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Unity Supervisor is a Microsoft® Windows® based application designed for use with the
BroadSoft Call Center Supervisor Standard or Premium service. Unity Supervisor provides a fully
integrated hosted telephony environment, including allowing the user to join/leave call center
gueues to which they are assigned, change their ACD state and view personal and overall call

center statistics and queue conditions.

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

follows:

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

user guide], plus:

o0 Remotely change Supervisors ACD state [available, unavailable, wrap-up]

o Allows the Supervisor to set threshold alerts against real time statistics for call centers

All Unity Supervisor features but also including:
0 Callback CallerID capture of abandoned calls. Call center abandoned calls can be
assigned to Agents for call back and reporting. Please note: this capability requires the

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

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

The current version can be found in Help > About Unity
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) About Unity x

Unity Supervisor

Version: 6.7 45

License type: Enterprise (no expiry)

Currently running on: Broadworks 215P1 (83.137.180.77)
Working folder: C:\Program Files (x86)\Unity Client
Running as administrator: false

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

Important Motice

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

o OK

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
By default the install directory is C:\Program Files (x86)\Unity Client

c. Minimum computer spec: CPU: dual core 3Ghz. Ram: 4GB. Video Card: 256MB onboard
RAM. As a general note, the requirements to run Unity Supervisor 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
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d. HTTP/HTTPS access to the VoIP platform XSI server [if call recording, visual voicemail

or enhanced call center reports are used]

1.3.3 BroadWorks Platform Requirements
a. Unity Supervisor 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 ‘ ==

"ﬁ.‘ The Client Call Control service has not been assigned. Unity needs this

W' scrvice assigned in order to function properly.

~ Without it all application functionality will be disabled. Please contact
your service provider for assistance,

S———

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.
Unity - | unity =)

ot been assi @R Th= Extemal Calling Line 1d Delivery user service has not been assigned.
Unity uses this service to find contact details for incoming calls from WV Unity uses this service to find contact details for incoming calls from

[ Thelntemal Calling Line Id Delivery user service has not b igned.

"~ within the business, outside the business.

— =]
— |

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.

Lniny — — &J

I-" 0 ‘.‘ The Call Transfer user service has not been assigned. Without it call
¥/ transfer functionality will not be available,

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.
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Unity =

@R 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 =

8 The Basic Call Logs or Enhanced Call Logs user service has not been

Y assigned. Call history information is not available.

2 INITIAL SETUP

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.
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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 Supervisor to begin.

2.1  Call Center Login Details
Once Unity has been restarted it will connect to the host BroadWorks system and populate all the

Call Center Instance IDs for the call centers that the supervisor is a member of as shown below.

(1) Services & Settings =5

Services | Settings ‘

- Skin Specify call center authentication details. Al login ids and passwords are case sensitive and
Contact Search each login id must include the domain.

- Contact Display
Current Calls

>

mputer/Phone Integration
- Cliphoard Integration
Dialing Rule Default password
Custom Directory Integration
Configuration
Outlook Integration N -
Browser Integration Call Center Login Details
CRM «f Bolts Sales
- Desktop Integration «f Nuts Sales
Call Notffication
Unity Connect
- Quick Keys
- Key Combinations

m

- Commands
Startup
Update

- Instant Messaging & Presence
i Logging
e XMPP
Security
Language

- Connection

Network

o

- Authentication Alert me when 2 cal center login fails

' B

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.
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Call Center Login Details

Service ID
|bo|tssales@drd.co.uk ‘

Password

Login status
The password has not been entered.

[] Apply to all queues without 3 password

Ticking “Alert me when a call center login fails” will pop this dialogue box when Supervisor 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 supervisor doesn't have
to 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.

() Services & Settings =]
Services Se':tlngsl

Skn Specify call center authentication detals. Al login ids and passwords are case senstive and
- Contact Search each login id must include the domain.

Contact Display

Current Calls
omputer/Phone Integration

Clpboard Integration

Dizling Rule Default password

Custom Directory Integration s “

. Configuration
Outlook Integration - -
Browser Integration Call Center Login Details

- CRM +f Bolts Sales

]

Desktop Integration o Nuts Sales

Call Notification
- Unity Connect

Quick Keys

Key Corrbinations
~ Commands

- Startup

Update

Instant Messaging & Presence
- Logging

XMpP

I

Security
~Language
Connection
Network

Proxy

E} Alert me when a call center login fais
| Call Centers | E

2.3 Selecting a Pre-Configured Template
User templates can only be created by an administrator to configure default settings for

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

() Services & Settings

(o |

Services | Settings ‘

Skin
Contact Search
- Contact Display
Current Calls
mputer/Phone Integration
- Cliphoard Integration
Dizling Rule
Custom Directory Integration
Configuration
Outlook Integration
Browser Integration
CRM
Desktop Integration
~ Call Notification
Unity Connect
Quick Keys
- Key Combinations
Commands
Startup
~Update
Instant Messaging & Presence
- Logging

[

= Connection
Hetwork
- Proxy
(= Authentication
Call Centers

o

.

Specify whether Unity settings can only be modified by an administrator of this computer.

[] Only the administrator can edit Unity settings

User Templates
= Use template: None

If the template cannot be loaded
@ Continue loading Unity

(© stop loading Unity

[ @ Create new user template

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.

@ Services & Settings

Serwceq Settings I

Skin

- Contact Search

- Contact Display

- Current Calls

=)- Computer/Phone Integration
Clipboard Integration

- Digling Rule

- Custom Directory Integration

- Configuration

Outlook Integration

= Browser Integration

- Desktop Integration

- Call Notification
Unity Connect

=) Quick Keys

- Key Combinations

mmands

= Messaging & Presence
i~ Logging
LxMpP
Security
Language
[=- Connection
Network
Proxy
=+ Authentication
Call Centers

>

uto update Unity

Configure Unity to automatically update periodically.

Check for updates every

1 2| hours

@ Alert me after update

O Automatically restart after update

[ Auto update when in a Terminal Server or Citrix environment

E Perform manual update now
Rollback

Versions available

*® Cancel

«f 0K

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.
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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.

3 UNITY SUPERVISOR INTERFACE OVERVIEW

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

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

Active

Call Window

3.1 Resizing Unity Supervisor
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.

Close
Restart
Restore

Settings

Contacts
Call Logs

Dial number »

Change my status 3

a1

ACD State 3

3.3  Using Unity Supervisor from the System Tray
In its minimised state, Unity Supervisor 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
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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.

v Available: in office

Available: out of office
Close

Restart Busy
Restore Unavailable
Mone
Settings
Do not disturb
Contacts
3
Call Logs Call forward always
i 3
Dial number N Connect to a device
Change my status 3 Remote Office b

ACD State

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 >

3.4  Call Notification Preferences

Unity Supervisor 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, Supervisor 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.
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(D) Services & Settings |

Services| Settings

- Skin » || Specify how to be notfied of incoming or outgoing calls. When browsing to a URL use the
Contact Search [Humber], [Direction], [CalID] and [LoginID] placeholders which Unity wil then replace
Contact Display with the call detais.

- Current Calls
Computer/Phone Intearation
Clipboard Integration

- Dialing Rule [T] Show remote party phone number
Custom Directory Integration
*.- Configuration On an incoming or outgoing call

Qutlook Integration
Browser Integration
L. CRM [ perform auto answer when using click-to-dial
ion

Cal Hotification I ponty

auto-hide Unity when call completes

[] Override the contact name using the number

Quick Keys

Key Combinations E pop summary notification
- Commands for |5 =] seconds
Startup
Update
- Instant Messaging & Presence When call details clicked
Logging
- XMPP pop Unity
Securty [] pop Qutlook (ff applicable)
Language
- Connection [T) pop CRM (if applicable)
i Network [7] browse to URL (if entered)
i Proxy
£ Authentication R
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 Status
Chiis 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.

B

To: Nuts Sales (Nuts Sales)
From: 07956344419

| [

- A 15:50
a A me 23 A 2
a0 s

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
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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 cll 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 [ Gradient Light Gray. =
Gradent Gray
Plan Gray
Pl Light Gray
Gradent Bue
Plan Blue

4 MAIN INTERFACE ELEMENTS

4.1  ACD State Buttons
ACD State buttons for setting the supervisor’s availability to the call center. When clicking
“Unavailable” the user will be presented a list of unavailable codes as configured in BroadWorks.

Please note this is only available if either Call Center Agent Standard or Premium service is
assigned to the user.

18|Page



4.2  Call Control

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.

4.3 Active Call Window

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

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

4.5 Call Logs

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

4.6  Abandoned Calls

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

list.

Contacts CallLogs Voicemail Abandoned Calls  AgentActivity

Call center | All w

Call Date Call Center DNIS Number Name

28/07/2016 11:56:17 Qudo Support [ _
28/07/2016 17:54:59 Qudo Support 0148266493

29/07/2016 08:39:53 Qudo Support Assign for callback ¥ Jenna Wimshurst r
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4.7  Voicemail
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.

My status: available in office

Search on name or .

phane number — Search K
Call Date Name Phone Number
06/04/2016 18:47:05 James Smith 1312
26/02/2016 10:35:42 DRDINDIAConference Room 8330
26/02/2016 10:34.56 DRDINDIAConference Room 8330
22/02/2016 18:31.43 Hannzh Carpenter (Business) +44797066303
15/02/2016 16:10:15 Unavailable Unavailable
15/02/2016 11:39:50 Parvathi M 8322

Contacts | Call Logs (1 Missed)| Vaicemail AgentActivity

Duration
00:00:43
Play
Save
Delete
Call

Instant message

Reset column widths

v Show gridlines

Refresh voicemail list, or save or

delete selected items

Options when
right-clicking

In order for the Voicemail tab to appear, Supervisor must be configured for “Use unified

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

@ Senvices & Settings
|| senaces  settngs

Call Center
Agent.
ACD State
Statstics
Courms
Reporting
Abardored Cals
Comm Plot Express
Avalable: In Office
Avalable: Out OF Office
Busy
Unavaksble
0 ot Disturty
External Caling Ling 10 Debvry
Intemal Caling Line: 10 Diebvary
Serultanecus Rng
= Outgeng Cals
Caling L 10 Bekery Bockng
=+ Call Control
Brogdworks Anywhere
Call Transfer
Call Pk Retrieve
Cal Recording
Cal Wiating
Directed Cal Pickup With Barge-n
Hoteing Guest
Remota Office
Shared Cal Appearance

i

Configure your personal voke messgng.

