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1 Summary of Changes

This section describes the changes to this document for each release and document
version.

1.1 Changes for Release 22.0

This section describes the changes to this document for each document version of
Release 22.0.

Document Version 1
This version of the document includes the following changes:

Added Appendix B: Diagnostic Tool and updated sections 2.2 How This Guide Is
Organized and 13.6 Settings — About for the Client Side Diagnostic Tool For Thin
Clients Feature Description (EV 228113).

Added section 14 Configure Web Browser for EV 249302.
Updated sections 5.3.2 Directories List and 9.1 Show/Hide Directories for EV 246104.

Updated sections 6.6.5 Dial from History, 11.1 View Call History, 13.1.4 Date Format,
and 13.1.5 Time Format for EV 245705.

Updated section 5.2.3 Current Calls and added sections 5.2.6 Call Redirection
Reasons and 16.4 Call Redirection Reasons for PR-48139.

Updated sections 4.1 Launch Receptionist from Web Portal and 4.2 Sign in from Web
Browser and added sections 4.3 Launch JNLP File, 13.4 Settings — Plug-ins, 14.2
Certificate for Desktop Integration, and 15 Restrictions and Limitations for the Desktop
Integration Features Without Java Plug-in (Applets) Feature Description (FR 7404).

Updated sections 9.3.2 Perform Regular Search, 9.4 Order Directory Entries, and 9.5
Make Notes about Contact (Enterprise Edition) for the Search in Receptionist Notes
Feature Description (FR 2226).

Updated sections 4.1 Launch Receptionist from Web Portal and 4.2 Sign in from Web
Browser Thin Clients System Use Notification Feature Description (FR 10633).

Added section 15.2 Tab Button in Microsoft Edge to specify a restriction when running
the client in Edge.

1.2 Changes for Release 21.0

This section describes the changes to this document for each document version of
Release 21.0.

Changes for Release 21.0, Document Version 3
This version of the document includes the following change:

Changed references to the BroadWorks Application Server User Web Interface
Administration Guide to BroadWorks User Web Interface Administration Guide as the
document has been renamed.

Changes for Release 21.0, Document Version 2
This version of the document includes the following change:

Updated section 11 Manage Queued Calls (Enterprise Edition) for EV 222258.
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Changes for Release 21.0, Document Version 1
This version of the document includes the following changes:

m  Updated section 9 Monitor Contacts for the Personal Assistant Feature Description
(EV 216692).

m  Updated document for the Thin Client Usability Enhancements Feature Description
(EV 195594).

m  Updated section 12.5 Settings — Aboult.

1.3 Changes for Release 20.0
This section describes the changes to this document for each document version of
Release 20.0.
Changes for Release 20.0, Document Version 4
This version of the document includes the following changes:

m  Updated sections 9.5 Contact States and 12.6 Monitored User States for
EV 224630.

m  Revised indexing.

Changes for Release 20.0, Document Version 3
This version of the document includes the following changes:

m  Updated sections 3.2.2 Contact Directories for EV 216467.

Changes for Release 20.0, Document Version 2
This version of the document includes the following changes:

m  Updated sections 5.1.3 Signed-in User Information, 5.3 Contacts Pane, for the Thin
Clients to Conform to Presence Rules Feature Description (EV 192595).

Changes for Release 20.0, Document Version 1
This version of the document includes the following changes:

m  Updated for the Receptionist Usability Update for Directories Feature Description
(EVs 172852, 182502).

m  Updated for the Visual Security Classification for Active Call Feature Description
(EV 174096).

m  Updated sections 5.5.1 Call Action Buttons for the Call Recording —
Start/Stop/Pause/Resume User Control Feature Description
(EV 172506).

m  Updated sections 5.2.3 Current Calls, 6.2.2 View Incoming Call Details for the
Diversion Info Availability for Queued Calls Feature Description (EV 175543).

m  Updated sections 4 Get Started for EV 192180.
m  Removed section on theme for EV 194697.
m  Updated sections 5 Explore Workspace and 12.1.5 Workspace for EV 175559.

m  Updated sections 5.5.1 Call Action Buttons and 9.3 Request Dynamic Monitoring for
EV 196216.

m  Updated section 6.6 End Call for EV 198717.

m  Updated sections 3.2.2 Contact Directories, 9 Monitor Contacts, and 9.2 Dynamic
Monitoring (Enterprise Edition) for EV 204600.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
©2016 BROADSOFT, INC. PAGE 14



"’ broadsoft

1.4 Changes for Release 19.0

This section describes the changes to this document for each document version of
Release 19.0.

Changes for Release 19.0, Document Version 1
This version of the document includes the following changes:

Updated document for the Web Pop URL Enhancement — Call Center and
Receptionist Feature Description (EV 150425).

Updated the description of the Unknown phone state in sections 9.5 Contact States
and 12.6 Monitored User States.

Updated document for the IM&P for the Call Center and Receptionist Clients Feature
Description (EV 150369).

Added section 4.2 Sign-in Restrictions for the Thin Client Single User Login
Restrictions Feature Description (EV 163737).

Updated sections 5.1.3 Signed-in User Information, 9 Monitor Contacts, and Appendix
A: Glossary and Definitions for the Calendar Presence Integration Feature
Description (EV 142625).

Updated section 8 Manage Contacts for the IM&P for Call Center and Receptionist
Clients Feature Description (EV 150369).

Updated document for changes in the user interface and added section 5.3.6
Group/Enterprise Common Tab.

1.5 Changes for Release 18.0

This section describes the changes to this document for each document version of
Release 18.0.

Changes for Release 18.0, Document Version 2
This version of the document includes the following changes:

Updated sections 3.2.1 User Interface, 3.3.1 User Interface, 3.4.1 User Interface, 5
Explore Workspace, 5.4 Queued Calls Pane (Enterprise Edition), and 11 Manage
Queued Calls (Enterprise Edition) to align document with changes in the application.

Updated section 5.4 Queued Calls Pane (Enterprise Edition) for EV 159630. The
position of some information in the Queued Calls pane has changed. The position
has changed for the name and number of the remote party and the name and number
of the DNIS/call center that took the call.

Changes for Release 18.0, Document Version 1
This version of the document includes the following changes:

m  Updated sections 5.1.3 Signed-in User Information, 5.2.3 Current Calls, 5.2.5 Call
States and Actions, and 9 Monitor Contacts for the Call Park and Recall
Enhancements — Receptionist Thin Feature Description (EV 105267).
m  Updated sections 4 Get Started for EV 153628.
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2016 BROADSOFT, INC. PAGE 15



“" broadsoft

1.6 Changes for Release 17.sp2

This section describes the changes to this document for each document version of
Release 17.sp2

Changes for Release 17.sp2, Document Version 6
This version of the document includes the following changes:

m  Updated section 11.11 Order Queued Calls for EV 142502.
m  Updated section 9 Monitor Contacts for EV 144284.

Changes for Release 17.sp2, Document Version 5
This version of the document includes the following changes:

m  Updated section 11.1 Select Call Centers to Manage for EV 141300.
m  Updated document for the usability enhancements.

m  Updated sections 9.5 Contact States and 12.6 Monitored User States for
EV 146017.

m  Updated sections 8.6 Manage Personal Contacts and 8.7 Manage Speed Dial Entries
for EV 145992.

m  Updated section 5.4 Queued Calls Pane (Enterprise Edition) for EV 146214.

m  Updated sections 5.3 Contacts Pane and 8.5 Make Notes about Contact (Enterprise
Edition) with comments from testing.

Changes for Release 17.sp2, Document Version 4
This version of the document includes the following changes:

m  Updated document with changes in the application.
m  Updated section 11 Manage Queued Calls (Enterprise Edition) for EV 141300.
m  Updated Appendix C: Keyboard Shortcuts for EV 130778.

m  Updated sections 6.2.2 View Incoming Call Details and 12.4.2 Notification for
EV 131521.

Changes for Release 17.sp2, Document Version 3
This version of the document includes the following changes:

m  Updated section 12.1.5 Workspace for EV 119881.

m  Updated sections 6.2.2 View Incoming Call Details and 12.4.2 Notification for
EV 118621.

Changes for Release 17.sp2, Document Version 2
This version of the document includes the following changes:

m  Updated sections 6.3.1 Answer Call and 6.4.2 Resume Held Call for EV 126902.
m  Updated section 12 Configure Receptionist for EV 126771.
m Updated section 5 Explore Workspace for EV 127180 and 128936.

m  Updated section 12.5 Settings — About to align document with changes in the
interface.

m  Updated section 5 Explore Workspace for EV 126451.

Changes for Release 17.sp2, Document Version 1
This is a new document for this release.
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©2016 BROADSOFT, INC. PAGE 16



\ ' broadsoft

2 About This Document

This guide provides step-by-step procedures and reference information for BroadWorks
Hosted Thin Receptionist Release 22.0.

BroadWorks Hosted Thin Receptionist herein is referred to as Receptionist, Receptionist
client, or client.

Receptionist exists in three editions: Enterprise, Small Business, and Office, each tailored
to the specific needs of its target users. This guide covers all three editions of
Receptionist.

NOTE: Not all the features that are available on the Broadworks Receptionist are
supported on the TPG/AAPT BizPhone services.

2.1 Audience

This document is intended for end users of Hosted Thin Receptionist Enterprise, Small
Business, and Office.

2.2 How This Guide Is Organized

The following table identifies the sections to refer to for information about the functionality
provided by Receptionist.

Section Overview

Introduction to Receptionist ~ This section provides an overview of Receptionist and its three

editions: Enterprise, Small Business, and Office.

Get Started This section describes how to sign in and out of Receptionist,

perform the initial setup, change password, and obtain help.

Explore Workspace This section provides an overview of the user interface.

Manage Calls This section provides information on how to make and manage calls.
This includes using your contacts to make calls or perform actions on

existing calls.

Message Contacts
(Enterprise Edition)

This section includes information on how to send e-mail messages to
contacts.

Manage Contacts This section provides information on managing contact directories

and searching for contacts.

Monitor Contacts This section describes static and dynamic monitoring and includes

information on how to select contacts to monitor.

Manage Call History

Manage Queued Calls
(Enterprise Edition)

Configure Receptionist
Appendix A: Glossary and
Definitions

Appendix C: Keyboard
Shortcuts

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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This section provides information on managing call logs.

This section provides information on managing queued calls.

This section describes the settings you can configure to set up and
customize Receptionist for improved usability.

This appendix contains definitions of call states and phone states
used in Receptionist.

This appendix describes keyboard shortcuts available in
Receptionist.
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2.3 Additional Resources

For more information on Receptionist and on Application Server procedures used by
group administrators, department administrators, and users, see the following
BroadWorks guides:

m  BroadWorks Hosted Thin Receptionist Configuration and Administration Guide

m  BroadWorks Application Server Group Web Interface Administration Guide
(Parts 1 and 2)

m  BroadWorks Getting Started Web Interface Administration Guide
m  BroadWorks CommPilot Call Manager and Attendant Console User Guide

m  BroadWorks User Web Interface Administration Guide

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
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3 Introduction to Receptionist

BroadWorks Receptionist is a carrier-class Internet Protocol (IP) Telephony Attendant
Console, specifically developed for hosted environments. It is used by “front-of-house”
receptionists or telephone attendants, who screen inbound calls for enterprises.
BroadWorks Receptionist realizes the promise of IP telephony by enhancing business
processes and delivering rich services in a user-friendly way.

BroadWorks Receptionist delivers the following real benefits to users:
m  An elegant design that is aesthetically pleasing

m  An ergonomic design that follows the natural work “flow” of a call from the left to the
right of the screen

m  Improved business processes as only “valid” options are presented to the attendant
m  Professional call handling as critical information is available in “real time”
m  Web-based interface, accessible from a web browser

Hosted Thin Receptionist, introduced in Release 17.sp2, is a SaaS Rich Internet
Application (RIA) hosted on BroadWorks and allows you to manage calls from a web
browser.

NOTE: For information about the web browsers supported by Receptionist, see the BroadWorks
Hosted Thin Receptionist Configuration and Administration Guide or contact your administrator.

This document describes the BroadWorks Hosted Thin Receptionist client.

3.1 Receptionist Editions

Receptionist exists in three editions: Enterprise, Small Business, and Office, each tailored
to the specific needs of its target users.

The following sections provide an overview of the Receptionist Enterprise, Small
Business, and Office interface and functionality and refer you to other sections of the
document for more information.

NOTE: Features available in a specific version are identified and tagged with the edition’s name.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
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3.2 Receptionist Enterprise

The Receptionist Enterprise edition is a BroadWorks full-featured client, designed to
support the needs of front-office personnel in any environment. It supports the full set of
call control options, large-scale line monitoring, queuing, multiple directory options, and
views, and other features required in large or distributed organizations.

3.2.1 User Interface

A £ A
= - & A
[ Enter Number (] O SEARCH || 2' FAVORITES x 8 GROUP COM... x || (& PERSONAL x || i SPEEDDIAL x | v

& Mario Bueno (1001) Active 0153 il B o | WD [
B Status LastName * First Hame * Number Extension Mobile Department = MNotes
() Baldwin Cheryl +12025551009 1009 Notes
O basicAA Auto Aftendant Notes
CONFERENCE CALL x () Bueno Mario +12025551001 1001 2021112223 Notes

|
Notems to show ©  Dumas Marie 2025551005 1005 Mates
() hotine Call Certer +12025551000 1000 Notes
O Jones Shirley #12025551002 1002 Notes
e N O Madni Padlo +12025551003 1003 Notes
Q D () Smth Stan +12025551004 1004 Notes
Hotline 2025551000 0110 (020) X ]| sandecan [ boles,
) Voice Portal Voice Messaging Notes
) Wyoming Madoline +12025551008 1008 Notes

Figure 1 Receptionist Enterprise Main Interface

The interface contains the following main work areas:

Logo pane — The Logo pane displays links to other pages or functions of Receptionist
and provides information about the logged user. It also displays error, warning, and
information messages to the user.

Call Console — This is where you view and manage your current calls.

Queued Calls pane — This is where you manage queued calls. You need to have
the Supervisor service assigned to have access to this feature.

Contacts pane — This pane contains your contact directories, which you use to make
calls to contacts and monitor selected contacts.

Settings pages — You use the Settings pages, accessed via the Settings link, to
configure various aspects of Receptionist.

Call History dialog box — You use the Call History dialog box to view and return your
past calls.

For more information, see section 5 Explore Workspace.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
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3.2.2 Contact Directories

This following table lists the contact directories available in Receptionist Enterprise. The
Comments column specifies additional settings required to access the directory.

Directory Name

Favorites

Group/Enterprise

Group/Enterprise
Common

Monitored
Contacts

Speed Dial

Queues

Contents

This consists of the contacts whose
phone status you are currently statically
monitoring. The list of contacts to
monitor must be configured for you.

This consists of all contacts in your group

or enterprise directory. However, if your
enterprise administrator restricted your
access to your enterprise directory, you
can only see the contacts in your group.

This consists of all contacts in your
group’s or enterprise’s common phone
list configured by your administrator.

This consists of contacts whose phone
status you are currently dynamically
monitoring.

This consists of all speed dial codes
configured for you or by you for your
Speed Dial services.

This consists of the call centers and
associated DNIS numbers that you are
staffing as an agent or supervising. It
allows you to transfer calls into queues
quickly.

Comments

Monitoring is limited to 200 static
contacts enterprise-wide.

You can dynamically monitor
contacts in your Group/Enterprise
directory. The maximum number
of contacts you can dynamically
monitor is configured by your
administrator and it cannot exceed
100.

The directory may be empty if your
administrator has not configured
any contacts.

If the directory is empty, it is not
shown.

You need to have Speed Dial 8
and/or Speed Dial 100 services
assigned.

You need to have Call Center
service assigned.

For information on managing your contact directories, see section 8 Manage Contacts; for
information on using your contacts to make and manage calls, see section 6 Manage
Calls; for information on monitoring contacts, see section 9 Monitor Contacts.

