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What is IPFX for Outlook?

IPFX for Outlook is a powerful, easy to use tool that lets you access your
personal voicemail mailbox and Call and Contact Centre facilities from
within Microsoft Outlook 2000, 2003 or XP.

IPFX for Outlook centralizes your communication tools by merging your
e-mail software and your voicemail mailbox into one system. Using IPFX
for Outlook you can access your voicemail messages from within your
email client's InBox. Just double-click on a voicemail message to have it
played through your computer speakers or telephone handset.

IPFX for Outlook also allows you manage information about your location
and availability, and to view the locations and availability of your
colleagues and other internal extensions, including Call Centre Queues
and Agents (if applicable).



About This Guide



Who This Guide Is For

This guide is for anyone who uses the IPFX for Outlook product.

IPFX Administrators will find additional information about configuring
gueues and extensions in the IPFX Administrator Guide.
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What this guide covers

This User Guide will show you how to:

m Start IPFX for Outlook.
= Use Locations to:
= handle incoming calls when you are away from your desk.
= provide your callers and colleagues with information about your
availability.
m Use the IPFX Toolbar to:
= view information about your colleagues' availability.

m dial, answer calls, transfer calls and more using your computer
instead of your phone.

= Add Shortcut buttons to your IPFX for Outlook toolbar, so you can
dial your contacts with a single mouse click.
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Phone limitations

The IPFX system is designed to work best with Cisco 7940 and 7960 IP
phones, and with IPFX Softphones.

Other phone types (for example, Cisco 7912 and 7905 phones, and ATA
phones) have limitations that prevent them from being fully integrated
with the IPFX client.

Any phone type that is not a Cisco 7940/60 or an IPFX Softphone will be
unable to perform the following functions:
= Dialling directly from the Client.

(Instead, the user's phone will ring first, and must be answered before the
outgoing call will proceed).

= Holding, Resuming, and Answering calls from a Client.
= Performing Supervised Transfers from the Client.

(Note that Cisco 7912 Phones are able to perform blind transfers from
the Client, provided the Do Not Allow Supervised Transfers option is
selected in the client).
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Typographical Conventions

Before you start using this guide, it is important to understand the terms
and typographical conventions used in the documentation.

The following kinds of formatting in the text identify special information.

Formatting
convention

Triangular Bullet(d)
Special Bold
Emphasis

CAPITALS

KEY+KEY

QO

Type of Information

Step-by-step procedures. You can follow these
instructions to complete a specific task.

Items you must select, such as menu options,
command buttons, or items in a list.

Use to emphasize the importance of a point or for
variable expressions such as parameters.

Names of keys on the keyboard. for example,
SHIFT, CTRL, or ALT.

Key combinations for which the user must press
and hold down one key and then press another, for
example, CTRL+P, or ALT+F4.

Information that applies to the IPFX Director
platform only.

Information that applies to the IPFX for
CallManager platform only.

Information that applies to the IPFX for NEC
platform only.
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Getting Help

Press F1 within any IPFX screen for online product help.

Log a call with our Helpdesk if you have questions or problems using an
IPFX product.

IPFX Limited (previously known as Performance Solutions) ABN 85 083
372 696

Postal Address: PO Box 105 079, Auckland Central, New Zealand
Website: http://www.ipfx.com

Sales/Channel Enquiries: sales@ipfx.com

New Zealand Help Desk: e support.nz@ipfx.com p +64 9 357 1155

Australia Help Desk: e support.au@ipfx.com p +61 2 9779 3998 or 1300
737 367

United Kingdom Help Desk e support.uk@ipfx.com p 0870 850 2058
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Before You Begin

Before you use this IPFX product, we recommend you set
up your voicemail mailbox via your telephone. To do this:

1.

Dial your voicemail mailbox number (check
with your Network Administrator if you do
not know the number)

Enter a new Password (PIN number)
followed by the # key.

Passwords should:
m be 4-15 digits in length
m not start with O
m be a number you will easily remember
m be a number that only you know

Press # again to confirm your Password or
re-enter a new one

Record your full name after the tone. At
the end of your recording press #

Example: John Smith #

Note: Your name may have already
been recorded for you. If so, skip to
step 7

Press 1 to Listen to your name; or
Press 2 to Re-record

Press # to Continue (when satisfied with
the name recording)

Record your standard greeting (after the
tone)

Example: "Hi, this is John, sorry I'm
currently unavailable. Please leave me a
message and | will return your call as soon
as I can. Or press 0 to transfer back to the
operator"

At the end of your recording, press #



9. Press 1 to Listen to your greeting; or
Press 2 to Re-record

10. Press # to Finish and Hang Up (when
satisfied with your greeting)

For information about using voicemail via the phone itself,

refer to the separate IPFX Voicemail (Phone only) User
Guide.

Phone Forwarding (NEC Only)

Please do the following action to
activate Phone Forwarding:

1. Lift Handset
2. (
3. Replace Handset

I’ h
Accesz your Yocemail
mailboy [check the number
with your Administratar if
you do fat knoe it

Enter pour new Password
[FIM Mumber]

Continue
I

[ Record your Mame [First ’

Mame and Surmame only]

88

Lizten Re-record

Continue
I

Record your standard
Greetng

=
Re-recaord

Ligten



Starting IPFX for Outlook

IPFX for Outlook loads automatically when you start Microsoft Outlook.



Security Warning - Windows XP SP2

If Windows XP Service Pack 2 is installed on your PC, the following
Security Alert screen will appear upon installing the IPFX product for the
first time:

Security Alert | .

C, To help protect your computer, Windows Firewall has blocked this

{ programfrom receivingunsolicited information from the Internet or
a network.

Mame:  [Program Mame]
Publisher: IPFX Limited

£ Unblock this program
{ Keep blocking this program

{ Keep blocking this program, but ask me again later

Leam more about ‘Windows Feewall )¢ |

To use your IPFX product, you must:

= Select Unblock this program.
= Click OK.

Starting IPEX for Outlook
Passwaord Verification




Password Verification

When the IPFX product loads, you will be prompted to enter a Password
(PIN number).

1. Check that extension number shown in the Password Verification
dialog box matches the extension number of your phone. If the
extension numbers are different, change the number in the box's
Extension: field so that the numbers match.

2. Enter the voicemail mailbox password that you have previously set
up on your phone and click OK.

Password Yerification x|

Please enter an extension number and
password that is walid,

Extension: 415

Password: I

Save Password [ 1

(] 4 Zancel |

To bypass the password prompt each time you open the
IPFX product:

Tick the Save Password checkbox. You will no longer be prompted for a
password.
To change your saved Password:

Click on the CTI Options button and select the Change Password button
from the General tab.

If you your password, anyone with access to your
computer will be able to open the IPFX product.

Starting IPEX for Outlook

Security Warning - Windows XP SP2




Using locations
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What are locations?

The IPFX system allows you to place yourself at one of up to 10
locations. Locations describe your current availability: "in the office”, "in a

meeting”, "gone out" and "on sick leave" are all examples of locations
that you can choose to describe your whereabouts.

The IPFX system will inform colleagues and callers of your current
location and, in most cases, of your expected return time.

By setting your location, you also tell the phone system how you want to
handle incoming calls while you're away from your desk. For example: if
you have "gone out", you might want to immediately divert callers to your
mobile phone; if you are "in a meeting"”, you may prefer to have callers
leave you a voicemail message instead; if you are "on sick leave", your
voice mail system might invite callers to leave a message, but also give
them the option of diverting to your home number for urgent matters.
These are just examples the settings for each location are entirely
configurable.
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Locations and default
return times

Setting your location in
IPEX for Outlook

Returning from a location

Setting another extension's
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Operator Instructions

Editing your Location
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IPEX MS Exchange Out of
Office Assistant Integration
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Locations and default return times

Location

L]
(a8

Queue (Yellow phone)

Note: The Queue location
is only available if the Call

and Contact Centre
module has been
purchased.

Office (White phone)

%

In A Meeting

& or ;.H.;

Do Not Disturb or Prime
Time

Gone Out

&

Gone For Day

¥

—

On Leave

2

Sick Leave

»
On A Break

7

Away On Business

Default return time

N/A. You will generally remain logged into
your queue until you manually set yourself
to a different location.

N/A. Office is the default location: you are at
your desk. Your location will remain in the
"Office" state until you manually set yourself
to a different location.

However, the system will assume that you
have left your desk or are otherwise
occupied if you do not use your keyboard or
mouse for a while - 5 minutes by default.

While the system believes that you are
away from your desk, people viewing your
location information will see a small clock
superimposed over the white phone icon.

Moving your mouse or using your keyboard
will immediately return your location to the
normal Office status.

1 hour

1 hour

Note: The Prime Time module must be
purchased separately.

1 hour

Beginning of business, the next day.

Beginning of business, the next day.

Beginning of business, the next day.

15 minutes.

Beginning of business, the next day.

Break Codes: declaring a
specific type of break

On some systems, you may
be able to set your location to
a specific type of break using
the On a Break location
button. For example, you may
be able to set your location to
a lunch break, or a coffee
break. The On a Break
location may even be used to
indicate other absences from
your desk: you might be
attending a fax machine, or
collecting company mail from
the post office. These specific
types of break are called
break codes.

You can tell whether break
codes are available on your
system by examining the On
a Break icon in your Location
screen. If your On a Break
icon has a drop-down menu
arrow on the right side of the
icon, then your system
supports break codes.

[i -

If you do not see a drop-down
arrow on your button, then
break codes have not been
enabled for your system.

To set your location using a
break code, click the arrow
beside the On a Break button
and select your break code
from the drop-down menu:



® 1

Zoffee break
Lunch break,

Note: Your IPFX
Administrator can add and
edit break codes.



Setting your location in IPFX for Outlook

To set or change your location, open the Location screen by clicking on
the Location button in the IPFX for Outlook toolbar:

-+ Location _ﬁj Directary gj QUEUES Di’
See Also
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Returning from a location

Most locations expire after a certain amount of time - the Office and
Queue locations are the obvious exceptions.

You can choose how your IPFX client deals with an expired location. The
client has two possible settings:

= Manual return (the default). When configured for manual return, the
client will display a Location Expired window when your location
expires:

Location Expired

“our location [In A kMeeting) haz expired.

Wwhould vou like to set a new location now?

= & Q%P

Office GQueue | Cther Later

Click Later to be reminded again: |G&ylaii=

Your location will remain at the ‘expired’ location until you select one
of the following options:

= Click the Office or Queue buttons to set your location to Office
or Queue respectively.
= Click the Other button to set yourself to any other location.
= Select a number of minutes from the drop-down menu and click
Later to postpone your return for the allotted time.
= Automatic return. Alternatively, your IPFX client can automatically
set your location to Office when a location expires. To turn on

Automatic Return, open the CTI Options screen and check the Auto
Return Location checkbox in the Popups tab.

Using locations




What are locations?

Locations and default return times

Setting your location in IPEX for Outlook

Setting another extension's location

Operator Instructions

Editing your Location settings in Outlook

Changing your extension's properties

Call Profiles
IPEX MS Exchange Out of Office Assistant Integration

Calendar Functionality




Setting another extension's location

In addition to being able to set your own location, you can set or change
the locations of your colleagues.

Using locations

What are locations?

) ) Locations and default

Setting another extension's Setting vour location in
location using Outlook's IPEX for Outlook
Extension Shortcut Toolbar

Returning from a location

Setting another extension's

location in Outlook using
the Directory Editing your Location
settings in Outlook

Operator Instructions

Setting a location for

multiple extensions with Changing your extension's
Outlook properties
Call Profiles

IPEX MS Exchange Out of
Office Assistant Integration
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Setting another extension's location using Outlook's
Extension Shortcut Toolbar

If you have added a colleague's extension to your Extension Shortcut
Toolbar, you can use that shortcut to change your colleague's location:

™~ | % Aynslie Gl g Chu Sau-Tung %“‘i" Tayanita Creek 77 Koorongrones 53'*'3' Moor Hafeez 3 Torometi Tuki Para

1. Press and hold the CTRL key on your keyboard, and click on the
Shortcut button for the extension whose location you wish to change:

The Location screen will appear:

Location - Koorong Jones (305)

2 ¢ILAE

e Bl tarchzoos April 2006

G:00 AM ES

3:15 AM Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sak Sun
1 2 3 4 5 1 2

Tl & 7 8 9 10 11 12 3 4 5 & 7 & 9

e 13 14 15 16 17 18 139 10 11 12 CEeE» 15 16

Q;SDP.M 20 21 22 23 24 25 26 17 18 19 =20 21 22 23

2145 AM 7 28 29 30 3 2452526 127 282930

10:00 AM

10:15 AM W

Sick Leawve il Friday April 14, 2006 at &30 AM

Dperator Instructions Clear

2. Click on a location button to set a new location for this extension.
3. Click OK to save the new location.

Setting another extension's location

Setting another extension's location in Outlook using the Directory




Setting a location for multiple extensions with Outlook




Setting another extension's location in Outlook using the
Directory

You can change any extension's location from the Directory:
1. Click on the Directory button on the toolbar.

_ﬁj Directory

The Directory screen will appear:

“E' Extension Directory [Techwrite01] |:||E| §|
Fle Edit Action ‘iew Help

oy Techwrited! ([ view Queues - [ ol - & [8 = F= 62

Eutens | Title | First Mame Last Hame Department Location Return Time Reaion
& 0 Operator Operator Office Local
a& 30 bz Fayola Lawal Office Local
W a0 Mz Apngle Gill Auway On Buzine 08:30 am Sunday, © Local
» 303 b Chu Sau-Tung On & Break 0200 pm Today  Local
an 304 bz Tayanita Creek, Office Local
& 505 Mr Koomong Jones ; Local
n 306 Mz Moor Hafesz it L [‘\\\'S | Local
& 307 bMr Torometi Tuki  Para Call Contral ¢ Local
]
Email
Insight
Meetme Conferences
Chat
Yiew Pickure
% Custamise Prinkaut, .
EJ_ Prink Presiew, ..
Properties

Right-click on the extension whose location you want to set and
select Set Location from the context menu.

The Location screen will appear:



Location - Koorong Jones (305)

® R eP ¢ @@[ﬁ»”ﬁ’?

g EE  March 2006 aprilzoos [N
G:00 AM ES
3:15 AM | |Mon Tue Wed Thu Fri Sak Sun Mon Tue MYed Thu Fri Sat Sun

1 2 3 4 5 1 2

Tl & 7 8 9 10 11 12 3 4 5 & 7 & 9
e 13 14 15 16 17 18 139 10 11 12 CEeE» 15 16
Q;SDHM 20 21 22 23 24 25 26 17 18 19 =20 21 22 23
2145 AM 7 28 29 30 3 2452526 127 282930
10:00 AM
10:15 AM W
Sick Leawve il Friday April 14, 2006 at &30 AM
Dperator Instructions Clear

2. Click on a location button to set a new location for this extension.
Click OK to save the new location.

Setting another extension's location

Setting another extension's location using Outlook's Extension Shortcut
Toolbar

Setting a location for multiple extensions with Outlook




Setting a location for multiple extensions with Outlook
You can set multiple extensions to the same location using the Directory.
Click on the Directory button:

_ﬁj Directory

1. Hold down the CTRL key and click on the extensions whose
locations you wish to change.

2. Right click on selection to display the shortcut menu:

& Extension Directory [Techwrite01]
- Fle Edit Action iew Help

:j i Techwerited1 m Wiew Queues - H 75 Dial - % El ;E FE 55

LEX

Eutensi | Title Firzt Mame Last Hame Department Location Retum Time Region
= i] I:Iperatlnr ' Operator . [Office ' Local
E Fayola Lawal (ffice Local
G buynzlie dumay O Buging 08:30 am Sunday, © Local
o Chu Sau-Tung [ffice
& o4 hs T ayanita Creek. -
308 b K.oorong Jonez FEAL e, D:-.; Local
i 308 [T E Moar Hafeez Zall Contral ¢ Local
& 307 b Torometi Tuki - Para Local
4

Email
Insight
Meetme Conferences
Chat
Wiew Pickure
% Customise Printout. ..
E{ Print Prexiew. .,

Properties

3. Select Set Location...

The Location screen belonging to one of the selected extensions will
display:



Location - Tayanita Creek (304)

\,ln’ r
'--""T-‘ 5 d F @7 ﬁ & - ? Fisey
i ===§ @ Q -9 ﬁ" g ﬂﬁ
g EE  March 2006 aprilzoos [N
11:00 AM -
11:15 &AM | |[Mon Tue Wed Thu Fri Sak Sun Mon Tue Wed Tho Fri Sat Sun
11:30 AM 1 2 3 4 5 1z
ol & 7 & 9 10 11 12 3 4 5 & 7 & 9
e 13 14 15 16 17 18 19 10 11 12 13 14 15 16
12130 PM 20 21 22 23 24 25 26 17 4EM 19 20 21 22 23
12145 M 27 28 29 30 31 24 25 26 27 28 29 30
1:00 PM -
115 PM w
In & Meeting till Tuesday April 158, 2006 at 11:30 AM
Dperator Instructions Clear
(] 4 | Zancel |

4. Click a location button to set a new location for the selected
extensions.

5. Click OK.
The Set Multiple Locations screen appears:

Set Multiple Locations

\g/ Do wou want to apply this location change to all selected extensions 7

6. Click Yes.
All the selected extensions will now show the new location.

Setting another extension's location
Setting another extension's location using Outlook's Extension Shortcut




Toolbar
Setting another extension's location in Outlook using the Directory




Operator Instructions

There may be times when you wish to provide members of your
organization with more information about your whereabouts than a simple
Location can convey. In these cases you can use Operator Instructions to
supply additional information about your situation.

Operator Instructions are notes attached to your location profile. They
can be read by all Clients in the network.

Examples of Operator Instructions:
= "Working from home today."

= "On-site at XYZ company. Can be reached on my mobile if urgent."

= "In Singapore all week. Jenny to handle the VIP account while I'm
away."

Note: Operator Instructions do not expire automatically. When Operator
Instructions are no longer relevant you should remove them manually.

Using locations

What are locations?

Locations and default
return times

Setting your location in

In This Section IPEX for Outlook

. m Returning from a location
Entering and Editing

Operator Instructions Setting another extension's
location

Viewing Operator B _
Instructions Editing your Location

settings in Outlook

Changing your extension's
properties
Call Profiles

IPEX MS Exchange Out of
Office Assistant Integration
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Entering and Editing Operator Instructions

You can enter and edit Operator Instructions for your own extension, or
for any extension in the Directory:

1. Open the Location screen for the extension whose Operator
Instructions you wish to modify:

= To open your own Location screen, click on the Location button
in Outlook's Phone Control toolbar.

= To open another extension's Location screen, open the
Directory window by clicking on the Directory button in Outlook's
Phone Control toolbar. In the Directory window, right-click on the
extension whose Operator Instructions you want to modify and
select Set Location...

2. Click inside the white text box below the words Operator Instructions
and type in your message:

Location - Aynslie Gill (302)

28l e

e BN  Marchzoos aprilizoos
G:00 AM ES
3:15 AM Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sak Sun

1 2 3 4 5 1z

Bid43 AM & 7 & 9 10 11 12 3 4 5 & 7 & 9
e 13 14 15 16 17 18 19 10°.11. 12 13 14 15 16
330 AM 20 21 22 23 24 25 26 17 oo 19 20 21 22 23
945 4M 27 28 29 30 3 24 25 26 27 26 29 €
10:00 AM
10:15 AM [
Away On Business kil Sunday April 30, 2006 at §:30 AM
Dperator Instructions Clear

Meeting YIP clients in Singapore - direct enquiries about the K45 account o Fayola,

(] 4 Zancel

3. Click OK.



Operator Instructions
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Viewing Operator Instructions

Operator Instructions for any extension can be read from that extension's
Location screen.

Operator Instructions can be also be read from the Directory.

To enable Operator Instructions to be viewed from the
Directory:

1. Open the IPFX Options screen by clicking on the CTI Options
button in Outlook's Phone Control Toolbar.

£ CTI Options '

2. Click on the General tab of the IPFX for Outlook Options screen.
3. Check the box marked View Operator Message Indicator.



B IPFX for Outlook Options X

IPF% for Outlook
Yersion 4.3.1,1020

You should not change any settings on this screen unless yvou fully understand the implications of what vou are doing,

I hebwark ] Papups ]

[¥ Sef my Location From Appaoinkments (based on Keywords) Wy Yiew Operabor Message Indicatar

[ Create Appointments From Locations a E

[ Show Yirbual Quenes
= A Skatus Ti irut

[ Synchronise Conkacts st )

v &uko Answer Picked-up Calls |3E|_ Days in advance to Synchronise Calendar Appointments

[¥ Show Telephony Group

Max Shorkcuts per linge

[ Use cuskom Folder For voicemail synchronisation:
[ Enhanced Cirectary | J
= Inbox

v Qutlook owns Interface
v Client Logging

[ Do nat allow Supervised Transfers

hange Password Synchronise Contacts Customize Directory Yiew,., ok Cancel

Reset Toolbars

4. Click OK.

To view Operator instructions from the Directory:

Ared dot to the right of an extension number indicates that Operator
Instructions are available for that extension.

Rest the mouse pointer over the dot to read the Operator Instructions:



E Extension Directory [Techwrite01]
File Edit Action iew Help

oy Techwrite0? [ view cueves - [ o - S[8 = F= 65

Title First Name

Eutens Last Mame Department Location Return Time Reqion

o Opeator  Operstor Office local

A am bz Fayola Lawal InAMesting  11:30am Today  Local

g tﬁDE bz Aynslie Gil Away On Busine 08:30 am Sunday, © Local

Mesting VIP clents in Chu Sau-Tung InAMesting  11:30am Today  Local
Singapore - direct enguines : : :

P e Tavanita Creek, In.fj‘-. Meeting  11:30am Today  Local

Fapala. F.oorong Jones (ffice Local

Moo Hafeez Office Local

Torometi Tuki Para Hueue Local

Operator Instructions

Entering and Editing Operator Instructions




Editing your Location settings in Outlook

Location settings enable you to control how the IPFX system handles
incoming calls.

To access your Location Settings, click on the Location icon on your
toolbar:

-+ Location _ﬁj Directary ﬁj QUEUES Di'

To edit your location settings:
1. Start from your location screen:

Location - 301

Tirne
m - -
Cadb
L
Office
Dperator Instructions Clear
(0] 4 | Zancel

2. Click on the Settings icon: '
3. The Location Settings screen appears:



301 - Location Settings

‘ [na Meeling] Frime Time ] Gone Out l Gone For Day l On Holiday l Sick Leave | Ona Break | Away On Business
Diversion Motifications of New Messages
0 Maotificati
(: e E_USP B " . Ilcr: ons Mate: Meszage waiting lights
[mmediately L Bt function independently of your
INa atificstion | nofication settings. It
supported by yvour PABX you can
Divert T |Woice Mail j Urgent Messages enahle or dizable this festure
|Same A= Marmal j using Preference Seftings from
Greetings the: hiain tenu.
(¢ Standard Recard o
” re— Motification Times
Busy Fecord (+ Al Hours
(" Buginess Hourg
Hame Frecard
= (" Cugtom
Caller Transfer Keps i ’——|
0 Operstor v
: v
1 |A3300|ate j ™
2 Mokile Phone | v
3 |Hnme.l'0lher j S
v
4 |Pager Service j
Details ‘ Phone Mumbers Properties | ak. Cancel ‘ Apply to Al

Each location can be configured separately. Click the location tabs at the
top of the Locations Setting screen to change your settings for different
locations.

The Location Settings options are described below.
Diversion

Incoming calls to your extension can be diverted to a new destination
while you are at the selected location.

Drivert To:

Azzociate
Maobile Phone
HomeiCther
Pager Service

= |If you can usually answer calls to your extension at the selected



location - the "Office" location, for example - you will probably
choose to divert calls After Busy or No Answer. The system will
attempt to deliver incoming calls to your extension, and will only
divert if you are unable to take the call.

= |f you do not expect to be able to answer calls to your extension from

the selected location, choose to divert calls Immediately. Calls will
be instantly diverted; your extension will not ring.

= Click on the Divert To combo box and select a destination for the
diverted calls:

= Voice Mail - diverts calls to the IPFX Voice Mail system, where
callers may leave you Voice Mail messages, or attempt to
contact you using Caller Transfer Keys (see below).

= Operator - diverts calls to the operator.

= Associate - diverts calls to the extension you have set as your
Associate.

= Mobile Phone - diverts calls to the number that you have set as
your mobile phone.

= Home/Other - diverts calls to the number that your have set as
your Home/Other number.

= Pager Service - diverts calls to the number that you have set as
you Pager Phone number.

Note: If your company policy forbids off-site transfers, you will only be
able to divert your calls to Voice Mail, Operator, or Associate.

Greetings

Greetings are recorded messages that the system plays to callers when
they reach your Voice Mail.

The IPFX system allows you to record a number of different greetings:

» A generic Standard greeting. "Hi. I'm sorry | can't take your call right
now..."

You will have recorded your Standard greeting when you first set up
your Voice Mail mailbox.

Callers will receive your Standard greeting if you have not recorded
(or you choose not to use) location-specific greetings.



= A Busy greeting. "I'm sorry, I'm on another call at the moment..."

The Busy greeting is played if your extension is off-hook and the
Inform Caller of Busy/INo Answer checkbox is selected in your
Properties/Options tab. If you have no Busy greeting recorded, your
Standard greeting will be used in its place.

m Several location-specific greetings. "I'm sorry, I'm currently in a
meeting", "I'm sorry, you've called while I'm on sick leave...", etc.

For each location, you can choose whether the caller hears your
Standard or location-specific greeting.

= A Name greeting. The Name greeting simply states your name, and
will have been recorded when you first set up your Voice Mail

mailbox.
Greetings
& Standard Recaid
" DOffice Recod

Busy Aecord

Name Aezord

To hear, record, or delete your location-specific greetings, click on the tab
of the location associated with the greeting and click the Record button
beside the greeting you wish to hear or modify. Your phone will ring, and
a voice prompt will guide you through the process of listening to or
recording your greeting.

Note: After recording your greeting, press the # (hash) key on your
phone. This ensures that no gaps are left between your greeting and the
beep that prompts a customer to record their message.

Caller Transfer Keys

You may wish to provide callers with alternative means of reaching you,
should they reach your Voice Mail. Caller Transfer Keys enable callers
themselves to transfer their call to range of pre-set destinations.

Callers can always reach the operator by pressing 0 from within your
Voice Mail. For each location, you may assign other transfer destinations
to the keys 1-4.

If your company policy forbids off-site transfers, you will only be able set
your Caller Transfer keys to internal extensions (i.e. Another Extension
and Associate). Otherwise, the full range of destinations will be available



to you:

Caller Transfer Keys

0 operator

1 |Assu:u:iate j
2 | Mobile Phone |
3 |H|:|me.|'0ther j
4 |F‘ager Service j

Mo Transfer
Another Extension
Azzociate

Maobile Phone
HomeiCther

= No Transfer - disables the selected Caller Transfer Key for this
location.