£ Enabled

() Use unifrd messaging
[ Use phone messige wakng indicator
E Show visual voicermad tab

O Forward the voicemal va smal

[] Emad notfication of new voicernads

[] Email 3 copy of the voicermal

L1 Transfer from voicemal on zero

[ Send al calls w0 voicemal

3 Bend busy cals to voiceral
[} Send unanswered calls to voicamad

M Cancel of 0K

4.8

Personal Wallboard

If the Supervisor is not also an agent for the queue in BWKS, then they will not be able to

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

will be no statistics in the “My Statistics” window as below.
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When the user is also an agent

My Statistics
Total Galts Anywered Dalls Missed Caly
0 [ [

a o

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

When the user is not an agent

By Statistics

Hame

Tetal Cails Anawared Calls  Missed Calis

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

4.9

Auwersge Tak Tema  Tolal Talk Time

Total Tam Tim

Tolul Caks

[} 0
]

000:00

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

Teas Statted Time Tolal Cats

00,0000 00,0028 0

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

Using Personal Wallboard

Calts Answered

o

Total Missed Caits

Galls in Gueie

Cverall Qusue Statistics

Langes

Cwbrall Gl Stanacs

Stafted Rato

215

Cas Angwared  Total Missed Calis  CallinQueus  LemgestWait Tima Average WaiTime Average TalkTime  Staffed Fabs

o

[

000

0000

0000 on
o000 i
00.00 on

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

is assigned to. The statistics are broken down by “My Statistics” which shows the Supervisor's

individual performance [assuming the supervisor is also an agent of the call center, as described

above] and “Overall Queue Statistics” which will show the current conditions across the entire call

center[s]. The &Qicon 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 SP
Answered Total Talk Average Talk Calls Calls In Longest'Wait Awverage Average Talk
Name Total Calls Calls Missed Calls Time Time TotalCalls  Answered Missed Calls  Queue Time Wait Time Time
OEIOIlS Sales 1) 0 1) 00:00:00 00:00 0 0 ) 0 00:00 00:00 00:00
oNuts Sales 1) 0 o 00:00:00 00:00 0 0 1) 0 00:00 00:00 00:00
o\f'aniHa\F‘ Sales 0 0 0 00:00:00 00:00 1 1 0 0 00:00 00:02 00:17
O\f’aana\p Sales Overflow o 0 o 00:00:00 00:00 0 0 o 0 00:00 00:00 00:00
a 0 a 00:00:00 00:00 1 1 a 0 00:00 00:00 00:04
Minimized View
&
My Statistics Overall Queue Statistics 3
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.

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

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

Personal Wallboard in Unity Supervisor includes “Staffed Ratio”, an additional stat that is not
available in Unity Agent. For each queue, Staffed Ratio shows the total number of Agents that are
available to take calls [i.e. that are Joined to the queue and have ACD state set to Available], out

of the total number of Agents assigned to the queue in BWKS.

Staffed Ratio
16
119
215

412 Longest Wait Statistic

By default, Unity Supervisor displays the “Longest Wait Time” stat. This shows the wait time of
the longest waiting call in the queue. If there are no calls in the queue this will be zero. This stat
can optionally be removed in Settings > Services > Columns > Call Center Columns. Click the
statistics you want to remove then click the minus sign to remove it.

4,13  Statistics Refresh Timer

If the Client Call Control service is assigned to the queue in BWKS then the “Calls in Queue” stat
[as shown in Personal Wallboard in Agent and Supervisor and Wallboard] will be a real-time stat.
The “Longest Wait” stat is also real-time, in that it will start showing the wait duration in seconds
for the longest waiting call in queue from the point it was displayed, so if there are no calls
currently in queue then this statistic will be zero. All other statistics are polled from BWKS on a
default 900 second timer. The timer can optionally be configured to a minimum level specified by

the Service Provider with the minimum permissible duration being 60 seconds.

Unity Supervisor also allows the user to perform call center agent functionality such as changing
ACD state, joining and leaving a queue and taking calls for that queue. This functionality is
dependent on either the Call Center Agent Standard or Call Center Agent Premium service being

assigned to the user, in which case the below functionality will automatically become available.
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51

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.

&

Unavailable Ava

38

Wirap-up

5.1.1 Only Show One ACD Button

Unity Supervisor 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.

(@ Services & Settings

Services Settings

I

o]

coming Calls

~ Anonymous Call Rejection
Call Forward Always

- Call Forward Busy
Call Forward No Answer
Call Center

- Agent
f1AcD sl
- Stafistics

- Columns
Reporting
-~ Abandoned Calls

Comm Pilot Express
Avaiable: In Office
Available: Out Of Office
Busy
Unavailable

Do Not Disturb

External Caling Line ID Delivery

Internal Caling Line ID Delivery

Simultaneaus Ring

utgoing Calls
Caling Line 1D Delivery Blacking

all Control

Broadworks Anywhere
Call Transfer

Call Park Retrieve

Call Recording

Call Waiting

Directed Call Pickup With Barge-in v

Configure call center agent settings such as ACD state.

Startup & desktop unlocked ACD state
Not Set v

Post call ACD state
Not Set v

Desktop locked ACD state
Not Set ~

‘Wrap-up duration (sec)

[] Don't change my ACD state to Availble until I assign a disposition code

[ Pravent me from manually changing my ACD stata when on a call center call.

|E2 only show the curent ACD state button |

Activate sign-out ACD state when Unity is closing.

When displaying ACD state
Show duration ¥

* Cancel

o oK

5.1.2 Assigning Unavailable Codes
When the supervisor selects unavailable, any unavailable codes that have been configured in

BroadWorks will appear.

Unavailable Code assignment with one ACD button:

AL IR

& O ul

Available Gonfersnce  Vowemal  Resorsing
Wrap-up
Unavailable , Clearing Tickets (default)
0
Mame Total Calls Loizi Im
Summary a Eap=niun: 0
Technical Support & Testing
= Training -

| From
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Unavailable Code assignment with three ACD buttons:

Clearing Tickets (default)
Lunch

Paperwork
Technical Support & Testing

Training

5.1.3 Force Disposition Code

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

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.

0 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

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

Call Center

B Agen Startup & desktop unlocked ACD state

- Supervisor
= Call Center Monitoring Post call ACD state

& Statistics Not Set <
- Columns
= Threshold Alerts Desktop locked ACD state

- Reporting

Mot Set v

‘Wrap-up duration (sec)
0

| 41 Force me to assign 2 disposition code |

for |20 seconds

[ Prevent me from manually changing my ACD state when on a call 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
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Assign Disposition Code - 00:04 remaining X

Code b

2 Call fram Direct customer
3 Call for other member of staff

4 Cold Call
& 5 Did not add a code
0 Existing Customer

New Customer

5.1.4 Displaying ACD State Duration

The top bar in Unity Supervisor will show the current ACD state as below.

(U] Unity Supervisor: Jenna Wirmnshurst - Unavailable - Paperwork (duration: 00:13)

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.
(1) Services & Settings &‘

Sevices | settngs

Configure call center agent settings such as ACD state.

=

= Wcorming Calls
Ananymous Call Rejection
Call Forward Always
Cal Farveard Bussy
Cal Farward Mo Answer

= Call Center

L . Startup & deskrop unlocked ACD state
| | [oeset B
| Columns Post call ACD state

Repertng [ -

Abandoned Cals Mok 9t |

=i- Comm Piot Express Desktop locked ALD state

feeaable: In Office 2 |
I Avalable: Out OF Office |oe set =
I Busy Wrap-up duration (sec)

Uriavaiable rr

Do Not Disturh

Extermal Caling Line 1D Dekeery
Intemal Caling Line 1D Dedvery
Simukaneous Ring

Broadworks Anywhere
| Broadwaorks Mobiity
Cal Transfes

| Cal Park Retrigve

Cal Recordng

Cal Waitig

Dunr't change my ACD state to Avalible unti T assign a dispostion code
Prevent me from manualy changing my ACD state when on a cal center cal.

= Dutgaing Caks Only show the curment ACD state button
Caling Line 1D Debvery Blocking = 3 =
|| & et contra 7] Activatie sgn-out ACD state when Unity & clasng, l

When dsplaying ACD state

| show duraton -

5.2  Using Personal Wallboard

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

is assigned to. The statistics are broken down by “My Statistics” which shows the supervisor’s

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

across the entire call center[s]. The & jcon 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].
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Maximized View

My Statistics Overall Queue Statistics &m
Total
Answered Missed Total Talk Average Calls Missed CQueued Longest Average Average
Name Total Calls Calls Calls Time Talk Time  Total Calls  Answered Calls Calls WaitTime  WaitTime  Talk Time
© Bolts Sales 0 0 0 00-00-00 00-00 3 2 B - 00-00 00-02 00:00
oNLIlS Sales 0 1] v] 00:00:00 00:00 0 0 1] 1] 00:00 00:00 00:00
0 1] 1] 00:00:00 00:00 3 2 1 0 00:00 00:01 00:00
Minimized View
A
My Statistics Overall Queue Statistics 2
Answered Total Talk  Average Talk Calls Callsin  LongestWait Average Awverage Talk
Name Total Calls Calls Missed Calls Time Time Total Calls  Answered Missed Calls  Queue Time Wait Time Time
Summary 0 0 1] 00:00:00 00:00 1 1 1] 1] 00:00 00:00 00:04

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.

— 1
() Services & Settings =)

Services | Settings ‘

=~ Incoming Calls Configure call center statistics delivery. Call center passwords (required to gather statistics)
- Anonymous Call Rejection can be entered in the Authentication section. The Client Call Control service must be
Call Forward Always assigned to the call center if reaktime statistics are required.
Call Forward Busy
- Call Forward No Answer
£ Call Center
= Agent

| »

Refrash frequency (seconds)

H ACD State
Esaiscll =t =200
olumns I Only display summary statistics I
+Reporting
i Abandoned Calls Use scrolbars when the call center count equals
- Comm Pilot Express = 20 =
+- Available: In Office 3
i Available: Out Of Office Process call centers in batches of
- Busy 2 =
- Unavailable =

- Do Mot Disturb

External Calling Line 1D Delivery
-~ Internal Calling Line ID Delvery
Simultaneous Ring

= Outgoing Calls

- Caling Line ID Delivery Blocking
= Call Control

-~ Broadworks Anywhere
Broadworks Mobility

- Call Transfer

- Call Park Retrieve

Call Recording

-~ Call Waiting -

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.
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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.