3.2.3

Call Management Functions

The Receptionist Enterprise provides the following call management functions.

Function

View Call Details
Dial Contact

Dial Ad Hoc Number
Redial

Speed Dial

Dial From Call History
Answer Call

Hold Call

Resume Held Call
End Call

Blind Call Transfer

Quick Reference
View Call Information
Dial Contact

Dial Ad Hoc Number
Redial Number
Speed Dial

Dial from History
Answer Call

Put Call on Hold
Resume Held Call
End Call

Blind Transfer Call

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

©2016 BROADSOFT, INC.

40-CA5607-00
PAGE 21



““' broadsoft

Function

Supervised Call Transfer
Consulted Call Transfer
Transfer to Voice Mail
Transfer to Queue

Busy Camp On

Group Call Park
Directed Call Pickup
Operator Call Barge-in
Start Conference Call
Add Participant

Hold Conference Call
Resume Conference Call
Put Participant on Hold
Take Participant off Hold
End Participant

Leave Conference Call

End Conference Call

Quick Reference

Conduct Supervised Transfer
Transfer with Consultation

Transfer to Voice Mail

Transfer to Queue (Enterprise Edition)

Conduct Busy Camp On (Enterprise and Small Business Editions)

Conduct Group Call Park (Enterprise Edition)
Pick Up Call

Barge in on Call

Start Three-Way Conference

Add Participant to Conference
Hold Conference

Resume Held Conference

Put Conference Participant on Hold
Resume Conference Participant
Remove Conference Participant
Leave Conference

End Conference

For more information, see section 6 Manage Calls.
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3.3 Receptionist Small Business

The Receptionist Small Business edition is a lower-priced version of the client, targeted at
front-office personnel in small and mid-sized organizations that do not require multiple
directories, call queuing, or other advanced features. It supports a full set of call control
functions and monitoring of up to 30 lines in the directory.

3.3.1 User Interface

broadworks Seftings Help Full Screen Sign Out
. o
receptlonlst Mario Bueno
CALL CONSOLE 7 CONTACTS
[0 Enter N l -~ I L SearcH |RERREERTHEE | & GROUP x || &3 GROUPCOM.. x || (& PERSONAL x
> Cheryl Baldwin (1003) Active 18:59) Bogis witi| Al ) O | ) Quick Search | %
@ Status ¥ Last lame * First Name ¥ Number Extension ¢ Mobile * Department
@  Badwin Cheryl +12025551009 1008
@  Dumas Marie +12025551005 1005
@  Smin Stan +12025551004 1004

CONFERENCE CALL b 4

No items to show

o
s

Figure 2 Receptionist Small Business Main Interface

The interface contains the following work areas:

m  Logo pane - The Logo pane displays links to other pages or functions of Receptionist
and provides information about the logged user. It also displays error, warning, and
information messages to the user.

m Call Console — This is where you view and manage your current calls.

m Contacts pane — This pane contains your contact directories and allows you to use
contacts to manage calls. You also use the Contacts pane to monitor contacts.

m  Settings pages - You use the Settings pages, accessed via the Settings link, to
configure various aspects of Receptionist.

m Call History dialog box — You use the Call History to view and return your past calls.

For more information, see section 5 Explore Workspace.

3.3.2 Contact Directories

This following table lists the contact directories available in Receptionist Small Business.
The Comments column specifies additional settings required to access a directory.

Directory Name Contents Comments
Favorites This consists of the contacts whose phone Monitoring is limited to 30
status you are currently monitoring. static users company-wide.
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Directory Name Contents Comments

Group/Enterprise This consists of all contacts in your group or

enterprise directory.
Group/Enterprise This consists of all contacts in your group’s The directory may be empty if
Common or enterprise’s common phone list configured your administrator has not

by your administrator. configured any contacts.
Speed Dial This consists of all speed dial codes You need to have Speed Dial

configured for you or by you for your Speed
Dial services.

8 and/or Speed Dial 100
services assigned.

For information on managing your contact directories, see section 8 Manage Contacts; for
information on using your contacts to make and manage calls, see section 6 Manage
Calls; for information about monitoring contacts, see section 9 Monitor Contacts.

3.3.3 Call Management Functionality

This section lists call management functions of Receptionist Small Business and provides
you with pointers to sections of this document where they are described.

Function

View Call Details

Dial Contact

Dial Ad Hoc Number
Redial

Speed Dial

Dial From Call History
Answer Call

Hold Call

Resume Held Call

End Call

Blind Call Transfer
Supervised Call Transfer
Consulted Call Transfer
Transfer to Voice Mail

Busy Camp On

Directed Call Pickup
Operator Call Barge-in
Start Conference Call
Add Participant

Hold Conference Call
Resume Conference Call
Put Participant on Hold

Take Participant off Hold

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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Quick Reference

View Call Information

Dial Contact

Dial Ad Hoc Number
Redial Number

Speed Dial

Dial from History

Answer Call

Put Call on Hold

Resume Held Call

End Call

Blind Transfer Call
Conduct Supervised Transfer
Transfer with Consultation
Transfer to Voice Mail

Conduct Busy Camp On (Enterprise and Small Business Editions)

Pick Up Call

Barge in on Call

Start Three-Way Conference

Add Participant to Conference
Hold Conference

Resume Held Conference

Put Conference Participant on Hold

Resume Conference Participant

40-CA5607-00
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Function Quick Reference

End Participant Remove Conference Participant
Leave Conference Call Leave Conference

End Conference Call End Conference

3.4 Receptionist Office

The Receptionist Office edition is targeted at a small office environment with a limited
number of employees. It supports the standard set of Call Control features and the
monitoring of up to eight lines in the directory.

3.4.1 User Interface

broadworks Settings Help Full S

receptionist

CALL CONSOLE - CONTACTS

i Entert (21 = 0. search |[IPRVTCUESREN [ & GROUP x || &% GROUPCOM.. x || t& PERSONAL x
> Cheryl Baldwin (1009) Active 1859 Begins with A1l ~| a | [ @uick Search x@
Status *  Last Name * First Hame = Humber = Extension * Mobile * Department *
@  Bacwin Cheryl 412025551009 1009
@  Dumas Marie +12025551005 1005
@  smtn Stan +12025551004 1004

CONFERENCE CALL X

No items to show

Figure 3 Receptionist Office Main Interface

The interface contains the following work areas:

m  Logo pane - The Logo pane displays links to other pages or functions of Receptionist
and provides information about the logged user. It also displays error, warning, and
information messages to the user.

m Call Console — This is where you view and manage your current calls.

m Contacts pane — This pane contains your contact directories and allows you to use
contacts to manage calls. It also allows you to monitor selected contacts.

m  Settings pages - You use the Settings pages, accessed via the Settings link, to
configure various aspects of Receptionist.

m Call History dialog box — You use the Call History dialog box to view and return your
past calls.

For more information, see section 5 Explore Workspace.
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3.4.2 Contact Directories

This following table lists the contact directories available in Receptionist Office. The
Comments column specifies any additional settings required to have access to a directory.

Directory Name
Favorites

Group/Enterprise
Group/Enterprise

Common

Speed Dial

Contents

This consists of the contacts whose phone
status you are currently monitoring.

This consists of all contacts in your group.

This consists of all contacts in your group’s
or enterprise’s common phone list configured
by your administrator

This consists of all speed dial codes
configured for you or by you for your Speed
Dial services.

Comments

Monitoring is limited to eight
static users group-wide.

The directory may be empty if
your administrator has not
configured any contacts.

You need to have Speed Dial 8
and/or Speed Dial 100 services
assigned.

For information on managing your contact directories, see section 8 Manage Contacts; for
information on using your contacts to make and manage calls, see section 6 Manage
Calls; for information about monitoring contacts, see section 9 Monitor Contacts.

3.4.3

Call Management Functionality

The Receptionist Office provides the following call management functions.

Function

View Call Details
Dial Contact

Dial Ad Hoc Number
Redial

Speed Dial

Dial From Call History

Answer Call

Hold Call
Resume Held Call
End Call

Blind Call Transfer

Supervised Call Transfer

Quick Reference
View Call Information
Dial Contact

Dial Ad Hoc Number
Redial Number
Speed Dial

Dial from History
Answer Call

Put Call on Hold
Resume Held Call
End Call

Blind Transfer Call

Conduct Supervised Transfer

Consulted Call Transfer
Transfer to Voice Mail
Directed Call Pickup
Operator Call Barge-in
Start Conference Call
Add Participant

Hold Conference Call

Resume Conference Call

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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Transfer with Consultation
Transfer to Voice Mail

Pick Up Call

Barge in on Call

Start Three-Way Conference
Add Participant to Conference
Hold Conference

Resume Held Conference

40-CA5607-00
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Function

Put Participant on Hold
Take Participant off Hold
End Participant

Leave Conference Call

End Conference Call

Quick Reference

Put Conference Participant on Hold
Resume Conference Participant
Remove Conference Participant
Leave Conference

End Conference

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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4 Get Started

You access the Receptionist over the through the JNLP file. The sign-in procedure is the
same for all Receptionist editions.

NOTE 1: The minimum required screen resolution for Receptionist is 1024 x 768 pixels.

NOTE 2: Receptionist does not support signing in as different users from the same machine at
the same time.

4.1 Launch JNLP File

Receptionist needs the Java HTTPS server to run its desktop integration features.

NOTE: You should run Java JRE 1.6 or higher.

As you sign in, Receptionist starts downloading a JNLP file containing the Java HTTPS

server to your machine. Perform the following steps to accept the download and install
the server:

1) When a file download pop-up window appears in your browser asking you whether
you want to open or save the file, save the file.

Messages about downloading and verifying the application contained in the file
appear followed by a dialog box asking you whether you want to run the application.

e
i
Dowmloading application, . I
.
Lecation: it 10.99. 15, 7443
]
Startirg applcaton..
I
Verifying application. .
—_—
Location: it 10,99, 15, 7443
| Carcel

Figure 4 Downloading and Verifying Application Pop-up Window
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Do you want to run this application?
Name: BroadWorks
=2 Publisher: Broadsoft, Inc
Location:  https://xsp. hs.broadsoft.com

This application will run with unrestricted access which may put your computer and personal
information at risk. Run this application only if you trust the location and publsher above.

Do not show this again for apps from the publisher and location above

v More Information iiﬂm | [ concel |

Figure 5 “Do you want to run this application?” Dialog Box

2) Click Run. This starts the Java HTTPS server allowing Receptionist to access the
desktop integration features.

NOTE: Desktop integration features will not be avalibale f you click Cancel.

If you refresh the browser after the local HTTPS server has started, the JNLP file is
not downloaded again and the HTTPS server simply continues intializing the desktop
integration features.

4.2  Sign-in Restrictions

You can only have one active Receptionist session at a time. When you sign in from a
second location, you are automatically signed out from the original location with the
following message: “You have been signed out as you have signed in from another
location.”

° You have heen signed-out as you have signed-in
from another location.

User ID msellers@devcluster synapse.com
Password
Stay signed in

Show options Bookmark this pade

Figure 6 Sign-in Dialog Box with Error Message

broadworks Settings Help Full Screen Sign Out

.
receptionist Shacko Dusso

Figure 7 Receptionist Main Interface (Top of Page) with Error Message
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4.3 Get Help

Receptionist provides you with online access to a portable document format (PDF) version
of this guide.

Figure 8 Main Interface (Top of Page) — Help Link

To access this document:
Click the Help link at the top right-hand side of the main interface.

4.4  Sign Out

To sign out of Receptionist:
1) Click the Sign Out link at the top right-hand side of the main interface.

A message appears asking you whether you would like to save your current
workspace.

. Do you want to save your workspace?

Figure 9 Question Dialog Box

2) Click Yes to save your current workspace. This allows you to retain the same setup
at your next session.

3) For information on workspace elements that can be customized, see section 12.1.5
Workspace.

45 Set Up Your Environment (Enterprise Edition)
It is recommended that you configure Receptionist as follows when you first log in.
m  Select call centers to manage — see section 11.1 Select Call Centers to Manage.

m Join queues and set your post sign-in ACD state — see section 12.2 Settings —
Application.

For information about other Receptionist configuration options, see section 12 Configure
Receptionist.
4.6 Change Your Password

To change your password:
1) At the top right-hand side of the main interface, click the Settings link. The Settings —
General page appears.

2) Inthe Account area, click the Change Password link. The area expands allowing
you to change your password.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
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Change Password . . .

Old Passward
Mewy Passward

Canfirm Pazswword

Change Password

Figure 10 Account — Change Password

3) Enter your current and new password and click Change Password.

Note that the Reset button does not reset your password. It only clears the input
boxes.
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5 Explore Workspace

When you sign in to Receptionist, the main page appears where you perform most of your
call management and monitoring tasks. In addition, the main page provides a link to the
Settings pages, where you configure various Receptionist settings.

N * 2 /3
05 Enter Number lﬁl L SEARCH || ¥* FAVORITES x &8 GROUPCOM.. x || (& PERSONAL x || i SPEEDDIAL x [~

i Mario Bueno (1001) Active 0153 Begins with | Al ~l a | Juick Search | %
Status Last Name * First Name ¥ Number Extension Mobile Department ¥ Notes
() Baldwin Cheryl +12025551009 1009 Notes
O  basicAA Auto Attendant Notes
CONFERENCE CALL x " Bueno Mario +12025551001 1001 2021112223 Notes
|
Noitems to shaw ) Dumas Marie +12025551005 1005 Notes
() hetine Call Certer +12025551000 1000 Notes
Q) Jones Shirley +12025551002 1002 Notes
e B O Meadini Padio +12025551008 1003 Notes
Q DCA © smth Stan +12025551004 1004 Notes
Hatline 2025551000 010 (0720) X &) [EsIe Quko Merderk btz
() Voice Portal Voice Messaging Notes
() wyoming Madoline +12025551008 1008 Notes
o o

Figure 11 Receptionist Enterprise Main Interface

Many visual aspects of Receptionist are configurable. For example, you can decide which
windows should be open and change the size and placement of windows on the screen.
You can then save your workspace and retrieve it the next time you log in. For more
information on saving your settings, see section 12.1.5 Workspace.

To work in full screen mode, click the Full Screen link in the top-right corner of the main
window. The link changes to Exit Full Screen, which you can click to exit full screen mode.

NOTE 1: To work in full screen mode, you can also click F11 when the main window is in focus.

NOTE 2: The Back, Forward, and Refresh operations of the web browser are not supported by
Receptionist; and if performed, the results are inconsistent.

NOTE 3: When a window is vertically resized, the panes do not always resize to fill the window.
To resize a window, drag the window from the bottom right-hand corner or collapse and then
expand the panes after resizing to adjust them to the window.

You can also resize the Call Console and the Contacts panes by moving the bar between
the two to the left or to the right. Receptionist remembers the position of the bar at sign
out, and the bar is at the same position the next time you sign in.
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Most Receptionist controls are context-based, which means that they appear only when
the action they represent can be taken. Context-based controls that allow you to take
actions on calls are called action buttons. For the list of controls available in Receptionist,
see section 5.5 Controls. The action buttons are described in section 5.5.1 Call Action
Buttons.

This section describes the following elements of the Receptionist main interface:
m  Logo Pane

m Call Console

m  Contacts Pane

m  Queued Calls Pane (Enterprise Edition)

m  Controls

The Settings pages, accessed via the Settings link and used to configure Receptionist, are
described in section 12 Configure Receptionist.

The Call History dialog box is described in section 10 Manage Call History.

5.1 Logo Pane

The Receptionist main page and Settings pages contain a Logo pane, which displays the
Receptionist client or company logo, global messages, links to other interface elements or
Receptionist functions, and information about the signed-in user.

Figure 12 Receptionist Logo Pane

5.1.1 Global Message Area

The Global Message Area, that is, the center area of the Logo pane, is used by
Receptionist to display information, warning, and error messages to the user. A message
appears for several seconds and then disappears.

5.1.2 Settings, Help, and Sign Out Links
The Logo pane displays links to the Settings pages, where you can configure the client,
and the Help and Sign Out links.

