *58 3098# 1 to coach extension 3098.

Once connected to the call, you can use the following telephone command options:

= To change the supervising mode—for example, from monitoring to
coaching—press Flash, then enter the code for the new mode (see step 3).

m To supervise adifferent agent, press Flash # to return to the dial tone, then begin
again at step 3.

If the agent whose call you are supervising transfers the call to another party, or parksit and it
is unparked by another party, you are disconnected.
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How monitoring and coaching appear in the Call Monitor

When you are monitoring or coaching an agent on acal, the call appearsin your Call Monitor

showing al three partiesto the call. Y our row, the top row in the call, islabelled “Monitoring”
or Coaching.”

" o Unknown o Ative ]
% e Agent 3 o Bctive 3

Mame 4 Status L

_é Active
o Being Coached

If you are coaching an agent, the agent sees you as a party in the call. If you are monitoring an

agent, the agent does not see you as a party, unless that agent has the permission View agents
being monitored set to Allow. See the next section.

Note: When you join another agent’s call, the call appears as a normal conference call.

Viewing when agents are being monitored

Agents who have the permission View agents being monitored set to Allow can see when an

agent isbeing monitored by another agent. The monitoring agent appearsin the Call Monitor as
another party in the call, identified by the Status “Monitoring.”

" Ly

onference =iy Active
Unknown o Ative Ln

e fgent 1 o Moritaring 10

Agents who have the permission set to Disallow (the default) cannot see when they or other
agents are being monitored.

Note: The Call Log does not keep a record of agents who were monitored.
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Managing agents’ status

With supervisor permissions, agents can directly control the status of other agentsin
the queue in the following ways:

= Signing agentsin or out of a queue

m Changing an agent’s personal status

Signing agents in or out of a queue

Anagent whoissigned in to aqueuereceives calsfrom that queue when ready. When
signed out, the agent is still amember of the queue, but does not receive queue calls.
An agent who is signed out can till view gqueue callsin the Call Monitor view and
answer them if necessary by using the Take Call command.

Supervisors can use the sign in/out feature to move agents among queues without
having to delete them from one queue and add them to another. For example, if Kim
works as an agent in the Sales queue in the morning and in the Support queuein the
afternoon, asupervisor can sign Kim out for the Sales queue at midday and sign her in
for the Support queue.

Note: Agents with the Queue Sign In/Out permission can sign themselves in and out
of the queue. See “Signing in and out of a queue” on page B-5.

Y ou can sign agentsin or out using either the Client or the Administrator.

Signing agents in or out using the Client

To use this procedure you must have the queue permission Monitor Queue statistics
(seethe TeleVantage Call Center Administrator’s Guide) and the general TeleVantage
permission Access Queues folder (see Administering TeleVantage).

1. Openthe Queue Monitor view by clicking itsicon in the Folder List.

2. If therearetabsfor morethan one queue, click the tab of the queue for which
you want to sign the agent in or out.

In the Agents pane, select the agent.

Choose Actions > Sign this agent into queue or Sign this agent out of
queue. The command signs the agent in or out.

APPENDIX C. SUPERVISING A CALL CENTER QUEUE C-17



Signing agents in or out using the Administrator

To use this procedure you must have the general TeleVantage permission Access
Queues Folder (see Administering TeleVantage).

1. Open the Queues view and double-click the queue for which you want the
agent to be signed in or out. The Queue dialog box opens.

2. Click the Agentstab and double-click the agent’ snameinthe Agents in this
queue list. The Agent dialog box opens.

Check or uncheck This agent is signed in.
Click OK to close the Agent dialog box.
Click OK to close the Queue dialog box.

Changing an agent’s personal status

A agent who hasthe permission Change an agent’s personal status set to Allow can
directly change the personal statuses of agentsin the queue. A supervisor can usethis
feature in the following situations:

= When agents are prevented from changing their own personal status. In this
case you must manage their workflow for them, changing their personal status
to begin and end their workday and to let them take breaks.

= When agents leave their phones and forget to change their personal statuses
themselves. In this case, you can set the personal statuses of the agentsto On
Break.

m When the queue is configured to automatically place agents On Break if they
let calls from the queue go unanswered. In this case, you ensure that agents
become ready when they return to their desks.

= When agentsleave for the day and are till ready. In this case, you can change
their personal statuses to make the agents unavailable.

Important: If agents leave at the end of their workday without making themselves
unavailable, you must make them unavailable before the start of the next workday, or
reports data will be inaccurate.

To change an agent’s personal status

1. IntheClient, select the agent on the appropriate tab in any of the following
locations:

m The Extensions view
m The Extensions pane in the Call Monitor view

= The Agents panein the Queue Monitor view

2. ChooseActions > Apply Personal Status, and then select a personal status.

For more information about how to use personal statuses, see Using TeleVantage.

C-18 USING TELEVANTAGE



Managing a queue’s voice mailbox

Agents who have the permission Access queue mailbox set to View and Edit can
manage voice messagesthat callersleavein the queue svoice mailbox. They canlisten
to messages, reply to them, and delete them. They also can create voice mailbox
folders and move messages among those folders.

Agents who have the permission set to View Only can see and listen to voice
messages, but not perform any other commands on them.

To access the queue’s voice mailbox

1.

2.

In the Client, open the queue by going to Shared Folders in the Folder List
and clicking the plus sign next to the queue’ s name.

