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Unity Agent is a Microsoft® Windows® based application that provides a fully integrated hosted
telephony environment, including allowing the user to join/leave call center queues to which they
are assigned, change their ACD state and view personal and overall call center statistics and queue
conditions.

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. BWKS means the BroadSoft BroadWorks platform

Unity will require approx 20MB of hard drive space on the local machine
b. By default the install directory is C:\Program Files (x86)\Unity Client
¢. Minimum computer spec: CPU: dual core 3Ghz. Ram: 4GB. Video Card: 256MB onboard

RAM. As a general note, the requirements to run Unity Agent are considerably less than

6|Page



those required to run Windows

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

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 VolP platform OCI server

c. HTTP/HTTPS access to portal.unityclient.com

d. HTTP/HTTPS access to the VolP platform XSI server [if call recording, visual voicemail or

enhanced call center reports are used]

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.
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dworks Server C: ction Details

Server address

Server port
2208

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

Server port:
2208

[7] Log connections

Restart Unity Agent 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 agent is a member of as shown below.

(@ Services & Scttings X

Serwcesl SEtt\ﬂgSI

[+ Appearance
Skin

Specify contact center authentication detais. All login ids and passwords are case sensitive and
each login id must include the domain.

>

Contact Search
Contact Display
Current Calls
= Computer/Phone Integration
Clipboard Integration Default password
Dialing Rule [rr—————— %
=~ Custom Directory Integration
L Configuration = =
Outlook Integration Gt Conter Hadin Hebes
- Browser Integration Bolts Sales
- CRM Kakapo Systems
% Click To Dial Nuts Sales
Desktop Integration
- Notffication
i Calls
- Conversations
- Unity Connect
(= Quick Keys
- Key Combinations
-Commands
- Startup
- Update
2+ Instant Messaging & Presence
Logging
XMPP
Security
Language
[=- Connection
+ Network
- Proxy

= A Alert me when 2 contact center login fails
%‘ v

> Cancel oK

The password for each call center must be added in order to populate the call centers in the
Personal Wallboard. Double click a call center to add the password. Where the password is the
same for each call center click the “Apply to all queues without a password” box and restart. Unity
will now login as the call center queues and you will see these begin to populate the Personal
Wallboard.
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Call Center Login Details
Service ID

|bo|tsﬁles@drd.co.uk

Password

Login status

The password has not been enterad.

[] Apply to all queues without a password

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

cannot login successfully to a call center.

Bolts Sales

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 systern administrator.

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

the call centers so that when a new call center is added in the future the agent doesn’t have to

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

Servlcesl Settings I

= Appearance
- Skin
- Contact Search
- Contact Display
= Current Calls
Computer/Phone Integration
Clpboard Integration
Dialing Rule
- Custom Directory Integration
- Configuration
Outlook Integration
- Browser Integration
- CRM
*-Click To Dial
Desktop Integration
&+ Notification
- Calls

i Conversations
- Unity Connect
=k Quick Keys
- Key Combinations
~ Commands
- Startup
- Update
= Instant Messaging & Presence
- Logging
= XMPP
Security
Language
- Connection
Network
Proxy

each login id must include the domain.

Specify contact center authentication detaills. All login ids and passwords are case sensitive and

Default password

‘t:#ta:tazta

Contact Center Login Details

Bolts Sales
Kakapo Systems
Huts Sales

Alert me when 3 contact center lagin fails

* Cancel oK
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2.3  Selecting a Pre-Configured Template
User templates can only be created by an administrator to configure default settings for agents.
ACD buttons, call center control, recording options and all other settings can be configured and

saved as a template that can be easily assigned to all users. Please see your Administrator fora
separate guide on using Unity Templates.

(@ Services & Settings X

Servicesl Settings I

=+ Appearance
Skin

>

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

Contact Search

Contact Display

Current Calls

= Computer/Phone Integration

Clipboard Integration Only the administrator can edit Unity settings

Daling Rule

) Customn Directory Integration
Configuration

Qutlook Integration — Use template: Mone

- Browser Integration

CRM

User Templates

Cick To Dl If the template cannot be loaded
ick To Dia
Desktop Integration ® Continue loading Unity

) Notfication O stop loading Unity
Calls

Conversations

Unity Connect  Create new user template
I+ Quick Keys

- Key Combinations

& Commands

Startup

- Update

= Instant Messaging & Presence
+~Logging

--Tanguage
[z Connection

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.

(0 Services & Settings X

Servl(esl Settings I

=l Appearance ~ || Configure Unity to autormatically update periedically.
Skin

Contact Search

Contact Display

Current Calls

= Computer/Phone Integration
Clipboard Integration
Dialing Rule
Custom Directory Integration Check for updates every

Configuration 1 2| hours
Outlook Integration
= Browser Integration

i CRM O Automatically restart after update
Click To Dial

(®) Alert me after update

Desktap Integration [ Auto update when in & Terminal Server or Citrix envirenment

Hotification .
i Calls ‘.. Perform manuzl update now
' Conversations

Unity Connect Rollback

- Quick Keys

h e tons | Rolback
tartup

Update

=1+ Instant Messaging & Presence

Logging

Versions available

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

To manually update Unity, click Perform manual update now and Unity will search for any new
updates.
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[1 Auto update when in @ Terminal Server or Citri 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 available
“ Rollback

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

will appear.

Unity

0 Are you sure you want to rollback to version 6.7.3.07

Yes Mo

Click Yes and then click Ok.

3  UNITY AGENT INTERFACE OVERVIEW

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

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

Active Call Window

Busy Lamp Field/

Contacts Tab

ACD State Call Control Buttons Company Logo

@ Unity Agdat: Jenna Wimshurst - Available (duration: 39:42) - o X
File Messdaing Tools Help
00000000
e R ) Tooeral Facotiy Rt et Company Logo
Ty Statistcs “Gverall Guede STSIcs -
Name Totl  Web Answere Total Missed Average Emalls Web | Total  Calls  Total Cailsin Longest Average Average Calls  Web  Web
Calls Chals dCalls Talk  Calls  Tak Answere Chals Calls Answere Missed Queue Wat  Wall  Talk Abandon Chals Chats
Receive d  Call Time Time ~ ed Queued Answers
@ Kakapo Systems - 0 - - - - 0 0 - - - - - - - - 0 1
@ Boits Sales Il 0 0000 0 0 0 0 0 0 0000 0000 [} 0 0
@ niuts Sales 0 - 0 000 0 omo0 - - 0 0 o000 0000 0 - -
0 0 0 000000 0 0000 O [ 0 0 0 0 0000 0000 0000 O 0 1
Activity From To Duration Status,
Current
call Natalie Maines (Salesforce Contact)  Jenna Wimshurst 00:14 ActiveMNot recording
Contacts ActivityLogs Abandoned Calls  Voicemail Wy status: available in office
hame Phone ACD State Status
© Abin Joseph 8335 sign-in 1am oLtto lunch fram 17 September 23:2 until further notice "
© Aastair 020828812 Availatle Talking o James Tumer (Customer Support) - 00:10
Amy Earl 020828812 sign-out
Charlotie Thompson 020828812 Sign-Out
Chrie Tutt 020228812 sign-out
Cingy Brown 020828812
ColinHouston 020828812 sign-out
© Dave Swiatek 020828812 Unavailable - Paperwork Do nat disturd /In & meeting
David Hig 020828812 sign-n
Dean 020828812 sign-n Steve Wardle T
© EdThruss 020828812 Sign-in Currently away Jenna Wimshurst Hey can | transfer this sales callto you please?
Gopikrishnan V' 8332 Aualable Steve Wardle: sure
© @insin 020828812 sign-out n a meeting
Kysia Brown 020828812 Available
Lee Houst 020828812 Sign-n
Lewis Marcan 020828812 Unavailable - Training
Paul Dewey 020828812 Unavailable - Comfort Break v L]

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

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

3.2 Maximizing and Minimizing
Unity can be maximized and minimized using the standard buttons in the top right-hand corner of

the application. When minimized, Unity appears in the system tray in the bottom right hand corner

of the desktop where the Unity icon ““ 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

3 Settings

Contacts
Call Logs

! Call number 3

Change my status ~ »

I ACD State 3 !

13|Page

Docked IM
Window



3.3  Using Unity Agent from the System Tray
In its minimized state, Unity Agent can be configured to sit in the System Tray. This is in Settings
[button] > Settings [tab] Appearance.

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

Right clicking the Unity icon @ in the system tray allows the user to dial or redial, configure settings
such as CommPilot Express Profiles, DND, Call Forward Always or Remote Office, or change their

ACD state. Note: Only those services that are assigned to the user in BroadWorks will be displayed.

Awailable: in office

Close Awvailable: out of office
Restart Busy
Restore 1 Unavailable

iF  Settings None
Cornaids | & Do not disturb
Call Logs . Call forward always 3
Dial number v |17 Connectto a device 4
ShongE Ry | [>* Remote Office 3
ACD State 15:47

) QU YD 7 ENG

27/09/2018

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

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

keyboard.
03456040626
03457203040
03459758758 Close
01268508018 o
Steve Wardle Restore
Chris Tutt
Matalie Maines (Salesforce Contact) 0 g
001895454476 Contacts
003100000000 Call Logs
Conference Bridge 1263 | t Call number y
MNew number Change my status ~ »

ACD State »

3.4  Call Notification Preferences

Unity Agent can be configured to pop when a call is presented or pop a “toast” summary notification
above the system tray when a call is presented. Optionally, Agent can also perform auto-answer
when using click-to-dial. If this is not selected, then the IP phone will ring and the user will have to
lift the handset to initiate the outbound call.
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(D Services & Settings X

Servl(esl Settings I
= Unity Settings ~ || Specify how to be notified of incoming or outgoing calls. When browsing to a URL, use the
£ Appearance [Number], [Direction], [CaliD] and [LoginID] placeholders which Unity will then replace with the call
Skin details.