5.1.3 Signed-in User Information

Information about yourself, such as, your name, your availability to take calls, and your
voice mail status, is displayed at the top right-hand side of the main interface, as
applicable.

Settings Help Full Screen Sign Out

Presence: u‘.&vaﬂable v 7" — Paolo Maldini

Parked User: Cheryl Baldwin (2025551009)

Figure 13 Signed-in User Information

Your current availability icons are displayed to the left of your name as follows:

m Information about the following services and features:
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— Call Forwarding Always (CFA) *% _ You have activated the Call Forwarding
Always service.

— Do Not Disturb (DND) @- You have activated the Do Not Disturb service.

— Voice Messaging .

The information is presented in the following format:
<In a Meeting/Away/CFA/DND> <Voice Messaging>

The <In a Meeting/Away/CFA/DND> state is represented by one icon with the In a
Meeting/Away states having precedence over the CFA and DND states, and the CFA
state having precedence over the DND state.

The Voice Messaging icon is present only if you have outstanding voice messages.

In addition, if a call is parked against your extension, the following information
appears:

Parked User: <First Name> <Last Name> (<Phone Number/Extension>).

5.2 Call Console

You use the Call Console to view and manage your current calls. For information on
managing your calls, see section 6 Manage Calls.

CALL CONSOLE

[E Enter Mumber ["‘ I

[» Marie Dumas (1005} Active 01:33
i

CONFERENCE CALL @ LEAVE [P 4

A Cheryl Baldwin (1009} Active 08:22

fra] 'END

£ Jean Richard (1007) Active 04:34

g

Figure 14 Call Console

The Call Console contains the following areas:
m  Header

m Dialer

m  Current Calls

m  Conference Call Panel

5.2.1 Header

The Call Console header contains the following controls:
m  Call History button — This allows you to access the list of your previous calls.
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m  Call Waiting button — This allows you to enable the Call Waiting service.

w1
E
£l

m  Auto Answer button — This allows you to answer your calls automatically.

5.2.2 Dialer

The Dialer, located at the top of the Call Console, below the header, allows you to make
ad hoc calls.

[ Enter Mumber In i @ ‘

Figure 15 Call Console — Dialer

m  The Enter Number text box is where you enter the number to dial.

m  The buttons to the right, called action buttons, change depending on the context, and
allow you to perform operations on calls. For more information, see sections 5.2.5
Call States and Actions and 5.5.1 Call Action Buttons.

5.2.3 Current Calls

The Call Console displays your current calls and allows you to take actions on them.

If you are involved in a conference call, its details are displayed in the Conference Call
panel at the bottom of the Call Console. The Conference Call panel is described in the
following section.

CALL CONSOLE
[E Enter Mumber l"‘ l @
Il Marie Dumas (1005) Held 44:04[00:28]
= o< [Ew
4 Jean Richard (1007) Outgoing 00:01

I

CONFERENCE CALL X

Figure 16 Call Console — Current Calls

Each call is listed on a separate line with the following information:

m  Remote CLID - This is the name of the remote party (if available) and the phone
number in parenthesis.

For a recalled call, the following information appears:
Recall: <Caller's name>; via: <Call parked against user>

m Diversion CLID — This is the name (if available) of the party who diverted (transferred
or forwarded) the call before you received the call and the phone number is in
parenthesis. If the call was diverted more than once, the last party who diverted the
call is listed first; the second to last party is listed second; and so on.
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m  Redirection reason — This specifies why the call was redirected. When you move the
mouse over the reason, a ToolTip appears providing more details on the reason for
redirecting the call.

m Call State icon — This is a visual representation of the current state of the call. For
more information, see section 5.2.5 Call States and Actions.

m  Call State name — This is the display name of the state the call is currently in.

m  Call duration [Held duration] — This is the duration of the call from the time the call was
received and it accurately reflects how long the call has been present in the system.
In addition, for held calls, the time a call has been on hold is also displayed.

m  Action buttons — These buttons are for the operations that you can currently take on
the call. For more information, see sections 5.2.5 Call States and Actions and 5.5.1
Call Action Buttons.

5.2.4 Conference Call Panel

The Conference Call panel displays your current conference and allows you to manage
your conference calls. You can only be involved in one conference call at a time.

COMFERENCE CALL [Eno Jans Jf Leave P
A Cheryl Baldwin (1009) Active 08:22
£ Jean Richard {1007} Active 04:34

@ -

Figure 17 Conference Call Panel

The header bar contains various controls that allow you to manage the conference:

m  Hold Conference button @ — This allows you to place the conference on hold.

m  Resume Conference button — This allows you to resume a held conference.

A .
m Leave Conference button — This allows you to leave the conference.

m  End Conference button @ — This allows you to end the conference.

The panel lists the call legs that make up your current conference. Each two-way call is
displayed on a separate line. The information displayed for each call leg is the same as
the information displayed for a two-way call. For information, see section 5.2.3 Current

Calls.

5.2.5 Call States and Actions

The following table lists the possible call states and actions that can be performed in each

state.
Call State Display Display Call Personality ~ Call Actions
Name Icon
Ringing In Incoming Click-To-Dial Answer, End
(Local) Local =
Ringing In Incoming Terminator Answer, Conference,
(Remote) - End
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
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Call State Display Display Call Personality  Call Actions
Name Icon
Ringing Out, Outgoing Originator Conference, End
Outgoing -
Active Active . Any Transfer, Hold, Park,
P Camp, End, Conference
On Hold Held Any Transfer, Resume,
il Park, Camp, End,
Conference
On Hold Remote Any Transfer, Hold, End,
(Remote) Held i I Conference
Active (In Active Conference Transfer, Hold, End
Conference) 65?
Held (In Held Conference Resume, Transfer, End
Conference) Al
Ringing In Recalled . Terminator Answer, Conference,
(Recalled Call) - End
Parked Call Parked . Any Answer, End
(<DN>) >

5.2.6 Call Redirection Reasons

The following table lists the possible reasons for redirecting calls.

Redirection Description
Reason
busy The call was redirected to a specified destination because the Call Forwarding

Busy was activated and the subscriber was busy. A subscriber is considered
busy when there are too many active calls.

no answer The call was redirected because the Call Forwarding No Answer service was
activated and the subscriber did not answer within the specified number of
rings.

unavailable The call was redirected because the Call Forwarding Not Reachable service

was activated and the subscriber’s device was either unreachable or
unregistered.

unconditional The call was redirected because the Call Forwarding Always service was
activated. When active, the Call Forwarding Always service redirects all
incoming calls.

time of day The call was redirected because the Call Forwarding selective service was
activated and the incoming call matched the specified time of day value.

do not disturb The call was redirected because the Call Forwarding Busy service was
enabled and the Do Not Disturb service was activated.

deflection The call was transferred before being answered.
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Redirection Description
Reason
follow me The call was redirected because one of the following services was activated:

Simultaneous Ringing, Sequential Ringing, or Broadworks Anywhere.

out-of-service The call was redirected by the network with the reason set to “out-of-office”.
away The call was redirected by the network with the reason set to “away”.
transfer The call was transferred after being answered.

voice mail The call was redirected because the Call Forwarding Always to Voice Mail

service was activated, the Call Forwarding Busy to Voice Mail service was
activated, and the subscriber was busy, or the Call Forwarding No Answer to
Voice Mail service was activated and there was no answer.

hunt group The call was redirected to an agent by a hunt group.
call center The call was redirected to an agent by a call center.
route point The call was redirected to an agent by a route point.
unknown The call was redirected for an unknown reason.

5.3 Contacts Pane

The Contacts pane contains your contact directories in a tabbed format and allows you to
use your contacts to make or manage calls. For information on using contacts to manage
calls, see section 6 Manage Calls. For information about organizing and managing your
contact directories, see section 8 Manage Contacts.

CONTACTS
"L SEAACH || Z' FAVORITES x W 8 GROUPCOM. x || (& PERsOMaL x |T|—>|F
Begins with | 41 ~|a | [ auick Search |x @
Stat.. LastName = FirstName * Humber Exten.. Mohile Title Department = Hotes
@ Balhwin Cheryl +12025551008 1003 On va
() basices, Suto Atencant +12025551036 1036 Motes
@ Bueno Mrio +12025551001 1001 2021112223 Motes
O Dumas Marie +12025551005 1005 Manager Motes
O Graves Lena +12025551022 1022 Motes
() Hatline Call Center +12025551000 1000 Hotes
@ Jones Shirley +12025551002 1002 Hotes
@ Malcini Pacla +12025551003 1003 Motes
@ Rocriguez Melocty +12025551030 1030 Motes
) Smith Stan +12025551004 1004 2021234567 Motes
@ sparks Bryan +12025551014 1014 Motes
() stendardsd  Auto Attendant Motes
(:) Technical Sup... Call Canter Motes
() oicePortal  ‘Yoice Messag... +12025551021 1021 Hotes
() Wyoming Madling +12025551008 1003 2405557777 Motes

Figure 18 Receptionist Enterprise Contacts Pane

The Contacts pane contains the following areas:
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m Directory Management Bar

m  Directories List

m  Search Tab

m  Favorites Tab

m  Group/Enterprise Tab

m  Group/Enterprise Common Tab

m  Monitored Contacts Tab (Enterprise Edition)
m  Speed Dial Tab

m  Queues Tab (Enterprise Edition)

m  Search Results Tabs

The tabs you see depend on your Receptionist edition, system configuration, as well as
the services assigned to you. For information, see section 3 Introduction to Receptionist
or see your administrator.

You can only see the contents of one directory at a time. The information displayed for a
contact, depends on the directory, which is described in the following subsections.

When you click a contact in any contact directory, the contact expands and the action
buttons for the operations that you can currently perform on that contact, and in some
cases additional information about the contact, appear.

ONTA
@ searcd || gF Favomies x | e o | &5 GROPCOM.. x || & PErsomaL x |T|—.‘ =
Begnswih &l |v| O | [ uick Search |x
Stat.. LastMame * FirstName ¥  Number Exten.. Mobile Title Department ¥ lotes
() Baldwin Cheryl +12025551008 1009 Motes
() basicAs Autn Attendart  +12025551036 1036 Motes
@ Buero Mario +12025551001 D01 2021112223 Hotes
O Dumas Marie +12025551005 1005 Manager Motes
() htine Call Certer +12025551000 1000 Hates
() Jones Shirley +12025551002 1002 Motes
@ Maldini Padlo +12025551003 1003 Motes
) smth Stan +12025551004 1004 2021234567 botes
() sandardaf  Auto Attendart Hotes
() oice Portal woice Messagi.. +12025551021 1021 Mates
O Wyoming Madoline +120255510... 1008 2405557777 HNotes
foaut| e ot

Figure 19 Group Tab — Contact in Focus with Action Buttons

For the list of action buttons available in Receptionist, see section 5.5.1 Call Action
Buttons.
5.3.1 Directory Management Bar

The Directory Management bar contains controls that allow you to perform search
operations, create directories from search results, and edit directories.

Begins with v| CL | Quick Search | x

Figure 20 Directories Management Bar

For information on managing contact directories, see section 8 Manage Contacts.
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53.2

5.3.3

534

5.35

Directories List

The drop-down arrow E to the right of the directories tabs, when clicked, displays the list
of directories available to you, and allows you to select directory tabs to display in the
Contacts pane. When the tabs to display do not fit in the window, scroll arrows appears

and allows you to scroll left and right to show hidden tabs.

For more information, see section 8.1 Show/Hide Directories.

Search Tab

You use the Search tab to look for specific contacts in all your contacts. For information
on performing directory searches, see section 8.3 Search Contacts.

CONTACTS

X FAVORITES x || &, GROUP x || &% GROUPCOM.. x u;i—.

il Beginz with O X

Status  MName Directory
@) Madoline vyoming GROLP
Dad SPEED DIsL

Figure 21 Contacts Pane — Search Tab

The search results can contain contacts from several directories, and the following
information can be displayed for each contact (as applicable): phone state, IM&P state,
contact name, and the directory where the contact was found.

Favorites Tab

You use the Favorites tab to monitor the phone state of selected contacts. The Favorites
directory provides the following information for each contact (as applicable): call state, last
and first name, phone number, extension, mobile number, department, and link to notes.
The contacts to monitor must be configured. This is referred to as static monitoring. For
more information, see section 9 Monitor Contacts.

CONTACTS
Q. SEARCH & revomtes || g, enterersE x || (@ ewreremse x| &« .|F

Bigins with v|a | [ Guick Search | x

. LastHame ~ FirstHame ~ Humber =~  Exte... Mobile ~ Title ~ Departme... Hot...

Bueno Mario +12025551001 1001 2021112223 Mansger Accourting (Lo Mates

Dumas Iarie +12025551005 1005 Directar Finance (Load] Motes
Maldini Paclo +1 2025551003 1803 hlotes

000

Figure 22 Contacts Pane — Favorites Tab

Group/Enterprise Tab

The Group/Enterprise tab contains the contacts in your group directory (if your group is
part of a service provider) or enterprise directory (if your group is part of an enterprise).
However, if your enterprise administrator restricted your access to your enterprise
directory, you can only see the contacts from your group directory.

The following information is displayed for each contact: (as applicable): call state, last and
first name, phone number, extension, mobile number, department, and link to notes.
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If you have the Receptionist Enterprise edition, you can also monitor selected contacts
without having to configure them. This is referred to as dynamic monitoring. For

information, see section 9.2 Dynamic Monitoring

(Enterprise Edition).

CONTACTS
0. SEARCH || Z* FAMWORITES x E 8 cROUPCOM. x || (& PERSONAL x |T|—’F
Begins with ‘ G ‘ Quick Search | X
Stat.. LastName ®  FirstName ¥ HNumber Exten.. Mobile Title: Department = Notes
@ Baldwin Cheryl +12025551009 1003 On va...
Q) basicAA Auto Attenclant +12025551036 1036 Hotes
@ Bueno Mario +12025551001 1001 2021112223 blotes
e Dumas Marie +12025551005 1005 Manager Motes
() Graves Lena +12025551022 1022 Hotes:
() Hatline Call Center +12025551000 1000 Motes
@ ones Shirly +12025551002 1002 Motes
@ Maiini Paolo +12025551003 1003 Motes
O Rodriguez Itelacky +12025551030 1030 Motes
) =mith Stan +12025551004 1004 2021234567 Motes.
() Sparks Brryan +12025551014 1014 Hotes
() standardds  Auto Attendart Hotes
O Technical Sup... Call Center Motes
() WoicePartal  Woice Messag... +12025551021 1021 Motes
) wyoming Madoling +12025551008 1008 2405557777 Motes

Figure 23 Contacts Pane — Group Tab

5.3.6 Group/Enterprise Common Tab
The Group/Enterprise Common directory contains the contacts in your group’s common
phone list (if your group is part of a service provider) or your enterprise’s common phone
list (if your group is part of an enterprise) configured by your administrator.
The contact’'s name and phone number are displayed for each contact.
CONTACTS
C. SEARCH || MF FAVORITES x || &, GROUP x || & GROUPCOM.. x || &£ PERSONAL x |«
Beginz with | QL ‘ Quick Search ‘ x
Hame * Number
Best talianTakeout 2024124333
Farvorite Taxi 2028999939
Help Desk 2024444444
Human Resources 2407545571
Lucky Trawvel 20212122
Supervizor On Call 1111111111
Weekly Conference Call 3456121212
Figure 24 Contacts Pane — Group Common Tab
5.3.7 Monitored Contacts Tab (Enterprise Edition)

The Monitored Contacts directory contains the contacts that you are dynamically
monitoring. When you start dynamically monitoring a contact, that contact is added to the
Monitored Contacts directory. This directory is only visible if there are any dynamically
monitored contacts. For more information, see section 9 Monitor Contacts.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

©2016 BROADSOFT, INC.

40-CA5607-00
PAGE 41



““' broadsoft

The following information is displayed for each contact (as applicable): call state, last and
first name, phone number, extension, mobile number, department, and link to notes.

