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Unity Agent is a Microsoft® Windows® based application designed for use with the BroadSoft

Call Center Agent Standard or Premium service. Unity Agent provides a fully integrated hosted

telephony environment, including allowing the user to join/leave call center queues to which they

are assigned, change their ACD state and view personal and overall call center statistics and

gueue conditions.

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

follows:

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

user guide], plus:
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0 Agent state [available, unavailable, wrap-up]

o Joining & leaving call centers

0 Statistics for all queues that the agent is a member of [the agent’s own stats and

summary queue stats such as calls in queue]

Unity Agent Enterprise

All Unity Agent features but also including:

0 Callback abandoned calls. Call center abandoned call remote numbers can be assigned

by Unity Supervisor Enterprise for Unity Agent Enterprise to click-to-dial and marked as

Processed. Note: This capability requires the customer to also be running Unity

Wallboard and Unity Supervisor Enterprise

o Unity Connect API — integration with third party database applications

The current version can be found in Help > About Unity

D) About Unity

Unity Agent

Version: 6.7.4.5

License type: Enterprise (no expiry)

Currently running on: Broadworks 215P1 (83.137.180.76)
Working folder: C:\Program Files (x86)\Unity Client
Running as administrator: false

Operating system: 64-bit, Unity process: 32-bit
Important Notice

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

o OK

X

1.2 Naming Conventions for this Help

a. Call Center instances are also referred to as Queues in this guide

b. ACD calls mean incoming calls into the call center/queue
c. BWAKS means the BroadSoft BroadWorks platform

1.3  System Requirements

1.3.1 Windows PC Requirements

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

b. By default the install directory is C:\Program Files (x86)\Unity Client
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c. Minimum computer spec: CPU: dual core 3Ghz. Ram: 4GB. Video Card: 256MB onboard
RAM. As a general note, the requirements to run Unity Agent are considerably less than
those required to run Windows

d. Unity can be rolled out as an MSiI file, which supports Active Directory group profiles

e. Unity is only supported on Windows 7, Windows 8.1 and Windows 10

f. Both 32 and 64-bit versions of Windows are supported. There are no special permissions

required to install Unity

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

require firewall rules to be added on the customer premises:
a. TCP port 2208 to im.unityclient.com
b. TCP port 2208 to the VolIP platform OCI server
c. HTTP/HTTPS access to portal.unityclient.com
d. HTTP/HTTPS access to the VolP platform XSI server [if call recording, visual voicemail

or enhanced call center reports are used]

1.3.3 BroadWorks Platform Requirements
a. Unity Agent is supported on BWKS R17 SP4 and above

1.3.4 BroadWorks License and Service Requirements

Client Call Control
The Client Call Control service, assigned to the user, is mandatory as this is the service that

allows Unity to integrate with the VolP platform. If this service is not assigned, then the user will

be alerted and Unity will not provide any functionality.

Unity . [==x=)

‘."'_"‘.‘ The Client Call Control service has not been assigned. Unity needs this
W service assigned in order to function properly.
Without it all application functionality will be disabled. Please contact

your service provider for assistance.

Internal calling line ID delivery & external calling line ID delivery
The Internal Calling Line ID Delivery and External Calling Line Id Delivery services should both be

assigned as these services allow Unity to identify calls to/from other users in the business. If not
assigned Unity will function, but the user will be prompted that this functionality will not be

available.
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[unity - =) g, =)

‘.-" OB Thelnternal Calling Line Id Delivery user service has not been assigned. I-" OB The External Calling Line Id Delivery user service has not been assigned.
" Unity uses this service to find contact details for incoming calls from ' Unity uses this service to find contact details for incoming calls from
within the business, "~ outside the business.
|| : - I

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

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

=

Three-Way Call or N-Way Call
Either the Three-Way Calling or N-Way Calling service must be assigned to provide conferencing

functionality, Unity will alert the user if neither service is assigned.

Unity |

{ " ".I The Three-Way Call user service has not been assigned. Without it
W' conference calling will not be available.

Basic Call Logs or Enhanced Call Logs
Either Basic Call Logs or Enhanced Call Logs must be assigned to the user in order to see

dialled, received and missed calls. Unity will alert the user if neither service is assigned.

[unity [

| B The Basic Call Logs or Enhanced Call Legs user service has not been
QW' assigned. Call history information is not available.
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The first-time Unity is started you will be prompted to enter the configuration details, as shown
below. Unity can then retain the connection and authentication details for later use. The Login ID

and Password will be assigned from your Service Provider.

Broadworks Login Details

Login ID
Password

Remember my login ID
Rermember my password

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

Leave the Unity Server Connection Details as those prefilled.

Broadworks Server Connection Details

Server address

Server port
2208

Unity Server Connection Details
Server address:
im.unityclent.com

Server port:
2208

Log connections

Restart Unity Agent to begin.

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

Call Center Instance IDs for the call centers that the agent is a member of as shown below.
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() Servces & Settngs

Sarvices SATTnge

S ~ | [Specky cal cantar autheniiation detals. Al logn ks and passwords are case sensve and |
Coneact Saaech each login i must ncude the doman.
Contact Deplay

Current Cals
t/Phang Integration

Defauk password
- Custom Directory Integration
Canfiguration
Cutlock Integration
Beowsar Integeation Call Genter Lopin Detalls
M of Bolts Saks
Desitop Integration o Huts Sales
Call Hotfication
Uny Connect
= Quick Keys
Key Combnations
Commands
Srtup
Update
<5 Bstant Messagng & Presence
Logging |
b
Securty
Language
Conmection
Network |

= Authantication I 71 Alert me when 3 cal center login fals

X Cancel of OK

The password for each call center must be added in order to populate the call centers in the
Personal Wallboard. Double click a call center to add the password. Where the password is the
same for each call center click the “Apply to all queues without a password” box and restart. Unity

will now login as the call center queues and you will see these begin to populate the Personal

Wallboard.

Call Center Login Details

Service ID
|b0|tssale5@drd.c0.uk ‘

Password
[
Login status

The password has not been entered.

[] Apply to all queues without a password

Ticking “Alert me when a call center login fails” will pop this dialogue box when Agent starts and

cannot login successfully to a call center.

Bolts Sales X

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

2.2 Call Center Login Default Password
If all call center passwords are the same, use the default password option. Enter the password for

the call centers so that when a new call center is added in the future the agent doesn’t have to
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enter the call center password as Unity will do this automatically. Please note that all call center

passwords have to be the same for this option to work.

O Services & Settings ot s
| Senvices| FHIERGE |
Shan [ Spachy 3l canter authantication datads. Al g i4s 3nd paSSWONEs aré fasa sanstwe and | |
Fontact Seach #3ch kg d must ncede the doman.
Contact Diplay
Current Cals
+ Computer/Phore Insegmtion
Cigboard Inbegration
Daing fule Dafauk password
= Custom Drectory Insegration et
Configuraton
Qutock Integration
= frowsar Integration
oM

Call Center Login Detadks
of Bolks Saies
Desitop Integraton of Huts Sales
Cal Natfication
Urity Connact
= Quitk Kerys E
Key Combinations.
Commands
St
Update
Instant Hassagng & Presance
Loggng
AHPP
Seqaty
Language
- Connecton
Hatwer
Py

B ¥ Alert e wehen 3 cal centir logn fals

2.3 Selecting a Pre-Configured Template

User templates can only be created by an administrator to configure default settings for agents.
ACD buttons, call center control, recording options and all other settings can be configured and
saved as a template that can be easily assigned to all users.

Please see your Administrator for a separate guide on using Unity Templates.

() Services B Settings ==
| | Sordces| Settings
Skn = |[Spechy whether Unity settings can only be modifed by an admingtrator of thi computer.
Contact Search
Cortact Deply
Current Cals
= Computer/Fhone Integration
Cloboard Integration
Daling Fule Only the adminstrator can edE Uny Settngs
- Custom Drectory Integrasion
Configuration
: Cutsk BeagEaDoh User Templates:
= Browser Integration = e oD
o Usa templbte: None
Desktop Integration
Gal Hotficaton
unky Connget o contnid kadng Unty

|

f

i ik

| RSy Airt r Stop kadng Unity
1

|

|

1f the tamplite cannot be kaded

Ky Combinations
Cormmands
stanup | i Create new user tamolate.
update
= Instant Messagng & Presince
Logong

=
il | | = Connecton
Network
I Fromy
Authentication
Cal Certters

[ cancat | [ £0x |

2.4 Manual and Auto Updates
Unity can be configured to automatically update when a new version is available. Simply tick the

box in settings>update as shown below.
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(2} Services & Settings

Services] Setfings |

- Skin
- Contact Search
Contact Display
- Current Calls
= Computer/Phone Integration
Clipboard Integration

- Diling Rule Auto update Unity

- Custom Directory Integration

>

Configure Unity to automaticaly update periodically.

‘.- Configuration Check for updates every
Qutlook Integration 1 2 hours
E.E;Tgi;r Integration @) Alert me after update
Desktop Integration O Autormatically restart after update
- Call Notffication
- Unity Connect [ Auto update when in a Terminal Server or Citrix environment
£ Quick Keys
- Key Combinations E Perform manual update now

- Commands
. Rollback

Versions avaiable
Messaging & Presence

- Logging v| o

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

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

[ Auto update when in a Terminal Server or Citrix environment

[ Perform manual update now

2.5 Rollback available

If rollback available is ticked in the Unity portal, then users can rollback to previous versions of

Unity. Go to settings>update and the choose the desired version from the drop down menu.
Rollback

Versions avaiable

Once you've selected which version you want to rollback to click the green tick and the box below
will appear.

Unity

o Are you sure you want to rollback to version 6.7.3.07

Yes Mo

Click Yes and then click Ok.
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3 UNITY AGENT INTERFACE OVERVIEW

Unity is split into six functional areas; ACD Buttons, Call Control buttons, Personal Wallboard,
Active Call Window, Contacts [Busy Lamp Field and Instant Messages]. Contacts is a tab that

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

®

B

1]
i

e [T ey =

AL ROL =
m&?ﬂ'ﬁﬁlﬂl% BRANDING q’U/OlO

PERSONAL WALLBOAR

et Taik Tine Total Cata Caty Asawared - Totdl Mizsad Cati Calt In Gt

ACTIVE CALL WINDOW

CoMacts Cailsge Voicemadl  Abandoasd Caly Wy siabad’ AODE

INSTANT MESSAGES

BUSY LAMP FIELD

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

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

3.2  Maximising and Minimising

Unity can be maximised and minimised using the standard buttons in the top right hand corner of
the application. When minimised, Unity appears in the system tray in the bottom right hand corner
of the desktop where the Unity icon o will be displayed. To re-open Unity simply double click this
icon, or right click and select Restore from the menu, as shown below.
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Close
Restart
Restore

Settings

Contacts

Call Logs

Dial number 3

Change my status 4

B ACD State »

3.3 Using Unity Agent from the System Tray

In its minimised state, Unity Agent can be configured to sit in the System Tray. This is in Settings

[button] > Settings [tab] Appearance.

When minimised, place Unity in the
©) system tray
@ taskbar

Right clicking the Unity icon © in the system tray allows the user to dial or redial, configure
settings such as CommPilot Express Profiles, DND, Call Forward Always or Remote Office, or
change their ACD state. Note: Only those services that are assigned to the user in BroadWorks

will be displayed.

¥ | Available: in office
Available: out of office
Close

Restart Busy

Restore Unavailable

None
Settings

Do not disturb
Contacts

Call Logs Call forward ahways »

Connect to a device 3
Dial number >

Change my status v Remote Office v

ACD State »
- OFE 8¢

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

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

keyboard.
Charlotte
Harry Dac
Dean The
02077833
0144422C
07900575
o=z 0208392¢
fesat 0208540
o Chris Tutt
Settings 07818043
Dial number > New number

Change my status >
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3.4  Call Notification Preferences
Unity Agent can be configured to pop when a call is presented, or pop a “toast” summary
notification above the system tray when a call is presented. Optionally, Agent can also perform

auto-answer when using click-to-dial. If this is not selected then the IP phone will ring and the

user will have to lift the handset to initiate the outbound call.

() Services & Settings

=

Services | Settings

- 8kin
Contact Search
Contact Display
- Current Calls
Computer/Phone Integration
- Clipboard Integration
Digling Rule

Specify how to be notified of incoming or outgoing calls. When browsing to a URL use the
[Number], [Direction], [CalID] and [LoginID] placeholders which Unity will then replace

with the cal details.

[7] Show remote party phone number

Custom Directory Integration
- Configuration ©On an incoming or outgoing call
Outlook Integration O Tl e @ e e T e T A
Browser Integration
. CRM [ perform auto answer when using ciick-to-dial
on
Call Notification I pop: Unity
i auto-hide Unity when call completes
Quick Keys - »
Key Combinations 3 pop summary notification
~ Commands for [5 =] seconds
Startup
Update

- Instant Messaging & Presence

Logging
XMPP

- Securty

Language

- Connection
- Network

When call details dlicked
pop Unity

[Z] pop Outlook (if applicable)
(] pop CRM (if applicabla)

[] browse to URL (if entered)

- Proxy
= Authentication
Call Centers -

3.4.1 Show Remote Party Phone Number
This setting will configure to show the remote party number [if available], as shown below. This

applies to both internal and external parties.

From To Duration Stats

Chies Tult Andrew Smith (D002} 00:00 Ringing

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

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

3.5 Summary Toast Notification
The summary notification is presented for hunt group, ACD and DID calls and can be used to

route the call to voicemail or answer the call.
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To: Nuts Sales (Nuts Sales)
From: 07956344419

| [

A e 23 Ll 15:50

30/09/2015

3.6  Browser Screen-Pop

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

based applications. Further information on this feature is in a supplementary guide.

