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Unity Receptionis aweb-based eneuser clientdesigned for busy, front desk call handling

environments or for those users who need visibilitynadltiple concurrent calls and extended

presence information for colleagues.

Features provided

(0]

(0]
(0]
(0]
(0]
(0]

o

50 usersfixedbusylampfield (BLF)

Drag and drop call control [to make a call, release, IM, tranptketc]

BroadWorks call centeagent functionalityfor join/leave queue and changing A€tate.

Hold & Link UserCustom tagging of held calise] holding for Andrew Smith]

Visibility of the party the inbound caller was previously transfertced

Ability to Istento, save and deleteoicemails.

Add notes for inbound calls aradl group or enterpriseisers.

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

Remote service configuration for all BroadWorks group and enterprise users

Contact Groups

The current version and licence can be found in Eebout.
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\. ‘\
- Operating system:

Unity Reception Web Hindows. 4ot

Browser details:
Chrome.132

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

1.2 Naming Conventions for this Help
a. Call Center instances are also referred to as Queues in this guide

b. ACD calls mean incoming calls into the catitre/queue

c. BWKS means the BroadWorks platform

1.2.1 Internet and Firewall
Unity will run on the following browsers:

a. Google Chrome
b. Microsoft Edge
c. Mozilla Firefox

d. Apple Safari

The Unity web clients are accessed over HTTPS only. If applicable, customer firewall rules

must be based on th&JRLs below
These are:
https://desktoptdc.dk
https://agent.tdc.dk
https://supervisortdc.dk

https://reception.tdc.dk
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https://supervisor./
https://reception./

O
O

LT GKS . NRFR22N]J & SYZANRYYSy(d dzaSa |y |

need to be added to allow inbound connectivity:
34.253.150.243
52.210.190.221

52.212.31.86

1.2.2 BroadWorksPlatformRequirements
Unity Reception is supported @droadNorksR21 SPland above

The Xtended Service Interface (XSl interface) allows remote applications to integrate with Cisco
BroadWorks to perform telephonselated actions and to be notified about telephony events
against subscribers hosted in a Cisco BroadWpokeered network. XSI can be accessed over
HTTPS as well as over TCP/IP using the CTI interface.

Unity Web Apps are able to integrate with BroadWorks either using XSl over HTTPS or CTI over
TCP/IP, in which case TLS is also supported.

CTI
Default port: 8011 (insecure), 8012 (secure)

XSI/OCI OVER SCGAR TP/HTTPS
Default port:80 (insecure), 443 (secure)

1.2.3 BroadWorks License and Service Requirements

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

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

available.
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The External Caling Line Id Delivery user service has not
been assigned. Unity uses this serdce 1o fnd contact
detads for inboursd calls from outside the business

Thi brvtierriad Calling Lirse Id Delvery user service has not
beens assigned  Unity uses This service 1o find contact
details for inbound calls from within the business

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

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

The Call Trangfer user senvice has not Deen assigned
Without it call transter functianality will not be avallable

Call Logs
The Basic Call Logs service must be assigned to the user in order to see dialled, received and
YAaasSR Olftfao PyAGe oAttt ESNIO GKS dzZaSNJ AT GKA:

The Basic Call Logs o Enhanced Call Logs user sérvice
has not been assigned. Call history information is not
available

1.24 Optional Services
Unity allows many user services to be utilized and configured in Tools > Settings. However, these

services are not mandatory, so Unity will remove visibility of them if not assigned to the user.

The below services are supported:

Service Description
Anonymous Call Rejection Prevent a caller from contacting you if they have explici
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Call Forward Always

Call Forward Busy

Call Forward No Answer

Call Recording

CommPilot Express

Do Not Disturb

Simultaneous Ring

Calling Line ID Delivery Blocking
BroadWorks Anywhere

Call Waiting
Call Park Retrieve
Directed Call Pickup with Barga

Remote Office

Voice Messaging User

External/Internal Calling Line ID
Delivery

hidden their phone number

Automatically forward all incoming calls to a number
Automatically forward all incoming calls to a number wh
the user is on the phone

Automatically forward all incoming calls to a number wh
GKS Oltf KrayQd o06SSy |yac¢
rings

Record incoming and outgoing calisferringto section
4.9for more information

Use preconfigured routing profiles to handle incoming
calls based on the current state of the user

Block all incoming calls and reroute to voicemail if
available

Automatically ring another number when an incoming c
is received, the call can then be answered through that
number or the primary phone

Hide your phone number when making outgoing calls
Connect mobile or fixetine devices to the VolP account,
and switch calls between them

Answer an incoming call when already on a call
Retrieve a call that has been parked for a specific user
Automatically joinother users call

Associate a mobile device to the VolP account to make
receive calls

Provide voicemail for unanswered incoming calls

Provides Calling Line ID information of an incoming call
from outside the group
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The first time Unity is started you will be prompted to enter the configuration details, as shown
below. Unity can then retain the connection and authentication details for later useldgie ID

andpassword will be assigned from your Service Provider.

You may alsde prompted for the serer address for your Service Providelowever, this can
be preconfigured for your System Provider in which case it will be prepopulated, and the

Advanced Settings section will be hidden.

U

Login ID

Password

Remember my login ID

Remember my password

Advanced Settings

LOGIN

Enter yourlogin ID and password and the Brd#drks ServerAddressas specified by your
Service Providdif displayed]

Once you have entered your login details click login. Unity will now display a dialogue box
G[ 233IAY IWarkEI 2F & NBRR | LILE AOF GA2Yy 2LI8yao

Logging into Broadworks
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1.2.5 Call Center Login Details
Once you are logged into Unitig,will connect to the host BroadWorks system and populate all

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

This will include call centres that the user is associated to as an agent, a supervisor, or both.

To access this panel, click Tools > Settings from the main window, then click the Settings tab,

then client Call Centres under Authentication.

Unity Settings
Appearance
Contact Search

Computer/Phone
Integration

Language
Connection
Network

Authentication

Call Centers

[settings]

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

Default password

Call Center Login Details

Development Queue
Holiday Cruises
Kakapo Sales

Kakapo Support

Alert me when a call center login fails

The password for each cakntre must be added to populate the calentresin the Personal

Wallboard. Double click a cakntreto add the password. Where the password is the same for

each calcentreOf A O1 (GKS a! L) e G2 Fftf 1jdzSdzSa

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

Wallboard.

1.2.6 Call Center Login Default Password
If all callcentre passwords are the same, use the default password option. Enter the password

for the callcentresso that when a new catlentreA & | RRSR Ay

G§KS ¥Fdzi dzNB

have to enter the caltentre password as Unity will do this automatically. Please note that all

callcentre passwords must be the same for this option to work.
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Search Specify call center authentication details. All login ids and passwords are case sensitive and each login id
must include the domain.
Unity Settings

Appearance v Default password

Contact Search

Computer/Phone v

Integratian Call Center Login Details
Dialing Rule
Outlook Integration Development Queue
Browser Integration Haliday Cruises
Call Notification Kakapo Sales

Language Kakapo Support

Connection
Network
Authentication « Alert me when a call center login fails

Call Centers

Details ~ Automatic Assignment | Branding | Portal User Accounts  License Detfails ~ Users  History Log  Contact Center

@ Customisation

@ Contact Center

Default ACD Password @ LeeFallonKakapo1

Get Reason Codes URL

Set Reason Codes URL

Prevent User From Joining Call Centers OFF
Report Viewer Is Available

User Can Choose To See Queued Calls

Statistics Refresh Frequency Range (seconds) 120 to 900

2 UNITYRECEPTIONTERFACE OVERVIEW

Unity is split into three functionadreas:call control buttons, active call window andcontacts
[busylampfield]. Contacts is a tab that can be toggled to displaylogsand voicemail Urity
Reception can also act as agentin acall centreenvironment This is the case Unityill also
display ACD state buttons andthe Personal Wallboardwhich showscurrent call centre

conditions.Reception Call Centre Agdacoveredin sectionl4.
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ACD state

Personal
Wallboard

Activity

Busy Lamp.
Fields/Contacts
Tab

Call Control Buttons

2.1 Call Notification Preferences

Unity Reception can be configured émtomatically display, ofpopé when a call is presented, or

Company Logo

1 Panel

pop a summary notification above the system tray when a call is presented. Optionéiycan

also perform auteanswer when using cligio-dial, in which case the primary device of the user

will automatically go ofhook [if supported and a speaker is presetitthis is noselectedthen

all IPphoneswill ring, and the user will have to lift the handset to initiate the outbound call.

Search

Unity Settings
Appearance
Contact Search
Contact Display
Current Calls

Computer/Phone
Integration

Dialing Rule
Outlook Integration
Browser Integration
CRM
Language
Connection
Network
Authentication

Call Centers

['setings |

Specify how to be notified of incoming or outgoing calls.
Calls
On an incoming or outgoing call

Show remote party phone number

Override the contact name using the number

perform auto answer when using click-to-dial

pop summary notification

for 5 seconds
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2.2 Show Remote Party Phone Number
This setting will configure to show the remote party number [if available], as shown bElosv.

applies to both internal and external parties.