CONTACTS

x|| i SPEEDDIAL x Uz QUELES x| ¢ cUSTOMcu. x [« .'|T
Begins with -~ ‘ Q | Guick Search ‘ x
Stat... LastHame = FirstHame = Humber *  Exte... Mobile Title = Departme... Hot...
O Palhkdtteket Thea +14504611505 1805 Engineer Accourting Motes
O AMDERSON  wWilliam +14504511919 1919 Engineer Operations Motes
O Sparks John +14504611514 1814 Manager lotes

Figure 25 Contacts Pane — Monitored Contacts Tab

Speed Dial Tab

The Speed Dial tab displays your Speed Dial 8 and Speed Dial 100 contacts. Itis
available to users who have been assighed Speed Dial 8 and/or Speed Dial 100 services.
If you only have one of these services, you only see the contacts for that service in your
Speed Dial directory.

You can edit your speed dial entries in Receptionist. For information about managing your
speed dial entries, see section 8.7 Manage Speed Dial Entries.

CONTACTS

FAVORITES x é“ GROUP x 53 GROUP COM... x '.,lf__‘ PERZONAL x
Begins with - ‘ aQ | Guick Search

Code * Phone Humber = Description ¥
2 2023111434 Daycare

a3 9031232432 Chrig mobile

4 320436TETT Zalf Club

] 2403675564 Garage

& 3033674565 D

Figure 26 Contacts Pane — Speed Dial Tab

The information displayed for each contact includes the speed dial code, phone number,
and description, as you configured them.

Queues Tab (Enterprise Edition)
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The Queues tab displays the list of call centers and associated DNIS numbers that a call
center agent or supervisor is staffing and/or supervising. The primary purpose of this
directory is to provide you with a quick way to transfer calls to queues.

CONTACTS

i PERSONAL - || if SPEEDDWAL o CUSTOM: Soles - || # MONTORED CONTACTS
Begins with | Al LY | Quick Search | XB®

Name & Number £ Extension & Department &

Finance

Mobile Operations +1-6666661621 1621

Operations +1-6666661600 1600

Television Operations +1-6666661622 1622

Figure 27 Contacts Pane — Queues Tab

The information displayed for each queue includes the name, phone number, extension,
and department (as applicable).

The Group button allows you to group (and ungroup) queues by call center.
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5.3.10 Search Results Tabs

When you perform a search on a directory, you can keep the results of the search and
save them in a new contacts directory. The name of the new directory is the same as the
name of the directory on which the search was performed, but the directory icon has an

arrow similar to the arrow used on shortcut icons E

CONTACTS
(TG0 2T [ #F Favemimes x || & oROUP x || &% GROLPCOM... x (,-;i_.
an Beging with  Ch X
Status  Name Directory
) Madoline vyyoming GROLP
Dad SPEED DIAL

Figure 28 Contacts Pane — Search Results Tab

NOTE: A search results directory has the same properties as the original directory, and you can
perform the same operations on contacts in a search results directory as in the original directory.

You can perform a search on a search results directory and keep the results under
another tab. The number of search results directories you can create is limited to ten.

Search results directories are only available for the current sign-in session. In addition,
once closed, they cannot be restored. If required, perform the same search again.

Queued Calls Pane (Enterprise Edition)

You use the Queued Calls pane to manage queued calls in the selected call centers. For
more information about managing queued calls, see section 11 Manage Queued Calls
(Enterprise Edition).

QUEUED CALLS

Hotline 2025551000 2120021100y ¥

Technical Support 2025551010 130(11100) 3§

Figure 29 Queued Calls Pane
The pane lists queued calls for the selected call centers. For information on selecting call
centers to display, see section 11.1 Select Call Centers to Manage.

Each call center is displayed in a separate panel. The panel’s header displays the
following information:

m  The name of the call center

m  The primary phone number of the call center
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m  The number of calls currently displayed for the queue against the maximum number
of calls that can be displayed for a queue.

m  The number of calls in queue against the queue length

When you expand the panel for a call center, the list of calls queued in that call center
appears, with calls listed according to their position in the queue.

QUEUED CALLS Yi

Premium_CC 5143403030 o9 0110 (0/10) ¥
TestCC 5143403023 o9 2110 2110) ¥

=] Priority 0 {(2)

A\ ¢¢3007 group3 (5143403007) 01:17 [01:17]
FPriority O, Position 1 ETRIEVE
’TestCC (5143403023) -
" ¢c3001 group3 (5143403001) 00:10 [00:10)

Figure 30 Queued Calls Pane — Call Center Panel (Expanded)

The following information is provided for each call:

m Call Status icon — A graphic representation of the state of the queued call, which can
be one of the following:

»

Waiting =/ _Thecallis gueued, waiting to be answered.

Announcement @)) — An announcement is being played to the caller.

G

N
|
Bounced L3 — The call has been bounced.

Reordered — The position of the call in the queue has been changed.

m  Name (if available) and phone number of the calling party.

m  The total call time, including the time in the current priority bucket (in parentheses).

Clicking a call expands the call to show additional data:
m  Position of the call in the queue.
m  Priority of the call (Premium Call Center).

m  The name (if available) and the phone number of the call center (or DNIS, if
applicable) that was called.

When you move the mouse over a queued call, the action buttons that can be applied to
the call appear. For information, see section 5.5.1 Call Action Buttons.
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5.5 Controls

Receptionist controls are designed in a contextual manner, that is, most controls appear
only when the action they represent can be taken. For example, when you select a call
and enter a number or select a contact, the Transfer button appears, allowing you to
transfer the call. The controls that correspond to call operations, such as Dial, Transfer, or
Hold are called action buttons. They are described in section 5.5.1 Call Action Buttons.

The following table lists the general controls used in Receptionist and the controls
displayed on the headers in the panels, windows, or tabs.

Name

Common Controls
.
BN Options

Expand/Collapse

Close

v

Edit

Call Console Controls

&8l Call History

Call Waiting

Auto Answer

@ End Conference
LEAVE

- Leave Conference
m Hold Conference

Resume Conference

e

P

Pull Out

Clear Search

Group Queues

Call Notification Pop-up Window

Description

This allows you to organize items in lists.

This shows or hides the contents of a window, panel, or tab.

This closes an interface element, such as window, pane, tab, or

panel.

This allows you to edit contacts in some directories.

This displays your call logs.

This allows you to turn Call Waiting on or off.

This automatically answers your incoming calls.

This ends a conference call.

This allows you to leave the conference while allowing other

participants to continue the call.

This places a conference call on hold.

This resumes a held conference.

This places directory search results in a new tab.

This clears the search results.

This groups queues by call center.
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Name

o

5.5.1 Call Action Buttons

Transfer to Voice Mail

Description

This transfers an incoming call to your voice mail.

Action buttons allow you to perform actions on calls, such as answering or transferring a
call, or actions that result in a call being placed, such as dialing a number or contact. They
appear on the Dialer, a call line, a call history log, or a directory entry.

Action buttons are contextual, that is, they appear on a line/entry only when you move the
mouse over that entry and when the corresponding action can be performed on that entry
(with the exception of the Mon button on virtual user entries).

NOTE: Virtual users cannot be monitored even when the Mon button appears on expanded

virtual user entries.

CONTACTS
O, SEARCH || &F FAVORITES x g % | %4 GROUPCOM.. x | (& PERSOMAL x |" v
Begins with v|a | [ Guick Search | %
Stat.. LastMame ® FirstName ¥ Number Exten.. Mobile Title Department = Notes
() Beldwin Cheryl +12025551009 1009 Motes
@ basicAA Auto Attendart  +12025591036 1036 hlotes
@ Bueno Waria +12025551001 1001 2021112223 Motes
@ Dumes Warie +12025551005 1005 Manager hlotes
() hetine Call Certer +12025551000 1000 Motes
() Jones Shirley +12025551002 1002 hotes
@ Maldini Paala +12025551003 1003 Motes
) Smih Stan +12025551004 1004 2021234567 blotes
(:) standardsa, Auto Attendart Motes
() WoicePotal  Voice Messagi. +12025551021 1021 Notes:
Q Wyoming Madoline +120255510... 1008 2405557777 Notes
e B

Figure 31 Group Directory — Contact in Focus with Action Buttons

The following table lists action buttons available in Receptionist.

Button

2]
: Dial

cal
' split Call

it Redial

Description

This dials the number you entered in the Dialer.

This places a call to the selected contact or to a number from Call
History. This button is used when there is only one number
available for the contact.

When there is more than one number available for a contact, the
split Call button is displayed for the contact.

Clicking the Call button, places a call to the default destination
number of the contact.

Clicking the drop-down arrow (the right Call button), displays the
list of available numbers for the contact. Selecting a number
places a call to that number.

This redials the last dialed number.
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Button

@ Mobile

EMAL E-mail

Transfer
Transfer

Transfer
m' split Transfer

Transfer to Voice Mail

=]
>
P
E

Barge In

PARK
Park

W Monitor

PROMOTE
Promote

RETRIEY

l

Retrieve

REORDER

Reorder

Delete Call Log

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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Description

This dials the contact’s mobile number.

This brings up a new e-mail message window with the contact’s
e-mail address, allowing you to send an e-mail to the contact.

This transfers a call to an ad hoc number entered in the Dialer.

This transfers a call to a selected number or contact.

This button is used when there is only one number available for
the contact.

When there is more than one number available for a contact, the
split Transfer button is displayed for the contact.

Clicking the Transfer button, transfers the call to the default
destination number of the contact.

Clicking the drop-down arrow (the right Transfer button), displays
the list of available numbers for the contact. Selecting a number
transfers the call to that number.

This transfers a call to the selected contact’s voice mail.

This answers an incoming call, answers an unanswered call for a
contact, or resumes a held call.

This places a call on hold.

This ends a call.

This establishes a conference call or adds a call to a conference.

This camps the call on a busy contact.

This barges in on a contact’s call.

This parks a call on a contact.

This starts monitoring the state of the selected contact, except if

the contact is a virtual user. Virtual users cannot be monitored.

This promotes a selected call to the next higher priority bucket.
This retrieves a selected call from the queue to the supervisor's
device.

This changes a selected call’s position in the queue.

This deletes a call log from Call History.
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6 Manage Calls

This section includes information and procedures on how to manage current calls. You

use the Call Console to view and manage your current calls.

CALL CONSOLE ’}
@ 5105 O (8]
Ii Cheryl Baldwin{2025551009) Held 03:13[00:22]

= core [re 50
<= Marie Dumas(2025551005) Oulgoing 00:22

=
CONFERENCE CALL b 4

Figure 32 Call Console

6.1 Drag and Drop Call onto Contact

For operations on calls that involve a contact, you can drag a call from the Call Console
and drop it on a target contact in one of your contact’s directories. This provides you with
a quick way to perform operations on calls that involve a contact.

As the call is dragged, a green arrow appears. By default, when the call is dropped onto a
contact, no action is taken on the call. The target contact expands and you can select the
action button for the operation you want to perform on that call.

However, you can enable automatic call transfer on Drag and Drop (if available). If automatic

transfer is enabled, then the call is transferred to the contact’'s phone number when you drop
the call on the contact. For more information, see section 12.1.6 Drag and Drop.

broadworks

CALL CONSOLE B CONTACTS

° |2 EEEm

[ 2025551001

&3 Groupcom. x || ¢ cusTom Hu . x || [©] ouTLooK x || i SPEEDDIAL x || U3 QUELE

Settings Help Full Screen in Out

> Mario Bueno (1001) Autive 02:00:17 segswin sl [~|a || Clewick search
wj Status  Last Hame = First Hame & Number Extension Mobile
() wyoming Madoline +12025551008 1008
() voice Portal Woice Messaging Gr.
R e X () valdez Gragorio +12025551008 1005
[ () Technical Support  Call Certer +12025551010 1010
@ smih Stan +12025551004 1004
@  FRichard Jean +12025551007 1007
| SR Paoio +12025851003 1003
il | O Jones % Shirley +12025551002 1002 2405558888
L

() Hatine Call Certer +12025551000 1000
) Dumas Meriz +12025551005 1005

@ FEuweno Merio +12025551001 1001 2405550939
@  Beldwin Cheryl +12025551009 1003

Figure 33 Drag Call and Drop Call on Contact
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6.2 View Call Information
Call information is provided in the Call Console and in the Call Notification pop-up window
that appears on top of the system tray for incoming calls.

6.2.1 View Current Calls
Your current calls are always visible in the Call Console.

To view your conference call:

In the Conference Call panel, click the Expand button

6.2.2 View Incoming Call Details

If the Call Notification feature is enabled, a Call Notification pop-up window appears on top
of the system tray when an inbound call is received.

m  Direct inbound calls — For calls to your direct number or extension, the following
information is displayed:

— Calling party name
— Calling party number

&l [

Incoming Call;
Cheryl Baldwin
+12025551009

Figure 34 Call Notification Pop-up Window for Non-ACD Call

m Calls from a call center (Enterprise Edition) — For calls from a call center, the call
center name is displayed in addition to the caller's name and phone number.

& 8

Incoming Call:
ABC Hotline - Cheryl Baldwin
+12025551009

Figure 35 Call Notification Pop-up Window - Call from Call Center
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m In addition, for diverted calls, that is, calls that were forwarded or transferred before
being delivered to you, the diversion information is also displayed.

=

Inc:arming Call:
Call Center Bike Tyres - Chris Hemsworth(1602)
[Bike Tyres Call Center]
Diversion:

Call Center Bike Tyres Ga... (tel+15146971600)
Rhett Butler (tel+151489716:30)

Whillimm Mckin... (telb+15146571603)

Gearge YWashin... (tel+1:5146971604)

John Bovwwen (el +1:3146971605)

Figure 36 Call Notification Pop-up Window with Diversion Information

NOTE 1: You must have only one tab open in the browser running Receptionist to receive call
notifications.

NOTE 2: If calls come within eight seconds of each other, the Call Notification pop-up window
only appears for the first call of that series.

6.3 Answer Calls
You can answer your own incoming calls and calls for other users in your group. If you
have the Auto Answer service, you can also answer calls automatically.

6.3.1 Answer Call

Your incoming calls appear in the Call Console. To answer a call, the call state must be
Incoming.

To answer an incoming call:

Move the mouse over the call and click Answer . The call state changes to Active.

NOTE: Double-clicking a call, does not answer it.

To answer an incoming call from a Call Notification pop-up window:
Click anywhere on the text in the window.

To answer calls automatically:

In the Call Console, click the Auto Answer & button. The button changes to this

When Auto Answer is enabled, your phone automatically goes off-hook when it is alerted.
This applies to both inbound and Click-To-Dial calls.

to indicate that Auto Answer is on.

The Auto Answer feature may be enabled manually in the client or by the administrator on
the server.
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NOTE: If this feature is enabled by your administrator, you must not enable the client-based
Auto Answer using the Auto Answer button.

6.3.2 Pick Up Call

The Directed Call Pickup service allows you to answer a call that is incoming on another
user. Depending on your setup, you can answer calls for users in your group or in the
entire enterprise. This is useful when the user is currently not on hand to answer the call.

NOTE: To pick up a contact's call, you need to have the Directed Call Pickup service assigned.

To answer a call for a contact:

1) Expand your Group/Enterprise or Favorites directory and click the target contact to
expand it. The contact’s state must be Ringing.

1) Move the mouse over the contact and click Answer .

The call appears as Incoming in the Call Console.

6.4 Hold and Resume Calls

You can only put an active call on hold.

6.4.1 Put Call on Hold

To put acall on hold:

6.4.2 Resume Held Call

To resume a held call:

Move the mouse over the call and click Answer .

NOTE: Double-clicking a call does not take the call off hold.

6.5 Make and End Calls

Receptionist provides you with several ways in which you can make calls. When you dial
a number or contact, the call appears in the Call Console as Incoming Local.

6.5.1 Dial Ad Hoc Number

You use the Dialer to place a call to an ad hoc humber.

