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1 ABOUT UNITY RECEPTION

Unity Reception
The features available are as follows:

o 50 user fixed busy lamp field (BLF)

o Drag and drop call control [to make a call, release, IM, transfer, park etc.]

o BroadWorks call center agent functionality for join/leave queue and changing ACD state

o Hold & Link User - Custom tagging of held calls [i.e. holding for Andrew Smith]

o Outlook Calendar integration to display the required users calendar events

o Visibility of the party the inbound caller was previously transferred to

o Ability to listen to, save and delete voicemails

o Add notes for inbound calls and all group or enterprise users

o Unlimited dynamic busy lamp field [displays hook status of all matched users on contact
search]

o Remote service configuration for all BroadWorks group and enterprise users

o Contact Groups

Unity Reception is specifically designed for busy front desk call handling environments, or for
those users who manage a large number of concurrent calls or require visibility of all users in the

business.

This document provides a quick overview of key functionality, aimed specifically at the

receptionist. For a more in-depth description of the Unity client please refer to the full user guide.

1.1  Getting Started

When Unity is first started you will be prompted to authenticate on the VolP platform, which
requires a login ID [including domain] and password. Please consult Spectrum Enterprise if you

don’t have these details.
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1) Services & Setfings @
Services| Settings

Skin
Contact Search
Contact Display
£ Current Calls
Transfer History
omputer/Phane Integration
Clpboard Integration

o

Dizling Rule
- Custom Directory Integration
Configuration
- Outlook Integration
Sharad Calendar
- Browser Integration
Cal Notfication
- Unity Connect:
E1- Quick Keys
- Key Combinations
Commands
- Startup
Update
&1+ Instant Messaging & Presence
Loggng
- XMPP
Securty
- Language

>

Specify authentication detais for the VoIP platform. Admininstrator login details can be
entered to modify service configuration detais for other users. All login ids and passwords

are case sensitive and the login id must include the domain.

i

Broadworks Login Details

Login ID
mylogn@mycompany.com

Password

[¥] Remember my login ID
[¥] Remember my password

Required for
all users

Administrator Login Details

Login D
admin@mycompany.com

Password
prrree——

Only required for
remote senice
configuration

- Connection
i~ Network
- proxy
2} Authentication]

Call Centers =

You can see above there are two areas where login details can be entered, please make sure
you enter your login details in the top half, the administrator login details are only required for

remote service configuration, which is outlined in 2.3.6.

You may also be asked to enter your VolP server connection details. If so, they can be obtained

from Spectrum Enterprise but please don’t change any other settings.

() Services & Settings @
Senvices| Settngs

skin || Specify connection properties for different services.
Contact Search
Contact Display
- Current Call
Transfer Hstory
£ Computer/Phone Integration
Clpboard Integration Broadworks Server Connection Details
Daling Rule
(- Custom Directory Integration Server address I
* Configuration I
- Qutlook Integration
- Shared Calendar SENErDO
Browser Integration 2208
Cal Notfication
Unity Connect
= Quick Keys
Key Combinations
Commends
Startup im.unitycient.com
Update =
- Instant Messaging & Presence Serierport
Logging 2208
XMpp [] Log connections
Security
Language
- Connection

Your VolP server
address here

Unity Server Connection Details
Server address:

n

Proxy
- Authentication
Call Centers -

If the login details are incorrect, you will be prompted to re-enter them; if problems persist, please

consult Spectrum Enterprise.
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2 GETTING AROUND

Unity provides key features such as drag & drop and context menus to allow you to quickly
manage calls and colleagues in the business. Almost all actions can be performed by either

dragging something over something else, or right-clicking the mouse.

Unity is split into three main areas; call control buttons, call window and contacts list. Call logs
and voicemails can be seen in different tabs. Unity Reception can also act as an agent in a call
center environment. In this case Unity will also display ACD state buttons, which show current call
center conditions. Please speak to Spectrum Enterprise if you need more information about call

centers and ACD states.

Unity also offers a docked Instant Message (IM) panel which makes it easy to connect instant
messages, calls and colleagues. For example, you can drag a colleague from the contacts list
into the docked IM panel to send them an instant message, then drag a call into the IM window to

transfer a call.

ACD State Call Control Buttons Company Logo

Company Logo

Personal Wallboard ———lg«

Active Call Window

Busy Lamp Field/
Contacts Tab

Docked IM
Window
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2.1  Call Control Buttons
All calls are managed through the call control buttons at the top of the application. These buttons

will change depending on the state of the selected call, or the only call if there is only one call in

the Active Call Window. For example, the Answer/Release @ and Hold/Retrieve O
buttons toggle as only one of these options will be valid at any time.

2.1.1 Answer

This will answer an inbound call that is not yet answered; it will only be shown in this scenario.

2.1.2 Release

This will end the selected call, regardless of the current state.

2.1.3 Dial

Use this button to dial a number from the Dial window.