Contact Search
Contact Display

Current Calls
£+ Computer/Phone Integration [[] show remote party phone number
Clipboard Integration
Dialing Rule 'On an incoming or outgoing call
(= Custom Directory Integration [] overide the contact name using the number
Configuration
Outlook Integration performn auto answer when using dlick-to-dial
= Browser Integration
op Uni
bt [ pop Unity
Click To Dial auto-hide Unity when call completes
Desktop Integration .
=Notheaton pop summary notification
Calls, for 5 % seconds
Onversations
Unity Connect
£ Quick Keys When call details dicked
Key Combinations pop Unity
Commands
- Startup [ pop Outlook (if applicable)

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
Chris Tutt Andrew Smith (0002) 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.

To: Jenna Wimshurst

From: Hatalie Maines (Salesforce Contact)

3.6 Browser Screen-Pop

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

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

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

[ Ahways show Unity on top of all windows

|| Show missed call count in call log tab

When minimised, place Unity in the
(7 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)
I

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 Skin | Gradient Light Gray =
| Gradient Light Gra

Gradient Gray
Plain Gray

Plain Light Gray
Gradient Blue
Plain Blue

4 MAIN INTERFACE ELEMENTS

4.1 ACD State Buttons
ACD State buttons for setting the agent’s availability to the call center. When clicking

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

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

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

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

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

Clicking into the Voicemail tab will display a list of voice messages with the most recent at thetop.
Double click an entry to play through the PC’s default media player. Right click to save locally or
delete.
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Search on name or
phane number

Contacts | Call Logs {1 Missed)l Voicemail

My status- available in office

== Search a
Call Date MName Phone Number
06/04/2016 16:47:05 James Smith 1312
03104/2016 18:43:22 Lewis Marcantonio

26/02/2016 10:35:42
26i02/2016 10:34:56
22/02/2016 18:31:43
15/02/2016 16:10:15
15/02/2016 11:39:50

8330
8330

INDIAConference Room
INDIA Conference Room
Hannah Carpenter (Business)
Unavailable

Parvathi M

Unavailable
8322

+44797066303] 4

Duration
00:00:43

Play
Save
Delete

L cal
Copy number

x ¢ @

Reset column widths
[#] show gridiines

Refresh voicemail list, or save or
delete selected items

Options when
right-clicking

In order for the Voicemail tab to appear, Agent must be configured for “Use unified messaging” and

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

(D) Services & Settings

Services Settings

5

E

=8 N!essaimi

Call Center

- Agent

- ACD State

£ Statistics

i - Columns

- Reporting

i~ Abandoned Calls
Comm Pilot Express

i~ Available: In Office
- Available: Out Of Dffice
- Busy

“~ Unavailable

Do Not Disturh

- External Caling Line 1D Delvery

Internal Caling Line ID Delivery

- Simuftaneous Ring
El- Qutgoing Calls

Caling Line 1D Delivery Blocking

El- Call Control
- Broadworks Anywhere

Call Transfer

- Call Park Retrieve

- Cal Recording

- Call Waiting

- Directed Call Pickup With Barge-in

Hoteling Guest

- Remote Office

Shared Call Appearance

~ || Configure your personal voice messaging.

Enabled

®) Use unified messaging
Use phone message waiting indicator
Show visual voicernail tab

O Forward the voicemail via emal

[] Email notification of new voicemais

[ Email a copy of the voicamail

[ Transfer from voicemail on zero

[ send all calls to voicemail

Send busy calls to voicernail

Send unanswered calls to voicemail

CALL CENTER AGENT FUNCTIONALITY

5.1

Changing ACD State

Clicking Unavailable, Available or Wrap-Up will change your availability for all queues you are a

member of. This will not impact receiving inbound direct calls. The currently selected state will

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

Q

Unavailable = Avsiisnis

Wrap-up
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5.1.1 Only Show One ACD Button
Unity Agent can optionally be configured in Settings > Incoming Calls > Call Center > Agent >
ACD State to only display one ACD button, which will be the currently selected state. Left clicking

will provide the other ACD options.

() Services & Settings

Services Settings

= Incoming Calls "

Anonymous Call Rejection
Call Forward Always
Call Forward Busy
Call Forward No Answer
Call Center
=-Agent
Lo el
- Statistics
Columns
Reporting
- Abandoned Calls
Comm Pilot Express
- Available: In Office
Available: Out Of Office
-~ Busy
Unavaiable
Do Mot Disturh
External Caliing Line ID Delvery
Internal Caling Line ID Delivery
Simultaneous Ring

- Outgoing Calls

Caling Line ID Delvery Blocking

£ Call Control

Broadworks Anywhere

Call Transfer

Call Park Retrieve

Call Recording

Call Waiting

Directed Call Pickup With Barge-in «

Configure call center agent settings such as ACD state.

Startup & desktop unlocked ACD state
| Mot Set ~

Post call ACD state
Not Set e

Desktop locked ACD state
Not Set ¥

Wrap-up duration (sec)

[[] Don't change my ACD state to Available until 1assign a disposition code

[] Prevent me from menually changing my ACD state when on a call center call.

I Only show the current ACD state button
Activate sign-out ACD state when Unity i closing.

When displaying ACD state
Show duration ~

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

BroadWorks will appear. Unavailable Code assignment with one ACD button:

Available

Q0D

o2}

Wrap-up

Unavailable | Awaiting PCl Payment

Clearing Tickets
Comfort Break

[ Lunch (defaul)

Training

Paperwork
Technical Support & Testing

WebChat

Unavailable Code assignment with three ACD buttons:

QOO0 ae

Awaiting PCl Payment
Clearing Tickets
Comfort Break

Lunch (default)

Paperwork

Technical Support & Testing
Training

WebChat
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5.1.3 Force Disposition Code

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

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

() Services & Settings X

Services  Settings

E-Incoming Calls Configure call center agent settings such as ACD state.
- Anonymous Call Rejection
Call Forward Always
~ Call Forward Busy
Call Forward No Answer
- Call Center

>

B-G

B Agep
o |
- Supervisor
Call Center Monitoring
- Statistics
Columns
~ Threshold Alerts
Reporting
~ Abandoned Calls
7~ Comm Pilot Express
- Available: In Office
Available: Out Of Office

- External Caling Line ID Delvery
Internal Caling Line ID Delvery
- Simuftaneous Ring

- Outgoing Calls

- Caling Line ID Delvery Blocking
all Control
~Broadworks Anywhere
Call Transfer
~ Call Park Retrieve
Cal Recording
Call Waiting

Startup & desktop unlocked ACD state

Mot Set v
Post call ACD state

Mot Set v
Desktop locked ACD state

Mot Set ~

‘Wrap-up duration (sec)
o

Busy | EA Force me to 2ssign 2 disposition code |
Unavelebla for |20 seconds
Do Mot Disturb

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

When displaying ACD state
Show duration v

Assign Disposition Code - 00:04 remaining x

Code

1 Call from Reseller

2 Call from Direct customer

3 Call for other member of staff
4 Cold Call

5 Did not add a code

1] Existing Customer

New Customer

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

..,f Unity Agent: Jenna Wirnshurst - Unavailable - Comfort Break (duration: 00:08)

This can optionally be configured to also display the ACD duration or the time that the ACD state
was changed. This is configured in Settings > Agent > ACD State as below.
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() Services & Settings

Services }i@gmng_g |

- Incoming Calls -
Anonymous Call Rejection
Call Forward Always

Call Forward Busy

Call Forward No Answer

Configure call center agent settings such as ACD state.

(=1 Call Center

& b
I [ACD State
B e

Columns
Reporting
Abandoned Calls
=~ Comm Pilot Express
Avziiable: In Office
Available: Out Of Office
Busy
Unavaiiable
~Do Not Disturb
-~ External Caling Line ID Delvery
Internal Caling Line 1D Delvery
Simultaneous Ring
- Qutgoing Calls
Calling Line 1D Delivery Blocking
| || & call Control

m

Startup & desktop unlocked ACD state
[Hot set -

Post call ACD state
[Hot set -

Desktop locked ACD state
[Hot set -

Wrap-up duration (sec)
10

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

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

[¥] Activate sign-out ACD state when Unity is closing.

Broadworks Anywhere

‘When displaying ACD state

Broadworks Mobility

Call Transfer

|| Call Park Retrieve

Call Recording

Call Waiting -

{Shuw duration hd

5.2  Using Personal Wallboard

The Personal Wallboard will show current performance metrics for the call centers the agent is
assigned to. The stats are broken down by “My Statistics” which shows the agent’s individual
performance and “Overall Queue Statistics” which will show the current conditions across the
entire call center[s]. The =« icon at the upper right hand corner of Personal Wallboard toggles
between showing all call centers individually [maximized view] or a summary of all call centers

combined [minimized view].

Maximized View

My Statistics Overall Queue Statistics -
Name Total Web  Answere Total Missed Average Emails  Web Total Calls  Total Callsin Longest Average Average Calls Web Web
Calls Chats dCalls Talk Calls Talk  Answere Chats Calls Answere Missed Queue Wait Wait Talk Abandon Chats Chats
Answere Time Time d Receive d Calls Time: Time  Time ed  Queued Answere
@ Kakapo Systems = 0 = = = 0 0 = = = = = = = = ] 3
@ Botis Sales 0 o 0000 0 0 0 0 o o oood 0000 0 0 0
@ nuts Sales 0 = 0 0o:.00 0 00:00 - = 0 0 00:00 00:00 0 = =
t] [t} 0 00:00:00 lt] 0o:00 a 0 1} 0 a 0 0o:00 00:00 00:00 0 0 3
Minimized View
My Statistics Cverall Queue Statistics -
Name Total Web  Answere Total Missed Average Emails Web Total Calls Total Callsin Longest Average Average Calls Web Web
Calls Chats  dCalls Talk Calls Talk Answere Chats Calls Answere Missed Queue Wait Wait Talk Abandon Chats Chats
Answere Time Time d Receive d Calls Time Time Time ed Queued Answere
Summary 0 a 0 00.00.00 0 00:00 0 0 1} a 0 a 00:00 00:00 0000 0 0 3

Note: Statistics shown in Personal Wallboard reset every 24 hours at midnight.