3.7 Appearance

In Settings [button] > Settings [tab] > Appearance, the user can change the behaviour of Unity.

[] Always show Unity on top of all windows
Show missed call count in call log tab

When minimised, place Unity in the
) system tray

@ taskbar

Always show on top of all windows — Unity will always be on top

Show missed call count in the call log tab — When enabled Unity will provide a count of the
number of missed calls as below

Contacts | Call Logs (2 Missed)

Show remote party phone number — This will show the phone number and the name [if
matched] in the “From” field

3.8 Skins

In Settings [button] > Settings [tab] > Appearance > Skin, the user can change the look of Unity
with preset Skins.

Current Skn | Gradwnit ﬁ Gi d‘
Grilient Light Grar

Gradient Gray
Plan Gray

Pin Light Gray
Gradient Blue
Plan Bue
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ACD State buttons for setting the agent’s availability to the call center. When clicking

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

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

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

This provides a list of all current calls and their state. For example, Ringing, Active or On Hold.
The duration of the call is also displayed. This is from the moment the call was first placed and
does not reset when a call is Held or Retrieved. Unity will mirror any call handling made on the
user’s IP phone. For example, if the call is placed on Hold on the handset, the user will show as

being on Hold in the Active Call Window.

This panel will display up to 30 monitored users, displaying their Do Not Disturb [grey], Available

[green], Engaged [red] or Ringing [orange] state as icons.

Toggling the bottom Contacts panel to Call Logs will display Missed Calls, Received Calls and
Dialled Calls. Missed Calls will include both direct inward DID calls, ACD and Hunt Group calls.

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

Call Logs can also be cleared, reloaded or exported with the icons at top right of the panel.
X2d

In the Agent Enterprise version, a supervisor can assign abandoned calls to the agent for a
callback. These will be listed in the “Abandoned Calls” tab. Double click these calls to make the
outbound call. If the agent is a member of BroadSoft premium call center using DNIS, then Unity
will automatically change the outbound CLI to be that of the DNIS queue. Right click the call to

mark as processed and remove from the agent list.
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Contacts CallLogs ‘oicema

Call center | All

Call Date

2810712016 11:56:17
03/08/2016 11:00:44
09/08/2016 16:55:21

4.7

Voicemail

w

Call Center

Qudo Support
Qudo Support
Qudo Support

DNIS

Number

01244838
02086807
02035889

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

top. Double click an entry to play through the PC'’s default media player. Right click to save locally

or delete.

Contacts | Call Logs (1 Missed) | Voicemail

My status: available in office

Search on name or

= Search

XTE—

phone number FE0

Call Date Name Phone Number
06/04/2016 18:47:05 James Smith 1312
26/02/2016 10:35:42 DRDINDIA Conference Room 8330
26/02/2016 10:24.56 DRDINDIA Conference Room 8330
22/02/2016 18:31:43 Hannah Carpenter (Business) +44797066303
15/02/2016 16:10:15 Unavailable Unavailable
15/02/2016 11:39:50 Parvathi M 8322

Duration
00:00:43
Play
Save
Delete
Call

Instant message

Reset column widths

Vv Show gridlines

T

Refresh voicemail list, or save or
delete selected items

Options when

right-clicking

In order for the Voicemail tab to appear, Agent must be configured for “Use unified messaging”
and “Show visual voicemail tab” in Voicemail settings as below.

D Services & Sestings
|| senvces Settings

Call Center
Agent.
ACD State
£ Statstics
Courms
Reporting
Abandoned Cals
Comm Piot Gxpress
Avalable: In Office
Avalable: Out OF Office
Busy
Unavaksble
0 ot Disturty

Srrultaneous Rng
= Gutgeng Cak

=1- Cal Control
Brogdworks Anywhere
Call Transfer
Coll Pk Retrigve
Cal Recording
Col Witing

Hoteing Guest
Remota Office
Shared Cal Appearance

i

Configurs your parsanal voke messagng.

X

[ Enabled

Extemal Caling Line 10 Debvery
Intemal Caling Ling 10 Dedvery

Caling Ling 1D Debvery Blockng

Dwected Call Pickup With Barge-n

#) Use unifeed messaging

[ Use phone messige wakng indicator
E Show visual voicermad tab

O Forwand the voceral va smal

] Ermall notfication of new voicermads

[ Emal 2 copy of the voicermad

L] Transfer from voxcermal on zem

] Send al calls to voicemal
[ Send busy call to voxemal
[ Send wnanswered cals to voicemal

X Cancel || of 0K
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5 CALL CENTER AGENT FUNCTIONALITY

5.1 Changing ACD State
Clicking Unavailable, Available or Wrap-Up will change your availability for all queues you are a
member of. This will not impact receiving inbound direct calls. The currently selected state will

have the ACD state name in red text, as Available is in the below example.

e

Unavailsble  Avsisble  Wrapup

5.1.1 Only Show One ACD Button

Unity Agent can optionally be configured in Settings > Incoming Calls > Call Center > Agent >
ACD State to only display one ACD button, which will be the currently selected state. Left clicking
will provide the other ACD options.

(D) Services & Settings X
Services  Settings
Incoming Calls  ||Configure call center agent settings such as ACD state.
- Anonymous Call Rejection
Call Forward Always
- Call Forward Busy
Call Forward No Answer
Call Center
B-Agent Startup & desktop unlocked ACD state
- Stabistics
- Columns Post call ACD state
Reporting Not Set v
-~ Abandoned Calls
Comm Pilot Express Desktop locked ACD state
Avaiable: In Office Not Set -
Available: Out Of Office
Busy ‘Wrap-up duration (sec)
Unavailable
Do Not Disturb
External Caling Line ID Delivery [ bon't change my ACD state to Avaiable until T assign a disposition code
Incemal Caling Line 1D Delvery [ prevent me from manually changing my ACD state when on a cal center call.
Simultaneaus Ring
Qutgoing Cals |E2 only show the curent ACD state button |
Can?;‘;‘"t?uﬁ'"e 1D Delivery Blacking ‘Activate sign-out ACD state when Unity is closing.
Broadworks Anywhere When displaying ACD state
Call Transfer
- Cal Park Retrieve e AT v
Call Recording
- Call Waiting
Directed Call Pickup With Barge-in v
* Cancel  «f OK

5.1.2 Assigning Unavailable Codes
When the agent selects unavailable, any unavailable codes that have been configured in
BroadWorks will appear.

Unavailable Code assignment with one ACD button:

O il

Confeence  Voiemal  Recording  Repo

Available
Wrap-up

Unavailable » Clearing Tickets (default)

Total Calls Lunch
Paperwark

Technical Support & Testing

EREL]

Summary o

— = Training
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Unavailable Code assignment with three ACD buttons:

v Clearing Tickets (default)
.Lunch

.Paperwork

Technical Support & Testing

Training

5.1.3 Force Disposition Code

To assign a Disposition Code the agent right clicks in the Active Call Window. Unity can force the
agent to enter a disposition code by setting their ACD state post-call to Wrap-Up ACD state.
When Unity is configured to force the agent to assign a disposition code through a popup window
which is automatically displayed to the user when the call is released.

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

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

@ Services & Settings %

Services settings

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

Call Forward Busy

Call Forward No Answer

Abandoned Calls
- Comm Pilot Express
- Available: In Office
Awvailable: Out Of Office
Busy
~ Unavailable
Do Not Disturb
External Caling Line 1D Delivery
-Internal Caling Line ID Delvery
Simuitaneous Ring
Qutgoing Calls
= Calling Line ID Delivery Blocking
- Call Control
Broadworks Anywhere
Call Transfer
- Call Park Retrieve
Call Recording
Cal Watting

- Call Center
= A Startup & desktop unlocked ACD state
Mot Set v
- Supervisor
+-Call Center Monitoring Post call ACD state
- Statistics Mot Set o
- Columns
= Threshold Alerts Desktop locked ACD state
Reporting

Mot Set ~

‘Wrap-up duration (sec)
0

| 41 Force me to assign 2 disposition code |

for |20 seconds

[ Prevent me from manualy changing my ACD state when on a cal center cal.
[] Only show the current ACD state button
Actiate sign-out ACD state when Unity is closing.

‘When displaying ACD state
Show duration ~

*® Cancel

o OK

Assign Disposition Code - 00:04 remaining X

Code

1 Call from Reseller

2 Call from Direct customer

3 Call for other member of staff
4 Cold Call

5 Did not add a code

0 Existing Customer

New Customer
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5.1.4 Displaying ACD State Duration
The top bar in Unity Agent will show the current ACD state as below.

(20 Unity Agent: Jenna Wimshurst - Unavailable - Comfort Break (duration: 00:08)

This can optionally be configured to also display the ACD duration or the time that the ACD state

was changed. This is configured in Settings > Agent > ACD State as below.

(D) Senvices & Settings

(e |

Services | Settings|

G

- Incoming Calls

- Anonymous Call Rejection
Call Forward Always

- Call Forward Busy

- Cal Forward No Answer
cll
- pgan
=

=TT

&

Center

¢ - Columns
L Reporting
* Mbandoned Cals
i~ Comm Pilot Express
i+ Available: In Office
- Available: Out Of Office
i Busy
* Unavailable
Do Not Disturb
- External Caling Line ID Delivery
Internal Caling Line ID Delivery
Simultaneous Ring

- Qutgoing Calls

Caliing Line ID Delivery Blocking
all Control
~ Broadworks Anywhere
Broadworks Mobility
Call Transfer
- Call Park Retrieve
Cal Recording

Call Waiting

] »

n

Configure call center agent settings such as ACD state.

Startup & desktop unlocked ACD state
[hot set

Post call ACD state
[Mot set

Desktop locked ACD state
Mot set

Wrap-up duration (sec)
10

[] Don't change my ACD stata to Avalable until 1 assign 3 disposttion code

[] Prevent me from manually changing my ACD state when on a cal center call.
[] Only show the current ACD state button

Activate sign-out ACD state when Unity is closing.

‘When displaying ACD state
[show duration

5.2

Using Personal Wallboard

The Personal Wallboard will show current performance metrics for the call centers the agent is

assigned to. The stats are broken down by “My Statistics” which shows the agent’s individual

performance and “Overall Queue Statistics” which will show the current conditions across the

entire call center[s]. The =" icon at the upper right hand corner of Personal Wallboard toggles

between showing all call centers individually [maximized view] or a summary of all call centers

combined [minimized view].

Maximized View

My Statistics Overall Queue Statistics &m
Total
Answered Missed Total Talk Average Calls Missed CQueued Longest Average Average
Mame Total Calls Calls Calls Time Talk Time Total Calls  Answered Calls Calls WaitTime  WaitTime  Talk Time
©Bolts sales 0 0 00-00:00 00:00 3 2 [ 00:00 00:02 00:00
ONLIIS Sales 0 1] 00:00:00 00:00 0 0 1] 1] 00:00 00:00 00:00
1] 1] 00:00:00 00:00 3 2 1 0 00:00 00:01 00:00
Minimized View
My Statistics Overall Queue Statistics tg&
Answered Total Talk  Average Talk Calls Callsin  LongestWait Average Average Talk
Name Total Calls Calls Missed Calls Time Time Total Calls  Answered Missed Calls  Queue Time Wait Time Time
Summary 0 0 0 00:00:00 00:00 1 1 0 0 00:00 00:00 00:04
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Note: Statistics shown in Personal Wallboard reset every 24 hours at midnight.

5.2.1 Locking in Minimized State

To disable the ability to maximise and minismise the Personal Wallboard, activate “Only display

summary statistics” in Settings > Call Center > Statistics as below.

Anonymous Call Rejection
- Cal Forward Always
cal Forward Busy
~~ Call Forward No Answer
Call Center
1 Agent
L. AC gato
Slatlsti(s
“Columns,
Reporting
Abandoned Calls
-Comm Pilot Express
Available: In Office
- Available: Out Of Office
Busy
Unavailable
~Do Mot Disturb
External Caling Line ID Delivery
- Internal Calling Line ID Delivery
Simultaneous Ring
Outgoing Calls
- Caling Line ID Delvery Blocking
Call Control
- Broadworks Anywhere
Broadworks Mobiity

Call Transfer

- Cal Park Retrieve
Cal Recording

- Call Waiting

]

m,

r N
(1) Services & Settings ﬂ
Services | Settings
Incoming Calls Configure call center statistics delivery. Call center passwords (required to gather statistics)

can be entered in the Authentication section. The Client Call Control service must be
assigned to the cal center if reaktime statistics are reguired.

Refresh fraquency (seconds)
90 - 900

Only display summary statistics

20

Process call centers in batches of
2 =

Use scrolbars when the call center count equals

5.2.2 Configuring Statistics Columns in Personal Wallboard

The statistics shown in “My Statistics” and “Overall Queue Statistics” panels of the Personal

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

Statistics can be added or removed with the

buttons and the order they are displayed, from

left to right in the Personal Wallboard can be changed with the arrows. Topmost is to the left.

-
() Services & Settings

=)

Services ‘ Settings ‘

= Incoming Calls
-~ Anonymous Call Rejection
Call Forward Always
Call Forward Busy
~Call Forward No Answer
= Call Center
= Agent
ACD State
REpOTTIg
- Abandoned Calls
Comm Pilot Express
Available: In Office
- Available: Out Of Office
Busy
- Unavaiiable
- Do Not Disturb
External Calling Line ID Delivery
-~ Internal Caling Line ID Delivery
Simultaneous Ring
= Qukgoing Calls
- Caling Line ID Delivery Blacking
(= Call Control
- Broadworks Anywhere
Broadworks Mability
Call Transfer
- Call Park Retrieve
Call Recording
-~ Call watting

=

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

—||also be set for many columns

Agent Colurnns | Call Center Columns

Total Calls

Calls Answered
Total Missed Calls
Calls In Queue
Longest Wait Time
Average Watt Time
‘Average Talk Time

m

Is\}f}Er_ﬂ
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5.2.3 Customizing Statistics Label
Double click any statistic as displayed in the list above. From the below field you are able to

customize the statistic label as required.