From To Duration Status

3 Chris Tutt 07900575 00:09 Active/Not recording

2.3 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
GKNRdzAK GKS t{¢b Aa AyO2NNBOGI ¥F2NJ SEI YLX S
IV [ 9we @

2.4 Appearance

In Tools> Settings> Settings> Appearance, the user can change the behaviour of Unity.
Show missed call count in the call log tapWhen enabled Unity will provide a count of the

number of missed calls as below
Contacts  Call Logs Voicemail  Agent Activity

Show call button text in main windows; The button text will be displayed under the call

control buttons

[

\Unavaila... Available  Wrap-Up Release Dial Transfer Hold Confere.. Recording Voicemail Open\

3 MAIN INTERFACE ELEMENTS

3.1 CallControl

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 tise buttons will not be displayed
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3.2 Activity Window
This provides a list of all current calls and their st&trexample,ringing,active, held, parked

etc. The duration of the call is also displaydhichis from the moment the call was first placed
and does not reset when a callhisld orretrieved Unity will mirror any call handling made on

the use® IP phone. For example, if the call is placedi@d on the handset, the user will show

as being orhold in the Active Call Windavf there are multiple calls in the Active Call List then
the correct call must be selected before performing the call control action, similarly a call can be

dragged over the Call Control button to perform the action on that call.

3.3 Contacts List [Busy Lamp Field]
This panel will display up to 50 monitored users, displaying th@railable available, Engaged

or Ringing state as graphical icons

The user can also perform a contdobkup which will searchall directories available in Unity
and return any internal or external contacts that meet the search criteria.

Left clickthe dropdown menu in thesearch boxfor the Contact list to view all directories

available in Unity, then select the directory to load those contacts in the list, as below.

Contacts CallLogs Voicemail

[~]

Default List
Common phone list
Personal directory

kakaposystems
Admin
Customer Service
Engineering
Human Resources
Sales Operations

3.4 Call Logs
Toggling the bottormContacts panel to Call Logs will displaissed,received dialled calls and

conversationsMissedcalls will include both dirednbound directcalls,as well aACD andhunt
group calls. 20 numbers can be stored unless the user has Enhanced Call Logs service assigned.
To call any entry in a call log, simply doubliek, rightOf A O1 yR &St SO0 a/ | tf ydz

call log entry into the Active Call List.
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Any recently missed calls are easily identified, as shown below.

Contacts  CallLogs  Voicemail

Hame Phane Call Date

3.5 Visual Voicemall
The Voicemail tab allows the user to interact with their voice mailbox to listen to, save and

delete voicemails without using the phone.

Contacts  CallLogs ~ Voicemail

Search name or number

00:00:02

Options when
right click

The Voicemail tab is only displayed if the Voice Messaging User service if active and configured

to use unified messagingKS a{ K2¢ @Aadzat G2A0SYI At (I 0¢

shown belowTools> Settings> Services Messaging
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Search Configure your personal voice messaging.

Agent Enabled
ACD State - -
Use unified messaging
Statistics
Columns Use phone message waiting indicator

Do Not Disturb

External Calling Line ID Show visual voicemail tab

Delivery

Internal Calling Line ID Forward the voicemail via email

Delivery

Simultaneous Rin
9 lee.fallon@kakaposystems.com

QOutgoing Calls

Calling Line ID Delivery Email notification of new voicemails
Blocking

Call Control
lee.fallon@kakaposystems.com
Broadworks Anywhere
Call Transfer . . .
Email a copy of the voicemail
Call Park Retrieve

Call Waiting
lee fallon@kakaposystems.com
Directed Call Pickup With
Barge-in
Flexible Seating Guest Transfer from voicemail on zero

Remote Office

Call Recording

Messaging

Voicemail Send all calls to voicemail

4  CALL CONTROL

All calls are managed through thall control buttons at the top of themain window These

buttons will change depending on the state of the selected call, or the only call if there is only
one call in theActive Call Windowrorexample the Answer/Release e and Hold/Retrieve

o buttonstoggle as only one of these options will be valid at any tiviiben an inbound
call is ringingAnswer becomeshe valid option. Once the call is active the icon will toggle to

Release as hanging up is iy valid option.

4.1 Making a Call

4.1.1 Using the Dial Window

Click theDial button © to bring up theDialdialogue boxas showrhere. Using the computer

keypad enter the desired number and press Enter or clickdOiake the call Theprimary
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phone will default to using handfree speakerphongif configured as outlined in sectidh

Otherwise you will need to lift the handsdb establish the outbound call

Phone number

08719762819

4.1.2 Using the Contacts Panel
52d6f S Ot AO] |+ dza SNIAIORY 2B BKL VWO BIGNE I ¥R &B B §
onanexternalcontac. &t A& | faz2 LkRaairofsS G2 OFLtft Fy AyGSNyt

their profile.

Name Title

Call extension
View user details
Add to contact group

Edit Note

Remove note
Instant message
Copy number
Personal directory
Manage user list

Appearance

4.1.3 Drag and Drop
Leftclick a usein the Contacts panel and drag the icon up to the Active Call Window. This will

open a call tahat contact.

4.2 Answer a Call

When Unity displays an inbound call, click the Answer icunor double click the call in the
Active Call Window to answer the caflour primary phonewill automatically answer the call
usinghandsfree speakerphone, if it supports this feature with Unifythere is an active call in

progress, you will need to click the new inbound call in Awtive Call List before clicking
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Answer, this will automatically place the first call lowld. Please note that answering a call by

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

4.3 End a Call

Click the Releaseutton @ to end the currently selected calf. there are multiple calls in the
current call list, make sure you select the right call before clicking Release.
Note: Replacing the telephone handset will also end the edlich will then be removed from

the Active Call Window.

4.3.1 Redial
You can rightlick the Dial button to see a list of the last 10 dialled numbsisply click on an

entry to dial the party, as showmere.

| Lucy Dickens (0354)

D 08719762819 F
07542901160
Albin Anto eur
+352-26196189
Kakapo Support

Change outbound number

v

44 Send Call to Voicemall

To send an inbound caller directly to yoicemail clickthe Voicemailbutton = . Please note
this button will not be visible if the Voice Messagidger servicas not assigned or isurrently
disabled.

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

voicemaildza A y 3 (1 KS dza S NIsifeatuid ha¥ beli supkrSeded ©ySthe Voicemail

tab as outlined in sectio8.5.

4.6 Transferring a Call
There are two waydo transfer a callwarm transfer, where you introduce the call to the

receiving party before putting the call through, atrdnsfercall to extensionwhere youblind

transfer the caller directly to a recipient without introducing the call.
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4.6.1 Announced Transfer using Transfer Button
With a call in progress, ake a new call to the desired destination extensmmnumber as

describedn sectiond.1. This will automatically place the first call bald and willadda new call

in the Active Call WindowOnce the called party answers, click Transrer and select the

context menu option to transfer both calling parties togeth&oth calls will now disappear

from the Active CalWindow.

Note: The user is not lingtl to transferring received calls. Theser can make two outbound

calls and then usannouncedransfer tojoin them together

Example X, Transfer with two live calls

: ©

Unavaila.. Available Wrap-Up Release

Name
Kakapo Sales
Kakapo Support
Summary
Activity
Call
2 Call

0O

| Transfer +447542901160

Lee Fallon
Dial Tr
Transfer Lee Fallon
to number
MYy STatsucs
Transfer call together Y

Example Z; Transfer withthree live calls

: ©

Unavaila Available  Wrap-Up  Release

Name

Kakapo Sales
Kakapo Support
summary

Activity
Call

o Call

rotarcarns Answered Calls Missed Calls
0 0 0
1 0 0
1 0 0
From
+447542901160
Lucy Dickens
| Transfer +447542901160 l
Dial i Transfer +447756506804 ng Voicemail  Open
Transfer Lee Fallon +447542901160
Total Calls Answere +447756506804 iCalls
0 0 to number |
3 1 d
3 1 0
From
+447542901160

Lucy Dickens

Average Talk Time Total Calls
00:00:00 0
00:00:00 6
00:00:00 6
To
Kakapo Support
Lee Fallon

Average Talk Time Total Calls
00:00:00 1]
00:01:10 8
00:00:35 8

To
Kakapo Support

Lee Fallon

4.62 Announced Transfer using Drag and Drop
The easiest wajo perform an announcedransfer is simply to drag & drop one call on top of

the other in the Active Call Windowhis will join the calls together and remove them from the

Active Call Window
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4.6.3 Announced Transfer using Drag and Drop
Unity offers a feature called Warm Transfer whereby the held call and the transferee are linked

so that when either call is selectén the Active CalVindow,they can be joined by clicking the

Warm Transfer buttopas shown below.