= Another Extension - the caller will prompted to enter an extension
number and will be transferred to that extension.

m Associate - transfers the call to the extension that you have set as
your Associate.

= Mobile Phone - transfers the call to the extension that you have set
as your Mobile Phone.

= Home/Other - transfers the call to the number that you have set as
your Home/Other number.

m Pager Service - transfers the call to the number that you have set as
your Pager Phone number.

Click on the drop-down menus to assign destinations to the Caller
Transfer Keys. You must set the keys for each location separately.

The existence of Caller Transfer keys is not announced to the caller
unless you yourself mention them in your recorded greeting. You are
encouraged describe any the Caller Transfer options in your greetings if
you wish callers to make use of them. For example: "I'm sorry but I'm
away on sick leave. Please leave a message after the tone. Or, if you are
enquiring about a marketing issue press 1 to speak to our Marketing
Manager, Tayanita Creek. For urgent matters, press 2 to contact me on
my mobile phone, or 3 to reach me on my home number..."

Notifications of new Messages



Notifications are used to alert you (or a colleague) to the fact that a caller
has left a message in your Voice Mail mailbox. Notifications function
independently of the Message Waiting Light on your phone.

You can choose how (or whether) notifications are sent.

Notifications for each location are configured separately: you might
choose to receive message notifications on your mobile phone when you
are "away on business", to have notifications sent to an Associate when
you are "on holiday", and not to receive notifications at all while you are
"in the office", for example.

Click in the Normal Messages drop-down box to select how you will be
alerted to new Voice Mail messages of Normal priority:

Motifications

Maormal Messages

Mo Matification |
Mo Motification !
Ring Office

Ring A=z=zociste

Ring Mokile Phone

Ring HomeOther
Ring Pager
Zearch List

= No Notification - you will not be notified of new, Normal priority,
Voice Mail messages.

= Ring Office - the IPFX system will call your office extension to
announce the message.

= Ring Associate - the IPFX system will call the extension that you
have set as your Associate to announce the message.

= Ring Mobile Phone - the IPFX system will call the number that you
have set as your Mobile Phone to announce the message.

= Ring Home/Other - the IPFX system will call the number that you
have set as your Home/Other number to announce the message.

= Ring Pager - the IPFX system will send a message to the number
that you have set as your Pager Phone number to notify you of the
new message.

= Search List - you may provide a list of numbers, and the IPFX
system will attempt to call each number in turn until it is able to
deliver the message.



If you have selected any Notification type (other than the default No
Notification), the IPFX System will attempt to call the selected
destination in order to deliver newly-received Voice Mail messages. If the
call is not answered within 3 rings, the IPFX system will hang up and try
again every fifteen minutes until the Voice Mail message has been
delivered, or until one hour passes. If the message remains undelivered
after the first hour, the IPFX system will keep attempting to deliver the call
once per hour thereafter. The person who answers the notification call
will be prompted to enter your Voice Mail password. When the password
is entered, the IPFX system will play the newly-received Voice Malil
message.

Notifications for Urgent Voice Mail messages can be set to follow the same rules as for Normal
message (Same as Normal), or can be set independently.

Notifications can be restricted to specific times and days:

Holilicaticn Timos
" AllHours

" Busirwss Hous
& Cugom

,r;;‘::x ey T [1ZO0RM
g\fmm Ta  [Midoight  +|
[+ Faday
¥ Saludiy
¥ Sunday
All Hours (24 hours a day, 7 days a week)

8.00am to 5.30pm Monday to Friday

These can be changed to suit your business. You can also select your business

Business Hours hours to adhere to the local time zone or the CTServer timezone, eg: Main
Server is in Sydney, but your local time zone is in New Zealand - this affects
your location return times.

Custom Hours Actual days/times you want to be notified.

Notification times are based on the CTServer time which will be dependant on
Server Times your region settings as denoted in the Caution Note. For more information on
Server settings, please see your Administrator.

Using locations

What are locations?

Locations and default
return times

Setting your location in
IPEX for Outlook

In This Section Returning from a location




Prime Time Tab Setting another extension's

Try Mobile First location
Operator Instructions

Changing your extension's
properties
Call Profiles

IPEX MS Exchange Out of
Office Assistant Integration

Calendar Functionality




Prime Time Tab

Note: This feature only available if an IPFX Productivity Max (Primetime,
Insight etc) module is purchased.

The Prime Time location allows much greater control over incoming calls
than other locations.

While your location is set to Prime Time, you can choose to handle
incoming calls in the any of the following ways:

= have all calls go directly to voicemail mailbox; or

= have calls ring your extension or go to voicemail based on the
caller's identity or membership in a pre-defined group; or

= allow urgent calls to ring your phone, and have non-urgent calls go
to voicemail; or

= have all calls divert to voicemail, but allow selected callers the option
of transferring their call to your extension.

In order to take full advantage of this feature, you should create specific
groups of callers into levels of priority. Then checking/unchecking them
as required is very quick and efficient.

You can also edit and delete existing contact groups as required.

In a world that provides every mechanism for contact this first to the
market feature allows users to strategically manage their time and
achieve their workload.

Please refer to Location Settings' Changing Location Settings, but note
that for Prime Time the changes in your screen and functionality are as
follows.

The screen below shows the Location Settings Screen with the Prime
Time feature displayed:



489 - Location Settings g - X

| Gone Out I Gone For Day I On Leave I Sick Leawe | On & Break I Lway On Business

—Prime Time Caller Treatments ———— [~ Hotificationz of New Messages
i — Motificati

Hever I Llrgentl f—'-.lwaysl I Syne Dut OF Office N i Ilcr: i Mate: Message vwaiting lights
Mewver rings pour extenzion s aes function independently of your
Biiine IND Natification w||  notification settings. 1t

[™ Play Own Greeting Record | supported by your PABY vou can

T S Urgent Messages enable or disable this feature
[ Ungent Matification Pricarity; |5
ISame Az Mormal ;I uzing Preference Settings from

— Contact Groups Hie: hisin M S,

[ AllCalls

7] B — Motification Timesz

Delete Al Hours
Edit " Business Hours
¥ Custom

— Caller Transter keps W Monday Erii Igzm] AM v|

0 Operator % For Urgert v Tuesday Times

1 |Mobile Phane | V' ednesday To l5:3ﬂ PM a

V¥ Thursday
ZIHDmEJ'Other ;! ¥ Friday
3|N|:| Tran=fer ;! [ Saturday
[~ Sunday
4 IN::: Tran=fer ;!
Dietailz | Phone Numl:uersl Properties | oK Cancel | Spplyita &l

The screens below show the views when Never, Urgent, or Always tabs
are selected.

Note: If you select a Contact Group on one of the three tabs, Never,
Urgent, Always, this will clear that group from the other two tabs. A
Contact Group or All Calls can only belong to one tab selection at a time.

Never tab

Select Never to send all calls direct to your Voicemail. (i.e. You do not
wish to receive any calls.) Callers would get a generic "I'm sorry XXXX is
not available at this time, please leave a message after the tone or press
0 for an Operator".

Urgent tab

Select Urgent to allow callers the option of going to voicemail or, if
urgent, bypassing your location to ring your extension.

The caller identified within your contacts and/or All Calls is given an
option to press * 'star' if the call is urgent and then go through to your



extension. Callers would get a generic "I'm sorry XXXX is not available at
this time, please leave a message after the tone or press * if your call is
urgent. Alternatively press O for an Operator".

Always tab

Select Always to allow All calls if checked, and/or those groups or
contacts that are checked in the Contact Groups section, to ring your
extension. Callers would be automatically diverted through to your
extension, where as all other calls would go to voicemail as noted above.

418 - Location Settings

Office | InA Meeting ~Piime Time | &
— Prime Time Caller Treatments -
Mever ILlrgent] Alviays |
Mever nings vour extension

— Settings
[~ Plag Owini Greeting Ret

[ Urgent Motification Prioat

- Contact Groups —
[~ AllCalls

W
[ Test Group One

Note: Never, Urgent and Always all work in conjunction with the Prime
Time Location. If you require all calls to go to voicemail, but only a
specific number of callers to go immediately to your phone, then you can
create Contact groups to do just that as noted above.

For further information on setting up Contact Groups please refer to
Groups.

Editing your Location settings in Outlook
Try Mobile First




Try Mobile First

The 'Try Mobile First' feature allows a caller to ring through to a mobile
number before going to internal voicemail (or another diversion option).
How to Enable "Try Mobile First'

1. Ensure your mobile number is set in your extension properties
screen.

2. Open the Presence settings screen that corresponds to the presence
state for which you wish to enable Try Mobile First..

3. Click in the Try Mobile First box.

Note: You must check the Try Mobile First box for each
Location you require this feature to operate.

4. Click in the Ask Caller Name box if you wish the caller to be asked
to record their name.

When Try Mobile First is selected, the system will ring the mobile
number via a supervised transfer. The caller will hear the announcement
"Please hold while | transfer your call".

= |f the mobile is answered, the mobile user can choose to accept or
decline the call:

= "To accept this call press the # (hash) key now. Otherwise please
hang-up now".

m If #is pressed, the system completes the transfer and connects the
caller.

= |If # is not pressed, or the mobile is not answered, the system
cancels the transfer and follows the 'Divert To' option set under the
'‘Diversion’ section within Locations Settings.

= |f the Ask Caller Name option is set, the caller will be asked "May |
say who is calling please?"

= The system will then advise the caller to hold while it attempts the
mobile number.

= In this case, on answering the call the mobile user will be told "This
is a call from [caller's name].



= To accept this call press the # key now. Otherwise please hang-up

now".
Try Mobile First works in the following situations:

= When the user is in a Location which has the Try Mobile First option
set.

= When an Operator transfers a call to an extension which has the Try
Mobile First option set.

Try Mobile First will not work in the following situations:

= \When the extension's owner uses the PC client's Send to Voicemail
function to divert the incoming call to voicemail.

= When an Operator transfers a call to a user's Voicemail, via the
Console Client.

= When an Operator sends a Voicemail to a user, via the Console
Client.

Editing your Location settings in Outlook
Prime Time Tab




Changing your extension's properties



Details Button

Detailz

The Details button on the Presence Settings screen is a shortcut to the
Extension Properties' General tab.

&' 304 - Ms Tayanita Creek Properties

zeneral lQueues ] Mumbers ] Options ] Groups ] Details ] PAEX ] Hours ] Related ]

Enter personal information here.

Extension: |3E|4

| -]
|
i Title) (First} {Surname)

Marre: |M5 |Ta~;.-'anita |Creek ﬂ
Email: |t.creek@example.u:u::m

|
Position: |Markﬂting Manager

| =y

| =

| =

v 7

The above tab displays your Extension, Name, Email Address and
Position. Other options can only be changed by your IPFX Administrator.

Name

You can record or re-record your first and last name by clicking the icon
next to your last name. Your phone will ring and when you answer you
can either press 1 to listen to the recording or press 2 to re-record.

Email
Your email address must be entered in the Email field to enable



Voicemail messages to be sent to your email client.
Image

You can also embed a small picture of yourself into the Call Alert popup
screen (so other users will see a picture of you as well as your details).

Click on the button to browse/upload an image from your hard disk. Only
images under 50 kb in size can be used.

Changing your extension's properties

Setting up your mailbox phone numbers

Viewing Queue Properties

Properties
Groups Tab

Viewing Site Specific Details
PABX Tab

Hours

Related




Setting up your mailbox phone numbers
The Phone Numbers button is a shortcut to the Extension Properties
Numbers tab.
To enter your own contact numbers
1. Open the Extension Properties.
2. Click on the Numbers tab.

Note: Do not remove or change the Office Extension Number.

i 2103 - Ms Aynslie Gill Properties i =

General I Cueues  Mumbers |Optiu:uns I Groups I Details I PAEX I Hours I Related I

Enter the persons contact information here,
Cffice Extension: |21I33 Remaoke Access |

Associake: I

Mobile Phone: 6499876543

Home or Other: I

Pager Phone: I

Pager Type: IN'I'F'E j

3. Edit your phone details as required.

Note: Do not prefix your outside phone numbers with an outside line
number, eg: 1 or 0. Do not enter spaces, dots, gaps or dashes when
entering your phone numbers. And if networked with another site in



another country, ensure you enter the number with the country and area
code, i.e. +6493571218.

Changing your extension's properties

Details Button

Viewing Queue Properties

Properties
Groups Tab

Viewing Site Specific Details
PABX Tab

Hours

Related




Viewing Queue Properties

The screen shown below displays the Queue Access information as
viewed by a user. To make changes to this information, users should see

their IPFX Administrator or IPFX Supervisor Agent.

& 307 - Mr Torometi Tuki Para Properties

(ﬁ Enter default queue access information here,

cal |

Queue Description Access Skill | Start Time Skart

Work Time

401 Suppork Queue  Aukom; w« 9 ﬂlnstantﬂlnstant ﬂDeFauIt ﬂ

Changing your extension's
properties
Details Button

In This Section Setting up your mailbox
phone numbers

Changing Work Time

Properties

Auto Answer Queue Calls Grouns Tab

Personal Queue Priority




Viewing Site Specific
Detalls

PABX Tab
Hours
Related




Changing Work Time

Select the work time required from the drop-down list. This will ensure
that whenever you pick up or hang up the handset of your phone your
location will be set to work time for the time you specify in this section.
This is not a random work time feature, this is a default function for all

calls.

& 301 - Ms Fayola Lawal Properties
General Queues lNumI:uers ] Options ] Groups ] Details ] PAEX ] Hours ] Related ]

(ﬁ Enter default queue access information here,

cal |

QueUe Description Access Skill | Start Time Skart Work Time
Suppork Queue  (AutomdEl Monefed Inskant el Instant Bl Default

Work, bine: Drefault - add | Remove Queles
Aukto Answer Queue Calls: BELaEuIt 2% beconds,

2 Secondz !

5 Seconds ' '
Personal Queue Priority: 10 Seconds J 0%

15 Secondz e

gl
20 Seconds &
L

Note 1: The Queues section on the above screen is only visible by

Supervisors or Administrators.
Note 2: For random work time selection please refer to Work Time. For
Queue work time selection please refer to Queue Work Time.

Viewing Queue Properties




Auto Answer Queue Calls

Personal Queue Priority




Auto Answer Queue Calls

If you are logged into a queue and this function is checked, your phone
will be automatically answered and your caller will be available to speak
to you. Therefore you must not leave your phone unattended if this
function is checked otherwise your caller will be connected and not
getting any response.

You can select a seconds indicator which will provide a ring tone to alert
you to a call arriving.

Select the checkbox for Queue calls to be Automatically Answered.

Viewing Queue Properties

Changing Work Time

Personal Queue Priority



Personal Queue Priority

If this setting is at 100%, then an agent will receive incoming DDI/DID
calls as well as queues at equal delivery.

If this is set to 0% (min), then if a DDI/DID and a queue call arrive at the
same second, then the queue call will take preference.

If this is set to 300% (max), then if a DDI/DID and a queue call arrive at
the same second, the DDI/DID call will take preference.

Viewing Queue Properties

Changing Work Time
Auto Answer Queue Calls




Properties

Froperties |

The Properties button on your Location screen is a shortcut to the
Extension Properties Options tab.

You can set Voicemail and email options here.

How to Set Up your Voicemail mailbox Options

1. Open your Extension Properties form.

2. Click on the Options tab.

g’ 2105 - Ms Tayanita Creek Properties

E@ Zhoose the persons configuration options here.

—ser Moicemail Settings

Iv Qwick Mail Entry

[ Continuous Message Playback
¥ Message Light Tane

[ Ao Logon

¥ auko answer Port Calls

IUser Can Receive Woicemail; IDeFauIt fes)

—Caller Woicemail Settings

v Smart Greetings

¥ Transfer Message

[ Record Instructions

W Inform Caller of Busy | Mo Answer
[ Personal Queuing

™| Allow Callback

Zhange Password |

X

Record Busy:

Record Repeat

Directory Fields

— Motification

[ Turn Email Delivery On

Motification Type: ISystem Default

Delete On Send: ISystem Default (ko)

v Record Calls

User Voicemail Settings

This Feature Does This

Allows users to listen to their new messages immediately after they have

entered their password instead of having to listen to the Main Menu



Quick Mail Entry

Continuous Message
Playback*

Message Light Tone

Auto Logon

Auto Answer Port
Calls

Options:
(i.e. 1 to Listen to Messages, 2 to Send a Message, 3 to change Locations
etc.).

The default setting for this is ON.

If you do not want to hear the message options after each message is
played, click on the checkbox to enable Continuous Message Playback.
This will allow messages to be played back to back.

You can still use the message options for each message to save, delete etc
but they won't be announced until all messages have been played. You will
be able to save/delete all remaining messages.

The default setting for this is OFF.

When a Voicemail message is left by a caller, the message light will show
on your phone. The default setting for this is ON.

When this checkbox is selected, you will be able to push x1 (your code for
voicemail i.e. 51 or 61) on your phone and instead of entering your
password, you will be automatically logged on to voicemail.

When you want to record a Message Box, a Voicemail Message, etc, your
phone rings and auto answers by default. this option allows your phone to
ring and the user to pick up the phone, instead of it auto answering before
timing out.

Caller Voicemail Settings

This Feature

Smart Greetings*

Transfer Message

Record Instructions

Inform Caller of
Busy/No Answer

Does This

Smart Greetings will inform your caller where you are and your expected
return time for all locations other than Office. i.e. 'I'm sorry, John Smith is in
a meeting until 3pm' (then your own personal location greeting is played).

If you do not use Smart Greetings, then you will need to re-record your
greeting every time you are unavailable so your callers are kept informed of
your current status.

The default setting for this is ON.

This notifies the caller that they are being transferred. l.e. "Please hold
while | transfer you now".

Record Instructions are given to the caller after your greeting message.
Voicemail will say 'Please record your message after the tone and conclude
by pressing the hash key' or the caller can change the message options (ie,
Urgent, Private etc).

If you do not want the caller to listen to these options, click in the checkbox
to clear the option. The default setting for this is OFF.

If you are on a call or your phone goes unanswered, the caller will be
informed of your phone status. i.e. 'I'm sorry, that line is busy' or 'I'm sorry,
there was no answer' (then your own personal standard or busy greeting is
played).

The default setting for this is ON.

Personal Queuing is created when this setting is ON. The caller will be
asked to Hold while you complete your current call or to press the hash (#)
key to leave a message.

Retry on Busy will retry the extension after a set time ie. 30 seconds. If the
line is still busy, the caller will be placed back on hold.



The default setting for this is OFF.

Personal Queuein
ueeng

Click the 'busy' icon to record an announcement to be played to the caller
on reaching your voicemail, if you are on the phone.

Jeaeat

Click the 'Repeat’ button to record an announcement to be played to a
caller who is queuing.

By setting Allow Callback to ON, the caller will be prompted for his phone
number and the message. The number will be played to you when your
Allow Callback current call is completed.

You must have Caller on Hold / Retry on Busy setting to ON.
The default setting for this is OFF.

Note: For more information on the features marked with a *, please refer
to your IPFX Voicemail (Phone only) User Guide.

Email
Users can be advised by email when they have a voicemail message.
Check the Turn Email Delivery On box.

M atification

v Turn Email Delivery On
Maotification Type: IS_l,lstem Default j
Delete On Send: IS_l,lstem Default [Ma] j

[~ Tum S5 Delivery On
Maotification Type: IS_l,lstem Default [Urgent Only) j

Select Notification Type from the drop-down menu.

hatification
¥ Tumn Email Delivery On

Motification Type: IS wztem Default

Delete On Send: i Detoul E
Motification
[ Tum SMS Delivery|Motification with .way file
M otification Tywme: Vi Eorm

YPE\vih Farm with weav File

Matification with .pzl file

System Default
The system default will be Notification with a .wav file.
Notification

This will send an email to you (the user) notifying you that you have a
message in your message box.

Notification with .wav file

This will send an email to you (the user) notifying you that there is a
message in your message box with the .wav file attached.



You will still need to listen to the message through your Voicemail to
delete it.

VM Form

This will send an email allowing the user to open and listen to the
message through their phone. No .wav file is attached.

VM Form with .wav file

This will send an email to Outlook 2000 allowing you to open and listen to
the message through your phone or computer speakers. The attached
.wav file can be saved and listened to at a later date if required. To listen
to the message on your computer, you must have multimedia turned on.

Notification with .psl file

This will send email notification with a .psl attachment. This attachment is
used by the IPFX UM player application. This is most often used with
emalil clients other than Outlook or Lotus, such as Eudora or Pegasus.

Delete on Send

This is if you wish to delete the voicemail message on the voicemail
mailbox when you have a rule set up to send it to another folder within
your email client. Select from the drop-down menu. Yes/No. The Default
is No.

SMS delivery

Users can be advised by text message when they have a voicemail
message.

Check the Turn SMS Delivery On box.
Select Notification Type from the drop-down menu.

¥ Tum SMS Delivery On
M otification Twpe: I L!

=]

Always Motify
Matify On Urgent Only

Change Password

Allows you to change your voicemail mailbox password.
Directory Fields
m Click on the Directory Fields button - = oiectoy Fieids



= |f you do not have sufficient access to modify your directory fields the
following screen will display:

security x|

\lj) You do not have permission bo modify wour extension directory,

= |f you do have permission, the following screen displays:

showrields x|

Select the Fields you would like to show in vour personal extension directory..

(Fields marked with a * are required, and cannot be removed From the direckory wview)

Ayailable Fields: Show these fields in this order:
Edssociate add - | (Status Icon) a4 I
HomeOther *Exkension
Locakion Skart Time g Title |
Mobile ﬂl *First Name el
Office Extension *Last Name
Pager Department
Pasition Lacatian

Return Time

Reqion

*3erver

Move Up | Move Down |

= Select fields required.

= Use Move UP/Move Down buttons to place selected fields in
required order.

m Click OK when completed

= You will have to shut your Client down and reopen to view the
Directory Column changes.

Record Calls

Check this box to allow your calls to be recorded by IPFX Voice Capture
Solo Client or IPFX Voice Capture Server.

Changing your extension's




properties
Details Button

Setting up your mailbox
phone numbers

Viewing Queue Properties

Groups Tab

Viewing Site Specific
Detalls

PABX Tab
Hours

Related



Groups Tab

Changing your extension's
properties

Details Button

In This Section Setting up your mailbox
phone numbers

Personal Voicemail
Distribution Groups

Viewing Queue Properties

Properties

Viewing Site Specific
Detalls

PABX Tab
Hours
Related

Personal Contact Groups




Personal Voicemail Distribution Groups

To set up/edit your own Personal Voicemail Distribution
groups:
= Right-click on your Extension in the Directory and select Properties.
m Select the Groups Tab.

m Select Create/change Personal Voicemail Distribution Groups to add
or edit a Group.

& 304 - Ms Tayanita Creek Properties @

Play/Record |

Save |

= When you select create/change, the following screen populates,
enabling you to select the extensions and click the > (Move) button
to add to the Group Extensions.



¥ personal Yoicemail Distribution Group

General l

5
% Personal Yoicemail Distribution Group Details

Number (050-099): |U5D

Description: |Test Group

Available Extensions: Group Extensions;

0 - Operator Cperator ~ 414 - Mark Walker

410 - Grant Fisher 415 - Glenn Macdonald
411 - Tony Hartigan 416 - Don Mackenzie
412 - Masina Maher 415 - Robyn Waters

413 - Tony kest2
450 - Roy Bates
451 - Meil Gibson it
452 - Matalia Bell <

419 - kvlie Shipley

453 - Grant Petersen
454 - Craig Carr <<

456 - Sharon Brodie

457 - Joanne Hulme

455 - Joanne Price

453 - Andrew Richards

472 - Kevin Plumpton

476 - Andrew McBeath b

oK | Cancel |

= Click OK when this group has been set up.

Note To select more than one extension at a time, hold down the Ctrl
Key.

To Change The Members In A Personal Distribution Group
1. Click Change.

2. Select/Highlight the Group you want to change from within the drop-
down box.

3. Select/Highlight the Group Members you want to change from the
Group Extensions.

4. Click the < (move) button to Add individual member/s to your Group,
or

click the > (remove) button to Remove the individual member/s to
your Group.

5. Click Apply.
6. Click OK.



To Delete A Personal Voicemail Distribution Group

1. Select/Highlight the Group you want to Delete from the drop-down
box of available distribution groups.

2. Click Delete.
3. Click OK, the Group will be Deleted.

Note: To Add all available Extensions to your Personal Voicemail Group
click >> (Move All) button. To Remove all available Extensions from your
Personal Voicemail Group click << (Remove All) button. For more
information on Personal Voicemail Groups, refer to your Voicemail User
Guide.

Groups Tab
Personal Contact Groups




Personal Contact Groups

Personal Contact Groups enable you to create a group of contacts which
include Extensions, External Contacts, and Wildcards. This Personal
Contact Group can then be used when setting up a Call Profile that will
enable you to route anyone calling from that contact group via the phone
system to a specific destination of your choice, when all calls would
normally route through to voicemail.

Note IPFX Administrator will see the Call Pickup Groups for an NEC
PABX Platform under Personal Voicemail Distribution Groups.

= To Create your own Personal Contact Groups
= Right-click on your Extension in the Directory and select Properties.
m Select the Groups Tab.

m Select Create or Change Personal Contact Groups to add to or edit
a Group.
Y

Gene:al| ﬂueu&ei Nurrhers] Dptions  Gioups I Deta'ls| F‘AEKXl Hu.,lsl Helaled|

@ Perzonal woice mail distibution groups.

| =

Create Lhange | Dielete |E!quFlacnrd
ﬂ Personal contact groups.
|les€ ap j
Create Lhange | Dielete |
fildcards

|New Plmouth Customers Test [Eﬁ

Craate LChange | Delete |

0K | cewsl | oo |

= When you select Create from the Properties Screen, Personal
Contact Groups section, the following screen displays enabling you
to either -

m Click the Select button to choose from the
Contacts/Extensions/Wildcards currently active for the system,
or



m Click the Create button to create a new Contact or Wildcard
and/or select extensions.

77 Contact Group Properties

' x|
ﬁ Contact Group Detalls
Exkension: 415
Description: ||

Contacts IExtensinns | Wildeards I

Petsanal Contact

Select

Compary Contact
Create Select
o | coa |

To Create a Personal Contact in Outlook

= Click Create to display the standard Outlook Contact screen,

= Enter relevant data for your contact as per your Microsoft Outlook
user guide.

Adding a Personal Contact to a Contact Group

When you have created your Personal Contacts, you can add them to an
existing Contact Group or create a New Group.

= Click Change from the Properties Screen.