5.2.1 Locking in Minimized State
To disable the ability to maximize and minimize the Personal Wallboard, activate “Only display
summary statistics” in Settings > Call Center > Statistics as below.
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~
(D) Services & Settings =

Services | settings|

-Incoming Calis
Anonymous Call Rejection

»

Configure cal center statistics delvery. Cal center passwords (required to gather statistics)
can be entered in the Authentication section. The Client Call Control service must be

. Call Forward Always assigned to the cal center if real-time statistics are required.
Call Forward Busy

- Call Forward No Answer
Call Center

Refresh frequency (secands)
90 - 900

T Colmns [@] Only display summary statistics
Reporting
- Abandoned Calls Use scrollbars when the call center count equals
(= Comm Pilot Express =l |20 :
-~ Avaiable: In Office F
Avaiable: Out Of Office Process call centers in batches of
Busy 2 =

Unavailable

Do Not Disturb
- Bxternal Caling Line ID Delvery

Intemnal Caling Line ID Delivery
- Simultaneous Ring
- Qutgoing Calls
i Caling Line ID Delivery Blocking
J- Call Conttrol
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 > Columns.

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 Services & Settings X
Services | Settings
- Incoming Calls ~ ||Spedify which columns should be displayed in the personal walboard. Threshold values can also be
~ Angnymous Call Rejection set for many columns

Call Forward Abways
Call Forward Busy
Call Forward No Answer

Agent Columns | Contact Center Colurmns
Total Calls

Web Chats Answered

Answered Calls

~ Reportng Total Tak Time
* Abandoned Calls Missed Calls
£ Cornm Pilot Express Average Tak Time

i Available: In Office
i Available: Out OFf Office
L Busy
i Unavaiable
~ Do Not Disturb
- External Caling Line ID Delivery
- Internal Caling Line ID Delivery
- Simultraneous Ring
- Qutgoing Calls
~Calling Line ID Delvery Blocking
- Call Conitrol
~Broadworks Anywhere
- Broadworks Mobilicy
~ Call Transfer
Call Park Retrieve
Call Recording
Call Waiting
Flexible Seating Guest
Hoteling Guest | ' =
Remote Office " :
Shared Call Appearance v

Emails Answered
Web Chats Received

* Cancel oK

5.2.3 Customizing Statistics Label

Doubile click any statistic as displayed in the list above. From the below field you are able to
customize the statistic label as required.
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Statistic to display
HumberOfCallsAbandoned -

Column heading
Abandoned|

[¥] Set threshold alert values

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

Selecting “Highlight non-zero values” will cause any value over 0 to be displayed in red. This has
been activated for the “Total Calls” statistic below.

Overall Queue Statistics

Total Missed
Total Calls Calls Answered Calls
0 0 0
[t} 0 0
i} 6 0
6 & 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 color greed, yellow, red and black.

Some statistics allow a different threshold to be set per call center, for example important queues
can have lower thresholds.

() Services & Settings =5

Services | Settings|

- Incoming Cals

Anonymous Call Rejection
- Call Forward Always

Call Forward Busy

»

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

~ Call Forward No Answer

-Abandoned Calls
J Comm Pilot Express

- Avalable: In Office

- External Caling Line ID Delvery
Internal Caling Line ID Delivery
- Simultaneous Ring

I Qutgeing Calls

% caling Line ID Delivery Blocking
- Call Control

+ Broadworks Anywhere
Broadworks Mability

Call Transfer

~ Call Park Retrieve
Call Recording

- Call Watting

m

- Call Center
E-Agent Statistic to display
. ACDSmte NumberOfCallsAbandened e

Column heading
Abandoned

[¥] Set threshold alert values

Avalable: Out OF Office Coll xatey

-Busy Al 5 10 15 20

Unavaizble Bolts Sales 1 2 5 10
Do ot Disturb Huts Sales

Doubile 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.
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Total Missed Average Talk
Calls In Queus Total Calls Calls Answered Calls Time Missed % Busy Overflows

5.3 Joining & Leaving Queues
Right click any queue in the Personal Wallboard to toggle between Join and Leave queue. Queues
that you are joined to have a green icon next to them. A red icon indicates that you are not joined

to that queue.

Name Total Calls Answered Calls
| 1B0its Saleg
@ Nuts Sales t, Callqueue
|O Join queue

—  Remaove from personal wallboard

Refresh statistics

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.

(0 Unity Agent: Jenna Wimshurst - Available (duration: 01:36:42)
File Messaging Tools Help

Q Wv&wp?%@@@@@@

Unsvaible  Avadabie Hod  Conference Voiosmail Recording  Repors  Seftings

My Statistics Cverall Queus

Name Total  Web Answere Total Missed Average Emails Web  Total  Calls  Total Callsin Longest A
Calls Chats dCalls Talk Calls Talk  Answere Chats Calls Answere Missed Queue  Wait
i d Calls

swere. Time Time d Receive Time

@ Kakapo Systems - 0 - — = = o 0 = = - - -
@ Balts Sales 0 0 oooe o 0 0 0 0 n 1 o000 |
@ Nuts Sales 0 = 0 00:00 0 00:00 = = 0 0 o000
a o a 00:00:00 a 00:00 a 0 a o a 1 00.00 {
Activity From To Duration Status
Queued
I Call Matalie Maines (Salesforce Contact) Bolts Sales 00:00 Ringing I

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

5.5 Using Disposition Codes
Unity will expose ACD Disposition Codes as configured in BroadWorks, to agents within the Active

Call Window. The user can enter one or more Disposition Codes by right clicking the active call
and selecting from the context menu. Disposition Codes can be entered while the call is active, or
immediately after, when the call has ended and before another call is answered. Only Disposition

Codes configured for the queue that the agent has answered are displayed.
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From To
o' Natalie Maines (Salesforce Contact)

Duration
Bolts Sales 00:18

Stalus Notes

Active - Not recording [

Assign call to account code 3
Add number to personal directory
Add call note

Show CRM contact
Add CRM call log entry

Contacts CallLogs Voicemail

Escalate to first supervisor Iy status: available it

Search Instant conference/emergency escalate to first supervisor ofice | LondonOffice |  New York Office
e Supervisors 3 Status
[ Assign disposition code v [ selectedcall » 1 Call from Reseller

Reset column widths 2 Call from Direct customer

3 Call for other member of staff
4 Cold Call
5 Did not add a code

Show gridlines

Existing Customer

MNew Customer

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

From To Duration Status Notes

Assign disposition code  » 1 Call from Reseller

2 Call from Direct customer

3 Call for other member of staff
4 Cold Call

5 Did not add a code —

Existing Customer

Last call between Bolts Sales Matalie Maines (Salesforce Contact) 3 ‘

Reset colurmn widths |

Show gridlines

Mew Customer

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

(D Services & Settings X

| Servlcesl Settings

Incoming Calls ~ || Configure contact center agent settings such as ACD state
‘Anonymous Call Rejection
~ Call Forward Always
Call Forward Busy
Call Forward No Answer
Coj nter

Calls

* Abandoned Calls
Comm Pilot Express
Avziable: In Office
Avaiable: Out Of Office
Busy
* Unavaiable
Do Not Disturb
- External Caling Line ID Delivery
Internal Caling Line ID Delvery

HE St I Automatically answer contact center cals when I'm a\ra'»amel
tatistics
Columns Include contact center calls in my call logs
Reporting

Display queued contact center calls in the activity list

Conversations

[ show Media Stream name in the activity list

[J Prompt me to confirm before dosing a conversation

[[] Force me to reserve a conversation before replying

[] Prompt me to confirm before leaving a queue if I am the fast joined agent
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5.7 Supervisor Escalation

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

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

@ Services & Settings ®
Sarvices  Settings
- Incoming Calls ~ || Configure call center agent settings such as ACD state
Anonymous Call Rejection
- Call Forward Always
Call Forward Busy
Call Forward No Answer
=) Call Center
;. [ Automatically answer call center calls when I'm avaiable
: D Stata
: kA Include call center calls in my call logs
= Statistics b G
- Columns [ Display queued call center calls in the fist
i Reporting
‘. Abandoned Calls When listing supervisors

=) Comm Pilot Express
i+ Avaiable: In Office
i Avaiizble: Out OF Office O Include only those supervisors that are currently supenvising me
- Busy
- Unavaiable
Do Mot Disturb
- External Caling Line ID Delivery
Internal Calling Line ID Delvery
- Simultaneous Ring
1 Qutgaing Calls
Calling Line 1D Delivery Blocking
i+ Call Control
Broadworks Anywhere
- Call Transfer
Call Park Retrieve
~ Call Recording
Call Waiting
- Directed Call Pickup With Barge-n +

(® Include all supenvisors in the call center

5.7.1 Standard Escalation

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

5.7.2 Emergency Escalation

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

selected supervisor, or the first supervisor that is available.
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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:

From To Duration Status Notes
el Natalie Maines (g _ Active - Not recording
Assign call to account code b

Add number to personal directory
Add call note

Show CRM contact
Add CRM call log entry

Escalate to first supervisor
Contacts Call Logs P My status: available
Instant conference/emergency escalate to first supervisor

Search |: fati L1 & nff I__landon Office |  New York Office
\ Supenvisors 3 Amy Earl »
Name i o
AT EpRTdn Code » Chris Tutt v Callfescatate
T Dashbosrd User » [ instomt conference/emergency escaiste
Show gridlines Sonferiince Plions ' 1 Teansfer call to extension
Ed 3
Gopikithoanit j; |48 lntontroessage
Jain Sin v
Sally Jones v
Sebin Joseph ,
Steve Tutt 3
Steve Wardle v

Or escalates the call to the first available supervisor.