(D Senvces B Settngs

Services Settings
Ananymous Cib Rejection
Cal Forward Alveays

Cal Forward Busy
Cal Farward No Answer

Abandoned Cak:

Expi
Avalable; In Office
Auratable: Out OF Office
Busy
Urianvaiatle
Do Hot Disturh
Extemal Caling Lne 1D Dedvery
Tntesmal Caling Line T Dubrery
Simultaneous Aing
= Dutgaing Caks
Caling Line ID Debvery Blocking
= Call Contral
Broadwarks Arywhene
Cal Transfer
al Park Retneve v |

= Incoming Cals ~ || Speciy which calumns shoukd be deplyed i the personal walboard. Threshold vakies can
||aka bre set for many colimns

= Cal Center Apent Columns | Call Center Columns  Agent Activity

T "UI;IED Srae Angwered Cals
=+ Supenvsor Mised Cals
Cal Center Monkaring Total Tak Tme
ofi=: Aversge Tak Tme
Total Caks
Alarts
Reposong

X Cancel | | o OK

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.

@ Services & Settings

Services Settings

= Incoming Calls ~
Anonymous Call Rejection

- Call Forward Always

-~ Call Forward Busy

- Call Forward Mo Answer

= Call Center

Specify which columns should be displayed in the personal wallboard. Threshold values can
also be set for many columns

=- Agent
i~ ACD State
- Supervisor
i call Center Monitoring

& Columns
e

Reporting
-- Abandoned Calls
= Comm Pilot Express
- Avallable: In Office
Available: Out Of Office
-~ Busy
- Unavailable
- Do Mot Disturb
External Caling Line ID Delivery
- Internal Caling Line 1D Delivery
- Simultaneous Ring
[+ Qutgoing Calls
¢ - caling Line 1D Delivery Blocking
= call Control
-- Broadworks Anywhere
- Call Transfer
Call Park Retrieve v

E-5

erts

Statistic to display
TotalCals

Colurnn heading

Set threshold alert values

CallCenter |

Al 50 30 20 10
Bolts Sales 20 15 10 5
Huts Sales 30 25 10 5

K Cancel | | «f OK

Selecting “Highlight non-zero values” will cause any value over O to be displayed in red. This has
been activated for the “Total Calls” statistic below.
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Overall Queue Statistics

Total Missed
Total Calls Calls Answered Calls
0 0 0
0 0 0
6 6 0
(i i} 0

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.

i
|

|| = rcoming ca
Ancaymous Lal Rejecten
Cal Forward Always
€3 Forward Busy
Cal Forward No Answer

» || 5pechy which calmns shouid be dspved N the personal welboard, Threshold vaues can ||
| |abso be set for many colurms

= Call Center
| = Agant Statistic to deplay h

il Numberofcaksabandoned -
i
Abandoned Cals Sl

& Comm Piot Express _| ¥ set threshold akert values

Hoaabie: Tn Office 3 |
Avatible: Gut Of Offce call Center N
Busy Al 5 w L] 0
Unavalzhle Bolts Sales 1 2 5 10

Da ot Disturh Huts Sales

External Caling Line 10 Delvery

Internal Caling Line 10 Debvery

Srmukaneous Ring

= Dutgang Cals
Caling Line 1D Debvery Blockng
- Call Control

Broadworks Anywhare

Broadworks Mobiy

Cal Transfes

Call Park Retriave

Cal Recording

- Cal Waitng = |

(o0en) (o]

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

default and threshold alerts have been configured.

Overall Queue Statistics E-n

Total Missed
Calls

Average Talk

Total Calls Calls Answered Time Missed % Busy Overflows

Calls In Queue
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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

Fr To

Refresh statistics

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.

[x]=]=] en| |
a2 || gea S
&8
L) ) (=== e A
fvatstie | “Answer Dial Transfer Hod  Confersnc ordin
My Statistics
Name Total Calls Answered Calls Missed Calls Total Talk Time  Average Talk Time Total Calls Calls Answered
OEIGIYS Sales 1] 0 0 00:00:00 00:00 0 1]
© nuts Sales N - - N B 1 0
o 0 0 00:00:00 00:00 0 )
From To Duration Status
07956344419 Muts Sales (Muts Sales) 00:00 Ringing
b4

Hang up the IP phone handset or click Release = to end the call.

5.5 Using Disposition Codes

Unity will expose ACD Disposition Codes as configured in BroadWorks, to supervisors 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 supervisor has answered are displayed.
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From To Duration Status

lorosoa< T -

Add number to personal directory
Addcallngie
|
| Assign disposition code 12 Selected call 3 Brochure Request
Contacts | Call Logs LI ERESR ‘ ‘ il
" & Teset column wigths 35t call between NUts Sales 070I03A0010 v a
earcl
Sreprine I Chasing up existing ticket
Cold Call
Did not add a code
& Alastair Brown & Barry Simpson & 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 Stalus

| Assign disposition code » Last call between Nuts Sales 07936344419 v | Brochure Request |

Reset column widths

[+] show gridiines |

Chasing up existing ticket
Cold Call

Contacts | Call Logs

5.6 Auto Answer
Unity Supervisor optionally allows ACD calls to auto-answer when the supervisor 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.
Call Forward Always

- Call Forward Busy
e

£ Call Center

When listing ® Incdude all supervisors in the call center
supervisors

(0 Incude only those supervisors that are currently supervising

Reporting

£+ Comm Pilot Express [ Autormatically answer call center calls when I'm available
E---Available: nofice Disy ueued call center calls in the list
- Available: Out Of Office ST

-~ Busy
- Unavailable

5.7 Supervisor Escalation

Unity Call Center Supervisor facilitates the BroadWorks call center escalation feature by allowing
both standard and emergency call escalation. Both types of escalation can only be performed on
call center calls and both inbound and outbound [DNIS] calls are supported. In either case, a user
can only escalate a call to a supervisor if they are currently supervising them in BroadWorks. If
this is not the case the user will be told [through the phone] that the supervisor is not a valid

supervisor.
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D) Services & Settings X

Services  Settings

Incoming Calls Configure call center agent sattings such as ACD state
-~ Anonymous Call Rejection
Cal Forward Always
= Call Forward Busy
Call Forward No Answer
Cal Center
&l [ Automaticaly answer call center calls when I'm availzble
tate
=1 Statistics
Colurmns [ Display queued call center calls in the list
- Reporting
Abandoned Calls When listing supervisors
- Comm Pilot Express
Available: In Office
Avalable: Out OF Office O Include only those supervisors that are currently supervising me
Busy
Unavailable
~Do Not Disturb
External Caling Line 1D Delivery
- Internal Caling Line ID Delivery
simultaneous Ring
Outgoing Calls
Caling Line D Delvery Blocking
Call Control
Broadworks Anywhere
Cal Transfer
- Call Park Retrieve
Cal Recording
- Call Waiting
Directed Call Pickup With Barge-in v

>

Include call center calls in my calllogs

® Include all supenvisors in the call center

R Cancel | o OK

5.7.1 Standard Escalation

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

5.7.4 Escalation via Personal Wallboard
The supervisor 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 quese

Transfer call to queus
Leave queve

Refresh statistics

Shiow agent statistics

Call/escalate to first supervisor
Instant conference/escalate to first supenvisor

Ageons v |

Supervisors ' Ageot P 135 f
Cheis Test2 ’
DRD Boardroam

Laan Sannett

Instant message all supervised agents
Activate forced forwarding

Kryse Sunstek 3 Callescalate
Lie Houtten b Irutant conferercnecalate

Steve Tutt 1

Please note that if the supervisor 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.

5.8  Activating Outbound DNIS

If the supervisor 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 supervisor 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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Huts Sales {Muts Intematicnal) |
"""""" s Huts Sates Toats LK) |

| home

5.9 Personal Statistical Reports
Unity Supervisor provides access to the following agent reports (refer to section 6.8 for

Supervisor reports):

Agent Activity Detail Report Agent Call Report

Agent Activity Report Agent Duration By Skill Report
Agent Call By Skill Report Agent Duration Report

Agent Call Detail 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.

@ Repen Viewer = =

| Report Agant Actmty Detal Report
| Start Perod Wed, 27 Jul d= | 0000
| End Peried Wed, 27l - | 1405

=

5.10 Pre-configuration of ACD State

Unity Supervisor offers a cascading hierarchy of supervisor availability settings that control the
supervisor’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 & Semings ®

Senaces Sattngs

Incoming Cals. « || Configure automatic call center logn/logout. Only call centers that alow agent logn/logout:
Aonyrrous Cal Rejecton wil ha condgured. Configurrg cal £antess whan the dasernp s lacksd o uniackad & caly
Ca Forward Abways avalable on Windows XP o above.

Call Forweed Busy
Cal Forvard Ho Answer
= Agent. Join all sy call centers:
#CO State 1 when Unty & starting
Statistics
Colarmrs [ when the computer & uniicked
Repertng e oy -
Azandoned Caks Lis A ey S o
Comm Pl Euprass [ when Unky s cosng
Aovalabie: In Office
] when tha computar & Dcked
Aalbble: Qut Of Gfic o * e

Busy
Unavalabie:
Do Not Disturh
External Caling Live D Debvery
Intamal Caling Line [0 Dakvary
Simukaneous Rng
Qutgoing Cals
Caling Line ID Debvery Dlockng
=5 Call Contrel
freadworks Ampahan
al Transfer
Cad Park Ratrieve
Call Recording
Gall watng
Drected Cal Pickup Wieh Darge-n «

X Gncel || o OK

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

D Services & Semings x
| sarveas sebtrgs
» | Configure call center agent sextings sulh as ALD state.

Startug & esktop uniocied ACD state
gt St

Pt call ACD state
1ot St

Desktop lncked ALD sate
ot St

Wrso-up durstion (sec)

Extena Cilng Lee 1 Dabvary 1 Don': change my ACD itate to Avalabie Gt | 21800 3 S8p0ston o

tameml g Lo 10 Dalvary [ Prevverst ma from anualy hangesy my ACD 30 whan on 3 ol cester ol
Srmutanesus ing
Dutgong Cals (] Gy s the cument ACD state button

Caling Line D Devery Eesirg

Call Control =3 Actvate spr-out ACD state when Unky i dosng.

Beoadwods Amywhare Whan dsplyng ACD sats
Gl Transer

ol Pk Retrve A

Cal Recordeg

Gl it

Drected Cal Pickup WEh Bagen v

x Cancal | W OK

6 SUPERVISOR FUNCTIONALITY

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

Wallboard, Tools menu or Agent Activity tab. The actions that are available are forcing the agent
to Join or Leave specific queues and changing their ACD state, including the unavailable reason
code if applicable. The supervisor can also specify an Unavailable code when selecting this state

and Call or Instant Message the Agent from the drop list.

When providing the option to change a monitored agent's ACD state or joined status, Unity will
show if the agent is currently joined to the queue and what the current ACD state is, as shown

below.
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I @  Join Queue

Leave Queue

I @  Signln
Available
Unavailable 3 Clearing Tickets
Wrap-Up Comfort Break
Sign-Out Lunch
Silent monitor 3 P
Technical Support & Testing
Call extension Training

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

“Agents” to see a list of all agents assigned to the selected queue. Hovering over the agent in turn
will present the supervisor options to Join/Leave the agent from the queue and change their ACD
State.