& Enter Mumber l“ I

Figure 37 Dialer
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To dial an ad hoc number:

o)
1) Inthe Dialer, enter the phone number and click Dial l sk l The call appears in the
Call Console as Incoming Local and your phone rings.

2) Click Answer for that call. An outbound call is placed and the call state
changes to Outgoing.

6.5.2 Redial Number
Receptionist keeps up to ten most recently dialed numbers.

To redial one of the recently dialed numbers:

1) Inthe Dialer, place the cursor in the text box and start entering a number. A list of
recently called numbers that start with the entered digits appears.

[ 202 Q |7}
2025551003
2025551005
2021234567 %
2025551111

Figure 38 Dialer — Select Recently Dialed Number

3
2) Select the number to dial and click Dial l g '

The client issues a Click-To-Dial attempt to the selected number.
Alternatively, click the Redial s button and select the number from the list that
appears.

@ . SEARCH
2402251443

24055&:43
2405551003

2023551003

2025551005
2021234567 !
2025551114

Figure 39 Dialer — Redial Number

6.5.3 Dial Contact
You can dial contacts from any directory available in Receptionist.

To dial a contact:
1) Inthe Contacts pane, expand the directory from which you want to dial a contact.

2) Click the contact to expand it and click Call for that contact. A Click-To-Dial

action is initiated and your phone rings.
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CONTACTS

| . SEARCH ” £¥ FRVORITES x |m| &% GROLP COM... |F
|| Beging with CL | || Guick Search | x

Stat... Last Ham... First Nam... Humber Exte... Mobile Departm... Notes
o Balchwin Cheryl +12025551... 1009 Motes

O hotline Call Center  +12023551... 1000 Motes

Figure 40 Group Directory — Contact in Focus with Split Call Button

3) Answer the phone. An outbound call is placed.

4) Alternatively, to dial the contact’s alternate number, if available, click the right Call

i button and select the number from the list.

Phione Mumber (+12025251001)

habile (2405553939

Figure 41 Split Call Button — List of Contact's Alternate Numbers

6.5.4 Speed Dial

6.5.5

To speed dial a contact:

1) Inthe Contacts pane, click the Speed Dial tab.

2) Click the contact to expand it and click Call

Dial from History

You can dial any number that is available in Call History.

To dial from Call History:

1) Inthe Call Console, click the Call History button . The Call History dialog box

appears.
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Show |Mssed Calls |

M Murmbar Lol irres
Matie Dumas 1005 MA2E, 111755 AN
Wario Bugno 1001 1231204, 31553 FM

Figure 42 Call History Dialog Box

2) From the Show drop-down list, select the grouping you want.

3) Scroll through the list of call logs to find the entry you need.

4) Click the entry to expand it and click Call

6.6 End Call

To end acall:

Click End @ for that call.

NOTE: If the call has not yet been answered, then the calling party continues to ring until there
is no answer, another applicable timer expires, or the user hangs up.
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6.7 Transfer Calls

There are a number of ways that you can transfer a call. You can blind transfer calls or
transfer calls with consultation or supervision. You can also transfer calls directly to voice
mail or to a queue.

6.7.1 Blind Transfer Call

A blind transfer occurs when a call is transferred without an introduction. Calls may be
blind transferred while active, held, or ringing (in) on your phone. If a call is ringing (in),
blind transfer allows the call to be redirected before it is answered. You can blind transfer
a call to an ad hoc number or to a contact.

To blind transfer a call to an ad hoc number:
1) Inthe Call Console, select the call to transfer.

2) Inthe Dialer, enter the destination number and click Transfer . The callis
transferred and removed from the Call Console.

To blind transfer a call to a contact:
1) Inthe Call Console, select the call to transfer.

2) Inthe Contacts pane, click the tab from which you want to select a contact.

. . ) . T
3) Click the destination contact to expand it, and click Transfer for that contact.
The call is transferred and removed from the Call Console.

. . T
Alternatively, drag the call onto the target contact and click Transfer for that
contact.

4) To transfer the call to the contact's alternate number, if available, click the right

Transfer button w. and select the number form the list.

6.7.2 Conduct Supervised Transfer

When you have an active inbound call that you want to transfer, you can follow this
procedure.

To conduct a supervised transfer:
1) Inthe Call Console, select the call to transfer.

2) Dial the number or contact to whom you want to transfer the call.

3) If the dialed contact is busy, either retry or dial another contact.

. T
4) Move the mouse over the new, non-selected call and click Transfer .
6.7.3 Transfer with Consultation

Use this method to transfer a call with an introduction to the destination party. Calls may
be transferred this way while active, held, or ringing (in) on your phone. In the latter case,
the system redirects the call before it is answered.

To transfer a call with consultation:

1) Make a call to the person to whom you want to transfer the call. If the first call was
active, it is put on hold. The new call appears in the Call Console.

2) Wait until the called party accepts your call and speak to the party.
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3) When ready to transfer, in the Call Console, select one of the two calls.

. TR
4) Move the mouse over the non-selected call and click Transfer .

The calls are connected and removed from the Call Console.

6.7.4 Transfer to Voice Mail

You can transfer a call to a monitored contact’s voice mail or to your own voice mail. Calls
may be transferred while active, held, or ringing (in) on your phone.

To transfer a call to voice mail:
1) Inthe Call Console, select the call to transfer.

2) Inthe Contacts pane, expand the Group/Enterprise or Favorites directory and find the
contact. Find yourself if you want to transfer the call to your voice mail.

. . . . Vi
3) Click the contact and click Transfer to Voice Mail . for that contact.

Alternatively, drag the call onto the target contact and click Transfer to Voice Mail
for that contact.

NOTE: This option is only available if the contact has the Voice Messaging service assigned
and enabled.

You can also transfer an incoming call to voice mail from the Call Notification pop-up
window.

To transfer an incoming call to your voice mail:
In the Call Notification pop-up window that appears when you receive a call, click Transfer

ﬁ .

6.7.5 Transfer to Queue (Enterprise Edition)

to Voice Mail

You can transfer a current call to any queue that appears in your Queues tab. The call is
placed at the bottom of the new queue.

To transfer a call to a queue:
1) Inthe Call Console, select the call to transfer.

2) Click the Queues tab.

3) Click the destination queue and click Transfer .

The call is transferred and removed from the Call Console.

. : TXR
Alternatively, drag the call onto the target queue and click Transfer for that queue.
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6.8 Park and Camp Calls

Call parking or camping allows you to find a temporary parking place for the call. If the
parked or camped call is not answered within the predefined time, then the call is recalled
and it reappears in your Call Console.

6.8.1 Conduct Busy Camp On (Enterprise and Small Business Editions)

Busy Camp On allows you to place a call at a busy contact. The call is automatically
transferred to the destination when the contact becomes available to take the call. A call
to camp must be active or held, and the destination contact must be either Busy or
Ringing.

NOTE: To use the feature, you must have the Busy Camp On service assigned and active.

To camp a call on a busy contact:
1) Inthe Call Console, select the call to camp.

2) Inyour Group/Enterprise or Favorites directory, click a Busy or Ringing contact and
click Camp . Once the call is camped, it is removed from the Call Console.
If the call reaches the designated expiration timer before the call is answered, the call is
recalled to your device and reappears in the Call Console.
6.8.2 Conduct Group Call Park (Enterprise Edition)

Group Call Park searches within a predefined hunt group for an available line on which to
park a call. After a designated time, the call returns to the originating operator or a
specified hunt group (depending on how the service is configured). If the parking attempt
fails for any reason, the call remains in your Call Console.

To perform a Group Call Park:
In the Call Console, move the mouse over an active or held call and click Park W
The call is parked on an available extension and removed from the Call Console.

If the call reaches the designated expiration timer before the call is answered, the call may
be recalled to your device and reappear in your Call Console.
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6.9 Manage Conference Calls
You manage your conferences in the Call Console.
m  You use the top area of the Call Console to establish a conference and add
participants to it.
m  You use the Conference Call panel to manage or end an active conference.
You can only have one active conference at a time.
CONFERENCE CALL LEAVE B4
& Jean Richard(2025551007) Remote Held 01:33
=
& Gregorio Valdez{2025551008) Rernote Held 01:07
@
Figure 43 Call Console — Conference Call Panel
To conduct an N-Way conference you must first start a Three-Way conference and then
add participants to it.
NOTE: To conduct a conference you must have the Three-Way Call or N-Way Call service
assigned.
6.9.1 Start Three-Way Conference

To start a conference you need to have at least two current calls.

To start a conference:

1) If necessary, place calls to participants using any of the methods described in section

6.5 Make and End Callls.

2) Inthe Call Console, select one of the two calls.

CALL CONSOLE

| zozsssi008 Q|2

> Jean Richard(2025551007)

f]

% Gregorio Valdez{2025551006)

fd

3 6 @

o )
]
T

Active 00:35

EMD

Incaming 00:22

Conference

HoOLD

TRACE

Figure 44 Start Conference

3) Move the mouse over the non-selected call and click Conference

GO . A Three-

Way Conference is established and the connected calls are moved to the Conference

Call panel.
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6.9.2 Add Participant to Conference

To perform this operation, you need to have the N-Way Call service assigned.

To add participants to a conference:

1) If the call you want to conference in is not yet established, place the call using any of

the methods described in section 6.5 Make and End Calls.

2) Inthe Call Console, move the mouse over the call to add and click Conference

m. The caller is added to the conference.

6.9.3 Hold Conference

To put an active conference on hold:

conference participants to continue their conversation.

6.9.4 Resume Held Conference

To resume a held conference:

In the Conference Call panel, click Resume Conference aaad Al the calls in the

conference become active.

6.9.5 Put Conference Participant on Hold

To put a specific conference participant on hold:
1) Expand the Conference Call panel.

2) Move the mouse over the target call and click Hold .

6.9.6 Resume Conference Participant

To resume a conference participant:
1) Expand the Conference Call panel.

2) Move the mouse over the target call and click Answer .

6.9.7 Leave Conference

To leave the conference:

In the Conference Call panel, click the Leave Conference LEAVE

NOTE: This function is only available for Three-Way Conferences.

6.9.8 Remove Conference Participant

To end a selected call in the conference:
1) Expand the Conference Call panel.

2) Move the mouse over the call and click End @
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6.9.9 End Conference

To end the conference:

In the Conference Call panel, click End Conference @ This releases all the calls that
participate in the conference.

6.9.10 Bargein on Call

Call Barge-in allows you to barge in on a contact’s call. This is useful when you want to
enter a call that is already established between two other people.

NOTE: This functionality is only available if you have been assigned this service by your
administrator.

Depending on your setup, you can barge in on contacts in your group or enterprise.
To barge in on acall:
1) Expand the Group/Enterprise or Favorites directory.

2) Click the target contact and click Barge In el . The contact’s status must be

Busy.

You enter an ongoing call, thereby establishing a Three-Way Conference. The calls
appear in the Conference Call panel.

Alternatively, drag the call onto the target contact and click Barge In for that
contact.

You can now perform any conference operation on the call.
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7 Message Contacts (Enterprise Edition)

Receptionist allows you to send e-mail messages to contacts that have messaging
configured in the system. You must also have the Messaging feature enabled within
Receptionist.

7.1 Send E-mail to Contact

To send an e-mail message to a contact:

1) Inthe Group/Enterprise, Favorites, or Monitored Contacts directory, click the contact
that has an e-mail address configured.

2) Click the E-mail button for the contact. This shows a new e-mail window for
the configured Messaging setrvice.

3) Type your message and click Send.
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8 Manage Contacts

Receptionist allows you to view, search, and organize your contact directories.

You use the Contacts pane to manage your contact directories, to monitor selected
contacts, and to use your contacts to make or manage calls.

CONTACTS
SEARCH || ¥ FAVORITES x E & GROLPCOM. x

Exten...

a,
Begnswih [ | Q.
Stat.. LastName * FirstName ¥ Number
@  Baldwin Cheryl +12025551008 1009
() basicha Auto Attenclant +120255510368 1036
@ Bueno Mario +12025551001 1001
@ Dumas Marie +12025551005 1005
() craves Lena +12025551022 1022
() Hotline Call Certer + 2O2ES51000 1000
e Jones Shirley +12025551002 1002
@ Maldini Paclo +12025551003 1003
@ Rodriguez htelody +12025551030 1030
() Smih Stan +1 2025551004 1004
Q) sparks Bryan +12025551014 1014
() standardds  Auto Attendart
O Technical Sup. . Call Center
() voicePortal  Woice Messag... +12025551021 1021
O Woming Madoline +12025551008 1008

t& PERSONAL x |TF| -

Mobile

2021112223

2021234567

2405557777

| [ Guick Search | x

Title

Maracer

Department = HNotes
On va
Notes
Notes
Notes
Notes
Nites
Ntes
Ntes
Notes
Notes
Notes
Notes
Notes
Ntes
Mtes

Figure 45 Contacts Pane

For the list of contact directories available in your version of Receptionist, see section 3
Introduction to Receptionist.

This section describes the directories management functions provided by Receptionist:

m  Show/Hide Dire

m  View Directory Content

ctories

m  Search Contacts

m  Order Directory Entries

m  Make Notes about Contact (Enterprise Edition)

m  Manage Personal Contacts

m  Manage Speed Dial Entries

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

©2016 BROADSOFT, INC.

40-CA5607-00
PAGE 62



“' broadsoft

8.1 Show/Hide Directories

Receptionist allows you to specify which directory tabs should be visible in the Contacts
pane.

B

Q. SEARCH || #F FAVORITES x E ; & croP x |[&8]v  zEsrcH
¥  FAWORITES
Begis wil B o | Cauis
¥  GROUP
Status Last Name First Hame ~ Humber Extension Mobile v GROUP COMMON
O Balcwin Cheryl +12025551003 1009
= ¥  PERSOMAL
() basicas Auto Attendant  +12025551036 1036
- «  SPEED DlAL
O Buena Marin +12025551001 1001 202111222
¥  QUELES
O Dumas Marie +12025551005 1005
= «  MOMITORED COMTACTS
(_) Hotline Call Certer +12025551000 1000
¥ GROUPma
O Jones Shirley +12025551002 1002 UL
O Malclini Paolo +12025551003 1003 Notes
() Smith Stan +12025551004 1004 2021 234567 Notes
O standarcl2 2, Auto Attendant Notes
() Technical Support Call Certer Mites
O oice Portal “Yoice Messagin... +12025551021 1021 Motes
() wiyoming Madoline +12025551005 1008 2405557777 hotes

Figure 46 Contacts Pane — Expanded Directories List

CONTACTS
Q. SEARCH || ¥ FAVORIES x E & cRoUPCOM. x || (& PERSONAL x |T| -
Beging with ‘ L | Quick Search | X
Stat.. Last Name * First Name ¥ Number Exten.. Mobile Title Department = Notes
Bialdwin Cheryl +12025551008 1009 onva
) basichd Auto Attendant +12025551038 1036 hiotes
@ Bueno Mario +12025551001 1001 2021112223 hlotes
o Dumas Marie +12025551005 1005 Manzazer hlotes
() Graves Lena +12025551022 1022 hlotes
() Hotline Call Certer +12025551000 1000 hlotes
@ Jones Shirley +12025551002 1002 hlotes
@ waldini Paclo +12025551003 1003 Notes
@ Rodrigusz Melody +12025551030 1030 hotes
) smith Stan +12025551004 1004 2021234567 Notes
() sparks Bryan +12025551014 1014 hlotes
() standardds  Auto Attendant hlotes
O Technical Sup... Call Cernter hotes:
() VoicePortal  Voice Messag... +12025551021 1021 Motes
() ¥yoming Madloline +12025551008 1006 2403557777 hlotes

Figure 47 Contacts Pane with Contact Tabs Scroll Arrows
To display or hide a directory tab in the Contacts pane:

1) Atthe top right-hand side of the Contacts pane, click the drop-down arrow E .

2) From the list that appears, select the directory to display. The selected directory
appears and its tab is displayed at the top of the Contacts pane.

To hide a directory tab, click the Close button E on that directory’s tab.