EQ Shared Folders
- Admin

= Sales

Call Log

{3 Deleted

Inbos

-] Saved -|

Click Inbox, Saved, or another voice mailbox folder to view the contents of
that folder.

For complete instructions on managing voice messages using the Client, see Using
TeleVantage.

Managing queue voice messages on the telephone

Y ou can also manage a queue’ s voice mail using the telephone by logging in as the
gueue. When logging in, use the queue’'s extension and password.

For instructions on logging in and managing voi ce messages using the telephone
commands, see Using TeleVantage.
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About participating in an ACD workgroup
This appendix describes how agents participate in an ACD workgroup.

Important: This section covers instructions for working in an ACD workgroup only. For
instructions on working in a call center queue, see Appendix B.

For complete instructions on setting up and managing a TeleVantage call center, including an
ACD workgroup, see the TeleVantage Call Center Administrator’s Guide.

Use of the TeleVantage Client

Agentsin an ACD workgroup must use the TeleVantage Client. Without the Client, thereisno
way for agents to control whether or not they receive calls from the ACD workgroup. Agents
require the Client to begin and end their workday and to take breaks during it, as described in
the next section.

Marking yourself ready and unavailable
To mark yourself asready to receive ACD workgroup calls:

1. Logontothe Client using your own name and password.

2. Click Tools > Options.

3. Click the Incoming calls tab.

4. Check Accept ACD Workgroup calls.

5. Click OK.

To mark yourself as unavailable, which stops ACD workgroup calls from being sent to you,
uncheck Accept ACD Workgroup calls.

Note: If your ACD workgroup uses the simultaneous ring method, you cannot make yourself
available while a call is ringing and answer it. Because you were not available when the call
started ringing, your phone will not be rung for that call.
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Using the Call Monitor

Receiving a call

To usethe Call Monitor to handle ACD workgroup calls, agentslog on to the Client using their
own names and passwords. They can view incoming ACD workgroup calls by using the ACD
workgroup tab in their Call Monitor views.

Call Monitor 3

Cner | | |Status |Name |Number
There are no items ko show in this view

1 | i

Mame: Mumber:

Call Monitor view tabs work as follows:
= My Phone. Displays non-ACD calls.
m <ACD workgroup user name>. Displays ACD workgroup calls only.
= All. Displaysall callstogether.
Important: For agents to see the ACD workgroup tab in their Call Monitor views, you must have

shared the ACD workgroup user’s Call Monitor with them. See “Sharing your Call Monitor view”
on page 11-16.

When a call to the ACD workgroup arrives, the phones in the workgroup ring according to the
method specified by therouting list. Callscontinueto ring agentsuntil they areanswered or until
the caller chooses to leave a message or hang up.

Incoming calls appear in all participating agents' Call Monitor views immediately. Agents do
not have to wait for their phonesto ring to take acall. As soon asan incoming call appears, they
can click it in the Call Monitor view and choose Actions > Take Call.

Thestatusof acall in progressappearsin agents' Call Monitor viewsas“Active.” Agentscannot
affect other agents’ active calls. However, they can perform any action on their own calls, such
asHold, Transfer, Mute, and so forth.
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Placing ACD workgroup calls

If you are an ACD workgroup agent and you place acall at your desk using the telephone or the
Client, by default TeleVantage marksthe call asacall made by you. However, you may need to
place outgoing calls as part of your work as an ACD workgroup agent. Such callsin
TeleVantage can be marked as calls from the ACD workgroup—not as calls from your
extension—so that reports on ACD workgroup activity accurately reflect agent performance.

To mark all subsequent outbound calls as ACD workgroup calls, use your telephone keypad to
press*14<ACD workgroup user’s extension># at adial tone. All callsthat are made from your
station are now logged as calls that are made by the ACD workgroup user. The calls appear in
the Call Monitors of al agentsin the workgroup. The calls do not appear on the My Phone tab
in your Call Monitor. The calls are logged both in your personal Call Log and the ACD
workgroup user’s Call Log, with the queue name in the From column.

To switch back, and mark subsequent outbound callsasbeing from you, press*14# at adial tone
again. All subsequent calls from your station are now marked as being placed by you. These
calls appear only in your Call Monitor and only in your Call Log.

Taking a break

To take abreak during your work shift, uncheck Accept ACD Workgroup calls asdescribed in
“Marking yourself ready and unavailable” on page D-2.

Note: The Do Not Disturb personal status does not stop ACD workgroup calls from ringing your
phone.

Listening to the ACD workgroup’s voice mail

If you have shared the ACD workgroup user’s Inbox with other agents, and given those agents
the required permission, they can play and respond to the ACD workgroup’ s voice messages.
To do so, they go to the ACD workgroup’s Inbox under Shared Folders in the Folder List.

Falder List ®

B Kenneth Deimoch

Public Folders

=] Q Shared Folders
g ACD Sales

Agents can play and respond to the ACD workgroup’ svoice messages exactly asthey work with
their own voice messages.

Viewing the ACD workgroup’s contacts and Call Log

If the ACD workgroup’s contacts and Call Log have been shared with you, you can view those
foldersunder Shared Folders in the Folder List.
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APPENDIX E

LOGGING ON WITH COMMAND-LINE
SWITCHES

Y ou can add various switches to the command line that the Client shortcut usesto start the
Client. To change the command line, right-click the Client shortcut icon, chooseProperties, and
then click the Shortcut tab. The Target field shows the command line.