Name Title

Call extension

Transfer call to extension

Warm transfer call to extension
Transfer call to voicemail

Park call on extension

View user details

Add to contact group

Add note

Instant message

Copy number

Personal directory

Manage user list

Appearance

4.6.4 Blind Transfer using Drag and Drop

Unity Reception can be configured to automatically blind transfer a call by dragging the call from
the ActiveGall Window and dropping it on a user icon or number icon in the Contsis| or
dropping it onto a caltentre queue [if Reception is configured as agent with callcentre

gueues as outlined in section 14

Name

Transfer call to extension

Transfer call to voicemail

4.65 Blind Transfer usingjransfer Button
Select a call in the Active Call Windpisthere are multiple cadl present]andclick the Transfer

button @. In the Transfer window enter the destination and chic& call icon.
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2 @@0@0@@

Unavaila.. Available WrapUp  Release Dial Hold  Confere.. Recording Voicemail  Open
My Statistics
Name ~ Total Calls Answered Calls Missed Calls Average Talk Time Total Calls Answered Calls
Kakapo Sales 0 0 0 00:00:00 0 0
Kakapo Support 7 6 0 00:00:42 12 1
Summary 7 6 0 00:00:21 12 1
Activity From To Duration
> Call +447542901160 Kakapo Support 00:07

Phone number

Contacts CallLogs €  Voicemail

Search contacts ~ 0022 &

Name ~ Title Phone Extension
L] Aaron Parsons 02086192486 2486
Amanda Anja Dawson HR 0006 0006
Aneeja Martin 8015 8015
Basil Joy Senior Software Engineer 0044 0044
Benedict Hutton HR 0008 0008
Charles Berry Development 02086192475 0010
Chris Tutt CcT0 02086192470 2470 |
Dale Cassidy Accounts 0011 0011
Jason Lampard Sales Engineer 0020 0020 ]
Jenson Franklin Production 02086192474 2474 |
Jevan Howe 0012 0012
Joseph Jacob 8019 8019
Justina Babu 0040 0040
Larry Redman Admin 0015 0015 Sales Operations

4.66 Blind Transfer usingight Click

Select a call in the Active Call Window [if there are multiple calls present}iterclick the

recipienticon or number in the Contactist® { St SOG & ¢ NI 3/\aéF SiN2 Oa ff X y K 20 NIEV
GKS OFff G2 Iy AYyGSNYylLf dzZaASNE 2NJ G¢NI yaFSNI OF ¢
LG A& ftaz2 LRRaarot S 1 phoieNihey ardaSindrmaldisetiakdiheO2 y (i I Ol Q2

mobile number is entered in their profile.

Name ~ Title

@  Amanda Anja Daw Call extension

Aneeja Martin

Basil Joy Transfer call to extension are Engini

Benedict Hutton Warm transfer call to extension

Charles Ber . .
B Transfer call to voicemail

o0

Chris Tutt
Dale Cassidy Park call on extension
Jason Lampard er
. View user details
Jenson Franklin
Jevan Howe Add to contact group >
Joseph Jacob
Add note

Justina Babu

©  LarryRedman Instant message

Lee Fallon count Ma
Liam Smith Copy number E
Mabel Greves Personal directory >
Max Edwards
(%] Naomi Curnow Manage user list

Nina Harrelson

>
Robbie Sears Appearance

4.6.7 Transfer to Voicemail using Right Click
The option to Transfer to voicemail is valid only for interoahtactsthat have Voicemalil

assigned and activatedselect a call in the Active Call Window [if there are multiple calls
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present] thenright clicka user in theContactslist and selectdTransfer tovoicemailé. This will
send the selected calldirectly to the destination extensionvoicemail without introducing

ringing

Name Title

©  Amanda Ar Call extension

Aneeja Mal
Basil Joy Transfer call to extension ' Software |
Benedict H Warm transfer call to extension
©  Charles Be Transfer call to voicemail ppment
@  Chris Tutt
Dale Cassi( Park call on extension ints
Jason Lam Engineer
View user details :
Jenson Fra ction
JevanHow  Add to contact group
Joseph Jac
Justina Bal Add note
©  LarryRedrr Instant message !
Lee Fallon lical Accou
Liam Smith Copy number Engineer
Mabel Grav in
Personal directory 9
Max Edwar
Naomi Cun Manage user list :ting
Nina Harre/
Robbie Sea._ Appearance

4.68 Transfer to Voicemail using Right Click
If configured, Y A G & & A TNl yRAATASLND | (&8s adgoRtdxOnseNuloptibrénen a call is

dragged ontaan internal contacin the Contacts paneFor more mformation on menu options

when using drag & drop pleasefer to sectiorb.

Name Title

@  Amanda Anja Da Call extension

Aneeja Martin
Transfer call to extension
Basil Joy ware

Benedict Hutton Warm transfer call to extension

©  Charles Berry Transfer call to voicemail nt
@  Chris Tutt

Dale Cassidy Park call on extension

Jason Lampard \eer

View user details
Jenson Franklin

Jevan Howe Add to contact group
Joseph Jacob

Add note
Justina Babu
©  LarryRedman Instant message
Lee Fallon (ccou

Copy number

Liam Smith leer

Mabel Graves Personal directory
Max Edwards

Naomi Curnow Manage user list
Nina Harrelson

Appearance
Rohbie Sears

4.69 Transfer to Mobile

As mentioned, fithe selected contacis an internal user andhas a mobile number entered as

part of their profile, you have the option to right click and select eit@allMobile¢ [to perform
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an announced transfeqr dTransfer Callo Mobile [to perform blind transfer] This also applies

when dragging a call, if configured in Settings as outlined in segtion

Search contacts

Name Call extension
Aaron Parsor  Call mobile
Amanda Anje

Aneeja Martil
Basil Joy Transfer call to mobile joftware E

Transfer call to extension

Benedict Hut Warm transfer call to extension

Charles Berry Warm transfer call to mobile ment
Chris Tutt
Park call on extension

Dale Cassidy ts
Jason Lampz View user details 1gineer
Jenson Frank ion
Jevan Howe Add to contact group
Joseph Jacol Add note
Justina Babu
Larry Redmat Instant message

]

)
Liam Smith Copy number 1gineer
Mabel Graves ~ ©oPy mobile 3
BoxEdverdy Personal directory
Naomi Curno ng

Nina Harrelsc Manage user list

Robbie Sears
N Appearance
Roecio VilaseCo—— oo ts

47 Call Hold/Retrieve

The Hold/Retrieve -

function toggles depending on thaatus of the currenly selected
call. Hold isonly available for a activecall while etrieve is only a valid option for a call currently
on hold. When a call is ohold, the bluehold icon is shown in miniature to tHeft of the call in

the Active Call Window and the status is On Halslshown below.

Activity From To Duration Status

Call Lee Fallon (Mobile) Kakapo Support 00:17 On hold

4.7.1 Placing a Call on Hold
To place a current active call twld, select the call [if there are multiple calls in the list] and

pressthe hold button. “* The call status will now show as hold in the CurrentCallWindow

andaniconwill appearalongside the catb illustrate that it is currently held

4.7.2 Retrieving a Held Call

Select the call [if there are multiple calls in the list] atidkctheretrieve button = , thead K St R £
image alongside the call will disappedou can also double click the call to retrieve iit

configuredto do soin Settings Please note that any other active calls will be placed on hold
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before the selected dhis retrieved, meaning you can toggle between<hit doubleclicking

them in theActive Call Window

4.8 Conference Calling
A conferencecall can be established with any combination of internal and external numbers.

The total number of parties that can be supported is determinedsdyice assignment.The
ThreeWay Calling user service supports conference calls with two other parties only while the

N-Way Calling user service supports conference calls with pentecipants

4.8.1 Starting a Conference Call
Once an active call is establish¢ithat you have either made or receivedall asecond person

You can do this by clicking tibgal button ' or double clicking a user the Contacts panel or

Search oCall Log listdMaking this call will automatically place the first callerhoitd. Once the

secondparty has answerethe call,click the Conferencbutton “ anda new conference will
be created between you and the other twgarties. This is represented in the Active Call
Window as shown belowPlease note that if there are more than two calls in the Active Call

Window then the two calls to conference will need to be selected.

Activity From To Duration Status
Ccall +447542901160 Kakapo Support 00:41 Active (conference)/Not recording

Call Lucy Dickens Lee Fallon 00:16 Active (conference)/Not recording

Selectingeither call then clicking ld will place the conference call on hold, during which time
the other callers can still talk to each othdhe Active Call Window will be updated to illustrate

that the conference is on hold, as shown below.

Activity From To Duration Status
Call +447542901160 Kakapo Support 00:54 On hold (conference)

Call Lucy Dickens Lee Fallon 00:29 On held (conference)

4.8.2 Adding Multiple Parties
Once athree-way conferenceis established you can add additional partiescreate ann-way

conference.Select the call to add and select Conferen:,'e, you will be prompted to add the
remote party to the existing conference, as shown beloWou can see that the entire

conference is held when processing other calls through the Active Call Window.
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100000200 ®

SYSTEMS
Unavaila.. Available WrapUp  Release Dial Transfer Hold  Confere.. Recording Voicemail  Open
My Statistics Overall Queue Statistics -
Answered Calls Average Talk Answered Calls Longest Wait Average Wait Average Talk
Name Total Calls Missed Calls Total Calls Missed Calls Calls In Queue
Time Time Time Time
® Kakapo Sales 0 0 0 00:00:00 0 0 0 0 00:00:00 00:00:00 00:00:00
Kakapo Support 14 13 ( 0 00:00:00 00:00:01 00:03:04
Summary 14 13 ( 0 00:00:00 00:00:00 00:01:32
Do you want to add this call to the conference?
Activity From Status
2 Call +447542901160 NO 1 On hold (conference)
a2 Call Lucy Dickens - " On hold (conference)
Col Lucy Dikens D

Please note that conference calls can be started with any two remote calls, regardless of the
direction of either call or if th@umber is internal or externdfor example between two mobile
calks].

4.8.3 Dropping a Participant

To remove a caller from the conference call but continue speaking to the other[shlfmply
select the call to release in thactive Call Windovand dick the Releasebutton a as you
would normally. This will release the selected party and will show only the remaining [sitty

Active Call Window

4.8.4 Ending a Conference
If the user wants to leave a thregay conference but allow the remote parties to continue

talking, perform an announced transfer to join the calls together.

42901160

g v

° 100NN OO =

My Statistics
rassmerend Calls Missed Calls

From To Duration

+447542901160 Kakapo Support

Lucy Dickens Lee Fallon

Otherwise to end the conference simply hang up the phone.