Note that once you close a directory containing search results, you cannot display it
again by selecting it from the list.

3) Todisplay a directory tab that is selected but not visible, click one of the scroll arrows

""" to move left or right until the directory tab you are looking for becomes visible.
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8.2 View Directory Content

Your directories are displayed as tabs at the top of the Contacts pane, with the details of
only one directory visible at a time. The information displayed about each contact
depends on the directory you are viewing.

To view contacts in a directory:

In the Contacts pane, click the tab for that directory. The directory listing appears in the
Contacts pane.

To view additional information about a contact:

Click the contact to view. For more information about the action buttons, see section 5.5.1
Call Action Buttons. For more information about the contact’s calendar, see section 9.4
Monitored Contact’s Calendar (Enterprise and Small Business Editions).

CONTACTS

Q. SEARCH || 2% FAVORITES x E &5 GROLPCOM.. x| (& PERSONAL x |T|— -

Begins with | (¢ ‘ Quick Search ‘ x

Stat.. LastMame = Firstlame = Humber Exten.. Mobile Title = Department = HNotes
() Baldwin Cheryl +12025551009 1009 Mates
@ basicAs Auto Attendart +12025551036 1036 Hates
@ Bueno Mo +12025551001 1001 2021112223 Hates
O Dumaz Matie +12025551005 1005 Manager Motes
[ Call Certer +12025551000 1000 Hates
() Jones Shirley +12025551002 1002 hotes
[ Padlo +12025551003 1003 Mates
[T Stan +12025551004 1004 2021234567 Mates
() slandarcdd  Auto Attendant Mates
() VoicePortsl  Voice Messagl.. +12025551021 1021 hlotes
O Wyvoming Madoline +120255510.. 1008 2405557777 Notes
o] Jous four

Figure 48 Group Directory — Contact Details

Only one contact can be expanded at a time. When you click a contact, the system
automatically hides the details of the previously expanded contact.
8.3 Search Contacts

Receptionist allows you to search for contacts several different ways. You can perform a
search on a specific directory or on all directories at once. You can perform a regular
search or a quick search, and you can create a new directory from search results.

You use the following procedures to search for contacts:
m  Perform Quick Search

m  Perform Regular Search

m Create Directory from Search Results

m  Perform Search on Search Results

8.3.1 Perform Quick Search

A quick search searches on a specific column in a selected directory for entries that start
with a character entered by you. The column on which the search is performed is the
column by which the directory is currently ordered.

A quick search can be performed on any directory, but is not available in the Search tab.
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NOTE: The search is not case-sensitive; the search for “Ann” and “ann” returns the same
results.

CONTACTS

Gl SEARCH E; i & ENTERPRISE x || “f ENTERPRISE.. x 5._‘1 4| n ‘F
Title a | [w] Guick Search | %

N0EB0BGO0000000
OOGO0NO0V0DUONOD ODOO0OOD

Stat... Last Mame ~ First Hame ~ Humber =  Exte... Mobile = Title ~ Departme... Hot...
O Bueno Mario +12025551001 1001 M21112225  Manager Accourting (L Motes
O Dumas Matie +12025551005 1005 Director Finance (Load] Mates
o Malciini Paclo +12025551003 1803 Motes

Figure 49 Contacts Pane — Perform Quick Search

To perform a quick search:
1) Click the directory tab where you want to perform the search.

2) Order the directory by the column on which you want to perform the search.
3) Check the Quick Search box.

4) From the keypad that appears, select a character (a single letter or digit) by which you
want to search. The contacts that start with the selected character (in the selected
column) are displayed in the directory.

5) To perform another search on the same column, select another character. The new
search is performed on the original directory and not on the results of the previous
search.

8.3.2 Perform Regular Search
You can search for contacts in a specific directory or in all directories at once.

When you search for contacts in a specific directory, you can search on a specific column
or on all columns. When you use the Search tab, the search is always performed on all
directories and columns.

NOTE: The search is not case-sensitive; the search for “Ann” and “ann” returns the same

ONTA
Gl SEARCH o x| g cRour x || &% GROUPCOM.. x || (2 PERSOMAL x || i SPEBNAL x o q TS | v
ma | Beging with vl | [ Guick earch | x
Status = Last Hame * First I g Extensi.. Mobile * Title Department = Hotes ~
First hame
©  Bueno Mario | ot hiame 1001 100 2021112223 Menager Hotes
@  Dumss Marie Mumber 005 1005 Director Mates:
Extension
@  dones Stan o8 1008 2405557712 Hotes
hokile ==
@  Maldini Faolo Te 1005 1003 Hotes
@  wwoming Madol Depariment 1004 1004 H40555T7TT Motes
Netes

Figure 50 Contacts Pane — Perform Regular Search

To search in a specific directory:
1) Select the directory.

2) Make sure that the Quick Search box is unchecked.
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3)

4)

5)

6)

In the Search text box, enter the text for which you want to search. You can enter
partial information, such as part of a name or phone number, but you must enter at
least two characters.

For example, if you do not remember whether Mary’s last name is spelled “Shelley” or
“Shelly”, you can enter “Shell”, and either name is returned.

To restrict the search to contacts that start with the entered string, check the Begins
with box. Otherwise, the search results also include contacts that contain the entered
string.

From the drop-down list, select the column by which you want to search. You can
select a specific column or all columns.

Click the Search button

The text you entered is matched against the selected column (or all columns) of every
entry of the selected directory. Search results are displayed in the tab where the
search was performed.

CONTACTS

Q. SESRCH & Fevores x| g entererise x| G ewreremse. x || 8« .|F

ma

@
@
)

Stat...

Begins with ~ | CL | Quick Search ‘ x
Last Hame ~ First Hame *~ Humber ~  Exte... Maobile ~ Title ~ Departme... Hot...

Bueno Mario +12025551001 1001 2021112223 Manager Accourting (Lo Mates
Dums= hitarie +12025551005 1005 Directar Finance (Loacd] Motes

WOTInG Madioline +12025551008 1003 Dotes

Figure 51 Contacts Pane — Search Results

7

The search returns either all the contacts (in the selected directory) that contain the
entered keyword or all the contacts that start with the entered keyword.

In the first case (Begins with not checked), entering “Ann” returns all contacts with the

name “Ann”, but it also returns all contacts with names such as “Anne”, “Marianne”,

“Marie Ann”, “Ann Marie”, and so on.

In the second case (Begins with checked), entering “Ann” returns all contacts with
names such as “Ann”, Anne”, and Ann Marie”, but not “Marianne” or “Mary Ann”.

To clear the search results, click Reset .

To search in all directories:

1)

o

Click the Search tab.

SEARCH zf FEWORITES x 5:’.‘..4 GROUP x _‘,3 GROUP COM... x || (& PERSONAL x | €% QUEUES x -

Status Name Directory

Begins with (o8 x

Figure 52 Perform Search Using Search Tab

2)

In the Search text box, enter the text for which you want to search. You can enter
partial information, such as part of a name or phone number, but you must enter at
least two characters.

For example, if you do not remember whether Mary’s last name is spelled “Shelley” or
“Shelly”, you can enter “Shell”, and either name is returned.
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3) Torestrict the search to contacts that start with the entered string, check the Begins
with box. Otherwise, the search results also include contacts that contain the entered
string.

4) Click the Search button

The text you enter is matched against all columns in all directories (except for the
Notes column). Search results are displayed in the Search tab.

CIs &' FAVORITES X QJ GROUP x B GROUP COM... x || (& PERSOMAL x |h SPEED DIAL 3
ma | Begins with Gl x
Status Name Directory

O Mario Bueno GROUP

@  Morie Dumas GROUP

o Paolo Maldini GROUP

@ Macdaline Wyoming GROLP

Mairy-Ann PERSOMAL

Figure 53 Contacts Pane — Search Results in Search Tab

5) When you click a contact, the entry expands displaying contact details. The
information depends on the directory for which the contact was selected.

NOTE: Contact entries displayed in the Search tab follow the same rules as if that entry was
accessed in its own directory. This allows you to perform any operations directly from the search
results.

8.3.3 Create Directory from Search Results

When you perform a search in a directory, you can create a new directory from the search
results, using the Pullout button. The button is enabled when a search is performed on a
single field.

NOTE: The Pullout button is not available in the Search directory.

To create a directory from search results:
1) Select the directory where you want to perform the search.

2) Perform a quick search or enter the search criteria.

3) When the results are displayed, click the Pullout button , which becomes
active. A new tab is created containing the results of the search.

NOTE: Contact entries displayed in a search results tab follow the same rules as if that entry
was accessed in its own directory. This allows you to perform operations directly from the
search results.
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8.3.4 Perform Search on Search Results

If you perform a search in a specific directory, the search is always performed on the
entire directory even if only search results are displayed. To search in search results, you
first need to create a new directory from the search results.

To perform a search on search results:
1) After you perform the original search, create a directory from the search results.

2) Perform a new search in the new directory.

NOTE: Searching within the search results cannot be performed on the same column that the
original search was performed.

8.4 Order Directory Entries

Receptionist allows you to order directory entries is ascending or descending order. The
columns by which the directory can be ordered have the sort icon displayed % next to their
name. The following table lists the directories and the columns by which they can be

ordered.
Directory Sort Columns Default Sort
Column

Enterprise/Grou First Name, Last Name, Department Last Name
p

Favorites First Name, Last Name, Number, Mobile, Extension, Last Name

Notes, Department, Status, IM, Title

Group/Enterpris Name, Number Name

e Common

Personal Name, Number Name
Speed Dial Code, Description, Number Code
Queues Name, Number, Extension, Department Name
Monitored First Name, Last Name, Number, Mobile, Extension, Last Name
Contacts Notes, Department, Status, IM, Title

Note that you cannot order the contacts in the Search directory.

The sorting order for the Status column is as follows (from highest to lowest): Private, On
a Call, Ringing, Away, In a Meeting, Call Forwarding Always, Do Not Disturb, and
Available. For information on the different states, see section 12.6 Monitored User States.

The sorting order for the IM column is as follows (from highest to lowest): Busy, Away,
Available, Offline, Pending Subscription, Not subscribed.

To order a directory:
1) Click the header of the column by which you want to order the directory.

2) Toreverse the order, click the same column header again.
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CONTACTS
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On ...
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Motes
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Hotes
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Hotes
Motes
Motes
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Figure 54 Sort Directory

The contacts in the selected directory are reordered based on the selected column. The

sort order is saved on sign-out and preserved between sessions.

8.5 Make Notes about Contact (Enterprise Edition)

Receptionist Enterprise allows you to make notes about the contacts in your
Group/Enterprise, Favorites, or Monitored Contacts directory.

To make a note about a contact:
1) Inthe Group/Enterprise, Favorites, or Monitored Contacts directory, click the Notes

link. The Notes for <Contact Name> dialog box appears.

or Cheryl Baldwin

Cn wacation from Octoker 1010 15,

Figure 55 Notes for Cheryl Baldwin Dialog Box

2) Enter the desired text or view or modify the existing text in the Notes text box.

3) To save your changes and close the dialog box, click OK.

To close the dialog box without saving, click Cancel.
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CONTACTS
Q. SEARCH | #F FAWORITES x m U GROUPCOM.. x || (& PERSONAL x \ﬂ »IF
Beginz with v o | [ Gwick Search | %
Stat.. LastName ©  First lame ¥  Number Exten.. Mobile Title Department < Notes
O Balchwin Cheryl +12025551009 1003 On va
O bagica s, Auto Attendant +12025551036 1036 Motes
O Buenao hario +12025551001 1001 2021112223 Nates
‘ Dumas hiarie +12025551005 1005 Manager hlates

Figure 56 Group Directory — Contact Notes

8.6 Manage Personal Contacts

You can add or remove personal contacts in Receptionist.

CONTACTS

G SEARCH || &F FAVORITES x || & GROUP x || &% GROLP COM.. x @z
Beginz with ‘ a | 7] quick search =
Hame * Humber =
Antoine - mobile 9354435435
o Frank 4539505334
Jim 2025457897
Maty-Ann 2031314156

8.6.1

Figure 57 Personal Tab

You can perform the following operations on personal contacts:
m  Add Personal Contact
m  Delete Personal Contact

You cannot modify a personal contact entry in Receptionist. To modify information for a
personal contact, delete the entry and add it again.

Add Personal Contact

To add a personal contact:

Vd

1) Inthe Personal tab, click Edit . The Edit Personal Contacts dialog box appears.

2) Click Add. A new line is added below the existing entries, allowing you to define a
new entry.

onal Contacts

Modify your perzonal contacts

Name Number

Antoine - mohile 9354495495
dr. Frank 4539506334
Jdim 2025467897
Mary-Ann 3031314156
Grandps 3031733411]

+ Add

Figure 58 Edit Personal Contacts Dialog Box — Add Entry
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3) Inthe Name text box, enter the contact’s name or description, as you wan
appear.

4) Inthe Number text box, enter the phone number of the contact.

5) To save the changes, click anywhere in the dialog box outside the entry.

8.6.2 Delete Personal Contact

To delete a speed dial entry:

’{;’

titto

1) Inthe Personal tab, click Edit 1. The Edit Personal Contacts dialog box appears.

2) Select the entry to delete and click Delete.

Edit Personal Contacts

Medify your perzonal contactz

Name MNumber

Antoine - mohile 9354495495
dr. Frank 4539506334
Grandpa 3031739411
dim 2025467897
Mary-Ann 3031314156

o

Figure 59 Edit Personal Contacts Dialog Box — Delete Entry

8.7 Manage Speed Dial Entries

This directory is available in all editions of Receptionist. It allows you to manage and use
your Speed Dial 8 and Speed Dial 100 entries. To use this feature, you need to have
Speed Dial 8 and/or Speed Dial 100 service assigned. If you only have one of these

services, you see the entries for that service only in your Speed Dial tab.

CONTACTS

FAVORITES x ﬁ GROUP x :&3 GROUP COM... x ‘,‘7__‘ PERSOMAL x
Begnswith (&1 |~ | Q. | [@uick search

Code = Phone Humber = Description *

2 2023111434 Daycare

5 9051232432 Chriz mokile

4 3204567677 Golf Club

5 2405673564 Garage

5 30356743565 Dradl

Figure 60 Speed Dial Tab

You can add or remove entries via the Receptionist client, and the updates appear in both

places.

To update speed dial entries using the client, perform the following operations:
m  Add Speed Dial Entry

m  Modify Speed Dial Entry

m  Delete Speed Dial Entry
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8.7.1

8.7.2

Add Speed Dial Entry
To add a speed dial entry:

1) Inthe Speed Dial tab, click Edit

4

. The Edit Speed Dials dialog box appears.

2) Click Add. A new line is added below the existing entries, allowing you to define a
new entry.

Code

Imu\-&mm

Modify your speed dial lis

ta:

Phone Number
2023111434
9051232432
F20456TETT
2405678564
303567 4565
S406595557

De=cription
Daycare
Chris mohile
Gaolf Club
Garage

Dad

Wty clertist]

+ Add

Figure 61 Edit Speed Dials Dialog Box — Add Entry

3) From the Code drop-down list on the left, select a speed dial code.

4) Inthe Phone Number text box, enter the phone number to assign to the code.

5) Inthe Description text box, enter a description that allows you to identify the entry.

6) To save the entry, click anywhere in the dialog box outside the entry.

Modify Speed Dial Entry

To modify a speed dial entry:

1) Inthe Speed Dial tab, click the Edit

appears.

2) Double-click the entry to modify. The entry becomes modifiable.

Edit ‘Speed Dials

Code
2

oo e

Medify your spesd dial lists:

Phone Number
2023111434
9051232432

32045676YY
2405673564
3035674565

7/

Description
Daycare
Chitis - makile
Golf Club
Garage

Dad

Figure 62 Edit Speed Dials Dialog Box — Modify Entry

3) Maodify information as required.
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4) To save the changes, click anywhere in the dialog box outside the entry.

