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1 INITIALSETUP

Standard vs Enterprise Features
Unity Supervisor is available in Standard and Enterprise variants. The features available are as
follows:
Unity Supervisor
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

3|Page



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 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
Remember my password

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

Leave the Unity Server Connection Details as those prefilled.

Broadworks Server Connection Details

Server address

Server port
2208

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

Server port:
2208

Log connections

Restart Unity Supervisor to begin.

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

Call Center Instance IDs for the call centers that the supervisor is a member of as shown below.
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-
Services & Settings
'3

e |

Services | Settings

Skin

Contact Search
- Contact Display

Current Cals

- Computer/Phone Integration

Clipboard Integration
- Dialing 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
Loaging
XMPP

Security

-+ Language
Connection
“Network

o

>

Specify call center authentication detais. Alllogin ids and passwords are case sensitive and

each login id must include th

e domain.

Default password

Call Center Login Details

« Boks Sales
« Nuts Sales

= Authentication

Call Centers|

Alert me when a cal ce

nter login fais

2

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, Agent Activity and the Voicemalil tab.

ACD| Call call Reports and Threshalds
State Controls Recording Analytics and Alerts
|
O iy u,..{.wcmr.,..,\.,....,w_.,.m.m,.a; o Bl #
Fil_Messaping Tools  Heln -
| |
JOlik] % [four Logo Here]
= ol e | e
M Statstics Qvafall Queus Stalistics P
Agent Anpwaria Tola Ts#  Average Tl Lenget Wil 4verage Wall  Aveage Tam CQueue
s Hame Total Calls Cally  MmsedCal  Time Time AICHIS  Answerer  Mssec  CallnifCusur | Tima Tene Time Statlea e
Statistics [~ Poa—— o a 000000 .00 0 o a 0000 m Statistics
O i ina 1 ] 1 [ v ] n it i niria arn
Ot 1 Supent : S - o o o2 EW A=
R 3 0 ] 00:00-00 woo || s 4 5 1 0018 0000 623
Incoming Active Call
ACD ca"S Fian Ta Bmalion Slahn o
—|  AagewEmin Engineenng w7 Cuswed 2l nusdion 1 ferevwousty abanduned) Window
Agent [ Gnaces | Gafl Lngs | Abanaonsd Cas| S3tr4 A oy s iy e
Activity Tab P v o — e I s 2=
Mamg ACD State A0 Douralion Tetal Colly Miseed Calty Tedad Talk Time Totol Statfed Time Awdrago Talk Time
B Astss Brown Sitri-Oul 124253 12 2 004 SE [T
& canfimn Sigvin MEINIE 0 ° 00:00.00 104253 w00
Agent and & Dwadvigghs Sigr-Cut 04:1242 1 3 orbE-aE oA W00 e
5 i & DianTiomzaen Sigroud 00,0432 o [ 90.00.00 00,0000 00 B L
upervisor & EcTresse Sigvin 41536 0 0 000000 v a0 usy Lamp
& Haimy D Viar-lp o 0 00.00.00 Q0000 0.0 :
Status U B Paut Dowey Avalatie 134272 ] 4 003103 I 0354 |- Field
B varsans ignone e o 1 a3 oazron
Sximnia, T 48 w0 o183 a1 o1en

2.1

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.

5|Page



2.2 Call Control
Call Control buttons provide quick access to common telephone handling commands. Only
services that are assigned to the user are displayed.

2.3 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.

2.4  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.

2.5 Call Logs
Toggling the bottom Contacts panel to Call Logs will display Missed Calls, Received Calls and
Dialled Calls.

2.6 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.

Please note that this functionality is only available if an instance has been made for the group in
Unity Wallboard.

Contacts CallLogs Voicemail Abandoned Calls  AgentActivity

Call center | All ~

Call Date Call Center DNIS MNumber MName

2810772016 11:56:17 Qudo Support I _
28/07/2016 17:54.59 Cudo Support 0148266493

2910712016 08:39:53 Qudo Support Assign for callback > Jenna Wimshurst r

2.7 Voicemalil
Clicking into the Voicemail tab will display a list of voice messages with the most recent at the
top.
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Contacts | Call Logs (1 MISSed)l Voicemail AgentActivity My status: available in office

Search on name or Refresh voicemail list, or save or
phone number = Search S % & E ™ delete selected tems
Call Date Name Phone Number Duration
0610412016 18:47:05 James Smith 1312 00:00:43 B
T
2610212016 10:35:42 DRDINDIA Conference Room 8330 L I
2610212016 10:34:56 DRDINDIA Conference Room 8330 S
22/02/2016 18:31:43 Hannzh Carpenter (Business) +44797066303 e
15/02/2016 16:10:15 Unavailable Unavailable
15/02/2016 11:39:50 Parvathi 1 8322 Call
Options when
Instant message nth:hckmg
Reset column widths o
v Show gridiines

2.8 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.