4.8.5 Conference Bridge Integration
Unity allows the user to right click the Conference button to view or copy details of their

GNBaSNBIGAZ2Y fSaaé O2yFTSNBYOS osfBmRI®énad s 2N G2 (

configured in BroadWorks.
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| My conference bridge Show details

Confere.. Recording Voicemail 0 Copy details to clipboard

My Statistic Call bridge as moderator

Answered Calls Missed Calls Average Talk T

49 Call Recording

If the Call Recording User service is assigned then the user may be able to manage call
recording, although this depends on the functionality offered by the VolP platform and service
configuration parameterdf thS ¥ dzy OlG A 2 Yy I f A (i Biddén dhgndhé Call Rdcdrding 6 f S

button is not displayed in the main window.

4.9.1 Changing the Call Recording Option
Rightclick the Recording button to select the call recording optiorshesvn

Always
Re On Demand
MNever
Always with Pause/Resume
Ansv Av
On Demand with User Initiated Start
o L]

Please note that depending on permigns this may not be available, also not all theplayed

options may be availabl€all Recording options are:

Option Description

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

On Demand Calls are not automatically recorded from the start, but recording
be started at any time during the call in which case the entire call '
be recorded.

Never Calls are nevarecorded,and recording cannot be started while a ce
is in progress.

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

On Demand with User = Calls are not automatically recorded from the start, but recording «

Initiated Start be started at any time. However, any conversation before the
recording was started will not be included in the recordiRgcording
can be paused and resumed, which will result in different recordin

being created for a single call.

4.9.2 Controlling Call Recording

You can start, stop, pause and resume call recording depending on the Call Recording Option
currently selectedLeft clickthe Recording button to manage recording for the selected call in

the Active Call Window will toggle the option depending on the current recording state. The call
recording button will chang @ 0 to indicate this. When set as Always with Pause/Resume,

the user can left click to Pause/Resume and the button will toggle as Resume [recQog]

Pause
2 KSy aSd la ahy 5SYFYR 2A0K ! aSNJ AyAdAlFdSR
presents the following menu to allow the user to control the call recording behaviour.

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

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

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

4.9.3 Retrieving a Parked Call

Unity offers a unique feature that allows the user to be notified when a call is parkédeon
extension, as showhelow. Unity will automatically display #ashingPickup buttonand, if the

user clicks on theutton, the parked call will be retrieved to thaza Spxidedy device.
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Name ~ Title Phone

® x Lee Fallon

gunt M o

Call extension

Call extension when available

Transfer call to extension

Warm transfer call to extension
Transfer call to voicemail

Park call on extension

Hold Call & Link To User

Barge into call

View user details

Add to contact group >
Add note

Instant message

Copy number

Personal directory >

Manage user list

Appearance >
Unavaila.. Available Wrap-Up  Release Dial Transfer Hold Pickup | Confere.. Recording Voicemail Open

This can be configured througtools >Settings> Servicesas shown below

Search Configure Unity to alert you when a call has been parked against your extension
Agent Allow me to to retrieve parked calls
ACD State
Statistics v
Columns

Do Not Disturb

External Calling Line ID
Delivery

Internal Calling Line ID
Delivery

Simultaneous Ring
Outgoing Calls -

Calling Line ID Delivery
Blocking

Call Control

Broadworks Anywhere

Call Transfer

Call Park Retrieve

Call Waiting
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4.9.4 Contact Search
Unity can be configured to open the contact search as soon as a call has been answered, this is

done inTools >Settings> Settingsas shown below.

[setiings]

Search Configure the way Unity searches for contacts and displays search results

Unity Settings .
¥ 9 Include external contacts in all searches

Appearance Show monitored users first when searching

Contact Search Always sort new search results by name

Contact Display Include department name in search

Current Calls Clear the search box when activated

Computer/Phone Tell me when a contact has privacy enabled
Integration
. Activate contact search box when call answered
Dialing Rule
Outlook Integration Include contacts when

Browser Integration . o
The name starts with the search criteria

Notification
The name contains the search criteria
Language

Connection

5 ACTIVE CALL WINDOW

TheActive Call Windowgives visual representation of the status of all ctilks user receives or

is currently managing
5.1 Window Layout

The list is available in detail view

Activity From To Duration Status

Call +447542901160 Kakapo Support 00:12 Queued at position 1 - Low Priority
o Call Lucy Dickens Kakapo Support (2480) 00:11 Active

Call Lucy Dickens (0354) Kakapo Support 00:11 Queued at position 2 - Low Priority

5.1.1 From

Thiscolumnwill display thename/number of the person who made the cdlherefore,it will be
the remote calling party for an inbound call and the currently logged in user for an outbound

call. If the name has not been delivered by the Vpl&tform, then Unity will use the remote
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party humber to search the Group/Enterprise directory, the common and personal phone lists,

Outlook, speed dials and any external directories that have been configured

5.1.2 To
Thiscolumnwill display the name/number of the person called, if the call is through @ealte

it will display the name of the cadentre. If making about outbound call Unity will attempt to

find the remote party name as outlined above.

5.1.3 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.

5.1.4 Status
This will show the current state of the call, which cand@ging, & ttiveg, & h Hold & 2 NJ

d E NJ S RaTReZwdnt recording state will also be displayed if configured in Settings.

5.15 Notes

The Notescolumnwill show the destination the call was previously transferred to for additional

call handlingnformation for repeat callers.

Activity From To Duration Status Notes

¢KS dzaSNJ OFy NARIKG Of A01 GKS OflcdnfigurddynBettindst SOG & ! |
This noteis shared between Unity clients so that when the call is transferred the transferee will

see the same note in their Unity client.

Activity Fram To Duration Status Notes

Call +447542901160 Kakapo Support 00:27 Active Hot lead for a new bike
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Receptionists can optionally see all calls in queue for the @altresthey are joined to, as
shown below. This is configured Trools >Settings> Services >Agent> Display queued call

centrecalls in the list.

Activity From To Duration Status Notes

Call Lee Fallon Kakapo Support (2480) 00:27 Active
call Lucy Dickens (0354) Kakapo Support 00:30 Queued at position 1 - Low Priority
Call Lee Fallon (0022) Kakapo Support 00:27 Queued at position 2 - Low Priority Previously transferred to

Call Lee Fallon Kakapo Support 00:23 Queued at position 3 - Low Priority Previously transferred to Lucy Dicke...

5.2 Managing Multiple Calls
To manage a particular call, first select it by clicking it inAtive CallWindow. If there is only

one call in thdist, it will be selected automaticallyfou can then use the call control buttons to
perform different actions on the calllThere is no limit to the number of calls that can be
displayed in theActive CallWindow, this is limited by the number of simultaneous calls allowed
and if the Call Waiting user service is assigned and active.

You can also doubielick an incoming [unanswered] call to answer it, or to retrieve it if currently
on hold if configured in SettingRlease note if this is not selected then doublieking a calin

the Active Call Windowvill allow a note to be entered, assuming the Notes columheimg

shown, autlined in sectiorb.7.

5.3 Configuring Which Calls are Displayed in Active Call Window
The Active Call Window can be configured to retain visibilitprotessed calls, allowing the

Reception user comete control of call management, as shown below.

Activity From To Duration Status Notes

Waiting for Lucy Dickens

Parked,Hold and Linked calldexplained in sectiorr.5.3 and 7.5.4tan all be displayed in the

Active Call Window and retrieved at any time.

5.4 Transfer History
Unity can be configured tmdicatewho the remote party was last transferred.to

This idisplayed in théNotes field meaning it is only available if this column is being displayed.

Activity From To Duration Status Notes
Call +447542901160 Kakapo Support 00:11 Queued at position 1 - Low Priority Previously transferred to Lucy Dicke
Call Kakapo Support Kakapo Support 00:00 Ringing Previously transferred to Lucy Dicke...
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5.5 Configuration
The Active Call Window options can be configured in Settings as shown below

[seunse

Search Configure how Unity displays calls in the current call list
Unity Setti
nity setlings Display notes column in call list
Appearance
Contact Search Display transfer history in the call list
Contact Display
Current Calls Hold Call & Link To User
Comput.er/Phone When the linked user becomes available
Integration
L Indicate only
Dialing Rule
Outlook Integration Display the hold duration

Browser Integration

CRM Indicate when the hold duration is over

Notification
60 seconds
Language

Connection
Network
Authentication

Call Centers

Options are immediately applied when the OK button is pressed.

5.6 Double Click to Retrieve
With Unity Reception you can doublelick on a held call in the Active Call Window to

immediately place any active calls on hold and retrieve the selected one.

5.7 Display Notes
This setting allows notes to be displayed against calls in the Active Call Window, if this setting is

disabled the Notes column will not be displayed.

58 When Linked User Becomes Available
When using the Hold & Link featufas outlined in section 7.8] Unity can either alert the

receptionist that the monitored user is now available, prompt to transfer or automatically

transfer.

5.9 Transfer History
Transfer history is only available if the Notes field is being displayed.

Page B4



6 DRAG AND DROP

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

and call control buttons

6.1 Make a Call to a User or Number
Drag a user ico” or a speed dial shortcut icc = from the Contactspanel upinto the Active

Call Window to make a new c#dl the selected useor number Call logs and voicemail items

can also be dragged into the Active Call Window to call.

6.2 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. Drag and drop configuration is configured through Settings.

Activity From To Duration Stams

Activity From

Contacts  CallLogs Voicemail

lucy

Name Title

|t Sales Engineer
Transfer call to extension

Transfer call to voicemail

6.3 Make a Call to a Call Center
WhenUnity Reception is configuredith callcentreagentfunctionality, draga callcentre queue

from the Personal Wallboard to the Acti@all Window to make a call to that cakntre.