8.7.3 Delete Speed Dial Entry
To delete a speed dial entry:

1) Inthe Speed Dial tab, click Edit

4

2) Select the entry to delete and click Delete.

Wodify your speed dial lists:

Code Phone Number Dezcription

2 2023111434 Daycare

3 H051232432 Chris - mobile
4 A20456T6TT Golf Club

H] 2405678564 Garane

G 303567 4565 Dad

T 406595557 bty dentist

G %

Figure 63 Edit Speed Dials Dialog Box — Delete Entry
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9 Monitor Contacts

Receptionist allows you to monitor the call state of selected contacts. All editions of
Receptionist allow you to monitor contacts that have been configured. This is referred to
as static monitoring. In addition, Receptionist Enterprise allows you to monitor selected
contacts dynamically.

The following table summarizes the monitoring capabilities of the different editions of
Receptionist:

Edition Description

Enterprise This is the static monitoring of up to 200 contacts and the dynamic
monitoring of a configurable number of contacts enterprise-wide.

The maximum number of contacts you can dynamically monitor is
configured by your administrator and it cannot exceed 100.

Small Business This is the static monitoring of up to 30 contacts enterprise-wide.
Office This is the static monitoring of up to 8 contacts group-wide.

You use the Favorites tab to view the phone state of statically monitored contacts and the
Group/Enterprise tab to view the phone state of dynamically monitored contacts.

NOTE: If a call is parked against the contact that you are monitoring, the information about the
parked call also appears.

The following sections describe information and procedures related to monitoring contacts:
m  Static Monitoring

m  Dynamic Monitoring (Enterprise Edition)

m  Request Dynamic Monitoring

m  Monitored Contact's Calendar (Enterprise and Small Business Editions)

m  Contact States

Static Monitoring

To statically monitor contacts, the list of contacts to monitor must be configured. The
selected contacts appear in your Favorites directory. However, the updates that you make
to the list of contacts to monitor appear in Receptionist at the next sign-in.

CONTACTS
G, SEARCH &" FAVORITES x é—_ﬂ EMTERFRISE x {ﬂ EMTERFRISE . x _'yﬂ Aifk F
Bieging with - | a, | [ cuick Search | %
Stat... LastHame = Firgt Hame * Humber =  Exte... Mobile = Title ~ Departme... Hot...
O Bueno ario +12025551001 1001 2021112223 Manager Accounting (Lo Motes
O Dumas arie +12025551005 1005 Directar Finance (Load] Mates
e Malchini Paolo +12025551003 1803 Motes
Figure 64 Favorites Directory with Monitored Contacts
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9.2 Dynamic Monitoring (Enterprise Edition)

Dynamic Monitoring allows you to view the call state of selected contacts in your
Group/Enterprise, Search, and Monitored Contacts directories. When you start
dynamically monitoring a contact, that contact is added to the Monitored Contacts
directory. This directory is only visible if there are any dynamically monitored contacts.

You must request that a contact be monitored. Depending on the client customization,
you may or may not be able to manually stop monitoring a contact. When the number of
monitored contacts reaches the maximum limit, the system will either ask your permission
to stop monitoring the oldest one (fourth) of the currently monitored contacts or will ask
you to unselect one or more contacts yourself. The state of a contact that is not monitored
is shown as Unknown.

CONTACTS

0L SEARCH || £ FANORTES x W 8 cROUPCOM. x || (& PERSONAL x |T|T|F

Begirs with ‘ (&} ‘ Guick Search | x
Stat.. LastName ® FirstName ¥ Humber Exten.. Mobile Title: Department = Notes
@) Balkwin Cheryl +12025551009 1003 On va...
Q) basicas Auto Attenclant +12025551036 1036 Hotes
@ Bueno Maria +12025551001 1001 2021112223 blotes
e Dumzs Marie +12025551005 1005 Manzger Motes
() Graves Lena +12025551022 1022 hotes
() Hatine Call Center +12025551000 1000 Notes
@ ones Shirly +12025551002 1002 Motes
@  Maicini Paalo +12025551003 1003 Motes
@ Rodriguez Melocy +12025551030 1030 Motes
) Smith Stan +12025551004 1004 2021234567 Motes.
() Sparks Bryan +12023551014 1014 blotes
() standardss Ao Attendant Hotes
O Technical Sup... Call Center Motes
() Woice Portal  Woice Messag _ +12025551021 1021 Motes
) Wyoming Madoling +12025551008 1008 2405557777 Motes

Figure 65 Group Directory with Monitored Contacts

NOTE: If a contact in your Enterprise/Group directory is statically monitored, then their phone
state is displayed without the need to explicitly request dynamic monitoring; however, it counts
toward the total number of dynamically monitored contacts.

9.3 Request Dynamic Monitoring (Enterprise Edition)

The set of contacts that you dynamically monitor is stored as part of your context
information and automatically retrieved and activated on subsequent sign-ins.

To monitor a contact:
In the Group/Enterprise or Search directory, click the Status icon of the contact to monitor.

The contact is also added to the Monitored Contacts directory and the contact's state is
displayed in the Group/Enterprise, Search, and Monitored Contacts directories.

NOTE: You cannot monitor the state of virtual users. Only regular users can be monitored.
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CONTAC

. SEARCH | AF FAVORITES x W % GROLP COM... X

(2 PERSONAL x |TF|F

Stat... LastName ©  FirstName ¥ Number Exten.. Mobile Title
O Baldwvin Cheryl +12025551009 1009

O basicAL Auto Attencant +12025551036 1036

. Bueno Mari +12025551001 1001 2021112223

. Dumas Marie +12025551005 1005 Manzazer
O Graves Lena +1 2025551022 1022

O Hotline Call Certer +12025551000 1000

. Jones Shirley +12025551002 1002

. Maldiini Pacla +12025551003 1003

Stnith Stan +12025551004 1004 2021234567
O Sparks Bryan
() standardds  Auto Attendart
O Technical Sup... Call Cernter
O “oice Portal “oice Messag... +12025551021 1021
O Wiaming Macoline +1 2025551008 1008 2405557777

+1 2025551014 1014

Begins with v|a | [] Guick Ssarch |

Department * Hotes
Onva
Netes
Notes:
Notes:
Mtes
Netes
Netes
Notes:

Notes:
Notes:
plotes:
Nates:
Notes:
Notes:

Figure 66 Group Directory — Request Contact Monitoring

tZ PERSONAL X [ 4|+ F

Department = lotes
Onva
Motes
Motes
Motes
Motes
Motes
Hotes:
Hotes
Hotes
Hotes
Motes
Motes
Motes
Motes

CONTAC
O SEARCH || fF FAWORITES x W &8 erouP com.. x
Begins with ‘ a | [ Guick search | x
Stat.. LastName * FirstName * Humber Exten... Mobile Title
@ Balwin Cheryl +12025551009 1009
() basicas, Auto Atterciant +12025551036 1036
@ Bueno Mario +12025551001 1001 2021112223
. Dumas Marie +12025551005 1005 Manager
O Graves Lena +12025551022 1022
() Hatline Call Center +12025551000 1000
@ Jones Shirley +12025551002 1002
@ Malcini Paolo +12025551003 1003
@ Rodriguez Melocy +12025551030 1030
) Smith Stan +12025551004 1004 2021234567
@ sparks Bryan +12025551014 1014
() standardss  Auto Attencant
O Technical Sup... Call Center
O “Yoice Portal “Woice Messag... +12025551021 1021
() Wyaming Macaling +12025551008 1008 2405557777

hlotes

Figure 67 Group Directory — Monitored Contact

When the number of monitored contacts reaches the maximum limit, one of the following

messages appears depending on your client

The maximum number of dynamic monitoring contacts has
been reached. Please un-monitor one or more contacts to

continue.

configuration.

Figure 68 Dynamic Unmonitoring Dialog Box
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Dynamic Montoring

@ The maximum number of dynamic menitoring contacts has
been reached. This action will un-monitor 2 of the oldest
menitered contacts. Would you like to continue?

EECEE T

Figure 69 Dynamic Monitoring Dialog Box

If your system allows you to unselect monitored contacts, unselect the contacts you no

longer want to monitor and select new contacts for monitoring.

If your system does not allow you to unselect monitored contacts, click Yes to allow the
system to stop monitoring the oldest one (fourth) of the currently monitored contacts and

start monitoring the contact you requested, or click No to cancel the request.

9.4 Monitored Contact’s Calendar (Enterprise and Small Business Editions)

CONTACTS

& FavORMES || &, ENTERPRISE || \§ ENTERPRISE &8 GROUP COM.
1811 Begins with a X
Status ™M Name Directory
@ Williai ROBINSON ENTERPRISE
CIe 8 N &3
Number: +314504611811  Extension: 1811
Moble ;145887632 Department : Engineering
Notes
Colender: 4 05072013 P
4 LTI LTI T I I T T T LT T »
Lymen Hal GROUP COMMON
Martha Hat SPEED DIAL

Figure 70 Contacts Pane — Monitored User's Calendar Details

The calendar is divided into one-hour blocks. Those blocks can be displayed in red (when
the user is busy), green (when the user is free), or partly in red and partly in green (when
the user is busy only during part of the one hour block). When you move the mouse over
a partially busy time block, the ToolTip shows the meeting’s start and end time (for

example, 9:00 AM to 9:30 AM).

By default, the calendar displays the time between 8:00 AM and 6:00 PM for the current

day. You can change the date and the time displayed on the calendar, by using the Back
4 and Forward P buttons. Clicking the button shifts the displayed time period by one

day/hour. The calendar details are displayed in the time zone of your local machine.

9.5 Contact States

The state of a monitored contact is represented by an icon located to the left of the
contact’s name. This state integrates the state of the contact’s line and the state of
services such as Call Forwarding Always, Do Not Disturb, Personal Assistant, and

Privacy.

The following table lists the possible contact states.

Icon State in DND CFA
Receptionist
IE Private N/A N/A on
(=] On a Call N/A N/A Off

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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Personal
Assistant

N/A

N/A

Call State

N/A

Active call
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Icon State in DND CFA Privacy Personal Call State
Receptionist Assistant
Q Ringing N/A N/A Off N/A Ringing call,
no active
calls
() Away N/A N/A  Off N/A No active
- calls
{_} Away N/A N/A Off Any state No active
- except None, calls
Meeting, or
Training,
(=] In a Meeting N/A N/A  Off N/A No active
calls
(=] In a Meeting N/A N/A Meeting or No active
Training calls
e Call N/A On Off N/A No active
Forwarding calls
Always
(=] Do Not On Off Off N/A No active
Disturb calls
@ Available Off Off Off None No active
calls

NOTE: When a contact enables Privacy, this terminates monitoring of the contact’s state for the
current login session. To be able to monitor their state again, you must sign out and then sign in
after the contact has disabled Privacy.

When you place the mouse over the Status icon of a monitored contact, a ToolTip
appears providing additional information, as applicable. The ToolTip displays the
information about the state that has the highest precedence. For example, if a monitored
contact enables Privacy, the ToolTip displays "Private" independent of whether the contact
is on a call, in a meeting, or away. See the following table for information about ToolTip
messages displayed for a contact in the different states.

ToolTip Message State in Receptionist Additional Conditions

Private Private

On a Call On a Call

Ringing Ringing

Away Away Contact's calendar shows Out of
Office

<Contacts’s first an last name> is Away Contact’s calendar shows Free or

on a business trip/gone for the Tentative and their Personal

day/at lunch/out of the Assistant is set to any state except

office/temporarily out/on None, Meeting, or Training

vacation/unavailable [until
<date/time>]

In a Meeting In a Meeting Contact's calendar shows Busy

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
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ToolTip Message State in Receptionist Additional Conditions
<Contacts’s first an last name> is In a Meeting Contact's calendar shows Free or
in a meeting/training [until Tentative and their Personal
<date/time>] Assistant is set to Meeting or
Training

Call Forwarding Always Call Forwarding Always
Do Not Disturb Do Not Disturb
Available Available
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10 Manage Call History

You can organize call logs and delete selected call logs or all call logs from Call History.

10.1 View Call History

Receptionist allows you to view your passed calls. By default, the calls are grouped into
placed, received, and missed calls.

NOTE: The format in which date and time are displayed in the Call History dialog box depends
on the date and time settings selected on the Settings — General configuration page. For details,
see section 12.1.3 Date Format and 12.1.4 Time Format.

To view your call history:

1) Inthe Call Console, click the Call History button . The Call History dialog box
appears displaying your past calls. The calls are grouped into placed, received, and
missed calls. By default, missed calls are displayed.

ho " ) I
1S 3

Namo ”' =a Cai v
JeSICaCermer testCam. T U T2UTS, 115813 AM
testCaliC enter testCallC 0001 Q1182016 11.62:04 AM
teSICalIC ermer t2sICAIC 0007 01192015 111755 AW
Vst e bestCIC 0001 01192015, 105841 AM =
\Wikam ROBINSON 1601 011872015, 23106 P
\Wiliai ROBINSON 1801 01182015, 226.51 PM
Wiiam ROBINSON 1801 OMNIB2015 24523 PM
Wilkam ROBINSON 1801 0I162015 4 4424 PM
testCalCenter testCalIC 0001 OMB2015 44142 PM
\Wiiam ROBINSON 1801 123172014, 345:53 FM
testCalICenter tesiCallC 0001 12252014, 20008PM

Figure 71 Call History Dialog Box
2) To show calls in a specific group, select that group from the Show drop-down list.

10.2 Delete Call History
You can delete a selected call log or all call logs from Call History.

To delete call logs from Call History:

1) Inthe Call Console, click the Call History button . The Call History dialog box
appears.

2) Todelete all call logs, click Delete All .
3) From the Show drop-down list, select a grouping.

4) To delete a selected log, click Delete Call Log L —! for that log.
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11 Manage Queued Calls (Enterprise Edition)

Receptionist allows you to manage calls in selected call centers (up to five) and monitor
calls in real time. You manage queued calls using the Queued Calls pane. This
functionality is only available if you have the Receptionist — Enterprise license assigned
and either you are assigned to a call center (as a supervisor or agent) or you have the
Supervisor license assigned.

QUEUED CALLS Yi

Premium_CC 5143403030 Q 0/10 (0/10) ¥
TestCC 5143403023 o9 2110 (2/10) ¥
=] Priority 0{2)
A\ ¢c3007 group3 (5143403007) 01:17 [01:17]
L?Zﬁéé?s?iiﬁ'&?&m
. ©c3001 group3 (5143403001) 00:10 [00:10)

Figure 72 Queued Calls Pane

This section describes the following procedures you perform to manage queued calls:
m  Select Call Centers to Manage

m  Modify Number of Calls to Display

m  Retrieve Call from Queue

m  Transfer Call to Ad Hoc Number

m  Transfer Call Between Queues

m  Transfer Call to Top of Queue (Premium Call Center)

m  Promote Call in Queue (Premium Call Center)

m  Group Calls

m  Order Queued Calls

11.1 Select Call Centers to Manage

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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After you sign in to Receptionist, select the call centers you want to manage (up to five).
To select call centers:

1) Inthe Queued Calls pane, click Options - and select the Edit Queue Favorite
Dialog option.

QUEUED CALLS
Hotline 2025551000

(=] Priority 0 {2}

T .Major Accounts (202555103  Edit Queue Favarite Dialog 45

Figure 73 Queued Calls — Options — Edit Queue Favorite Dialog
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The Edit Queue Favorites dialog box appeatrs.

Edit Queue Favorites

Select a list of favorite call centers to be monitored.

Meonitor Queue Name TotalCals  Priorty 0 Priorty 1 Prioity 2 Prioty 3
v Hotline 10 2 4 2 2
v Technical Support 10

212 Queue =elected (Maximum 5)

Figure 74 Edit Queue Favorites Dialog Box

2) Select the check boxes for the call centers you want to monitor.
3) Click Save.

The selected call centers appear in your Queued Calls pane.

11.2 Modify Number of Calls to Display

For each Standard call center that you are monitoring, you can modify the maximum
number of calls to be displayed. For each Premium call center, you can modify the
maximum number of calls that can be displayed in each priority bucket. The total number
of calls to display for a call center cannot exceed 50.