The Contact Group Properties Screen displays showing existing
contacts for that group (if any).



Z Contact Group Properties Ii -_- ..’.‘.l

m Conkack Group Details

Extension: 418

Description: ~ [+=st arp

Conbacts lE:mnslnns | wildcards |

Perzonal Contact

Compary! Confact

Creste | Select |

m Click the Contacts Tab then click the Select button from this
Screen.

The Select Personal Contacts Screen displays showing existing
contacts for that Group.

2 select Personal Contacts I x|

General |

ﬁ Select Personal Conkacts

fevallable: Selected:

Wendy West - OFfice ((09) 579 6445)

|»

home - Home (4120000
home - Mobike (025 112233)
home - OFfice (479 1440) >>
Sharon Brodie - Home (+&4 06935717
Sharon Brodie - Mobie (+64 0219226
Sharon Brodie - Office (+64 0935711
Testing Cine - Mobile (025123458}
Testing One - Office (09 345 6753) <
Tien Srrikh - Horne (09 479 1000)
Tirn Srrikh - Mobile (021 1231234)
Tirn Srrikh - Office (09 34567589)
Wendy West - Home ((09) 412 9674)
Wendy Wiest - Mokile (0274 455595)
WendyTest - Home (4121234) b

OF I Cancel I

Highlight the required contact(s) and click the >(Move) button to add
the Selected Contacts.

Click OK.

= Your selections will then display in the Contacts field as shown in the
screen below.



/< Contact Group Properties ﬁl

ﬁ Conkact Group Details

Extension: 418

Descripkion: ]best qrp

Contacks IE:ot‘a‘nsims | shildcards |

Perzonal Confact
horne (479 1440)
wiandpTest (579 6443)
_geste | geknt |
Compaty Contact
Create | Sedect: |

| oK I Cancel |

Adding Extensions to your Contact Group

Click the Extensions Tab from the Contact Group Properties screen.
(The Screen below displays with the selected extensions for this group),
I3

E Cantack Group Details
Externsion: F;a

Descripkian: Fest falyu]

Estensian

414 - Mark W alker

415 - Glenn Macdonald
416 - Don Mackenzie
418 - Fobyn Waters

Click Select to Add/Remove extensions. The Select Extensions screen
displays.



ijil Select Extensions

]

General l
E Select Extensions
Available: Selected:
0 - Operator Operator - 415 - Glenn Macdonald
410 - Grant Fisher 416 - Don Mackenzie
411 - Tony Hartigan 415 - Robyn Waters
412 - Masina Maher 419 - Kylie Shipley

4173 - Tony kesk2

414 - Mark Walker

450 - Foy Bates

451 - Meil Gibson

452 - Natalia Bell

453 - Grant Petersen
454 - Craig Carr

456 - Sharon Brodie
457 - Joanne Hulme
458 - Joanne Price
453 - Andrew Richards
472 - Kewvin Plumpton ot

o]4 | Cancel |

= Add extensions to the Selected list by highlighting the Available
extensions and clicking the > (Move) button.

m Click OK.

Adding Wildcards to your Personal Contact Group

m Click the Wildcards Tab from the Contact Group Properties screen,
as displayed below.
2 Contact Group Properties |
S i

[Extension: Flﬁ

Mo Flgmouth Customers: Tost (067

Crese Change pekte I aelect
_cml |

= Click Create to create a Wildcard to add to your Personal Contact
Group.

The Contact Group Wildcard Properties Screen displays.
= Enter the Description and Wildcard details as required.



For further information on Wildcard details, please refer to the
Microsoft Wildcard website.

2 Contact Group Wildcard Properties |'£|
General l

@ Cantack Graup Wildcard Details

Extension: |456

Description: |New Plyrmouth Customers

wildcard: |DE*|

ok | Cancel |
= Click OK.

= To Add an existing Wildcard to your Group

Click the Wildcards Tab from the Contact Group Properties screen.
= Click the Select button.

The Select Wildcards screen displays.

x
Generl |

R i

Available:

Testingt (073 Fums Phrmouth Customers Test (053
s {018

Selected:

» Add/Remove Wildcards by selecting and using the < > (Move)
buttons.

m Click OK.

Note To select more than one item at a time, hold down the Ctrl Key.

To Change The Members In A Personal Contact Group



1. Display the Properties Screen. Click the Groups Tab.

7.

Select/Highlight the Group you want to change from the drop-down
box of Personal Contact Groups.

Click Change.
The Contact Group Details screen displays.

- Contact Group Propertics i |
E Contack Group Details
E:tension: Fus
Deserplion:  [Fesk grp
Contacts | Extansions | Widcards
Parzonal Contact
honne [479 1440]
WendyTest (579 5443)
Croate Sefect I
Company Cortact
Create | Select
ok I Cancel |
Click Select.

Select/Highlight the Group Members you want to change from the
Group Extensions.

Click the < > (move) buttons to Add/Remove individual member/s to
and from your Group.

Click OK.

To Delete A Personal Contact Group

1.
2.

3.
4.

Display the Properties Screen. Click the Groups Tab.

Select/Highlight the Group you want to Delete from the drop-down
box of available distribution groups.

Click Delete.
Click OK, the Group will be Deleted.

Note To Add all available Extensions to your Personal Contact Group
click >> (Move All) button. To Remove all available Extensions from your



Personal Contact Group click << (Remove All) button. For more
information on Personal Contact Groups, refer to your Voicemail User
Guide.

Groups Tab

Personal Voicemail Distribution Groups



Viewing Site Specific Details

The Details Tab enables you to update Site Specific information
prompted by your Supervisor/Administrators.

' 418 - Ms Angie Wilson Properties ﬂ

Mizcellaneous Information.

Diezcription | Yalue |

Access Mo
Birthday

Building Location
Car Registration

add Delete Criteria

Motes:

(1] I Cancel Apply

Description: the field name.

Value: This field can be updated with the information required. This will
be either free text or a selection criteria. To populated this field, double-
click on the . icon to the right of the Value field.

Note Users can add to the value field by editing their own extension
properties. They can also add their own notes. If you find that you cannot
edit these values, please refer to your IPFX Administrator for access
rights.

Editing a Value
= The behaviour of this button depends on the whether the value type
is 'free text' or ‘criteria’:
» |f the value is selected from a drop-down criteria list, clicking the
button will have the same effect as clicking the Criteria button.
» |If the value is free text, clicking the button will open the Text Edit



Window.

= About the Text Edit Window

= The Text Edit Window is fully resizable with its size and position
saved.

= The maximum number of characters available for the field value is
displayed, alongside the number of characters currently used. When
the maximum number of characters is reached by the field text, this
information will turn red.

= |f you make changes to the text the Apply button to become enabled.

= Clicking Apply immediately updates the Value on the Extension
Properties screen and disables the Apply button.

= Clicking Cancel if no changes have been made will immediately
close the window, however, if changes have been made the user will
be asked to confirm abandoning those changes.

= Clicking OK will save any changes and close the window.

Changing your extension's properties

Details Button

Setting up your mailbox phone numbers

Viewing Queue Properties
Properties

Groups Tab

PABX Tab

Hours

Related



PABX Tab

PBX Dependent Feature!

IPFX allows a user to have PABX details within the extension.

This Feature

DDI/DID

Outbound CLID Type

Outbound CLID

Forward All

Forward Busy

Forward No Answer

&5 305 - Mr. Koorong Jones Properties PE|

General ] Queuss ] Murribers ] Options ] Groups ] Details  PABX lHours ] Related ]

Enter phone information here.

DOL: |

Qutbound CLID Type:  |DDI |

|
Forward | Reboot Extn

Forward Busy: |51 Reset Extn |
Forward Mo Answer: |51
Forward Timeout: |20
Forward B: |51

[Murnbar Unobtainable) defaults to Mo Answer if not set

Route Level: |Internati0nal j

[o]'4 | Cancel Apply

Does This

Shows the DDI/DID connected to this extension number (greyed out for users)

Displays the type of Outbound DDI Type. Select from the drop-down Menu.
Available options are::
None: The PBX pilot number will be used for CLID presentation

DDI: The extension's DDI will be used for CLID if any. If not then defaults to
"none".

Other: The value of Outbound CLID field will be taken as CLID, If left empty
reverts to "None".

Restrict: CLID is withheld, i.e. called party will see no CLID.

This displays the CLID that the company is displaying when you make an
outbound call.

When a user's location is set to Forward All Calls To Voicemail, the 'forward all'
selection is populated with the destination of the Voicemail Port.

The 'forward busy' selection is always set to divert to the Voicemail Port.

The 'forward no answer' selection is always set to divert to the Voicemail Port.



Forward Timeout The 'forward timeout' selection is for adjusting how long the user's extension
rings before diverting to voicemail.

Destination is unobtainable. When a caller phones your extension, if your

Forward NU phone is unobtainable this setting advises where your callers go.

This button is not visible to users.
Reboot Extn

This feature causes a full reload and will drop any calls that are in progress.

This button is not visible to users.
This feature is used to update the phone.

Reset Extn

Route Level Select the Route Level from the drop-down Menu. (greyed out for Users)

Note The Forward Timeout selection must exceed the Queue Pullback
timeout if the agent is in the queue, otherwise queue calls will not pull
back from the queue, but deliver to the agent's voicemail.

Changing your extension's
properties
Details Button

Setting up your mailbox
phone numbers

Viewing Queue Properties

Properties

Groups Tab

Viewing Site Specific
Detalls

Hours
Related



Hours

Hours enables your location when set to 'Gone for the Day', 'On Holiday'
or 'Sick Leave' to have a return time that is either the company default
settings, or your individual settings. i.e. If your Department works different
hours from the Company standard hours, you can select the appropriate
times from the drop-down menus.

The Hours Tab displays the screen below.

&5 305 - Mr. Koorong Jones Properties @

General ] Queues ] Murmbers ] Cptions ] Groups ] Details ] PABx  Hours lReIated ]

@ Extension-specific Business Hours

Use setting from: | Company S
Skatt Tirne:
End Time:

[o]'4 | Cancel | Apply |

This screen is used to set Extension-specific Business Hours.

To Change Settings
Use the drop-down menu to choose from the following options:
m Company (uses default hours)

» Department (inherits hours from department)

= Custom (allows you to set your own hours by using the drop-down
menus for Start Time and End Time)

Changing your extension's properties




Details Button

Setting up your mailbox phone numbers

Viewing Queue Properties

Properties
Groups Tab

Viewing Site Specific Details
PABX Tab
Related




Related

The Related Tab enables a user to detail any internal or external contacts
that they wish to use for reference if they are not available to take a call.

These details will populate in the Insight feature when diverting a call to
another user or the Operator. For further information, please refer to your
User Manual for Viewing another users appointments.

¥3 418 - Robyn Waters Properties x|

General | Queues | Mumbers | Options | Groups | Detais | PABX | Howrs  Related l

-
\!.) Coritacts and extensions related to this extension

Related Extensions:

Marme: Relationship

412 - Masina Maher
473 - Opesator Dperator

Select
Related Contacts:

Cantact | Relatianship
hore (479 1440)
"wendyT est (579 G443]

0k | comcel | Ay |

Related Extensions
Click the Select button to display the Select Extensions screen.

x|
General ]
xo
Seleck Exbensions
Srvailable: Selected:
410 Grant FIsher. ... 415 - Glenn Macdanald

411 - Tony Hartigan 450 - Roy Babes
412 - Masina Maher

413 - Damian Coventry

414 - Mark Walker *>
416 - Don MackKenzie

418 - Relyn Waters ?
419 - Kylie Shipley <
451 - Meil Gbson

452 - Matalia Bell <<
453 - Grant Pekersen —_—

454 - Craig Carr

455 - Support L8

456 - Sharon Brodie

457 - Joanne Hulme

454 - Joanne Price LI

QK I Cancel




Use the Move buttons to Add/Remove extensions as required.
Click OK.
Related Contacts

Click the Select button to display the Select Contacts screen.
x|

General ]

i
Seleck Conkacts

fovalable: Selected:
home (479 1440} _ 5L (093573573)

Sharon Brodie Mobile (021 9228 wendyTest (579 6243)
Wiendy (579 643)
Wendy (S796443)
Wendy W (570 6443) >

A

b

o~

<<

o] 8 I Cancel |

Use the Move buttons to Add/Remove Contacts as required.
Click OK.

Changing your extension's properties

Details Button

Setting up your mailbox phone numbers

Viewing Queue Properties

Properties
Groups Tab

Viewing Site Specific Details
PABX Tab
Hours




Call Profiles

Call Profiles enable you route specific callers through to various
messages or destinations based on CLI (Calling Line Identification).

A Profile enables you to set up a Personal Contact Group that can
include one or more contacts from either an external, internal or wildcard
source, that in turn can route callers through to:

= Divert through to a specific destination, eg: voicemail, operator,
associate, home/other number.

= Play a specific message.
» Play a specific message at a specific date/time.

Example A: Customers A and B will be calling today and although |
am in a meeting all day, if they call I would like to divert them
immediately to my mobile.

Example B: Customers A and B are VIP Customers awaiting a
special package delivery and although | am in meeting all day, if they
call I would like to play a special message, eg: "Customer A/B, thank
you for calling. | am in a meeting all today, but the package you are
waiting for should be with you by mid afternoon. | will follow up with
you tomorrow to confirm further arrangements".

Example C: If Customer A and B call me between 2pm and 4pm then
| want to play a specific message, but if they call at any other time of
day, | will play the generic Location message.

There is no limit to the number of Profiles you set up, however, it is
recommended that you delete obsolete profiles to avoid confusion.
To view Call Profile Settings
1. Click the Location icon.
The Location screen will appear:



Location - 301

2P TILAEAS

e [ =
-
12:15 &M -
12:30 AM 27 28 1 2z 3 4 5 P =
Al & 7 & 9 10 11 12 3 4 5 & 7 & 9
el 13 14 15 16 17 18 13 10 11 @13 14 15 18
e o0 21 22 23 24 5 25 1P 18 19 2@l Er s
1:45 AM 27 28 29 30 31 2405 a5 oy op 20 ian
2:00 &M 1 2 3 4 5 & 7
2115 AM w
Cffice
Dperator Instructions Clear I

2. Click the Call Profiles button to open this screen:



301 - Location Profile Settings

Profiles
I;Ju_ascriptinn F'rinrit\,rl Contack Groups Sethings
Primetime Mever & Settings Relevant Locations
Primetime Lllrgent 4 ¥ Play Location Greeting Office
Primetime Always g i
L [ Play Caller Profile Greeting Record InF'. Metlng
Customers 7 Md|Frime Time
General business 3 r : Record zone Cut
Fammily a Gone Far Day
ManagersProfie 0| kg
Sick Leave
{¢ Mormal Motification on & Eraak
(" Urgent Motification Away On Business
Priority |?

Yalidity Times

-
I
=
7
o
=

Caller Transfer Keys " allHours (%

kew 0 Operator Day Start End
Monday (0530 * |17:30
Tuesday (0530 * |17:30
Wednesda « (0530 * |17:30
Thursday (0530 * |17:30
Friday w |0 30 * |17:30

fewv 1 |N|:| Transfer

fey 2 |N|:| Transfer

Key 3 |N|:| Transfer

Lefefefe]e

Lol Lef Lo L]

fey 4 |N|:| Transfer

L+ |

Default |'u'|3i|:email

fdd | Delete| Copy |

ok Cancel ‘ fpply




Adding a New Call Profile

Note If you are setting a 'one off' Call Profile, ensure you delete it when it
Is no longer required, otherwise the Caller will continue to hear the same
message based on your setup criteria.

= To Add a new Call Profile
1. Click Add on the Location Profile Settings screen.
You will be prompted to enter a name for the new Profile.

301 - Location Profile Settings

Profiles
Diescription Priority Contack Groups Sethings
Primetime Mever & Settings Relevant Locations
alinciing Lllrgent 4 W Play Location Greeting Office
Primetime Always g i
L [ Play Caller Profile Greeting Record In.t\Metlng
Customers 7 Md|Frime Time
General business 3 r Record zone Cut
Fammily a Gone Far Day
Managers Profile ] On Holiday
Sick Leave
{¢ Mormal Motification on & Eraak
(" Urgent Motification fiway On Business
Priority |7 validity Times
Caller Transfer Keys © allHours % Business
KeyO  Operabor Day Start End
Key1 Mo Transfer w| || [Monday w0830 v im0
Tuesday (0530 * |17:30 |<2|
key2  |o Transfer = Wednesdey v 0830 v [1730 |
Key 3 |N|:| Transfer ﬂ Thursday - |02:30 » [17:30 ]
Friday w |0 30 * |17:30 -
fey 4 |N|:| Transfer ﬂ o
Default  |voicemai | | |
fdd | Delete | Copy |
ok Cancel ‘ fpply

2. Choose a name for the new Profile and click OK.

Tip: Make sure it is a name that you can identify its purpose
by.




Add Profile I x|
Enter the new profile name
Cancel |
IWDrking on K45 Project

Click OK, the new Profile will be created.

You can select whether this profile is active for All Calls, or you can
select Groups Listed Below, which will enable you to add Personal
Contact Groups to this profile.

If you select Groups Listed Below, you can add or edit a Personal
Contact Group.

When your selected group is in place, click on the Settings Tab.

Call Profiles

Add the Settings/Properties to your Call Profile




Add the Settings/Properties to your Call Profile

Click the Settings button and select the settings you want active for the
selected Profile.

301 - Location Profile Settings @
Profiles
Description Priority Contact Groups Settings I

Primetime Never 6 Settings Relevant Locations

Primetime Ulrgent 7 [V Play Location Greeting Office

Primetime Always 8

Y [~ Play Caller Profile Greeting Record InA Metmg

Customers 7 Gprinetme

General business 3 O Record Gone Out

Farnily 9 Gone For Day

R 0 On Holiday

) Sick Leave
(¢ Normal Notification On A Break
" Urgent Notification Away On Business
Rizii) | validity Times
Caller Transfer Keys " AllHours Busln
Key0  Operator Day Start End
Key 1 No Transfer v Monday  w |08:30 v |17:30 <
Tuesday v |08:30 v [17:30 o
Key2 Mo Transfer :I' Wednesda v [08:30 v [17:30 -]
Key 3 No Transfer = Thursday w |08:30 v [17:30 B
Friday v |08:30 v [17:30 v

Key4  |No Transfer < -

befock [vocomal =] _remore |
oK | Cancel | Apply

Add | Deletel Copy |

Settings

Settings
[v Flay Location Greeting
[~ Play Caller Profile Greeting  Fecord

[ Personal Queue Greefng  Record

(' Mormnal M offication
™ Urgent Motfication

Prionty 5

Select whether the caller will hear your standard Location greeting and/or
their own personalised greeting, or the standard system message only, or
the standard system message followed by a personalised greeting
message.

Check the 'Play Location Greeting' box to automatically play the system
recorded location message.
l.e. "I'm sorry, John Smith is out of the office until 2.00pm" .

Check the Play Caller Profile Greeting box to play your personalised
recorded message for a particular caller.
(You must record an individual profile greeting).

Check the Personal Queue Greeting box to play your personal pre-
recorded message informing callers you are currently on the phone and



they are in the queue for your phone.

Check the Play Location Greeting and Play Caller Profile Greeting
buttons to play both the standard system greeting then the pre-recorded
personalised message. i.e. "I'm sorry, John Smith is out of the office until
2.00pm" will be followed by "Hi Andrew, I'm not available at the moment,
but phone me on my mobile and we can arrange.”

Select the priority you wish this profile to take over other profiles, eg: 9
being the highest and 1 being the lowest.

Caller Transfer Keys

Caller Transfer Keys

ke 0 Operator

Key 1 |N|:| Transfer

Kew 2 |N|:| Transfer

key 3 |N|:| Transfer

ke 4 |N|:| Transfer

Ledl Led Led Lef Lo

Default |'-.-'u::iu:emai|

Change the Caller Transfer Keys that you want the caller to use.

In the example above, Key 1 would be set to Associate; Key 2 would be
set to mobile phone.

If no key press is entered, the caller will go to voicemail as the default.

Note If you change the Caller Transfer Keys, you will need to record a
Caller Profile Greeting that advises the caller of which keys to press.

Locations

-Helevant Locations
] Office
_ln A Meeting

| Gone Out

| Gone For Day
1 0n Holiday
] Sick Leave

] OnA Break
] Custom

Set the Locations that apply to this Profile, i.e. the Call Profile message
will only play when your Location is set.

Validity Times



Walidity Times

(o allHours © Business Hours © Cuskom

Day Start End

add | Femove |

Set the Validity times that apply to this Profile. These can be set for All
Hours, Business Hours (8.30am to 5.30pm) or Customized, i.e. the above
Profile is only to be played between 10.00am and 2.00pm on a Friday.

Tip Setting customized validity times allows for some flexibility between
setting the Call Profile and cancelling it after it has been used.
Note The Business Hours are the system settings.

Call Profiles
Adding a New Call Profile




IPFX MS Exchange Out of Office Assistant

Integration

Using locations

What are locations?

Locations and default
return times

) ) Setting your location in
In This Section IPEX for Outlook
About IPEX Out of Office
Assistant Integration

How to Set Up IPEX Out of

Office Assistant Integration _
on vour Client Operator Instructions

Returning from a location

Setting another extension's
location

Editing your Location
settings in Outlook

Changing your extension's
properties
Call Profiles

Calendar Functionality




About IPFX Out of Office Assistant Integration
"Sync Out Of Office" is a location-specific option.

With IPFX's Out of Office Assistant Integration, you can now integrate

your Location status with the Microsoft Outlook Out of Office Assistant.
This feature is configurable for each location and will automatically set
the Out-of-Office Assistant on or off depending on the Location:

) Out-of-Office Assistant
Location

Status
Office, Queue Off (in the office).
Any other Location On ("I am currently out of the office").

Example Settings:
1. "Sync Out of Office" is enabled for these Locations:

Office, Queue, Gone Out, Gone for the Day, Holiday, Sick Leave and
Away on Business.

2. "Sync Out of Office" is NOT enabled for these Locations:
In a Meeting and Prime Time.

Note: The automatic enabling/disabling of the Out-of-Office Assistant
may not be reflected in Microsoft Outlook through the Out-of-Office
Assistant dialog (that is, you may have set your location to an "out of the
office” Location but opening the Out-of-Office Assistant dialog does not
indicate that the Assistant is turned ON). If you close and restart Outlook
and the Out-of-Office Assistant is ON, you will be advised and offered the
choice of turning it OFF.

Note: Manually turning the Out-of-Office Assistant OFF (that is by using
Microsoft Outlook) will not return your Location to Office/Queue.

IPEX MS Exchange Out of
Office Assistant Integration

How to Set Up IPEX Out of
Office Assistant Integration




on vour Client




How to Set Up IPFX Out of Office Assistant Integration on
your Client

Step 1 - From the 'Outlook’ Screen
m Select Tools/Out of Office Assistant

putlook |

¥ |E¢'Iﬂeply €5 Reply to Al W8 Forwar:

|ﬁ| L |@|Messages

tory EB| Qusues | 5 Dial | Call Conkral -

tites | Tools Actions Help
Send

Send/Receive

i

Synchronize

nlEd = |

Femote Mail

v v v v

Dial-Up Connection

address Book,,,  Chrl+Shift+E

=5 Find
advanced Find,..  Ckrl+3Shift+F
Find Public Folder. ..

%ng Qrganize

[+ @ Rules Wizard. ..

Ok of OFfice Assistant..
':-5' Empty "Deleted Items" Folder

*@ Recover Deleted Tkems. . .

Farms 4
Macrao k

m The screen below displays.



Dut of Dffice Assistant =

(%' T am currently In the Office
— T & currently Ouk of the Offics
Autofeply onby once bo each sendar vith the Following beck:

I = |
These rules will be applied ko incoming messages white you are out of the office:
Status Condtions Actions
Iiave iz
.E.,l:‘u:IRulB...I cdERue | [ealeti Huls | [v Show rules For al profiles
ok | el | b |

m The IPFX Server controls when the 'In the Office' or 'Out of the
Office' items above are selected, so there is no need to check or
uncheck these boxes manually.

= Enter message in 'AutoReply only once to each sender with the
following text:' window along with any Rules and/or Conditions you
require. This will be handled as normal by Microsoft Outlook.

m Click OK.

Note If you do not wish for the Out of Office Assistant to be activated,
you will have to turn this off manually, by selecting the "I am currently In
the Office' checkbox. Please note that if you change to another location,
this will be automatically activated again.

m Step 2 - Click the 'Location’ button on the Toolbar to display the
Location screen

4 |’ Location



Location - Angie Wilson (418)

D

e "i-l 0
R i @ Q

g = n January 2005 February 2005 n
S:00 PM e

5:15 FM Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sak Sun
< 27 28 29 30 3101 2 1 2 3 4 5 &
3 4 5 & F & 9 o8 9 10 11 12 13
11 12 13 14 15 16 14 15 1 17 18 19 20
17 18 19 20 21 22 23 21 22 23 24 @ 26 27

£145 P Mlz4 25 2¢ 27 28 20 30 2 1 2z 3 4 5 &
700 PM 3 o8 9 10 11 12 13
715 PM -

Prime Time kill Friday February 25, 2005 at 5:30 FM

DOperator Instructions Clear |

-

[

(] 4 | Zancel |

m Click the Settings button at the top right of the screen.
= The Location Settings screen displays.

418 - Location Settings x|

| In & Meetingl Prirne Tirne I Gone Dutl Gone Far Dayl On Leavel Sick Leave | Ona Breakl Aumay On Business

— Diversion — Motifications of New Meszages
" After B.usy of Mo Answer [ Sync Out OF Office Motifications Net= M ==t usiin ighls
= Immediately Marmeal Messages function independently of your
f o Ntifcation || notification settings. 1
supported by your PABX you can
Divert Ta:  [Woice Mail j Lrgert Messages enable or disable this feature
ISame A3 Marmal j using Preference Settings from
— Greetings the hain Menu.

" Standard __ Fecod | L
 Dffice Eien I — Motification Times
Busy Record I Al Hours
" Business Hours
Marme |
icoey " Custom

— Caller Transfer Keys ¥ tonday Iﬁ
B From |12:00 AM

0 Operstor Times

v wednesd idni -
1 |wokie: Prone ~] II; Thir:;.:y i To  [Midnight =
2|Another Extension j ¥ Friday
v | Saturd
3|Nn Transfer j II; Sznu;ajl'l
4 IND Transfer j
Details | Phaone Numbersl Properties | Ok LCancel | Apply bo Al |

m Check the Sync Out of Office Box (checked means Active).
= Click OK.



The Out of Office Assistant Synchronization is now set up.

Note This facility is only available if the IPFX Out of Office Assistant
Integration Module has been installed. If so, it is available on all locations
In a Meeting, Gone Out, On Holiday, etc.