6.4 Transferring a Call to a Call Center
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When Unity Reception is configured with aahtre agent functionality you can drag a current
call in the Active Call Window and drop it orradl centre in the Personal Wallboard. This will

blind transfer the call to thatallcentre.

6.5 Manage Instant Messages
As illustrated in sectior2, Unity offers a docked Instant Message (IM) panel, which fully

supports drag & drop actionghe IM panel can always be displayed or only displayed when

required,asconfigured through seihgs andoutlined in section 8.10

o

s Nws

Drag a internal contact into thelocked IMpanelto send aninstant messagéo that user You

can easily drag additional users into the same IM conversation to create group chat, and a call
can be dragedfrom the Active Call Window into an IM conversation to quickly blind transfer to
that user. This is particularly useful if you want to check theNJ y & B&iNBIi§ Deéfore
transferring a call

If there are multiple users in the Ibbnversationthen amenu will be displayed for each user.

o

Please se sectiorB for a full overview ofnstant Messaging

The Contactstab gives a visual indication of the status wders [within the group/enterprise]
includingcurrenthook state and availabilitynity displaysup to 50 internal users by defauiut

will dynamically monitor any internal users returned through search results.
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7.1 Manage Instant Messages
There arethree different views available, as outlined belowRightclick anywhere in the

Contacts panel and select Appearafiseto change the view

Call extension

View user details
Add to contact group
Add note

Instant message
Copy number
Personal directory

Manage user list

Appearance Details

Small icon

2 columns

Show extension
Show mobile
Show department
Show ACD state
Show title

Show email

Show location

Show call duration

7.1.1 Details View
This view provides by far the greatest amountdetail butrequires more space [although the

list can be shortened in which case scrollbars will automatically appHais is the default view

when displaying search results.

Contacts  CallLogs  Voicemail My status: & Availale: In Office

Exter State
2488 lable
004 jr-out
0008
170 gn-Out
vailabie
avadtable 1 "
oun e 1
80 nOut
0asa gn-0ut jrking
oa1e Awallable Aty in Teams / Max is off sick today
2478
o Ad
2479 i
800 ilabie
2477
o 2473 ") Sign-out off .
Stwe Tun 247 Unavaslable - Lunch Offine in Tesms

You can also configure Unity to display or hide the extension, department, ACD state and call

duration columns.
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Call extension

Call in Teams

View user details
Add to contact group
Add note

Instant message
Copy number
Personal directory
Manage user list

Appearance Details
Small icon

2 columns

Show extension
Show mobile
Show department
Show ACD state
Show title

Show email

Show location

Show call duration

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

Contacts CallLogs Voicemail My status. Available: In Office
Aaron Parsons @ Amanda Anja Dawson Basil Joy Benedict Hutton @ Charles Berry
Chris Tutt Dale Cassidy Jason Lampard Jenson Franklin Jevan Howe
Justina Babu © Larry Redman Liam Smith Lucy Dickens Mabel Graves
Max Edwards Nina Harrelson Robbie Sears Rocio Vilaseco Sajith K

7.1.3 2 Columns View
This view idike Icon view but use& columngo provide a clener look.

Contacts CallLogs Voicemail My status: Available: in Office
earch contact
Aaron Parsons 2486 Sales Operations Available © Amanda Anja Dawson 0006 Sales Operations
Basil Joy 0044 Engineering Sign-Out Benedict Hutton 0008 Admin
© Charles Berry 0010 Customer Service Chris Tutt 2470 Engineering Sign-Out
Dale Cassidy 0011 Engineering Jason Lampard 0020 Sales Operations Available
Jenson Franklin 2474 Admin Unavailable - Comfort Break Jevan Howe 0012 Human Resources
© Justina Babu 0040 Admin Sign-Out © Larry Redman 0015 Sales Operations
Liam Smith 8012 Sales Operations Sign-Out Lucy Dickens 0354 Sales Operations Sign-Out
Mabel Graves 0016 Customer Service Max Edwards 0019 Sales Operations Available
Nina Harrelson 2475 Customer Service Robbie Sears 0017 Admin
Rocio Vilaseco 2479 Admin Sajith K 8009 Available

In both the Smalllcon and2 columnviews, hovering the mouse over the image will provide

more information about the monitored useas outlinedin section7.2.1below.

7.2 User Icons
There arefour main user icons states shovior internal usersn the Contactspanel, regardless

of the view chosenHowever because the image will also illustrate if the monitored user is
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online (meaning they are currently logged into Unity) there are eight possible images, as

outlined below.

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

7.2.1 Displaying the Tool Tip

Hovering the mousever ared, yellow or greyicon will reveal more information about the
dza Sduieat 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 bdthis feature can be

disable for privacy reasons].

Basil Joy Benedict Hutton
Jason Lampard Jenson Franklin
Liam Smith €© Lucy Dickens
. l Talking to 07542901160 - 00:08 /Working from home
Robbie Sears ROCIO VITdSECU

Please note that the tool tip is only available when displaying the contacts using the Small Icon

or 2 Columnwiew.

7.3 Selecting the Contacts Panel Default List
Unity Reception will display up to 50 internal users and an unlimited number of external users in

a default list, which is always displayed when search criteria is not entered.

Call extension

Callin Teams

View user details
Add to contact group
Add note

Instant message
Copy number
Personal directory
Manage user list

Appearance
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You will then be able to move useos departmentsbetween lists by lsecking the relevant
box[es]then clicking thearrow button. All users in the righside list will be moitored in the

default contacts listThis listcan be updated at any time arnsl savedetweenUnity sessions

Manage users

Search

kakaposystems
kakaposystems Admin
Admin Benedict Hutton
Akshay ps Jenson Franklin
Justina Bab
Albin Anto ustina Babu
Robbie Sears
Aneeja Martin
j Rocio Vilaseco
Romy Raju

vishnu lakshman Customer Service

Aliza Hassan Charles Berry

Anandu Prasad Mabel Graves

Nina Harrelson

Engineering
Bharat Bharat Sally Jones
Janani Manikandan Engineering
Nimisha S Basil Joy
Susmitha Kundukulam Chris Tutt
anjana manoj Dale Cassidy
JismyV A Stephen Wardle
Joseph Jacob Human Resources
Nakul Ravindran Jevan Howe
Naomi Curnow Sajith K

Rakhi Reghunath Sales Operations

Rismy C J
. Aaron Parsons
Sales Onerations

Show hierarchy

¢AO0]l GKS a{K2é KASNI NOKeé¢ o02E (G2 AyOfdzRS 3INE dzLJ
these entries is checked athild entries will also be checkedou can also easily search for

available users using the search facility.

Manage users

nao
kakaposystems

kakaposystems Admin

Naomi Curnow Benedict Hutton
Jenson Franklin
Justina Babu
Robbie Sears

Rocio Vilaseco
Customer Service

Charles Berry
Mabel Graves

Nina Harrelson
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7.4 Contact Groups
Contact groups ar@re-defined logicagroups ofinternal and external contactghat allow the

userto quickly loadselected contactsthey are very similar to the default user list expect they

are pinned to the Contacts tab, as shown below.

Contacts  CallLogs  Voicemai My status Available: In Office

Contact groupgrovide multiple realtime BLF instances for efficient call handling. Thetact
groups can be named intuitively by the Reception user, for exandplenverOffice¢ or 6Sales
Teant as appropriateUp to 12contact groupscan be addednd each contact group allows up
to 50 internal users and unlimited external contactkternal users can belong to multiple

contact groups.

Section7.6.6 outlines how to enable contact groups, which are displayed in the same place as
the alphabet shortcut lettergneaning if contact groups are enabled the shortcut letters will be
hidden.

7.4.1 Creating a Contact Group
Dragover a group of monitored users in the Contacts panel, or CTRL + left click them in Contacts

or Search and then right clicdke mouse and dect 6Add to contact group> New contact
ANRdzLE = & akKz2gy o0Sft260

Name Title

Call extension

Call in Teams
View user details

Add to contact group Wimbledon Office

Add note Denver Office
Manchester Office

Instant message australia Office

Copy number

i New contact group
Personal directory
Manage user list

Appearance
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Contact Group x

| Name

New York Office

renee! n

From the dialogue box name the group and cliék O

7.4.2 Adding Users to an Existing Contact Group
After selecting additionainternal users orexternal contactsight-click (single) orCTRL + left

click (multiple) + rightclickto add them to an existingontact group, as shown belowlf a user

or contact already exists in the contagrioup,they will not be duplicated.