Statistic to display
[Numher[}f[:a\lsr\bandoned o

Column heading
Abandoned|

Set threshold alert values

Highlight non-zero values
Increasing thresholds (calls)
Green: >= 1
Yelow: >= 2
Red: »>= 5
Black: >= 10

Selecting “Highlight non-zero values” will cause any value over 0 to be displayed in red. This has

been activated for the “Total Calls” statistic below.

Overall Queue Statistics

Total Missed
Total Calls Calls Answered Calls
0 0 0
0 0 0
B (] 0
6 ] Q

5.2.4 Configuring Alert Thresholds in Personal Wallboard
Double click any Statistic in Settings > Services > Call center > Statistics > Columns and tick “Set
threshold alert values”. This will display a table where corresponding values can be configured

that will progressively change the statistic background colour greed, yellow, red and black.

Some statistics allow a different threshold to be set per call center, for example important queues

can have lower thresholds.

| @ services & Settings (A

Seraces | Satongs
= ncoming Calk » | Specty which columns should be dispiayed in the personal walboard. Threshold values can
Ancaymous Cal Rejection als be set for rrany columms
Cal Forward Always
€3 Forward Busy
Call Forward Mo Answer

Abandoned Cals
Comm Piot Express
Avalible: In Office

| = Gl Contr
= Agan Statistic o dsplay
LT S HumberbfcalsAbandoned
; Abandoned

¥} Set threshold alert vakies

Avalable: Out OF Office Call Center i

e o~ w 10 2

Unavalsble Bolts Sales 2 . 5
Do ot Disturh ke

External Caling Line 10 Delvery
Internal Caling Line 10 Debvery
Srmukaneous Ring

- Dutgong Caks

Caling Line 1D Delvery Blacking

=i Call Control

Broadworks Anywhere
Broadworks Mobiry
cal Transdos

al Park Retriave

Call Recording

Cal Wating

X cancal | ! f Ok

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

default and threshold alerts have been configured.

Overall Queue Statistics E-n
Total Missed Average Talk
Calls In Queue Total Calls Calls Answered Calls Time Missed % Busy Overflows

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

Queues that you are joined to have a green icon next to them. A red icon indicates that you are
not joined to that queue.

My Statistics
Answered
Name Total Calls Calls Missed Calls
© Bolts Sales 0 0 0
Call |
all queue 0
Join Queue
K Refresh statistics 1
Supervisors 3
Show gridlines

5.4  Receiving ACD Calls

Inbound ACD calls will display the call center name, as configured in BroadWorks, in the “To”
field. The “From” field will display the incoming CallerID [if not withheld] or the name of the caller if
that can be matched from the Directory. Answer the call by lifting the IP phone handset, clicking

Answer/Release call control button or double clicking the call in the Active Call Window.

o e 1088 | [ | (| (00 | e (o | (T [ &l 5 | (R |
& gug a @
RS ) (S m = - Ay == . = s )
Bnzwer Dial Hoid Confernce Vokemal  Resoding  Callpak Annownce  Repens

My Statistics

Name Total Calls Answered Calls Missed Calls Total Talk Time  Average Talk Time Total Calls Calls Answered

OEUHS Sales 0 0 0 00:00:00 0000 0 1]
O nuts Sales N - , N : 1 0
1] 0 0 00:00:00 00:00 0 1]
From To Duration Status
07956344419 Muts Sales (Nuts Sales) 00:00 Ringing

Crl
Hang up the IP phone handset or click Release ¥ to end the call.
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5.5 Using Disposition Codes

Unity will expose ACD Disposition Codes as configured in BroadWorks, to agents within the
Active Call Window. The user can enter one or more Disposition Codes by right clicking the active
call and selecting from the context menu. Disposition Codes can be entered while the call is
active, or immediately after, when the call has ended and before another call is answered. Only

Disposition Codes configured for the queue that the agent has answered are displayed.

From To Duration Status

lorosoa< 0029
Add number to personal directory
Addcallngie
| | E— = S -
| Assign disposition code 12 Selected call A Brochure Request
Contacts | Call Logs I L 9n cisp L | 4
" & Teset column wigths Tact call Between MUTs Sales DI0S0300A10 v k
earcl
Sreprine I Chasing up existing ticket
Cold Call
Did not add a code
& Alastair Brown & Barry Simpson ‘g) Charlotte Quartly & Chris Tutt & CRU Test French Holiday 1

Disposition Codes can be assigned to the previous call either by selecting Assign disposition
code > Last call as above, or by right clicking in the Active Call Window post ACD call as below.

From To Duration Status
I | Assign disposition code » || Last call between Nuts Sales 07956344419 v Brochure Request
Reset column widths STTTOT DTTTer TrreTTIoer O StetT
iz‘ Show gridlines Chasing up existing ticket L
Contacts | Call Logs Celd Call

5.6 Auto Answer
Unity Agent optionally allows ACD calls to auto-answer when the agent is in the “Available” state.
This is toggled on/off in Settings > Incoming Calls > Agent.

Services | Settings

- Incoming Calls ~ || Configure call center agent settings such as ACD state.
Cal Forward Always

- Cal Forward Busy
CalForuccd o Aocu,

- Call Center
=)

ACD State =
i A When lsting ® Include all supervisors in the call center
supervisors
Columns () Include only those supervisors that are currently supervising
- Reparting

Comm Pilot Express [ Automatically answer cal center calls when I'm avaiable
A Ol Diplay queued call center cals in the ISt
- Available: Out Of Office 227

Busy
~ Unavailable

5.7 Supervisor Escalation

Unity Call Center Agent facilitates the BroadWorks call center escalation feature by allowing both
standard and emergency call escalation. Both types of escalation can only be performed on call
center calls and both inbound and outbound [DNIS] calls are supported. In either case, an agent
can only escalate a call to a supervisor if that supervisor is currently supervising the agent in

BroadWorks. If this is not the case the agent will be told [through the phone] that the supervisor is
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not a valid supervisor. However, Unity can be configured to display either only the supervisors

that are supervising the agent, or all supervisors, as illustrated in the screenshot below.

- | [Comfiguriy cal Center agent seTTngs sach a5 ACD STt

[ Automatcaly answer cal center cals when I'm avalable
& Include cal center cals i my cal logs
[ Deply quesed cal center il in the kst
Whaen listing suparvisors
®) Includse 3l sipensons in the cal centes

) Include only those sunenvsors that e camently supenven) ma

X Concel of Ok

5.7.1 Standard Escalation

Standard escalation is used when the agent needs to be given information or instruction from the
supervisor without conferencing in the remote party. Typically, the agent will release the call to
the supervisor and replay the information to the remote party. Unity allows the call to be escalated
to a specific supervisor or to the first supervisor that is available. The agent’s Unity client will
automatically place the ACD call on hold, then dial the extension of the supervisor as an
escalated call. This call will then appear as an escalated call in all center reports. Standard call
policy/routing rules will be used when calling the supervisor, such as DND, call forwarding and
hoteling guest etc. At any time, the agent can release the escalated call, or can transfer or

conference both calls together if required.

5.7.2 Emergency Escalation

Emergency escalation is used to immediately conference a supervisor into the call with the
remote party, therefore it relies on either the 3-Way or N-Way Calling user service being assigned
to the agent. When performing an emergency escalation, Unity will place any active calls on hold

then dial the selected supervisor, or the first supervisor that is available.

5.7.3 Escalation via Active Call Window
To perform escalation, the agent right-clicks the call in the active call window, then either chooses

the supervisor to escalate the call to:
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Add number to personal directory
Call/escalate to first supervisor
Instant conference/escalate to first supervisor
Supenvisors » Agent P35
Chris Test2
DRD Boardroem

Assign disposition code »

Tain Sinnott
Krysia Swiatek Call/escalate

Lee Houston Instant conference/escalate

Steve Tutt Transfer

Instant message

Or escalates the call to the first available supervisor.

Add number te personal directary

Call/escalate to first supervisor

Instant conference/escalate to first supervisor
Supervisors 3

Assign dispesition code »

The agent can escalate a call center call by using the context menu displayed when right-clicking
on the call center in the personal wallboard, as shown below. This assumes that Unity has logged

in as the call center and is displaying statistics in the personal wallboard.

Call queue |

Transfer call to queue
Leave queue

Refresh statistics

Show agent statistics

Call/escalate to first supervisor

Instant conferencefescalate to first supervisor

Agents. v

Supervisors 3 Agent P 335

Chris Test2
DRD Boardroom

Instant message all supervised agents.

Activate ferced ferwarding Tain Sinnott

Krysia Swiatek Call/escalate

Lee Houston Instant conference/ecalate

SEEUR Transfer

Instant message

Please note that if the agent right-clicks on a different call center in the personal wallboard [to the

one that the call was routed through] then the call escalation options will not be displayed.

If the agent is a member of BroadWorks call center premium queues, and the DNIS capability has
been configured, then the user can select an outbound DNIS which will determine which
outbound CallerID is presented when the agent makes external outbound calls.

Right click the Dial icon and mouse over “Change Outbound Number” at the bottom [the numbers
above are a clickable list of last 10 numbers for redial]. The outbound DNIS that are available are
presented. The currently selected outbound DNIS is ticked. This will affect all outbound calls until

the outbound DNIS setting is changed, or set to none.
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| l—al] 228 g m Sg o i f
Hi = il hd CiWﬂ\é&
? S | | 795 = ] L =
Relzase Recording  Callpark  Announce ]
Vani
Chri:
0207 tal Talk  Average Talk Lo}
Name Total 0012 \Time Time Total Calls Ans
OEIOIIS Sales 0013 :00:00 00:00 0
ONLIIE Sales 00:00 00:00 0
0015
00:00 00:00 0
o0z
Char
From Duration 5
L Brida,
Change outhound number 4 Bolts Sales (Bolts International)

Contacts | call Logs

Search

59

Nuts Sales (Nuts Intemational)
Nuts Sales (Nuts UK)

Personal Statistical Reports

Unity Agent provides access to the following agent reports:

1.

© N o gk~ wDd

Agent Activity Detail Report
Agent Activity Report

Agent Call By Skill report
Agent Call Detail Report
Agent Call Report

Agent Duration by Skill Report
Agent Duration Report

Agent Sign-In/Sign-Out Report

_ il
To access these reports, click the Reports button - or select Tools > Call Centers > Report

Viewer from the menu. Specify the reporting period, click Tools > Call Centre > Report Viewer.

From the Report Viewer interface [shown below] select the desired report and reporting period.

Report
Start Period
End Period

QOutput Type

@ Report Viewer - X (@ Report Viewer - e

7 Report Agent Activity Detail Report ~
Agent Activity Detail Report
| Start Period Agent Actvity Report
: Agent Call By Skil Report
End Period Agent Call Detsil Report

Output Type Agent Call Report
Agent Duration By Skill Report
Agent Duration Report
Agent Sign In Sign Out Report

Agent Activity Detall Report

\Wed, 27 Jul [ | 00:00

PDF

LIRSS

X Cancel 1 % cancel | | «f Run

5.10

Pre-configuration of ACD State

Unity Agent offers a cascading hierarchy of agent availability settings that control the agent’s join

and ACD status depending on the status of the host computer. This is in Settings > Services >

Incoming Calls > Agent.
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| @ Services & Settngs
Senaces Settings

=i~ Incoming Cals
Angeymous Cel Rejection
€3l Forward Abways
Call Forward Busy
Call Forvard No Argver
8 oo
= Agent
ACD State
=+ Sratetics
Columns
Reportng
Anandoned Cals
= Comm ot Express
Avaiable: In Office
Avatable: Qut Of Office
sy
Unavalable
Do Hot Disturh
External Caling Line I Dalvery
Inzemal Caling Line ID Debvery
Srrukaneous Ring
= Qutgeng Cals
Caling Line 10 Delvery Blockng
= Call Control
Broadworks Anywhere
Call Transfer
Cal Park Rutrieve
Call Recording
Cal Watng

Directid Cal Pickup With Barge-n v

~ | [Configure automatic cal center gn/logout. Onky call centers that 3kow gent oN/IGOUT
wil b configured. Confgurng cal cantars whan the desktop & locked o unlocked & only

avalable on Windows XP or abave.

Join all my call centers:

[ when Unty & startng

L] when the computer & unlocked
Leave all my call centers:

] when Unky s dosing

L] when the computer & locked

% Cancel

In additon, the ACD state can be configured for computer startup and unlock state, postcall state

and desktop locked state.

(D Services & Settings
Services  Settings

= Incomming Cals
Anonymous Call Rejecton
Call Forwaed Always
Call Forward Busy
Cal Forward No Answer
= Call Centter
= Sla
Columns
Repaming
Abandoned Cals
= Comm Piot Bxpress
Avcalable: In Dffice
nalable: Out OF Offce
Bugy
Uravakable
Da Net Disturh
Extemal Caling Line ID Dabvery
Intemil Caling Line ID Debvery
Semutaneous Ring
o Outgong Caks
Cang Line 10 Debvery Blockng
=+ Call Contral
Broadwerks Anywhere
Call Transfer
Call Park Retrieve

Configure ca center agent settmgs such 6 ACD state.

Startup & desktop unlacked ACD state

Mot Set bt
st cal ACD state

Mot Set -
Deskhop lockind ACD state

Mot Set -

Wiap-up duration (sec)

o '
(] Don't change my ACD state to Avatable untd 1 assign 2 Cspostion code
] Pravest me from marwaly changing my ACD state when on a cal center cal
[ oy show the cument ACD state button

| ] Acthate sgn-out ACD state when Unky & cosng.