From To
Ql Natalie Maine

Assign call to account code 3

7

Add number to personal directory

Show CRM contact
Add CRM call log entry

Contacts  Call Logs  Voicen

Escalate to first supervisor
Search |

Instant conference/emergency escalate to first supervisor

Name
Supervisors 3

Assign disposition code 3

Reset column widths

Show gridlines

5.7.4 Escalation via Personal Wallboard

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

Name TotalCalls Answered  Calls  Tima MissedCalls  Time  Answered Recelved | TotalCalls Answered  Cail:

[ Jooi: : 00:00
@ Faapo | - Collquee - - i o - n -
@ nuts sl Transfer call to queue o 00:00 5 - o
@ LeaveQueus 0 00:00 ] ] 0 0 a
———— | (% Refresh statistics =
Activity| Duration Status
ikt Escalate to first supenvisor
@ cal Instant conference/emergency escalate to first supervisor 00:08 Active - Mot recording
Supervisors v Amy Earl »
®  Remove frem personal wallboard Arjun Harikumar 4
= Chris Tutt k | Callfescalate
Show gridlines
Dashboard User b ‘ Instant conference/emergency escalate
Canference Phane b 12 Transfer call to extension
Ed Thrus »
Gopikrishnan V " BB Instant message
lain Sin >
Sally Jones »
Sebin Joseph 3
Steve Tutt 3
Steve Wardle >
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Please note that if the agent right-clicks on a different call center in the personal wallboard [to the

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

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

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

the outbound DNIS setting is changed, or set to none.

E5 0356040606

01268508018

Steve Wardle

Chris Tutt

MNatalie Maines (Salesforce Contact)
001895454476

003100000000

Conference Bridge 1263
03301500085

Bolts Sales

Change outbound number 4 ‘ Bolts Sales (Bolts International)

| Bolts Sales (London Sales)

Muts Sales (Muts International)
Muts Sales (Muts Sales)
Muts Sales (Wuts UK)

None

Unity Agent provides access to the following agent reports:
1. Agent Activity Detail Report

Agent Activity Report

Agent Call By Skill report

Agent Call Detail Report

Agent Call Report

Agent Duration by Skill Report

Agent Duration Report

© N o g bk w D

Agent Sign-In/Sign-Out Report

To access these reports, click the Reports button W 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.
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@ Report Viewer = X @ Report Viewer
Report Agent Activity Detail Report v Report
Start Period | Thu, 13 Sep @~ | |00:00 ~1 | | start Period
End Period [Thu, 205ep @3- | [12:00 ! | | End Period
Output Type PDF ae Output Type

X Cancel Run

Agent Activity Detail Report

Agent Activity Detail Report
Agent Activity Report

Agent Cal By Skil Report
Agent Cal Detai Report

Agent Cal Report

Agent Duration By Skill Report
Agent Duration Report

Agent Sign In Sign Out Report
CC - Agent Activity - Agent

5.10 Pre-configuration of ACD State
Unity Agent offers a cascading hierarchy of agent availability settings that control the agent’s join

CC - Agent Activity - Media Stream

CC - Agent Activity - Queue

CC - Conversation Detail - Agent

CC - Conversation Detal - Media Stream

CC - Conversation Detai - Queue

CC - Conversation Summary - Agent

CC - Conversation Summary - Med@ Stream
CC - Conversation Summary - Queue

CC - Performance - Media Stream

CC - Performance - Queue

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

Incoming Calls > Agent.

() Services & Settings

Services Settings

- Incoming Calls

-~ Anonymous Call Rejection
Call Forward Always

- Call Forward Busy

- Call Forward No Answer

:

>

Abandoned Calls

mm Piot Express

i Availzble: In Office
Avaiiable: Out Of Office

Busy

= Unavailable

Na Nt Disturh

Configure automatic call center login/logout. Only call centers that allow agent login/logout
will be configured. Configuring call centers when the desktop & locked or unlocked is only

available on Windows XP or above.

Join all my call centers:

[[] when Unity is starting

[] when the computer is unlocked
Leave all my call centers:

[ when Unity is closing

[] when the computer is locked

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

state and desktop locked state.

(D) Services & Settings

Services Settings

>

£ Incoming Calls

Anonymous Call Rejection
Call Forward Always

Cal Forward Busy

Cal Forward No Answer
Cal Center

~ Columns
Reporting
Abandoned Calls
Comm Pilot Express
Available: In Office
Available: Out Of Office
Busy
Unavaiiable
Do Mot Disturh
External Caling Line ID Delivery
Internal Caling Line 1D Delivery
Simultaneous Ring
- Outgoing Calls
£ Caling Line ID Delvery Blocking
&) Call Control
Broadworks Anywhere
Call Transfer
Cal Park Retrieve
Cal Recording
Call Waiting
Directed Call Pickup With Barge-in v

Configure call center agent settings such as ACD state.

Startup & desktop unlocked ACD state
Mot Set L

Post call ACD state
Not Set v

Desktop locked ACD state
Not Set ~

Wrap-up duration (sec)

[] Don't change my ACD state to Avaiable until 1 assign a disposition code

[ only show the current ACD state button
Activate sign-out ACD state when Unity is dosing.

‘When displaying ACD state
Show duration v

[ Prevent me from manualy changing my ACD state when an a cll center cll.
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6 CALL CONTROL

All calls are managed through the call control buttons at the top of the application. These buttons
will change depending on the state of the selected call, or the only call if there is only one call in

the Active Call Window. For example, the Release @ and Hold/Retrieve 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.

6.1 Making a Call

6.1.1 Using the Dial Window

Click the Dial button taibring 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 x

X Cancel OK

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

Name

ﬂjm] . Call extension |

h,my,.—]

. Chris

(x] Cind_\J.
& Colin

@ *  Remove from contact group 2
i Dawi

View user details

Add to contact group 3

6.1.3 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 voicemail

or present call hold, camp on and transfer are available.
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Enter the search field in the Contacts panel to dynamically search all internal users and speed
dials. Either right click and select “Call extension” or right-click and drag the icon into the Active

Call Window to make the call.

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

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

Click the Release button td@nd the currently selected call. If there are multiple calls in the

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

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

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

an entry to dial the party, as shown below.
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Natalie Maines (Salesforce Contact]

001895454476

Chris Tutt
003100000000
Conference Bridge 1263
03301590985

Bolts Sales
02086879234
01892512909
071444414002

Change outbound number

6.4

To send an inbound caller directly to your voicemail click the Voicemail button @

Send Call to Voicemail

Please note that if voicemail is not assigned or is disabled, the button will still be visible

but i

6.4.1 Retrieving Voicemail Messages via VoiceMail Button

nactive.

When no calls are currently selected, clicking the Voicemail button will dial the user into their

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

6.4.2 Retrieving Voicemail Messages via Voicemail tab

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

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

delete. In order for the Voicemail tab to appear, Agent must be configured for “Use unified

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

Service

@ Services & Settings

s Settings

1 G

- M

= Call Center

E-Agent

.- Abandoned Calls
- Comm Pilot Express
i~ Avaiable: In Office
+ Available: Out Of Office

Unavailable
- Do Not Disturb
External Caling Line ID Delivery
-~ Internal Caling Line ID Delvery
Simuftaneous Ring

I~ Qutgoing Calls

- Caling Line 1D Delivery Blocking
all Control
- Broadworks Anywhere
Call Transfer
- Call Park Retrieve
Call Recording
- Call Waiting
Directed Cal Pickup With Barge-in
~Hoteling Guest
- Remote Office
Shared Call Appearance

| Voicemsil

Configure your personal voice messaging.

Enabled
® Use unified messaging

Use phone message waiting indicator

Show visual voicernail tab

O Forward the voicernal via email

[] Email notification of new voicemais

[ Email & copy of the voicernail

[ Transfer from voicemail on zero

[ send all cals to voicemail

Send busy cals to voicernail

Send unanswered calls to voicemail

6.5

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

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

internal users and external contacts.

6.5.1 Announced Transfer
Receive and answer an inbound call. Make a new call to the desired destination extension or

number as described Make a Call above. This will automatically place the first caller on Hold and

will open a new call in the Active Call Window. Once the called party answers, click Transfer @
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

@ 11 WM oo m ©
Transfer 03456040626 » | to 01268508018 |

Transfer 01268508018 3 I
to number

Transfer calls together

Aswerey ToarTalk  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 i} 00:01:09 00:18 4

4 4 1] 00:01:09 00:09 4

From To Duraticn

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

Example 2 — Transfer with four live calls

E Transfer 03456040626 3 j
} Transfer 01268508018 » | to 02456040626 —
Transfer 03450758758 » | to 03459758758 |
Transfer 03457203040 3 to 03457203040
Name Total Calls s alls A
@ Nuts Sales 0 i 0 00:00 te number
@ Bolts Sales 4 4 0 00:01.08 00.18 T
4 4 i 00:01:09 00:09 4
From To Duration
@ Jenna wimshurst 03456040625 01:37
@ Jennawimshurst 01268508018 01:24
@ Jennawimshurst 03450758758 00:17
@ Jenna wimshurst 03457203040 00:02
6.5.1.1 Warm Transfer

Unity Agent allows you to warm transfer a call by right clicking the user you want to transfer the

call to and selecting “warm transfer” from the context menu. This will then put the original caller
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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 fromyour

active call window.

Q'I . Call extension
, Stevel
. Steve 1 '  Transfer call to extension
. Peter |-| Warm transfer call to extension
FPaul D : :
& Lewis Transfer to voicemail

6.5.2 Blind Transfer

6.5.2.1 Using Contacts Panel Drag and Drop

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

refer to section 8.