Contacts  Call Logs  Voicemail

Search contacts Q v < Wimbledon Office ~ Denver Office  Manchester Office  Australia Office

Name ~ Title Phone Extension Department

Aaron Parsons 02086192486 Sales Operations

Amanda Anja Dawson 0006 Sales Operations

Basil Joy Senior Software Engineer 0044 Engineering

Benedict Hutton HR 0008 Admin

Call extension Development 02086192475 Customer Service
cTo 02086192470 Engineering

View user details Accounts 0011 Engineering

0020 Sales Operations

02086192474 Admin
Denver Office

Add note 0012 Human Resources
Manchester Office 0040 Admin

Add to contact group > Wimbledon Office

Instant message .
9 Australia Office 0015 Sales Operations

Copy number 8012 Sales Operations
New contact group )
L[] Lucy [ X Sarcs crgnicer 0354 0354 Sales Operations
Personal directory 7 Planning 0016 0016 Customer Service
Max E Manage user list 0019 0019 Sales Operations
Nina b HR 2475 2475 Customer Service

Robbi  Appearance ’ 0017 0017 Admin
Rocio Vilaseco Accounts 02086192479 2479 Admin

000600 MEEREEELEELRES
z
g

7.4.3 Removing Users from Contact Groups
Right click a user and select Remove from contact group

Contacts  CallLogs  Voicemail

Search contacts & v <  WimbledonOffice

Name ~ Title Phone
® ¥ Aaron Parsop 02086192486
© AmandaAn  Callextension 0006
Callin Teams

View user details

Add 1o contact group >

Remove from contact group > Wimbledon Office
Add note Denver Office

Manchester Office
Instant message

Australia Office

Copy number
2l All contact groups

Personal directory >

Manage user list

Appearance >
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7.4.4 Deleting Contact Groups
Right click a Cdact group name talelete it

Contacts CallLogs Voicemail

Search contacts Wimbledon Office  Denver Office  Manchester Office  Australia Office
Rename
Name Title Phone Extension De Delete

7.4.5 Renaming Contact Groups
Right click aontact group name and seledRenamed 2 y (i I OG 3 MBrdbele® nam& Sy S

and click ®&.

Contacts CallLogs Voicemail

Search contacts Wimbledon Office  Denver Office  Manchester Office  Australia Office
Rename
Name Title Phone Extension De Delete

7.5 Performing Call Control Actions in the Contacts Panel
There are many call control functions that can be perforrbgdight clickinga monitored user

or external contactin the main Contacts panel. The menu options displayéddynamically

change to only showhose availablalepending on the state of thaser/contact as well athe

state of the selected call in thactive Call Windowif there is one].Forexample,&d ¢ NI y a F SNJ & 2
G2A0SYIFIAte oAttt y2G 06S FTGLAfFrofS AT (GKS dzaSNJ R:

A z ~ A~

HoldandLink @gAff y20 0S I GLAtlofS dzyft Saa (aENSE A& |

the monitored user is currently on the phone

Call extension

Call in Teams

View user details
Add to contact group
Add note

Instant message
Copy number
Personal directory
Manage user list

Appearance
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7.5.1 Call Extension
{ St SOGAY3 a/ I initiate & felv $3/1 oAtlay/'User i khé same way that double

clicking the user icon would. Any current call will automatically be placed on Tieisl.can be

dZaSR G2 YI1S Iy lyy2dyOSR GN}yaFSNI Fa 2L1L12aSR

menu options.

7.5.2 Answer This Call

This feature is only available if either the Directed Call Pickup service is assigned to the
receptionist, or the receptionist is in the same call pickup group as the monitored Risaise
confirm with your service provider that these requirements are satisfil#tien selected from
the context menu, Unitwvill pull theringingcall to thereceptionist.Only calls that are currently
ringing can be answered by the receptionist.

Name

Call extension
Answer this call
View user details
Add to contact group

Edit Note

Remove note
Instant message
Copy number
Personal directory
Manage user list

Appearance

7.5.3 Park Call on Extension
Unity will park the callelectedin the Active Call Windownto the monitoreddza SexXtEngion

The selected call cannot currently be parked or camped on another extetlsamfigured, the

Ottt gAtft adre Ay GKS 1'00A@GS /1ftf 2AYyR2¢ 6AGK

&

o
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7.5.4 Hold Call and Link to User
This is a unique feature to Unity that allows the receptionist to link a call in the Active Call

Window with an intern& contact in the Contacts lisfThis feature is designed to give the
receptionist visibility of who the caller is holding fand their current hook statuswithout
having to check manuallybecause the call remains in the Active Call Winddhis is a
essential feature for busy telephonist stations that manageny calls and often have several
callers on hold simultaneouslyWhen the linked user goes back on hook, Unity can indicate
availability, automatically transfer the call or prompt to transfer the CHilis is configured in

Tools >Settings> Services > Current Calls.

Search Configure how Unity displays calls in the current call list
Unity Setti
ity setiings Display notes column in call list
Appearance
Contact Search Display transfer history in the call list

Contact Display

Hold Call & Link To User
Current Calls
CompiegEhans When the linked user becomes available
Integration
Indicate only
Dialing Rule
Outlook Integration Display the hold duration

Browser Integration
CRM Indicate when the hold duration is over
Notification

60 seconds
Language

Connection
To hold and link a call to a monitored user, first ensure the call is selected in the Active Call
Window [if multiple calls are present] and right click the monitored user in the Contacts list, as
shown below.Please note that this feature is only available when the monitored user is

currently on the phone.
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Name Title
Call extension
Call extension when available

Transfer call to extension

Warm transfer call to extension
Transfer call to voicemail

Park call on extension

Hold Call & Link To User

Barge into call

View user details

Add to contact group

Edit Note

Remove note
Instant message
Copy number
Personal directory
Manage user list

Appearance

The call is now placed on hold and trexeptionistuser can continue taking other calls. The

b2iSa FASER RAdcylickedsi Ady? INGBIRA yiTe ByIdIOPhdng G K I

Activity From To Duration Status Notes

Waiting for Lucy Dickens

The Duration field will display the total time the call has been on hold for the user. This can be

configured to have a threshold set against it, as shown below.

Configure how Unity displays calls in the current call list

Display notes column in call list
Display transfer history in the call list
Hold Call & Link To User

When the linked user becomes available

Indicate only

Display the hold duration

Indicate when the hold duration is over

60 seconds

WhenLucy Dickenbecomes availablthe Notesfield changes to green to alert theceptionst

that the monitored user is available to take the call, as below

Activity From To Duration Status Notes

Call +447542901160 Kakapo Support 00:50 (00:10) on hold Waiting for Lucy Dickens

Page 46



The user can now transfer the call either by dragging it over the monitored user, or by right

~

Ot AOLAY3I FyR a8t S8O0GAYI & ¢THE gAlECEMAND bd Hinkdd frane SEG Sy &
the monitored user by righ®f A O1 Ay 3 FyR &St SO0 awSY2@0S tAy| G2

Activity From To Duration Status Notes

Copy number

Transfer call to Kakapo Support

Contacts CallLogs  Voicemail Dial Kakapo Support My status: & Available: In Office
= % Addto personal directory Australia Office
Name Ranovalink 16 Laar Department ACD State Status
Transfer call to extension Sales Operations Available Working from home
Add call note

Call/escalate to first supervisor

Instant conference/emergency escalate to first supervisor
Supervisors >

Assign disposition code ’

Unity can be configured to automatically blind transfer the call when the linked user becomes
available, or to prompt the receptionist to blind transfer the call, as shown here.

Hold Call & Link To User

When the linked user becomes available
Indicate only v

Automatically transfer call

Prompt to transfer call

Indicate only
60 seconds
Overall Queue Statistics -
Name Calls in Queue Average Wait Time Calls Abandoned Missed Calls ~ Staffed Ratio
@ Kakapo Media Streams - - - 1/28
® Kakapo Sales 00:00:00 1 1 -
® Kakapo Support 00:00:01 17 22 0/19
Summary 0 00:00:00 18 23 1/47
Activity From To Notes
ki v le. Wouls i 1
the call from
Contacts  CallLogs  Voicemail YES NO My status: @ Available: In Office
Search contacts Q ~ < Wimbledon Office  Denver Office  Manchester Office  Australia Office
Name ~ Title Phone Extension Department ACD State Status
&  Aaron Parsons 02086192486 2486 Sales Operations Unavailable

Once the call is transferred it will be removed from the Active Call Windbese options are

set in Settings as outlined in sectibn

7.5.5 Call Mobile
When selected Unity will hold any active calls and dial the mobile nhumber of the monitored

user, which is added to the user profile in Broadworks.
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7.5.6 Transfer Call to Mobile

When selected Unity will transfer the currently selected call in #ative Call Window ([if

multiple calls are present] to the mobile number of the selected monitored u$éd&s menu

option is only included when there is a call in the Active Call Window.

7.6.7 Transfer Call to Voicemail

If the monitored user has the Voice Messaging User service assigned and activated, then the
i NI y & F S NThi$ me6u- option iRA NB O f

NBOSLIiAzyAal

only included when there is a call in the Active Call Window.

ol y

6t AYR

7.7.8 CallExtension when available

When selected Unity willlace an alert on the engaged monitored usep that vhen they

becomeavailablea dialog boxvill prompt thereceptiorist to call.

Name Calls in Queue

Kakapo Media Streams
Kakapo Sales

Kakapo Support

Summary [

Contacts CallLogs Voicemail

Average Wait Time

00:00:00
00:00:01
00:00:00

Lucy Dickens is now
click No you will noi

Overall Queue Statistics

t be prompted to call again

Search contacts Wimbledon Office [
Name Title Phot. S [P

Aaron Parsons 02086192486 2486 Sales Operations

©  Amanda Anja Dawson HR 0006 0006 Sales Operations
Basil Joy Senior Software Engineer 0044 0044 Engineering

7.8 View User Detalils
View details as entered in the profile for this user in the VoIP platfdrinms includes thetitle,

phone number, mobile and email addres3ick on the email address to send an email using the

default email program.
Dale Cassidy
Title: Accounts
Email: dale.cassidy@kakaposystems.com
Phone: 0011
Mobile: +447577177577
Department: Engineering

Location: New York

1
17
18

NO

Calls Abandoned

available. Would you like to call this extension? If you

Unavailable

Sign-Out

Missed Calls
1
22
23

Status

Away in Teams
Do not disturb
Away in Teams

My status:

Staffed Ratio

1/28

0/19
1147

Available: In Office
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7.8.1 Add Note
The receptionist can add notes for an internal user which are shared between Unity Reception

users.They provide more information about the monitored user over the hook status, service

configuration and other presence settindsotes are displayed in the detail list or as tooltips.