Dial X

X Cancel OK

You can also right-click this button to quickly dial one of the ten last called numbers.

t»

“w 4l Qo

Matslie Maines (Salesforce Contact)
—] 001895454476 I
Chris Tutt
003100000000
Conference Bridge 1263
03301590985

Bolts Sales

02086879234
01892512909
01444414002

Change outbound number »

2.1.4 Transfer

Use this button S to blind transfer a selected call to a number.
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onference Voicemail  Recording  Semtings

From To
Jenna Wimshurst Sasha Gorb (+447976493816)
Transfer X
X Cancel OK

If there are multiple calls you can use the context menu to transfer them together (announced

transfer) or to transfer to another number.

Transfer 03456040626 » || toDi2eBs08018 |

Transfer 01268508018 3 S
to number

12 Transfer calls together

Alswerey roarTalk  Average Talk

Name Total Calls Calls Missed Calls Time Time Total Calls 4
@ Nuts Sales 0 0 0 00:00:00 00:00 0
@ Bolts Sales 4 4 a 00:01:09 00:18 4

4 4 0 00:01:09 00:09 4

From To Duration

ﬁ} Jenna Wimshurst 03456040626 00:19
@ Jenna Wimshurst 01268508018 00:05

2.1.5 Hold/Retrieve

This will place a call on hold if active or take it off hold. These buttons change depending on the

state of the selected call.

2.1.6 Conference
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.

2.1.7 Recording

By default, every call is recorded and the record button is not visible.
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2.1.8 Announce
This button will only be displayed if you are a member of a paging group, meaning you can call an

extension and talk through other colleague’s phones at the same time, this is often used to make
announcements. If you are part of a paging group then you can use this button to call that
extension, if you are a member of multiple paging groups then you can select the paging group to
call through a menu.

2.1.9 Call Park Retrieve
This button will only appear when there is a call parked on your extension. You can hover the

mouse over the button to see who is parked or click to immediately retrieve the parked call. Any
active calls will be put on hold.

) Unity Desktop: Jenna Wimshurst

File Messaging Tools Help

Q600D 96 C

Release Dial Transfer Hold Conference  Voicemail Recording | Fickup Call | Settings

From To

MNatalie Maines (Salesforce Contact) Jenna Wimshurst

Please note that a “toast” notification will also be displayed, as below:

Call parked from George Orwell
(Salesforce Contact)
Click here to pickup the call

2.1.10 Reports

If you are a call center agent then you can use the Unity Report Viewer to generate reports on

your call center performance, please talk to Spectrum Enterprise for more information.

2.1.11 Settings

To access service configuration and Unity settings, click the Settings button at the top of the

screen.
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@ Unity Reception: Wanda Rooney

File Messaging Tools Help
00O 0D
Release Dial  Transfer Hold Confer.. Voicem. | Settings

2.2  Active Call Window

The Active Call Window will display all calls that are related to you, either people that have called
you or that you have called. You can see who the call is from and to, how long it has been in

progress and the current status [including the recording state].

From To Duration Status Notes
Barry Simpsaon Chris Tutt 00:07 Active/Not recording Previously transferred to Andraw Smith
Andrew Smith Chris Tutt 00:00 Ringing

The status can be “Ringing”, “Active”, “On Hold”, “Parked for...” or “Camped for...”. You will also

see status icons when the call is on hold or part of a conference.

Receptionists 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
Hot Desk 3- 9103 Bolts Sales 01:48 CQueued at position 1
Charlotte Quartly Bolts Sales 01:25 Cueued at position 2

2.2.1 Drag & 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
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perform an announced transfer then simply 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.

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.

2.2.2 Previously Transferred
When a call is received, Unity Reception will automatically tell you who the caller was last

transferred, if available.

From To Duration Status Notes
Barry Simpson Chris Tutt 00:00 Ringing Previously transferred to Andrew Smith

This information is updated whenever you transfer a call and is shared between Unity Reception
clients, meaning if the call was transferred by another receptionist last week, when that same
person calls in today and can’t remember who they spoke to, you have that information.
Transferred call history is stored for 28 days by default but can be increased or reduced in

Settings.

2.2.3 Adding a Note

You can add notes to the call by right-clicking and selecting add note, as below. Please note that
notes are shared between all receptionists using Unity, so if the call is transferred away, then is
transferred back and answered by another receptionist, they will see the note that you added.

You can see below that previous transfer history and notes and combined in the same column.

MNotes

Assign call to account code 3

Add number to personal directory

| Add call note ‘

Show CRM contact
Add CRM call log entry

Reset column widths

Show gridlines
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From To Duration Status Notes
Matalie Maines (Salesforce Contact) Jenna Wimshurst 01:07 Active - Motrecording  Wants to talk about the new sales promo

2.2.4 Show Parked & Camped Calls

When a call is camped for a colleague that is on the phone or is parked against their extension,

you can configure Unity to keep that call in the Current Call Window.