When dapliving ACD state

Show duration -

Call Recovding
Cl Wating
Orected Cal Pkup With Barge-n «

X Grcel | | of OX

6 CALL CONTROL

All calls are managed through the call control buttons at the top of the application. These buttons
will change depending on the state of the selected call, or the only call if there is only one call in
the Active Call Window. For example, the Answer/Release = n« and Hold/Retrieve e ranes
buttons toggle as only one of these options will be valid at any time. When an inbound call is
ringing Answer becomes the valid option. Once the call is active the icon will toggle to Release as

hanging up is the only valid option.
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6.1 Making a Call

6.1.1 Using the Dial Window

Click the Dial button == to bring up the Dial dialogue box, as shown below. Using the computer
keypad enter the desired number and press Enter or click OK to make the call. The desk
telephone will default to using hands-free speakerphone. If the telephone does not support

speakerphone, you will need to lift the handset when the call is answered.

Dial =5
Number 1330

6.1.2 Using the Contacts Panel

Double click a user icon or right click and select “Call extension”

———
&_ Call extension
E View user details
Add note

S Instant message

Personal directory ]

Manage user list

Appearance 3

6.1.3 Dragand Drop

Right click a user icon on the Contacts panel and drag the icon up to the Active Call Window. This
will open a call to that user. Calls can also be dragged from the Active Call Window onto a call
center to perform a blind transfer. Calls dragged onto a monitored user will either be blind
transferred or present options depending on the user preferences in Settings and whether the
monitored user is engaged or not. For engaged contacts, park, camp-on and transfer to voicemail
are available. For available contacts transfer to extension, transfer to mobile, transfer to voicemail

or present call hold, camp on and transfer are available.

‘ﬁ.; Lee Houston 0
‘E‘ Transfer call to extension _E
191 Steve Tuft 0

Transfer call to mobile

Transfer to voicemail
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Enter the search field in the Contacts panel to dynamically search all internal users and speed
dials. Either right click and select “Call extension” or right-click and drag the icon into the Active

Call Window to make the call.

Any number that is copied to the Windows clipboard, (highlight the telephone number, right click,
then clicking copy) this will cause a popup toast above the system tray with the option to call the
number. Click the toast notification to make the call. This feature can be enabled/disabled in
Settings. When a number is copied to the clipboard, Unity can show a prompt to the user which
appears over all applications, rather than show a toast notification. This can be configured

through Settings>Settings tab>Clipboard Integration.

]
When Unity displays an inbound call, click the Answer icon * or double click the call in the

Active Call Window to answer the call. Your desk telephone will now be on hands-free
speakerphone, if it supports this feature with Unity. If there is an active call in progress, you will
need to click the new inbound call in the Active Call Window before clicking Answer, this will
automatically place the first call on Hold. Please note that answering a call by lifting the handset

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

R
Click the Release button .4 to end the currently selected call. If there are multiple calls in the

Active Call Window, make sure you select the right call before clicking Release.

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

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

an entry to dial the party, as shown below.
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Charlotte
00644299
00644478
00644478
07956344
Conferer
Harry Da
Dean The
02077833
01444220

6.4 Send Call to Voicemail

.

To send an inbound caller directly to your voicemail click the Voicemail button ..
Please note that if voicemail is not assigned or is disabled, the button will still be visible

but inactive.

6.4.1 Retrieving Voicemail Messages via VoiceMail Button
When no calls are currently selected, clicking the Voicemail button will dial the user into their

voicemail. The phone will default to hands-free speaker phone if it has this capability

6.4.2 Retrieving Voicemail Messages via Voicemail tab

Clicking into the Voicemail tab will display a list of voice messages with the most recent at the
top. Double click an entry to play through the PC’s default media player. Right click to save locally
or delete. In order for the Voicemail tab to appear, Agent must be configured for “Use unified

messaging” and “Show visual voicemail tab” in Voicemail settings as below.

0 Services B Settngs *
Sendces s settngs

= Cal Center (Configure Your Dersonal voice messagng.

>

[ Enabied

@) Use unified messiging

Ao ffice
Avalable: Out OF Dffice
Busy
Unavakable
00 Not. Disturb:
Extamal C3lng Line 1) Delbary
Intemal Caling Line 10 Debvery
Swrdanaaus Ring [ Erm natification of new voicoris
Outgong Cals
Caling Live: 10 Debvery Blacking
2l Control
Bro

[T Ermed & copy of the vorcernal

[0 Transfor from voicemad on zero

[} Send a8 cals to volcamad
[ Send busy calls to woicemal

[A send unanswered cals to voicermal

6.5 Transferring a Call
There are two ways to transfer a call; Announced Transfer, where you introduce the call to the

receiving party before putting the call through, and Blind Transfer, where you transfer the caller
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directly to a recipient without introducing the call. Please note that calls can be transferred both

to internal users and external contacts.

6.5.1 Announced Transfer

Receive and answer an inbound call. Make a new call to the desired destination extension or
number as described Make a Call above. This will automatically place the first caller on Hold and
will open a new call in the Active Call Window. Once the called party answers, click Transfer ‘é‘
and select the context menu option to transfer both calling parties together. Both calls will now
disappear from the Active Call Window.

Note: The user is not limiting to transferring received calls. They can make two outbound calls
and then use transfer to “bridge” them together.

Calls can also be transferred together by dragging one call on top of another within the Active
Call List

Example 1 — Transfer with two live calls

File Tools Help

& b

&8

Transter 07956344419 "to Charlotte Quartly
Unavailable  Avasisble  Wirspup  Release Dial T
Transfer Charlotte Quartly r to number
From To Duration
@ (07956344419 Steve Tutt 01:39 On hold
Steve Tutt Charlotte Quartly 00:23 Active

Example 2 — Transfer with four live calls

File Tools Help

g-om| | oee II
Ak il &
Unsvaisoie  Avsisble  Wrspup  Relass Dial e eI R ' S ST S
Transfer 07762017263 3 to 07956344419 -
From To Transfer Hot Desk 3 - 9103 v to Hot Desk 3 - 9103
@ Rt SEET Transfer Charlotte Quartly H to Charlotte Quartly
@ 07762017263 Steve Tu P
ﬁ) Hot Desk 3-9103 Steve Tutt 00:1¢ to number
Steve Tutt Charlotte Quartly 00:12 Active
6.5.1.1 Warm Transfer

Unity Agent allows you to warm transfer a call by right clicking the user you want to transfer the
call to and selecting “warm transfer” from the context menu. This will then put the original caller

on hold and dial the selected number. When ready, click the transfer button in the call center
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control options panel and the two calls will be transferred, automatically disappearing from your

active call window.

.Q_», Alastair Brown 020
& Charlotte Quartly 020:
&4 Colin Farrant Call extension 0i
& BavelPadds Transfer call to extension 4
& Dean Thompsa = p— — 0!
& HarryDadds 'arm transter ca s} Eension Ul
& lain Sinnott Park call on extension 0
0 kel cednnn n

6.5.2 Blind Transfer

6.5.2.1 Using Contacts Panel Drag and Drop

Unity Agent can be configured to automatically blind transfer a call by dragging the call from the
Active Call Window and dropping it on a user icon or number icon in the Contacts panel, or
dropping it onto a call center queue [if agent is configured as an agent with call center queues].
Note: Unity can be configured to display a menu when dropping a call onto a user icon. If no
menu options are selected the blind transfer is performed. If menu options are selected, click
“Transfer call to extension” to also perform blind transfer. For more information on Drag & drop

refer to section 8.

. o
Transfer call to extension

E Transfer to veicemail

6.5.2.2 Using Transfer Button

Once on a call click the Transfer call control button @ . In the Transfer window enter the

destination and click OK.

From To

Jenna Wimshurst Sally Wainwright
Transfer X

Mumber [013598|

% Cancel | | « OK

6.5.2.3 Using Right Click
While on an active call right click the recipient icon or number in the Contacts panel or Search.

Select “Transfer call to extension” to blind transfer the call.
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‘Q_
tor
Call extension

Park call on extension

Transfer call to extension

Call mobile

Transfer call to mobile
Transfer to voicemail
View user details

Add note

Instant message

6.5.3 Transfer to Voicemail
The option to Transfer to voicemail is valid only for internal company users that have Voicemalil

assigned and activated.

6.5.3.1 Using Contacts Panel Right Click - Voicemail
While on an active call, right click a user in the User Status list and select “Transfer to voicemail”.
This will send the selected call directly to the destination extension voicemail without introducing

ringing.

0. TSI 9. Cindy Baker
Call extension
d Park call on extension
Transfer call to extension
1 Transfer to voicemail
View user details
Add note
Instant message
Personal directory s
Manage user list
Appearance 3
6.5.3.2 Using Drag and Drop

If configured, Unity will display “Transfer to voicemail” in the list when an active call is dragged

onto the destination user icon in the Contacts panel. For more information, refer to section 8.

& " =
Transfer call to extension

Q Transfer to voicemail

6.5.4 Transfer to Mobile
If the destination user has a mobile number entered as part of their profile in BroadWorks, you
have the option to right click and select either Dial Mobile [to perform an announced transfer] or

Transfer Call to Mobile [to perform blind transfer].
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6.5.4.1 Using Contacts Panel Right Click - Mobile
Right click the desired user in the Contacts panel. To announce the call, click Dial Mobile. Once

the recipient answers click Transfer = and select the context menu option to transfer the calls
together.
To blind transfer the call without introduction click Transfer call to mobile.

Lt Call extension

Park call on extension

Transfer call to extension

Call mobile

Transfer call to mobile
Transfer to voicemail

View user details

6.5.4.2 Using Drag and Drop
If configured, Unity will display “Transfer to mobile” in the list when an active call is dragged onto

the destination user icon in the Contacts panel. For more information refer to section 8.

(O e ——
a Transfer call to extension

Transfer call to mobile

Transfer to voicemail

6.6  Call Hold/Retrieve
The Hold/Retrieve |*| ws: function toggles depending on the status of the currently selected
call. Hold is only available for an active call while Retrieve is only a valid option for a call currently

on Hold. When a call is on Hold, the blue Hold icon is shown in miniature to the left of the call in

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

From To Duration Status
@ Chris Tutt Andrew Smith 00:15 ©On hold

6.6.1 Placing a Call on Hold

To place a current active call on Hold, press the red Hold button. = The call status will now

show as on hold in the Active Call Window and there will be an On Hold icon alongside the call.
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6.6.2 Retrieving a Held Call

Click the held call in the Active Call Window to select it. Click the Retrieve button 6 to take the
call off hold, you can also double click the call to retrieve it. Please note that any other active
calls will be placed on hold before the selected call is retrieved, meaning you can toggle between

call by double-clicking them in the Active Call Window.

6.7 Conference Calling
A conference call can be established with any combination of internal and external numbers. The

total number of parties that can be supported is determined by service assignment. The Three-
Way Calling user service supports conference calls with two other parties only while the N-Way

Calling user service supports conference calls with more participants.

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

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

e
Once the second party has answered the call, click the Conference button === and a new
conference will be created between you and the other two parties. This is represented in the

Active Call Window as shown below:

Selecting either call and clicking Hold will place the conference call on hold, during which time the

other callers can still talk to each other.

From To Duration Status
@ Chris Tutt Andrew Smith 00:24 On hold (conference)
@ Chris Tutt Barry Simpson 00:27 On hold (conference)

6.7.1.1 Adding Multiple Parties
Once you have a conference established you can add additional parties by calling them. This will

fut
place the existing conference on hold. Now click the Conference button ==. You will be

prompted to add the new party to the existing conference as below.
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From To Duration Status
Charlotte Quartly Steve Tutt 31:32 On hold (conference)
Steve Tutt Dean Thompson 03:59 On hold (conference}
Steve Tutt Harry Dadds 00:24 Active

(=1=]

e Do you want to add Harry Dadds to the conference?

Contacts | Call Logs (1 Missed)
Search o

Yes No

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

calls].

6.7.2 Ending a Conference Call
To remove a caller from the conference call but continue speaking to the other caller[s], simply

select the call to release in the Active Call Window and click the Release button as you
would normally. This will release the selected party and will show only the remaining party[s] in
the Active Call Window.

To end a conference call but leave the two remote parties in conversation with each other, click

the Transfer button and select the “leave conference” menu option, as shown below.

File Messaging Tools Help

el -

6.7.3 Conference Bridge Integration

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

/80 %

Confere My conference bridge

Show details

Copy details to clipboard

Call bridge as moderator

6.8 Call Recording
If the Call Recording User service is assigned then the user may be able to manage call

recording, although this depends on the functionality offered by the VolP platform and service
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configuration parameters.

If this service isn’t assigned, then the Call Recording button is not

displayed in the main window.

6.8.1 Changing the Call Recording Option

Right-click the Recording button to select the call recording option, as below. Please note that

depending on permissions this may not be available.

o LT

On Dernand
Ta Never
¥ Always with Pause/Resume
On Dernand with User Initiated Start

Call Recording options are:

Description

Always

On Demand

Never

Always with
Pause/Resume

On Demand with User
Initiated Start

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

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

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

All calls are automatically recorded from the beginning of the call, but
recording can be paused and resumed, which is especially important
when taking credit card details over the phone [that need to be
omitted]. This will still result in a single recording for the call,
regardless of how many times it was paused and resumed.

Calls are not automatically recorded from the start, but recording can
be started at any time. However, any conversation before the
recording was started will not be included in the recording. Recording
can be paused and resumed, which will result in different recordings

being created for a single call.