Contacts CallLogs Voicemai My status Available: In Office

Name Title Phone Extension Department ACD State
Aaron is working from home today

@ Amanda Anja Dawson HR 0006 0006 Sales Operations Do not disturb

Rght click the user again to edit or remotres note.

ACD State Status
‘ Call extension

View user details

Add to contact group

Edit Note

Remove note
Instant message
Copy number
Personal directory
Manage user list

Appearance

7.82 Send Email
If the email address has been entered in the profile for the user, Unity will use the default mail

application to send an email.

7.8.3 Answer This Call [Call Pidk]
Whena monitored usef phone isringing their icon irthe Contactslist becomes orangt. . To

perform pickup and answer the catin behalf of the monitored userjght click the icon and
aSt SO0 a!yasgSNI GKAa OFfféd ¢KAA 2LIAR2afdifAa 2y f &
the receptionist and the monitored user belong to the same call pickup group, or the

receptionist has the Directed Call Pickup with Belrgservice assigned.
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Name

Call extension
Answer this call
View user details
Add to contact group

Edit Note

Remove note
Instant message
Copy number

Personal directory

7.9 Configuration

7.9.1 Include External Contacts in all searches
When checked Unity will always search all directories every time a search is performed, which is

one second after the last key was pressddhe user is a slow typist this could result in many
searches, so if there is a large external directory [for example an Outlook folder with several
thousand records or a sloperforming SQL database] then Unity performance may be
impacted. Turning this setting off means that by default only the group/enterprise directory is
searched, other directories will only be searched if the user presses enter or clicks the search

image.

7.9.2 Show Monitored UserBirst When Searching
When this setting is turned on Unity will always display monitored users first in alphabetical

order, then external contact is monitored ordegdtherwise,internal and external contacts will

be shown in alphabetical order, as below.

Contacts CallLogs Voicemail

steve

Name

Stephen Wardle
Steve Tutt
Steve Tutt (Mobile)
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7.9.3 Always Sort New Search Results by Name

CKA&d aSdidadAy3a Oty 2yfteé 06S Y2RAFASROKAYyHEKS a60Kag3a
not active.If active then search results will always be displayed in alphabetical order based on

the name of the contact, otherwise the same sorting used in the default list [which could be

based on any column in the Contacts list] will be used when searching.

7.9.4 Include Department Name in Search
If activated then Unity will include any internal users where the department nhame matches the

a&SI NOK ONRGSNALFSET F2N) SEFYLXS (GKS NBOSLIiAzyAadl
salespeopleln a nested department environmemnly, the bottom-most department will be

considered.

7.9.5 Clear the Search Box When Activated
If activated,then whenever the user clicks into the search box the current search criteria will be

removed and the default list will be shown.

8 INSTANT MESSAGING

8.1 Open and Close the IM Chat Window

File Messaging Tools Help

Q

Unavaila.. Available  Wrap-Up Release Dial Transfer Hold Confere. Recording Voicemail Open
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File Messaging Tools Help

D
2 ® Q000

Unavaila.. Available  Wrap-Up Release Dial Transfer Hold Confere.. Recording Voicemail Close

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

aSt SOGAYy3 aLyaildlyld aSaal3daSé¢ FNRY GKS RNRL) fAradg:s
panel. Alternatively, you can select Messaging > Start Conversation from the top menu bar.
Search and right click:

Name

&  Aaron Parsons

Call extension

Call in Teams
View user details
Add to contact group >

Edit Note

Remove note

Instant message

Copy number

Personal directory >
Manage user list

Appearance >

Drag and drop

File Messaging Tools Help

a @ Q0O®

Unavaila.. Available  Wrap-Up Release Dial Transfer Hold Confere.. Recording Voicemail Open

Comacts  Calllogs  Voicemat

g

Messaging > Start Conversation

Start conversation

Out of office assistant > @
x}

Unavaila.. Available  Wrap-Up Release Dial

File Mess °
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Start conversation

Search
kakaposystems

kakaposystems Admin

Sales Operations Rocio Vilaseco

Lucy Dickens Sales Operations

Max Edwards

8.3 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 aclidhe available, engaged,

ringing and DND states as shown below.

State Online [Unity Open] Offline [Unity Closed] |
Available °

Ringing a

Engaged Q, (x

DND/unavailable profile Q. @

84 Adding Participants to an Existing IM Session
When an IM conversation is in the WMndow 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.

Lucy Dickens
Hi Lee, can you take a call from
Michael Smith please?

Hi Lucy, yes please transfer him across

8.5 Sending Ims to Offline Users

Even when a user is offline, Unity will allow you to send them an instant message which will

then be stored and delivered the next time the user is online.
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8.6 IM Feature Descriptions

Call participant

i
IM Conversation | Lucy Dickens | “ 1

participant — Close IM window

Lucy Dickens
Hi Lee, can you take a call
from Michael Smith

please?

Enter IM Text here Click to send

When there are multiple participants in the conversation you must select which user to call from

the dropdown menu.Instant conference with all parties is not available.

Lucy Dickens, Max Edwards

Lucy Dickens Lucy Dickens

Hi Lee, can you take a call frol Max Edwards

Smith please?

Hi Lucy, yes please transfer him across

9 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 PersonbDirectory entry is shown by ' 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 Directorg Blue drop down tab in Contacts
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Abby Wanbach

CallLogs Voicemail Agent Activity
Search contacts (

Default List

Common phone list

|/ Personal directory |

kakaposystems

Accounts

Call Logger Test
Development
Engineering
Human Resources
Sales

Support

Personal Directorg Right click on monitored user

Call extension
View user details
Contacts Call Log: vity
Instant message
Search contacts

& Free Extension

Copy number
& Abin Joseph —
? | Personal directory > Add new entry |
& Amanda Daws Is Sign-Out
&  Arjun Harikum Manage user list Sign-In
@ Benedict Huttc Appearance > Wrap-Up
@ | Charles Ber Development Available
Ty P!

9.1 Add New Entry

Enter the Name and Number and click Ok

Add to personal directory x
Name
John Wick
Phone
07542901160
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If the number specified is already in the Directory the user will be alerted as below.

There is already an entry in your personal directory with this name, duplicates are
not permitted

9.2 Edit Entry

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

wAIKUG Of A0l UKS 9ydNEB YR aStSOl0 G9RAGE®

Contacts CallLogs Voicemail Agent Activity

Search contacts Q v

1 Abby Wanbach
0 Chris Tutt Call number

Copy number

Personal directory > Edit Abby Wanbach
Remove Abby Wanbach

Add new entry

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

wAIKG Of A0l GKS 9yiNBR FyR a4StSOG awSy20S¢ o
9.4 Dialling Directory Entry

Locate the entry either on the Contacts panel or Search. Drag the entry into the Active Call
Window or double click to makeaall orNA I K Of AO01 GKS SyiNB FyR Of A0]
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Contacts CallLogs Voicemail Agent Activity

Search contacts v

Abby Wanbach
Call number
Chris Tutt

Copy number

Personal directory >

9.4 Add Using Right Click

While on an active call right click the recipient icon or number in the Contacts panel or Search.
You can then add this number to your personal directoffhis also applies to the call log and

voicemail lists

Kakapo Support 2 2 (
Summary 2 2 0 [
From To
N Lee™ " . Lee Fallon (Mobile)
Add to personal directory

10 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 Persbiarectory entry is shown by "' icon. Double clicking the icon

will make a call to the Directory numbeFhe Personal Directory menu is available when right

clicking a monitored user or in the Contacts panel.
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Personal Directorg Blue drop down tab in Contacts

Abby Wanbach

CallLogs Voicemail Agent Activity
Search contacts

Default List

Common phone list

[/ Personal directory

kakaposystems

Accounts

Call Logger Test
Development
Engineering
Human Resources
Sales

Support

Personal Directorg Right click on monitored user

Call extension

View user details .
Contacts  Call Log: vity

Instant message

Search contacts
Copy number

Free Extension

Abin Joseph - SaL)

| Personal directory > Add new entry |
Amanda Daws ts Sign-Out
Arjun Harikum Manage user list Sign-In
Benedict Huttt Appearance > Wrap-Up
Charles Berry Development Available

10.1 Add New Entry

Enter the Name and Number and click Ok
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Add to personal directory x

Name

John Wick

Phone

07542901160

Cancel

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

There is already an entry in your personal directory with this name, duplicates are
not permitted

10.2 Edit Entry

Use the Search field in Contacts to locate the entry. You can search by either Name or Number.
wAIKG Of A0l GKS 9yiGNB FyR aStSO0 a9RAGE®
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Contacts CallLogs Voicemail Agent Activity

Search contacts v
Abby Wanbach
ohris Tutt Call number
Copy number
Personal directory > Edit Abby Wanbach

Remove Abby Wanbach

Add new entry

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

wAIKG OfA0] GKS 9yiNBR FyR aStSOG awSYy20S¢ o

10.4 Dialling Directory Entry
Locate the entry either on the Contacts panel or Search. Drag the entry into the Active Call

2AYyR2g 2NJ R2dzotS OftAO01 G2 YIF1S I OFff 2NJNRIKOG

Contacts CallLogs Voicemail Agent Activity

Search contacts v

Abby Wanbach
Call number
Chris Tutt

Copy number

Personal directory >

10.5 Add Using Right Click

While on an active call right click the recipient icon or number in the Contacts panel or Search.
You can then add this number to your personal directofihis also applies to the call log and

voicemail lists.
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Kakapo Support 2 2 @

Summary 2 2 0 q
From To
N Lee ™ ™ Lee Fallon (Mobile)

Add to personal directory

11 CONTACT SEARCH DIRECTORIES

The Contact Search field combines all BroadWorks and Outlook Contacts directories to create a

central search repository. The BroadWorks directories include the Group or Enterprise Common
t K2yS [AaldX GKS dzaSNna 26y tSNE2YIf 5ANBOG2NE

which includes all the other users as well as hunt groups, auto attendants ace mads

Directory Directory Type Entry Type

Owner

BroadWorks Group/Enterprise All other users for BLF presence as well as hu
Directory groups and auto attendants

BroadWorks Common Phone List Shared contacts at the Group or Enterprise le\

BroadWorks Personal Directory ¢KS dzaASNRA 26y LISNER2)

11.1 Loading Directories
Unity will load all directory entries into Contact Search on start. If users are added to the

BroadWorks Group Directory while Unity is running, they will not be visible until Unity has
restarted. Personal directory entries the user adds will be available to use immediately without
restarting.