Note: The automatic enabling/disabling of the Out-of-Office Assistant
may not be reflected in Microsoft Outlook through the Out-of-Office
Assistant dialog (that is, you may have set your location to an "out of the
office” Location but opening the Out-of-Office Assistant dialog does not
indicate that the Assistant is turned ON). If you close and restart Outlook
and the Out-of-Office Assistant is ON, you will be advised and offered the
choice of turning it OFF.

Note: Manually turning the Out-of-Office Assistant OFF (that is by using
Microsoft Outlook) will not return your Location to Office/Queue.

IPEX MS Exchange Out of Office Assistant Integration
About IPEX Out of Office Assistant Integration




Calendar Functionality

Your Voicemail Locations function is linked to your Microsoft Outlook
(personal) Calendar.

You can enter appointments into your Calendar and your voicemail will
automatically set your Location Profile at the time of the appointment.

This Process will identify key words that can be used in either your
appointment "subject" or "location" fields.

If you enter any of the following Key Words in either the 'subject’ or
'location’ fields, your location will be automatically set.

"Meeting"

"Prime Time"

"Gone out"

"Gone for Day"

"On Holiday"

"Sick"

"On a break"

"Away on business"

Note These key words are NOT case sensitive.

Please note that your Location will NOT be set if you use the Show time

as field instead of the subject or location fields. The Show time as field is
not relevant to the Calendar Functionality.

D [t e Joat fgmet [ooh goSom Help
Horwwicon & 0 GRegree., Froumies, ! 4K 4 -w- [

The ward "WMeeting” in the
S S ey Subject line will trigger
=] 1 Thik o oo wesingucivy | = your location to change to
o T — "In a Meeting" at the start
time specified

_omnats | cmagees., || Frbn

The Start and End times specified in your appointment setting will also be
utilised.



Using locations

What are locations?

Locations and default return times

Setting your location in IPEX for Outlook

Returning from a location

Setting another extension's location

Operator Instructions

Editing your Location settings in Outlook

Changing your extension's properties

Call Profiles
IPEX MS Exchange Out of Office Assistant Integration




IPFX Phone Control Toolbar

Once you have launched your email client and entered your password,
you will see the following addition to your email client's Toolbar.,

This is your IPFX Phone Control Toolbar:

o Location | 0P Directory B Queues 21 Dial Call Control = | %A Forward to Waicer

Toolbar button Function

i Lets you change your location. Your location determines how the phone
Location . . .
= ' system handles incoming calls, and informs callers and staff of your
whereabouts and expected return time. More...

Opens the directory. Through the directory you can view a list of internal
8 Directory extensions, external company-wide contact numbers, and queues.
' Information in the directory is updated dynamically in real time - if you want to
see if your colleague is on a call, in a meeting, or out to lunch, check the
directory! More...

£2 | Queues Opens the directory in 'queue view' mode. This view mode allows you to see
= ' information associated with your queues: Grade of Service, number of calls,
number of agents available, and other details. More...

Allows you to dial a number from your PC (instead of using the phone's

“ 1 Dial ' keypad). For headset users, this is a convenient way of handling your phone
calls without taking your eyes off the screen. This button is a shortcut to one
of the Call Control options (see below). More...

The Call Control button allows you to control your telephone from your PC.
Call Control = -

You can dial a number, answer a call, hang up, place a caller on hold, perform

transfers and more, all using your mouse and keyboard. More...

%A Forward ta Voicemail ' Sends an ringing or answered call immediately to your voicemail system.
More...

v Lets you create and send a message to one or more of your colleagues. This
4= ' button allows you to send e-mail messages, voicemail messages, or SMS
messages (i.e. 'text messages' for mobile phones). More...

] record ' Allows you to record your telephone conversation for future reference or use.
Only 5 minutes of conversation can be recorded at time. More...

Used by Contact Centre agents, the Work Time button allows an agent to
Wark Time = ' temporarily prevent queue calls from being delivered to their extension. Work

Time enables the agent to document or otherwise finish tasks related to a

completed call before receiving more calls from the queue. More...

Administrator-only function. The Config button allows an Administrator to
make changes to the IPFX system. For example, an Administrator would use
this button to add and remove extensions. More...



Zonfig

[ Reports Administrator-only function. Allows an Administrator to obtain
e ' comprehensive and flexible reports about all telephone and IPFX Contact
Centre activities. More...

L= 5
2] CTI Options ' Allows you to change the way that IPFX interacts with your Client. More...



Directory



What is the Directory?

The Directory shows all the internal extensions you can view, call,
transfer to or hang-up from. Each extension shows the status of the user
by the icon next to their name. You are able to sort the extensions based
on your requirements such as Location, Return Time and Department.

You can sort the Directory by name, department, location or phone
number - ascending or descending.

= Click on a Column Header, a small triangle will appear.
= Click again and the column will sort ascending or descending.

Directory
Dialing from your Directory Listing

Dialling Other Available Numbers

Insight - Viewing Extension Details and Appointments

Conferencing

Chat

Setting a Callback

Send an Email message from the Directory
SMS

View Extension Images

Customized Printout

Print Preview

Extension Properties

Filtering the Directory

Directory Integration




Dialing from your Directory Listing

To dial from your Directory Listing
m Click on the Directory button on the IPFX Phone Control Toolbar.

The Extension Directory will appear:

on Directo : p() L]
File Edit Action Miew Help
o Tectwrtedt () view cueves - [ @0 - &[5 = F= 52
Extere | Tile|  First Mame Last MName Pazition Departme | Location Return Region
‘;J 3am Mz Fayola Lawal CED In & Mesting Local
"2 Ms Aunslie Gl Director, Product Development dymay On Busine 08:30 am Local
3 M Chu Sau-Tung Receptionist [ueue Local
% 304 Ms Tapanita Creek, b arketing Manager Dffice Local
a7 305 Mr Koorong Jones Financial Director Office Local
% 36 Ms MNoor Hafeez [uality Azsurance [ueue Local
& 7 Mr Toometi Tuki - Para Suppart Enginesr [ueue Local
14 3

To view other directories, click the View Queues drop-down menu to
display and select the required directory view, as shown in the
screen below.

ii Wiew Queues |

@ Exkension Direckory
Companry Contacks

m Queues

= Double-click on the Queue you require to display the details of
members of the queue.

Then

= Double click on the extension you require.

= The application will dial the number and connect the call through
your phone.

Or

m Select Call Control.
m Click Dial.



The application will dial the number and play the call through your phone.
A short cut menu will appear:

Lot T 2sting

= 414 et ocaten:: changed Offic
@ 415 || calcontrol M| ol

M6 Dial Associake Arswer

J_'T a7 Dial Mobile Hangup

SV )

iJ:| 419 Dial Home{COther Elind Transfer. .,
420 Ernail Supervised Transfer..,
& 421 Insight Complete Transfer

'f_‘ 432 Meetme Conferences Cancel Transfer

&= ﬁ; Chat Hald

— 144 M3 Resume

A 15 Wiew Picture Cueue Hold

: 445 & iZuskomise Prinkaut, .. Queues Resume

: 447 |[&), Print Preview. .. Hold Ear...

in 4B Properties Bickup...

in 443 st Conference. ..

oy ig? ':D‘I'J Monitar. ..

= aron

= 452 Melarie Intrude. .

Note If on an Analog Extension, the application will call your phone first
and when you pickup the handset, it will call the person you have
selected.

Directory
What is the Directory?

Dialling Other Available Numbers

Insight - Viewing Extension Details and Appointments

Conferencing

Chat

Setting a Callback

Send an Email message from the Directory
SMS

View Extension Images

Customized Printout

Print Preview

Extension Properties




Filtering the Directory

Directory Integration




Dialling Other Available Numbers

You can dial other numbers associated with the extension such as their
associate, mobile or home.

To dial another number associated with an extension

1. Right click on the extension and select the number required from the
shortcut menu:

Set Location...

Call Contral »
Dial Associate

Dial Mobile

Dial HomeOkher

Ernail

Insight

Y B S~ B 6 Y B8

Meetme Conferences
Chat

SMS

View Picture

ot
-

) 63 B B8 B3 Y Y

@ Cuskomise Prinkout. ..
@. Prink Prewvigm...

Properties

Note Only numbers set up in Extension Properties will be visible.

Directory
What is the Directory?

Dialing from your Directory Listing

Insight - Viewing Extension Details and Appointments

Conferencing

Chat

Setting a Callback

Send an Email message from the Directory
SMS

View Extension Images

Customized Printout




Print Preview

Extension Properties

Filtering the Directory

Directory Integration




Insight - Viewing Extension Details and Appointments

Note: This feature is only available if the IPFX Productivity Max module
has been purchased.

Insight allows a user to divert calls to the IPFX Console Operator or a
Call and Contact Centre Agent. When the call diverts through to the
agent/operator assigned, the following screen appears, so that the agent
can view specific instructions from - and information about - the
extension's user.

x
.m0 MR TEBROW

Location Dial Office Extn “oice Mail Aszsociste Mokile Homeflther Pager Hold For  Hold  Record Release
Maln User Details I Related I Schedule I

User: b azina Maher Status: Office
From: Reason:

Greeting:

Operator Instructions

Call History
[ate | Time | Last Contact

[5]4 I Cancel |

Example A staff member is out of the office, and has set up their IPFX
voicemail system to allow callers to be diverted to the Operator. A
customer calls the staff member's phone, listens to the voicemail greeting
and - following the greeting's instructions - presses 0 to speak with the
Operator.

When the Operator answers the call, the staff member's Insight screen
appears on the console. The Operator can immediately see any Operator
Instructions left by the staff member. With this information the Operator is



better equipped to deal with the customer's call.

Note Email, Chat and LCD messaging are only available on the IPFX for
NEC platform.

Functionality from the top toolbar

The Location can be changed from this point.
Full Call Control is available (see Call Control (see "Call Control" on
page 1)).
Calls can be sent to:
» The User's Office Extension/Associate.
= Mobile.
= Home or Other Number Listed.
= Pager Number.
A call can be put on 'Hold'.
A call can be put on 'Hold For' another extension.
A call can be Recorded into the voicemail of the Users extension.
You can release the call you have on line.




Viewing Main Tab of Insight

Functionality within the Main Tab:

x
=B 4 87 EBRAY

Lacation Dial

User: b azina Maher Status: Office
From: Reason:
Greeting:

User Details I Related I Scheduls I

——

Office Extn “oice Mail Aszsociste Mokile Homeflther Pager Hold For  Hold  Record Release

Operator Instructions

Call History

[ate

| Time | Last Contact

[5]4 Cancel

Note Above is an example of the IPFX Insight screen.

This Feature

User
From
Status

Reason

Greeting

LCD

Chat
Clear

Operator Instructions

Does This

Name of the User who has forwarded the calls.
CLI of the Caller.

What Location the user is in.

Reason for the Call.

If the user would like you to answer the phone in a specific manner, they can write
the script here. This is an IPFX for NEC feature only.

Send an LCD Display message to a user's phone. This is an IPFX for NEC
feature only.

Enables you to chat with the extension. This is an IPFX for NEC feature only.
Clears all LCD Message sent. This is an IPFX for NEC feature only.
This displays any operator instructions the user has left for you.

This displays the history of the caller (both internal and external), eg: Customer A
has called in three times over the last week.



This feature will also display any Call flow and/or notes from extensions within the
company for each call if you place your cursor over the & ].

This will display the details screen as shown below.
|

Coll Portios | Hiotes |

My 37 2004 1243FM - WM Poat? [B401] and Rioksm Waalers Penalog) [447]

Call History

This is only visible when on a live call.

Insight - Viewing Extension
Details and Appointments

Viewing User Tab of Insight

Viewing Related Tab of
Insight

Viewing Schedule Tab of
Insight




Viewing User Tab of Insight

Functionality within the User Tab

5|

— ; i _,_ g r
T. =5 4 M 85 -BRA
LocaSion (=]} Odfice Exin Voice Mall Associade Moblle Home'Other Peger HokiFor Hold  Record Relense

Descriplion Vakse

Holes:

Fosition: [Prohact sre Trainiveg Direcier

Depaitment |Dm:nnu—wjm

Bagior: [Puschiand

[ o ] ool |

This Feature Does This
Miscellaneous Shows miscellaneous information from the Details tab of the user's
Information Properties screen.

Shows information from the Notes field of the Details tab of the user's

Notes Properties screen.

Position User's Position.

Department User's Department.

Region Region where the User is located.

Insight - Viewing Extension
Details and Appointments

Viewing Main Tab of
Insight

Viewing Related Tab of
Insight

Viewing Schedule Tab of
Insight




Viewing Related Tab of Insight
Functionality within the Related Tab

This shows any Internal and/or External Relationships the User has put in
place, eg: who the user specifies as the Technical Advisor, Administration
Contact, Secretary, Accountant, etc.

To transfer a call in Insight
1. Select Dial button for Call Control.

2. Select Blind or Supervised Transfer depending on your
requirements.

3. To Cancel the transfer, select Call Control and Cancel.
or
Double Click on the Related Extension/Contact to transfer the call.

2. Select Release.

T x
T2 M RS EERAW

Location Cial Offios Exin Wiolos Wall  Associsle Mobile Home/Other Pager HodFor Hold  Record Release

________

Redated Extensions:

J I | — BN
W 412 -Robw Walerz Dacumentation
= 419 -Spae B Tearig

0 45 - Asron Beveridge Fineres
{457 - Joanne Hume Peagels

Illelawdtmacts:
" Comloct B “Relionship
LCancel
This Feature Does This

Related Extension Internal Extension Number and Name of the Relationship Contact.

Name

Related Extension How this person relates to the extension's position and why the
Relationship Operator/Agent can contact this person in your absence.
Related Contacts Contact Description of an External Contact.

Related Contact How this contact relates to the extension's position and why the

Relationship Operator/Agent can contact this person in the extension's absence.



Insight - Viewing Extension
Details and Appointments
Viewing Main Tab of
Insight

Viewing User Tab of Insight
Viewing Schedule Tab of
Insight




Viewing Schedule Tab of Insight

Functionality within the Schedule Tab

This Feature
Extension

Related

Department

Team

Display

_><J
T.m o M Ry O -ERAW
L =SR-S |
Locafion (=1 Odfice Exin Voice Mall Associabe Moblle Home'Ofher Pager HokdFor Hold  Record Releose

Main | User Detaiks | Fiolated [Schedue |
Extenzion ¢ [410- Gian Fher Depatrert = [Chennel Sakes

Related (i Teom o —I Daplap

Time | 410G Fishser 481 Edward Moois 'li
0830 TE30 - D800 Gorwe For Dy

0300

0330

000 000- 11 Eins

1030 1000-11:30InE

1100 1000- 113010 s

1130 1030 1430 In & Mesting

1200 T -14:30 In A Mestng

1230 1120 - 1420 In A Mesting

1300 1130 - 14:20 In A& Hesting

1330 1330- 1400108 11:30- 143010 4 Mestng

1400 11:30 - 14:30 In & Meeting

1430

. |

1530

1600 -
1890

[T v

Displays scheduled appointments for the selected extension

Displays scheduled appointments for the selected extension and related

extensions.

Displays scheduled appointments for all extensions in the selected

extension's department.

Displays scheduled appointments for the selected extension's team.

Refreshes the display view of the Appointments.

If you place your cursor over this red dot, the contacts appointment details

will display.

Note If your appointment does not have a 'key word' specified, the
appointment will not display in the Schedule Tab.

Insight - Viewing Extension

Details and Appointments

Viewing Main Tab of

Insight

Viewing User Tab of Insight

Viewing Related Tab of




Insight



Conferencing

Notel: IPFX Director will only support up to 5 Conferences (including
Meet Me Conferences) totaling no more than 30 parties in all. If there is a
requirement for any more than 5 Conferences at a time, then a dedicated
IPFX Conference Server is required.

Note2: On the Cisco CallManager platform, a maximum of 3 participants
may take part in a conference call.

Note3 You cannot join two conferences together. If you do attempt to do
this, you could cause a connected party to be disconnected from the
Conference call.

To Conference a party into a Conversation
= Whilst on the call, select Call Control.
= Select Conference.
= Enter the extension or number you wish to conference in.

= Your current caller will be held with Music on Hold (as per music
setup requirements).

Note If party A and B are in a call, and A brings in a new
party, then B hears music on hold. If party A-B-C are in a
conference, and A brings in a new party, then B-C are still
able to continue conversation. If party A-B-C-D are in a
conference, and A brings in a new party, then B-C-D are still
able to continue conversation, etc...

m There are two options "Conference Join" and "Conference Reject".
The initiator of the Conference does not need to wait for the new
party to answer before selecting '‘Conference Join' (though it is
recommended that they do). When the initiator calls the new party,
they will be able to talk together until the initiator selects '‘Conference
Join' at which point they are part of the full Conference Call and can
converse with all parties. '‘Conference Reject' will reject the the call
you have on line and allow you to go back to the parties already in
the Conference.
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Meet Me Conferences

PBX Dependent Feature!

Meet Me Conferences enables you to set up a Conference on a date/time
that will either:

= Call users to Conference them in at the date/time specified, or

= Allow users to call into the Conference with a password.

To Set up a Conference
m Select Directory from the main toolbar.

» Right click on the extension you wish to set up a Meetme
Conference with.

m Click Meetme Conferences.

THT [y oo ant

. ............ ....... e Diecere

a 2963 Call Control »
L, 7

o) 2931

o) 2951

a 2987 ;

E. 275 Ernail

& 2367 Insight

i 2978 Meetme Conferences

& 2333 | Send an Instant Message...
& 2B

i 2346 Yiew Picture

_ﬁ'_, ;3;: % Cusktomise Prinkout. ..

_E_. 2957 EJ_ Prink Presiew, ..

Ty 2358 Properties

&, 23 ToEl

A |

m Click Add from the Screen to add a Conference setting.
= Name your Conference.



138l Meetme Conferences N | |

~Meetme Conferences for 418 Dietails
1141 Conference 1D |
1144
1152 Start Time: | oo |
et Conference

[ Recard [ Play Announcements

MeetMe Conference Start Time =

Mon Tue Wed Thu Fri Sat Sun |12:45 PM
25 26 27 28 29 a0 1 RN
2 3 v 5 & 7 e =i
910 11 12 13 14 15 |y,

1:45 PM i
16 17 15 @20 21 22 |zo0em | hurnber Tyvpe |
23 24 25 26 27 28 29 [z15PM Extension

30 3 1 2z 3 4 5 [230PM
2:45 PM =

Y]

oK Cancel |

Add | Edlit | Delete | Seleck |
oK I Cancel | Apply |

m Select the date and time you would like your Conference time from
the Popup calendar.

= |t will automatically enter a new Meet Me Conference ID in the left

window pane, i.e.
x|

—Meetme Conferences for 418 —Details

1141 Conference ID:
1144 li1ce

1152
1155

Start Time:  [19/05/2005 13:00:00 |

[¥ Play dnnouncements

I™ Hecord
Email Address: |

Password: |

Passwaord |

—Attendees

Tame | Mumber | Mumber Tyvpe |

Add | Edit | Delete | Select |

[o]4 Cancel | Apply, |

= Click the Select button to add attendees. The screen below displays:



7 Meetme Conference Attendees x|

ﬂ Attendess Dekails

Conference ID: |1 170

Description: |c-:nferen-:e 1170 on 2005-05-19 &t 13:00

Contacts |Extensions | Contact Groups I Cther I

Personal Contact

Select |

Company Contact

Create | Select |
(4] 4 I Cancel |

= You can click Create to create a new contact as an Attendee (or
select from your existing Personal or Company Contacts).

= If you want to invite an existing contact (this example is using the
Extensions tab), highlight the name(s) of the Attendees and click the
> arrow to select them. This will populate the right-hand window

pane. When all Attendees selected, click OK.
| {Selectbxtensions x|

General |
E Select Extensions
Auvailable: Selected:
201 - Shereefa Galal - 220 - Jude Rhodes
205 - Svdney Build Area 221 - Deborah Harcourt
206 - Sydney L1 Kitchen

20a - Svdney Brdrm
209 - Bill Gates

210 - Juskin Martin
211 - Larry Ellison
230 - Waughan Klgin ¢

231 - Rodney Anderson
232 - Boris Cortes 4

240 - Ken Deacon

241 - Luke Sheaves

247 - Martyn Gridley

243 - Robert Watson

244 - Dean Markers

245 - Daniel Gallagher ;I

oK Cancel

» This screen appears:



# Meetme Conference Attendees | il

ﬂ Attendees Details

Conference ID; Il 168

Description: |c-:nferen-:e 1168 on 2005-05-19 at 13:00

Contacts Extensions | Contack Groups I Other |

Extension

220 - Jude Rhodes
221 - Deborah Harcourt

414 | Cancel |

m Click OK.

» The Contact will appear as an Attendee as shown on the screen
below.

188 Meetme Conferences x|

—Meetme Conferences for 418 —Details
1141 :
Conference ID:
1144 J1ies
1152 it .00
i Start Time:  [19/05/2005 13:00:00 |
e |_ Record |7 Flay Announcements
Emaill Address: |
Password: |
Password |
—Attendess
Mame I Humber I Mumber Tvpe I
7 Jude Rhodes 220 Extension
7 Deborah Harcourt 221 Extension

Add | Edit | Delete |

[4]4 | Cancel | Apply, |

m Select the Record checkbox if you wish to record the Conference.



= Enter the email address of where you wish the recording to be
emailed to.

= You can set a password for users who call into the Meetme
Conference number to enter when joining the conference.

= Click OK.

= To Add Random Numbers to this Conference

= Select Other Tab.

= Double Click in the line to enter the number you wish to include.
= Click OK.

= To Dial into a Meetme Conference

= The Conference facility will automatically call each attendee at the
date/time advise of the conference.

= When an attendee is called they will be asked to enter the
Conference ID followed by the # key.

= You may be asked for a password - if so, enter the password
followed by the # key.

= You will be asked to record your name followed by the # key - this is
then announced to the conference parties when you enter the
conference.

Note If an attendee does not enter the Conference ID within 5 seconds
the call will be hung up to ensure that it does not connect to voicemail.
The attendee will then have to dial into the conference by dialling the
dedicated extension or DDI for the Meetme Conference (your
Administrator will advise you of this number). Please also note that you
can only dial into an active Meetme Conference at the specified date and
times of the conference. To view Meetme Conference details - right click
on the extension that has set up the Conference within the Directory.
Meetme Conferences are deleted after the specified date and time.

Conferencing




Chat
Chat enables you to chat online with another internal user.

To Chat online
= Click into your Directory from the Main Toolbar.
= Right click on the user you wish to chat with in the Directory listing

':.‘5 [y oo ant

2957 Set Presence. ..

s
a 2963 Call Control [
& 27
e 295
H 25951
= 2997
= Email
® 275 el
& 2967 Insight
a0 2973 Meetme Conferences
= 2333 | Send an Instant Message...
i 2346
a 2346 Yiew Picture
= 2916
P 2978 % Customise Printaut, ..
ey
& 2057 EJ_ Print Presdew, .
i 2958 Properties
L, 2 el
ol
= Click Chat.
The screen below displays.

B andrew McBeath - Chat B [m ||

File Edit ©ptions  Action

B Bold # tslic: T Underine | A Font

Andrew, can you please reply to this test?| Gt |

131072003 §:55 AW .




B andrew McBeath - Chat

File Edit ©ptions  Action

=10l x|

Robyn Waters:

B Bold # tslic: T Underine | A Font

,l&ndrew, can you please reply to this test?

Send |

131072003 §:55 AW 4

[ ]
= Click Send.
[ ]
your chat to as follows:
| IPFx Motification x|
Robeyn Wakars says:
Andrew
| |

your screen as follows:

B andrew McBeath - Chat

File Edit ©ptions  Action

Type your chat conversation into the bottom section.

An 'Alert' notification will populate the screen of the user you sent

When the user in question replies, you will receive a text reply within

=10l x|

Robyn Waters:

Andrew, can you please reply to this test?
Andrews WMcBeath:

Certainly
Robyn Waters:

Can you please reply again thankyou
Andrewe WMcBeath:

| can indeed

B Bold # tslic: T Underine | A Font

El

Last message received 154 052003 11:45:03 a.m.

Send |

131072003 §:55 AW .

= You can continue the chat conversation by entering information and

clicking the Send key.

Directory
What is the Directory?




Dialing from your Directory Listing

Dialling Other Available Numbers

Insight - Viewing Extension Details and Appointments

Conferencing

Setting a Callback

Send an Email message from the Directory
SMS

View Extension Images

Customized Printout

Print Preview

Extension Properties

Filtering the Directory

Directory Integration




Setting a Callback

If the extension you are dialling is busy or on a location, you will be asked
if you wish to leave a Callback. If you select 'Yes', when the extension is
free you will be prompted to call the extension. If you select ‘No', you will
be connected to that extension's voicemail.

To set a callback

1. Right click on the extension and click Callback.
When the person is free a Screen Pop will appear to ask if you still
want to call the extension you set the Callback on.

2. Click Yes to call, or No to cancel.

Note The Set Callback option is only visible when a dialled extension is
unavailable.
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Extension Properties
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Send an Email message from the Directory

How to send an Email message from the Directory

Note For this function to work the selected extension must have an email
address associated to it.

1. Click on the Directory button on the toolbar.
The Directory will display.
2. Right click on the required extension to display the Contacts Menu.

‘& Extension Directory [Demoserver] i |EI|5|
File Edit Action Miew Help

oy Demoserver [ view Queues - zDiel - | &[4 = F= 5

|E:-:tens-'rn| Title | First Mame | Last Mame | Department | Frezence | Return Time
21 Operataor Operataor Office
Zn 2102 Mz Fapola Lawal b anagement Office
w2103 dz Aynzlie Gi =y B g i3 g =30 am Friday,

.. ...... i A Ta— .............. Sef Presence.., [
M 2105 Mz Tayanita Creek Call Control F 18:30 am Friday,
Zn 2106 Mr K.oorong Jornes Set Callback.
an 2107 Mz Moor Hafeez Dial Assaciate
an 2108 Mr Torometi Tuki Para Dial Mahile
Dial Home/Other
| Ernail [ |
Insight o
Meetme Conferences
.~ Send an Instant Message. ..
Yiew Picture
! I % Cuskorise Printout. ..

EJ_ Print Presdew, .
Propetties

3. Select Email.
A new Email screen using your default email client will display.

Note: In the IPFX Console client the 'Enable Directory Context Menu' in
the Configuration\Settings Tab must be turned on.

If your default email client does not display, check the following
1. Open Start\Control Panel\Internet Options



The Internet Options Screen displays.