6.8.2 Controlling Call Recording
You can start, stop, pause and resume call recording depending on the Call Recording Option

currently selected. Left-click the Recording button to manage recording for the selected call in the
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Active Call Window will toggle the option depending on the current recording state. The call
recording button will change = #===t0 indicate this. When set as Always with Pause/Resume,
the user can left click to Pause/Resume and the button will toggle as Resume [recording] = or

Pause =
When set as “On Demand With User initiated Start” left clicking the call recording button presents
the following menu to allow the user to control the call recording behaviour.

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

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

From To Duration aty
Chris Tutt Barry Simpson (0003) 00:19 Active/Recording paused

/7 ACTIVE CALL WINDOW

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

currently managing.

7.1  Window Layout

From To Duration Status
@ Andrew Smith Chris Tutt 00:12 On hold
Chris Tutt Barry 8impson oo:00 Ringing

From — This field will display the incoming CallerID or the name if it is matched in the
Group/Enterprise directory, Personal Contacts or Outlook Contacts.

To — This field displays the name of the user, hunt group or call center that has been called
ensuring the call can be answered appropriately.

Duration — This displays the total time elapsed since the call was first answered. The timer does
not restart when the call is placed on hold.

Status — This shows the Ringing/Active on On Hold status of each call.

Calls In Queue
Agents can optionally see all calls in queue for the Call Centers they are joined to, as shown

below.
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From To Duration Status
HotDesk 3-9103 Bolts Sales 01:48 Queued at position 1
Charlotte Quartly Bolis Sales 01:25 Queued at position 2

7.2  Managing Multiple Calls

To manage a particular call, first select it by clicking it in the Active Call Window. If there is only
one call in the list it will be selected automatically. You can then use the call control buttons to
perform different actions on the call. There is no limit to the number of calls that can be displayed
in the Active Call Window, this is limited by the number of simultaneous calls allowed and if the

Call Waiting user service is assigned and active.

You can also double-click an incoming [unanswered] call to answer it, or to retrieve it if currently

on hold.

7.3  Resizing the Active Call Window

The bottom border of the Active Call Window can be dragged down to display as many or as few
calls as necessary. Unity will save these dimensions when closed. Unity can automatically resize
itself to include all calls, as well as group waiting and queued [if applicable] calls together, as

shown below.

(@ Services & Settings ==

[services| Settings |
i-skin ~ |[Configure how Unity displays cals in the current call st
i~ Contact Search

e PO TMCE gration
+~ Clipboard Integration
i~ Dialing Rule Resize the current call st to ensure all calls are visble
- Custom Directory Integration
H Configuration
i~ Outloak Integration [C] Group queued calls together
£ Browser Integration
il CRM
i~ Desktop Integration
- Call Notification
“ Unity Connect:
Quick Keys
i~ Key Combinations
£ Commands
- Startup
Update
Instant Messaging & Presence

[T] Group waiting calls together

I

7.4 Assigning an Account Code
Account codes can be assigned to a call through the Active Call Window as shown below, please

note that Unity must place the call on hold in order to assign the account code, then will attempt
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to retrieve the call although this isn’t always possible in which case the user must retrieve the call

using the phone.

From To Duration

[ [ Andrew Smith 0014

Assign call to account code v

Status
ictive Kot recnrding

11
Company B

Add number to personal directory Company A

Instant message

Reset column widths

v Show gridlines

Unity will display a notification to indicate that the call was successfully assigned to the account

code

Unity ax

Call(s) assigned to account code (Company A)

3 DRAG AND DROP

Many common call handling actions can be performed with drag and drop, as well as right click

and call control buttons.

8.1 Make a Call to a User or Number

. 4] . : . :
Drag a user icon && or a speed dial shortcut icon B from the Contacts panel up into the Active

Call Window to make a new call to the selected user or number.

8.2 Transferring a Call to a User
Drag a live call onto a user to either perform blind transfer, or to populate a drop list with call
handling options. The drag and drop behaviour for this action is configured in Settings as shown

below.
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r 1
() Services & Sttings -

Services| SeTTROS

|| Configure the way Unty deplys contacts as well 3s drag _drop options

=

Dialing Ruke | Show cal duration in contact kst

Customn Directory Integration

‘Confguration Menu options when a call is dragged ower a contact
| Outhok Integration | Transfer cal to extension
- Braveser Integratian

| P 4] Transfer to volcemad
|
| Dacktop Integration 7] Transfer cal to mobds

Call Netfication
| Uniy Cannect Warmn transfer cal to extension
| Quick Keys E Pask call o1 etersion
| Key Combinatians

Commands
Startup
Update
= Instant Messagng & Presence

oy
| = Authenvication
Call Centers

| X Cancel | | of OK

8.3  Make a Call to a Call Center Queue
When agent is configured as an agent, drag a call center queue from the Personal Wallboard to

the Active Call Window to make a call to that call center.

8.4  Transferring a Call to a Call Center Queue
If agent is configured as an agent, you can drag a current call in the Active Call Window up and
drop it on a Call Center in the Personal Wallboard. This will blind transfer the call to the call

center.

8.5 Send to Voicemail

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

blind transfer the incoming call to your voicemail.

8.6  Call Control
Dragging a call over the Hold/Retrieve, Answer/Release, Transfer or park buttons will perform

that action on the selected call.

8.7 Send New Instant Message
Drag a user to the docked IM window to the right of the Contacts panel to send an IM to that user.
This requires that the “Always show docked panel” field is ticked in Settings > Instant Messaging

and Presence.
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@ Seraces & Sethngs

Senaces Settngs

= Unky Settngs
I Appeanance
sk
Contact Search
Contact Displry
Current Cals
= CangutesPhone Btvgration
Cloboard Incegrabon
Diiling Rule
- Custom Directory

Set instant massaping and presence preferences. Changes wil not affect exstng IM
‘conversations.

[] Send Ms to offine users
B show mstane messages n docked pane

et by show docked panel |

uuﬂ%::‘ﬂ“";;'l;;" [ Use exting conversation for drag and diop.
Braweser Integration -
Dedkas: Igratch whan an nstant m.ﬁ racenad:
cal Natficaton Show the comer=tion windaw
Unky Connact [ Play a notfication sound
) Quick Keys X
Ky Cornbinatons £ Shaw poguap natiication
Commands

Startup

el g b Hresence|

£al Conters
® Cancel | wof OK
Docked IM Panel
1 oP a R S T UV w x v z [opaidHiggins (AR

Steve Tutt: How are you?
David Higgins: very gaod thank you, yourself?

& Charlotte Quartly & Chiris Tutt
&Dean Thompson & Demo 7077 =

Charlotle Quarlly B " R
o Lee Houston o Lewis Steve Tult Hi, can you take fhis sales call please?

Charlotte Quartly No problem please send it overl
& Vas Koria

See also section 10 on Instant Messaging.

8.7.1 Add Participant to Existing IM Session

Drag a user icon onto an existing IM and choose “Add to the conversation”

Charlotte Quartly ‘&‘ [ga x
Steve Tutt: Hi, can you take this sales call please?
Charlofte Quartly: Mo problem please send it over!

Add to the conversation

Start a new conversation

8.7.2 Transfer Call to IM Participant

Drag a call from the Active Call Window onto an IM session in the Docked IM Window and you
will see a prompt to transfer the call. This is particularly useful if you want to check the recipient’s
availability before you transfer.
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Dean Thompson 2 " K
Steve Tutt Dean can you please take this support
call?

Dean Thompson: yes send it aver

Steve Tutt OK transferring now

Transfer call to extension

Transfer to voicemail

When dropping a call onto a multi-party IM session you will be prompted where to transfer the

call.
Dean Thompsan, Charlotte Quartly,... ¢z E& %
Steve Tutt Hi, can you take this sales call please?
Charlotte Quartly: Mo problem please send it over!
Steve Tutt: hi
Steve Tutt: hi all
David Higgins: Hi Steve
Dean Thompson 3
Charlotte Quartly 3
= Transfer call to extension David Higgins 3

Transfer call to mobile

Transfer to voicemail

9  CONTACTS PANEL [BUSY LAMP FIELD]

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

monitored user will call them and right clicking will bring up a dynamic options menu.

9.1 Contact Panel Display Options
There are three different views available, as outlined below. Right-click anywhere in the Contacts

panel and select Appearance list to change the view.

Personal directory 4

Manage user list

Appearance L Details
List

Small icon

[v] Tile

9.1.1 Details View
This view provides by far the greatest amount of detail, but requires more space [although the list

can be shortened in which case scrollbars will automatically appear].
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[‘contacts | Gaill Logs | Voicurmail | Abandonud Calls |

Search

a

My status: avallable in office

Mame Fhone Extengion Department ACD State Satus
& Aven dose i Lam mn & mesting from 18 Noventes 19000t =
& Abin Joseph 8335 Sign-Out | am outio lunch from 20 May 1225 unt furthe.
| B At Brown 02082821268 1268 Helpdesk Unarvailabily - Tochnic  Talking fo Jon Lamand - 03 15
a Allstalr Todd 0NT73T0007E 0075 Unavallable - Clearin...
| B Ardrew S boa2 Sign-Cut
& Andrew Tocd Ha44Z20203 o3 Helpdesk Unavadlable - Cleann...
& Barry simpsan 02035518327 Avallable

Y| chadone Quarty

2082881231

|saisstean __ Jwatae |}

| & Chirtz Mitford 02002081264

| o Gl Omiem

| & Cingy Daker 02002081239

| B colin Fmrant 02082881248 Helpdisk Signin Talking 4o Colin Farrard - 30 36
a Dave Dadas 02082881231 Sign-Cut

| B Dve Unjchn 01444720202

| & DOaid Higgins. U2082e81237 Helpdesk Avallatle Carently busy

| & Dean Tnompson 02092081240 Technical Slgn-in Safe

| & Ebin James Avallable

| & Ed Thrussell 02002081247 Technical Sign-in

| B tain Sneon U2DAZRE1ZE] Sates e sign-Out

| & Jahn Dunoar 01444220201 -

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

duration columns.

Cafl extension
Wik witst detade
Ak note
Ietant mesage
Personal diectory [
Manage uter st
Appearance v | Detam
Lt
Semallicon
Tibe
Show extension
St department
(] showAco e
(| Show call durstion
Reset column widkhs
(| S grines

9.1.2 List View
This option will display all users in a list.

2, Abin Joseph
S Alastair Brown

& Colin Farrant
&, Dave Dadds
&4 Dave Upjohn
£ David Higging
&Dean Thomps.
S Ebin James
&Ed Thrussell
& 1ain Sinnott
&John Dunbar
BKrysia Swiatek

£ Lewis Marcant
& Lewis Perea

S NistairTodd 8 Paul Dewey
& Andrew Smith 8 Paul Edwin
LiAndrew Todd 8, Phil Smith
& Barry Simpson & Sally Jones
SCharlotte Qua... & Steve Tutt
&, Chris Milford 8 Thomas Varg
Chris O'Neill
& Cindy Baker

Contacts | call Logs | Voicemail alls My status: available in office
Search a
L, Apin Jose FLee Houston

9.1.3 Small Icon View
This view combines a simplified look and space reduction.
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&, Alistair Todd

&2 Barry Simpson
&, chris O'Nsill
&Dave Dadds
&Dean Thompson
&Iain Sinnott
&oLee Houston
&, Paul Dewey
&Sally’Jnnas

&Andrew Smith

2 Charlotte Quartly
&Cindy Baker
&Dave Upjohn
&Emn James
&Juhn Dunbar
dLewis Marcantonio
&, Paul Edwin
&Steva Tutt

Contacts | Call Logs | Voicemail | Abandoned Calls My status: available in office
Search L=}
‘E’,Abm Jose ‘E’,Abin Joseph &Alasta\erwn

&AndrewTudd

&% Chris Milford
&Cmm Farrant
&Dawd Higgins
LEd Thrussell
&KW’S\E Swiatek
&, Lewis Perea

&, Phil Smith
&Thomas Varghese

9.1.4 Tile View

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

My status: available in office

& Andrew Todd
& Cindy Baker
& Dean Thompson
& Krysia Swiatek
&% Paul Edvin

Contacts | Call Logs | Voicemail | Abandoned Calls
Search e
9, #ein Jose 5, apin Joseph o Hastair Brown &5, Aistair Todd &%, Andrew Smith

& Barry Simpson
& Calin Farrant
&%, Evin James
& Lee Houstan
&%, Phil smith

& Charlotte Quartly

a0y Dave Dadds

& Ed Thrussell
& Lewis Marcantonio
&% sally Jones

&% Chris Hiford
& Dave Upjohn
& Jain Sinnott

&% Lewis Perea
& Steve Tutt

&% Chris ONeil
& David Higgins
& John Dunbar
&% Paul Dewey

&%, Tnomas Vargnese

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

about the monitored user, for example their service configuration:

& Lewis Marcantonio & Steve Tutt
Unavailable profile activated

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

chosen.

& Available The monitored user extension is on hook
Ringing The monitored user extension is ringing
Engaged The user is on the phone

Do Not Disturb The user has selected DND or Unavailable profile

o Bo fe
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9.2.1 User lcon Engaged Tool Tip

Hovering your mouse over an engaged or DND icon will reveal more information about their
current state, if available. For engaged users this will include the name or number of the party
they are engaged to and the duration off the current call as below [this feature can be disable for
privacy reasons].

-‘Qﬂ Charlotte Quartly ‘Q‘

[ Talking to Steve Tutt (00:04) |

9.2.2 Instant Messaging Availability

Regardless of a user’s Available/Ringing/Engaged/DND state, if they currently have any version
of Unity open they will be available for instant messaging. This is shown by the envelope at
bottom right of the user icon, as per the following examples.