Add switches to the end of the command line with a space before the switch. Y ou can add
multiple switches separated by spaces. For example:

C:\Program Fil es\ Tel eVantage\ i ent\TVQ i ent. exe / Server: Tel eVantage /station=77

The command line switches for the Client are:

= /allowmultiple. Enables you to run multiple instances of the Client at the same time on
your computer.

m /Server. (Syntax: / Server =<Ser ver name>, for example, / Server =Tel eVant age). Runs
the Client against a specific TeleVantage Server on your network. Thisis useful when
you want to have one Client session using a Server other than the one your Client runs
against by default.

m /station. (Syntax: / station=<station | D>, for example, /st ati on=77.) Makes your
Client use a specific TeleVantage phone.

m /user /password. (Syntax: / user =<user nane> / passwor d=<passwor d>, for example,
[user: Charl es Goul d / passwor d: 2112. Thetwo switches can be used separately.) Use
to automatically log on to the Client as a specific user.
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REPORTING PROBLEMS
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Enabling problem logging on Windows 9x systems

If your computer is a Windows 95 or Windows 98 system, by default the collection of
TeleVantage log filesis turned off, which makes troubleshooting harder.

If you encounter a problem on a Windows 9x system, do the following:

1. IntheClient, choose Help > Problem report logging and make sure that it istoggled
on.

2. With logging on, try to duplicate the problem.
3. Runthe Problem Report Wizard as described in the next section.

Using the Problem Report Wizard

If you experience a problem with one of the TeleVantage workstation applications—Client,
Administrator, Call Center Reporter, Contact Manager Assistant, or TAPI Service
Provider—report the problem to your TeleVantage system administrator by using the Problem
Report Wizard. The Problem Report Wizard is atool that collects appropriate log files and
prompts you for information that can help solve the problem.

The Problem Report Wizard creates a problem report package as a .CAB file in the location of
your choice. You can then send the .CAB file to your system administrator.

To prevent .CAB filesfrom being overwritten, the Wizard gives each problem report package a
unique name based on your company name and a unique sequence number, as shown in the
following example.

The Problem Report Wizard is ready to create your Problem Repart Package. Click
Finish to create the Problem Report Package,

Problem Report Package location:
IC:'I,WINNT'I,PrDFiIes'l,MiriA'l,DeskJ:op'l,WestFleet Lkd._001.cab

Please contact vour technical support contack For Further assistance.

The Wizard increments the sequence number in the file name each timeit createsanew problem
report package.
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Reporting a problem that involves a specific call

If you encountered a problem that involved a call, the best way to report the problem isas
follows:

1. IntheTeleVantage Client or Administrator, go to the Call Log view and select the call
during which the problem occurred.

2. ChooseActions > Report a Problem. The Problem Report Wizard openswith details
about the call already entered.

3. Complete the Problem Report Wizard screens.

Reporting other problems
If your problem does not involve a specific call, run the Problem Report Wizard as follows:
1. Do one of the following:
= From the Client, choose Help > Report a Problem.

m RunthefileC: \ Program Fi | es\ Cormon
Files\ Artisoft\ Tel eVant age\ TVPRW zar d. exe.

Answer the questions presented in each Wizard window.

Send the problem report package to your TeleVantage system administrator by
attaching it to an e-mail message or moving it to another location on the network. Ask
your TeleVantage system administrator which method to use.

It can be helpful to include in your e-mail the time at which the problem occurred, as
closely asyou can identify it.

Because a problem report package can be large, after you send it to your TeleVantage system
administrator, you should delete it from your system to regain disk space.
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INDEX

Symbols

# (for options after leaving a voice message), 2-3
# (with acall on hold to get adial tone), 4-11

"& others' in Call Log, 14-5

* (to skip over avoice mail greeting), 2-3

* commands (table for call center queue agents), A-4
* commands (table for normal users), A-3

** (to do a Flash from aremote phone), 6-3

*0 (to hear station ID), 8-4

*10 (enable and disable hands-free answering), 4-5
*11 (enter an account code), 3-4

*50 (select Available personal status), 9-5

*55, C-14

*66 (redial your last call), 3-5

*69 (return your last call), 3-5

*70 (disable call waiting for the next call), 3-6
*91 (answer another ringing phone), 4-4

*93 (dial by name), 3-4

*96 (log off from remote phone), 6-3

F11 (return your last call), 12-8

F12 (redia your last cal), 12-8

, (comma, for pauses in page strings), 13-13

Numerics

0 (transfer to Operator)
changing destination of transfer, 18-7
from grab-and-hold greeting, 11-7
from greeting, 15-12
fromrouting list, 15-8
from voice mail, 2-3
while on hold with Pause and Repeat, 15-13
411 (dial by name), 3-4
7 (leave a callback number with a voice message), 2-3
9 (usual number to dial an externa call), 3-3