2. Select the Programs tab as shown below.
21

Genora | Securky | Privasy | Content | Connentions  Froorams | advanced |
r~ Inbenroat programs:

A o can specify which program Seirdows sutomaicals uses
'ﬁ@ fos each Inbesnet service:

HTHL esttar:  [morosoft woed for windows =l
Emai ot outosk |
Hewegioups:  [Moosoft Cutioak =l
Irgemet cak  [atmesting |
LCaendar: [ricrosate Cutionk =]

Eoniact o [icrosoft Guthok, 2

Beselweb Setings.. | 100 528 tesst rbarme Bulore o he dedaul

IV Intemet Esplocar should check: 1o see whelhet # is the dalaul browser

0K || camea || gmn |

Your default email client type will display in the email field.

3. Use the drop-down menus if any changes are required.
4. Click OK.
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SMS

Note To enable SMS messaging, your organization must have an SMS
Gateway set up. Please contact your Network Administrator to arrange
this.

If SMS messaging is enabled, you can send a message to multiple
mobile phone numbers as long as you separate each number with a
semi-colon (}), i.e:

B Hultiple Recipients (3) - SMs —|o| x|

File Edit ©Options  Action
A Fort.. ¥ Urgent

Ta: |+E|42 1316949 ;+6421316950,+6421316931;

Meeting today at 1pm is cancelled
Send

Characters remaining: 127 A
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View Extension Images

View Picture enables you to view a picture of the user of the selected
Extension number.

Click into your Directory from the Main Toolbar.
= Right click on the user you wish to view.

T [y oo ant
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a 2963 Call Control »
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o) 2931
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i) e Ernail
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i 2333 | Send an Instant Message...
e 2B

i 2346 Yiew Picture

e 2916

'E' 2970 % Cusktomise Prinkout. ..

) 2957 EJ_ Prink Presdew, .

]

THy 2958 Properties

L, 2 el
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= Select View Picture.
The user's picture displays.

BT =

A1 Gpaie Ewn

To embed your Image
= Select Location Properties from your IPFX Client.
= Click the 'Image' button.

&

= This allows you to embed a small picture of yourself into the Call
Alert popup, so that when you call other users they get a picture of



you as well as your details. By selecting this Image button, you can
browse to find in which directory your image resides.

‘B IPFX Maotification  E3
Answer To Woice Mail

‘ou have & new call Fram
Matalia Bell
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Customized Printout

Customized Printout allows you to print out a Directory List and format as
per your requirements.

To Customize a Directory Printout
m Select Directory from the main toolbar.
= Right click on your extension within the Directory.
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m Select Customize Printout...
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» This screen allows you to select the fields you wish to display in your
printout by selecting the checkbox beside the field name.

= Make your selection and click Apply.



The bottom right hand side of the screen will display your required
settings and you can view the field contents. If you wish to reselect,
do so and click Apply again.

To Add a Filter to your Customized Printout
m Click Add Filter from the Toolbar menu.

= The right hand top screen will now display a column, operator and
value field for you to select from.

m Select the drop-down menu and select the filter you wish to apply,
eg: Column = the field name, Operator = variable to filter with, Value
= the value you wish your filter with use.
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= When all selections are set, click Apply.
= Your selection will display in the Directory pane.
= Click Preview to view how your printout will display

This

Feature Does This
First Page Selects the first page of your printout
Previous Page Selects the previous page of your printout
Next Page Selects the next page of your printout
Last Page Selects the last page of your printout
Zoom Selection to increase/decrease view
Print This is the printer selection to your organization network printers
Page Details the page numbers and what page you are on within the

printout
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Print Preview
Print preview takes you to a default view of the Directory printout.

To preview a Directory Printout
1. Select Directory from the main toolbar.
2. Right click on your extension.
3. Click Print Preview.

E [y | L oanant

a3 2957 Set Presence. ..

= 2963 Call Control 3
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i 2346 Yiew Picture

e 2916
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i 2958 Properties
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4. The following screen displays detailing your print preview of the
Directory listing.
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Icons on the Main toolbar & Print Preview

On your Toolbar, you can Print and/or run a Print Preview with the icons
from your top toolbar as well as the previously mentioned method.

= To Print Preview

Select Print Preview icon
= To Print

Select the Print icon

Print Preview




Extension Properties

To change the extension properties

1. Select an extension from the directory, then right-click to bring up the
context menu:
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2. Click Properties to display the Properties screen as shown below.



B 418 - Ms Angie Wilson Properties - x|

Gereral | Gueuesl Numbersl Dptionsl Groupsl Detailsl F'AEXI Hoursl Flelatedl

!". Enter perzonal information here.
Extension; ||4'| 8 Tupe: Digital Extenzion j
Tenant: I'I
WAL Address: |
(Title) (First) (Surname)

Mame: IM 3 I.ﬁ.ngie IWiIson ofi |
Email: Iangie. wilzon@perform-sol.com
LCD Mame: I.f-‘n.ngie ‘wilson (Max 16 characters)
Fosition: ICUmmunications M anager Shaw in Directary v
- Include in Staff List
User level I.t‘-‘«dministrat-:r =]
Department: I [rene] j

Image... |
Begion: IAuckIand j

oK I Cancel | Apply |

3. Enter or alter details as required.
4. Click OK.

Note The Properties option is not available to Users except for their own
extension. Many of the setup features shown here are unavailable for
them to change or amend on other extensions. For further information on
your extension properties, please refer to the Extension Properties
section in this manual. For Administrator functionality, please refer to you
Administrator.
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Filtering the Directory

Filtering allows you to display only those directories entries that match a
specific value in a particular field. For example, you may wish to view
only extensions that belong to the Finance department or only extensions
currently set to the Office Location. Any of the directory's columns can be
used as the basis of a filter.

To Filter an Extension

1. Right-click on the heading of the column that contains the

information you wish to filter.

2. From the context menu, select the characteristic of the extensions
you wish to display:

A= Blre HAEED $MD 3% A

{ S

l

| — —

Search for; | i Column(z]; |[L|$er Defined) ﬂ
Ewtni| Title | First Mame | Last Mame Positian Department Location
W 305 Mr Koorong Jones Financial Directar Finar Clear Column Filker cave
ﬁ_ {?} I Mz Aynsle Gill Cugtomer Service Manager Custo Clear all Filters iday
& 306 Mz Moor Hafeez Gluality dzsurance Rese :
] O peratar Operatar Sick Leave
307 Mr Toromet Tuki Para Suppart Engineer Cuszta On Holiday
Zn 3N Ms Fawola Lawal CED Mana Cueue
%“:‘3 N4 Mz Tapania Creek, Marketihg .Manager Sa|Ej$ In & Mesting eeting
Zn 303 Mr Chu Sau-Tung  Receptionist Audrmit] Office ~ |

3. The directory will only display extensions matching the characteristic
you have selected.

Filters can be combined by repeating these steps on different columns.
For example, by filtering the Location column for "Office" and the
Department column for "Finance" you can display a list of all Finance
staff currently at their desk.

To Remove Filters



= Right click on any column header in the directory and select Clear
All Filters from the context menu.
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Directory Integration

To view the directory integration with Microsoft Outlook
2000 onwards

1. Select File from the Directory Menu
2. Select New

You will be presented with options which will enable you to utilize the
Microsoft Outlook tools. For further information on Microsoft Outlook
tools, please refer to Microsoft.

‘H Extension Directory [AKLCTSERVER]

Flle | EAE  Aactlon  ¥ew Help
Mew r | [F= Contact SRRk
— & Erfnt . £2| Distribution List e
2l [&, Print Preview éj Msil Messags
A
o =l zave 7] appontment
Close 7 Mesting Request loprnent
a7 festd Task,

G454 Test 2 2] Task Request

B453 TE_SH @ Journal Enkry

419 Shipley f,‘» - ct Management/Tra
453 Richards o2 loprment

455 Frice Joanne Technical Support

CEE R

472 Flumpton Kevin M anagenent

Note: These options are also available from your Popup Screen. Click
the Contact button on the Popup screen to display the same menu. If you
have Enhanced Directory selected so that your Directory populates withir
Outlook, this feature is not available as you are already within Outlook.
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What is a Queue?

A queue is an extension on the PABX, which directs incoming calls to the
gueue agents in a IPFX Contact Centre environment. When a call comes
into the queue, it is managed by the queuing system and coordinated
based on the queue settings.

The administrator can configure Queue Agents, Priority/Service levels,
Grade of Service, Schedules, Announcements etc, based on the
requirements of the IPFX Contact Centre.

An IPFX Supervisor Agent can administer queue settings, however, if you
have multiple Queues and Supervisors, you may want to password
protect the queues so they can administer their own Queues only.

Note You must have purchased the IPFX Contact Centre module for this
to be enabled.

See Also
Queues

Viewing Queues

Viewing Queue Agents and Call Flow
Viewing Queue Calls

Queue Pickup

Last Agent to Log out of Queue Notification
Queue Hold
Queue Control
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Viewing Queues

The IPFX Contact Centre module must be purchased for this to be
available. This icon is not available on IPFX Call Centre Express for
users (only IPFX Supervisor Agent/IPFX Administrators).

To view Queues
Click the Queues icon on the IPFX Toolbar.

ﬁj QueUes '

The Queue Summary screen will appear:

% Queue Summary [Techwrite01]

File Edit Action \iew Help

&Techwr'ﬁem @View Extensions - & Dial = EE

[ueus Dezcription | Mode | Statuz | Calls | Longest | Agentz | Answered | Abandoned | Other | GOS Site
Operator Quewe Auto OFPEM O o000 1 0 0 ] 100%
Support Quewe Auto OPEM O 00:00

Across the top of the queues are the Column Headers. Select the column
of your choice by clicking in the Column Header to sort ascending or
descending. A description of the columns is set out below.

Queue

This is the queue pilot reference number allocated to the queue. This is
set by the Telephony System.

Description

General description of the queue. Usually relates to the queue/user
requirements. i.e. Helpdesk, Sales Support.

This description will also populate an LCD Message on a Dterm Phone
(dependent on PABX), or a users screen pop to allow Call Centre Agents
to differentiate which queue a customer is calling.

= Mode



= Mode indicates whether the queue is automatically or manually
opened.

= Automatic will open/close and forward the queue based on the
gueue schedules.

= Manual indicates the auto setting has been manually overridden to
forward to another Queue or Message Box.

= When in Manual mode, the specified schedule times will not be
adhered to.

= Queues will stay in manual mode until reset to auto.
Status

Open, Closed, Forward to Queue, Forward to Message. States the
gueues real-time status.

Calls

How many calls are waiting in the queue at that time.

Longest

The longest wait time of all calls in the queue at that point in time.
Agents

How many agents are logged into the queue at that time.

Answered

Number of calls that have been answered in the queue over that day.
Abandoned

Number of calls that have been abandoned from the queue over that day.

l.e. Hung up once they 'entered' the queue. There is an abandoned call
time that can be set by the Administrator to be longer or shorter based on
the queue requirements. The default is 5 seconds.

e.g. If a call abandons before being in the queue for 5 seconds, it will not
show on the statistics.

Other

= A call which comes in on a queue, gets a message box as a queue
announcement and then gets transferred to another destination other
than the original queue from the message box.



= A call which comes in on a queue and gets manually picked up by
someone not logged into the queue i.e. a supervisor.

GOS
Current (GOS) Grade of Service Level for queue.
Site

In a networking scenario, all the queues visible for each networked site.
(i.e. Auckland, Wellington, Sydney)

Note Queues are not usually manually opened, otherwise the Queue
would remain open until such time as it is Reset. Check with your Call
Centre Supervisor/Administrator.
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Viewing Queue Agents and Call Flow

You can view individual Queue Agent performances and Call Flow for
each queue.

Click on the queue icon.
Double click on the queue required.

¥ Queue 2990 - Demo Queue
Fle Edt Action Yiew Help
I view Extensions [ B Hanglp - $= F= G2

fgents=0of 12 | Calls=1 [00:03] Calls Max=1 [00:09] GOE=0%, fins=(] Abn=1 (Other=0

Extn First name Last name Fresence Retumtime | Anewered | AwgTalk | Access Skill Enty Time | Entry Count
Office - 0 (a0 Auto None

i 2910 IFestat Irestant

N3 Michele Hewlett iway On Bugine 12:00:00 p.m. Tom 0000 Disabled 2 Ingtant Ingtant
Z 2918 Philip Stewart Office - a a0 00 Auto More  Instant Irestant
¥ 2913 Michele Bamett OndBreak  4:00:00 p.m. Today 0 0000 Auto 2 Ingtant Instant
y 2900 Roy Bates Frime Time - 0 0000 Auto More  Instant Ingtant
[ 293 Tanaa Rudd Gone Out 7:30:00 a.m. Tomar 0 a0 00 Auto More  Instant Iestant
[ 2% Sharon Brodie Gone Out 17:00:00 &.rm. Torm 0 a0 00 Auto B IFetat Iestant
¥ 257 TR Ellig Hueus - a Qa0 Digabled  Mone  Inatant Istant
m 298 Joanne Frice Gone Out 4:00:00 p.rn. Today 0 0000 Disabled  Mome  Instant Ingtant
& 2961 Dema (he Office - a Qa0 Digabled  Mone  Inatant Imstant
7% 2963 Dema Softphone Office - 0 0000 Disabled  Mone  Instant Ingtant
h 293 Edward Moore Office - a Qa0 Digabled  Mone  Inatant Imstant
Extn Subject Caller Statuz | Queue Time | Ring Time | Talk Time | “rapup Time | Trunk
g Demo Queue Phillip Stewart Queveng  00:03 0000 0000 o000 2918 1

Shows all Agents (and their extensions), Presence state of each
Agent, the Calls answered by each Agent, Average Talk time and
Agent status.

Top Segment of
Queue Details

A white telephone shows an agent is in the office but NOT logged into
Queue.



Ayellow Telephone shows an agent is logged into the Queue and is
available to take queue calls.

A yellow or white telephone with a clock on the top bottom hand corner
shows an agent who is temporarily logged out (on "Away Status") of the
gueue. When the agent moves the mouse or uses the keyboard, this icon
automatically reverts back to the Queue Presence. While on "Away
Status" queue calls will not be delivered to the agent.

To set the Away Time Status, please refer to CTI Options.

Supervisors can see how busy the Queue is and can log in more agents
or change the priority of this queue.

To View Queues, Extensions or the Company Directory
from within the Queues Directory

Click View Extensions from the Top Toolbar.

Select the Directory you wish to view.
o Metwark | [ view Extensions -] [ 75 0ig

Queus @ Extension Direckory tode

% 401 Company Contacts anual

404 T ahual
Queues

i a0s Tm - darual

G 205 Gullvers International Travel  Auto
i Ay Ciullivars Norsactic Trawal L

Once selected, the view will change - thus saving you from closing and
going into the Directory from your client's main screen.
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Queue Name
Shows the Queue Name for quick reference.

Viewing Queue Agents and Call Flow

Queue Statistics

Agent Information




Queue Statistics
You can view your queue statistics without having to run reports.
Agents

Number of agents logged into the queue for the Call Item Type (eg:
Calls, Emails, Callbacks, etc) versus how many agents are available if
they log in to take calls.

Calls

Number of calls waiting in the queue to be answered and their waiting
time.

Calls Max

Maximum number of calls in the queue at any time and the longest
waiting time since queue reset (usually 2am).

GOS

Current Grade of Service level for the queue.

Ans (Answered)

Number of calls answered since the queue opened.

Abn (Abandoned)

Number of calls that have been abandoned from the queue.
l.e. Hung up after they 'entered' the queue.

Note: If calls abandon before the 5 second default time then they will not
change the statistics. (See Queue Properties/Alarms).

Other

Manual selection of calls from the queue (ie. Supervisor picks up directly
from queue) or call transferred out of the queue. Also includes calls to
gueue after Queue has closed.

Viewing Queue Agents and Call Flow
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Agent Information

Extension

The agent's extension.

First Name

The agent's first name.

Last Name

The agent's last name.

Location

The agent's current location setting.

Return Time

The time the agent is due to return.
Answered

Number of phone calls the agent has answered for that queue.
Avg Talk

The average talk time for each call.

Access

The level assigned to the agent for queuing.

l.e. They may be set to Pick Up calls, instead of receiving them
automatically.

Skill

Each agent is assigned a skill level from 1 to 9 depending on company
requirements.

If an agent is skill level 9, then he/she will receive priority to answer the
call over an agent with a skill level of 3.

Entry Time

Agents can be assigned a start time for a queue call that will enable the
gueue call to be delivered to their extension only after a call has been
gueuing for a specified timeframe.

Entry Count



Agents can be assigned an entry count for a queue call that will enable
the queue call to be delivered to their extension only after a set number
of calls have been queuing.

Viewing Queue Agents and Call Flow
Queue Name

Queue Statistics




Viewing Queue Calls

To check the calls currently in the queue either answered
or queuing
1. Click on the queues icon on the toolbar.
2. Double click the queue you want to view.
The bottom half of the screen shows all current Queue Calls

& Queue 2990 - Demo Queue EHE”'S__(J
Fle Edit Action Yiew Help

¥ view Bxtensions + [ EﬁHang lfAll=iE G

fgents=00of 12 | Calls=1 [00:03] Calls Max=1 [00:09] G05=0% fins=( Abr=1 Other=0
Estrv | First name Last name Presence Retumtime | Answered | AwgTalk | Access | Skil Entry Time | Entry Count
2913 Michelle Hemwlett taway On Busing 12:00:00 p.m. Tom 0 0000 Dizabled 2 Irvstant [nstant
2918 Phillp Stewart Office - 0 0000 Auto Mone  Instant Instant
3 913 Michele Bamett OndBreak  400:00 p.m. Toda, 0 0000 Auto P Irvstant Instant
y 290 Rop Bates Fiime Time - 0 0000 Auto Mone  Instant [stant
0 53 Tanaa Rudd Gane Qut 7:30:00 am. Tom 0 0000 Autto Mane  Instant Instant
0 296 Shaon Bradie Gane Qut 11:00:00 a.m. Tom 0 000 Autto B Instant Instant
® %7 TR Elliz HueLe - a 0000 Dizabled  Mone  Inetant Irietaint
m 2958 Joanne Fiice Gone Dut 4:00:00 p.rn. Today 0 0000 Dizabled  More  Instant [nstant
% 2961 Demo One Office - a (000 Dizabled  Mone  Inetant Irietaint
2963 Demo Softphone Office - 0 0000 Dizabled  More  Instant Instant
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As calls (or other media: Fax, Email or Callback) are presented to an
agent, the telephone icon in the leftmost column changes from yellow to
red.



When the call is answered the caller status changes from Queuing to
Ringing.

When a call is put on Queue Hold, the caller status changes to 'hold" and
the icon status changes to a hand - see Queue Hold for further
information.

Note: If an Agent is logged into the Queue (yellow telephone) and does
not answer the telephone, the Call and Contact Centre will keep trying to
send calls to this Agent if no other Agents are available.

It is important to of the Queue if you leave your desk, to
allow customers to receive announcements and to prevent high ring
times.

Queues
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In This Section Viewing Queues

Queue Calls Viewing Queue Agents and

- Call Flow
Document Queuing Queue Pickup

How a Callback presents
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Last Agent to Log out of
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Queue Calls

Extension

The extension of the agent who has answered the call.

This will only show if the call has been answered.

Subject

The queue name that the caller came through.

Caller

If CLID (Caller Line ID) is enabled, the caller's number will show.

If the caller is listed in the Company or Personal Directory, his/her name
or description will show.

Status
The status of the call i.e. Answered, Queuing, Released.
Queue Time

How long the call has been in the queue at present or was in the queue
before being answered.

Ring Time

How long the call was ringing on the agents phone before being
answered.

Talk Time
The length of conversation time.
Wrapup Time

The length of time the call was in wrapup mode. (Time elapsed from
hangup until Agent available to accept another call).

Trunk

The trunk line the call came in on.

Type

What the call type is, ie. Queue Call, Callback, Outbound, Webchat, etc.



Viewing Queue Calls

Document Queuing
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Document Queuing

Note This feature is only available if the IPFX Document Queuing - E-
mail and Fax module is purchased

Documents routed to a queue are presented to logged-in Agents in the
same manner as a normal phone call.

Queued documents are indicated by media-specific icons in the queue
window. For example, e-mail messages are indicated by an envelope
icon:

B Queue 8264 - Emall Support
Ele Edit Acdion View Help
PlviewEdenzonz - [ B | a0m - | 1S FS 62

| ngants=z of 4 cals=1 [D1:01] | calls Mae=3 [05:27] GOE=50% |ane=t3
Evtn | First name Last name Loation Rehaen time: BArawered | Awg Talk | Access Skill | Eniy Time
A aryoe 0

= 29 Makk Huszain Clusws i 0k0s dula ] |ristant |rstant

i 2250 Matthew Mooee Oiffica o 000 At 3 Instant Instant

&= 2252 Anthony Pangue Quews ] 0005 Ao 5 Irstant Irstant

[ Esin Subject Caler | stas | DueweTime  RingTme | TakTme |Wrapup Time| Trurk
= | Exampla Anthony Penpuei@iphcom  Dusising om:m DCvon 00on 0000 e Email

Documents at the head of the queue trigger an Accept/Decline pop-up
window on the screen of the next available agent.

If the agent declines or does not respond to the pop-up window, the
document will be returned to the queue for delivery to another agent.

If the agent accepts the document, the document is delivered to the
agent's Inbox.

In order for an agent to receive e-mail or fax messages, the agent must



be enabled in the appropriate media tab of the Queue Properties >
Agents Tab screen.

Note IPFX recommends using Wrap ups to allow you to gauge the
amount of time agents spend processing e-mail or fax messages.

Viewing Queue Calls
Queue Calls
How a Callback presents itself to an Agent




How a Callback presents itself to an Agent

This is an Additional Module

When a Callback presents into the queue it will deliver to an agent like a
normal call based on the settings a Supervisor sets up for access levels.

= The call will present on either the Popup Screen or when presented
to the agent, voicemail will play the message to the agent and then
ask the agent the following:

= Press 1to Reply
» Press 2 to Reschedule
m Press 3 to Delete

= Press # to Accept (when # is selected, this will automatically dial out
to the number the customer has entered).

Note All users MUST select a Wrapup Code after a Callback has been
taken. If you do not require Wrapup Codes on Callbacks, please advise
your Administrator so they can turn this default function off.

The toolbar above 'Caller Information' shows the above options that the
agent can select from to do the same functionality as below.



Current Calls A
I:IET %TK iy E . @ L J @ T

Contact Wiy Delete | Hangugp oy oice hail Listen Start | Work Time Options
b Flay  «F Accept % Delste | £3% Reschedule Date Today = Time S45PM =

From: Harry Potker Reason: AQ1 - Callback Queue Queue Time: 01:23

| Caller | Statusg Cruration
EE] Harry Potter Anzwered 00:36

Wrapup codes:
=1 System | Code « Drezcription

= (23 Incoming O o 1
“e[Z7] Oukgaoing

Note Callback calls, when being distributed to an agent should be dealt
with as a normal call would be, a callback call should NOT be hung-up or
at any stage.

The correct procedure for handling callback calls is either:

&/ Accepting the callback, or

+ % Rescheduling the callback for a later time.

If a callback call is hung-up on (without being rescheduled) the call will be
placed back into the queue but will not keep its position in the queue.

Viewing Queue Calls

Queue Calls

Document Queuing




Queue Pickup
You can pick up a call from a queue and transfer it to any agent in the
queue group.
To pick up and transfer a call
1. Click on the Queues icon.
2. Double-click on the queue to view the queue calls.

& Queue 2990 - Demo Queue EHE”'S__(J
Fle Edit Action Yiew Help

¥ view Bxtensions + [ EﬁHang b~ | == 62

fgents=00of 12 | Calls=1 [00:03] Calls Max=1 [00:09] G05=0% fins=( Abr=1 Other=0
Estrv | First name Last name Presence Retumtime | Answered | AwgTalk | Access | Skil Entry Time | Entry Count
2913 Michelle Hemwlett taway On Busing 12:00:00 p.m. Tom 0 0000 Dizabled 2 Irvstant [nstant
2918 Phillp Stewart Office - 0 0000 Auto Mone  Instant Instant
3 913 Michele Bamett OndBreak  400:00 p.m. Toda, 0 0000 Auto P Irvstant Instant
y 290 Rop Bates Fiime Time - 0 0000 Auto Mone  Instant [stant
0 53 Tanaa Rudd Gane Qut 7:30:00 am. Tom 0 0000 Autto Mane  Instant Instant
0 296 Shaon Bradie Gane Qut 11:00:00 a.m. Tom 0 000 Autto B Instant Instant
® %7 TR Elliz HueLe - a 0000 Dizabled  Mone  Inetant Irietaint
m 2958 Joanne Fiice Gone Dut 4:00:00 p.rn. Today 0 0000 Dizabled  More  Instant [nstant
% 2961 Demo One Office - a (000 Dizabled  Mone  Inetant Irietaint
2963 Demo Softphone Office - 0 0000 Dizabled  More  Instant Instant
% 2981 Edward Maore Office - a 0000 Dizabled  Mone  Inetant Irietaint
Extn Subject Caller Statug | Gueue Time | Ring Time | Talk Time | ‘Wrapup Time| Trunk
& Demo Queus Phillp Stewart Oueueing 0003 0000 0000 0000 A8 0

3. Click on the unanswered/unassigned call and drag it out of the
gueue calls and onto your extension.

The call will then transfer to your phone and you will be able to pick it



up.
You can also transfer the call to another extension if it is available.

Note: You can double click on the call to have it delivered to your phone.
However, if the call has just been delivered to another extension, you will
be unable to take the call. It is recommended that agents log in and out o
the queue to ensure accurate call management.

(For gqueue pickup using your phone, see your Voicemail manual).
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Last Agent to Log out of Queue Notification

If you are the last agent to log out of the queue, you will receive the
following screen pop on your Desktop to advise you accordingly.

Continue Logout? i ‘: ' |
Wau were the last Agent bo log out of the Quele.

Click. "es' to continue logging out, or
Click. "Mo' to cancel the action and restare your previous location setting.

Note Please ensure you do not leave the queue unattended while it is
open.
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Queue Hold

You can place a call on queue hold. This holds the call within the queue
for other agents in the queue to view.

Double click to take the call if required.
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Queue Control

Note Queue Properties is only for users with Supervisor or Administrator
Access. Users can be provided this functionality as a User Feature Level
Please refer to your IPFX Administrator Guide for further information.

To open a Queue
1. Right-click on the required queue from the Queue directory window.
The shortcut menu will appear:

Call Control 4
Queue Control b |

Properties
2. Click Queue Control.
The Queue Control options will appear.

Call Control 4
GQueve Control ~ » Open
%' Properties W) Forward to Queve..,
fﬂ Forward to Message...

Reset

Open
If a Queue is 'closed' override this by clicking on the 'Open’ option.
This will set the queue to manually open.

Note The queue will stay manually open until it is 'Reset'.

Forward to Queue
You can forward a queue to another queue.

This may be required if you are short of staff or you are running a
promotion.