You can double-click the call to retrieve it, or after a certain amount of time it will automatically be

redirected to you. This can be configured in Settings, as outlined below.

2.2.5 Configuration

The Active Call Window can be configured through settings, as shown below:

() Services & Settings X || @ senices & Settings

Services Settings Services Settings

nity Settings
J- Appearance
Contact Search
Contact Display
!
Transfer History
- Computer/Phone Integration
Clipboard Integration

- Outlook Integration
Shared Calendar

- Browser Integration
CRM

Configure how Unity displays calls in the current cal st

&+ Unity Settings
E+ Appearance
- Contact Search
Contact Display
£ Current Cals

Resize the current call st to ensure all cals are visble

[ Group watting cals together

Double cick to retrieve 2 callon hold
Display parked calls in the cal ist
Display camped calls n the call st

Transfer History|
- ComputerfPhone Integration
Cipboard Integration

£ Qutlook Integration
- Shared Calendar

£ Browser Integration
- CRM

Manage how Unity saves transfer history information

Display transfer history n the call lst

Keep transfer history for

Daling Rule - Dialing Rule
E+Custom Directory Integration [ Group queued calls together £+ Custom Directory Integration 28 +| days
Configuration - Configuration

Transferred call history log folder

C:\Program Fies (x86)\Unity Client\Configuration\

Click Ta Daal Display notes calumn in the cal st Ciick To Dl
Desktop Integration - Desktop Integration =
Notification Hold Call & Link To User Notfication L)
Unity Connect > - Unity Connect
. Quick Keys When the linked user becomes avaiable & Quick Keys
Key Combinations Indicate only ~ - Key Combinations
Commands Commands
Startup Dipiay the hold duration . Startup
Update Indicate when the hold duration is over Update
- Instant Messaging & Presence (= Instant Messaging & Presence
Logging 60 2 seconds Logaing
XMpP - XMPP
Security Securty
Language - Language
5 Connection E1-Connection
Network - Network
Proxy Pr
= Authentication = Authentication
Cal Centers Cal Centers
% Cancel oK * Cancel oK

Resize the Current Call List: If set, then the Active Call Window will automatically resize to
ensure all calls are visible, up until there are 10 calls in the list at which point scrollbars will be

used.

Grouping Calls: Unity can group waiting [including held, parked, camped and linked] calls

together, as shown below.
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From To Duration Status Notes
Current
Chris Tutt Wy Mobile 00:00 Ringing
Waiting
Barry Simpson Chris Tutt 00:40 On hold Previously transferred to Andrew Smith
Andrew 8mith Chris Tutt 00:33 On hold

Double Click to Retrieve: When this setting is enabled, you can double-click on a held call in the
Active Call Window to immediately place any active calls on hold and retrieve the selected one.
Display Parked & Camped Calls: When activated, Unity will retain all parked and camped calls in
the Active Call Window.

Display Notes: This setting allows notes to be displayed against calls in the Active Call Window,

if this setting is disabled the Notes column will not be displayed.

When Linked User Becomes Available: When using the Hold & Link feature [as outlined in
section 2.3.3] Unity can either alert the receptionist that the monitored user is now available,

prompt to transfer, or automatically transfer.

Transfer History: Transfer history is only available if the Notes field is being displayed. You can
configure Unity to store transfer history information for a defined duration and can specify where
the history should be stored if sharing information between Unity Reception clients.

2.3 Contacts List
The Contacts list gives access to everyone in your business, as well as all contacts in your

shared business directory, personal directory, speed dials, Outlook folders, and any other third-
party database that may be available. When you search for a contact Unity will search all
directories and automatically start monitoring anyone within the business to see if they are on the

phone or currently unavailable.
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{Cantacts’ Activity Logs  Voicemail My status: available in office
Name Phone ACD State Status

Chris Tutt 020828812 Sign-Out -

Cindy Baker 020828812

Colin Wardle 020828812 Sign-Out
€ Dave Baker 020828812 Available Talking to 447717580512 - 20:22 / In a meeling

David Higgins 020828812 Sign-n

Dean Thompson 020828812 Sign-n

EdThrus 020828812 Sign-in Currently away

Gopikrishnan V 8332 Available

lain Sin 020828812 Sign-Out

Krysia Swiatek 020828812 Available

Lee Hous 020828812 Sign-n
& Lewis Marcan 020828812 Available Talking to Conference Bridge - 18:35 / Currently busy
€ Paul Farrant 020828812 Available Talking to Alastair Brown - 02:00

Steve Tult 020828812 Unavailable - WebChat

Steve Wardle 020828812 Unavailable - Comfort Break In a meeting until 3pm

Vas Koria 020828812 Available

v

When not showing search results, the Contacts list can include up to 50 internal users and any
number of external contacts in a “default list”. Unity will monitor the internal users and indicate
when they are on the phone, when they are in Do Not Disturb (DND) or another unavailable
status [as outlined in section 4], or when they have entered any presence information. All this
information combines to give you a snapshot of that user, so that if a call comes in for them you
can process it accordingly [by sending to voicemail, transferring to mobile etc]. It also means you

can easily drag calls onto these contacts to blind transfer, park on extension etc.