A
Aastra phones, 3-7, 4-6
access codes
entering using the phone, 3-3
selecting using the Client, 12-6
accessing TeleVantage, 1-2
account codes
entering for contacts, 16-5
entering using the Client, 12-2, 12-4
entering using the phone, 3-3
ACD workgroups
going on break, D-4
marking agents as ready and unavailable, D-2
receiving acal, D-3
voice mail for, D-4
working as an agent in, D-2
Act!, 1-3
actions for routing lists, 15-11
actions, final, for routing lists, 15-12
active greeting, 2-3, 13-19
activerouting list, 15-9
active settings
changing, 9-10
defined, 9-9
hierarchy of, 9-12
viewing in one place, 9-10
Administering TeleVantage, 1-2, 1-5
Advanced, in view bar, 8-9
agents
Call Monitor view tabs, B-7
changing personal status, C-18
handling queue calls, B-6
marking as ready and unavailable for ACD
workgroups, D-2
monitoring, coaching, and joining calls, C-15
personal statusesfor, 9-4




agents (cont’d.)
placing on and off call, c-17
signing in and out, B-2
states, defined, C-5
taking breaks, B-2
using Extensions view tabs, 10-3
viewing them being monitored, C-16
working asin ACD workgroups, D-2
working at another phone, B-4
Agents Pane, C-4
All tab, in Extensions view, 10-2
answering cals
at another ringing phone, 4-4
opening Call Monitor automaticaly, 11-4
using the Client, 11-6
with call announcing, 4-2
with call waiting, 4-3
with hands-free answering, 4-4
associating
fromacCall Log entry, 14-7
from a voice message, 13-7
from an active call, 11-11
audio controls, using, 8-23
audio output, changing, 8-9
Available personal status, 9-3

B

beep, double, for contact account code prompt, 3-3
blind transfers
defined, 4-8
using the Client, 11-9
using the phone, 4-8
bookmarks for voice messages, 8-23
books, online, 1-6
bottom line of Client screen. See status bar
breaks, taking in ACD workgroups, D-4

C

call announcing
overview, 4-2
answering calls with, 4-2
commands for answering, A-1
turning off, 18-4
using with certain callsonly, 18-4
call center
agent availability, B-2
agent workday procedures, B-2
determining if you are on cal for aqueue, B-2
ending your shift, B-3
ready, B-2
starting your shift, B-2
taking a break, B-3
taking breaks, B-2
unavailable, B-2
using Contact Manager Assistant, B-9
viewing pop-up information about a caller, B-9
wrap-up time, B-8
"Call for" prompt, 18-5
call forwarding. See forwarding calls
"Call From" prompt
overview, 4-2
turning off, 18-4
Call Log view
overview, 14-2
adding notesto callsin, 14-7
associating a call with a contact, 14-7
exporting, 8-29
filtersfor, 14-2
opening a contact record from, 14-8
reporting on, 14-9
result codes for exported, 8-30
returning callsfrom, 14-8
viewing additional call details, 14-5
Call Monitor view
overview, 11-2
adding as pane to other views, 8-11
adding Extensions pane to, 8-11
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Call Monitor view (cont’d.)
commands

answer, 11-6
associate with contact, 11-11
disconnect, 11-13
mute, 11-13
park, 11-12
play caler's name, 11-13
put on hold, 11-8
put on hold whileringing, 11-7
record call, 11-11

send incoming call to voice mail, 11-6

take cal, 11-6
transfer, 11-9
transfer whileringing, 11-7
unpark, 11-12
conference calsin, 12-10
displaying on incoming calls, 18-10
displaying when placing cals, 10-4
double-clicking in, 11-5
opening automaticaly, 11-4
ownership of calsin, 11-5
panesin, 11-4
selecting callsin, 11-5
sharing, 8-20, 11-16
tabs
overview, 11-3
flashing for incoming calls, 18-10
for call center agents, B-7
call notification of voicemail, 13-12
call ownership, 11-5
call rules
overview, 17-2
call handling options, 17-8
caller conditions for, 17-5

combining caller and schedule conditions, 17-5

creating, 17-4
enabling and disabling, 17-8
examples of, 17-3

how TeleVantage resolves conflicts, 17-9

ignoring al, 17-10
ignoring when forwarding calls, 15-6

call rules (cont'd.)

ignoring while a personal statusisin effect, 9-8

organizing by priority, 17-9
schedule conditions for, 17-6

Cal Rulesview, 17-3
Call Wait button, 4-2
call waiting

answering calls with, 4-3
customizing, 18-6

disabling for acall, 3-6

from your telephone company, 3-5
turning off, 18-6

callback number

leaving with a voice message, 5-7
using to identify contacts, 16-11

caler ID

displaying on a phone, 18-6

including with pager notification, 13-13

selecting name or number as contact
identification, 16-11

used to bypass the call announcing prompt, 18-5

used to identify contacts, 16-8

aCall Log entry, 14-8
avoice message, 5-6, 13-6
your last caller, 3-5, 12-8

cals

answering
another ringing phone, 4-4

opening Call Monitor automatically, 11-4

using the Client, 11-6

with call announcing, 4-2

with call waiting, 4-3

with hands-free answering, 4-4
associating with a contact, 11-11
conferencing

using drag-and-drop, 12-11

using the Client, 12-9

using the phone, 4-10

call-handling commands after pressing Flash, 4-7
Calling as on Client screen, 8-8
calling back