All forwarded calls will be presented to the agent with the correct queue
description.

Note A queue cannot be forwarded to itself, so the selected queue (i.e.
the queue to be forwarded) will not appear in the destination list.

Forward to Message



You can forward a queue to a message that will play when a caller enters
the queue.

You may need to use this feature if there is an emergency and all staff
are to be evacuated. You then forward the queues to an Audio Text
message preset for the occasion.

Reset

The Reset button will reset the queue back to follow its' automatic
schedule.

This option is used when a queue has been forwarded to another queue
or a message box or has been manually opened after hours etc.
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Queue Properties

Note This feature only available if an IPFX Administrator or IPFX
Supervisor Agent license is purchased. For further information on Queue
Properties, please refer to the IPFX Administrator Guide.

To view a Queue's Properties

1. Right-click on the required queue.

The shortcut menu will appear.

2. Click Properties...

The Queue Properties screen will appear:

B 402 - Project Management Properties il
GEneral |Agents | Schedules I Announcements I Pricrity/GOS I #Alarms | Naokes | Pref Agents I ‘Wildcards I Halidarys I Permissions I
m General Queue Information.
— Details —Options
Queue Number: |4EIZ Tenant: Il Wirtual Quese: u
Descripkion: IPrDject Managemenk Foree wrapup codes: I-
Use Password: 'l
Queue Group: IDBFE'L'It j‘ Lse Original Queue Priorities H
Wirapup Folder: ISystem 5 I
—Queue Adjustments — Exkension Mo Answer
Queue/Time Skill Priority Customer Return o Quele after IID seconds.
Priorty prory || S0
R j z z - ' 7 %' Temporary Logout for IIEI seconds,
s || = = =l 3 " Permanent Lagaut
s e it Pt
Mn - ’ = 5 | 5 i | 3
100% 100% CEEE
ok I Cancel |

For more information see, Config - Queues in the IPFX Administrator

Guide.
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Viewing Queue Calls

Queue Pickup

Last Agent to Log out of Queue Notification
Queue Hold

Queue Control




Dial
Gives you the ability to control your telephone from your PC. For headset

users, this is a convenient way of handling your phone calls without
taking your eyes from your screen.

IPEX Phone Control Toolbar

Directory

Queues
Call Control

Forward to Voicemail

Send a message

Record
Work Time

Config

Reports
CTI Options




Call Control

This feature gives you the ability to control your telephone from your PC.

Click on the Call Control icon on the IPFX Phone Control Toolbar and a
drop-down list will appear with the following functions or, alternatively,
you can right-click the Location icon in the System Tray.

Set Location...

Open...

Dial. ..
AnsiEr
Harg ug

Blind Tramsfer...
Supetwised Transfer. .,
Complete Transker
ance| Tramsher

Hald

Resurme
Guene Hold
Queue Fesume
Held Faor...

Pickup...
ConfErence, ..
Manitar...
Inkrude. ..

Cancel

Note: Monitor and Intrude are only available if an IPFX Supervisor Agent
license and IPFX Contact Centre module is purchased

If your phone is ringing and you are busy working on your computer, you
can:

1. Click on the Answer button (This is the Dial button that changes
based on the phone state).

2. Select Answer from the drop-down list.

your call will be played through your phone speaker (depending on
your phone type).

or

3. If you are currently on a call, you can hangup the call without having
to replace the handset on your phone - regardless of the phone type.

For headset users, this is a convenient way of handling your phone calls
without taking your eyes off your screen.



Dial/Making an Outbound Call

Dial allows you to dial your required number from your screen easily and
quickily.

You can select any of your recently dialled numbers or a new number.
You don't need to dial 1 or 9 to get an outside line.

When you lift the handset and dial a number, the Dial

icon changes to red and the handset is vertical with a | G&
blue arrow across the phone. The caption changes to  [rnue
read 'Hangup'.

When you hangup the icon reverts to show 'on hook'. 75

or
1. Click on the Dial Icon.
The Dial screen will appear:

Pleaze enter the rumber pou wank to dial. Mo prefix iz
requred for external numbers.
Dial | 2|
Dial | Cancel ]
2. Enter the number you want to dial. No prefix is required for external
numbers.

3. Click Dial.

The call will dial out on your phone and play through the phone speaker -
digital phone only. If you have an analogue phone, the phone will ring you
first then perform the dial.

Call Control
Recently Dialled Numbers

Answering a Call

Hangup/Completing a Call

In This Section Transferring a Call

Dialing from your Outlook  Cancel Transfer
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Dialing from your Outlook Contacts

IPFX for Outlook supports dialing numbers directly from your Microsoft
Outlook Contacts screen.

To dial a number from the Microsoft Outlook Contacts
screen

Method 1

1. Highlight the Contact you want to call and click the Call Control
button on the top tool bar.

2. Click Dial Contact from the drop-down Call Control list.

Contacts - Microsoft Outlook I -10] x|
©Fle Edt Wiew Go Tools  Ackions  Help Twpe a question for help =

e | S 3 x| .Fj @ . SpFi_nd | B Typeacontacttofind = | @!
|call Control + || %4 Forward to oicemal | %Send | Record Work Time =
Dial...,

i Presence EL!Directnrv & Queues -',_*,'fDiaI

~ | W 2000: Operator Queus [01] m 2010: Demo )

Contacts Smith, Bob P&
Dial Cantact,.. M ‘

it Fayola Lawal < Aynslie Gl <5 Chu Sau-Tung

My Contacts

{65 Cortacts =

Current Yiew e 02156

® Address Cards

o Detailed Address Cards
3 Phone List

7 By Category |
3 By Comparyy

3 By Location

{3 By Follow-up Flag j Queus Hoi
e Queue Resume
|~ Mail
E@ Calendar Pickup...
| Contacts Sl

&,—

Tasks

ElNNEEENEREEREREEE

| Cnling:

B

4




Note This can be done from the Contact Summary screen or
from within the Contact itself.

You will be offered the telephone numbers associated with that
contact (e.g. Business, Mobile, Home):

il pob smith x

Please seleck the contack number From the list
belon,

Dial Bob Smith: | glelelER ey Rt

Business: 09 555 1234
[ = T

3. Select the preferred option from the telephone numbers offered.
4. Click OK
Your phone will now ring that number.

If you have a Dterm/Digital phone, your telephone will now be in
hands free mode.

Note If you have an Analogue phone, your phone will ring.
When you answer, activate call set-up by saying "Hello".

Method 2
1. Highlight the required contact.
2. Click the Dial button on the Toolbar.
3. Select from the drop-down box and Click Dial.

Dial/Making an Outbound Call
Displaying the Outlook Contact Name within the Screen Pop




Displaying the Outlook Contact Name within the Screen Pop

When someone calls your extension from an outside line, if the Calling
Line ID (CLI) is in your Outlook Contacts the Contact Name/Description
will display within your Screen Pop instead of the CLI as below:

urrent Calls =

EEl- |G- -X | @-M- 5 e |®-E-
From: Sharon Brodie Reason: Incoming: 3571156
Caller Status Cruration
\ﬁ' Sharon Brodie Ringing 0o

To ensure this can take place you will need to set your
Location Settings correctly. To do this:

1.
2.
3.

Select Tools from your main Outlook Menu.

Select Dial Up Connection from the Tools Menu.

Select Location Settings.

Toaols | Ackions  Help

Dial-Up Conneckion 3 | Dial-Up Location

*

Qut of Office Assistant.., | Location Settings...

Set the Phone and Modem Options by selecting Edit.

Phone And Modem Options i eS|
Dialing Fiues |
@}. The ket below displays the locations you have specified. Select the
= lacatian from which you are dising,
Locationg:
Location | Area Code |
Sy Looation 5|
Mewe... Edit...
0K I Cancel Aoply




5. Ensure that your Country/Region is set correctly. e.g. 9 for Auckland.

6. Enter the appropriate digit for access to outside lines for local and
long distance calls.

7. Ensure that Tone Dial is set.

Edit Location i 21

General | Area Code Rules | Caling Card |

g Location pame:

Specify the location from which you wll be diging.
Country/region; Area code:
Mew Zealand x| |3

— Diahtg mules
YWihen dialing from this location, uze the following rules:

To access an outside line for Jocal calls, disk 1

To access an outside line for long-distance calls. disk |1

[ Todisable call waitng, diak I - I

Dial using;  * Tone " Pulse

0K I Cancel Apply

8. Click OK.

Within your Outlook Contacts ensure your numbers are
entered correctly as follows:
1. When entering number do not enter other characters, e.g. brackets

or dashes (, ), -, or spaces. If Outlook formatting puts these in after
you have entered the number, this is OK.

2. Each User's Outlook can have different formatting options.

If your Outlook formats the number into International format, ensure
you do not have the '0" in from of the access code. i.e. + 64 (9)
3573573.

If Outlook does not format the number into International format,
ensure you have the '0" in from of the access code i.e. (09) 3573573

Dial/Making an Outbound Call




Dialing from your Outlook Contacts




Recently Dialled Numbers

To dial a recently dialled number
1. Click on the Dial icon.
2. The Dial screen will appear.

3. Click the drop-down arrow and select an existing number.
Dial i x|

Pleass enter the telephone nunber ko dial.
(Mo prefixis required For external numbers)

S70R443
4120820 '
4. Click Dial.

The call will dial out on your phone and play through the phone
speaker - digital phone only. If you have an analogue phone, the
phone will ring you first then perform the dial once you pick up the
handset.

Dial:

Your icon will change to show 'off hook' and the caption will read
Hangup.

k.

Hangug

Call Contraol
Dial/Making an Outbound Call
Answering a Call

Hangup/Completing a Call
Transferring a Call

Cancel Transfer
Hold

Resume

Queue Hold
Queue Resume







Answering a Call

When your phone rings, it will show as a raised handset, be
coloured red and the caption will show as Answer.

When you lift the handset, or click Answer the icon changes to
white and the handset is vertical. The caption beside the icon i
changes to read Hangup.

When you hang up the phone the icon reverts to show on hook. &5

Call Control

Dial/Making an Outbound
Call

Recently Dialled Numbers

Hangup/Completing a Call

Transferring a Call

Cancel Transfer
Hold

Resume

Queue Hold
Queue Resume
Hold For

Pickup
Monitor

Intrude



Hangup/Completing a Call

To hangup/complete a call
= Click on the Hang up button.

The call is now terminated.
The icon reverts to 'On hook' and the caption reads 'Dial'.

o
HH
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Queue Hold
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Transferring a Call

To transfer a call

1. While speaking to your caller, click on the arrow beside the Dial
button on the top menu to display the drop-down menu.

Hang up

Blind Transfer...
Supervised Transfer, ..
Carnplete Transfer
Cancel Transfer

Hold
Queue Hold
Hald Ear. ..

Conference. ..
Monitar,., .

Intrude. ..

2. Click Blind Transfer to transfer the call without introducing the caller
or click Supervised Transfer to introduce the caller before hanging

up.
The Transfer screen will display.

|
Plaata enles lhe number pou wanl ko bansfer to. No
piefix i raguinad for estamal rumbens.

Transfes bo | ﬂ

o

Your caller will be placed on hold while you enter the number you
want to transfer to. No prefix is required for external numbers.

3. Enter the number and click Transfer.

You can then speak to the second caller (if you chose supervised
transfer) while the first caller is still on hold. When you hang up, the
first caller will connect to the second caller.

Note If you choose to transfer one external party to another external
party, the call will use two trunk lines. (One for the internal call and one
for the external call). Those two parties will continue to be routed through



your PABX until their conversation is terminated.

Call Control

Dial/Making an Outbound
Call

Recently Dialled Numbers

Answering a Call

Hangup/Completing a Call
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Complete Transfer

To complete the Transfer

While speaking to your caller, click on the arrow beside the Dial button on
the top menu to display the dropdown menu.

Hang up

Blind Transfer...
Supervised Transfer, ..
Carnplete Transfer
Cancel Transfer

Hold

Queue Hold
Hald Ea. ..
Conference. ..

Monitar,., .

Intrude. ..

Click Complete Transfer to complete the transfer.

Transferring a Call




Cancel Transfer

Enables you to cancel the transfer and reconnect to the original call. You
can then retransfer to another internal number or an external number.

Call Control
Dial/Making an Outbound Call
Recently Dialled Numbers

Answering a Call
Hangup/Completing a Call
Transferring a Call

Hold

Resume

Queue Hold

Queue Resume

Hold For

Pickup
Monitor

Intrude



Hold

The Hold function allows you to put a caller on Hold from within the Call
Control button. When putting a caller on Hold, it will be displayed as a
green phone. &

While keeping a caller on Hold you will be unable to make or receive
calls.

Note This is applicable only to sites utilizing IPFX for Call Manager.

To put a caller On Hold

1. While speaking to your caller, click on the arrow beside the Dial
button on the top menu to display the drop-down menu.

Hang up

Blind Transfer...
Supervised Transfer, ..
Carnplete Transfer
Cancel Transfer

Hold
Queue Hold
Hald Ear. ..

Conference. ..
Monitar,., .

Intrude. ..

2. Select Hold to place the caller on hold.

Call Contraol
Dial/Making an Outbound Call
Recently Dialled Numbers

Answering a Call

Hangup/Completing a Call
Transferring a Call




Cancel Transfer

Resume
Queue Hold
Queue Resume
Hold For

Pickup
Monitor

Intrude



Resume

While your caller is on hold, your Call Control button on the top toolbar
will default to a Resume button. Clicking on this button will retrieve the
call you had placed on Hold.

This enables you to resume/retrieve the call you placed on hold.

Note This is applicable only to sites utilizing IPFX for Call Manager.

Call Control
Dial/Making an Outbound Call
Recently Dialled Numbers

Answering a Call

Hangup/Completing a Call
Transferring a Call

Cancel Transfer
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Hold For
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Queue Hold

The Queue Hold function allows you to put a caller on Queue Hold via
the IPFX application - this will leave your extension free to make and
receive calls.

If you place an incoming/outgoing call on Queue Hold - this is held within
your Personal Queue for your extension and can be viewed within your
Call Popup Screen.

If you place a queue call on queue hold - this is held within the Queue for
other agents to view and take the call if required.

To put a caller On Queue Hold

1. While speaking to your caller, click on the arrow beside the Dial
button on the top menu to display the drop-down menu.

Hang up

Blind Transfer...
Supervised Transfer, ..
Carnplete Transfer
Cancel Transfer

Hold

Queue Hold
Hald Ea. ..
Conference. ..

Monitar,., .

Intrude. ..

2. Select Queue Hold to place the caller on hold.

Note To view your Held calls, you need to activate your Popup Screen.

Call Control
Dial/Making an Outbound Call
Recently Dialled Numbers

Answering a Call
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Queue Resume

While your caller is on Queue Hold, your Call Control button on the top
toolbar will default to a Queue Resume button. Clicking on this button will
retrieve the call you had placed on Queue Hold.

This enables you to resume/retrieve the call you placed on Queue Hold.

Note Where no call list is available, the last call put on hold will be the
one resumed.

Call Control
Dial/Making an Outbound Call
Recently Dialled Numbers

Answering a Call

Hangup/Completing a Call
Transferring a Call

Cancel Transfer
Hold

Resume

Queue Hold
Hold For

Pickup
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Hold For

The Hold For function allows you to put a caller on Hold for another
extension which is currently busy.

This will leave your extension free to make and receive calls.

This function will move the call to the personal queue of the extension
they are holding for. It will be visible within that extension's Popup
Screen.

Note Personal Queuing does not have to be enabled for this to take
place.

For head set users, this is a convenient way of handling your phone calls
without taking your eyes from your screen.

To put a caller on Hold For

1. While speaking to your caller, click on the arrow beside the Call
Control button on the top toolbar to display the drop-down menu.

Hang up

Blind Transfer...
Supervised Transfer, ..
Carnplete Transfer
Cancel Transfer

Hold
Queue Hold
Hald Ear. ..

Conference. ..
Monitar,., .

Intrude. ..

2. Select Hold For and enter the extension number of the person you
wish to place the caller on hold for.

Note To view your Held calls, you will have to activate your Popup
Screen. If an extension has a Location set, other than office or queue,
you cannot do a 'Hold For' for them.
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Hangup/Completing a Call
Transferring a Call

Cancel Transfer
Hold

Resume

Queue Hold
Queue Resume

Pickup
Monitor

Intrude



Pickup

The Pickup function is a directed pickup which allows you to pick up a
ringing phone by entering the ringing extension number.

To pickup a ringing phone
1. Click on the arrow beside the Call Control button on the top toolbar
to display the drop-down menu.

2. Select Pickup...
Call Control »

Dial...

Queue Resume

Pickup...

Monitor...

Intrude...

A screen will appear.

3. Enter the number of the extension which is ringing to pick up the call
on your phone.

Note You can not pick up an extension that has been answered or has
gone to voicemail.

Call Contraol

Dial/Making an Outbound Call
Recently Dialled Numbers
Answering a Call




Hangup/Completing a Call
Transferring a Call

Cancel Transfer
Hold

Resume

Queue Hold
Queue Resume
Hold For
Monitor

Intrude



Monitor

To Monitor the conversation of another party
1. Click on the Call Control button and select Monitor...

Hang up

Blind Transfer...
Supervised Transfer, ..
Carnplete Transfer
Cancel Transfer

Hold
Queue Hold
Hald Ear. ..

Conference. ..
Monitar,., .

Intrude. ..

The Monitor screen displays.
ponitor x

i, Flease enter the exbension to monitor,

Mioniboe: ITEE j
Manitor | Cancsl |

2. Enter the extension number and click Monitor.

This enables you to monitor the conversation of another party.
The Default settings for this feature are:

User and Supervisor level - Default = Off
Administrator level - Default = On

If monitoring a call from another extn, when the extn monitoring clicks
record, the customer and internal extn are recorded, eg: both parties
conversations.

Note Please see your IPFX Administrator to activate this feature.
Note 2 Monitor is available on IPFX for Call Manager but this option is
not silent e.g. both parties that you monitor can hear you.




Call Contraol
Dial/Making an Outbound Call
Recently Dialled Numbers

Answering a Call

Hangup/Completing a Call
Transferring a Call

Cancel Transfer
Hold

Resume

Queue Hold
Queue Resume
Hold For

Pickup
Intrude




Intrude

Note This feature requires IPFX Administrator privileges.

To Intrude on a call
1. Click on the Call Control button and select Intrude.

Hang up

Blind Transfer...
Supervised Transfer, ..
Carnplete Transfer
Cancel Transfer

Hold

Queue Hold
Hald Ear. ..
Conference. ..

Monitar,., .

Intrude. ..

The Intrude screen displays.

S’ Please enter the extension to Intrude.

Intrude: ﬂ
Intrude | Cancel ‘

2. Enter the extension number and click Intrude.

This enables you to intrude into a conversation of another party.
The Default settings for this feature are:

User and Supervisor level - Default = Off
Administrator level - Default = On

If intruding on a call, the internal extension would hear a beep first before
your voice. Your phone LCD Display will also flash once. The connected
party does not hear your conversation.

Tip for the IPFX Director platform only: If you wish to speak privately



with a supervisor who has silently intruded on your call, press *3 on your
phone's keypad to place the outside caller on Hold. Press *3 again to
take the outside caller off Hold.

Note: Using the Hold function from your computer or the Hold button on
your phone will place both the outside caller and supervisor on hold!

Note: If either your colleague or their caller hangs up during your
intrusion, you will be disconnected from the call.

On the IPFX for CallManager platform, both your colleague and his/her
caller will be able to hear you when you intrude on their call.

On the IPFX Director platform, intrusion is silent to the third party: only
your colleague will be able to hear you.

See Also

Call Contraol

Dial/Making an Outbound Call
Recently Dialled Numbers

Answering a Call

Hangup/Completing a Call
Transferring a Call

Cancel Transfer
Hold

Resume

Queue Hold
Queue Resume
Hold For

Pickup
Monitor




Forward to Voicemail

Sends an incoming call to voicemail.

IPEX Phone Control Toolbar

Directory
Queues

Dial

Call Control
Send a message

Record
Work Time

Config

Reports
CTI Options




Send a message



What is "Sending a Message?"

Allows you to record and send a message, send SMS messages and
emails to as many internal mailboxes as you require simultaneously.

You can send a message to a pre-defined group (see Config / Extension /
Groups Tab or your voicemail Guide) or a select group of mailboxes.

Sending a voicemail Message is similar to sending a group email,

however the message will seem more personal and the interpretation of it
will be much more accurate.

Send a message

Sending a Message




Sending a Message

To send a message
1. Click on the s2s..s button on the toolbar.
The Send a New Message screen will appear:

x
— Type
 Yoicemail Mezzage = SMS Message * Email
~To
E stensions: Diigtribution Groups:
| Extn | First Mame Last Mame &) | Group | Description

451 Aaran Beveridge [ 000 ALL

476 Andrew McBeath [ oo Service

418 Angie Wilzan ] ooz Develaprient - WB
419 Anha FRiley [ 003 Developrient - C++
433 Auckland Service Fax

454 Craig Carr

474 D armiat Coventry

432 Danielle Diylie

463 Dema SoftPhone

451 Dema One

413 Development Testing

a3 Edward toore

487 Emrico de Flerk

a0 Grant Fisher

478 Irek. Timergazi

416 Jazan Cuillirn

17 Jazon C Softphone

458 Joanne Frice

457 Joanne Hulme

420 K.eren Schade

472 Kewvin Flurnpton

47 K.ewvin PluriptonSaftphone
b ark. Wat Iijiik =

OOdoOOoOooooooooooooood

-
g
oo
oo

.3

Send I Cancel |

You can send a voicemail, SMS or email from this form.

To send a Voicemail message

Select the Voicemail Message checkbox.

Extensions [ Distribution Groups

These are the available mailboxes you can send a message to.

To select different extensions, hold down CTRL and click the names you
want to send the message to. This can be a combination of extensions
and groups.



| Extn | First Hame | Lazt Hame | Group | Description
oo Dperator Operator [ ooo ALL
[] 9443 Grant Petersen i |050 [Service |
[HET Motoracn
[ 9445 ATA Line 2
[wl 3446  Sharan Brodie
3447 Andrew Richards
[0 9448 FRoy Bates

Subject

The subject that you type in here will be the subject heading on each
recipient's voicemail notification (either in IPFX Live Desktop, IPFX for
Outlook or IPFX for Lotus Notes).

When
You can send the message immediately or set it for future delivery.

Click Future to change the date for sending. You can only select up to
three months in advance (for longer, see your voicemail guide).

Options

Messages can be sent with a variety of options that let you control how
the message is used.

= Urgent - By sending the message as urgent, it will have priority over
all other messages within voicemail. If listening to your messages
remotely, two dings at the start of the messages will signify that the
message is urgent.

= Private - When you mark a message as Private, it will announce to
the extension listening that it is private and cannot be forwarded to
anyone else.

= Return Receipt - When the recipient has opened the message, you
will receive notification that it has been listened to.
This will be sent back to you as a voicemail Message.
Controls

To Record the message, click on the Record Button. Your phone will ring
and after two rings will play a high/low pitch indicating that you can start
to record your message.

L ]
Record

When the message has been recorded, you can click on the Play button



and listen to the message before you send it.

b

Play

Your phone will ring and play the message back to you. If you are still off
hook, you can press play and listen to the message immediately.

You can stop the message at any time by clicking on the Stop button.

||
Stop

To send the message, click on the Send button.

Send

To Send an SMS Message

1.

a k~ 0D

Select SMS Message checkbox.

Select Extensions or Groups you wish to send the SMS to.
Select Send.

Enter your message details.

Select Send.

Note The recipient must be able to receipt SMS messages.
Remember your company must have an SMS Gateway set up
for this to work.

To Send an Email
Same as SMS, but for Emaill.

Note When selecting Distribution Groups, please note that if you
wish to edit these groups, please refer to Edit/Change Personal
Distribution Groups.

Send a message

What is "Sending a Message?"




Record

IPEX Phone Control

Toolbar
: : Directory
In This Section Queues
What is Record? Dial
Recording Criteria Call Control
Recording a Conversation Forward to Voicemail
Stop Reco.rqu a Send a message
Conversation ;
Work Time
Config
Reports

CTI Options



What is Record?

You can record a current conversation and save it for future reference or
use.

Each recording is saved as a voicemail message which you can open,
listen to, forward or delete just like a normal voicemail message.

Note Depending on your company requirements, this option may not be
enabled.

Record

Recording Criteria

Recording a Conversation

Stop Recording a Conversation



Recording Criteria

Please read the Privacy Act laws in your country to understand the legal
requirements for recording a conversation.

Record
What is Record?
Recording a Conversation

Stop Recording a Conversation




Recording a Conversation

To record a conversation
= While you are on a call, click on the Record icon on the top toolbar.

] record

[Record Current Fhone Conversation to Yaice Mai|

The Record Icon will change to show that it is recording.

A Rerord

Record
What is Record?
Recording Criteria

Stop Recording a Conversation




Stop Recording a Conversation

To stop recording a conversation
1. Click the Recording icon.

A Rerord

The application will stop recording and the icon will change back to
the Record icon.

2. The recording will be delivered to your voicemail box, as a message,
for you to playback.

Record
What is Record?
Recording Criteria

Recording a Conversation




Work Time



What is Work Time?

Allows an agent in a IPFX Contact Centre to schedule some time after
hanging up to complete the call's requirements or documentation, before
receiving another queue call.

Work time can be set for each individual agent by default so that after a
call, they always have time before the next call is sent to them.

Alternatively, each agent can set work time as and when required.

Note You must have purchased the IPFX Contact Centre module for this
to be enabled.

Work Time

Adding Work Time
Custom Work Time

Clear Work Time

Setting default Work Time




Adding Work Time

To Add Work Time
1. Click the Work Time icon on the toolbar.

WoekTime

A drop-down box will appear.

CJEar work Bme

Add 30 Seconds
Add 1 Minute
add 2 Minutes
Add 3 Minukes
add 4 Minutes
&d1 5 Minukes

Custom work time .

2. Click the Work Time required.
Your location button will now change to show you are on Work Time.

Location

When the work time has expired, your location will change back to
your original location setting and you will be able to receive calls.

By holding your mouse over the Location Icon, you will be able to
see the return time.

[wiork time until 11:36 am Today|

Note By selecting the Work Time icon (instead of the drop-down arrow)
your work time will set to the site default work time settings. To clear work
time, reselect the Work Time icon. See your Administrator for information
on Site default work time settings.

Work Time

What is Work Time?
Custom Work Time

Clear Work Time

Setting default Work Time




Custom Work Time

To set Custom Work Time
1. Click the Work Time icon on the toolbar.