L% Ringing. Unity open and available for IM

a% DND/Unavailable profile. Unity open and available for IM
Engaged. Unity open and available for IM

.% Available/on-hook. Unity open and available for IM

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

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

Personal directory 3
Manage user list

Appearance 3

You will then be able to move users or departments between the lists either by double-clicking
them or using the arrow button. All users in the right-side list will be monitored in the Contacts
panel. This list is saved when Unity is closed.
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Manage users @

@ [CIDRD Communications Limited =

[F/DRD Communications Limited - [ Abin Jose
[C]450 Test n) [C]Abin Joseph
.[7]5000 IP TEST I -] Alistair Todd E
[[)6017 6017 Test [Clandrew Smith
[T Agent One -[CBarry Simpson i
[[]Agent Two - [C1Chris Milford
~[7] Amith K Bharathan - -DC_hms O'Neill
-[C] Amy Dadds - [C]Cindy Baker
-[C]Anu John [[]Dave Dadds
-[1Anu Suryanarayanan -[C]Dave Upjohn
[CIBig Society Conf Phone 5 [C]Ebin James
| D B[ |Helpdesk i
[ At nebnie Oraun

The box at top left will dynamically search the group directory.

Manage users E E
Jot| 42 |[[]DRD Communications Limited -
[]&nu John [ClAbin Jose
[“1John Cole -[T]Abin Joseph |
[T]John Lawless -] Alistair Todd 3
[F]John Sured -[C]Andrew Smith

-[C1Barry Simpson | 3
[ Chris Milford
[Tl Chris O'Neill
-[ClCindy Baker

-[|Dave Dadds
-[C1Dave Upjohn

-[”]Ebin James
1T Helpdesk
P Flalactaic Orawen A
[ Show hierarchy 2 remaining

9.5 Performing Call Control Actions in the Contacts Panel

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

extension” will not be available unless there is a live call selected in the Active Call Window.
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Call extension

Camp call on extension

Warm transfer call to extension
Park call on extension

Call mobile
Transfer call to mobile

Warm transfer call to mobile
Transfer to voicemail

Barge into this call

Call extension when available
View user details

Instant message

Remove XMPP presence

Send email

Personal directory 3
Manage user list

Appearance r

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

further down the menu.

This will perform call pick-up and will pull the call to the ringing Agent user.

Feature Dependency:
l. Monitored user must be ringing [orange icon]

Il. Agent and monitored users must be in the same pick-up group

Will park the call on the monitored user’s extension park slot.
Feature Dependency

l. Must have a live call

Once a call has been parked onto a user’s extension, their Unity will display a “P” and a toast pop
up window will appear. In order for the user to retrieve the parked call they simply need to click
either the “P” or the toast pop up. If the call is not retrieved it will be redirected back to the original

user who parked the call.

51|ragc‘



(D) Uity Agents Cheis Tutt - Sign-In (duratior: 01:37:18)

File Messaging Toals  Help

HbSHTELOEEONE

il

Uranslale Auslabie  Weape  Fwese Disl  Toeslw  Wod  Coslewwe Vocensd Recondrg  Rwgorts |Pickuss Cal

Pickup the call from Andeew Smith

Unit A x
Call parked from Andrew Smith Yy

Call parked from Andrew Smith
Click here to pickup the call 3 2 Toast
Click heve to pickup the call — notifications
- w3z |
- O g

16/04/2016

9.5.4 Camp Call on Extension

Will camp the call onto the engaged monitored user. When the user goes back on-hook the
camped call will be delivered and their phone will start ringing. If the user does not go back on-
hook before the camp timer expires the call will return to the Agent user.

Feature Dependency
l. Must have a live call in the Active Call Window

Il. Must be enabled in Settings > Call Transfer as below

The Camp Call option will only be available if activated in Settings > Call Control > Call Transfer
as below.

- 1
1) Services & Settings =)
g

Services ‘ Settings ‘

= Incoming Calls
-~ Anonymous Call Rejection
-~ Call Forward Always
- Call Forward Busy
Call Forward Mo Answer

»

Configure call transfer recall and busy camp on features. Busy camp on allows you to hold a
call against another person's [busy] extension until they are available.

- Call Center
- Agent Allowe call transfer recal
L. ACD State )
- Statistics Mumber of rings before recall
Columns 5
Reporting

Abandoned Calls P BT E D 6T

- Comm Pilot Express

Camp calls for (seconds)
Avzilable: In Office

m

Available: Qut Of Office 20
Busy Use diversion inhibitor for blind transfer
Unavailable
Do Nt Disturb Use diversion inhibitor for consultative calls
- External Calling Line ID Delvery Allow warm transfer through Unity

Internal Caling Line ID Delivery
Simultaneous Ring

- Qutgoing Calls

i Caling Line 1D Delivery Blocking
- Call Control

Broadworks Anywhere

- Call Recording
Call Waiting -

9.5.6 Call Mobile

Places call to mobile. Any live call placed on hold.

Feature Dependency:
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The monitored user must have their mobile number entered in BWKS

Performs blind transfer call to monitored users mobile.

Feature Dependency:
l. The destination user must have their mobile number entered in BWKS

I1. Must have a live call

Performs blind transfer to the destination user’s voicemail.

Feature Dependency:
l. The destination user must have voicemail service assigned

I1. Must have a live call

Makes an immediate three-way conference call with the Agent user, the monitored user and the
third party the monitored user is talking to. All parties will be able to talk and hear each other.
When attempting to barge into a call, if the phone plays a “number doesn’t exist” tone then this
means the monitored user cannot be barged into, because they have the Barge-In Exempt

service assigned and activated. Only users without this service active can be barged into.

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

can Hold/Retrieve the same as for a conference call.

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

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

wa
one call on top of the other in the Active Call List, or press Transfer == then select the option to

leave the conference, as shown below.
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File Messaging Tools Help

Feature Dependency:
l. The Agent user must have directed call pick-up with barge-in service assigned
Il. Monitored user must be engaged on a call
M. The monitored user must not have the barge in Exempt service active

9.5.10 Call Extension When Available

Places an alert on the engaged monitored user. When they become free a dialogue box prompts

the Agent user and allows them to open the call back.

Unity

Harry Dadds is now available, would you like to call this extension? If
you click 'na’ you will not be prompted to call again.

Yes No

Feature Dependency:

l. Monitored user must be engaged on a call

9.5.11 View User Details

Performs a lookup on the user’s details as entered in BWKS. This includes their phone number,

mobile and email address.

David Higgins [
Title:

Email’  d higgins35362@outlook com
Phone: 02082881237

Mobile
WAV File: G

o OK

9.5.11.1 Adding Audio Alerts to Monitored Users

The “View user details” box also allows a wav file to be specified that will be played when the

monitored user receives a call. Click the &1 icon to select the wav file then click OK. This feature
is useful in Manager/Secretary scenarios where the Agent user is screening calls. When the

audio alert plays that is the reminder for the user to perform call pick-up.
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9.5.12 Send Email
This will open a new email window in the default Email application. The user must have the email
filed populated against their name in BWKS.

Feature Dependency:

I.  The recipient user must have their email address entered in the system

9.5.13 Answer This Call [Call Pick-Up]

When monitored users are ringing their icon in Contacts becomes orange ‘% To perform pick-
up and answer the call right click the icon and select “Answer this call’. This option is only
displayed when right clicking a ringing user.

2. EEETYSTE . chis Tut

Transfer to voicemail

| Answerthis call 1 |

View user details

Edit note

Remove note

Instant message

Out of office assistant ,
Service Configuration ,
Personal directory ’

Manage user list

Appearance »

Feature Dependency:
l. The Agent user and the monitored user must be the same pickup group or the Agent user

must have the “Directed Call Pick-Up” service assigned.

10. INSTANT MESSAGING

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

10.1 Online/Offline Indicator

A person that is running an instance of Unity, and therefore available to send an online IM to is
indicated with a small envelope on their user icon. This applies across all the available, engaged,
ringing and DND states as shown below.

Online [Unity Open] Offline [Unity Closed]
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Available IQEI &
Ringing L% Q
[
Engaged .QEI .lr;‘
DND/unavailable profile % ,Qﬁ
—_a

10.2 Docking the IM Window

Instant Messages can be displayed in the Docked IM Window or as separate dialogue boxes for

each individual IM thread. If the docked window is used IMs can be initiated via drag and drop

and new IM windows will not pop over other applications.

Wy status: available in office

T U v w X Y Z

& Chris Tutt Docked IM Window
& Demo 7077

Charlotte Quartly R 4
ally Lowis Harcantonio Steve TUTE Hi, how are you?

Charlotte Quartly: Great thanks, how are you?

Docking the IM window is specified in Settings > Settings > Instant Messaging and Presence >
“Show instant messages in docked panel”. Individual IM messages can still be undocked and

redocked as required.
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@ Services & Settings

Services Settings

= Unity Settings

= Appearance

Skin

Contact Search

Contact Display

Current Calls

Computer/Phone Integration

Clipboard Integration

Dialing Rule

[=)- Custom Directory Integration
Configuration

Outlook Integration

Browser Integration

Desktop Integration

Call Notification

Unity Connect

Quick Keys
Key Combinations
Commands

Startup

ndate
(ot ssagn & pesence
0gang
Security
Language
- Connection
Network
Proxy
= Authentication
Call Centers

Set instant messaging and presence preferences. Changes wil not affect existing IM
conversations.

Send IMs to offiine users
Show instant messages in docked panel
I Abways show docked panel I

Use existing conversation for drag and drop

When an instant message is received:
Show the conversation window

Play a2 notification sound

Show popup notification

*® Cancel ||« OK

10.3 Undocking and Redocking IM sessions

You can undock an IM message by clicking the =” “Expand conversation to separate window”

button. The IM session will now be a standalone window.

Docked IM

Lewis Marcantonio @ @& x

Jenna Wimshurst Hey Lewis can you
take this sales call for me please?
Lewis Marcantonio: Mo problem

=

Click the " “Dock conversation in main window” button to pull the IM session back into the

docked panel in the main Agent interface.

Undocked IM

(@ Conversation: Lewis Mar... —

Jenna Wimshurst: Hey Lewis can you take this sales

call for me please?
Lewis Marcantonio: No problem

Last message recsived at 10:50 4 &

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

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

panel. Alternatively, you can select Messaging > Start Conversation from the top menu bar.

Mpssaaing — Tool Heln
Start conversation

L=

You can then select the users to include in the IM conversation. Please note that only online
users will be displayed in the lists. The left list contains all online users, to include them in the IM

conversation move them into the right list either by double-clicking the entry or using the arrow

button.

Conversation members X
{..[JAlastair Brown ~ [[JDRD Communications Limited
{..[JAndrew Todd £ ]5ales Team
+[JColin Farrant [cCharlotte Quartly
-[JDavid Higgins [hain Sinnott
[ Jvas Koria [JKrysia Swiatek

-[]JC Bhat [JLee Houston
~[_]John Dunbar [JLewis Marcantonio
.. []steve Tutt
[JParvathi M
[JPrathap MK
[Jsebin Joseph

=-[Technical

{.[JDean Thompson .
& Show hierarchy %K Cancel | |« OK

10.5 Overview of IM Window

The upper part of the IM window will scroll to display the most recent comment. Type your

comment in the bottom window and press Enter or click the =] envelope at bottom right.

IM Window - Docked

Call Participants
Undock IM Window

[[Charlotte CQuartly

IM Conversation Participants ——| Steve Tutl'[How are you today?

|Charlotte Quartly: 'm fantastic thanks, how are you?

- Close IM Window

Scrolling IM
Conversation History

I Send IM
Enter your IM text here —‘{ ‘ IEI'— (or press enter)
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IM Window — Undocked

IM Conversation Participants

Steve Tutt: How are you today?
Charlotte Quartly: I'm fantastic thanks, how are you?

Scrolling IM __
Conversation History

Enter your IM text here

Last message received at 11:37 @ @ ?::l:rler:s enter)

| | Add Participants to Conversation

Re-dock in the
Docked IM Panel
Close IM Window

Call Participants

10.6 Adding Participants to an Existing IM Session
When an IM conversation is in the Docked IM panel you can drag a user icon from the Contacts
Panel or Search and drop them on the IM window to add them to the conversation. When the IM

e

Window is undocked you click the A Search icon and select participants to add to the

conversation, as below.

Conversation members

~| % [CJDRD Communications Limited
[ ]Prathap MK
~[JRalaad PR
[sales Team
{.[JCharlotte Quartly
i.[Alain Sinnott
{ [JKrysia Swiatek
.- OLee Houston
i-[JLewis Marcantenio
i [steve Tutt
[Jsebin Joseph
-[(ITechnical
i.[]Dean Thompson

[ Show hierarchy X Cancel | «f OK

10.7 Sending Contact Directory Numbers
To send another user a number from your Directory right click in the bottom panel where you

enter text. Mouse over to see your Directory entries and select the appropriate number.

Keith
| Key Customer 1 (012345678)
=

Charlotte Quartly 7= mﬂ x Lee
Steve Tutt Here is the number for the key customer

Loz
Ma

| Add number from personal directory » Ma

Feature Dependency:
Il.  The recipient user must have their email address entered in the system
M. The Agent user must have their outlook client open and they must have full sharing

Permissions to see the monitored user’s Calendar in Outlook
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10.8 IM Notification Settings

All notification options for IMs, including sound and popup notifications can be found in the
settings under Instant messaging & Presence.

(O Services & Settings

Services Settings

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

- Contact Search

- Contact Display

~Current Calls

- Computer/Phane Integration

- Clipboard Integration Send IMs to offiine users

-Dialling Rule

%

. Custom Directory Integration Show instant messages in docked panel
% Configuration Always show docked panel

Outlook Integration i §
Browser Integration Use existing conversation for drag and drop
L CRM

Desktop Integration

oo et Show the conversation window

Unity Connect Play a notification sound

Quick Keys
i Key Combinations Show popup notification

+- Commands Show popup notification until closed
Startup

When an instant message is received:

- Update
nt Messaging & Presence
*Toggng
- XMPP
*-Change Password
- Security
-Language
[=- Connection
- Network
i~ Proxy
- Authentication
' Call Centers

X Cancel | «f OK

Selecting the ‘Show popup natification until closed’ will keep the IM popup on the screen until it
has been closed or clicked.