Please note: It is possible not to include the Common Phone List from the Group or Enterprise
level when loading Unity, this is configured at the System Provider level of the Kakapo Partner

Portal and will impact all users.

11.2 Contact Search Results Layout
To perform a contact search, type characters or numbers in the Search field and Unity 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

[ 2yGlOda LIySt OFy 0SS | OKASOSR o6& OfAO 1AYy3I | 3FA
A a

602E ¢KSy I O0AQDIGSRE Sylrot SR Ay {SidiAy3a I a
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CallLogs Voicemail Agent Activity

chris| X v

o Chris Tutt

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.

11.3 Contact Search Settings
Preferences for Search can be configured @ols >Settings >Settings > Contact Search. The

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

LYy Of dzZRS RSLI NIYSyid yFYS Ay aSkNOKE Fa aKz2gy

[Betiingd X

Search Configure the way Unity searches for contacts and displays search results

Unity Settings

[\ ]

Include external contacts in all searches

Appearance Show monitored users first when searching
Contact Search

Always sort new search results by name
Computer/Phone Include department name in search
Integration
Clear the search box when activated
Dialing Rule

Tell me when a contact has privacy enabled
Outlook Integration

Activate contact search box when call answered
Browser Integration

call Notification Include contacts when
Language -
uag (@ The name starts with the search criteria
Connection
The name contains the search criteria
Network

Authentication

11.3.1 Listing Directories
Rightclick 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.
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Call Logs Voicemail Agent Activity

Search contacts ~
Default List
Common phone list
& Amanda Dawson Acco Personal directory Sign-Out

&  Arjun Harikumar kakaposystems Sign-In

¥ Charles Berry Devel Call Logger Test Available

€ Free Extension Development

Engineering
o e e Aoy Human Resources
€ Kendrick Hester Supp Sales Sign-Out
@ Lucy Dickens Support Sign-Out

& Nakul Ravindran

12 CALL LOGS

The Call Logs tab displays Missed, Rece¥iadled Calland Conversationwith a date and time
stamp showing the most recestatisticat the top. Up to 2@ontactsare listed for eactype of

log. Direct calls to the user as well as hunt group andaeaitre calls that have reached the user

are alsoshown.

Contacts  CallLogs  Volcemail My status: @ Available: In Office

Name Phane Call Date
02073243863 02073243863 202502:20 11:18:57
07360535524 07360535524 202502-18 10:06:55
Recent
07542901160 07542901160 202502:20 14:11:21
07542901160 07542901160 202502-20 12:45:40
07542901160 07542901160 202502:20 12:38:34
07542901160 07542901160 202502-20 11:5547
07542901160 07542901160 202502:20 11:50:31
Later
07542901160 07542901160 20250219 12:35:25
07542901160 07542901160 20250219 11:57.23
07542901160 07542901160 20250219 11:0812
07542901160 07542901160 20250219 11:08:32
07542901160 07542901160 20250219 11:03:21
07542901160 07542901160 20250219 10:3550
07542901160 07542001160 20250219 09:46.53
07542901160 07542901160 20250218 14:56119

Double left click oteft clickdrag and holdan entry to make a outboundcall to that number.
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/@ Missed calls

R

Name

(Kakapo Sales)
(Kakapo Sales)

Name ~ Total Calls
Holiday Cruises 20
Kakapo Sales 2
Kakapo Support 16
Summary 38
Contacts CallLogs Voicemail

eceived calls

(Kakapo Support)

Joseph Jacob (H
(Kakapo Sales)
(Kakapo Sales)
(Kakapo Sales)

oliday Cruises)

Overall Queue Statistics

Staff Ratio

3/6
4/10

2/8
9/24

Available: Out Of Office

Total Missed ) Longest Wait Average Wait Average Talk
Calls Answered Calls in Queue ) ; .
Calls Time Time Time
0 00:00:00 00:00:00 00:00:00
0 00:00:00 00:00:00 00:00:00
4 00:00:00 00:00:10 00:00:00
4 34 0 00:00:00 00:00:03 00:00:00
| Drop person here to begin a call |
Agent Activity ﬁ My status:
Dialled calls bem
Phone Call Date -~
Recent
+447542901160 05/30/2022 05:46:17 PM
+447542901160 05/30/2022 05:44:16 PM
Later
+447542901160 05/30/2022 05:41:17 PM
+442086192480 05/30/2022 05:30:27 PM

05/30/2022 05:00:13 PM
05/30/2022 04:58:13 PM
05/30/2022 04:56:13 PM

13 MY STATUS

¢ KS

key services thatra regularly modified. Unity will only display the options for the services that

aa

wr

&

link grdvidedzin indication of the status of the user as well as quick access to

have been assigned to the user, available services are CommPilot Express (CPE), Do Not Disturb

(DND), Call Forward Always (CFA), Remote Offic®@andf Office Assistant.

My status:

Available: Out Of Office

Busy

None

My status:
Available: In Office
Available: Out Of Office

(%] Unavailable

© Do Not Disturb

L  call Forward Always >
¢ connectto a device >
[» Remote Office >

[} Out of office assistant >

Available: In Office
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CommpPilot profiles are also used to convey presence information to other users within the
group or enterprise. As users change their CommPilot Express state, any Unity client that is

monitoring that user [through the User Status list] will see their image change, as outlined

below.
User State Description User Status Image
Available: In Office | am in the office and available to receive

calls.

Available: Out Of Office | am not in the office but am available to

take calls
Busy | am currently busy (short term)
Unavailable | am currently unavailable (longer term)
None No call routing plan is in use
13.1 Configuring CommPilot Express States

CommpPilot Expresallows the user to specify how inbodrcalls are to be handled. Once the
four different profiles (above) have been configured in Settings, the profile in use can quickly be
changed through the My Status link. Unity can also be configured to automatically apply a

CommPilot Express profile when starting or closing, as below

[Services]

CommPilot Express allows you to pre-configure four profiles to control your inbound calls. These profiles
can quickly be changed through Unity when you leave your desk or are at a remote location
Incoming Calls

Anonymous Call When Unity starting set my profile to
Rejection

Available: Out Of Office

Call Forward Always

Call Forward Busy
Call Forward No Answer
Available: In Office

Available: Out Of
Office

Busy

Unavailable

Page p5



13.1.1 Available: In Office
This is the profile to use when you are working from the desk where you phone isdpdat

AK2dzZA R NBLINBaSYyld ay2NXIfé NRdAziAy3d NizZ Sao

This profile is used when you are working from your desk where your phone is located.

Also ring

If busy:
@ send call to voicemail

forward call

If not answered
@ send call to voicemail

forward call

13.1.2 Available: Out Of Office

This is the profile to use when you are away from your desk for an extended pbtibdtill

available for receive callsx&mnples are when in a meeting or when travelling.

Services

This profile is used when you are working away from your desk for an extended period of time.

When a call arrives:

@ send call to voicemail

forward call

Notify me of new voicemails via email
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13.1.3 Busy
This is the profile to use when you are temporarily unavailable to talg, éat example when in

I YSSGUAYy3 6KSNB €2dz R2y Qi ¢l yld (2 0S RAaAGdINDSRO®

This profile is used when you are temporarily unavailable to take calls, for example when you are in a
meeting

Divert all calls to voicemail (if configured)

But forward calls from these numbers

Notify me of new voicemails via email

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

calls, for example when on vacation.

This profile is used outside of business hours or when you are on vacation or holiday.

Divert all calls to voicemail (if configured)

But forward calls from these numbers

To

When a call is sent to voicemail

use "unavailable” greeting

(@ use 'no answer” greeting

13.2 Do Not Disturb
Toactivate Do Not Disturb, click on tihdy Status link and click the menu option. The My Status

link will change to indicate the service activation, as will the Unity title bar.
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My status: Available: Out Of Office
Available: In Office

Available: Out Of Office
Busy
©  Unavailable

None
() Do Not Disturb
C  call Forward Always >
¢ connect to a device >

[  Remote Office >

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

Disturb activated.

Name Title Phone Extension Mobile Department ACD State Status
® @ LeeFallon Technical Account Manager 0022 0022 Sales Operations  Available Do not disturb

13.3 Call Forward Always

Use the My Status link to quickly activadeactivatethe service, or click configure to go directly

to that service in Settings
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