Name Total Calls Answered Calls Missed Calls Total Talk Time Average Talk Time
o | ooosoo | 0000 |
© Huts sall Call queue 0 00:00:00 00:00

Join queue 0 00:00:00 00:00

Refresh statistics

From To
Show agent activity

Supervisors >
Agents > Andrew Todd Join Queue
Instant message all supervised agents Barry Simpson ® Leave Queue

Charlotte Quartly

vov v v v

Activate forced forwarding Sign In
Chris Tutt
+  Show gridlines ) Available
Jenna Wimshurst .
Unavailable >

6.3 Remotely Changing Agent State from Agent Activity Tab
To display an agent’s queue membership and their current status, click the “Agents” radio button

in the Agent Activity tab and select from the drop list. Right clicking an individual queue allows the
supervisor to Join/Leave the agent to/from each queue or to change their ACD state for all

gueues that the agent is a member of.

Contacts Call Logs Voicemail Abandoned Calls AgentActivity

Agent | Chris Tutt v O Queues @ Agents

Name Status ACD State ACD Duration Total Calls Missed Calls
.?. Bolts Sales Sign-Out 01:07:06 0 0
.9. MNuts Sales Sign-Out 01:07.06 0 0

35|Page



Contacts CallLogs Voicemail Abandoned Calls AgentActivity

Agent | Chrig Tutt w

() Queues @ Agents
Name Stalus ACD State
1| Sols Sales s
& iuts Sales LT LR Sign-Out
#® Leave Queue
Sign In
Available
Unavailable »
Wrap-Up
*  Sign-Out

6.3.1 View Satistics and Set Thresholds Against Agents
All statistics in the Agent Activity tab are configurable and allow thresholds to be set against them.

To add and remove statistics in the Agent Activity tab go to Settings>Statistics>Columns>Agent
Activity. To set thresholds against a statistic, double click it and set the values.

| @ temices 8 Settings
Services  Spttngs

= Incomng Cals
Ananymous Call Rejecton
Cal Forward Alwars
Cal Forward Busy
Cal Forward No Answer L —— |
5 Cal Center

|| Spechy which columns should be diplived n the personal walboard, Threshold valses can
alsa ba sat for many columns

= Agent

ACD State
= Superveor

Cal Center Montorng
= 8L,

Threshold Alerts
Reporting
Abandoned Cals
Comm Piot Express
Avalable: In Office
Avadeble: Out Of Office
Busy
Unavedable
Do Nok Deturb
External Caling Line 1D Debvery
Internal Caling Line 1D Delbvery
Semukanecus Ring
Dutgong Cals
Caling Line 1D Debvery Blockng
Control
Broadworks Anywhere
Call Tramsfer
Call Park Retriave

cal

Agent Columns czlcemercol.mul AT ATy I

Shatus

ALD State

ACD Duration
Toitsl Cals

Mused Cals

Total Tak Time
Total Staffed Tme

O show summary row in st

X Cancel

6.3.2 Changing The Agent’s Icon In The Agent Activity Tab
The Agent’s icon in the Agent Activity tab can be based on a range of states, for example,

JoinedState which displays either red or green to represent whether the Agent is joined to the

Call Center or not.

Contacts CallLogs Voicemail Abandoned Calls AgentActivity

Queue |Bolis Sales

~| @ Queues O Agents
Name Status ACD State ACD Duralion
& Andrew Todd Unavailable (Clearing Tic... 05:48:25
& Charlotte Quartly Sign-Out 00:02:22
& Chris Tutt Sign-Out 45:08:53
& Jenna Wimshurst Sign-In 00:00:58
£ steve Tutt Sign-in 00:3717
‘C_‘. Barry Simpson Available 2324:59:39

This is configured in Settings>Supervisor>Agent activity image based on, as shown below.
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(O Services & Settings x

Services Settings

=~ Incoming Calls Configure call center supervisor settings. Individual alerts can also be set when overall queue

Anonymous Call Rejection thresholds are reached. The Client Call Control service must be assigned to the cal center in

Call Forward Always order to show queued calls.

Call Forward Busy

Call Forward No Answer

Call Center

=- Agent [0 Autoratically add all agents to my supervised agent list
ACD State

Bl Show queued calls in my current call list
all Center Monitoring

[J only indude my supervised agents in the staffed ratio

>

- Statistics
Columns | Agent actwity image based on
Threshold Alerts

Reporting

Abandoned Calls
Comm Pilot Express

Avaiiable: In Office

Available: Out Of Office Availsbiity To TakeCalls
Busy
Unavaiable
Do Mot Disturb
External Caling Line ID Delivery
Internal Caling Line ID Delivery
Simuftaneous Ring
Qutgoing Calls
*-Caling Line ID Delivery Blocking
Il Control
Broadworks Anywhere
Call Transfer
Cal Park Retrieve v

% Cancel | |« OK

6.4 Remotely Changing Agent State from Tools Menu
Clicking Tools > Call Centers will list the call centers currently being supervised. Mouse over a
call center > Agents to change the agent’'s ACD state.

Lol el Call centers 3 Kepon Virwer

lg35a Ta \
NN e |
Unpeaste  beaitw Wi Meene o T wol Corte s Sales 3 Call quene. |
- Chade Support 3 Join e | P
Stats Vanills® Suppert y Crverall Cupue &
—_—  Supenvitos
S‘.N Total Caltg Angwacod Calls Mitsed C:an Total Talk Tims Aqents z Batry Singaon y Join Queus
o ] o b
Bolts Sa4s inttant mesiage all wpenived sgenty Chig Tutt 38 Lesve Queoe
7 - r o Activate forced formardeng (°I'_" r‘"""_" i Sign ln
David Hegging YR abie
rom o Iean Thompon % Uravadable »
in Sinnott [
Jenna Wimnshurst > Sign-Out
S Matthew
ot Silentt monitor s
Call

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

all the queues they are supervising. These will not affect the call handling and construction of the
gueue, but are designed as a warning that the call center is experiencing abnormal behaviour and

allowing the supervisor to take remedial action.

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

click the statics (e.g. total calls) to set thresholds. Different thresholds can be set for all queue
parameters for different call centers, or all call centers can have the same threshold. Double click

the boxes to populate the threshold value. Tick ok to confirm.
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() Services & Settings

Xk
Services Settings
(= Supervisor ~ || Spedify which columns should be displayed in the personal wallboard. Threshold values can r
L. call Center Monitoring also be set for many columns
[=- Statistics
i Columns
i Threshold Alerts
Reporting
- Abandoned Calls Statistic to display
=)- Comm Pilot Express TotalCalls -
- Avaliiable: In Office
Available: Out Of Office Column heading
-~ Busy | |
Unavaiable
-Do Not Disturb Set threshold alert values

call Cent
Internal Caling Line ID Delvery ener

- Simuftaneous Ring Al

£ Outgoing Calls Bolts Sales
~Caling Line ID Delivery Blocking MNuts Sales 2
= Call Control Qudo Support
-~ Broadworks Anywhere VanilalP Support 5
Call Transfer
- Call Park Retrieve
Call Recording
- Cal Watting

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

Shared Call Appearance

Messaging
Voicemail v
Total Missed Average Talk

CallsInQueue  Total Calls  Calls Answered Calls Time Missed % Busy Overflows

0o 0o 0o o om0 ooo [N
0
0
0
0

6.5.2 Alerting Options — Dialogue Box and Email
Unity Supervisor will pop-up a dialogue box indicating the threshold that has been breached.

(@ Threshold Alert *

The below threshold has been breached. Please either change
the threshold values or change the call center configuration

Call Center |Buppnn |

Column [Total Calls |

Threshold Value [6 |

|§\\gnme | ‘X\Iiew

+ Close |

Supervisor can also be configured to show the alert in a toast notification, as shown below.

38|Page



[0 senices & Cominge ol |

Servces |sarngs
Incoming Cals Configure how Unicy wil dispiay cal center alerts as wel as the defauk aude netfation to || |
| Anonymeus Cal Rajection oy when threshaids ars met
Cal Forwand Always
Cal Forward Busy
Cal Forwand Ne Answer
Cal Cantar
Apesit Audio e to play when slertng 1
#2D st D 5% |
Suparvsor
Call Canter Monikorng When dispk a2 threshold alert
..u g i Pop the aler window
lh. [ shew the st a tont potficaron |
Abandoned Cals
Do hot st
Extermal Caling Lne 10 Debrary |
Internal Calng Lne I Delbvery |
= Qutgaing Cals
Calng Line 1D Dedvery Blodang
= Cal Controt
Call Transfer
Cal Park Retrieve |
Cal Recordng
Cal iaking |
Hotelng Guest

[ cancel | [ 00|

An audio alert can be set and used as a default, however this can be overridden for specific

threshold values, as shown below.

Please note: An audio alert can only be set if a visible alert has been set.

(1) Services & Settings o
Sanacet am
= Incoming Cols - [Sotcfy which colimrs should bt Seobyed n the peronal walboard, Threshold vakses can
Anoeymous Call Rejection 850 be set fir many colmns
Call Forward Abwrarys
Cal Forward Busy
Cal Forward No Answar
= Cal Center
= Agant Seatstic to deolay
ACD State
= Superve
Call Center Montorng Gokimn higading |
o=} |
g % o [ Set threshold alert values

Longestivat Time

Reparmng
| Apandoned Caks Hghlgh noe-2eo valuse
Corn Piot Express = e u. onds)
Avalabie: In Ofice redsng thresholds (seconds)
Avalable: Out OF Office. Geeen: »= Shew threshold alert Play sudio fie
Bugy - L i
1 Unavatible Yelow: > Show threshold alert Play audi file
Do Hot Deturb Red: >= 5 & Show thachold alert o Py 3udio fils
External Caling Line 1D Delbvery
Items Caling Lne I Debvery Bk == 10 | Shew threshold alert Py Budia fie
Simufaneous Ring
= Outgang ik Audio file to play when alerting
Calng Lne 10 Debvery Blockng =]
=- Call Control |
Droadworks Anywhere
Cal Transfar
|- Cal Par Fetreve -

T T
% cancel | | S0 |

Call Center: Nuts Sales
Column: Al Calls

Threshold Value: 50

—p
1115 PM
1¢ 16

A O Y. 2

Audio and visual threshold alerts will only be activated if the applicable checkbox is checked in
the threshold, so for example you can configure Unity to only play an alert if the red threshold

value is reached.
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Where the “Send email to” field has been populated, Supervisor will send an alert by email as

below.