Available The monitored user extension is on hook
Ringing The monitored user extension is ringing
(] Engaged The user is on the phone
(=] Do Not Disturb The user has selected DND or Unavailable profile

If the user is using Unity, then you can be sure that if you send an instant message, they will
receive it immediately. If they are offline, then they won’t receive the IM until they next log into
Unity.

To change the list of internal users to include in the default Contacts list, simply right-click

anywhere and select Manage users, as below:

Personal directory  »

Manage user list

Appearance 3
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You can then select which internal users to include in the default Contacts list by moving them

from the left list into the right, you can use the search feature to quickly search for users.

Manage users

X

[Jaik George

[]Jc Bhat

[JJohn Cole

[JJohn Dunbar
[JJohn Sured
[JJoseph Mathunni
[JJoseph Thomas
[k & Matthew
[JKrysia Dema Hiek 926
Okrysia DemoHteka02
[JLewis Test 2000

<

[ Communications Limited
[JAbin Joseph

[ JAlastair Brown
CJamy Earl

~[JCharlotte Swiatek
[Jchris Tutt

~[JCindy Farrant
[JColin Baker

~[JDavid Thrussell

[ JDean Quartly
[JEd Higgins

[ ]Gopikrishnan V
[krysia Thompson

Ml nn Uniistan

A

O Show hierarchy

12remaining X Cancel OK

2.3.1 Performing Call Actions
In order to perform a call action against a contact in the Contacts list, simply select it and right-

click. You will be presented with a context menu that dynamically displays various options based
on the current state of the call and of the contact you selected. Options include transfer to
extension, mobile or voicemail, camp and park the call on the user’s extension or instant

message.

2.3.2 Add a Note

As with calls in the Active Call Window, you can manually add notes for an internal user that are
shared between Unity Reception clients. These notes can be added, edited and removed by
right-clicking the contact in the list. Depending on the view, the notes could be displayed in the
status column or as a tool-tip.

Contacts  Call Logs  Voicemail My status: available in office

Seach [ ] Helpdesk | HomeWorkers | IndiaOffice | LAofice | LondonOffice |  Mew York Office
Name Fhone ACD State Status

. Alastair Brown 02082881268 Available
€ AmyEar 02082881249 Available Talking to lain Sin- 00:02

L Chris Tutt 02082851248 Unavailable - Lunch On leave until Monday, call Steve instead

Chris Tutt
.

On leave until Monday, call Steve instead i
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2.3.3 Hold & Link

Hold & Link is a way to place a call on hold when choosing to send it to a contact who is already engaged
on a call. Allowing options to handle the call whenever the contact releases the previous one. An indication
or prompt can be enabled to notify the user when they end the previous call, or it can be configured to send

the call as a blind transfer when the user becomes available.

In the below scenario a call has come in from Barry Simpson who wants to talk to Andrew Smith,
but he is currently on the phone. Right-click Andrew from the Contacts list [or drag the call over

Andrew] and select “Hold call and link to user” as shown below:

David Higgins Park call on extension ail
Dean Thomps -

Ed Thrussell Held call and link to user |_|n

Q' Les Houston View user details rin
Lewis Marcan rail
Paul Dewey Add to contact group » lap
ol % Remove from contact group >
Steve Tutt sail

- . Add note X

Steve Wardle sail
Tracey Scoate Instant message ab

Vas Koria Remove XMPP presence ab

The call will be placed on hold so you can continue to take other calls. The call holding for
Andrew will be shown as below. At any time, you can double click the call [or select the call in the

list and click the Retrieve button] to ask Barry if he is happy to continue holding.

Matalie Maines (Salesforce Contact) Jenna Wimshurst 02:19 (00:17) On hold Waiting for Peter Law

Once Andrew becomes available Unity will change the text in the Active Call Window to indicate

that he is now available.

From To Duration Status Notes
(D Natalie Maines (Salesforce Contact) Jenna Wimshurst 08:06 (06:05) On hold Waiting for Peter Law

You can then drag the call over Andrew in the Contacts list to transfer, or right-click the call and

select “Transfer call to extension”.