When the user is also an agent

My Statistics Cwaral Cussue Staistcs
Total Calty Answeied Catis Missed Caky Total Tam Time Awversps Tei Time Total Caks Calts Anzwered Total Missed Caily Caits In Gueue Longest Wkt Time  Avesage Wail Time  Average Talk Time
0 L o Q 0 o o oo 0000
0 o o Q o o o 0 O 0000
] o o o000 (o0 [} 0 o o oo 0000
Call Center icons are green and red to show e X S -
that the user is either joined or not joined to hs i fed ._ass.lgnc b anlagi: 'r' it
the Call Center queues. the agent srans_tlgs are populated with the
user's own statistics,
My Statihics Ovbrall Quoud Slalaacs
Tetal Calls AngwersdCalls - MissedCalii  AverspeTakTime Tolal TaliTime ToteStfeaTime  Tolal Cala CataAnswered  Total Missed Cali  CaltiinQueus  LemgestWait Time Avarage Wail Tima Average Talk Time
o o [} o 0000 0000 0000
. 3 .l b= £ 2 L. L Lo R pRRd
9 0 0 o000 000000 000038 0 0 ] 0 0000 0000 0000
Call Center icons are grey to show : 3 ;
that the user is not able to join or As the user is not assigned as an agent in BWKS
leave the Call Center queues. the agent statistics are replaced with dashes.

2.9  Staffed Ratio
For each queue, Staffed Ratio shows the total number of Agents that are available to take calls
out of the total number of Agents assigned to the queue in BWKS.

Staffed Ratio
16
119

215

7|Page

Stafted Rato

"

EL

Stafled Raby
on
i
on



3  CALL CENTER AGENT FUNCTIONALITY

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.

3.1 Changing ACD State
Clicking Unavailable, Available or Wrap-Up will change your availability for all queues you are a
member of.

38

Unavailsble A Wirap-up

3.1.2 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.

3.2  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].

3.2.1 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.

| @ Senaces i Settmgs *

« |[Specty which cakimms shoukd be deplyed 0 the persanal walbigard. Threshakd vakies can
|abso be set for many colimns

Agent Colmns  Call Center Columns  Agent Activty
Answered Cals

Missed Cals

onkoring Total Tak Tme

Aversge Tak Tme

Tatal Caks

Do Hot Disturh

Extemal Calng Lne ID Delvery
Tntesmal Caling Line T Dubrery
Simultaneous Aing
= Dutgaing Caks
Caling Line 1D Debvery Blacking
= Call Control
Broadwarks Anywhere
Call Transfer
Cal Park Retneve

X Cancel | | o OK |
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3.2.2 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 || Specify which columns should be displayed in the personal walboard. Threshold values can
- Anonymous Call Rejection also be set for many columns

- Call Forward Always

- Call Forward Busy

~ Call Forward No Answer

Cal Center
Agent Statistic to display
- ACD State TotiCals v
Suparvisor

‘enter Monrtoring Column heading

et Y Set threshold alert values
- Reporting
- Abandoned Calls i:" B 50 0 0 10
Comm Pilot Express
- Avaiable: In Office Bokts Sales 20 15 10 5
- Avaiable: Out Of Office Nuts Sales 30 25 10 5
- Busy
- Unavailable
- Do Not Disturb

- External Caling Line ID Delivery

- Internal Caling Line ID Delvery

= Simulcaneous Ring

- Qutgoing Calls

= Caling Line ID Delwery Blocking

- Cal Control

- Broadworks Anywhere

- Call Transfer

- Cal Park Retrieve v

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 Average Talk
Calls In Queue Total Calls Calls Answered Calls Time Missed % Busy Overflows

3.3 Joining & Leaving Queues
Right click any queue in the Personal Wallboard to toggle between Join and Leave queue. This is
only available if the user is allowed to join and leave call center queues.