This is an automated email from Unity (Steve Tutt) because the below alert threshold has been reached:
Business: drdcommunications

Queue: Sales

Alert type: Calls in queue

Alert value: 1

Current value: 1

6.6 Silent Monitoring
Allows the supervisor to silently monitor the next call or calls taken by a specified agent. Requires

the Call Center Monitoring service assigned to the Supervisor in BWKS. Requires Call Center

Agent Premium call center.

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

agent > select Next Call Only or All Calls.

Mame Total Calls Answered Calls Missed Calls Total Talk Time Average Talk Time Total Calls Calls A
B0l Sales a0 | 000000 ] o000 ] 0]
©nuts Sales Call queue 0 00:00:00 00:00 0

I 0 00:00:00 00:00 0

Refresh statistics
From To Dur,

Show agent activity

Supervisors »
Agents » Andrew Todd » Join Queue
Instant message all supervised agents Barry Simpson » | @ Leave Queue
Activate forced forwarding ettt > Sign In
Chris Tutt »
B show gridlines ) SRl
Jenna Wimshurst » .
Unavailable >
Steve Tutt > Wrap-U
Contadts CallLogs Voicemall AbandonedCalls AgentActivity PER
i s Sign-Out
Silent monitor > Current call
Name Phone =1 Next call only
a
& Alastair Brown 02032881263 All calls
. andrew Todd 01444220203 Sirw

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

This can be toggled on/off in Settings [button] > Settings [tab] > Supervisor.
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@ Services & Settings

Services  Settings

Incoming Cals

- Anonymous Call Rejection
Call Forward Always
Call Forward Busy
Call Forward No Answer
Call Center

Agent | Play warning tone when monitoring

- ACD State

Supervisar

o ot ontuegl
Statistics

Columns

Threshold Alerts
- Reporting
- Abandoned Calls
- Comm Pilot Express
Available: In Office
Available: Qut Of Office
Busy
Unavaiable
-~ Do Mot Disturb
~External Caling Line ID Delivery
- Internal Calling Line ID Delivery
Simultaneous Ring
- Qutgoing Calls
Caliing Line ID Delivery Blocking
- Call Control
- Broadworks Anywhere
- Call Transfer
- Call Park Retrieve v

>

Configure call center monitoring to alert the agent when they are being monitored.

® cancel | | «f OK

6.7  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. Top most is to the
left.

@ Services & Settings

Services  Settings

Incoming Calls ~ || Specify which columns should be displayed in the personal walboard. Threshold values can
Anonymaus Call Rejection also be set for many columns
- Call Forward Always
- Call Forward Busy
Call Forward No Answer

Il Center Agent Columns  Call Center Columns Agent Activity
Agent

T state Answered Cals

Supervisor Missed Calls

Call Center Monitoring Total Tak Time
s Average Talk Time
Total Calls

reshold Alerts
Reporting
- Abandoned Calls
- Comm Pilot Express
Available: In Office
Available: Qut Of Office
Busy
- Unavaiable
Do Mot Disturb
External Caling Line ID Delivery
Internal Caling Line ID Delvery
- Simultaneaus Ring
(= Qutgoing Calls
Caling Line ID Delivery Blocking
- Call Control
- Broadworks Anywhere
Call Transfer o
Call Park Retrieve - =

% Cancel || «f OK

6.8 Running Reports
Unity Supervisor provides access to the real-time and historical reports provided by the BWKS

DBS reporting server. The information in these reports is entirely produced by BWKS. To access
reports click Tools > Call Centre > Report Viewer.
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File Messaging To¢

o Call centers Report Viewer
& & “S Settings Bolts Sales
Unavaisble Avzisble  Wrapup  Relssse Dial Transfer Hold Confers Nuts Sales
Qudo Support
My £ VanillalP Support

%

Sattings

From the Report Viewer interface, select the desired report in the “Template” drop list.

@ Bepoe Viewer - »

| Rapert Abandoned G Report

‘: Start Perind Wad, 27 Jul v | | 0000

| End Pariod Wed, 27 %l - | 1630
L] #eaktime mport

| Samging 15 Mnutes

| Fier Type Cafl canter

| Piers i1 A cal centers
(7] Boks Sales
(] Nuts Saes

Abandoned Cul Thishold |
| Serce Level ]
| Output Type POF

oo

Supervisor reports include:

Abandoned Call Report

Agent Disposition Code Report
Agent Summary Report

Agent Unavailability Report

Call Center Call Detail Report

Call Center Disposition Code Report

6.9

Adding Agents to Monitored Agents List

Call Center Incoming Calls Report
Call Center Overflow Matrix Report
Call Center Presented Calls Report
Call Center Report

Call Center Summary Report

Service Level Report

By default, Unity Supervisor will take use of the list of supervised agents from BWKS. To monitor

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

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

D Sersces & Semtings
Serces Settings
Incoming Cals.
Anorymes Cal Rejecton
Cal Forward Ahways

Cal Foewaed Busy
Call Foewaard Mo Answor

| ordar tn show queusd cals.

|D Automaticaly 3dd 3l 3gents to my spenvssd sgent ist |
E Shew queved cals n my cument cal st
EAl Only mclude my supervsed agents n the staffed rto

Agent aciy Frage based o0
Aatabity To TakeCals

Abandentd Cals
Coenm Piot Express
Avalbla: In Office
Avralalle: Out OF Office
Busy
Unavalible
Do Mot Disturb
Extamal Caling Lne 10 Dakvery
Irteinal Caling Line 10 Debniry
Smutaneous Rng
Outgang Cat
Caliryg Line ID Dedvery Blocking
€3l Control
Broadworks Anywhere
Cal Trangfer
Cal Pack Ratrave v

% Cancel

|| Comfigure cal center supervsor settngs. Indmicual slers can alo be set when cveral queus |
| threshokds are reached. The Chent Call Control senace must be sssigned to the cal center n

of 0K
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Right click the call center queue in Personal Wallboard, select “Modify supervised agent list” and

add the agents you want to supervise.

Name Total Calls Answered Calls Missed C
@ Bolts Sales 0 0 0
@ nuts Sales 0 0 0
O e e————
Call queue
Join queue
From

Refresh statistics
Show agent activity
Supervisors >

Agents >
Instant message all supervised agents

Modify supervised agent list

Activate forced forwarding

Contacls CallLogs V¢ ¥ Show gridlines

6.10 Supervised Agents in Staffed Ratio Statistic
The supervisor can optionally configure the “Staffed Ratio” statistic so that it only shows agents

that are being supervised. In Settings [button] > Settings [tab] > Supervisor — check “Only
included my supervised agents in the staffed ratio”. This means that even if there are hundreds of
other agents available in the queue, the supervisor will only see how many of the agents they

supervise are available in each queue through the staffed ratio statistic.

@ Services & Settings b

Services  Settings

[=-Incoming Calls || Configure call center supervisor settings. Individual alerts can also be set when overall queue
Anonymous Call Rejection thresholds are reached. The Client Call Control service must be assigned to the call center in
Call Forward Always order to show queued cals.

Call Forward Busy

Call Forward No Answer
Call Center

B Agent [] Automatically add all agents to my supervised agent list
E E [] Show queued calls in my current call list

i all Cerer Monitoring I Only include my supervised agents in the staffed ratio
[=)- Statistics

i Columns Agent activity image based on

i Threshold Alerts Avaitability ToTakeCalls v
i~ Reporting

+ Abandoned Calls
- Comm Pilot Express
i Available: In Office
i Available: Qut Of Office
L Busy
i Unavaiable
Do Mot Disturb
External Caling Line ID Delivery
Internal Caling Line ID Delivery
Simultaneous Ring
= Qutgoing Calls
Caling Line ID Delivery Blocking
(=~ Call Control
Broadworks Anywhere
Cal Transfer
Call Park Retrieve v

R Cancel | | « OK

/7 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

Al o O

the Active Call Window. For example, the Answer/Release =« n«: and Hold/Retrieve s ranes
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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.

7.1  Making a Call

7.1.1 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 ==
Number 1330

7.1.2 Using the Contacts Panel
Double click a user icon or right click and select “Call extension”

=
‘QEI Call extension
E View user details

&

Add note
Instant message
Personal directory ]

Manage user list

Appearance 3

7.1.3 Drag and 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 voicemalil

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

f’.; Lee Houston 0
e I
lﬂl Steve Tuft (14

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 Current Call List 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

current call list, 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

7.4  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.

7.4.1 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.

7.4.2 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, Supervisor 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

7.5 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.

7.5.1 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
‘88
d-R | 880
‘&‘ ‘ ¥ 838
(=[]

‘ [ Transfer 07956344419 to Charlotte Quartly

b b

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

&R | oeg II
¥ 888 il &
Unsvaisoie  Avsisble  Wrspup  Relkass Dl R eI R ' S 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 F
ﬁ) Hot Desk 3-9103 Steve Tutt 00:1¢ to number
Steve Tutt Charlotte Quartly 00:12 Active

7.5.1.1 Warm Transfer

Unity Supervisor allows you to warm transfer a call by right clicking the user you want to transfer
the call to and selecting “warm transfer” from the context menu. This will then put the original
caller on hold and dial the selected number. When ready, click the transfer button in the call
center control options panel and the two calls will be transferred, automatically disappearing from

your active call window.
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& Alastair Brown 020:

&£ Charlotte Quartly 020!

L0200
& Colin Farrant Call extension 0
& DEIR(TEAID Transfer call to extension g
& DeanThompsao . ]
& Harry Dadds ‘Warm transfer call to extension o
% lain Sinnott Park call on extension 0:

7.5.2 Blind Transfer

7.5.2.1 Using Contacts Panel Drag and Drop

Unity Supervisor can be configured to automatically blind transfer a call by dragging the call from
the Active Call Window and dropping it on a user icon or number icon in the Contacts panel, or
dropping it onto a call center queue [if supervisor is configured as an supervisor 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 9.

» [ IS
Transfer call to extension

E Transfer to voicemail

7.5.2.2 Using Transfer Button

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

destination and click OK.

From To

Jenna Wimshurst Sally Wainwright
Transfer x

Mumber [013598|

*® Cancel | |« OK

7.5.2.3 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

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

assigned and activated.

7.5.3.1 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
7.5.3.2 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 9.

& " =
Transfer call to extension

Q Transfer to voicemail

7.5.4 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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7.5.4.1 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

7.5.4.2 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 9.

O __r—r—r—
a Transfer call to extension

Transfer call to mobile

Transfer to voicemail

7.7  Call Hold/Retrieve

()

The Hold/Retrieve - = 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

7.7.1 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 Current Call List and there will be an On Hold icon alongside the call.

7.7.2 Retrieving a Held Call

Click the held call in the Current Call List 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
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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.

7.7  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.