Chris Tutt ®

Please call Simon Steel on 020 8288
4470

14:06
~ 33 ® 7 d0 ENG

10/11/2016 El

10.9 Send IMs to Offline Users

Even when a user is offline, Unity will allow you to send them an instant message which will then
be queued and will appear the next time the user is online.

Lewis Marcantonio PV
Lewis Marcantonio: Hello can you call
me when free?

Lewis Marcantonio =

Hello can you call me when free?

10.9.1 Logging IM Sessions

You will find the Instant Messaging and presence logging options in the Settings tab. Here you

will be able to configure how IMs are saved, what file type they are (CSV or HTML) and where

60|Page



they are saved, for example, you may want to save IM conversations on your server rather than

on the agent’s local computer.

1) Services & Settings ®

Services Setfings

= Unity Settings Set instant messaging and presence logging preferences. Log files can be saved in a central
Appearance location for security purposes.
- Skin
Contact Search
Contact Display
- Current Calls
Computer/Phone Integration Log instant message conversations
Clipboard Integration
Dialing Rule

(O Create a new file for each conversation

Custom Directory Integration O Create a new file every day
% Configuration
Outlook Integration @ Always use the same file
Browser Integration Log file type
- Desktop Integration
- Call Notffication L b
Unity Connect Log Folder

Quick Keys . - -
" Key Combinations C:\Program Files (x86)\Unity Client\Instant Message Log\
- Commands

Startup

Update

- Instant Messaging & Presence
T g
- Secur

% Language
= Connection
- Network

L Proxy
£ Authentication
* Call Centers

*® cancel | | «f OK

10.10 XMPP Integration

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

is not currently supported with XMPP.

10.10.1 XMPP Authentication

Unity is unable to extract the XMPP password from the VolP platform, meaning it must be reset
from within Unity. This functionality relies on the Integrated IM&P service being assigned to the
Agent, although no other UC-One related service need be assigned.

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

item as shown below. You can see the current XMPP status is offline.
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(D) Serees & Settngs || () erces & Settinga ==

Servces| Settngs Servce, S

Contact Searh Caniigutt J4FF GHtal for Unky, T XHPF erver vl b8 Mk from Ehe coman 1 T Conkact seancn ,'u-pge.ru-w FWiHG MARIOTY PRiWGTd. FRESE NGUE Tat UC-0ne Wil need 1o be
Contact Dby wntwnd 35 20rt of the bgn 0. Conract Destay Pt ChaOI the Casmeord 1 LRy,
Current Cal Curret Cals
Tresfer Hezary Tranglee istoey
= Computer/Phone bkegracen Computer#hone Integration
Clobourd Integraten [ Cobaied tegraton
Diabng Rule AHPP Login Detals Dislierg B Bew pliswrarnd
Custom Dreciory Integraton Custom Deectasy niegaton
e oo g
stk ntagen Offing s e ot
E Logn I . -
HATOGZERI 24BEOCRZIN.0u.bCIT
Password
x
Autarmatiealy Jcest subuEton reguess
Autermabealy seed swbisption raduety
1IN 3 COSEACT I Gnine 0 Lty B4LF and J04P
Vse Unty IMEP -

Authentication
Call Cortters

o =

2|

Once the password has been entered you must click the OK button to save the password, before
moving to any other panels in settings. Please note that the XMPP password should not be the
same as the password used to first log into Unity. You will be notified once the password has

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

XMPP Login Details

Status
Onine
Login I

442082881 248@voice2000.eu.be.im

Password
e 2

Automaticaly accept subscription requests
Automaticaly send subscrption requests Unity )

‘When a contact & onine in Unity IMEP and XMPP
Use Unity IMBP v|

0 The passward was changed successfully.

4

10.10.2 Managing XMPP Subscriptions

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

remove XMPP presence.

& Call extension

& View user details

&

& Always show in default list
9

o Add note

Instant message

Add XMPP presence
Personal directory v

Appearance 3

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

manually entered in UC-One, as illustrated below.
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“® uc-One =

i - A
i 1oalLoos] |

Search james| @ i
Name Phone Status
& Ebin James 8338
B Ebin James (Mobile) 989557477
B James-CBS 0777971580

“% UC-One [E=EE )
|
[c 1 | @ Awayv
ontacts | Call Logs | | il & |
Search james| a @ | in a meeting until 3 pm
= |
Name Phone Status
& Ebin James 3338
B EbinJames (Mobile) 989557477
8 James-CBS 0777971580

,:E] James Smith 1312 in a meeting until 3 pm

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

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

should only be activated if the Agent doesn't often refer to the buddy list.

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

prompt will be displayed, as below.

XMPP Login Details

Status

Online

Login ID

442082881 248@vo0ice2000.eu.bc.im

Password
prememee—— x

[T Automatically accept subscription requests

[ Automatically send subscription requests

Unity )

‘When a contact is online in Unity IM&P and XMPP
[Use unity Mae =

@3 /2me=s 5mith would like to share XMPP presence information with you.
&Y Would you like to allow this contact?
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XMPP Login Details

Status

Online

Login ID
442082881248@vo0ica2000.eu.be.im

Password

[C] Automatically accept subscription requests

[] Automatically sand subscription requests

When a contact is oniine in Unity IM&P and XMPP
[use Unity M&p -

Use Unni IMEP
LUse XMPP ‘

Use Both

Unity can be configured to automatically generate an XMPP password the first time it is loaded,
this is a branding property that is set in the Unity Client branding portal. In this case Unity will
save the randomly generated password in Broadworks and also in the registry, from where it will
be used whenever Unity is next started. When the password is reset in Broadworks it will
automatically be updated in the device configuration file for UC-One, if in use. Furthermore, if
UC-One is currently in use this will not impact the existing XMPP registration, therefore there is

no impact on UC-One.

10.10.3 Instant Message Priority

Because a monitored user could be running Unity and UC-One, that user could be available to
receive instant messages using either client, or both. In these situations, Unity can be configured

to prioritise one IM platform over the other, as shown below.

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

default and is recommended in most scenarios.
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10.10.4 Configuration

() Senvices & Setings B | [ (@ tervices & tettings ==
Seevices| Settngs Seevices| Sertngs
5 | [54t matant messagng svd presence praferences. Cranges wil not ETect exstng IN | i - |[Set nstant messipng e eresenie kgung preferences. Log Mes can be saved 1 a
Contact Saarch | commvarsations. Conkact Search Fir secury purposes.
Conact Dspay | Concact Dsgay
5 Cument Cals = Cermant. Cals
Traeatss Watery Transfar Hamory
Comguser/Phana Iegraton T 1 G Tragraven
Cpboare Integeatan | Send 45 T offing Lstrs Cpinaard Ienegeation 9] Log nstant message conversatns
Daing Ruls Diing Ruls
Custom Deuctory Iibugration %] Shaw lnstant mezages in docked pans! + Custom Dractory Intagration Create a new fie for each comvensation
Configesation ey show docked panel Configuation Create @ new fle every diy
Outiook Itegraton Outhosk Integraten
‘Shared Calersla Use siesting conversation for drag and drog: Shared Caberudar @ Always use the same fie
Beowser Integeation 4 Brover IntegEaton
Gl Hotficaton LB 30 Rk MNP0 ¥ PRCPOS: all Notficaton Lz e e
Uney Comect Show tha comversation window Ny Comet HTML P
Qi X eyt = || B Py & notfication sound QU ke =l Log Foder
Ky Combntions | Ky Combrtons
Cormmands 7| Show popup notfication Cormmands. Ci\Program Fhes (k261 Uty ChantiInstant Hessage Logl
Startup Startup
Update Update
- = Instant Messaging & Presince { |
Loggng Loggng)
P - =)
Sécuty Securty
Language Lanpage
5 Connection = Connecoon
Hework tistwork
Prowy Proscy
= Mushentxaton | = Authentcaon
Cal Cersers -l | cal Centers 5 |
|3 concet | [0k | |26 caneat | [ w0 |

11 PERSONAL DIRECTORY

The Personal Directory is a repository on BroadWorks for each user to store personal speed
dials. Using this feature in Unity will populate the directory on the host BroadWorks platform.

Once numbers have been entered they are available in the Search panel or can be pinned to the

main Contacts Panel. A Personal Directory entry is shown by a 2 icon. Double clicking the icon
will make a call to the Directory number. The Personal Directory menu is available when right

clicking a monitored user or in the Contacts panel.

Personal Directory — Right click in Contacts

| Personal directory » | Add new entry |
Manage user list Import directory
Appearance v Export directory
| g

Personal Directory — Right click on monitored user

-
& Call extension

View user details
Add note
Instant message

Send email

Show calendar

Service Configuration v

Personal directory v Add new entry
Manage user list Import directary
Appearance o Export directory

11.1 Add New Entry
Enter the Name and Number and click Ok
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Add Personal Directory Entry X

Name |Suzanne Lynch
Phone |079569

® Cancel | | o OK

If the number specified is already in the Directory the user will be alerted as below.

Unity X

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

11.2 Edit Entry
Use the Search field in Contacts to locate the entry. You can search by either Name or Number.
Right click the Entry and select “Edit”.

Contacts  Call Logs Voicemail Abandoned Calls

Search |russell @

Mame Fhone

EI Russell Steven Call number rm—
Copy number
Personal directory > I Edit Russell Stevens I

Manage user list Remave Russell Stevens

Appearance b Add new entry

Import directory
Export directory

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

Right click the Entry and select “Remove”.

Contacts  CallLogs Voicemail Abandoned Calls

Search |russell a

Hame Phone
QI Russell Stevens 01202652653
Call number
Copy number
Personal directory > Edit Russell Stevens
Manage user list I Remove Russell Stevens I
Appearance ) Add new entry

Import directory
Export directory
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11.4 Dialling Directory Entry
Locate the entry either on the Contacts panel or Search. Drag the entry into the Active Call

Window or double click to make a call, or right click the entry and click “Call number”.

Contacts Call Logs Voicemail Abandoned Calls

Search |Russe|l | @
Name Fhone
=) | Russell Stevens | na2n2ee0ees)]
I Call number
Copy number
Personal directory ¥

Manage user list

Appearance ¥

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

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

browse to the location of the csv.

. Personal directory , Add new entry
Manage user list I llmport directory
Appearance 3

| 3

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

“export”. You will be prompted to save the file locally. The format is csv and the default file name

is PersonalDirectory.csv

“Personal directory 3 Add new entry

Manage user list |mport directol

Choose save location on local PC.

The format of the csv is Name and then Number. Note the example below is edited for privacy.
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FILE HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW

TE  jem  fn Ja s ==E e
B2 Copy ~
Dafta ~ Format Painter B «f clsstlinx - A CEEE EE E
Clipboard r] Font F] Alignmer
A1 K fe || plexe@
A | B C
1 [Ales 1 260208
2 [Alls 403004
3 |And 670809
4 |And 022005
5 |And 101333
& |Ben 627966
7 |Cha 797620
8 |Chri 470090
9 |Clai 454476
10 |Dad 344175
11 |Dad 300005
12 |Feis 269300
13 |Fras 386676
14 |Gan 843921
15 |Grar 040086

12 CONTACT SEARCH DIRECTORIES

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

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

Directory Owner Directory Type Entry Type

BroadWorks Group Directory All other users for BLF presence as well as hunt groups, auto
attendants and call center queues

BroadWorks Common Phone List Speed dials entries at the Group level
BroadWorks Personal Directory The Agent user’s own personal speed dial entries
Outlook Personal Contacts The Agent user’s own Outlook Contacts

[private folder]

Outlook Group Contacts The shared Outlook Contacts at the Outlook group level
[public folder]

Third Party SQL External SQL Directory

Third Party LDAP External LDAP Directory
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12.1 Loading Directories

Unity will load all directory entries into Contact Search on start. If users are added to the
BroadWorks Group Directory while Unity is running, they will not be visible until Unity has
restarted. Personal directory entries the user adds will be available to use immediately without
restarting. The local outlook client must be running for Unity to import Outlook Contacts. If it is

not, Unity will prompt Outlook to open in order to populate the Contacts into Search.

12.2 Contact Search Results Layout

To perform a search type characters or numbers in the Search field and Agent will start
dynamically populating a list of matching entries across all directories. The list will narrow as
more characters or numbers are entered. Clearing the Search box and returning to the main
Contacts panel can be achieved by clicking again in the Search filed [provided “Clear the search

box when activated” is enabled in Settings as outlined in the section below.

Contacts |Cal| Logs | Voicemail AbandunedCaHs| Wy status: available in office

Search col LEN

Name Phone Extension Department ACD State Status

& Caolin Farrant 02082881246 1246 Helpdesk Sign-In Talking to Colin Farrant - 57:09
Colin Farrant (Mobile) 07796948542 Helpdesk

Colin Runham Mob 07860353035

Collaborate -Audio ... 0346

coLT 08707377733

John Cole 01173700074 0074

Loma - Oakmere C 07903545755

Malcolm - Turners 07749937091

b B 0 b 0 65 0

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

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

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

presence information cannot be displayed.

available, orange is ringing and grey is on do not disturb.

icons represent other users in the group with their presence status. Red is engaged, green is

It is also possible to search on department name to list all users of matching departments.