‘WorkTime

A drop-down box will appear:

Clear work: bime

Custom work time
Add 30 seconds
Add 1 minute
Add 2 minutes
Add 3 minutes
Add 4 minutes
Add 5 minutes

2. Click Custom work time.
The Custom Work time dialog will appear:

Flaase enter the nureber of minates yo werk lo add 1o

oy work: time. (2.0 1 = ohe minuha)
Canced

[4

3. Enter the time (in minutes) and click OK.
Your location will change to show work time.

Location

When the work time has expired, your location will change back to
your original location setting and you will be able to receive calls.

By holding your mouse over the Location icon, you will be able to
see the return time.

[wiork time until 11:36 am Today|

Work Time

What is Work Time?
Adding Work Time
Clear Work Time




Setting default Work Time




Clear Work Time

To Clear your Work Time
1. Click the Work Time icon on the toolbar.

‘WorkTime

A drop-down box will appear.

Clear work. time
Add 30 seconds
Add 1 minute
Add 2 minute
Add 3 minute
Add 4 minute

Add 5 minute

Cuskarm wark: time, .,

2. Click Clear work time.
Your Location will change back to your previous setting.

Work Time

What is Work Time?
Adding Work Time
Custom Work Time
Setting default Work Time




Setting default Work Time
To set default Work Time

1. Click on the Directory icon on the top toolbar.
2. Right-click on your extension and click Properties.

3. Click the Queues tab.

15 418 - Robyn Waters Properties x|

Genmal Qusust | Humbers | Opions | Gioups | Delads | A | Hovrs | Related |

Ertes queus socess inloimahion heie.

Cale ]
Ebusue_ Deseniplion |n.:m: Skl _Slalﬁu_sm[:u.nt ‘winik Tirna

Wik lime IUelaLI s

By drmer Quena Calle [ after [0 second:
” 1
Fetsanal Qusoi Frindly. | 4 o=
T R

4. Change the Work Time to the required time and click OK.

Note This work time will apply every time an outside number is called, an
internal call is made or a call is delivered.

Work Time

What is Work Time?
Adding Work Time
Custom Work Time
Clear Work Time




Config

Allows you to create contacts to provide onscreen caller identification,
quick key calling and general information.

Note: This feature only available if an IPFX Administrator license is
purchased

IPEX Phone Control Toolbar

Directory

Queues

Dial

Call Control

Forward to Voicemalil

Send a message

Record
Work Time

Reports
CTI Options




Reports

If an IPFX Administrator or IPFX Supervisor Agent license is purchased,
a Reports button will appear on the toolbar. Please refer to the separate
Reports User Guide (or press the F1 key in the IPFX Reports window).

Note This feature only available if an IPFX Administrator or IPFX
Supervisor Agent license is purchased




CTI Options

Click on this icon on your IPFX Phone Control Toolbar:

£ CTI Options '

To open the IPFX for Outlook Options screen:

B IPFX for Outlook Options X

IPFX for Outlook
Version 4,3,1,1020

You should not change any settings on this screen unless you fully understand the implications of what yvou are doing.

Il Metwark ] Popups ]

v Set my Location From &ppointments (based on Keywords) W Wiew Operakor Message Indicator

[ Create Appoinkments from Locakions a Max Shartcuts per line
[ Show Yirtual Quewes
=3 it Skakus Ti inuk
[ Synchronise Contacks Bt i)
v &uto Answer Picked-up Calls a0 Days in advance ko Synchronise Calendar Appointrents

W Show Telephany Group [ Use cuskom folder For woicemail synchronisation:

[ Enhanced Direckory fInbox J
v Outlook owns Interface

v Client Logging

[ Do not allow Supervised Transfers

hange Password Synchronise Contacts Customize Directory Yiew. .. oK Cancel

Reset Toolbars

Note By default, the screen opens on the General tab.

The version of IPFX software you are running (at top) and these features
(at bottom) are displayed on all tabs:

This

Feature Does This

Allows you to change your password. When you select this option, a Set Password box



Change
Password

Clear Saved
Password

Synchronise
Contacts

Reset
Toolbars

Customize
Directory
View...

appears:

Set Password x|

Please enter a new password.
{Only numeric characters 0-9 are
allowed)

Password: I
Confirm Passwaord: I

(o] 4 Cancel |

Enter and confirm your new password.
Click OK to change.
Next time you open the application you can use your new password.

Note Only numeric characters O - 9 are allowed for your password
and it must not start with a 0. It must also be between 4 and 15
digits long.

Enables you to reset the password prompt at the start-up screen (when the user has checked
'Save Password' at startup).

Enables you to synchronise your Contacts between the IPFX Client and your email client
manually [this feature only available in IPFX for Outlook and IPFX for Lotus Notes].

This feature enables you to reset your Toolbars to the default setup as set by the
Administrator [this feature only available in IPFX for Outlook and IPFX for Lotus Notes].

This allows you to customise the view of your Directory without affecting other users, e.g. if
you wish to see the Directory columns in the order of extension number, first name, last
name, department, location, mobile number, etc.

Please see your Administrator for access privileges if required.
m Click on the Directory Fields button -
m The screen below displays

showrields x|

Select the Fields you would like to show in vour personal extension directory..

(Fields marked with a * are required, and cannot be removed From the direckory wview)

Ayailable Fields: Show these fields in this order:

Edssociate add - | (Status Icon) a4 I
HomeOther *Exkension

Location Start Time Title

Mabile SaRclote *First Mame el
Office Extension *Lask Mame
Pager Department
Position Location
Return Tirme
Reqion
*3erver

Move Up Move Down




m Select fields required.

m Use Move UP/Move Down buttons to place selected fields in
required order.

m Click OK when completed.

You will have to shut your email client down and reopen to view the
Directory Column changes.

IPEX Phone Control

Toolbar
Directory
o
Dial
General Tab Call Control
Network Tab Forward to Voicemail
Popups Tab Send a message
Record
Work Time
Config

Reports



General Tab

B IPFX for Outlook Options X

IPFX for Outlook
Version 4,3,1,1020

You should not change any settings on this screen unless you fully understand the implications of what yvou are doing.

l Nebwork, ] Popups ]

v Set my Location From &ppointments (based on Keywords) W Wiew Operakor Message Indicator
[ Create Appoinkments from Locakions a Max Shartcuts per line

[ Show Yirtual Quewes
5 A Skatus Ti inuk
[ Synchronise Contacks Bt i)

v &uto Answer Picked-up Calls a0 Days in advance ko Synchronise Calendar Appointrents

W Show Telephany Group [ Use cuskom folder For woicemail synchronisation:

[ Enhanced Direckory fInbox J
v Outlook owns Interface

v Client Logging

[ Do not allow Supervised Transfers

hange Password Synchronise Contacts Customize Directory Yiew. .. oK Cancel

Reset Toolbars

This Feature Does This

Allows you to integrate your Location settings with your Calendar options, i.e. if
Set my locations from  you set a Calendar Appointment and enter the Location within the Subject or
appointments (based Location fields in your email client, this will automatically update your Voicemail
on keywords) Location. Tick the checkbox to turn this feature on. For further information on
this feature, refer Calendar Functionality.

Create appointments Automatically creates an appointment in your Calendar when you change your
from locations Location. Tick the checkbox to turn this feature on.

Show virtual queues Allows you to also view virtual queues. Tick the checkbox to turn this feature on.

Synchronises your email client's Contacts into your IPFX Client. This will enable
you to speed up CLI searching and utilise functionality in both applications
without having to duplicate the entries. This feature is OFF by default. Tick the
checkbox to turn this feature on.

If this feature is turned on:
m Additional Contacts or changes within your email



Synchronise contacts

Auto answer picked
up calls

Show telephony group

Enhanced directory

(email client) owns
interface

Client logging

Do not allow
supervised transfers

View Operator
Message Indicator

Max shortcuts per line

Away status time
(mins)

client will automatically update within your IPFX
Client;

m Deletions within either your IPFX or email client will
update each other accordingly;

m Changes with your IPFX Client will update your email
client when the programmes are next opened
(alternatively, you can click the Synchronise
Contacts button anytime to make an immediate
change).

Enables your phone to auto-answer any calls you have picked up. Tick the
checkbox to turn this feature on or, if you wish your phone to ring first (so that
you can press the Answer key on your phone or pick up the handset to answer
the call), remove the tick from this checkbox.

Shows the Directory and Queue icons within the email client's Shortcut menu on
the left side of the screen. Tick the checkbox to turn this feature on.

Note This feature is only available in IPFX for Outlook.

Shows the Directory and Queue view in your email client's main window. Tick
the checkbox to turn this feature on, or remove the tick from the checkbox to
force the view to load in a seperate window.

Note This feature is only available in IPFX for Outlook.

Ensures the IPFX Client's Directory and Queue view always display in front of
the main email client window. Tick the checkbox to turn this feature on.

The feature gives the user the ability to enable/disable the logging feature. This
feature is OFF by default. Tick the checkbox to turn this feature on.

Disables Supervised Transfers so the user can only do a Blind Transfer. For use
with Cisco 7912 phones as they can only do Blind Transfers. Tick the checkbox
to turn this feature on.

Places a small red dot next to extensions with associated Operator Instructions
in the Directory

Depending on your screen resolution of your Desktop, you may have extra room
at the end of each IPFX Shortcut Bar at the top of your screen for more
extension shortcuts. If this is the case, you can increase this Maximum
Shortcuts per line feature from the default (usually set at 8 or 10) to a higher
number (i.e. 15).

Sets a timer based on the movement of your mouse and keyboard to alert
others that you may be away from your desk. The time is set in minutes, e.g. 5
equates to '5 minutes'. If you have not moved your mouse or keyboard after this
time, your location icon shows a timer on it (i.e. #%) to advise other users that
you may no longer be at your desk. Enter a value in the text box to turn this
feature on.

If this feature is now on and you are a Call Centre Agent that has been
temporally logged out of the queue, you can manually log back into the queue
by selecting your Location accordingly.



Days in advance to
synchronise calendar
appointments

Use custom folder for
voicemail
synchronisation

Enables you to specify how many days in advance you would like your
appointments synchronised between your email client and the IPFX Client. This
feature is ON by default. The default is set to 30 days.

Allows you to set up an rule in your email client so that it saves your Voicemail
messages to a folder other than your In Box, you will need to advise the IPFX
Client what folder you have set the Voicemail redirection to. This is to ensure
that when you delete a Voicemail message via the phone, it also deletes the
copy of the message in the folder. If not set and the auto rule moves the
Voicemail out of your In Box, the message will be deleted from your Voicemail
server.

Note This feature is only available in IPFX for Outlook. When Voicemail
messages are deleted, they are kept for 3 working days in the Voicemail system.
However, if deleted in your email client and your Voicemail messages have
WAV files attached, they are kept indefinately based on your email client's
settings.

CTI Options
Network Tab

Popups Tab



Network Tab

Note: This tab may not be visible if your Administrator has turned off the
"Edit Network Configuration” feature.

& IPFX for Outlook Options X

IPFX for Outlook
Version 4,3,1,1020

You should not change any settings on this screen unless you fully understand the implications of what yvou are doing.

General

l Popups ]

Address:  [127.0.0.1

hame: TECHWRITED]
Port: 100

Extension: 301

hange Password Synchronise Contacts Customize Directory Yiew. .. oK Cancel

Reset Toolbars

This Feature Does This
This is the TCPIP address of the CTServer. This enables your client to locate
Address . L .
the CTServer for sending and receiving information.
Name This is the alpha name of the CTServer.
Port This is the port number of the CTServer.

This should be the same extension as your phone.

TIP To check if this Extension number is correct, if you
have a digital phone pick up the receiver and the
extension number will show on the screen or dial another
extension that has a digital phone to see what your

Extension




| extension number is when it comes up on their screen.

CTI Options
General Tab

Popups Tab



Popups Tab

& IPFX for Outlook Options X

IPFX for Outlook
Version 4,3,1,1020

You should not change any settings on this screen unless you fully understand the implications of what yvou are doing.

[ Auto Return Location

v Pop up call screen
v Call Alerts
v Locakion Motification Slerts

Queus Alarms

hange Password Synchronise Contacts Customize Directory Yiew. .. oK Cancel

Reset Toolbars

This Feature Does This

Because this feature is OFF by default, you will receive a dialog box asking if
you wish to have your Location set back to Office when it reaches the expiry

Auto Return Location time (so that if you are not back in the office when expected, your location does
not automatically expire). Tick this checkbox if you wish your Location to change
back to Office immediately upon expiry.

Popup call
screen



Call Alerts

Location
Notification
Alerts

Queue Alarms

Current Calls k|

I NEC

To: Reason:
| Caller | Statuz | Diuration
Wrapup codes:
EI[:l System ;l | Code Drescription -
-3 Outgaing x| [Ll:0300 Transferred Calls —
4] f > |00 oao Mobill Calls -
Notes:

Apply.

This is the first of two Popup Screen options. Popup call screen allows you to
not only view but record incoming call information (i.e. you will be able to select
wrapup codes and enter notes if you have enabled these options). If you want

this as your default popup screen and Call Alerts (below) make sure you clear
the Call Alerts checkbox. For further information on this feature, refer to Alerts.

& IPFX Motification [x]
Answer  Tao Voice Mail

Project Management call From
Michelle Brennan
Queue time: 01:03

This is the second of two Popup Screen options. Call Alerts make you aware of
an incoming call in the form of a simple Popup Screen on the bottom right side
of your PC screen. From this screen, you can click Answer to speak to the caller
or send the call directly To Voicemail. Tick the checkbox to turn this feature on
(it will also tick the Popup call screen box but will not be overridden by it). For
further information on this feature, refer to Alerts.

B IPF Motification %]
Change
Your location has changed to

In & Meeting
unkil 05:00 pm Today

This feature uses a similar Popup Screen to Call Alerts (above) and notifies you
that your Location has changed or expired. From this screen, you can click
Change to amend your Location setting. Tick the checkbox to turn this feature
on. For further information on this feature, refer to Alerts.

If you wish to receive notification of Alerts or Warnings Alarms from the IPFX
Contact Centre, you can select what Queues you wish to receive these from.

Note This feature only available if an IPFX Contact Centre
module is purchased.



Note 2 If you already receive alarms and this feature is
not ticked, please see your IPFX Administrator as you
may be set up at an incorrect Queue Level.

CTI Options
General Tab

Network Tab



IPFX Extensions Shortcut Toolbar

™~ | % Aynslie Gl g Chu Sau-Tung :ﬁ‘:‘ Tayanita Creek 77 Koorongrones :5'5‘ Moor Hafeez 3 Torometi Tuki Para

Extensions, Queues and Personal Contacts from your email client and
Company Directory Contacts can be added to your Extensions Shortcut

Tool Bar.
The IPFX Extensions Shortcut Toolbar easily allows you to monitor

and/or call Extensions and Contacts as well as view Queue activity,
without viewing the entire Directory.

Tip! Hold down the CTRL key and click on a Shortcut to get more
information about the extension, queue or contact.




Adding Extensions or Queues to your Extension
Shortcut Toolbar

To Add Extensions or Queues to your Extension Shortcut
Toolbar

1. Click on the Extension Short Cut Wizard (first icon on the Extension
Shortcut Toolbar).

i

The Shortcuts form will appear:

i
Shov 4 list of: IEr:tensic-ns j
| Extenzion | First M ame | Surmame | Site -

[ 420 Keren Schade ARLMATRIE:

[ 441 Tany Hartigan ARLMATRIE-

[ 444 Craig Carr [Analog] AKLMATRI

[ 445 Glenn Macdonald (Analog)  AKLMATRIES

[0 446 AKL Fas Routing Fax Routing AKLMATRI

[ 447 Fobyn W aters AKLMATRIE-

[ 448 Irek. Timergazi [nalog)  AKLMATRIES

[ 449 Inek. Timergazi [dhalog)  AKLMATRIE- b
[ 450 Ray Bates AELMATRIE-

O 451 Aaron Beveridge AKLMATRIS

[ 452 b elanie Allizon AKLMATRIE=
[

[ 454 Craig Carr AKLMATRIE-

[ 458 Suppart LOM ARLMATRIE:

[ 458 Sharan Brodie AR LMATRIE:

[ 457 Joanne Hulrine: Ak LMATRIE-

[ 458 Joanne Frice ARLMATRE-

[ 481 Demo One AKLMATRIES =

Select &l | Unseleot Al | ok | Cancel |

2. Click on the drop-down box at the top of the screen to choose
Extensions, Queues, Personal Contacts, or Company Directory
Contacts.

3. Tick the checkbox next to the Extensions, Queues, Personal
Contacts or Company Contacts you wish to add to your extension
toolbar.

4. Decide how you want your shortcuts to be arranged on your toolbar:
in order of Extension number, First Name, Surname or Site. Click on
the corresponding column heading to change the order in which the
shortcuts will appear.



5. Click OK.
The Toolbars will now update with the extensions/queues.

IPEX Extensions Shortcut Toolbar
Adding Personal Contacts to your Extension Shortcut Toolbar

Adding Company Contacts to your Shortcut Bar

Dialling from your Extension Shortcut Bar

Setting Maximum Extensions per Toolbar

To view an Extension/Queue Location

To view Extension/Contact/Queue Properties




Adding Personal Contacts to your Extension
Shortcut Toolbar

To Add Personal Contacts to your Extension Shortcut

Toolbar

1. Click on the Extension Short Cut Wizard (first icon on the Extension
Shortcut Toolbar)

i

The Shortcuts form will appear:

Show alistof: | Personal Corlacts

Name

¥ wendy West
¥l Sharon Brodie

I : -3 x|
j Detaur |Elthex j

—

[ Busness | Hoble |Company

09573643 07 5% |Home
BL0IIGTIGE <B4 2%
*
oK | cancal |

Seleot Al | Unseleet il |

2. Click on the drop-down box at the top of the screen to show

Personal Contacts.

3. Click in the checkbox next to the contact you want to add, then

4. Select the phone number that you want as the default number for
that contact from the drop-down box on the top right.

IPEX Extensions Shortcut Toolbar

Adding Extensions or Queues to your Extension Shortcut Toolbar

Adding Company Contacts to your Shortcut Bar




Dialling from your Extension Shortcut Bar
Setting Maximum Extensions per Toolbar

To view an Extension/Queue Location

To view Extension/Contact/Queue Properties




Adding Company Contacts to your Shortcut Bar

To Add Company Contacts to your Extension Shortcut
Toolbar

1. Click on the Extension Short Cut Wizard (first icon on the Extension
Shortcut Toolbar)

i

The Shortcuts form will appear:

‘& Shortcuts

DEX

ELGINEN L ormpany Contacts
Description FPhone Mumber Site |~
[ Andrew Labb [cel phone] 021433450 ARLCTSERYEF |
[ Anzett Pace 052222 ARLCTSERYEF
[l Brizbane Office 0051735116665 AKLCTSERYEF
[1 Damyl Crowder [cel phone) 021316464 AKLCTSERYEF
[] Roy Bates [cell phone) 021316655 AKLCTSERYEF
[] Brookfields 752222 ARLCTSERYEF
Corporate Cabs AFFOTE3 AKLCTSERVEF
Deadiine Couriers 3571995 ARLCTSERYEF
[ Joanne Hulme [cell phare) 021922692 AKLCTSERYEF
[ Joanne Price [cell phone) 021922655 AKLCTSERYEF
[ Andrew McBeath [cell phane) 021922654 AKLCTSERWEF
[ Kevin Plurmptan [zell phone) 021767016 AFLCTSERVEF
[] Sharon Brodie [cel phone) 021922653 AKLCTSERYEF
[] Craig Carr [cell phone) 021922693 AKLCTSERYEF
[ Eylie Shipley [cell phone) 021412409 ARLCTSERYEF
] Duncan Killer (cell phone) 021316633 AKLCTSERVEF
[ Glenn MacDonald [cell phone) 0210412707 AKLCTSERYEF
[] Grant Petersen [cel phone] 025922691 AFLCTSERVEF
Select Al | Unselect &l | ok | Cancel |

2. Click on the drop-down box at the top of the screen to show
Company Contacts.

3. Click in the checkbox next to the contact you want to add.
4. Click OK.

Note These are system contacts that can only be changed by an IPFX
Administrator.

IPEX Extensions Shortcut Toolbar
Adding Extensions or Queues to your Extension Shortcut Toolbar




Adding Personal Contacts to your Extension Shortcut Toolbar
Dialling from your Extension Shortcut Bar

Setting Maximum Extensions per Toolbar

To view an Extension/Queue Location

To view Extension/Contact/Queue Properties




Dialling from your Extension Shortcut Bar

To Dial from your Extension Shortcut Toolbar
= Click on the required extension on your Extension Shortcut Toolbar.
= The System will dial your selection.

To Dial an Extension within a Queue from your Extension
Shortcut Toolbar

Click on the required Queue on your IPFX Extensions Shortcut
Toolbar.

The Queue Screen displays.
Double-click on your required extension from the list displayed.
The System will dial your selection.

To Dial a Contact from your email client Contacts

= Click on the email client Contact from your Extension shortcut
Toolbar.

= This will dial your contact.

To Select from the multiple numbers within an email client
Contact

m Select the drop-down arrow to the right of the Contact name to
display all their available numbers.

= Click on the number you require.
= The system will dial your selection.

To Dial a Company Contact
m Click on the Company Contact on your Extension shortcut Toolbar.
= The System will dial your selection.

IPEX Extensions Shortcut Toolbar
Adding Extensions or Queues to your Extension Shortcut Toolbar

Adding Personal Contacts to your Extension Shortcut Toolbar




Adding Company Contacts to your Shortcut Bar

Setting Maximum Extensions per Toolbar

To view an Extension/Queue Location

To view Extension/Contact/Queue Properties




Setting Maximum Extensions per Toolbar

To change the number of shortcuts that can be displayed on a single
toolbar, refer the Max Shortcuts per line setting.

IPEX Extensions Shortcut Toolbar
Adding Extensions or Queues to your Extension Shortcut Toolbar

Adding Personal Contacts to your Extension Shortcut Toolbar

Adding Company Contacts to your Shortcut Bar

Dialling from your Extension Shortcut Bar

To view an Extension/Queue Location

To view Extension/Contact/Queue Properties




To view an Extension/Queue Location
= Hold down the CTRL key on your keyboard and click on the
Extension.
= The Location screen will open.

eI

Lirhe 2 EE november 2003 December zo03 I
N

12:15 AM Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun
12:30 AM 27 28 29 30 31 1 2 1 2 3 4&Me 7
12:45 AM 3 4 5 & 7 8 9 & 9 10 11 12 13 14
b 0 11 12 13 14 15 16 15 16 17 18 19 20 21
1;3IJP\M 17 18 19 20 21 22 23 22 23 24 25 26 27 28
1045 AM 24 25 26 27 28 29 30 29030 3 1 0z 3 4
Z2:00 aM 5 & 7 8 9 10 11
2115 4M -
Cffice
Operator Instructions Clear |
If Eab calls Slease put the call thraugh.

ok I Cancel |

IPEX Extensions Shortcut Toolbar

Adding Extensions or Queues to your Extension Shortcut Toolbar
Adding Personal Contacts to your Extension Shortcut Toolbar
Adding Company Contacts to your Shortcut Bar

Dialling from your Extension Shortcut Bar

Setting Maximum Extensions per Toolbar

To view Extension/Contact/Queue Properties




To view Extension/Contact/Queue Properties

= Hold down the Shift key (on your keyboard) and click on the
Extension/Contact/Queue.

= The Extension/Contact/Queue Properties form will open.

Note: Extension and Queue properties can only be viewed by an IPFX
Administrator.

IPEX Extensions Shortcut Toolbar

Adding Extensions or Queues to your Extension Shortcut Toolbar
Adding Personal Contacts to your Extension Shortcut Toolbar
Adding Company Contacts to your Shortcut Bar

Dialling from your Extension Shortcut Bar

Setting Maximum Extensions per Toolbar

To view an Extension/Queue Location




IPFX Telephony Group Shortcuts

If you have ticked the Show Telephony Group checkbox in the IPFX
Phone Control Toolbar's CTI Options\General tab, the IPFX Directory

and Queue icons will be added to your email client's shortcuts window:
DB | (o) P i e G (B FR | e neur

= My Shortcuts
@ Cutlook Update
@ CRM Shortcuts Today
= Telephony
¥ Directary H Last Week
@ Queles
& Two Weeks Ago
Add Mew Group
Add Mew Shaorkout & Three Weeks Ago
[+] Last Month ’




Voicemail Messages
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What is Voicemail?

Listening to New Messages

Remote Voicemail Access




What is Voicemail?

Voicemail enables you to listen, reply, delete or save the messages
without having to pick up your phone (depending on your phone type).

Voicemail Messages

Listening to New Messages

Remote Voicemail Access




Listening to New Messages

Your Voicemail messages will be delivered to your Outlook Inbox (only if
notification settings are set under Location Settings).

] inbox - Microsoft Dutlook i =10] %]

| Fle Edt Wiew Favorites Took Acions Help
| < tocstion | @ piectory G quenes | ol | call ot - | SForvand to Voicemal | 575end gl Record Wark Tine - (] Reparts | anc-pmnsj
]\..| <giKyhe Shipley <3 Sheron Brodie ™. Joanne Fiuime Wendy West » S‘hamﬁl\mievl

|8« 2 [ EER| || veswes =11
| cmew - &5 X Boreny onenttal o Foeard | [Psendireeive | Barnd 4 organize | [H) @@
Cutlook Sheetouts
am
o .
Outiock Todzy [ |62 .
a Glerin Macdonald fuko Return Locstion Festure  Fri 20/0112004 3:10 p.m,
My Shorteuts 2 Sion Wei RE: Mesting on Monday Fri 30/01/2004 2037 pn.
COther Shortouts =) Simon Wei Meeting on Monday Fri 3000102004 2:10 pom.
=) 0 sharan Erode Irkerrsl Budletin & OF - Forinter.., Fri 30/01/2004 11:40 8.m.
TMW &) Mokl Rand DF ' Wd 7 Dorewete Fi NP0 RS 3 d
[1201tems, 4 Lead

Double-click on the Voicemail Message to open.

The custom form shown below will open and your message can be
played via your multimedia speakers on your PC or via your telephone.

¥ Yoicemail from Kylie Shipley - Yoicemail {Plain Text) = Iﬂlﬂ
JEIe Edk Wiew Insert Format Tooks Actions Fomm Lavout Help
|BFoand | @B | ¥ (B3 X | 4@ & )] 06

From: PSLYMSERVER Senk: Mon 210212004 3:02 o.em.
To: Rabyr Waters

o

Subject: Voicemnad From Kviie Shiolew

Play on Gper: v 00:00 Yalume Level

Mutmeda: 0 0005

wlula| of «|w| @ sblsplee|ds| seus b ey

Note If you set a rule within Outlook to move your voicemail messages tc
a folder from the client side, your voicemail messages will move to the
folder directed and the actual voicemail will delete from your phone
voicemail inbox. If your rule is set to move voicemail messages to a
folder from the server side, then IPFX will not see your voicemail and will
leave the voicemail message on your phone voicemail until you either
delete it from the phone, or open the voicemail message within Outlook



and use the delete button from the custom form.