7.7.1 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.

o
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 00:34 On hold (conference)
@ Chris Tutt Barry Simpson 00.27 On hold (conference)

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

00
vy .
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
ﬁ) Charlotte Quartly Steve Tutt 31:32 On hold (conference)
ﬁi Steve Tuft Dean Thompson 03:59 On hold (conference)
Steve Tutt Harry Dadds 00:24 Active

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

Contacts | Call Logs (1 Missed)
Search [

Ves 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].

7.7.2 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

N i

7.7.3 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.

O i %

Confere My conference bridge

Show details

Copy details to clipboard

Call bridge as moderator

7.8  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
configuration parameters. If this service isn't assigned, then the Call Recording button is not

displayed in the main window.
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7.8.1 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

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.

7.8.2 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

Active Call Window will toggle the option depending on the current recording state. The call
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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 a
Chris Tutt Barry Simpson (0003) 00:18 Active/Recording paused

8 ACTIVE CALL WINDOW

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

currently managing.

8.1 Window Layout

From To Duration Status
@ Andrew Smith Chris Tutt 0012 On hold
Chris Tutt Barry Simpson 00:00 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.

Users can optionally see all calls in queue for the Call Centers they are joined to, as shown

below. This is configured in Settings>Supervisor>Show queued calls in my current call list.
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From To Duration Status
HotDesk 3- 9103 Bolts Sales 01:48 Queued at position 1
Charlotte Quartly Bolts Sales 01:25 Queued at position 2

8.2  Managing Multiple Calls

To manage a particular call, first select it by clicking it in the Current Call List. 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
Current Call List, 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.

8.3  Resizing the Current Call List
The bottom border of the Current Call List 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 |

Sendces| Settrgs |
T %kn + |[Configura how Unky dsplys calk n tha curment cal Bt

Contact Search

< Resge the current cal st to ensure al calls are visbie
Group watng cals together |
Group queued cals together

<al Nouficaten
Uity Connect
= Quick Keys b
Kiy Combnations
Cormmands
Starup f
Undate |
Instant Messaona & Presence
From To Duration Status
Current
Andrew Smith Chris Tutt 00:32 Active/Not recording
Waiting
@ Bary simpson Chris Tutt 00:43 On hold

8.4 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
to retrieve the call although this isn't always possible in which case the user must retrieve the call

using the phone.
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From To Duration Status

I Andrew Smith Chris Tutt 0011 Activa/hot racarding

Assign call to account code v Company B

Add number to personal directory Compan

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 A X

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

S DRAG AND DROP

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

9.1 Make a Call to a User or Number

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.

9.2 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.

. 1
Services & Settings —
a

Services | Settings |
- skin

TOMCaCT
| L
CorTeTTtCats
Computer/Phone Integration
- Clipboard Integration
Dizling Rule Show call duration in contact list
- Custom Directory Integration
Configuration
~Outlook Integration Transfer call to extension
Erfng;;r Integration Transfer to voicernail
Desktop Integration Transfer call to mobile
Call Notification
~Unity Connect [T] warm transfer call to extension
Quick Keys
- Key Combinations
Commands
- Startup
Update
Instant Massaging & Prasence
Loaging
-~ XMPP
Security
Language
- Connection
- Network
- Proxy
£ Authentication
- Call Centers -

»

Configure the way Unity displays contacts as well as drag _drop options

Menu options when a call is dragged over a contact

[] Park cal on extension

.
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9.3 Make a Call to a Call Center Queue
When the supervisor 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.

9.4  Transferring a Call to a Call Center Queue
If supervisor 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.

9.5 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.

9.6 Call Control
Dragging a call over the Hold/Retrieve, Answer/Release, Transfer or park buttons will perform
that action on the selected call.

9.7 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.

| @ Sernces & Sertngs 4

Seraces Settings

= Uity Settngs Set nstant messaging and presence preferences. Chanpes wil not affect existng IM
Appearance canversstions.
Skn
Contact Search
Contact Displry
Current Calls
= ComgutesPhoni Ttegration |1 Send IMs to offine users

Cloboard Integraton
Diiling Rule

=] show mstant messiges n docoed panel
et Ay show docked panel |
=] Use exeting comversation for drag and drop

Whan an Nstant mastage &

Show the virral wind
Unky Cennect |1 Play 2 notfication sound
Quick Keys 3
Key Combinations =] Show pogup notification
Commands
Startup

Sacunty
Language
= Connecton
Netwark
Proxy
Authentication

Cal Conters

® Cancel | wof OK
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Docked IM Panel

David Higains B "%
W [Steve Tutt How are you?

David Higgins: very good thank you, yourself?

=

Charlotte Quartly ol 4
| [Steve Tutt Hi, can you take this sales call please?
Charlotte Quarlly: No problem please send it over!

See also section 11 on Instant Messaging.

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

Steve Tutt ’é,‘ Q& x
Jenna Wimshurst: Can we move the
conference call to 3pm? I'll see if Lewis
can getin on ittoo

Add to the conversation

Start a new conversation

9.7.2 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.

Dean Thompson ’é‘ @g %
Steve Tutt Dean can you please take this support
call?

Dean Thompson: yes send it over
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 Thompson, Charlotte Quartly, n&\ m& x

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
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10 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.

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

panel and select Appearance list to change the view.

Personal directery v

Manage user list

"Appearance b Details
List

Small icon

Tile

10.1.1 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].

Cortscts Cal Logs | Vuiermad | Atandened Cala My statuy- svadstd in ofice

fefelefolefe delole bofofo fafolefefeln

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.
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10.1.2

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

Search

£, Apin Jose

&% Chris O'Neill
&Cindy Baker
.@_;,Colin Farrant
&Dave Dadds

10.1.3

s

i)

& Lee Houston
&AbinJuseph &Lewisl’ﬂarcam...
&AlastairBrown &Lewis Ferea
2, AlistairTodd & Paul Dewey
& Andrew Smith 2 Paul Edwin

S Andrew Todd o2 Phil Smith
&BarrySimpson &SaIIyJones
&Charloﬂe Qua... &Steve Tutt
&Chr\sl‘di\ford &Thomas\.’arg...

Contacts |Ca|| Logs | Voicemail IAbandonedCaIIs|

Small Icon View

This view combines a simplified look and space reduction.

Contacts ‘Call Logs | Voicemail | Abandoned Callsl

My status: available in office

Search L5
&Abm Jose &Abin Joseph &Alasta\erwn
&, Alistair Todd & Andrew Smith & Andrew Todd
&2 Barry Simpson 2 Charlotte Quartly &% Chris Milford
&Chns O'Meill &Cindy Baker &Cmm Farrant
&Dave Dadds &Dave Upjohn &Dawd Higgins
&DeanThnmusnn &Eanames &EdThrussell
&Iain Sinnott &Juhn Dunbar &KW’S\E Swiatek
&oLee Houston dLewis Marcantonio &, Lewis Perea
&, Paul Dewey &, Paul Edwin &, Phil Smith
&Sally’Jnnas &Steva Tutt &Thomas Varghese
10.1.4 Tile View

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

Contacts | Call Logs

Voicemail

Abandoned Calls

My status: available in office

Search

9, #ein Jose

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

P

N

5, apin Joseph

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

& Alastair Brown

&5, Aistair Todd

&%, Andrew Smith
&% Chris ONeil

& Charlotte Quartly

a0y Dave Dadds
& Ed Thrussell

& Lewis Marcantonio

&% sally Jones

&% Chris Hiford
& Dave Upjohn
& Jain Sinnott
&% Lewis Perea
& Steve Tutt

& David Higgins
& John Dunbar
&% Paul Dewey

&%, Tnomas Vargnese
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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:

c% Lewis Marcantonio .&1 Steve Tutt

Unavailable profile activated

10.2 User Icons
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

pA Engaged The user is on the phone

& Do Not Disturb The user has selected DND or Unavailable profile
10.2.1 User Icon 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].

.% Charlotte Quartly o
[ Talking to Steve Tutt (00:04) |

10.2.2Instant 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.

c% Ringing. Unity open and available for IM

2 DND/Unavailable profile. Unity open and available for IM

6l1|Page



1921 Engaged. Unity open and available for IM

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

10.3 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 r
Manage user list

Appearance r

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.

[ M
Manage users g
4z |[CJDRD Coemmunicatiens Limited o
[F/DRD Communications Limited - - 'D-‘\Din Jose
[71450 Test m [CJAbin Joseph
75000 1P TEST M -] Alistair Todd E
[[)6017 6017 Test [Clandrew Smith
-[C]Agent One -{T|Barry 8impson |4
[ Agent Two -[T]Chris Witford
-] Amith K Bharathan ~[C]Chris ONeill
-] Amy Dadds -[C]Cindy Baker
-[C]Anu John [[]Dave Dadds
[ Anu Suryanarayanan --DDa.\ae Upjahn
[CIBig Society Conf Phone 8 [C]Ebin James
| D = [CHelpdesk i
[ Al nebnie Oraun

& Show hierarchy 2 remaining

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

Manage users A E B
pon 4z |[[]DRD Communications Limited -
[ClAnu John [CJAbin Jose
[Z]John Cole -[ClAbin Joseph B
[T]John Lawless -] Alistair Todd 3
[]John Sured -[C]Andrew Smith

-[C]Barry Simpson ]
[CIChris Mitford
[ClChris O'Meill

-[C]Cindy Baker

-[F1Dave Dadds

-[C1Dave Upjohn

-[”]Ebin James

[T Helpdesk

{ Il Mlactair Orousen

[ Show hierarchy 2 remaining
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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.

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 AMPP 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 Supervisor user.

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

Il. Supervisor 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
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l. Must have a live call

10.5.3.1 Retrieving Parked Calls
Once a call has been parked onto a user’s extension, their Unity will display a “P” and a toast pop

up window will appear. In order for the user to retrieve the parked call they simply need to click
either the “P” or the toast pop up. If the call is not retrieved it will be redirected back to the original

user who parked the call.

D Unity Agent: Chris Tutt - Sign-in (durationc 01:37:18)

il Messaging Toals  Help

ST EL0EEO kE%

Call parked from Andrew Smith Unity qQ x
ki Andrew Smi )
T Call parked from Andrew Smith

Click here to pickup the call ol pueted from Areew Toast

[ notifications

wa = [+ I T A )

19/0

C Ol B

10.5.4 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 Supervisor user.