3.4  Receiving ACD Calls
Inbound ACD calls will display the call center name in the “To” field. The “From” field will display
the incoming CallerID.
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K

B 40

B i B

Answar Dial Transfar Ho Cofermnce  Voicemsil 2l parc e— “Repoms Semings
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 B 1 0
o 0 0 00:00:00 00:00 0 )
From To Duration Status
07956344419 Muts Sales (Muts Sales) 00:00 Ringing

3.5 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.

(D Services & Settings x

Services Settings

Incoming Calls ~ ||Configure call center agent settings such as ACD state
Anonymous Call Rejection
= Call Forward Always
Cal Forward Busy
Call Forward No Answer

- Abandoned Calls
Comm Pilot Express
Available: In Office
Available: Out Of Office

Call Center
= [J Automaticaly answer call center cals when I'm available
= tate
] Include call center calls in calllogs
= Statistics m o
- Columns [ Display queued call center cals in the st
Reporting

When listing supervisors
@ Inciude all supervisors in the call center

O Include only those supervisors that are currently supenvising me

Busy
Unavailable

Do ot Disturb

- External Caling Line 1D Delivery
Internal Caling Line ID Delivery
--Simultaneous Ring

Outgoing Cals

- Caling Line ID Delivery Blocking
Call Control

Broadworks Anywhere

Call Transfer

Cal Park Retrieve

- al Recording

Call Waiting

--Directed Call Pickup With Barge-in v

® Cancel | | o OK

3.6  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.

3.6.1 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.

3.6.2 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/sscalate to first supervisor

Supenvisors » Agent P35
Chris Test2
DRD

Tain Sinnott

Assign disposition code »

Krysia Swiatek Call/escalate

Lee Houston Instant conference/escalate

Steve Tutt Transfer

Instant message

3.6.3 Personal Statistical Reports
Unity Supervisor provides access to the following agent reports. To access these reports, click

[[]
the Reports button

4 SUPERVISOR FUNCTIONALITY

4.1 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 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.

I @ Join Queue

Leave Queue

I @ | Signln
Available
Unavailable 3 Clearing Tickets
Wrap-Up Comfort Break
Sign-Out Lunch

Paperwork

Technical Support & Testing

Silent monitor 3

Call extension Training

4.2 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.
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MName Total Calls Answered Calls Missed Calls Total Talk Time Average Talk Time

- Bolts Sal o 0| 00.00:00 00:00 |

@ uuts Sall 2l queue o 00:00:00 00:00
Join queus o 00:0000 00:00
Refresh statistics

From To
Show agent activity
Supervisors >
Agents > Andrew Todd > Join Queue
Instant message all supervised agents Barry Simpson > 8 Leave Queue
Activate forced forwarding Charlotte Quartly > Sign In
Chris Tutt > Avsilable
~  Show gridlines Jenna Wimshurst >
Unavailable >

4.3 Threshold Alerts

Thresholds allow the supervisor to configure performance triggers against various parameters for
all the queues they are supervising.

4.3.1 Configuring Thresholds
Click Settings [button] > Services [tab] > Statistics> Columns > Call Center Columns — double
click the statics (e.g. total calls) to set thresholds.

Services & Settings
9

| services Settings

- Supervisor ~ || Specify which columns should be displayed in the personal wallboard. Threshold values can
. call Center Monitoring also be set for many columns
[=- Statistics
i+ Columns
+ Threshold Alerts
~Reporting
Abandoned Calls Statistic to display
Comm Pilot Express Totalcals -
Auaiable: In Office
Avaiable: Out Of Office Column heading
o [ \
~Unavailable
Do Not Disturb Set threshold alert values
External Caling Line 1D Delivery _'l
Internal Caling Line ID Delvery (G
Simulftaneous Ring Al
Outgoing Calls Bolts Sales
~Caling Line ID Delvery Blocking Nuts Sales 2
- Call Control Qudo Support
Broadworks Anywhere VanilalP Support
Call Transfer
Call Park Retrieve
Call Recording
- Call Waiting
- Directed Call Pickup With Barge-in
- Hoteling Guest
Remote Office
Shared Call Appearance
= Messaging
Voicerai v