INDEX



cals (cont’'d.)
declining, 4-2
disabling call waiting for, 3-6
disconnecting without hanging up, 3-5, 4-9, 11-13
forwarding
overview, 15-3
and Wherel Am, 15-2
as displayed in Extensions view, 10-2
prompting for password, 15-5
prompting to accept or decline, 15-5
status bar button for, 8-9
to Centrex extensions, 15-7
turning off, 15-6
using the Client, 15-3
using the phone, 4-12
and voice mail, 15-6
when logging on, 8-5
handling individual ones differently, 17-2
handling, table of commands, A-1
hold using the Client, 11-7, 11-8
hold using the phone, 4-8
indications of incoming, 11-15
muting, 11-13
notification of voicemail, 13-12
parking using the Client, 11-12
parking using the phone, 4-11
placing
by clicking shortcuts, 12-9
from Extensions view, 10-4
from other contact manager applications, 1-3
over Internet using the Client, 12-7
over Internet using the phone, 3-6
through TeleV antage from a remote phone, 6-4
to contacts, 12-3
to extensions, 12-3
to My Numbers, 12-3
to workgroups, 12-3
using dialing services, 12-6
using the Client, 12-2
using the toolbar’ s dial field, 12-2
while on another call, 3-4, 4-11
with hands-free answering, 4-5

cals (cont’'d.)
recording, 11-11
screening with call announcing, 4-2
screening with the Client, 11-6
selecting in Call Monitor, 11-5
sending al to voice mail using the Client, 9-3
sending al to voice mail using the phone, 4-11
sending incoming to voice mail using the
Client, 11-6

sending incoming to voice mail using the phone, 4-9

taking notes on, 11-14
transferred to you, announcing who is
transferring, 18-5
transferring
blind or supervised, 4-8
one of multiple, 4-9
tips for Operators, 11-10
using drag-and-drop, 11-9
using the Client, 11-9
using the phone, 4-8
without talking to the caller first, 11-7
unparking using the Client, 11-12
unparking using the phone, 4-11
Calls pane, 8-11
Centrex extensions
forwarding calsto, 15-7
placing cadlsto, 12-7

Centrex system, sending a Flash command to, 3-5

checking phone numbers, 12-8
CLASS message waiting lights, 13-11
Client. See TeleVantage Client

CMA. See TeleVantage Contact Manager Assistant

coaching agents' calls, c-15
columns
freezing, 18-17
keeping on-screen during scrolling, 18-17
moving and resizing, 18-16
showing and hiding, 18-15
sorting by, 18-16
commands, waysto usein Client, 8-12
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conference calls
asdisplayed in Call Monitor, 12-10
creating from incoming calls, 4-3
creating using the Client, 12-9
creating using the phone, 4-10
handling and disconnecting individual parties, 12-11
using drag-and-drop, 12-11
Contact Manager Assistant. See TeleVantage Contact
Manager Assistant
contacts
overview, 16-2
account codesfor, 16-5
adding and deleting phone numbers for
identification, 16-9
associating "Unknown" callers with, 16-9
benefits of recognition, 16-8
default phone number, 16-6
deleting phone numbers used for identification, 16-9
entering, 16-4
entering phone numbers for, 16-6
foldersfor, 16-2
identifying by caler ID, 16-8
importing and exporting, 8-24
in other contact manager applications, 16-12
PINsfor, 16-11
placing calsto, 12-3
private and public, 16-3
recording voice titlesfor, 16-7
telephone prompt language for, 16-6
Contacts view
overview, 16-2
A-Z buttonsin, 16-3
double-click behavior in, 18-15
sharing, 8-20
copying and pasting Client items, 8-14
creating items, 8-12
CSV files, importing and exporting, 8-24
custom data, viewing, 11-4
custom hours, for cal rules, 17-7
cutting and pasting Client items, 8-14
Cybiolink phones, 3-7, 4-6

D

default phone number, for contacts, 16-6
default station, changing, 8-5
Deleted folder, 8-19
deleting Client items, 8-13
deleting voice messages
permanently, 8-13
using the Client, 8-13
using the phone, 5-3
dial field intoolbar, 12-2
dia tone, stutter at beginning of, 5-2
dial-by-name
customizing your listing in, 18-7
using, 3-4
dialing services
entering access code for using the phone, 3-3
selecting using the Client, 12-6
diaing. See placing calls
disconnecting calls without hanging up, 3-5, 4-9, 11-13
distribution algorithms for routing calls to
workgroups, 15-14
Do Not Disturb
personal status, 9-3
using the phone, 4-11
documentation for TeleVantage, 1-5
double beep, as contact account code prompt, 3-3
drag-and-drop transferring, 11-9
drag-and-drop, in Client, 8-14

E

E, special character in page strings, 13-13
e-mail notification of voicemail, 13-12
e-mailing greetings, 13-20

e-mailing voice messages, 13-6

emptying the Deleted folder, 8-19

ending calls without hanging up, 3-5, 4-9, 11-13
exiting the Client, 8-6
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exporting
Call Log, 8-29
contacts, 8-24
Extensions view, 8-28
voicefiles, 8-24
extensions
diaing by name, 3-4
placing calsto, 12-3
Extensions view
overview, 10-2
adding as panein Call Monitor, 8-11
exporting, 8-28
setting up workgroup tabsfor, 16-17
tabsin, 10-2
external calls, defined, 3-2

F

F11 (return your last call), 12-8

F12 (redia your last cal), 12-8

faxes, disabling call waiting for, 3-6

features, of TeleVantage, 1-4

final actionsfor routing lists, 15-12

Flash
doing from aremote phone, 6-3
during acdl (table of commands), 4-7

sending to Centrex or another PBX, 3-5

to put acall on hold, 4-8

using with TeleVantage, 4-2
Folder List

defined, 8-8

hiding and showing, 8-9

push-pin button on, 8-18

using, 8-17

viewing public workgroupsin, 16-15

viewing shared foldersin, 8-22
folders

overview, 8-17

for contacts, 16-2

for voice messages, 13-3

managing, 8-18

fol

ders(cont'd.)