The hold duration and behavior of Hold Call and Link to User is configurable and can be found in

Settings>Current Calls, as shown below:
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@ Services & Settings

Services Settings

- Skin

- i
- Computer/Phone Integration
- Cipboard Integration
~ Dialing Rule
= Custom Directory Integration
- Configuration
= Outlook Integration
- Shared Calendar
-~ Browser Integration
- Desktop Integration
- Call Notification
- Unity Connect
- Quick Keys
- Key Combinations
- Commands
- Startup
- Update
-Instant Messaging & Presence
- Logging
- Security
--Language
- Connection

Configure how Unity displays cals in the current call list

Resize the current call st to ensure all calls are visble
[ Group waiting calls together

[ Group queued calls together

[ Double ciick to retrieve a call on hald

Display parked calls in the cal list

Display camped cals in the call st

Display notes column in the call st

Hold Call & Link To User

When the linked user becomes avaitable

Indicate onfy v

Display the hold duration

Indicate when the hold duration is over

60 % saconds

- Network
& Proxy

&- Authentication
- Cal Centers )

2.3.4 Contact Groups

Unity Receptionist
Quick Start Guide
Updated.: 11/2023

Contact Groups are customizable lists that can be added to the Contacts tab for easy access to the

particular group of assigned users creating new, organized spaces for contacts and communication with

them.

To create a contact group, select the user(s) from the Contacts list that you want to include in the

contact group, then right-click and select the menu option as below:

o Peter Law
g

You will then be prompted to enter a contact group name.

L, Call eension

View user details

Add to contact group

»  Remove from contact group

Add note

Remove XMPP presence

Send email

Show calendar
Senvice Configuration
Copy number

Personal directory

1} Manage user list

Appearance

Helpdesk
Home Workers
India Office

LA office
Londen Office
MNew York Office

Mew contact group
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Contact Group X

X Cancel 0K

And the contact group will be displayed in the Contacts tab.

[Coriacis | Actvity Logs Voicemall My status: available in office
Search | | IHe\pdesk | HomeWorkers | IndiaOffice | LAoffice | LondonOffice | New Vurkoﬂ'lcel
Name Phone ACD State Status
Chris Tutt 020828812 Sign-Out -~
Cindy Baker 020828812
Colin Wardle 020828812 Sign-Out

B R, B T .

Click on any contact group to quickly see all internal users within that group, along with their
phone status and any other information (DND, entered notes etc). Up to 50 internal users can be

added to each contact group.

You can easily add other users to an existing contact group by right clicking as shown below:

> Joni Call extension
View user details
o. Peter Law

‘ Add to centact group » Helpdesk
»  Remove from contact group 3 Home Workers
Add note India Office
Remove XMPP presence LA office
: London Office
Send email
MNew York Office
Show calendar
Mew contact group
Service Configuration »
Copy number
Personal directary b

Manage user list

Appearance 3

You can also remove one or more contacts from a contact group by selecting “Remove from
contact group” from the menu option shown above, and can delete the entire contact group by

right-clicking it and selecting “Delete contact group”:

Contacts  CallLogs Voicemail

Search Helpdesk | Home Waorkers | India Office | LA
Rename contact group

MName Fhone ACD State

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

your default monitored users.

Contacts  Call Logs (1 Missed) Voicemail

Search [ e v Entire directary
e Common phene list Helpdesk
Personal directory | Sales Team
Outlook contacts Technical
ed test
Kakapo

2.3.5 Shared Calendar Integration

Unity can integrate with Outlook to show the shared calendar for internal users, provided calendar

sharing is enabled and appropriate permissions are granted.

With the Shared Calendar Integration, it is important to note the following.
e This feature requires that the User Profile has the same email address listed as the user
has access to on their local computer.
o Note: This is the same email address field utilized by Webex.
e Shared Calendar Integration is dependent on the customer’s access and expertise of

their own network. Due to this, support is limited.

Right-click the selected user from within Contacts and select “Show calendar”, this option will only

be available if the email address has been entered in the VolIP platform for the monitored user.

Name Phone Status
L2 | Amy Fanant 02082081246 ]
Today Tomorrow
Update LH rebuild packages
09:00-10:00 i
message for all
10:00-11:00 VR

11:00-12:00
12:00-13:00
13:00-14:00
14:00-15:00
15:00-16:00
16:00-17:00

17:00-18:00 appointment

18:00-19:00
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Unity requires “full details” access to read the shared calendar; we recommend that the Reviewer
permission level be set to all calendars that Unity needs to display.

. -
Calendar Properties [

General | Home Page | AutoArchive | Permissions | synchronization |

Name Permission Level 9
Iain Sinnott Reviewer E
Anonymous None |E
Colin Farrant Reviewer b
| [T i |+ Il
I
I [ Agd. | [ Remoye | [ Eroperties.. | |
||| _Permissions
|Penm;smn Level: [Reviewer v]I
Read Write
None [ Create items
() Free/Busy time [ Create subfolders

=, Free/Busy time, [T Edit own
—aulec-nation [TEdit an
© Full Detzils
ther Free/Busg...