Feature Dependency
. 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.
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(@ Services 8 Setings ]

Sendces | Eettings
= Incoring Cals - |[Configure call transfier recal and busy camp on featuris, Busy camp on akows you 1o hoid 3|
Anamymous Cal Rejecton call agansz another pessan's [busy] extenson untd thy are avalible,
Call Forwand Abvarys
Cal Forward Busy
Call Forward No Angwer
= Call Comites
= Agent o Alow cal transfer recal
| ACD State
R Nusror of rings bafore rocal
Cokirmng 5
| Rapartng
At e 7] Alow busy camp on
= Comm Piat Expeess g ||| camp cas for (seconds)
| Avalable: In Office 1
Aovaiatile: Dut Of Office | e
Busy 7] Use dwerson mhib&or fir bind transfer
| o :::';:JT; 7] se dwerson nhibtor for consultatve cals
External Caling Line 1D Delvery ¥ Alow warm transfer theough Unity

| Intemal Caling Line 1D Delbvery
Semutaneous Rng
= Outgoing Cals
Caling Line ID Delvery Blodang
Cal Control
Broadworks Amyehiers

| Cal Recordng
! Cal Wakng

X cancel | | o OK
- _ . J !
10.5.6 Call Mobile

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

Feature Dependency:

The monitored user must have their mobile number entered in BWKS

10.5.7 Transfer Call to Mobile

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

10.5.8 Transfer Call to VoiceMail

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

10.5.10 Barge into This Call

Makes an immediate three-way conference call with the Supervisor user, the monitored user and
the third party the monitored user is talking to. 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
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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 Supervisor

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

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.

File Messaging Tools Help

|

Uravzisbie Avsisbe  Wrapup  Relsass Disl Tranl

&
%gg\

Feature Dependency:
l. The Supervisor 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

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

the Supervisor 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 'no’ you will not be prompted to call again.

Yes No

Feature Dependency:

l. Monitored user must be engaged on a call

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

mobile and email address.
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David Higgins &J

Title

Email: d.higains35362@outlook.com
Phone: 02082881237
Mobile

WAV File E

o OK

10.5.11.1 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 & icon to select the wav file then click OK. This feature
is useful in Manager/Secretary scenarios where the Supervisor user is screening calls. When the

audio alert plays that is the reminder for the user to perform call pick-up.

10.5.12 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:

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

10.5.13 Answer This Call [Call Pick-Up]
&

up and answer the call right click the icon and select “Answer this call”. This option is only

When monitored users are ringing their icon in Contacts becomes orange . To perform pick-

displayed when right clicking a ringing user.
LQT" S cnis Tut

Transfer to voicemail
Answer this call
Wiew user details

Edit note

Remove note

Instant message
Out of office assistant »

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

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

67|Page



11 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.

11.1 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]

Available & &
Ringing & &
Engaged & &

&

DND/unavailable profile &

11.2 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.

Docked IM Window

Charlotte Quartly 2" ¥
Steve Tutt: Hi, how are you?
Charlotte Quartly: Greatthanks, how are you?
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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.

) Services & Settings x

Services Settings

- Appearance Set instant messaging and presence preferences. Changes will not affect existing M
L Skin conversations.
i~ Contact Search
+- Contact Display
“- Current Calls
= Computer/Phone Integration
Cipboard Integration Send IMs to offine users
i~ Dialing Rule
- Custom Directory Integration
¢ - Configuration Always show docked panel
i Qutlook Integration
- Browser Integration
L cRM
+~ Desktop Integration
+- Call Notification
- Unity Connect Play @ notification sound
= Quick Keys
i~ Key Combinations
- Commands Show popup notification unti closed
Startup
ndate
o vesnono s prsence
-~ Loggng
- XMPP
‘- Change Password
-~ Security
~Language
- Connection
- Network
- Proxy
E- Authentication
' Call Centers v

>

Show instant messages in docked panel
Use existing conversation for drag and drop
When an instant message is received:

Show the conversation window

Show popup notification

=1

® Cancel o OK

11.3 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 ‘E’ && %
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 Supervisor interface.

Undocked IM
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() 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

X

11.4 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.

Mgssanino  Tools  Heln

i |‘ Start conversation

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

{..[JAlastair Brown
;--DAndrewTudd
..[Jcolin Farrant
:[JDavid Higgins
[ Jvas Koria
-[]Jc Bhat
[JJohn Dunbar
[JParvathi M
[JPrathap MK
[Jsebin Joseph
2 Technical
{.[JDean Thompson

[[JDRD Communications Limited
£ Jsales Team

[cCharlotte Quartly

[hain Sinnott

[JKrysia Swiatek

[JLee Houston

[JLewis Marcantonio

i []steve Tutt

[ Show hierarchy

*® Cancel | | «f OK

11.5 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
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Call Participants
Undock IM Window

Charlotte Quartly] B ®[$8H— close IMWindow

IM Corwersation Participants —(gie e TuttJHow are you today?
Charlotie Quartly: I'm fantastic thanks, how are you?

Scrolling IM 1
Conversation History

Send IM

" (or press enter)

i

Enter your IM text here ——

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 o
Docked IM Panel Call Participants
Close IM Window

11.6 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

L%

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

conversation, as below.

Conversation members

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

[l Show hierarchy

11.7 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.
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Keth
Ky Customer 1 (012343678)

Chansse Quarty 2,8 s
Steve Tux Here 8 e numoer for e key customer

Laz

Ma

Addd rumiber from personsl directory ¥ M

I Ma

| = i

Feature Dependency:
Il. The recipient user must have their email address entered in the system
M. The Supervisor user must have their outlook client open and they must have full sharing
Permissions to see the monitored user’s Calendar in Outlook

11.8 IM Notification Settings
All notification options for IMs, including sound and popup notifications can be found in the

settings under Instant messaging & Presence.

D Services & Settings x
Services Settings
Appearance | [Set instant messaging and presence preferences. Changes will not affect existing M
Skin conversations.

Contact Search
- Contact Display
~Current Calls
- Computer/Phone Integration
- Clipboard Integration Send IMs to offine users
- Dialling Rule
- Custom Directory Integration
L. Configuration Always show docked panel
Outlook Integration
Browser Integration
- CRM
Destop tsrton Srow e convarnn i
Unity Connect Play a notification sound
Quick Keys )
:-Key Combinations Show popup notification
*- Commands
Startup
pdate
T Toggng
- XMPP
*-Change Password
- Security
~Language
- Connection
- Network
L Proxy
- Authentication
' Call Centers

Show instant messages in docked panel

Use existing conversation for drag and drop

When an instant message is received:

Show popup natification unti closed

e |

® Cancel | «f OK

Selecting the ‘Show popup notification 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

10/11/2016 E'

11.9 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.
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Lewis Marcantonio @ IQ& %

Lewis Marcantonio: Hello can you call
me when free?

Lewis Marcantonio =

Hello can you call me when free?

11.9.1 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
they are saved, for example, you may want to save IM conversations on your server rather than

on the supervisor’s local computer.

0 Services & Settings X

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

Create a new file for each conversation
Dialing Rule o

Custom Directory Integration O Create a new file every day
= Configuration
Outlook Integration @ Always use the same file
Browser Integration Log fie type
- Desktop Integration
- Call Notfication L e
Unity Connect

Log Folder
C:\Program Files (x86)\Unity Client\Instant Message Log\

Quick Keys

+ Key Combinations
- Commands
Startup

Update

- Instant Messaging & Presence
T 5]
- Secur

% Language
= Connection
- Network

- Proxy
E- Authentication
Call Centers

*® Cancel | | «f OK

11.11 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.

11.11.1 XMPP Authentication

Unity is unable to extract the XMPP password from the VolIP platform, meaning it must be reset
from within Unity. This functionality relies on the Integrated IM&P service being assigned to the

receptionist, although no other UC-One related service need be assigned.
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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.

“‘“‘ =) ) es =

4 FLEratid FagR PAlIvGrd. FIRISE NGt that UC-One wil need 1o be

= |[Configure 1047 detalh for Uiy, Thoe KPP server wil b amirmed from the dorman - |[Change th
ogn D, restarted after changig the passwond in Unky.

entered 25 part of the

B pawrord

Confrraton

ogn
42092581 248G voce 2. qu.beim

Paswweed

Autermatically Jccest subuoption requess

Auterratraly e sublerption redusity
Vifhen 3 COnRICE W Solne N Linky MAP and 109°F
Use Unky MG

) | =

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
Online
Login ID

442082881248@voice2000.eu.bc.im

Password
wmmmr *®

[[] Automatically accept subscription requests
[F] Automatically send subscription requests Unity @

‘When a contact is online in Unity IM&P and XMPP
[uUse unity MEP -

"0' The password was changed successfully.

11.11.2 Managing XMPP Subscriptions

To subscribe to XMPP presence for a monitored user (meaning the receptionist 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.
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[T N VLYY

Call extension
View user details

Always show in default list

ootebototope

Add note

Instant message
Add XMPP presence

Personal directory 3

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.

“® uc-One =]
i : T
o Lca”Ln-g-S" |
Search james| @ i at's o g
Name Phone Status
& Ebin James 8338
B Ebin James (Mobile) 989557477
B James-CBS 0777971580
“% UC-One [E=EE )
1
; |
. . | @ Awayv
Contacts | Call Logs | | . -
Search mi a & in a meeting until 3 pm
Name Phone Status
& EbinJames 8338
B Ebin James (Mobile) 989557477
B8 James-CBS 0777971580
£ 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 receptionist 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 receptionists XMPP presence

a prompt will be displayed, as below.
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XMPP Login Details

Status
Online

Login ID
442082881248@v0ice2000.eu.bc.im

Password

[C] Automatically accept subscription requests

[] Automatically send subscription requests
Unity

When a contact is online in Unity IM&P and XMPP
[use unity Mg -

I 7"‘-.‘ James Smith would like to share XMPP presence information with you.
&Y' Would you like to allow this contact?

XMPP Login Details

Status

Online

Login ID
442082881248@vo0ica2000.eu.be.im

Password
P ®

[7] Automatically accept subscription requests

[C] Automatically sand subscription requests

When a contact is oniine in Unity IM&P and XMPP

(use Unity Mep -
Use UnniIM&P

Use 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.

11.11.3 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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11.11.4

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 Cormant Cats
Traeatss Watery Transfar Hamory
Comguser/Phana Iegraton r 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
Dutiook Itegration Outiosk Frbegration
‘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
Cuck vy | ) Pley & notfication sound QU ke =i| 1og Foser
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 3960
P - =)
Sécuty Securty
Language Lanpage
5 Connection = Connecoon
Hework tistwork
Prowy Proscy
= Mushentxaton | = Authentcaon
Cal Cersers -l cal Centers |
*® cancel | [ S0k | |26 caneat | [ w0 |

12 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 B 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 3 | Add new entry
Manage user list Import directory
Appeaiance ~ Export directory
| o

Personal Directory — Right click on monitored user
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& Call extension
View user details
Add note
Instant message

Send email

Show calendar

Service Configuration v

Personal d\re:tor:( v Add new entry

Manage user list Import directary

Appearance o Export directory
T

12.1 Add New Entry

Enter the Name and Number and click Ok

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

12.2 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

Mame Phone

5 oo siovenJp— FM
Copy number
Persanal directory > | Edit Russell Stevens |

Manage user list Remove Russell Stevens

Appearance N Add new entry

Import directory
Export directory

12.3 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”.
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Contacts  CallLogs Voicemail Abandoned Calls

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

Import directory
Export directory

12.4 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 CallLogs Voicemail Abandened Calls

Name Phone
H Russell Stevens IRPETETTErrs)
| Call number
Copy number
Personal directory »

Manage user list

Appearance >

12.5 Import Personal Directory
Supervisor will allow the user to import a .csv file of directory entries, provided they are in “name,
number” format. Right click in the Contacts panel, select “Personal directory > “Import” and then

browse to the location of the csv.