w

Total Missed Average Talk

Calls In Queue Total Calls Calls Answered Calls Time Missed % Busy Overflows

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

activate Silent Monitoring, right click the call center queue in Personal Wallboard > select the
agent > select Next Call Only or All Calls.
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MName Total Calls Answered Calls Missed Calls Total Talk Time Average Talk Time Total Calls Calls &
CBoltsSales oo Lo 0 00:00:00 00:00 [ o |
@ nuts Sales Call queve 1] 00:00:00 00:00 0
T 0 00:00:00 00:00 0
Refresh statistics
From Te Dur,
Show agent activity
Supervisors >
Agents > Andrew Todd > Join Queue
Instant message all supervised agents Barry Simpson > Leave Queue
Activate forced forwarding Charlotte Quartly ’ Signn
Chris Tutt > Availabl
+  Show gridlines - watlable
Jenna Wimshurst >
Unavailable >
Steve Tutt > Wrap-U
Contacts CalllLogs Voicemail Abandoned Calls Agent Activity P-vp
- Sign-Out
Silent monitor > Current call
Name Phone a1 Next call only
a
& Alastair Brown 02082381268 All calls
0. andrew Tadd 11444220203 Situ

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

4.5  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.

0 Services & Seltings

Servies Sertrigs

Anpnyrnous Ca Rejection
3l Forward Always
Call Foeward Bugy
Cal Forward No Angwer
1 Call Center
= Agent
ACD State
= Supervear
il Conter Moniteng

Hepartng
Abandoned Cals
=i- Cornm Plot Express.
Avaigble: In Office
Avalsble: Out OF Uffice
Busy
Unavadable
Do Not Deturk
Extemal Caling Line ID Debvery
Internal Caling Line 1D Debvery
Smukanecus Ring
= Dutgoing Calls
Calling Line I Delvery Blocking
= Cal Contral
Broadworks Anywhere
Cal Transfar
Call Park. Retrieve

= Tncoering Caks Al

aki be set for many coluirs

Specfy which colismns should be displayed in the personal walboard. Threshold values can

Agent Columns  Cal Center Columns  Agent ACtivEy
Angwered Cals

Mised Cals

Total Tak Time

Average Tak Tme

Tatal Cals

& o =g

® cancel

O

4.6 Adding Agents to Monitored Agents List
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.

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

add the agents you want to supervise.
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5 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

Cr e
the Active Call Window. For example, the Answer/Release #= s and Hold/Retrieve w:  rones

buttons toggle as only one of these options will be valid at any time.

5.1 Making a Call

5.1.1 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.

5.1.2 Using Directory Search

Enter the search field in the Contacts panel to dynamically search all internal users and speed

dials.

5.1.3 Dialling from the Clipboard
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.

5.2  Answer a Call

]
When Unity displays an inbound call, click the Answer icon - or double click the call in the
Active Call Window to answer the call.
5.3 EndaCall
G
Click the Release button == 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.

5.3.1 Redial

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.

5.4  Send Call to Voicemail

To send an inbound caller directly to your voicemail click the Voicemail button -
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5.5.1 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 ==

and select the context menu option to transfer both calling parties together.

Example — Transfer with two live calls

File Tools Help

S ‘ 8 ‘ g ‘ 68g ‘ | [ (28] =l (A [ L.
Eﬂﬂ Transfer 07956344419 3 to Charlotte Quartly <
Unavalable  Avaisble  Wrapup  Release Dizl E Transfer Charlotte Quartly o to rumber nn
From To Duration ELUTE

@ (07956344419 Steve Tutt 01:39 On hold
Steve Tutt Charlotte Quartly 00:23 Active

551.1 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.

5.5.2 Blind Transfer
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.

5.5.2.2 Using Transfer Button

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

destination and click OK.

5.6 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.
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5.7 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.

5.7.1 Starting a Conference Call

You can select two calls in the Active Call Window and click this button to quickly conference
everyone together. Once in a conference you can easily select other calls and add them to it, but
you must start with a conference with two other calls first. You can use the hold and retrieve
buttons to hold the whole conference, and use the release button to drop a caller out of the
conference. Please note this feature depends on service assignment so may not always be

available.

5.8 Call Recording
You can use this button to manage call recording in two ways. You can right-click on the button

to select how to record calls.