Delete ftems Other

@ None [T] Folder owner
own [TIFalder contact

@ an [¥] Folder visinle

[ oK ][ Cancel ][ Apply
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2.3.6 Remote Service Configuration
Unity Receptionist allows a remote configuration service for Enterprise and Group admins by allowing them
to log in with their credentials via Unity’s Authentication Settings. Once entered, the user can set other

contacts to Do Not Disturb or forward their calls.
If Unity is configured for remote service configuration, then when you right-click an internal user

from the Contacts list you will see the below menu options, which may change depending on

which services are assigned to the user and if their mobile number has been entered.
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Call extension
View user details

Add to contact group »
¥ Remove from contact group  »

Add note

B Instant message
Add XMPP presence
Send email

Show calendar

Service Configuration 3 | Do Mot Disturb

Copy number Call Forward Always s Forward calls to me

Available: in office Forward calls to another number

Personal directory 3

N Aosailable: out of office
fe) Manage user list
Busy

Appearance L Unavailable

Nene

2.3.7 Configuration

The Contacts list can be configured through Settings, as shown below:

© Services & Settings

Services  Settings

X || © Services & Settings

Services Settings

- Current Cals
Transfer History
1 ComputerfPhone Integration
Cipboard Integration

£} Outiook Integration
Shared Calendar
£ Browser Integration

- Current Calls

Include external contacts in all searches

Show menitored users first when searching

include department name in search
Clear the search box when activated

Tel me when a contact has privacy enabled

Transfer History
Computer/Phone Integration
Clpboard Integration

- Outlook Integration
Shared Calendar
£-Browser Integration

- Unity Settings Configure the way Uniy searches for contacts and dispiays search results  Uniy Settings Configure the way Unity dsplays contacts 2s well s drag & drop options
- Appearance = Appearance
Contact Search
Contact Disphy

how call duration in contact list

iways show cal details

Digling Rule Dialing Rule
£ Custom Directory Intagration Always sort new search results by name £+ Custom Directory Integration Hiraus Opstaor it a il £ thcoread oty - ot
Configuration Configuration

Transfer call to extension

ransfer to voicemai

CRM RN ransfer callto mobie
Cick To Dal Show contact groups Ciick To Dial [ Warm transfer call to extension
Desktop Integration Desktop Integration
Notfication [ Show contact search letters Notification [ warm transfer call to mobie
Unky Conrect Hnky; Connect &4 Park cal on extension
| Quick Keys Based on first name QuickKeys
Key Combinations Based on last name Key Combinations &2l Hold cal and link to user
Commands Commands
St Startup Contact notes folder
Update Include contacts when Update CAAProgram Files (x86)\Unity Client\Cenfiguration\
-+ Instant Messaging & Presence ® The name starts with the search criteria Instant Messaging & Presence
Logging -Logging
XMPP O The name contains the search criteria XMPP
Security Security
Language Language Q
= Connection
i oo [ Show most searched on users by default
Proxy Proxy
£ Authentication - Authentication 3 B
Call Centers - Call Centers.
% Cancel oK X cancel oK

Include External Contacts in all Searches: When checked Unity will always search all

directories every time a search is performed, which is one second after the last key was pressed.

If the user is a slow typist this could result in many searches, so if there is a large external

directory [for example an Outlook folder with several thousand records or a slow-performing SQL

database] then Unity performance may be impacted. Turning this setting off means that by default
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only the group/enterprise directory is searched; other directories will only be searched if the user

presses enter or clicks the search image.

Show Monitored Users First When Searching: When this setting is turned on Unity will always
display monitored users first in alphabetical order, then external contact is monitored order.

Otherwise, internal and external contacts will be shown together in alphabetical order.

Always Sort New Search Results by Name: This setting can only be modified if the “Show
Monitored Users First When Searching” setting is not active. If active then search results will
always be displayed in alphabetical order based on the name of the contact, otherwise the same
sorting used in the default list [which could be based on any column in the Contacts list] will be

used when searching.

Include Department Name in Search: If activated then Unity will include any internal users
where the department name matches the search criteria, for example the receptionist could type
“sales” to quickly see a list of all sales people. In a nested department environment only the
bottom-most department will be considered.

Clear the Search Box When Activated: If activated then whenever the user clicks into the

search box the current search criteria will be removed and the default list will be shown.

Show Contact Groups/Show Search Letters: As outlined in section 8.4, contact groups provide

a fast way to access pre-configured groups of internal and external contacts.

Including Contacts in Search Results: When searching Unity can be configured to only include
contacts in the search results if the name starts with the search criteria or contains the search
criteria. When configured to search based on the contact name containing the search criteria, it
will be possible to search on first or last name, but the search results will be less refined (there

will often be more entries in the search results).
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Show Call Duration: Unity can be configured to include the call duration when showing a
monitored user on the phone. The default option is to show the call duration, this would likely only

be deactivated for privacy reasons.

Menu Options on Drag & Drop: You can select what options Unity displays or performs when a
call is dragged over a contact in the Contacts list. If multiple options are selected then a menu will
be displayed, otherwise if only one option is selected then Unity will perform this action every

time, assuming the option is available based on the state of the call and contact.