Q.I i, Call extension
) S
- | ' Transfer call to extension
L P Warm transfer call to extension
e E Transfer to voicemail
Sli= Park call on extension
6.5.2.2 Using Transfer Button

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

icemail  Recowding  Settings

Frem o
Jenna Wimshurst Sasha Gorb (+447976493816)
Transfer x
X Cancel OK
6.5.2.3 Using Right Click

While on an active call right click the recipient icon or number in the Contacts panel or Search.
Select “Transfer call to extension” to blind transfer the call.
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Name Phone

OI 1. Call extension
. Am
\ ' Ch | ' Transfer call to extension
€@ Cin Warm transfer call to extension
Col . .
Transfer to voicemail
i Da
i De Park call on extension
Ed
3 View user details
i Led

6.5.3 Transfer to Voicemail
The option to Transfer to voicemail is valid only for internal company users that have Voicemail
assigned and activated.

6.5.3.1 Using Contacts Panel Right Click - Voicemail

While on an active call, right click a user in the User Status list and select “Transfer to voicemail”.
This will send the selected call directly to the destination extension voicemail without introducing
ringing.

@‘I . Call extension

. Sleve
d  Steve| & Tranzfer call to extension
. Peter Warm transfer call to extension
Paul [
au. L| Transfer to voicemail
& Lewi
¢ LeeH Park call on extension
6.5.3.2 Using Drag and Drop

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

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

. Tracey Scnate N2N8288196R2
Steve Wi "o Transfer call to extension

. Steve Ty Transfer to voicemail
. PeterlLa
Paul De Park call on extenszion

6.5.4 Transfer to Mobile

If the destination user has a mobile number entered as part of their profile in BroadWorks, you
have the option to right click and select either Dial Mobile [to perform an announced transfer] or
Transfer Call to Mobile [to perform blind transfer].
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6.5.4.1 Using Contacts Panel Right Click - Mobile
Right click the desired user in the Contacts panel. To announce the call, click Dial Mobile. Once

the recipient answers click Transfer and select the context menu option to transfer the calls

together.
To blind transfer the call without introduction click Transfer call to mobile.

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

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

6.6 Call Hold/Retrieve

The Hold/Retrieve

Hold is only available for an active call while Retrieve is only a valid option for a call currently on

function toggles depending on the status of the currently selectedcall.

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 Staftus
() JennaWimshurst Sasha Gorb 00:04 On hold

6.6.1 Placing a Call on Hold

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

as on hold in the Active Call Window and there will be an On Hold icon alongside the call.

6.6.2 Retrieving a Held Call

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

double-clicking them in the Active Call Window.

6.7 Conference Calling

A conference call can be established with any combination of internal and external numbers. The
total number of parties that can be supported is determined by service assignment. The Three-
Way Calling user service supports conference calls with two other parties only while the ayW

Calling user service supports conference calls with more participants.
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6.7.1 Starting a Conference Call
Once an active call is established [that you have either made or received] call a second person.

You can do this by clicking the Dial button of‘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.

Once the second party has answered the call, click the Conference button and a ﬁe@v
conference will be created between you and the other two parties. This is represented in the Active

Call Window as shown below:

From To Duration Status
4L Sasha Gorb Jenna Wimshurst 00:15 Active (conferencelMot recording
2% Jenna Wimshurst 01268508018 00:02 Active (conference¥Not recording

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
@ Sasha Gorb Jenna Wimshurst 00:36 On hold (conference}
&l‘? Jenna Wimshurst 01268508018 00:23 On hold (conference)

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

select the call to release in the Active Call Window and click the Release button @/ou 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.

D M ™ AR ™
QO0OOO®O O

Trar Transfer calls together {leave conference] |

/7  ACTIVE CALL WINDOW

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

currently managing.
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7.1  Window Layout

From To Duration Stalus
) JennaWimshurst 03456040626 0018 On hold
Jenna Wimshurst Sasha Gorb 0000 Ringing

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

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

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

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

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

From To Duration Status
Hot Desk 3 -9103 Boits Sales 01:48 Cueued at position 1
Charlotte Quartly Bolts Sales 01:25 Queued at position 2

7.2 Managing Multiple Calls

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

Waiting user service is assigned and active.

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

on hold.

7.3  Resizing the Active Call Window

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

below.
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r N
() Services & Settings @

|Serwces| Settings |

- 5Kin
- Contact Search

£+ COpTTeT eI gration
Clipboard Integration
Dialing Rule [¥] Resiza the current call list to ensure all calls are visible
£+ Custom Directory Integration
Configuration
Outlook Integration 7] Group queued calls together
= Browser Integration
CRM
- Desktop Integration
- Call Motification
- Unity Connect
= Quick Keys
- Key Combinations
- Commands
- Startup
- Update
=l Instant Messaging & Presence

>

Configure how Unity displays calls in the current call list

[7] Group waiting calls together

n

7.4 Assigning an Account Code

Account codes can be assigned to a call through the Active Call Window as shown below, please
note that Unity must place the call on hold in order to assign the account code, then will attempt to
retrieve the call although this isn’t always possible in which case the user must retrieve the call
using the phone.

From To Duration Status
el Matalie Maines {Salesforce Contact) _m
Assign call to account code 3
| ! Company B |
Add number to personal directory Company &

Show CRM contact
Add CRM call log entry

Contacts  Call Logs Voicemail Abandoned Calls  AgentActivity

Search Assign disposition code 3

Reset column widths

Show gridlines

Name Fhone

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

code:

3 DRAG AND DROP

Many common call handling actions can be performed with drag and drop, as well as right click and
call control buttons.
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8.1 Make a Call to a User or Number

Drag a user icon - or a speed dial shortcut icon from the Contacts panel up into the Active Call
Window to make a new call to the selected user or number.

8.2 Transferring a Call to a User
Drag a live call onto a user to either perform blind transfer, or to populate a drop list with call

handling options. The drag and drop behavior for this action is configured in Settings as shown
below.

() Services & Settings

Services Setings

(= Unity Settings Configure the way Unity displays contacts as wel as drag & drop options
[ Appearance
- Skin
ontact Search
- Current Calls
= Computer/Phone Integration Show call duration in contact fist

- Clipboard Integration

Dizling Rule

=+ Custom Directory Inteqration
- Configuration

A Gutlnmk?ﬂtegmt\un Transfer call to extension
- Browser Integration Transfer to voicemail

i+ CRM
i Click To Dial Transfer call to mobile
Desktop Integration
Noftification

Unity Connect ] Warm transfer call to mobile
= Quick Keys

- Key Combinations
= Commands
Grartun

[] Alays show call detais

Menu options when a call is dragged over a contact

[ Warm transfer call to extension

[] Park call on extension

8.3 Make a Call to a Call Center Queue

When agent is configured as an agent, drag a call center queue from the Personal Wallboard to
the Active Call Window to make a call to that call center.

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

8.5 Send to Voicemail

Dragging an unanswered call from the Active Call Window onto the Voicemail button @ will blind
transfer the incoming call to your voicemail.

8.6 Call Control

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

8.7 Send New Instant Message
Drag a user to the docked IM window to the right of the Contacts panel to send an IM to that user.

This requires that the “Always show docked panel” field is ticked in Settings > Instant Messaging
and Presence.
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(.D Services & Settings

Serwcesl Settings I

x

= Unity Settings

=~ Appearance

Skin

Contact Search
Contact Display

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

Current Calls

[ Computer/Phone Integration
Clipbozrd Integration
Dialing Rule

= Custom Directory Integration
i Configuration

- Qutlook Integration
= Browser Integration

i Click To Dial
-~ Desktop Integration
- Notification
~Unity Connect
= Quick Keys
- Key Combinations
Commands

Send IMs to offine users
[~ Show instant messages in docked panel
Always show docked panel

Use existing conversation for drag and drop
When an instant message is received:
Show the conversation window

lay a notification sound

how popup notification

Show popup notification until closed

-~ Language
[=- Connection
-~ Network
- Proxy
- Authentication
X Cancel | | oK |
Steve Tutt a 4 X
Jenna Wimshurst Hey can you take this sales call please?
Steve Tutt: yes no problem
‘ . Transfer call to extension
Transfer to voicemail B
- Park call on extension
———— - L X

Jenna Wimshurst Hey when you'rs back Sally wants to speak to you!

Charlotte Quartly, Amy Earl

Jenna Wimshurst Heyt Just doing a live demo
Charlotte Quartly: Hey
Amy Earl: Hey there!

See also section 10 on Instant Messaging.

8.7.1 Add Particip

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

ant to Existing IM Session

Chris Tutt

Add to the conversation

Start a new conversation
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8.7.2 Transfer Call to IM Participant
Drag a call from the Active Call Window onto an IM session in the Docked IM Window and you will
see a prompt to transfer the call. This is particularly useful if you want to check the recipient’s

availability before you transfer.

David Higgins a U X

. Transfer call to extension

Transfer call to mobile

Transfer to voicemail

Park call on extension

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

Steve Wardle, Chris Tutt, David Higgins a X

Steve Wardle 3

Chris Tutt 3

David Higgins  » || ,

Transfer call to extension

Transfer call to mobile

Transfer to voicemail

Park call on extension

9  CONTACTS PANEL [BUSY LAMP FIELD]

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

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

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

panel and select Appearance list to change the view.
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Service Configuration 4
a b Details
o number
id List
Personal directory 3 Sinallicen
{3 Manage user list Tile
Appearance » | Show extension

Show department

Show ACD state

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

can be shortened in which case scrollbars will automatically appear].