6 A il ‘@BJ

Always
¥ OnDemand

MNever

Always with Pause/Resume

On Demand with User Initiated Start

Or left click to start, stop, pause or resume recording the selected call. The button will change to

show if the selected call is currently being recorded, or if recording is paused or stopped.

Resring The call is not being recorded
=== The call is being recorded
=== Call recording is currently paused

Depending on the call recording option selected you may see a menu when clicking this button,

as below.

© A i %

uuuu d Stop recording

Pause recording

16|Page



6 ACTIVE CALL WINDOW

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

currently managing.

6.1 Window Layout

From To Duration Status
@ Andrew Smith Chris Tutt 00:12 On hold
Chris Tutt Barry Simpson 0000 Ringing

From — This field will display the incoming CallerID or the name
To — This field displays the name of the user, hunt group or call center
Duration — This displays the total time elapsed since the call was first answered

Status — This shows the Ringing/Active, on On Hold and recording status of each call

6.2 Calls In Queue

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

below. This is configured in Settings>Agent>Display queued call center calls in the list.

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

/ DRAG AND DROP

Drag & drop is an important feature of Unity; it means that in order to perform an action on a call
you can simply drag it on top of something. For example if you want to blind transfer a call to a
user then this can be done by simply searching for that user, then dragging the call and dropping
it on that user in the contacts list. You may see some options here depending on what was
configured in settings, or Unity can automatically blind transfer the call.

Similarly if you want to perform an announced transfer then simple drag one call on top of the
other in the Active Call Window, the calls will be transferred together and be removed from the

list.
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You can also drag other objects into this list to make a call, for example drag a user from the
contacts list into the Active Call Window to call that internal user’s extension or external contact’s

number.

8  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.

8.1 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 directory 2

Manage user list

Appearance [ Details

List

Small icon

Tile

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

chosen.
& Available The monitored user extension is on hook
) Ringing The monitored user extension is ringing
pA Engaged The user is on the phone
&. Do Not Disturb The user has selected DND or Unavailable profile

8.2.1 Instant Messaging Availability
Regardless of a user’s Available/Ringing/Engaged/DND state, if they currently have any version

of Unity open they will be available for instant messaging. This is shown by the envelope at

bottom right of the user icon. & & -QZI
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8.3  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.

r y
Manage users ﬂ

42 |[C|DRD Communications Limited -
[CJDRD Communications Limited - D.‘\b!n Jose
7 -[C]Abin Joseph

- [F1450 Test a
Esoou IPTEST M [T Alistair Todd
[ Andrew Smith

-[C]B017 6017 Test
-.["|Barry Simpson B

m,

[ Agent One
-[T1Agent Two -[C]Chris Milford
.[F] Amiith K Bharathan - -DCMS O'Neill
-{C] Amy Dadds -[C1Gindy Baker
-7 Anu John -["|Dave Dadds

~{] Anu Suryanarayanan [CIDave Upjohn

-[7|Big Saciety Conf Phone A ~[IEnin James
_ =-[JHelpdesk
il ] | b =1 A1mntnie Drn =
[ Show hierarchy 2 remaining

8.4  Park Call on Extension
Will park the call on the monitored user’s extension park slot.

8.5 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.

(D) Uity Agents Cheis Tutt - Sign-In (duratior: 01:37:18)
File Messaging Toals  Help
[T

$HOTELOLEO NI

Call parked from Andrew Smith ity o
bl Call parked from Andrew Smith
Click here to pickup the call : © Toast
P Click here to pickup the call | — poiifications

pli=rd
16/04/2016

-« O W . g1

8.6  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.

8.7 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. If the phone plays a “number doesn’t exist” tone

then this means the monitored user cannot be barged into.
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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.

S 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.

9.1 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.

Call Participants
Undock IM Window

Charlotte Quartly|

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

IM Conversation Participants —

Scrolling IM
Conversation History

H

d
| '_ (S::pr:ar:‘s enter)

i

Enter your IM text here ——

9.2 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.

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

Scrolling M 1 |
Conversation History

I

Enter your IM text here —| —l

Last message received at 11:37 @ = (S:?:rler:s enter)
| : i

‘ Add Participants to Conversation

Re-dock in the
Docked IM Panel

Close IM Window

Call Participants
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9.3 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.

9.4  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.

9.5 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.