2.4 Call Logs

Unity will display your 20 last received, missed and called numbers. This may be more depending
on service assignment. You can right-click or drag a call log into the Active Call Window to call
the person back. Unity will show the number of missed calls since last used, or since started.

2.5 Visual Voicemail

You can manage your voicemail box directly from within Unity to listen to, save and delete

voicemails.
Contacts | Call Logs (1 Missed)‘ Voicemail Wy status: available in office
Search on name or . —— Refresh voicemail list, or save or
phone number = Search g * G lal ™ delete selected items
Call Date Name Phone Number Duration
06/04/2016 18:47:05 James Smith 1312 00:00:43 =
Lewis larcantonio = Ere——
26/02/2016 10:35:42 INDIAConference Room 8330 Pl
26/02/2016 10:34:56 INDIA Conference Room 8330 Save
22/02/2016 18:31:43 Hannah Carpenter (Business) +44787066303) %  pelete
15/02/2016 16:10:15 Unavailable Unavailable
15/02/2016 11:39:50 Parvathi M 8322 A Call
Copy number Options when
right-clicking

Reset column widths

[] show gridiines

This feature is only available if the Voice Messaging User service is assigned and active, and the

voicemail tab is configured to be displayed, as below:
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@ Services & Settings

Services Settings

- Call Center
= Agent
ACD State

Reporting
Abandoned Calls
- Comm Pilot Express
Avziiable: In Office
Avaiiable: Out Of Office
Busy
Unavaiiable
- Do Not Disturb
External Caling Line ID Delivery
Internal Caling Line ID Delvery
- Simultaneous Ring
Qutgoing Calls
- Caling Line ID Delivery Blocking
Call Control
- Broadwaorks Anywhere
Call Transfer
Call Park Retrieve

Directed Call Pickup With Barge-n
Hoteling Guest

Remote Office

Shared Call Appearance

Messagin
sy

>

Configure your personal voice messaging.

Enabled

® Use unified messaging

Use phone message waiting indicator

Show visual voicerail tab

O Forward the voicemail via email

[ Email notification of new voicemails

[] Email a copy of the voicemail

[] Transfer from voicemail on zero

[ send all calls to voicenail

Send busy calls to voicemail

Send unanswered calls to voicemail

Unity Receptionist
Quick Start Guide
Updated. 11,2023
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3 INSTANT MESSAGE

Instant Messaging (IM) is an integral part of Unity as it provides another communication channel
in addition to the phone. Unity offers a docked IM panel which displays all IM conversations with
internal users, this is the best configuration for a receptionist because everything is within a single

Unity display and there are no other windows popping over the top.

Steve Tutt a X

Jenna Wimshurst: Hey can you take this sales call please?
Steve Tutt: yes no problem

‘. Transfer call to extension

Transfer to voicemail o
=

Park call on extension

nna Wimshurst: Hey when you're back Sally wants to speak to you!

L

J

@

Charlotte Quartly, Amy Earl - U X
Jenna Wimshurst: Hey! Just doing a live demo

Charlotte Quartly: Hey

Amy Earl: Hey there!

B

An “online” user is one that is currently running an instance of Unity, and therefore available to
send an online message to. These users are indicated with a small envelope on their user icon
which is shown for all states, as shown in section 2.3 above. If a user is offline, they are still
available to be sent an instant message, but they will not receive it until they next start Unity,
therefore this is an excellent tool for leaving “post-it note” type messages, such as requests to call
people back when next available.
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Undock IM window Call participant

IM Conversation [<][.JEH—— Close IM window
~

participant Steve Wardle: yep
Jenna Wimshurst: sweet thanks

Steve Wardle: its parking

w

1 | [mH—— Click to send

Enter IM text here

3.1 Start IM Conversation
To send someone an instant message simply right-click them in the Contacts list or drag them

into the docked IM panel [if displayed]. Unity will create a window like the one above that is used
to IM that person, you will have one of these for each conversation you have open. Also, when

people send you an instant message they will appear in this list as well.

You can also start a conversation to multiple parties [called “group chat”] by clicking on

Messaging > Start Conversation, as shown below:

File Messaninn  Tonls  Haln

0 Start conversation
& i L el

Unavaiable Awafabie  Wrapup  Release Dial Transfer

You can then select which users to include in the conversation by moving them into the right list:

Conversation members X
L.[JPeter Law A « |0 communications Limited
..[JPrathap MK [JApin Joseph
- [sally Jonas ~[]Steve Tutt
S [OsubhaT -[[]Steve Wardle
+.[JTracey Scoates
..[Jvas Koria
v
[ Show hierarchy > Cancel OK
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Unity will only show users that are currently online, because group chat is only possible with
online users. Therefore, if a user goes offline they will automatically be removed from the

conversation.