12.3 Contact Search Settings

Preferences for Search can be configured in Settings > Unity Settings > Contact Search. The
order of search results can also be changed to display internal extension users first and the

“Include department name in search” as shown above, can be toggled.
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r
() Services & Settings

Senvices| Settings |
ntact Search

- Current Calls
Computer/Phone Integration
Cipboard Integration
- Dialing Rule
Custom Directory Integration
I = Configuration
il Outlook Integration
fl Browser Integration
- CRM
Desktop Integration
- Call Notification
Unity Connect
Quick Keys
- Key Combinations
Commands
- Startup
Update
Instant Messaging & Presence
- Logging
XMpP
- Security
Language
Connection
- Network
I Proxy
[=- Authentication
Call Centers

»

Configure the way Unity searches for contacts and displays search resufts

Include external contacts in all searches
[] Show monitored users first when searching

Aways sort new search results by name

Include department name in search
Clear the search box when activated

Include contacts when
© The name starts with the search criteria

he name contains the search criteria

12.3.1

Listing Directories

Right-click the search box in the Contact list to view all directories available in Unity, then select

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

12.4 Configuring Outlook Contacts Preferences
The Outlook directories are both public and private folders and is configurable in Settings >

Outlook Integration as below.

Services | Settings

[= Computer/Phone Integration ~ || Specify which Outlook contact folders are to be imported (only Qutlook 20032 or fater is
Dialing Rule supported). Choosing to include public folders may increase the time taken to load.
IO ECIOTY IreTIey
S8 Outlook Integration
Shared Calendar
[y
uﬁ'w%’fg:g Load contacts from public folders
= Quick Keys Load contacts from my private folders
Estﬂﬁgr:g;natmns Use Outlook caching for greater speed
~Update [] Include business name in directory list
= Instant Messaging & Presence
Logging Include these Outlook contact folders
E-XMPP [] Board Room\Contacts ~
Change Password [ Board RoomiContacts\{06967759-274D-4082-A3EB-D7FOE73727D7}
- Security [] Board Room\Contacts\{ ASE2BC46-B3A0-4243-B315-600991004455}
-Language ] Board Room|\Contacts\GAL Contacts
C RE(EE;;LS:;”:S; [] Board Room\Contacts\Recipient Cache
Cantact Display Public Folders - s.tutt@drd.co.uk\All Public Folders\Supplier\Contacts
Current Calls [] s.tutt@drd.co.uk\Contacts
- Connection s.tutt@drd.co.uk\Contacts
Network [] s.tutt@drd.co.uk\Contacts\{06967759-274D-40B2-A3EB-DFFOE7372707} v
- Proxy
[=- Authentication
Call Centers v =
K Cancel | | & OK

Contacts | Call Logs | Voicemail | Abandoned Calls WMy status: available in office
Search =
DRD Communications Limited 3 Entire directory
Mame Common phone list Status
] = Helpdesk = 5
& AbinJose Personal directory - I amin a meeting from 18 November 14:09 ...«
& Abin Joseph ooy ales leam | am out to lunch from 20 May 12:25 until fur..
& Mlastair Brown 02082861268 1268 Helg Technical
‘?. Alistair Todd 01173700075 0075 Sales South - Cleari..
@ indraw @mith nnne STAnnT
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12.5 Third Party Directories
When searching BroadWorks and Outlook directories, Unity will dynamically match entries as
keys are typed. For third party LDAP and SQL directories, because these are not loaded into

Unity but polled each time a search request is made, search results are not listed until the Agent

i,

A

i

user has entered three characters and hit enter or clicked Search

Unity includes a wizard to connect to third party SQL and LDAP directories. Go to Settings to add,

edit and remove custom directories, as shown below.

r o
() Services & Settings [
[ services| Settings |
Skin - |[Specify which custom directories to use when searching contacts and phone numbers.
. Contact Search Unity will search directories in the order lsted below.

L. Contact Display
[=- Current Calls
- Transfer History
- Computer/Phone Integration
+Clipboard Integration Use custom directory first when performing CLI lookup
= Dialing Rule
2 Custom Directories
: Configuration
- Outlook Integration e Trpe
: Shared Calendar
L. Browser Integration
- Call Notification
L. Unity Connect
- Quick Keys
+-Key Combinations
- Commands
Startup
Update
Instant Messaging & Presence
-Logging
L XMPP
Security
-Language
- Connection
-setwnrk 3 | ﬂ
[~ Proxy Add new

- Authenitication = 4 ¢ =|; Directory
! L4 | o'

- Cal Centers -
|

m

12.6 Desktop Integration
Go into Settings > Settings tab > Desktop Integration, as below.
r.;,- Services & Settings ﬂl"

Services | Settings |

=) Appearance » || Configure Unity to integrate with third party applications through a shared file or the
Skin clipboard.

- Contact Search

- Contact Display

Current Calls
E)- Computer/Phone Integration
Clipboard Integration [] Copy remote number to clipboard
- Dialing Rule
| Wit it ber to fil
- Custom Directory Integration fite remote number to fie
Configuration path c:\cal =

Outlook Integration

-Browser Integration () Use remote number as file name

® Use static file name
l Desktop Integration
Name callbet
- Unity Connect L
Quick Keys 3
Key Combinations Everytime I answer an inbound cal
Commands that is through a call center
Startup
Update that is not through a cll center
5 Instant Messaging & Prasence Everytime I make an outhound cal
Logging
= XMPP that is through a call center
Securt
Langu?;e that is not through a call center
[=- Connection
i+ Network
i Proxy
) Authentication
Call Centers ™
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Unity must be configured with the folder location where the file is to be written, you can also
specify whether to use the remote number as the filename (for example 02082881248.txt) or to
include the remote number in a text file with whatever naming convention you require. Lastly you
should instruct Unity when to create the file, for example only when receiving [call center] calls.

Please note that Unity will only create the file for an inbound call when the user has answered it.

When you click OK to save, Unity will attempt to create a file called test.txt in the specified folder,
then to delete it, which is to test that appropriate folder permissions have been applied. If this

fails, Unity will alert the user and the settings will not be saved.

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

hunt group and call center calls that have reached the Agent user are shown.

Contacts CallLogs Voicemail Abandoned Calls
@ Missed calls (O Received calls () Dialled calls

Call Date Phone Number Name
11/08/2016 16:01:38 1242
11/08/2016 12:37:31 0139
08/08/2016 16:30:58 02081
07/08/2016 18:24:40 o002
07/08/2016 18:34:20 0002

Chris Tutt
01392

0208t
Andrew Smith
Andrew Smith

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

file, either individually or together, but clicked the 5 Export button.

The “My Status” link provides an indication of the current status of the user as well as quick
access to key services that are regularly modified. Unity will only display the options for the
services that have been assigned to the user, available services are CommPilot Express (CPE),

Do Not Disturb (DND), Call Forward Always (CFA), Remote Office and Hoteling Guest (for hot-
desk environments).
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Current Status

Wy status: do not disturb

I avaisble: in office
Available: out of office
Busy
rnotice o Unavailable
N
one Options depend on
¥ || Do not disturh ™ senice assignment
Call forward always 3
Connect to a device 3
Remote Office 3

CommpPilot profiles are also used to convey presence information to other users within the group
or enterprise. As users change their CommPilot Express state, any Unity client that is monitoring
that user [through the User Status list] will see their image change, as outlined below.
Available: In Office | am in the office and available to &,

receive calls.

Available:  Out Of | | am not in the office but am available 8,

Office to receive calls

Busy I am currently busy (short term) &

Unavailable I am currently unavailable (longer 2,
term)

None No call routing plan is in use A

14.1 Configuring CommpPilot Express States

CommPilot Express allows the user to specify how inbound calls are to be handled. Once the
four different profiles (above) have been configured in Settings, the profile in use can quickly be
changed through the My Status link. Unity can also be configured to automatically apply a
CommPilot Express profile when starting or closing, as below.

[@ senires &isemtings e 0 — — — - |
[T senvces settgs |
- Incaming Cals - |[Commiit Express slows you to pre-configure four profies to control your nbound calk,
Anseymmout Cal Rejaction These profies can quickly be changed through Unity. whven you keave your desk o are at 3 :
Gl Forwacd Abways ramots lecation
Gl Forward Busy
Call Forward No Answer
= Cal Center
= Agent When Ungy starng sex my profie to
ACD State (et Sat =
Statstes L !
Colimns When Unity dosing set my profie to
|
Comm Plot
il i Es Avalable: in office
N Avalabie: Out Of Office " ETEE T
Busy Unavaiable
N Unavalabie Hone
Do Kot Disturby Hot Set

External Caling Line ID Debeery
intemal Caling Lng D Dkeery
Srmutaneous kg
- Qutgang Cals
Calling Lne 1 Debvery Blocking
=+ cal Eantrol
Aroadwirks Anywhere
Hraadwatks Mobiry
€3l Transfae
€3l Park Ratreve
Cal Recordng
Cal Waking
Drected Cal Pk Wi Barge-n - |
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14.1.1 Available: In Office
This is the profile to use when you are working from the desk where you phone is located; it

should represent “normal” routing rules.

Divert all calls to wokemall {if configured)
¥ But forward Gl from thase numbers

OTITIEEI0E

07510663035
NSV 9 OF B VORAIE V3 i

14.1.2 Available: Out Of Office
This is the profile to use when you are away from your desk for an extended period, but still

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

Ao ring

I busy.
& send cal to volcemal

foeward call

If not answered
@ send cal to voicenad

forwand cal

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

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

When a call arves:
& sand al to vokemal
forward cal

Hotsfy me of al cals v ol

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

for example when on vacation.
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Divert all calis to voicemail (f configured)
7] But forward cals from these rumbers

OTHTOBEI0ES

5 S =
0790575655

When 2 cal & sent to vokermal

% use “unavadible” reetng

use o answer” greeting

14.2 Do Not Disturb

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

link will change to indicate the service activation, as will the Unity title bar.

IG) Unity Agent: Jenna Wimshurst - Do not disturb/Unavailable - Lunch [duration: 00:10) I

File Messaging Tools Help

Bld & (O B Ol B

navazne  Avslstle  Wrapup  Releass Dial Transfer  Hol  Confersnce Voicamal  Recording  Repoms  Semtings
=)
My Statistics , Clw‘eral\ Queue Statistics &ﬁ
otal
Total  Answered Missed Total Talk Average Total Calls Missed CallsIn  Longest Average Average
Name Calls Calls Calls Time TalkTime Calls Answered Calls Queue Wait Time Wait Time Talk Time
OBGIIS Sales 0 0 0 00:00:00 00:00 0 0 0 o 00:00 00:00 00:00
oNuts Sales 0 0 0 00:00:00  00:00 0 0 0 0 00:00 00:00 00:00
oVamHaIF' Support 0 0 0 00:00:00  00:00 [ 6 0 0 00:00 00:11 05:06
0 0 0 00:00:00 00:00 6 6 1] 0 00:00 00:03 01:42
From To Duration Stalus

Contacts Call Logs Voicemail Abandoned Calls My status: do not disturb|

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

Disturb activated.

Search colin @,
Name Phone Status
CO\In Farrant 0208288124 Do not disturb
£t Colin Farrant (Mobile) 077969485
B Colin Runham Mob 078603530
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14.3 Call Forward Always

v Available: in office

My status: call forwars

Available: out of office
Busy
Unavailable

MNone

Do not disturb

Call forward always , Deactivate
Connectto a device , Configure
Remote Office 8

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

14.4 Remote Office

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

My status: remote offic

V| Available: in office
Available: out of office
Busy
Unavailable

None

Do not disturh

Call forward ahways »
Connect to a device »
Remote Office » |— Deactivate

Configure

Unity can also be configured to automatically activate and deactivate Remote Office on start-up

and shutdown. If Unity is not configured to automatically deactivate when closing a prompt will be
presented to the user, as shown below.

Senvices | Settings

- Call Center | [Use your home, mobie or any other other phone as your business phone and control &
E-Agent through Unity.

- ACD State
- Statistics
Colurnns
- Reporting
Comm Piat: Express Enabled
Avalable: In Office
- ivalable: Out OF Office Phone number
Busy 079005756
Unavaiable
Do Not: Disturb Automaticaly activate when starting
External Caling Line ID Delivery
- Intarnl Galing Live I Delvery [1] Force confirmation of remate office number on startup
Simultaneous Ring
Qutgoing Calls
i~ Caling Line ID Delivery Blocking
Cal Control @) Remote office is cumently active, would you like to deactivate this
Broadwaorks Anywhere €Y crvicer
- Broadworks Mobiity =
Call Transfer
- Call Park Retrieve
Call Recording

Call watting

- Directed Call Pickup With Barge-n

Hoteling Guest
Remote Office|

[] Automaticaly deactivate when dosing

Unity e

I
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14.5 Hot-Desk and Flexible seating

Hoteling Guest allows the user to connect to a device, typically in a hot-desk and flexible seating

environment. To attach the user account to a device, select the device from the menu option

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

. : : Flexible Seating Guest Flex Host - 9110
My status: available in 0 [0 4 oiiobie in office Floxble Seating Gueet Flox Host - 0111
exible Seating Guest Flex Host -
Available: out of offi
varlable: out ot etfice Flexible Seating Guest Flex Host - 9112
B
=/ Flexible Seating Guest Flex Host - 9114
u labl
navelale Flexible Seating Guest flex host 0048
N
one I Flexible Seating Guest flex host 0057
Do not disturb Flexible Seating Guest Flex Host 9115
Call forward always » [+~  Mone
I Connect to a device > I Refresh
Remote Office >

There is no visual notification that the user account is attached to a device, other than if the user

clicks in the My Status link, in which case they will see the device is ticked.

My stalus. svadabie in nfies

Do ot disturt

Call forward ahways

o ot Desk 3 - 9103 | Connectioasdeice ¥

st Brewn Rermote Offsce |

Charlotie Cuartly

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

Unity

! You are currently assigned to the Hoteling Host device
‘hotdesk3@drd.co.uk’. Would you like to remove this assignment?

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

automatically ceased by the Broadsoft.
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