10 PERSONAL DIRECTORY

Personal Directory — Right click in Contacts

Personal directory 3 Add new entry

Manage user list Import directory

Appearance . Export directory

Personal Directory — Right click on monitored user
.r‘ Call setension
View user details
Add note

Send emad
Show calendar

Service Configurtion

Pessonal directory

Manage user list

Appeansnce

Add new entry

Impont directory

Export duectory

10.1 Add New Entry

Enter the Name and Number and click Ok

Add Personal Directory Entry ®

Mame |Suzanne Lynch
Phone |079569]

® Cancel

o 0K

If the number specified is already in the Directory the user will be alerted.
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10.2 Edit Entry

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

Right click the Entry and select “Edit”.

Contacts  Call Logs Voicemail Abandoned Calls

Search {”“
Name Phone
P ol teven J——
Copy number

Personal directory > Edit Russell Stevens

Remeove Russell Stevens
Manage user list

Appearance 3 Add new entry

Import directory
Export directory

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

Right click the Entry and select “Remove”.

Contacts  Call Logs Voicemail Abandoned Calls

Name Phone
EI Russell Stevens 01202652653
Call number
Copy number
Casins dTeEc > Edit Russell Stevens
Manage user list I Remove Russell Stevens I
Appearance > Add new entry

Import directory
Export directory

10.4 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.

Personal directory B Add new entry

Manage user list Import directory

Appearance 4

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

“export”.
Personal ;i.i.rec“tory 5] Add new entry
Manage user list Import directol
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11 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.
Contacts |Cal| Logs |Vmcemau IAbandoned CaHs| Wy status: available in office
| Search | col =1 |
MName Phone Extension Department ACD State Status
& Colin Farrant 02082881246 1248 Helpdesk Sign-In Talking to Colin Farrant - 57:09
B ColinFarrant (Mobile) 07796948542 Helpdesk
B Colin Runham Mob 07860353035
B Collaborate -Audio ... 0346
8 couTr 08707377733
B John Cole 01173700074 0074
B Loma-Oakmere C... 07903545755
B Walcolm - Turners 07749937091

Right click the search box to list all directories, then click the search button to clear it and see

your default monitored users.

Contacts Call Logs Voicemail Abandoned Calls Agent Activity My status: available in office
Search —
DRD Communications Limited > Entire directory
Name : Status

_ Common phone list Helpdesk
%‘ Alastair Brown Personal directory ST ~
€ Andrew Todd Outlook contacts
& Charlotte Quartly Technical
& Chris Tutt 02082881248 Sales South
& Cindy Baker 02082881239

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.

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

presence information cannot be displayed.

&

icons represent other users in the group with their presence status.

12 CALL LOGS

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.
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Contacts  CallLogs  Voicemail Abandoned Calls

@ Missed calls O Received calls O Dialled calls

Call Date Pnone Number Name
11/08/2016 16:01:38 1248 Chris Tutt
11/08/2016 12:37:31 0139: 01390
08/08/2016 16:30.58 02081 0208t
07/08/2016 18:34:40 0002 Andrew Smith
07/08/2016 18:34:20 0002 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.

13 MY STATUS

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.

Current Status

| My status: do not disturb ‘ | p—
_I Available: in office

Awailable: out of office

Busy
rnotice. = Unavailable

None

Options depend on
+ Do not disturb I~ service assignment

i

Call forward always »

Connect to a device »

Remote Office >

CommPilot profiles are also used to convey presence information to other users within the group
or enterprise.

13.1 Call Forward Always

Vv | Available: in office

My status: call forwar

Available: out of office
Busy
Unavailable

None

De not disturb

Call forward always Deactivate

Configure

Connect to a device

Remote Office 3

13.2 Remote Office

My Stalus remote ofice
v Avallable: in office

Avalable: out of office
Busy

Unavailable

Mare

De mot disturb

Call forward ahveys .
Connect to a device L
Remote Cifice v Deactivate

Configure
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13.3 Connect to a Device [Hoteling Guest]

The user can easily select the device to connect to through the My Status link, as shown below.

ly status: d

Available: in office
Available: out of office

Busy
Unavailable

None
v | Do not disturb
Call forward always v

Connect to a device »

Hot Desk 3 - 9103
Hot Desk 4 - 9104
Hot Desk 5 - 9105
Hot Desk 6 - 9106
Hotdesk 8803
Hotdesk 8805
Lee Houston

test brownl232

None

Refresh

Remote Office 13
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