Perzonal directory , Add new entry

Import directory

Manage user list

Appearance l

12.6 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 Import 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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13 CONTACT SEARCH DIRECTORIES

The Contact Search field combines all BroadWorks and Outlook Contacts directories to create a
central search repository. The BroadWorks directories include the Common Phone List [system
speed dials], the receptions user’s own Personal Directory entries, and the Group Directory which
includes all the other users in the group as well as hunt groups, auto attendants and call centers.
Unity can also integrate with third party LDAP [including Microsoft Active Directory] and SQL
directories 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 Supervisor users own personal speed dial entries
Outlook Personal Contacts The Supervisor users 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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13.1 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.

13.2 Contact Search Results Layout

To perform a search type characters or numbers in the Search field and Supervisor 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.

8 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.

13.3 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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= || Configure the way Unity searches for contacts and dapleys search resulls

= ComputerPhane Integraton
Cipboand Integration [ |
Dalng Rule #| Indude extema contacts in al searches )
=+ Custom Drectory Btegration
Confiicon | 1] Show montsrad wsars first whan saarching
Ouitlook Integraton ¥ Abways sort new search results by name
= Browser Integration
CRM | ¥ Incude department name in search
Desktoo Integration 1 Chear the ssarch bax when actvated
Call Notification e x i
Unity Connect

Comrancs Indude contacts when
Undare The name starts with the sesrch crtera
Instant Massaging & Prasence
Logang
{ b
Securty
| Language
= Connection
Hatwork
i Py
t = Authanticaton
t Cal Cantars =

| @ The name contans the search crtera

13.3.1 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.

Contacts | Call Logs | Voicemail | Abandoned Calls | My status: available in office
Search =
DRD Communications Limited 3 Entire directory
Name Common phone list Status
- Helpdesk . X
o AbinJose Personal directory - I amin a meeting from 18 November 14:08 ...+
8. Avin Joseph ales leam | am out to lunch from 20 May 12:25 until fur...
£ Alastair Brown 02082881268 1268 Helg Technical
& Alistair Todd 01173700075 0075 Sales South - Cleari
©  andraw S@mith nnna TR

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

Outlook Integration as below.

@ Services & Settings x
Services Settings
Skin ~ |[Specify which Outlook contact folders are to be imported {only Outlook 2003 or later i
- Contact Search supported). Choosing to include public folders may increase the time taken to load.

- Contact Display

(= Current Calls

Transfer History
Computer/Phone Integration

- Cliphoard Integration Load contacts from public folders
- Dialing Rule n
£ Custom Directory Tntegration Load contacts from my private folders
0 Use Outlook caching for greater speed
—RETTIEES Include business name in directory list
- Browser Integration
Desktop Integration Include these Outlook contact folders
Call Notification [] Board Room\Contacts
Unity Connect [] Board Roomi\Contacts\{06967759-274D-4082-A3EB-D7FIE7 372707}
Quick Keys [] Board Room\Contacts\{A9E2BC46-B3A0-4243-B315-60D991004455}
- Key Combinations ] Board Roam\Contacts\GAL Contacts
Commands [] Board Room\Contacts\Recipient Cache
Startup Public Folders - s.tutt@drd.co.uk\All Public Folders\Suppler\Contacts
Undate [] s.tutt@drd.co.uk\Contacts
Instant Messaging & Presence s tutt@drd.co.uk\Contacts
%cﬁf " [ s.tutt@drd. co.uk\Contacts\{06967759-274D-40B2-A3EB-D7FOE73727D7}
Language
Connection
- Network
- Proxy
- Authentication
Call Centers ) =

% Cancel | | & OK
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13.5 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

Supervisor 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 N
(D) Services & Settings [
[ services| Settings |
-skin = |[Specity which custom directories to use when searching contacts and phone numbers.
. Contact Search Unity will search directories in the order listed 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

Cron : |
5 Authentication R R gﬁgcﬁx
H = | <

- Cal Centers -
|

m

13.6 Desktop Integration
Go into Settings > Settings tab > Desktop Integration, as below.
'.;,- Services & Settings M

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
Computer/Phone Integration
Clipboard Integration [] Copy remote number to clipboard
Dialing Rule ;
V] Writ it ber to fil
Custom Directory Integration ice remore number to e
+.. Configuration path c:hcal =

Outlook Integration

Browser Integration (@) Use remote number as file name

@ Use static file name
l Desktop Integration
Name call.bet
Unity Connect L
Quick Keys 5
Key Combinations Everytime I answer an inbound call
Commands that is through a call center
Startup
Update that is not through a call center
Ins‘f;;gr‘;egssaglng & Presence Everytime I make an outbound call
XMPP that is through a call center
Security
Language that is not through a call center
Connection
Network
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 Supervisor user in BroadWorks. Calls to the Supervisor user DID

as well as hunt group and call center calls that have reached the Supervisor user are shown.

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

Call Date Phone Number Name
11/08/2016 16:01:38 1248 Chris Tutt
11/08/2016 12:37:31 0139 0139
08/08/2016 16:20:58 0208 0208t
07/08/2016 18:34:40 0002 Andrew Smith
07/08/2016 18:24:20 o002 Andrew Smith

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

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

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

| My status: do not disturb | | —
| lable: in office

Available: out of office

Busy
rnotice. o Unavailable

None Options depend on

v | Do not disturh I senvice assignment

m

Call forward always v
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.

User State Description User
Status
Image
Available: In Office I am in the office and available to receive calls. A
Available: Out Of |am notin the office but am available to receive calls A
Office
Busy I am currently busy (short term) &
Unavailable | am currently unavailable (longer term) 2
None No call routing plan is in use p A
15.1 Configuring CommPilot Express States

CommpPilot 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.
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D Servic: Kormg B e e B )

Sanvess | Settngs|
Tnzoming Cals - || CommPriot Express 3kows vou to pre-configura four profkes T control your nbound cals.
Arorrpmaus Cal Reection These profles can quickly ba changed through Linky when you leave your desk or are 3% 3
Cal Forwar Abviys remote bcaton
3l Forward Busy

Call Forward Hio Answer
3l Cantar

Agesit
A0 State

Colimns

Cormm Piot EK’I“G

! Halable: Out OF Offce
Busy
Unzvatinia
Do Nt Dsturly
Externil Calng Line ID Delvery
trtemal Caling Lng 1D Cietry
Simubaneous Ring
Qutgong Cals
Callg Line 10 Debvery Bockng
cal Control

Call Park Retrve

Cal Recordng

C Wakng

Cirecved Ca Pickup Weh Bargen

(3¢ Gancel | [F 08

15.1.1 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.

Davert all calls to wokemall (i configured]
(] Bt Forward cols froen thase numb-tes

OTITIEEI0E

e =
07510663035
oty ma of new voicemais v sl

15.1.2 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.

Abin ring

If bugy
& send cal to volcemal

foeward call

¥ not answered
@& send cal to voicemad

forward cal

15.1.3 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.
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When a call arves:
& sand al to vokemal
Foeward cal

Hoafy ma of al cals via ool

15.1.4 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.

Divert all calis to voicemail (f configured)
7] But forward cals from these rumbers

OTHTOBEI0ES

5 -
0TI05TS695

When 2 cal & sent to voicernad

% use “unavalabile” greeting

use o answer” greeting

15.2 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

& & E O/ B Ok %

nava Release Dial Transter  Hold  Conference Vokemsi Recording  Repons  Settings
=)
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 Status

Contacts Call Logs Voicemail Abandoned Calls My status: do not disturb|
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Anyone monitoring the user [in the Contacts list] will also see that they currently have Do Not

Disturb activated.

Search colin a
Name Phone Status
Colin Farrant 0208288124 Do not disturb
Bt Colin Farrant (Mobile) 077969485
B Colin Runham Mob 078603530

15.3 Call Forward Always

My status: call forward ahuas |
v Awailable: in office

Available: out of office
Busy
Unavsilsble

None
Do not disturb

Call forward always 4 Deactivate

Connect to a device vl Configure

Remote Office >

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

15.4 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 office, L
v Available: in office

Available: out of office
Busy
Unavailable

MNone

Do not disturb

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.
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58PS | Settings
[T & cat Canter ~ | [Use your homa, mabls o sy othar Gther phond 3¢ your BLENAEE phona and Contral £

= Agent through UnEy.
ACD Srate
Statstics
Colurms

Reportng
Comm Plot Express +| Enabled
Avalable: In Office
Avalable: Out OF Office Phane number
Busy 079005756
Unavakibie -
Do Not Detury ¥ Automatcaly actiate when startng
Extemal Caling Line 1D Dedvery
Jtemal caling Line 10 Debvery Forca confirmation of remote office number on startup
Simukanecus Ring Automaticaly deactiate when dosing Urity [
Outgoing Cals [
Caling Lne 1D Delvery Blockng |
Cal Contral Remcte office is curmently sctive, would you ik to deactivete this |
Broaduworks Anywhire sarvicat
Hroadworks Mobility
Cal Transfer | |

Cal Park Retrigve o
. |

Cal Recordig

W Cal Wamng
Drected Cal Pickup With Barge-n
Hotelng Guest

Shared Cal Appearance
= Messagng
Vouwemad

(26 Comonl] | O

15.5 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 JZ8  a,-iiable: in office Flodblc Seating Gucet Flox Hact - 8111
exible Seating Guest Flex Host -
Available: out of offi
vaable out ot effice Flexible Seating Guest Flex Host - 9112
B
ey Flexible Seating Guest Flex Host - 9114
U labl
navatable 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 status. svaistie in nfes
o Avslable in cffice

Aumdable: et of effice

Buzy
i Urpuslable
L 1ain Sinn
L, tain Sinnos s
Do pot disturt
Call farward ahways »
W Hen Dok 349103 Connect 1o a device ¥
At Brconns Fernote Offsce :
Charlotte Cuarthy 1 |

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

Unity

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