[Contacls’ ActivityLogs Abandened Calls  Voicemail Wy status: available in office
Name Phone ACD State Status
Chris Tutt 020828812 Sign-Cut -~
Cindy Baker 020828812
Calin Wardle 020828812 Sign-Out
© Dave Baker 020828812 Available Talking to +447717580512 - 20:22/ In a meeling
David Higgins 020828812 Sign-in
Dean Thompson 020828812 Sign-in
© 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 Tutt 020828812 Unavailable - WebChat
Steve Wardle 020828812 Unavailable - Comfort Break In @ meeting until 3pm
Vas Koria 020828812 Available
v

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.
Service Configuration 4
Details
Copy number Lick
Personal directory » Small icon
{3 Manage user list Tile
[ 7
| Appearance 7 !| Show extension

Show department

Show ACD state
Show call duration

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

Alastair Farrant
Amy Baker
Charlotte Houston
© Chris Tutt
Cindy Higgins
Colin Earl
David Thompson
Ciean Dewey
Ed Sinnott
© Harry Brown
lain Marcantonio
€ Krysia Quartly
Lee Koria
@ Lewis Swiatek
FPaul Thrussell
Steve Tult
Steve Wardle
Vas Dadds

9.1.3 Small Icon View
This view combines a simplified look and space reduction.

Contacts  Call Logs  Voicemail

Alastair Farrant Amy Baker Charlotte Houston
Dean Dewey Ed Sinnott €3 Harry Brown

€ Lewis Swiatek Paul Thrussell Steve Tutt
Cindy Higgins Colin Earl £ Chris Tutt

£ Krysia Quartly Lee Koria lain Marcantonio
Vas Dadds David Thompsaon Steve Wardle

9.1.4 Tile View
This view is similar to lcon view but uses more white space to provide a cleaner look.

Contacts Call Logs Voicemail My status: available in office

Alastair Farrant Amy Baker Charlotte Houston € Chris Tutt Cindy Higgins Colin Earl
Dean Dewey Ed Sinnott @ Harry Brown lain Marcantonio € Krysia Quartly Lee Koria
@ Lewis Swiatek Paul Thrussell Steve Tutt Steve Wardle Vas Dadds David Thempson

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:

€3 Chris Tutt

9.2 Userlcons
There are four main user icons states shown in the Contacts panel, regardless of the view chosen.
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Available The monitored user extension is on hook

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

9.2.1 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].

€ Paul Brown
| Talking to +4473344 (Partner Support) - 0845 l

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

® Ringing. Unity open and available for IM

(- % DND/Unavailable profile. Unity open and available for IM
QO Engaged. Unity open and available for IM

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

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

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

Personal directory  »

| 1 Manage user list |

Appearance 3

You will then be able to move users or departments between the lists either by double-clicking them
or using the arrow button. All users in the right-side list will be monitored in the Contacts panel.

This list is saved when Unity is closed.
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Manage users

-[]Joseph Thomas
-[]K & Matthew
~[Krysia Demo Htek 926
~[Krysia DemoHtek902
~[JLewis Test 2000

<

[] Communications Limited

.[]Jaik George [[JABin Joseph
[]JcC Bhat [ []Alastair Brown
.[Jdohn Cole -[amyBar
-[JJohn Dunbar - [ICharlatte Swiatek
-[]John Sured 2 DChns_: Tutt
-[JJoseph Mathunni ---DCIany Farrant
-[]Colin Baker

[JDavid Thrussell
.[]Dean Quartly
-[]Ed Higagins
.[]Gopikrishnan v
[JKrysia Thompsen

T an Unuectan

O Show hierarchy

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

12 remaining | X Cancel

oK

Manage users

X

‘J0| [1 Communications Limited ”
[1Basil Joy .[JAbin Joseph
[sifin Jose -.[_]Alastair Brown
[JJohn Cole -Olamygan
[1John Dunbar []Charlotte Swiatek
[Jdohn Sured - DChrIS Tutt
[JJoseph Mathunni ---DCIHQ’Y Farrant
[JJoseph Thomas [JColin Baker
[sally Jones -[]Dawvid Thrussell
[15ebin Joseph -[]Dean Quartly

[ _]Ed Higgins

[ ] Gopikrishnan

[JKrysia Thompseon

i Lo emtng v

] Show hierarchy 12 remaining | X Cancel oK

9.5 Performing Call Control Actions in the Contacts Panel
There are many call control functions that can be performed by right-clicking a monitored user in

the main Contacts panel or Search. The menu options displayed will dynamically change to only
show those available depending on the state of the monitored user and/or the state of the selected
call in the Active Call Window [if there is one]. For example, “Transfer to voicemail” will not be
available if the user does not have the voicemail service assigned and “Camp call on extension”

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

9.5.1 Call Extension
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.

9.5.2 Answer This Call [Call Pick-Up]

This will perform call pick-up and will pull the call to the ringing Agent user.
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Feature Dependency:
l. Monitored user must be ringing [orange icon]

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

9.5.3 Park Call on Extension
Will park the call on the monitored user’s extension park slot.
Feature Dependency

l. Must have a live call

9.5.3.1 Retrieving Parked Calls

Once a call has been parked onto a user’s extension, their Unity will display a “Pickup Call” icon
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.

0 Unity Desktop: Jenna Wimshurst

File Messaging Tools Help

©00000H6M0e0

Release

Transfer Hold Conference  Voicemadl Recording | Pickup Call | Settings

From To
Matalie Maines (Salesforce Contact) Jenna Wimshurst

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

9.5.4 Camp Call on Extension

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

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

Il Must be enabled in Settings > Call Transfer as below

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

below.
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@ Services & Settings X

Services  Settings

- Incoming Calls ~ ||Configure call transfer recall and busy camp on features. Busy camp on allows you to hold a call
- Anenymous Call Rejection against another person's [busy] extension until they are available.

- Call Forward Always

Call Forward Busy

- Call Forward No Answer
- Contact Center

Allow call transfer recall

- Abandoned Calls

- Comm Pilot. Express

i Available: In Office

i Available: Qut Of Office
L Busy

E- Agent

; ACD State

- Statistics Number of rings before recal
i Columns ki

- Reporting Allow busy amp on

Camp calls for (seconds)
[45

[] Use diversion inhibitor for blind transfer

Unavailable

Do Mot Disturb
- External Calling Line ID Delivery
Internal Caling Line ID Delivery

[ Use diversion inhibitor for consuftative calls
Allow warm transfer through Unity

Allow transfer to voicemail for all internal users
- Simuitaneous Ring
= Qutgoing Calls

i Caling Line ID Delivery Blocking
all Control |
- Broadworks Anywhere
- Broadworks Mobility

~ Call Park Retrieve

Transfer calls to survey extension

9.5.6 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

9.5.7 Transfer Call to Mobile
Performs blind transfer call to monitored users mobile.
Feature Dependency:
I The destination user must have their mobile number entered in BWKS

1. Must have a live call

9.5.8 Transfer Call to VoiceMail
Performs blind transfer to the destination user’s voicemail.
Feature Dependency:
l. The destination user must have voicemail service assigned

1. Must have a live call

9.5.9 Barge into This Call
Makes an immediate three-way conference call with the Agent user, the monitored user and the

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

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

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

can Hold/Retrieve the same as for a conference call.
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From To Duration Status
F#. Sasha Gorb Jenna Wimshurst 0015 Active (conference)Not recording
M. Jenna Wimshurst 01268508018 0002 Active (conferenceNot recording

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 9 then select the option to leave the

conference, as shown below.

m M ﬁ )
e/ Wt WS o

Trar Transfer calls together (leave conference)

Feature Dependency:
I.  The Agent user must have directed call pick-up with barge-in service assigned
Il Monitored user must be engaged on a call

M. The monitored user must not have the barge in Exempt service active

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

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

Unity

Harry Dadds is now available, weuld you like to call this extension? If
you click 'no’ you will not be prempted to call again,

Yes Mo

Feature Dependency:

l. Monitored user must be engaged on a call

9.5.11 View User Details
Performs a lookup on the user’s details as entered in BWKS. This includes their phone number,
mobile and email address.
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Steve Wardle x
Title:
Email: Steve.wardle@kakaposystems.co
Phone: 02082881245
Mobile:
WAV File:

OK

9.5.11.1 Adding Audio Alerts to Monitored Users
The “View user details” box also allows a wav file to be specified that will be played when the

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

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

9.5.12 Send Email
This will open a new email window in the default Email application. The user must have the email

filed populated against their name in BWKS.

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

9.5.13 Answer This Call [Call Pick-Up]
When monitored users are ringing their icon in Contacts becomes orange . To perform pick-up
and answer the call right click the icon and select “Answer this call”. This option is only displayed

when right clicking a ringing user.

| Answer this call

View user details

Add to contact group 2
2.\._' =Nl % FRemove from contact group 3
: LeeH Add note
. Lewis

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

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

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

can be stored and delivered when the recipient next opens Unity.

10.1 Online/Offline Indicator

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

ringing and DND states as shown below.

State Online [Unity Open] Offline [Unity Closed]
Available b

Ringing ®

Engaged 0@ X

DND/unavailable profile -8 (=

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

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

new IM windows will not pop over other applications.

Steve Wardle a X
Steve Wardle: yep ~
Jenna Wimshurst: sweetthanks

Steve Wardle: its parking

&

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

redocked as required.
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(D Services & Settings *

Servlcesl Settings I

[ Appearance
Skin
Contact Search
Contact Display
- Current Calls
1 Computer/Phone Integration
- Clipboard Integration Send IMs to offine users

Dialing Rule
¥
- Custom Directory Integration Show instant messages in docked panel

L. Configuration Always show docked panel

OQutlook Integration
& Browser Intagration Use existing conversation for drag and drop

i CRM
= Click To Dl
Desktop Integration
=+ Notfication Play 3 notification sound
L cale
= Conversations
Unity Connect [ show popup notification unti closed
- Quick Keys
Key Combinations
Commands
- Startup

pdate
]l Instant Messaging & Presence
0gging

= XMPP
Security
Language
=I- Connection
Network
- Proxy
=+ Authentication
- Contact Centers 7

>

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

‘When an instant message is received:
Show the conversation window

Show popup notification

X Cancel oK

10.3 Undocking and Redocking IM sessions

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

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

Docked IM

Steve Wardle a Lt X
Steve Wardle: yep ~
Jenna Wimshurst: sweetthanks

Steve Wardle: its parking

Clickthe ™ “Dock conversation in main window” button to pull the IM session back into the docked
panel in the main Agent interface.