3.2 Add a Participant

You can easily add a participant to an existing IM conversation by dragging the user from the
Contacts list over the top of the appropriate window in the docked IM panel, then selecting “Add
to the conversation” in the pop-up menu as shown below. You will see all participants of the
conversation at the top of the window.

Chris Tutt

Add to the conversation

Start a new conversation

3.3 Transfer Call to a Participant

This is a key feature for a receptionist, as it allows you to quickly create an instant message to a
user to ask if they’re available, then to drag a call into that IM conversation to blind transfer to that
user. If there are multiple participants in the IM conversation, then you can select which user to

transfer to.
|

Alastair Brown, Colin Farrant T I .
I Alastair Brown

Colin Farrant

3.4  Configuration

You can undock IM conversations if you want to see them in their own window, which can be

configured in Settings. You can also choose to always show the docked IM panel, even when
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there are no conversations taking place. This may be a good idea as you can always drag users

into this panel to quickly send them an instant message.

(1) Services & Settings

(e

Services| Settings

Skin

Contact Search

Contact Display

= Current Calls

Transfer History

Computer/Phone Integration

Clipboard Integration

Dialing Rule

- Custom Directory Integration

-Configuration

= Qutlook Integration
-Shared Calendar

- Browser Integration

- Call Notffication

- Unity Connect

= Quick Keys

-Key Combinations

i Commands
Startup
Update

=R Instant Messaging & Presence

Securfty
Language
= Connection
Network

Proxy
(- Authentication
i Call Centers

»

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

conversations.

[¥] Send IMs to offine users

[¥] Show instant messages in docked panel

[¥] Abways show docked panel

n

[] Use existing conversation for drag and drop
When an instant message is received:

Show the conversation window

[¥] Play a notification sound

[¥] Show popup notification

You can also choose if you want to see a “toast” notification in the bottom-right corner, and if you

want to play an announcement sound when a new IM is received, and Unity isn’t the active

application.

Chris Tutt

4470

Please call Simon Steel on 020 8288

There is a complete overview of instant messaging functionality and configuration in the full Unity

user guide.
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4 QUICK ACCESS SERVICE CONFIGURATION

This acts as a “my current state” indicator in Unity, which will tell you if you are currently on Do

Not Disturb (DND), have call forwarding activated or are otherwise unavailable.

My status: available in office I
Available: in office

Available: out of office
Busy
Unavailable

MNone

& Do not disturb

Call forward always 3
Connect to a device 3
Remote Office +

To quickly change your status simply click on the “My Status” link and select an option from the

menu, these options depend on service assighment so may not all be present.

You can use the My Status link to change the below services

4.1  CommPilot Express Profiles

These profiles have two important uses; they can be used to setup call routing rules based on if
you are in the office, on your mobile or away from your desk. They also tell other people this
status, for example if you set your profile to “Unavailable” or “Busy” then other people will see this
in their Contacts list, as below. This helps provide more information about where people are and if
they are available.

4.2 Do Not Disturb

If this service is activated nobody will be able to call you. The My Status link will turn red to act as

a reminder, and other people will see you are on Do Not Disturb in their Contacts list.
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I@ Steve Tutt 02082881251 Unavailable - Lunch Do not disturb
Steve Ward

'e 02082881245 Unavailable - Technical Supp... Talking to Chris Tutt- 01:56

4.3  Call Forward Always
If activated, all calls to your VolP number will be forwarded to the number you entered for this

service. You can activate, deactivate, or configure the service from here; when active the My
Status link will turn red to act as a reminder. Other people will also see that you are forwarding all

calls to another number in their Contacts list.

4.4  Connect to a Device
This is used to connect to a phone in a hoteling environment. Simply select the device from the

list to connect. If you are still connected to a device when you close Unity, you will be asked if you

want to stay connected, as below:

le: in office

Abin Joseph

Alastair

Charlotte Brown

David Hig

Demo Agent Two (lain's Kit)
Conference Phone

Lee He

Flexible Seating Guest Flex - 3110

Available: out of office
Busy
Unavailable

None

Do not disturb

Flexible Seating Guest Flex - 9114

4.5

Flexible Seating Guest Flex - 9115
Flexible Seating Guest Flex - 3116

Remote Office

Call forward always 3
Connect to a device 3
Remote Office 3

This service allows you to use a “normal” phone as your VoIP phone, so that all calls to you will
be routed to this number, and you can use Unity to make outbound calls whereby this number will

ring, then when you answer it, the outbound will be setup from that number.

Please speak to Spectrum Enterprise if you require any further information on any of these

services or features.
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5 BASIC CALL QUEUE CAPABILITIES

Unity Receptionist has the ability to monitor Basic Call Queues without additional Unity licensing. To
configure, the user must be assigned as a Basic Call Queue user in Broadworks and added to the Basic

Queue. Once added, Unity Receptionist will allow the user to perform Basic Call Queue operations.
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