private and public, 8-17
sharing, 8-20

viewing shared, 8-22

forwarding calls

overview, 15-3

and Where|l Am, 15-2

as displayed in Extensions view, 10-2
prompting for password, 15-5
prompting to accept or decline, 15-5
status bar button for, 8-9

to Centrex extensions, 15-7

turning off, 15-6

using the Client, 15-3

using the phone, 4-12

and voice mail, 15-6

when logging on, 8-5

forwarding voice messages

using the Client, 13-4
using the phone, 5-5

freezing columns, 18-17
FrontOffice 2000, 1-3
FWD button on status bar, 8-9

G

General, in view bar, 8-9
GoldMine, 1-3
grab-and-hold, 11-7

grab-and-hold greeting, default text of, 11-7

greetings

overview, 13-18

active, 13-19

available spacefor, 2-4
e-mailing, 13-20

grab-and-hold, 11-7

hierarchy for, 13-20

options after recording, 2-4
personal status default, 13-20
recording using the Client, 13-20
recording using the phone, 2-3
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greetings (cont’d.)
System Hold Greeting, 15-13
text of initial one provided with TeleVantage, 2-3
used with
cal rules, 17-8
personal statuses, 9-8
routing list final actions, 15-14
routing lists as an action, 15-11
Greetings view, 13-19
groups, placing callsto, 12-3

H

H.323 terminals. See Internet calls
handling calls, table of commands, A-1
handling calls. See calls
hands-free answering
enabling and disabling using the Client, 18-9
enabling and disabling using the phone, 4-5
using, 4-4
Help, for TeleVantage, 1-5
hiding
columns, 18-15
toolbar buttons, 18-17
window elements, 8-9
hierarchy for active settings, 9-12
hold
from remote phone, 6-3
putting calls on using the Client, 11-8
putting calls on using the phone, 4-8
putting calls on without answering first, 11-7
retrieving from other phones (call
parking), 4-11, 11-12
ringback if you leave acall on, 18-7
switching between multiple calls on, 3-5
without hearing tel ephone prompts, 4-11
hold music, customized, 18-10

I, special character in page strings, 13-13
identifying contacts

adding and deleting phone numbers for, 16-9

by caler ID, 16-8
by PIN, 16-11
importing

contacts, 8-24
voicefiles, 8-24
Installing TeleVantage, 1-2, 1-5
intercom calls, 3-6
intercom, using your phone as, 4-6
internal calls, defined, 3-2
Internet calls
placing using the Client, 12-7
placing using the phone, 3-6
IP calls. See Internet calls

J

joining agents’ calls, C-15

L

L, special character in page strings, 13-13

Link button, 4-2

lock line, 18-17

logging on
as adifferent user, 8-6
asavisitor, 8-5
at another user’ sworkstation, 8-5
changing default station, 8-5
from aremote phone, 6-3
skipping, 8-3

telephone commands available after, A-7

using the Client, 8-3
using the phone, 5-3
with command line switches, E-1
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M

Macintosh, using TeleVantage on, 1-3
mailbox, viewing size of, 13-9
making a call. See placing calls
menu bar, 8-7
message waiting light, enabling and disabling, 13-11
messages. See Voice messages
Microsoft Exchange Server, synchronizing with, 13-7
Microsoft Outlook, 1-3
mobile phones, issues with routing lists, 15-8
monitoring agents' calls, c-15
moving items between foldersin Client, 8-19
music-on-hold, customized, 18-10
muting calls, 11-13
My Numbers
entering, 12-4
placing cdlsto, 12-3
My Phonetab in Call Monitor, 11-3

N

names
changing Client display of, 18-17
diaing by, 3-4

of callersdisplayed in Call Monitor, 11-6
playing caller’ s over speakers, 11-13
playing caller’ s over speakers automatically, 18-10
recording for your voicetitle, 2-2
yoursin dial-by-name directory, 18-7
NetMeeting. See Internet calls
notes
adding to active calls, 11-14
adding to callsin Call Log, 14-7
adding to voice messages, 13-8
notifications of new voice messages, 13-12

O

online books for TeleVantage, 1-6
online Help, how to find, 1-5

Operators
changing your personal one, 18-7
customizing Client for, 18-13
tips on transferring calls, 11-10
Options dialog box, 18-2
orbit number, 11-12
"& others' in Call Log, 14-5
Outlook, 1-3
overhead paging system, creating, 4-5
ownership of callsin the Call Monitor, 11-5

P

page string, specia charactersfor, 13-13
pager notification of voicemail, 13-12
pages, placing, 3-6
paging system, creating, 4-5
parking calls
using the Client, 11-12
using the phone, 4-11
password
changing, 8-6
prompting for in routing lists, 15-12
prompting for when forwarding calls, 15-5
resetting if you have turned off, 8-3
skipping entry at logon, 8-3
pasting Client items, 8-14
PDF files of documentation, 1-6
personal status
and state, C-12
changing an agent’s, C-18
personal status defaults, defined, 9-12
personal statuses
overview, 9-2
changing another user’'s, 9-14
changing yours. See personal statuses/selecting
creating custom, 9-6
incal rules, 17-8
list for call center queue agents, 9-4
list of pre-defined, 9-3
modifying, 9-6
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personal statuses (cont’d.) play button, 8-23