Undocked IM

Q) Conversation: Steve Wardle — *
Steve Wardle: yep ~

Jenna Wimshurst: sweet thanks
Steve Wardle: its parking

Last message received at 10:48 * xXx @D
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10.4 Sending an Instant Message

Send an instant message either by right clicking a user icon in Contacts panel or Search and
selecting “Instant Message” from the drop list, or by dragging a user icon into the docked IM panel.
Alternatively, you can select Messaging > Start Conversation from the top menu bar.

i;.r Unity Agent: Jenna Wirnshurst - Available {duration: (d:22:
File Messaninn  Tnnle  Healn

9 Start conversation
(=]

Unavailable Avaisbis Wrap-up Release Disl Transfer

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

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

Conversation members X

[Peter Law A & |[] Communications Limited
- [Prathap MK +-[JApin Joseph
..[Jsally Jones [steve Tutt
[subhaT i [steve Wardle
[ITracey Scoates

L. [Jvas Koria

[ Show hierarchy X Cancel oK

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

in the bottom window and press Enter or click the # envelope at bottom right.

IM Window - Docked

Undock IM window Call participant

IM Conversation
pa;ﬁcfpant Steve Wardle: yep A
Jenna Wimshurst: sweet thanks
Steve Wardle: its parking

——— Close IM window

b

1 | [mh—— Click to send

Enter IM text here
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IM Window — Undocked

IM participants  Minimize window Close window

1) |Conversation: Steve Wardle E—l

Steve Wardle: yep ~
Jenna Wimshurst: sweet thanks
Steve Wardle: its parking

Enter IM text here

Last message received at 10:48 Ell;‘— Click to send

Re-dock in the IM panel Call participant

Close IM window

10.6 Adding Participants to an Existing IM Session
When an IM conversation is in the Docked IM panel you can drag a user icon from the Contacts

Panel or Search and drop them on the IM window to add them to the conversation. When the IM
Window is undocked you click the Search icon and select participants to add to the

conversation, as below.

Conversation members X
L[ ]Peter Law -~ ¢ |[] Communications Limited
[JPrathap MK i [JAbin Joseph
+ [sally Jones ;--Dsteue Tutt
L[ ]subhaT i.[]5teve Wardle
..[Tracey Scoates
+.[]was Koria
o
[ Show hierarchy X Cancel oK

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

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

Feature Dependency:
Il.  The recipient user must have their email address entered in the system

M. The Agent user must have their outlook client open and they must have full sharing

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

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

settings under Instant messaging & Presence.

(0 Services & Settings

Services Settings

- Skin conversations.
- Contact Search
- Contact Display
- Current Calls

(= Appearance ~ ||Set instant messaging and presence preferences. Changes will not affect existing IM

= Computer/Phone Integration
- Clipboard Integration Send Ms to offine users
Dizling Rule
= Custom Directory Integration
Configuration Always show docked panel
Outlook Integration
= Browser Integration

Show instant messages in docked panel

Use existing conversation for drag and drap

CRM When an instant message is received:
Desktop Integration R e
Ccall Notification Show the conversation window
Unity Connect Play a notification sound
= Quick Keys
Key Combinations Show popup notification
Commands

Show popup notification until closed

Change Password

Security
- Language
=~ Connaction

- Network

- Proxy

=+ Authentication
- Call Centers

Selecting the ‘Show popup notification until closed’ will keep the IM popup on the screen until it has

been closed or clicked.

10.9 Send IMs to Offline Users

Chris Tutt &

Please call Simon Steel on 020 8288
4470

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.

10.9.1 Logging IM Sessions

You will find the Instant Messaging and presence logging options in the Settings tab. Here you
will be able to configure how IMs are saved, what file type they are (CSV or HTML) and where

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

on the agent’s local computer.
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(@ Services & Settings X

Services Settings

£ Appearance ~ || Set instant messaging and presence logging preferences. Log files can be saved in a central
- SKin location for security purposes.

~Contact Search

- Contact Display

~Current Calls

=+ Computer/Phone Integration
~Cipboard Integration Log instant message conversations
~Dialing Rule

(= Custom Directory Integration
Configuration (O Create a new file every day

QOutlook Integration
= Browser Integration ® Always use the same fiie
Log file type

L CRM
* Click To Dal
Desktop Integration HTML =
= Notification
i Calls
' Conversations
Unity Connect
= Quick Keys
- Key Combinations

O Create a new fle for each conversation

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

~ Commands

- Startup

- Update

= Instant Messaging & Presence
g Logaing)

- XMPP
- Security
Language
[=- Connection
+ Network

+ Proxy
) Authentication
Contact Centers v

* Cancel oK

10.10 XMPP Integration

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

being used. Only online users in Unity can participate in group chats, group chat is not currently
supported with XMPP.

10.10.1 XMPP Authentication

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

In order to set the XMPP password go into Settings and click on the “XMPP > Change Password”
item as shown below. You can see the current XMPP status is offline.
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@ Services & Settings K || @ Services & Settings X
Services Settings Services Settings
E-Unity Settings Configure XMPP detais for Unity. The XMPP server wil be assumed from the domen entered as & Unfty Settings Change the Integrated Messaging password, Please note that UC-One wil need to be restarted
& Appearance part of the login ID. & Appearance after changing the password n Unty.
Skin Skin
Contact Search Cantact Search
Contact Display Contact Display
Current Cals Current Calls
=+ Computer/Phone Integration XMPP Login Details = Computer/Phone Integration New password
Cipboard Integration i Clipboard Integration I |
Daling Rule Dialing Rule
£ Custom Directory Integration Offine 1 Custom Directory Integration Confirmation
i configuration Logn Configuration ‘ |
Outlook Integration n Outlook Integration
= Browser Integration enna.wimshursz@urvoice2000.com ] =+ Browser Intagration
o Password s
Cick To Dial » Click To Dial
Desktop Integration ‘ e Desktop Integration
Notification [ Autormatically accept subscription requests Notification
Unity Connect Unity Connect
£ Quick Keys [ Autormatically send subscription requests - Quick Keys
Key Combinations When a contact is online in Unity IM&P and XMPP Koy Combiiations
Commands Commands
startup R X Startup
Update Update
=) Instant Messagng & Prasence E1- Instant Messaging & Presence
Logain Logaing
g £ XMPP
= Change Password
Security Security
Language Language
£ Connection £ Connection
Network Network
Proxy
Authentication Authentication

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.be.im

Password
e — 3

[T] Automatically accept subscription requests

[C] Autometicaly send subscription requests

Uity ==

When 3 contact i online in Unity IM&P and XMPP

[use uniy MeR ~| =
\_0\ The password was changed successfully.

—c

10.10.2 Managing XMPP Subscriptions

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

remove XMPP presence.

QI t. Call extension
View user details
Add to contact group 3
*  Remove from contact group »
Add note
2 Instant message

Add XMPP presence
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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.

o Smart UC-One = O x

File Edit Contacts Calls Conversations

Wimshurst, Jenna
M away v

In a meeting until 3pm

Steve Tutt 02082881251
) Steve Wardle 02082881245 I In a meeting until 2pm / Currently away I

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

Unity can be configured to automatically subscribe to all monitored user's XMPP presence, as
shown here. However, this may result in the buddy/contact list in UC-One becoming very large so
should only be activated if the Agent doesn’t often refer to the buddy list.

Unity can also be configured to automatically accept subscription requests from other users, ifthis
setting is not activated then whenever a user subscribes to the Agent's XMPP presence a prompt
will be displayed, as below.

XMPP Login Datails

Status

Oniine

Login ID
442082881248@voice2000.eu.bc.im

Password

[] Automatically accept subscription requests

|| Automatically send subscription raquests -
Unity ==

When a contact i online in Unity IM&P and XMPP

[use Unity &P -

@) /2mes Smith would like to share XMPP presence information with you.
&' Would you like to allow this contact?

e ]

XMPP Login Details

Status

Online

Login ID
442082881248@voice2000.eu.bcim

Password
P *®

[7] Automatically accept subscription requests

[] Automatically send subscription requests

When a contact is oniine in Unity IM&P and XMPP
Use Unty IM&P -]
Use Unity IM&P i

Use Both
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Unity can be configured to automatically generate an XMPP password the first time it is loaded,
this is a branding property that is set in the Unity Client branding portal. In this case Unity will
save the randomly generated password in Broadworks and also in the registry, from where it will
be used whenever Unity is next started. When the password is reset in Broadworks it will
automatically be updated in the device configuration file for UC-One, if in use. Furthermore, if
UC-One is currently in use this will not impact the existing XMPP registration, therefore there is
no impact on UC-One.

10.10.3 Instant Message Priority

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

10.10.4 Configuration

@ Services & Settings X | @ Services & Settings
Services  Sefttngs Services Settngs
3+ Uniy Settings Set nstant messaging and presence preferences. Changes wil not affect exstng M conversations. E-Unfty Settngs Set instant messaging and presence logging preferences. Log fles can be saved in a central
- Appearance Appeaciice location for security purposes.
Skin Skin
Contact Search Contact Search
Contact Display Contact Disply
Current Calls Current Cals
- Computer/Phone Integration Send IMs to offiine users - Computer/Phone Integration Log instant message conversations
Cipboard Integration - Cipboard Integration
Show instant docked panel :
Daling Rule SRR PR B kockat g Dieling Rule O Greate 2 new fie for each conversation
- Custom Directory Integration [ Always show docked panel £~ Custom Directory Integration O Create a new fila every day
Configuration Configuration
- Outiook Integration Use existing conversation for drag and drop - Qutiook Intagration @ Always use the same fle
e Goumnintagrasion When an nstant message & received: En-Bravrser Sitagration Log fie type
- CRM CRM
ST Show the conversation window ko e HTHL v
ﬁez;mi Integration Play a notification sound Eezgni Integration Log Folder
otfication otfication
ity onmedk Show o nothcon Vel ooned C:\Program Fles (x86)\Unity Clent\Instant Message Log\
£ Quick Keys Show popup notfication until cosed + Quick Keys
Key Combinations Key Combinations
Commands Commands
Startup Startup
ndzie Update
E |nstant bessaging & presence | - InSEOt Megsaging & Presence
~Togang Logaing
XPP RTEE
Securty Securtty
Language Language
- Connaction &-Connection
Hetwork Network
Authenticztion Authentication
% Cancel oK % cancel oK
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11 PERSONAL DIRECTORY

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

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

Contacts Panel. A Personal Directory entry is shown by a ‘= 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

al |

Add new entry |

{3 Manage user list Import directory

Appearance b Export directory

Personal Directory — Right click on monitored user
L | Ay e

. Call extension
View user details
Add to contact group 4
»  Removefrom contact group  »
Add note
ED  Instant message
Add XMPP presence
Send email
Show calendar
Service Configuration 3
Copy number
Personal directory 14 Add new entry
. Manage user list Import directory
Appearance » Export directory

11.1 Add New Entry
Enter the Name and Number and click Ok

Name

Phone

Add Personal Directory Entry

>

Derek Lynch

07976|

X Cancel oK

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

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

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

Right click the Entry and select “Edit”.