Microsoft Outlook Controls

This allows you to forward the Voicemail message to another internal

W& Foryard Forward user (Note They must also have voicemail for it to work).
= Print This aIIc_st you to_Print the information currently displayed on your
screen in an e-mail format.

Copy You can copy the form and paste it into another document.

¥ Flag Will allow you to set a follow up (ie. Reminder) for this message.
Eéj Move to Folder Move the message to another folder as done with emails.

}(. Delete This will Delete the message you have open on your screen.

A - Previous This will allow you to go back to the previous message/e-mail.

W - Next This will allow you to go forward to the next message/e-mail.
@ Help Double click on this icon to display the Microsoft Help Screen.

See Also

Voicemail Messages

What is Voicemail?

Remote Voicemail Access




Remote Voicemail Access

In This Section

Voicemail Messages

Clearing Voicemail
Messages when you are
Offsite Listening to New

Messages

What is Voicemail?




Clearing Voicemail Messages when you are Offsite

To check your voicemail from a remote location via your
DDI/DID

1. Call your DDI/DID number.

2. When the voicemail system answers, it will begin to play your
greeting.

Press *# immediately do not wait for the greeting to finish.
3. The voicemail system will announce your name.

Tip! If you have voicemail messages waiting, you will hear a
short bell sound: ding! If you do not hear the bell, you have no
new messages and may choose to hang up.

The voicemail system will ask you to enter your password.
Enter your password.
4. You now have access to your voicemail messages.

To check your voicemail from a remote location via a
backdoor number

1. Call your organisation's backdoor number.
2. Enter your extension number at the voice prompt and press #.
3. The voicemail system will announce your name.

Tip! If you have voicemail messages waiting, you will hear a
short bell sound: ding! If you do not hear the bell, you have no
new messages and may choose to hang up.

The voicemail system will ask you to enter your password.
Enter your password.
4. You now have access to your voicemail messages.

In This Section

Saving money by
specifying Remote Access Remote Voicemail Access




numbers



Saving money by specifying Remote Access numbers

Calling to check your voicemail from your mobile phone or another
external number usually costs money even if you have no waiting
messages because providers charge as soon as a call is connected.

The IPFX system can help you to save the cost of the call when you have
no messages waiting. You specify a list of phone numbers from which
you expect to call your voicemail ("Remote Access" numbers). Any time
you call your company's backdoor voicemail number from a Remote
Access number, the IPFX system will recognize you and check whether
you have waiting messages. If you have no waiting voicemail messages,
the voicemail system will delay answering your call, giving you time to
hang up before the call is connected.

To set up Remote Access humbers

1. Click the Location button.
2. The Location window appears:

BRI A7

g

Location Setkings

Time "
- ]
12115 Al =
12:30 &AM 3 31 1 2 3 4 5 1 2 3
12:45 &M 5 7 B 9 10 11 12 4 5 & 7 B 9 10
i;?gim 13 14 15 16 17 18 19 {1 12 13 14 15 16 17
1330 AM Wi il o msh e mn da ik b ol s
1:45 a4 27 23 29 30 25 Phgs Y oan ol
Z:00 A 1 2 3 4 5 &6 7
2:15 Al =
¥ Indefimite Office
DOperator Instructions Clear |

il

Click the Location Settings button.



3. The Location Settings window appears:

2103 - Location Settings )

Dffice | In & Meeting | Prirne Time | Gone Out | Gone For Day | On Holiday | Sick Leave I (n & Break | Auway On Business

Mote: Mezzage veaiting lights
function independently of yaur

w| | notification settings. 1t
supported by your PABX you can
enahle or dizahble this festure

—Diverzion — Notifications of New Meszages
% After Busy or No Answer —Motificationg
" Immediately Mottnal Messages
[Io Nifcatian
Divert To:  |Waoice Mai j Lirgent Meszages

ISame Az Normal

— Greetings
{¥ Standard

" Difice
Busy

M ame

j uzing Preference Settings from
the: htzin Menu.

_ Recod |

&I ~ Motification Times

&I & AllHours

_ Recod | " Business Hours
" Custom

—Caller Transfer Keys ¥ honday
0 Operator ¥ Tuesdzy
1 IAssnciate j E ﬁi?;;;j it
EIND Transfer j ¥ Friday
3|Nc: Transfer j E gz;ud[:j}l
4 IND Transfer j

Fram |12:l]l] AW "l
Ta IHidnighl "l

Times

Details ]

Properties |

=

(1] | Cancel | Ayl o Al

Click the Phone Numbers button.
4. The Phone Numbers window appears:




& 2103 - Ms Aynslie Gill Properties ' x|
General I Cueues  Mumbers |Optiu:uns I Groups I Details I PAEX I Hours I Related I

%‘} Enter the persons contact information here,

Office Extension: |21I]3

Associake: I

Maobile Phone: I

Home or Other: I

Pager Phone: I

Pager Type: IN'I'F'E j

Click the Remote Access button.
5. The Remote Access window appears:



™., 2103 - Remote Access Numbers ﬂ

—¥Yoicemail Hemote Accesz Numbers

MHumber | Auta Login

Click the Add button.

6. Click in the text box that appears and enter a phone number from
which you expect to call your voicemail (for example, your mobile
phone number or your home phone number):



7.

8.

™. 2103 - Remote Access Numbers EI

—¥Yoicemail Hemote Accesz Numbers

MHumber | Auta Login
1993765432 O

Tip! Select the Auto Login checkbox to skip the password
check when you call from this phone number.

Repeat from step 5 if you wish to add more Remote Access numbers
to the list.

Click OK.

To check your voicemail for new messages using a Remote
Access number:

1.

4.

Call your organisation's backdoor number from a phone that you
have set up as a Remote Access number .

If you hear a ringing tone, hang up: you have no new voicemalil
messages.

If the call connects immediately, you have new messages.
Enter your password (if prompted).
You now have access to your voicemail messages.



Clearing Voicemail Messages when you are Offsite




System Tray

The System Tray (lower-left hand corner of your screen) automatically
displays your Location icon when you launch your email client and log
into IPFX for Outlook.

You can double-click on the Location icon to open the Current Calls
screen or right-click the icon to view Location and Call Control options.

The System Tray is also where the popup screens are launched from.
This section explains the popup screens in more detail.



Alerts

In This Section

Call alerts
Location Notification alerts




Call alerts

When Call Alerts is checked in the Popups tab of your CTI Options, the
following screen will appear when you receive a call and/or your Location
is set to Office or Queue:

& IPFX Motification [X|
Answer  Tao Voice Mail

Project Management call From
Michelle Brennan
Queue time: 01:03

If receiving a call, you can do one of two actions:

m Click Answer (or pick up the ringing phone) to talk to the caller; or

m Click To Voicemail to send the caller immediately to your Voicemail
mailbox.

Note If you do not do either of these actions, the caller will go to
Voicemail after the set period

If your Location is set so that incoming calls go immediately to Voicemail,
the following screen will appear to let you know a call has arrived and has
been sent to Voicemail:

sz IPFX Motification [X]
fRAt}
Rettieve
vou have a new call in voicemail

From
021316349

If you wish to talk to the caller, you simply click on Retrieve to pull them
out of Voicemail.

in This Section

Call Alerts and CRM Alerts
Integration Location Notification alerts




Call Alerts and CRM Integration

If your organisation has purchased IPFX CRM integration, a CRM link
may appear in the Call Alert popup window.

Clicking on the CRM link will open the CRM Contact form associated with
the incoming CLID.

How does CRM integration associate a CRM contact with the CLID?

Only CRM Account and Contact types are searched for matching CLIDs.
All phone number fields in each Account or Contact entry are tested
against the incoming CLID and the first matching entry is presented in the
popup's CRM link.

By default, Account entries are searched first, followed by Contact
entries. This order can be changed by your Administrator.

Call alerts




Location Notification alerts

If you have Location Notification Alerts checked in the Popups tab of
your CTI Options, a similar popup screen appears every time your
Location changes:

B IPF Motification %]
Change
Your location has changed to

In & Meeting
unkil 05:00 pm Today

You can click Change to alter your Location from this window.

Alerts
Call alerts



Call Screen
Activating the Call Screen instead of Call Alerts allows users to see more
detailed Caller information and use the Wrapup feature.
To activate the Popup Call Screen
1. Click the [genemins button on the IPFX IPFX for Outlook top toolbar to
display the Options screen:

B IPFX for Outlook Options X

IPF% for Outlook
Yersion 4.3.1,1020

You should not change any settings on this screen unless yvou fully understand the implications of what vou are doing,
Generall Mebwork, ] Popups ]

[¥ Set my Location From Appaoinkments (based on Keywords) W Yiew Operabor Message Indicatar

[ Create Appointments From Locations a Max Shortcuts per line
[ Show virbual Queues
= A Skatus Ti irut
[ Synchronise Conkacts st )
v &uto Answer Ricked-up Calls a0 Days in advance ko Synchronise Calendar Appointments

¥ Show Telephony Group [ Use cuskom Folder For voicemail synchronisation:

[ Enhanced Cirectary finbox J
v Qutlook owns Interface
v Client Logging

[ Do nat allow Supervised Transfers

hange Password Synchronise Contacts Customize Directory Yiew,., ok Cancel

Reset Toolbars

2. Click on the Popups Tab to view the following screen:



B IPFX for Outlook Options
IPF% for Outlook
Yersion 4.3.1,1020

You should not change any settings on this screen unless yvou fully understand the implications of what vou are doing,
General ] Metwork, |:'C'IZ"-II:'S
[ futo Return Location
[v Pop up cal screen

v Call Alerts
[ Location Mokification Alerts

Cueue Alarms

hange Password Synchronise Contacts Customize Directory Yiew,., ok Cancel

Reset Toolbars

3. If both Pop up call screen and Call Alerts are checked, then Call
Alerts will be the default popup screen. To make the Call Screen
display instead, uncheck Call Alerts.

4. Click OK.

The popup call screen will be minimized in your System Tray in the
bottom right-hand corner of your screen, and displays as the current
Location icon.

Whenever you receive a call, the Call Screen will popup as follows:



| x
- X |52 (5 @B

To: Reason:

| Caller | Statuz | Diuration

Wrapup codes:
Fl- [:l System _| | Code Drescription -

-3 Outgaing _I_I |_|: 0300 Transferred Calls —
> D 30 tobilz Calls b

Nutes

Apply.

The sample screen shown above is displayed with the Wrapup Codes
enabled.

When a call presents itself to your extension, the Popup screen will
appeatr.

The call displays as a ringing phone (ie. Red Phone) and when
answered, the icon will turn yellow (or white depending on location set)

and show 'off hook'.

Information displayed here allows you to see the Caller ID, Status of the
Call and the duration of the current status.

Note Caller ID is only shown if enabled on your system. If not, 'Unknown
Caller' will be displayed. A name will be displayed if the Caller ID
matches an entry that is in your Personal/Company Contacts or is an

internal caller.

In This Section

Callers in Voicemail




Callers in Voicemail

If you are already on a call and a second call appears, you are able to
see the Caller ID information (Name/Description will appear if they are in
your Contacts).

Current Calls ]
E - % - i@ -1%-1% e |@ -k -
From: Reason: Cubgoing
Caller Statuz Druration

Anzwered

e
& Robyr ' aters In oice kail o002

The status of the call will also be shown (i.e. In Voicemail).

To View the Call History of your Caller

1. Right-click on the Caller within your Screen Pop.

- % - e |-

From: Sharon Brodie Reason: Incoming: 3571156

Caller Status Duration
.:_1 Sharon Brodie e

75 unknowe caller ¥4 Send To... 4 0007
Wigw Call Histary

Mokes: kil

2. Click View Call History to see the Caller History.

#% Call History x|
Call History
Date | Time | Last Contact | =

26 May 2005 10:668 WM Paortl [3401)
26 May 2005 1054 WM Portl [8407)
25 May 2005 0812 %M Partl (2407)
21 May 20053 1235 WM Part? (2407)
17 May 2005 20 Whi Port1 [3407]
16 May 2005 13:08 WM Paortl [3401)
07 May 2005 1222 WM Portl [8407)
07 May 2005 1213 WM Partl [2407)

e

Note If you place your cursor over the 'i' in the right hand corner of this
view call history form, you can view where the Caller has been
transferred to and from for this particular call.




If you select Send To.. the menu shown below displays.

From: Re
| Caller ’ J_ Status |
% 0215420 g Send To... _l. My Extension
view Call Hiskory Iy Yoice Mail
kil Qperator
Associake
Other

Select where you want to send the call.

Call Screen




Open a Popup screen

To Open the popup Screen
1. Double-click the Location icon in your Windows System Tray; or

2. Right-click on the Popup Screen icon in the System Tray. The
following menu will display (this menu is the same as that displayed
on the Call Control icon on your Phone Control Toolbar):

Set Location...

Open...

Dial. ..
AnsiEr
Harg ug

Blind Tramsfer...
Supetwised Transfer. .,
Complete Transker
ance| Tramsher

Hald

Resurme
Guene Hold
Queue Fesume
Held Faor...

Pickup...
ConfErence, ..
Manitar...
Inkrude. ..

Cancel

You can operate any of the Call Control functions displayed on this
menu.

Click Open to open the Call Screen.

Note Call Control options are active depending on your phone state.

For information on Call Control functionality, refer to Call Control.



Popup Screen Options

There are several options available to customize your popup screens.
The following covers each Icon from left to right.

This Feature

Contact

View

Delete

Dial

My Voicemail

Does This

Create a new contact or show you the details of a recognized caller.

1. If you have no calls in the Calls Popup, click on the Contact button to create
a new contact

The New Contacts screen will appear.

Enter the contact details and click OK. The New Contact will reside in your
Personal Contacts List.

2. If you have calls in the Calls Popup, click on the Contact button to display the
properties of the currently selected Caller (if the Caller is not recognized, the
New Contacts screen will appear).

Note Options in this section are specific to the Application
you are using. For further information please refer to
Directory Integration.

Allows you to view your-
m current calls,
m missed calls,
m answered calls, and

m outgoing calls.
Maximum setting is 10.

Note Changing the view selection also changes the name
of the screen, i.e. selecting missed calls, changes the
name of the screen to Missed Calls.

This deletes any calls in your View folder.

Click on the down arrow at the right of the Dial button to display this dropdown
menu.

This is the same menu as shown on the top tool bar.

You can carry out any of the functions listed from this menu.

If a call is ringing at your extension, you can select/highlight the call and click on
the My Voicemail Icon. The caller will now be sent to voicemail and will listen to
your greeting.

If a caller is showing as 'In voicemail', select/highlight the call, then click on the
Icon 'My Extension'. This will retrieve the call out of your Voicemail and will start
ringing on your extension.

Note This will still work even if you have a Location
selected. You can also send a call to any other number.




Listen

Record

Work Time

Options

You can listen to a call in voicemail by selecting/highlighting the call and clicking
on the icon.

You can end it by placing the handset back in the cradle.

Note If you wish to listen to a call in Voicemail and then
retrieve it, you must hangup your phone before retrieving
the call from Voicemail. This is active for NEC and IPFX
only.

This feature allows you to record your current telephone conversation directly
into your voicemail box where it can be replayed. The Record Icon will be Blue
when not recording and will turn Red when recording.

Note Recording of telephone conversations without
consent from all parties involved is ILLEGAL. Please refer
to your Privacy Act Laws.

This is used if the Contact Centre module is installed. It allows agents to finish
off paperwork etc. before the next queue call is presented to their phone.

You can use any of the preset times or select Custom Set Time to set your own
time.

Displays a drop-down menu of the following:

This

Feature Does This

Call Information  Allows Caller Information to be displayed in Popup Screen.
Call List Displays a list of calls for your extension.

Displays Wrapup Codes for selection when a call is

Wrapup Codes ¢ i (if applicable).

Auto Select Displays the wrapup folder for the active call state (ie.
Wrapup Folder outbound, incoming, queue)

Notes Displays a screen to enter any relevant notes.

Use Alert : ; : ' '

Notification Displays Incoming calls in your "Toast' Popup.

Show on

Outbound Allows Screen to popup when outbound calls are made.
Show Qn Allows Screen to Popup when a call is Incoming.
Incoming

Show on Show Screen Popup on Wrapup.

Wrapup

Hide on Release Allows Screen to disappear upon hangup.
Hide on Wrapup  Allows Screen to disappear upon hangup.

Beep on New

Call Incoming call will beep via Multimedia Speakers.



Show Queue
Time

Always on Top

Show button
Captions

Large Icons

Shows the length of time that the call has spent in the
queue.

Ensures Pop Screen always displays on top of any other
open screens.

Displays captions under the buttons on the Pop Screen
Menu Bar.

Resizes the icons on the toolbar.



How to replace a Call Screen with a Call Alert

To replace the Call Screen with a Call Alert

1. Select the CTI Options Tab (n.b. in IPFX Live Desktop, right-click on
the top toolbar and click Options).

2. Check the Call Alert checkbox.

Note When both Popup call screen and Call Alerts boxes
are checked, Call Alerts is the default popup screen.

3. Click OK.

The popup call screen will be minimized in your System Tray in the
bottom right-hand corner of your screen, and displays as the current
Location icon.



How to resize your Popup Screen

If you wish to change the size of your Popup Screen:

1. Place the mouse over the bottom right hand corner of the Popup
Screen to enable the resize icon. (The mouse pointer changes to a

double pointed arrow).
2. Click, hold and drag to the desired size.
If you wish to change the location of your Popup Screen:
= Highlight the title bar and drag to your preferred location.
This is where your Screen Pop will now populate your screen.

Current Calls 5
F=l- | %n - | oDl %~ |20 @ E- -

From: Reason:

| Caller | Statuz | Druration

Note If your call popup populates your screen and then you open anothe!
window in Outlook, e.g. Tools/Options, and then click on email options
within the options screen to open a second level window, the call popup
will display but you cannot click on items in the call popup while outlook

forms are open.




Wrapup Codes

Wrapup codes can be used to categorize each call for reporting and
business analysis.

Wrapup codes can be applied to incoming calls, outgoing calls, queue
calls, callback, queue emails and queue faxes.

The idea is to select a Wrapup code or codes that best describes the
nature of the call.



How to View Wrapup Codes

To view Wrapup codes -
1. Click on the Options button on the Call Screen screen toolbar.
2. Select Wrapup Codes as shown on the screen below.

£
E=- - 5" - Ze Q - e
From: 021542050 Rl | Cal Tnfermatian

[ Callr s [ oslus
| Mrapup Codes

Rictas
Lise Alert Mobfication
Shows On Qubgeing
Shows On [ncaming
Shows On \Wrap up
Hide ©n Release
Hl:'cOn Hireg up
Beep On Nerw Cal
[ ] &vays ©n Top
Show Butten Caphions
Large loons

Wrapup Codes

How to use Wrapup Codes

Wrapup Folders

How to Use Notes




How to use Wrapup Codes

If you have selected to view Wrap codes, the Call Screen appears with
the Wrapup codes panel open as shown in the screen below.

A
E-% X |E-4- 56 G-

To: Reason: Cukgaing

Caller ‘ | Status | Druration
j 14867012 Angwered 0021

Wrapup codes:

=L System | Code Deszcription
""" {3 Outgaing [] 0300 Transferred Calls
- Queus ] 0z01 Mobile Calls

------ [:l Incoming

Nokes:

Enter a note here

Apply |

You can apply a Wrapup code(s) during or just after a call.

m Check the box or boxes of the codes that most accurately reflect the
nature of your call.

m Click Apply.
Supervisors/Administrators can create Wrapup codes.

Supervisors/Administrators can 'force' Wrapup codes at a Queue level or
at an Agent level.

When Wrapup codes are ‘forced' each agent must select a Wrapup code
or codes before the next queue call can be delivered.

Wrapup Codes

How to View Wrapup Codes

Wrapup Folders

How to Use Notes




Wrapup Folders

To ensure the correct wrapup folders display when an incoming, outgoing
or queue call is received you must tick Auto Select Wrapup Folder on
your popup screen's options menu:

ER

Call Information

Call List

Wrapup Codes

Auko Select Wrapup Folder
Mokes

Use alert Motification
Show On Qubgoing

Show On Incoming

Show On Wrap up

Hide On Release
Hide On Wrap up

Beep On Mew Call
Always On Top
Show Button Captions

Large Icons

Wrapup folders are visible from the popup screen. The screen below
shows the Wrapup folder that corresponds with the call type on the left
side of the screen. In this case, it is an Outgoing call so the Outgoing
Wrapup folder is automatically showing:

Current Calls #

E-G X E-E-15e G -

To:

Reason: Cukgaing

Caller ‘ |

Status |

Druration

j 14867012 Angwered 0021

Wrapup codes:

EI[:l Syyskem |

Code

Deszcription

{3 Outgaing ] 0300
-1 Queus [ o301

------ [:l Incoming

Tranzfemed Calls
tobile Calls

Nokes:

Enter a note here

Apply |

Note IPFX Administrator and IPFX Supervisor Agents can allocate
Wrapup codes to a relevant Wrapup code folder.




Wrapup Codes

How to View Wrapup Codes

How to use Wrapup Codes
How to Use Notes




How to Use Notes

If you have Notes checked on the Call Screen Options menu, a Notes
section will display below the Wrapup codes section on the Popup
Screen as shown on the screen below.

A
E-% X |E-4- 56 G-

To: Reason: Cukgaing

Caller ‘ | Status | Druration
j 14867012 Angwered 0021

Wrapup codes:

=L System | Code Deszcription
""" {3 Outgaing [] 0300 Transferred Calls
- Queus ] 0z01 Mobile Calls

------ [:l Incoming

Nokes:

Enter a note here

Apply |

The screen above is displayed with Wrapup codes and Notes enabled.

m Select the required Code(s), then

= Enter your notes in the Notes section. Notes are where additional
information can be entered by the user regarding the current call.
They will then be attached to that call and any agent can view these
notes by right clicking on the active call to 'View Call History".

m Click Apply.

Note Do not click Apply until you have completed both sections. The
Apply function does not reappear which means you will not be able to
complete further information.

Wrapup Codes

How to View Wrapup Codes

How to use Wrapup Codes

Wrapup Folders




Dialling from a CRM form

Note: This function requires that your organisation uses a Microsoft CRV
server and has purchased IPFX CRM integration.

IPFX CRM integration enables you to dial . :
CRM Integration and Cisco

directly from a CRM contact form. 7905/7912 phones7905 and
. 7912 phones will not
To dial from a CRM contact form immediately dial out on you
clicking the CRM Dial button.
1. Open your CRM Accounts or Contacts Instead, your own handset

folder from your organisation's CRM web will ring. You must pick up the

i ; . handset before your phone
client, or from your Outlook client: will dial out.

i CRM | (] G G 1 | g E m | New Record v | g Trackin CRA | 1) Test | 1) Oudook Only 1y Both | |3} Advancea ind | @) H

Folder List Contacts - Microsoft CRM P

Al Falders
8 0] Search Folders A
= £ Mictosaft CRM eftew | @ - M 9 X 44 reate Quick Campaian = | More Adions
(] Deleted Ttems
3 7] Harketing | | | Full Name
(3 Accounts b [E Freve Tavlor
| Campaigns
| Contac
[ Leads &
[ Matkgting Lists
[ Products
[ Quick Campaigns
[ Sales Literature
H ] Sales
# ] Service
] Workplace Wi
0 Seatch Folders
+ £ P hlie Friders

| Mai
E Calendar

;3_% Contacts
;;:1 Tasks

Look for: | || Find | Yiew: |My Aictive: Contacts V|

\ Parent Customer \ Business Phione | g

b & Harley Walsh 09567 8910

|

1 of 2 selected, Page 1
Ml ¢# 4B CDEFa@H T 1 KLMMNOPQRSTUY WE ¥ I




2. Double-click on a contact's name to open that contact's CRM form:

3 Contact: Freya Taylor - Microsoft Internet Explorer provided by IPFX

File Actions Help
\Al g Saveand Cose | =§ | 3iSendE-mail | [ | j Follow Up ) Reports - |

Contact: Freya Taylor

=l Details: : S
- : izeneral " Details " Adrinistr ation || Motes |

= Information

=| More Add

"."_:‘l u:ur.e. i e Salukation |Ms | Business Phone

L:% fActivities

L-é Histary First Mame |Freya | Home Phone

% Sub-Conkacts i ]

& Relationships Middle Mame | | Mobile Phone
= sales: Last Name |Tay|u:ur | Fax

Cpportunities

3. Click the Dial... button in the toolbar. Your phone will dial the
contact's Business Phone number.



Suppressing Voice Capture

PBX Dependent Feature!

Note: Voice capture suppression is only available if specifically enabled
by your organisation. Check with your Administrator whether you can use
voice capture suppression.

About voice capture

At any time, your calls may be recorded by the IPFX system: either
continuously as part of your organisation's standard policy, or on ad hoc
basis by a supervisor.

However, under certain circumstances for example, for legal reasons
you may wish to prevent a call from being recorded. IPFX calls this ability
voice capture suppression.

To prevent a call from being recorded

1. Contact your organisation's IPFX Administrator to obtain the voice
capture suppression code.

2. During the call, enter the voice capture suppression code using the
keypad on your phone. Don't spend too long entering the code: you
only have limited amount time to complete the sequence after
pressing the first key (usually 2 seconds, but check with your
Administrator).

Notes:

= Voice Capture suppression may be initiated by either party in a call.

= Voice Capture Suppression can only prevent calls from being
recorded by the IPFX System. It cannot prevent calls from being
recorded by external parties to a phone call.

= On a call where an internal extension has dialled your direct dial
number (as opposed to your extension number), Voice Capture
suppression will only prevent the call from being recorded on your
own extension. Both sides of the conversation may still be recorded
from the other extension.



Notes




Queue Notes

(Only applicable if you have a Call Centre).

Always LOG IN when you sit down at your desk and always LOG OUT
when leaving.



Queues in which | am an agent

Queue Number Queue Name

Extension Usually Used:

Supervisor:

Queue Notes
Wrapup Codes (if used)




Wrapup Codes (if used)

Queue Number Queue Name

Queue Notes

Queues in which | am an
agent




1. The Location screen for your extension will appeatr:

Location - 301

2P CICAS e 7 Gl
Time — J J
)
Office -
Dperator Instructions M
IQ—KI Zancel |

2. Click on the specific Location icon that corresponds to your
availability.

3. The IPFX system has been set up to recognize the standard working
hours of your company or department. It will estimate when you are
likely to return to your desk. You can over-ride the default return time
by selecting a specific return time from the list at the left of the
Location screen. If you will be away for an extended period (for
example, on holiday or away on business) select the date of your
return from the calendar at the right of the screen.

4. Click OK to save your new location.

Setting your location in IPEX for Outlook
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