preferences for call handling, 9-7 "Please say your name" prompt
recording namesfor, 9-7 about, 4-3
selecting turning off, 18-5
using the Client, 9.5 popping up caller information, B-9
using the phone, 5-8 printing Client items, 8-16

using the status bar button, 9-2
setting as default, 9-13
table of telephone commands to select, A-8
viewing in Extensions view, 10-2

priority
of call rules, 17-9
of greetings, 13-20

. private

Personal Statuses view, 9-9 contacts, 16-3

phone folders, 8-17
associating a different one with your Client, 8-4 Voice messages, 13-8
audio output from, 8-9 workgroups, 16-15

hearing station 1D of, 8-4
remote. See remote phone use
ringing of. See ringer

Problem Report Wizard, F-1
problems, reporting, F-1

ringing when you leave acall on hold, 18-7 prc?'rgp;T for", 185
sharlng. v.\nth. other users, 7-2. “Call From"
phone notifications for new voice messages, 13-14 overview, 4-2
phone numbers, checking, 12-8 turning off, 18-4
"Phone” pane on status bar, 8-9 changing language of for contacts, 16-6
PINs, for contacts, 16-11 for account code, 3-3
placing calls for password with call forwarding, 15-5
by clicking shortcuts, 12-9 for password with routing lists, 15-12
from aqueue, B-8 "Please say your name"
from Extensions view, 10-4 about, 4-3
from other contact manager applications, 1-3 turning off, 18-5
over Internet using the Client, 12-7 selecting language of, 18-3
over Internet using the phone, 3-6 to accept or decline calls from routing lists, 15-12
pages and intercom calls, 3-6 to accept or decline forwarded calls, 15-5
through TeleVantage from a remote phone, 6-4 to callersfollowing routing lists, 15-12
to contacts, 12-3 See also telephone commands
to extensions, 12-3 public
to My Numbers, 12-3 contacts, 16-3
to workgroups, 12-3 folders, 8-17
using dialing services, 12-6 workgroups, 16-15
using the phone, 3-2, 12-2 push-pin button on Folder List, 8-18

using the toolbar’ sdial field, 12-2
while on another call, 3-4, 4-11
with hands-free answering, 4-5
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Q

Queue Monitor view, B-8, C-3
Queue Statistics pane, C-7
queues
personal statuses for agents, 9-4
signing in and out, B-2
statistics by phone, c-14
supervising overview, C-2
tabs for in Extensions view, 10-3
viewing statistics online, C-3
voice mailbox for, c-19

R

ready, marking yourself in ACD workgroups, D-2
receiving and handling queue calls, B-6
record button, 8-23
recording cals, 11-11
recordings
how to make and play, 8-23
options after making, 5-7
redialing your last call, 3-5, 6-3, 12-8
remote phone use
** instead of Flash, 6-3
hold command, 6-3
logging off, 6-3
logging on, 6-3
placing callsthrough TeleVantage, 6-4
redialing numbers, 6-3
renaming Client items, 8-14
replying to voice messages
using the Client, 13-5
using the phone, 5-5
reporting on Call Log, 14-9
reporting problems, F-1
reset times for queue statistics, C-11
returning your last call, 3-5, 12-8
right-clicking, 8-12
ringback, 4-8, 11-9, 18-7

ringer
changing pattern of, 18-9
customizing duration of ringing, 18-8
turning off with personal statuses, 9-7
ringing phone, answering another, 4-4
routing lists
overview, 15-7
actions, 15-11
active, 15-9
incal rules, 17-8
caller options while following, 15-8
creating, 15-10
final actions, 15-12
greetings and final actions, 15-14
and hands-free answering, 4-5
mobile phone issues with, 15-8
personal status default, 15-10
prompting for password, 15-12
prompting to accept or decline, 15-12
routing calls to workgroups, 15-13
Standard, 15-9
Routing Lists view, 15-9

S

scheduling

cal rules, 17-6

notifications of voice mail, 13-15
screening calls

with call announcing, 4-2

with the Client, 11-6
screening voice messages

using the Client, 11-6

using the phone, 4-2
screen-pops for calls, 1-3
Select Station dialog box, 8-5
Server, specifying when logging on, 8-4
shared folders, viewing, 8-22
shared voice messages, deleting, 8-22
sharing stations, 7-2
sharing views and folders, 8-20
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shortcutsto dial calls, 12-9
showing

columns, 18-15

toolbar buttons, 18-17

window elements, 8-9
signing in and out, B-2
silent hold, 4-11
speakerphone, as intercom, 3-6
speakers, audio output from, 8-9
speed dial shortcuts, 12-9
speed-dialing, 12-5
Standard routing list, 15-9
station ID

defined, 8-4

finding out for aphone, 8-4

specifying when logging on, 8-4
stations, sharing, 7-2
statistics for queues

displayed, Cc-3

when reset, C-11
status bar, 8-8
statuses. See personal statuses
stop button, 8-23
stutter dial tone