S ——

% Call number

Add to contact group 3

*  Removefrom contact group  »
Add to default list

Copy number

Personal directory 4 || Edit Derek Lynch

£+ Manage user list *  Remove Derek Lynch

Appearance e Add new entry

Import directory

Export directory

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

Right click the Entry and select “Remove”.

W | Derek Lyncn s

Call number

Add to contact group 2

*  Removefrom contact group b
Add to default list

Copy number

Personal directory v Edit Derek Lynch
3 Manage user list | % Remove Derek Lynch
Appearance » Add new entry

Import directory

Export directory

11.4 Dialing 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”.

ul

‘. Call number 1

Add to contact group 3

*  Remove from contact group

Add to default list
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11.5 Import Personal Directory

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

| Personal directory  » | Add new entry
i} Manage user list | Impart directory
Appearance b Export directory

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

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

| Personal directory | Add new entry
£} Manage user list Import directory
Appearance 3 | Export directory

Choose save location on local PC.

The format of the csv is Name and then Number. Note the example below is edited for privacy.

FILE HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW

-y oy slo= &
O o Cut [calibri Ju ca x| == e |E
B Copy ~ '

Paste o | B | Py L === &=3= F

- ¥ Format Painter B ru % 2 - A So=|eE|E

Clipboard 1M Font 7] Alignmet

Al x f\ Alex @

A B 9
1 [ale 1 260208
2 Al 403004
3 _And 670809
4 |And 022005
B _Ahd 101333
& |Ben 627966
7 _Cha 797620
8 |Chri 470090
9 jCIai A54476
10 |Dad 344175
11 |Dad 300005
12 _Feis 269300
13 |Fras 586676
14 | Gan 843921
15 |Grar 040086
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The Contact Search field combines all BroadWorks and Outlook Contacts directories to create a
central search repository. The BroadWorks directories include the Common Phone List [system
speed dials], the Agent user’s own Personal Directory entries, and the Group Directory which
includes all the other users in the group as well as hunt groups, auto attendants and call centers.
Unity can also integrate with third party LDAP [including Microsoft Active Directory] and SQL
directories as well as integrating with CRM systems.

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

Directory Directory Type Entry Type
Owner
BroadSoft = Group Directory All other users for BLF presence as well as hunt

groups and auto attendants

BroadSoft Common Phone List Speed dials entries at the Group level
BroadSoft Personal Directory The user’s own personal speed dial entries
Outlook Personal Contacts [private The user’s own Outlook Contacts
folder]
Outlook Group Contacts [public The shared Outlook Contacts at the Outlook
folder] group level
Third Party SQL External SQL Directory
Third Party LDAP External LDAP Directory

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.

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

enabled in Settings as outlined in the section below.
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Contacts  Call Logs  Voicemail

Search |joh
Name Fhone
', CamronJohnson (Salesforce Contact) 00180
', Glenn Johnstone (Salesforce Contact) 64214
. Johan Bergin (Salesforce Contact) 46850
Y. Johan Klaus (Salesforce Contact) 00313
' Johannes Gudmundsson (Salesforce C... 00354
. JohnCole 0173
. John Daniels (Salesforce Contact) 07956

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.

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

information cannot be displayed. It is also possible to search on department name to list all users

of matching departments.

12.3 Contact Search Settings
Preferences for Search can be configured in Settings > Unity Settings > Contact Search. The order

of search results can also be changed to display internal extension users first and the “Include

department name in search” as shown above, can be toggled.

() Services & Settings

Serw(esl Settings I

=-Unity
B A

Settings
ppearance

kin
£ |Contact Search
Gntact DEpay
~Current Calls

= Computer/Phone Integration

Clipboard Integration

- Dialing Rule

Custom Directory Integration
= Configuration

Outlook Integration

= Browser Integration

CRM

Configure the way Unity searches for contacts and displays search results

Include external contacts in all searches

[1 show menitored users first when searching

Always sort new search results by name
Include department name in search

Clear the search box when activated

Tellme when a contact: has privacy enabled

= Click To Dal

Desktop Integration
Notiication Include contacts when

- Unity Connect

=+ Quick Keys @® The name starts with the search criteria

- Key Combinations (O The name contains the search criteria

Commands
12.3.1 Listing Directories

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

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

Contacts  Call Logs (1 Missed) Voicemail

Search |

MName

Communications Limited

']

Commaon phone list
Personal directory

Outlook contacts

Entire directory

Helpdesk

Sales Team

Technical
ed test

Kakapo
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12.4 Configuring Outlook Contacts Preferences

The Outlook directories are both public and private folders and is configurable in Settings > Outlook
Integration as below.

o

Services & Settings

Serwcesl Settings |

Contact Search

-~ Contact Display
Current Calls

1- Computer/Phone Integration

Clipboard Integration

-~ Digling Rule

= Custom Directory Integration
Configuration

= Browser Integration

Click To Dial
- Desktop Integration
Notification
~ Unity Connect
1- Quick Keys
-~ Key Combinations
Commands
Startup
- Update
Instant Messadino & Presence

= Unity Settings Specify which Outlook contact folders are to be imported (only Outlook 2003 or later is supported).
- Appearance Choosing to include public folders may increase the time taken to load.
- 5kin

Load contacts from public folders
Load contacts from my private folders
Use Outlook caching for greater speed

Include business name in directory list

Include these Outlook contact folders

jenna.wimshurst@kakaposystems.com\Contacts
jenna.wimshurst@kakaposystems.com\Contacts
jenna.wimshurst@kakaposystems.com\Contacts\{06967759-274D-4082-A3EB-D7FSE73727D

jenna.wimshurst@kakaposystems.com\Contacts\Companies
jenna.wimshurst@kakaposystems.com\Contacts\GAL Contacts
jenna.wimshurst@kakaposystems.com\Contacts\Organizational Contacts
jenna.wimshurst@kakaposystems.com\Contacts\PeopleCentricConversation Buddies
jenna.wimshurst@kakaposystems.com\Contacts\Recipient Cache

12.5 Third Party Directories
When searching BroadWorks and Outlook directories, Unity will dynamically match entries as keys
are typed. For third party LDAP and SQL directories, because these are not loaded into Unity but
polled each time a search request is made, search results are not listed until the Agent user has

entered three characters and hit enter or clicked Search

jenna.wimshurst@kakaposystems.com\Contacts\{ASE2BC46-B3A0-4243-B315-60099100445)

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.

(D Services & Settings

Services  Settings

Unity Settings
& Appearance
Skin
Contact Search
Contact Display
Current Calls
- Computer/Phone Integration
Clipboard Integration

3lin
5] Custom Directory Integration
onfiguration
Outlook Integration
= Browser Integration
CRM

Click To Dl
- Desktop Integration
- Notification
- Unity Connect
= Quick Keys
- Key Combinations
~ Commands
- Startup
-~ Update
-+ Instant Messaging & Presence
- Logging
XMPP
Security
Language

[=- Connection

+ Network
- Proxy
* Authentication

Specify which custom directories to use when searching contacts and phone numbers. Unity wil
search directories in the order listed below.

Custom Directories

Mame Type

e 4t -[H

¥ Cancel oK
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12.6 Desktop

Integration Go into Settings > Settings tab > Desktop Integration, as below.
Serv\(esl settings I

- Appearance
Skin
Contact Search
- Contact Display
Current Calls
= Computer/Phone Integration
Cliphoard Integration [ copy remote number to clipboard
- Dialing Rule .
& Custon Directory Integration Write remote number to fie
- Configuration path |
Lo e YR ————

CRM ®) Use static file name
- Click To Dial

Desktop Integration Name |Gl ‘
- Notfication

Calls

>

Configure Unity to integrate with third party appications through a shared file or the cipboard.

Conversations
Unity Connect
- Quick Keys
i~ Key Combinations Everytime 1 answer an inbound cal

[] that is through a contact center

i commands
Startup
Update [ that is not through a contact center
- Instant Messaging & Presence )

i-Logging Everytime 1 make an outbound call

L XMPP [ that is through a contact center

Securtty
--Language
&+ Connection

-~ Network

Proxy
- Authentication

“- Contact Centars

[] that is not through a contact center

* Cancel oK

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 userhas
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.

13 CALL LOGS

The Call Logs tab displays Missed, Received and Dialed Calls with a date and time stamp showing
the most recent call at the top. Up to 20 numbers are listed unless the Enhanced Call logs service
is assigned to the Agent user in BroadWorks. Calls to the Agent user DID as well as hunt group
and call center calls that have reached the Agent user are shown.
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Contacts CallLogs Voicemail Abandoned Calls

@® Missed calls O Received calls () Dialled calls

Call Date Phone Number Name
11/08/2016 16:01:38 1248 Chris Tutt
11/08/2016 12:37:31 0133 01382
08/08/2016 16:30:58 0208 0208t
07/08/20116 183440 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.
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