defined, 5-2

turning on and off, 13-11, 18-12
supervised transfers

defined, 4-8

using the Client, 11-9

using the phone, 4-8
supervising

changing agents’ persona status, C-18

monitoring, coaching, and joining agents’ calls, C-15

overview, C-2
without receiving calls, C-2

synchronizing with Microsoft Exchange Server, 13-7

System Hold Greeting, 15-13

T

tabs
in Cal Monitor view, 11-3
in Extensions view, 10-2
TAPI Service Provider. See TeleVantage TAPI Service
Provider
telephone commands
overview, 1-2
after making arecording, 5-7
call handling commands, 4-7
selecting language of, 18-3
silencing during hold, 4-11
tables
call announcing commands, A-1
call handling commands, A-1
personal status selection, A-8
quick call commands using *, A-3
voice mail/account menu, A-7
VOiCce message commands, 5-4
when answering a call with call announcing, 4-2
TeleVantage
overview, 1-2
account management commands, A-7
documentation, 1-5
feature comparison table, 1-4
logging on from remote phone, 6-3
logging on using the Client, 8-3
logging on using the phone, 5-3
online booksfor, 1-6
online Help for, 1-5
options for accessing, 1-2
PDF filesfor, 1-6
reporting problems with, F-1
Server, specifying, 8-4
using on Macintosh and UNIX, 1-3
TeleVantage Call Center Administrator’s Guide, 1-5
TeleVantage Client
overview, 1-3
columnsin, 18-15
customizing for Operators, 18-13
exiting, 8-6
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TeleVantage Client (cont’d.) U
hiding and showing window elements, 8-9
layout, 8-7
logging on using, 8-3
reporting problems with, F-1
Server, specifying, 8-4
starting using with command line switches, E-1
using commandsin, 8-12

undel eting voice messages, 5-3
UNIX, using TeleVantage on, 1-3
"Unknown" callers, associating with contacts, 16-9
unparking calls
using the Client, 11-12
using the phone, 4-11

using drag-and-drop in, 8-14 urgent voice messages, 13-8

using on Macintosh and UNIX, 1-3 Using TeleVantage, 1-5

using remotely, 6-5

views, 8-9 V
TeleVantage Contact Manager Assistant, overview, 1-3 oy b
TeleVantage Developer’s Guide, 1-5 adding foldersto, 8-18
TeleVantage Pocket Reference Card, 1-5 customizing, 18-14
TeleVantage QuickStart Guide, 1-5 defined, 8-8
TeleVantage TAPI Service Provider views

overview, 1-3 overview, 8-9

using from other contact manager adding Calls paneto, 8-11

applications, 16-12 columnsin, 18-15

TeleVantage Web Client list of, 8-10

overview, 1-3 opening, 8-9

accessing, 8-2 opening in new windows, 8-11
title bar, flashing on incoming calls, 18-10 sorting by column, 18-16
toolbar visitor, logging on as, 8-5

overview, 8-8 voicefiles

dial field on, 12-2 importing and exporting, 8-24

hiding and showing buttons, 18-17 recording and playing, 8-23
transferring calls voice mail

announcing name of person doing the transfer, 18-5 for ACD workgroups, D-4

blind or supervised, 4-8 sending acall directly to

one of multiple, 4-9 using the Client, 11-6

tips for Operators, 11-10 using the phone, 4-9

using drag-and-drop, 11-9 sending all callsto, 4-11

using the Client, 11-9 voice mail/account menu commands, A-7

using the phone, 4-8 voice mailbox, viewing size of, 13-9

without talking to the caller first, 11-7
trianglesin audio controls, 8-23

voice message folders, 13-3
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VOiCce messages Voice Messages view

adding notes to, 13-8 overview, 13-2

associating with a contact, 13-7 sharing, 8-20

bookmarks, 8-23 voice over |P. See Internet calls

and call forwarding, 15-6 voicetitles

caller options while leaving, 2-3 avoiding "Please say your name" prompt with, 4-3
calling back using the Client, 13-6 capturing for contactsin their own voice, 16-10
calling back using the phone, 5-6 recording for contacts, 16-7

deleting shared, 8-22 recording for yourself using the Client, 18-3
deleting using the Client, 8-13 recording for yourself using the phone, 2-2
deleting using the phone, 5-3 voice-first answering, 4-6

e-mailing, 13-6

forwarding using the Client, 13-4
forwarding using the phone, 5-5
from caller’s point of view, 5-7

voice-mail greetings. See greetings
VOIP. Seelnternet calls

VOX format, 8-24

VPN, with TeleVantage Client, 6-5

heard, 13-7

listening to using the Client, 13-3

listening to using the phone, 5-3 W

listening to while caller leaves, 4-2, 11-6 WAV format, 8-24

new, indications of, 13-11 Web Client. See TeleVantage Web Client
notification of, 13-12 Wherel Am

options while listening to, 5-4 default, 9-13

playback order of, 18-12

playing a sound for, 18-12
playing a sound for new, 13-12
private, 13-8

replying to using the Client, 13-5
replying to using the phone, 5-5
scheduling notifications, 13-15
screening using the Client, 11-6
screening using the phone, 4-2
sending using the Client, 13-10
sending using the phone, 5-6
setting maximum length of, 13-9 setting to appear as Extensions view tab, 16-17
space for, 13-9

synchronizing with Microsoft Exchange Work.groups view, 16-16
Server, 13-7 working remotely, B-9

in personal statuses, 9-7

inrouting lists, 15-11

with call forwarding, 15-2
windows, opening viewsin new, 8-11
workgroups

overview, 16-14

answering another ringing phone within your, 4-4

benefits of using, 16-14

personal and public, 16-15

placing calsto, 12-3

routing calsto, 15-13

undeleting, 5-3

unheard, 13-7

urgent, 13-8

viewing contact record for, 13-6
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