1) Inthe Queued Calls pane, click Options n and select the Edit Queue Favorite
Dialog option. The Edit Queue Favorites dialog box appears.

2) For each Standard call center you are monitoring, set the total number of calls to
display.

3) For each Premium call center you are monitoring, set the number of calls to display in
each priority bucket. The total number of calls in all priority bucket cannot exceed 50.

11.3 View Queued Calls

To view calls in a queue:
Click the Expand button D for that queue.

11.4 Retrieve Call from Queue
You can retrieve a call from a queue to your phone device.

To retrieve a call from the queue:

In the Queued Calls pane, click the call to expand it and click Retrieve for that

call.
Once you retrieve the call, the call appears in the Call Console, and you treat it as any
other call.
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11.5 Transfer Call to Ad Hoc Number
To transfer a call to an ad hoc number:

1) Inthe Queued Calls pane, select the call.

2) Inthe Dialer, enter the destination number and click Transfer .

CALL CONSOLE =

B 2025551008 ["‘] @

Figure 75 Ad Hoc Queue Transfer
The call is transferred and removed from the queue.

11.6 Transfer Call Between Queues
To transfer a call to another queue:
1) Inthe Queued Calls pane, select the call.

2) Inthe Contacts pane, expand the Queues tab.

3) Click the target queue and click Transfer | 4l for that gueue.

The call is transferred and removed from the original queue.

11.7 Change Position of Call in Queue

To change the position of a call in the queue:

1) Inthe Queued Calls pane, click the call and click Reorder .

[F‘.EOF‘.I::-EF‘.' [F‘.ETF‘.IE‘-JE'

Send to Front
2
3
Send to Back

Figure 76 Reorder Queued Call

2) Inthe drop-down box that appears, select the new position in the queue.

The call is placed at the new position.

NOTE: The list can contain a maximum of 24 reorder positions that you can choose from to
reorder a call in the queue, in addition to the Send to Back and Sent to Front options.
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11.8 Transfer Call to Top of Queue (Premium Call Center)

If your administrator has configured the call center with the Transfer to Top feature, follow
this procedure to transfer the call to the top of the queue.

You can only transfer a call to the top of the highest priority bucket (bucket with priority
“0”). There need to be at least two calls in the target queue.

1) Inthe Queued Calls pane, click the target call to expand it.

. REORDER .
2) Click Reorder SEREOEE and select Send to Front from the list that appears.

[REDF‘.DEF‘. lRErREVE'

Send to Front
2

Figure 77 Transfer Call to Top of Queue

11.9 Promote Call in Queue (Premium Call Center)

In Premium call centers, a priority is attached to an incoming call based on the DNIS
number on which the call is received. You can manually promote calls from a lower
priority bucket to a higher priority bucket. A promoted call ends up as the last call in the
higher priority bucket with a wait time of zero seconds.

To promote a call, that is, to change its priority:

In the Queued Calls pane, select the call to promote and click Promote .

The queued call is promoted to the end of the next highest priority bucket.

11.10 Group Calls
You can group queued calls by their priority bucket.

To group or ungroup queued calls:

1) Inthe Queued Calls pane, click Options - , select Group, and then select or
deselect Group by priority. This action applies to all monitored call centers.

QUEUED CALLS

Hotline 202 ¥ Grc[%:- by priarity

=] Priority O (2}
.Major Accounts (202555103 Eclit Gueus Favorite Dislog — 37]

.Major Accounts (2025551037} 01:14:17 [44:17]

Figure 78 Queued Calls — Options — Group

2) To ungroup calls, unselect the Group by priority option.
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11.11 Order Queued Calls

Queued calls can be ordered according to their total waiting time or according to their
waiting time in the current priority bucket.

To order queued calls:

1) Inthe Queued Calls pane, click Options n .

2) Select Sort and then the ordering option you want. This operation applies to all
monitored call centers.

QUEUED CALLS Vi Ny
Hotline 2025551000 Broup M
Longest vwait Sort »
=l Priority| o | Grgest weat in p%r'rty

T .Major Accounts (202555103 Ediit Queue Favarite Dislog 4]

_ .Major Accounts (2025551037) 011604 [46:04]

Figure 79 Queued Calls — Options — Sort

NOTE: The ordering does not work when calls are grouped. If required, first ungroup the calls.
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12 Configure Receptionist

You use the Settings link at the top right-hand corner of the main page to access the
Settings page where you can configure various aspects of the Receptionist application.

NOTE: Do not use the internet browser’s Back button to return to the main interface.

This section describes the Settings pages that you use to configure Receptionist:
m  Settings — General

m  Settings — Application

m  Settings — Services

m  Settings — Plug-ins

m  Settings — About

NOTE: Depending on your system configuration, some settings may not be available.

12.1 Settings — General

You use the General tab to configure miscellaneous settings that improve the usability of
Receptionist.

General
Account Change Password
Langusge s o
¥ Synchronize language with service profile
screen Pop —
Suto pop incoming calls
Date Format @MMODAYY () DDMMAYYY
Time Format @ AMPM (24 Hour
Workspace
Alweays save workspace on signout
Drag and Drop Transter the call automatically when it's dropped on a contact

Figure 80 Settings — General

The following subsections describe the settings that can be configured on this page.
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12.1.1 Account
You use this area to change your password.

To change your password:

1) Click the Change Password link. The section expands, allowing you to change your
password.

Change Password . . .

Old Passward
Mewy Passweard

Confirm Pazsword ;

Change Password

Figure 81 Account — Change Password

2) Enter your current and new password and click Change Password.
Note that the Reset button does not reset your password. It only clears the input
boxes.
12.1.2 Language
The Language settings allow you to select the language of the user interface.

m  The drop-down list identifies the languages available in your edition of Receptionist.
To change the language, select a new language from the list.

m  Synchronize language to my profile — When this option is checked, Receptionist
synchronizes the language with your BroadWorks profile and ignores the language
selection on this page.
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12.1.3 Date Format

This setting allows you to select the format to use for displaying the date in the calendar
details for a contact and in the Call History dialog box. The possible options are:

. MM/DD/YYYY
m  DD/MMIYYYY

12.1.4 Time Format

This setting allows you to select the format to use for displaying the time in the calendar
details for a contact and in the Call History dialog box. The possible options are:

= AM/PM

® 24 hours

12.1.5 Workspace

Receptionist allows you to customize elements of your workspace, such as the size and
placement of the main window on the desktop. The system remembers the setup
between sessions.

The following elements can be customized:

m  The size and position of the web browser window in which the main interface is
displayed

m  The size of the panes (Call Console, Contacts, and Queued Calls)

NOTE 1: This functionality does not work in Internet Explorer, due to a technical limitation of
Internet Explorer.

NOTE 2: When a window is vertically resized, the panes do not always resize to fill the window.
To resize a window, drag the window from the bottom right-hand corner or collapse and then
expand the panes after resizing to adjust them to the window.

Buttons:
m  Save Workspace — This button, when clicked, saves the current workspace.

m Load Workspace — This button, when clicked, arranges your workspace according to
the last saved configuration.

m  Restore Workspace — This button, when clicked, restores the workspace to the
system default configuration.

m  Always save workspace on signout — When you sign out from the client, Receptionist
asks you whether you want to save your current workspace. To save your workspace
automatically when signing out without being asked, check the Always save
workspace on signout box.

To customize your workspace:

1) Arrange the windows the way you like.

2) Click the Save Workspace button to save the current configuration. To restore the
system default, click Restore Workspace.

3) Atany time to return to the last saved configuration, click the Load Workspace
button.
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12.1.6 Drag and Drop

You use the Drag and Drop area to specify whether a call should be automatically
transferred when dropped on a contact.

m  Transfer the call automatically when it’s dropped on a contact — This setting allows
you to enable or disable automatic call transfer when you drag and drop. When this
box is checked, the call is automatically transferred to the contact’s phone number
when the call is dropped on the contact.

12.2 Settings — Application

You use the Application tab to configure your availability to take calls as well as the
policies used to process calls.

Application

Queue Memberships Queue Number Wrap-Up Policy
¥| Hotline 2025551000
¥ Technical Support 2025551010

Operator Policies

Manage your Application prefersnces 2 categories

Figure 82 Settings — Application

The settings can be configured on this page and are described in the following
subsections.
12.2.1 Queue Membership
These settings allow you to select which queues you want to join.
To join queues:
1) Tojoin a specific queue, select the check box on the line for the queue.

2) Tojoin all queues, select the check box in the column header.

NOTE: If you are not allowed to join/leave a queue, the line for the queue is dimmed and you
can only view your join status in the queue. To change your join status in a queue if you are not
allowed to do it yourself, contact your administrator.

For queues on this page, you can select columns to appear and you can sort and group
gueues by any column.
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12.2.2 Operator Policies

The Operator Policies setting allows you to select your post sign-in state in your queues.

Post Sign-In ACD State — This drop-down list allows you to select your availability to
receive calls from queues upon signing in to Receptionist.

12.3 Settings - Services

You use the Services tab to configure various services assigned to you by your
administrator, which are applicable to Receptionist. These settings are only available if
you have been assigned such services.

The services are grouped into two categories: Active and Inactive.

Services

] Default

ESer\'ice Settings

Autematically forward your incoming callz to a specified phone number

Manage your service settings

User Services
(=] Inactive

e Do Mot Disturk

Blocks all calls and sends them to voicermail
ad Call Forwarding Ahways

Foreeards all calls to a destination

Active

Ring Splash

. [T o e |
Ta:

Figure 83 Settings — Services

The services that you can configure (if you have been assigned the services) are:

m Do Not Disturb — When you activate this service, you are not available to take calls,
and all your calls are automatically sent to your voice mail.

m Call Forwarding Always — When you activate this service, you need to provide the
phone number to which your calls are forwarded. When the service is active, all your
calls are forwarded to the specified number.

To activate a service:

1) Select the service and check the Active box. The service is moved from the Inactive
to Active category.

2) If you enabled the Call Forwarding Always service, in the Forward To text box that
appears, enter the phone number to which your calls are forwarded.

3) To generate a ring splash for incoming calls, check the Ring Splash option.

4) To save your changes, click Save.
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12.4 Settings - Plug-ins

You use the Plug-ins tab to configure the plug-in software used by Receptionist to provide
functionality such as call natification, program shortcuts, and call logs (which are called
desktop integration features).

‘ General IAppIication I Services H Messaging I About

Plug-ins

v| Disable All Plug-ins

Matification

when auto answer is off

Microsoft® Outiook®

Default Contact Folder

LDAP v3

389

(cn=*__SEARCH_TEXT__*)

Aftribute Mapping
cn cn
sn sn
displayMame  displayMName
telephoneMNumbe telephoneMumbe
mobile mobile

homePhene hemePhene

Figure 84 Settings — Plug-ins (Top of Page)

12.4.1 Plug-ins

You use the Plug-ins area to specify whether the desktop integration features of
Receptionist should be enabled or disabled.

m  Disable All Plug-ins — This setting allows you to enable or disable all desktop
integration features. When this option is checked, the JNLP file required to run the
desktop integration features will not be downloaded and the desktop integration
features will not work.

12.4.2 Notification

These options control when and how incoming call notification “pop-up toasts” are
displayed. The options you can set are as follows:
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m  Focus window for incoming calls — When this option is checked and the browser
window running Receptionist is minimized, Receptionist automatically restores the
window on incoming calls.

This does not work in Firefox. In Internet Explorer, there must be only one tab open in
the web browser running Receptionist.

m  Show natifications for calls — When this option is checked, Receptionist displays the
Call Notification pop-up window on top of other applications’ windows when you
receive a call. When you check this box, you need to select an option from the drop-
down list to specify the condition under which notifications are displayed.

This does not work if there are other tabs open in the same web browser window as
Receptionist. In addition, if calls come within eight seconds of each other, the Call
Notification pop-up window only appears for the first call of that series.

12.5 Settings — About

Use the About tab to view the information about Receptionist.

broadworks « Back To Application Help Full Screen Sign Out
receptionist Mario Bueno
General Application Services Plug-ins Messaging About
About
Version @ . o
~~receptionist
BroadWorks® ReceptlcmstT"' R21.0.12 Build: 2
Profile System
Disclaimer Warning: This computer program is protected by the copyright law and
international treaties. Unauthorized reproduction or distribution of this program,
or any portion of it, may result in severe civil and criminal penalties, and will be
prosecuted to the maximum extent possible under the law.Copyright® 2015
BroadSoft™. All Rights Reserved. BroadWorks™ and BroadWorks™
Rece;t\cnxst"" are trademarks BrcadScﬁe Inc
Diagnostics Run Cent Diagnostics

Figure 85 Settings — About Page

The following information is provided on this page:
m  Version — This is the software version of the BroadWorks Receptionist client.

m  Profile — This is the Receptionist client profile used.

m  Disclaimer — This is the Receptionist copyright Information.
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m Diagnostics — This allows you to access the Diagnostic Tool, available in some
versions of Receptionist. Appendix A: Glossary and Definitions

12.6 Monitored User States

The following table lists the possible states for monitored users.

Icon State in DND CFA
Receptionist
IE Private N/A N/A
@ Onacal N/A N/A
() Ringing N/A N/A
() Away N/A N/A
(] Away N/A N/A
(=] In a Meeting N/A N/A
(=] In a Meeting N/A N/A
i Call N/A On
Forwarding
Always
(=] Do Not Disturb ~ On Off
() Available off off

Privacy Call State

Oon

Off

Off

Off

Off

Off

Off

Off

Off

N/A
Active call

Ringing call,
no active
calls

No active
calls

No active
calls

No active
calls

No active
calls

No active
calls
No active

calls

No active
calls

NOTE: When a user enables Privacy, this terminates your monitoring of the user’s state for the
current session. To be able to monitor their state again, you must sign out and then sign in after
the user has disabled Privacy.

12.7 Call States

Call states are the available states for your current calls. The possible states are shown in

the following table.

Call State

Ringing In
(Local)

Ringing In
(Remote)

Ringing In
(Recalled
Calh

Ringing Out

Display Icon
Name

Incoming
Local
Incomin

‘
Call Recalled

Outgoing

L
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Description

This represents a Click-To-Dial call ringing on
your phone.

The call is coming in and ringing on your phone.

The call was parked or camped and is being
recalled because its timer has expired.

The call is outgoing, ringing out. This is
equivalent to a phone ringing on the called party’s
nhnne
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Call State

Active

On Hold

On Hold
(Remote
Held)

Active (In
Conference)

Held (In
Conference)
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Display
Name
Active

Held

Remote Held

Active

Held

Icon

jEd

Description

The call is an active call.

The call is on hold.

The call is held by the remote party.

The call is in a conference and active.

The call is in a conference and on hold.
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13 Appendix C: Keyboard Shortcuts

When using keyboard shortcuts, make sure that the main interface window is in focus.

Key

ESC

ESC

ARROW
DOWN

ARROW UP

PAGE DOWN

PAGE UP

SPACEBAR

<PERIOD>

ENTER

ENTER

SHIFT+1..9

SHIFT+1..9

SHIFT+1..9

Equivalent Mouse Action
Click the Close button L
in a dialog box.

Cancel the changes.

Click the Dialer text box.

Click the Search text box.
Click the scroll bar or the
next item in a list.

Click the scroll bar or the
previous item in a list.

Scroll down one page.
Scroll up one page.
Select a call in the Call
Console.

Click Answer on the

selected incoming call in
the Call Console.

Click End on a selected
call in the Call Console.

Click Dial.

Click Search.

Click Transfer in the
Dialer.

Select a ringing call and
click Answer.

Select an active call and
click Hold.

Select a held call and click
Retrieve.
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Description

This closes the open dialog box.

This exits the currently selected editable item,
such as a text box.

This places the cursor in the Dialer text box; it
retains the currently selected item (if applicable).

NOTE: In Internet Explorer 8, the “/” shortcut key
does not always work. Pressing the key clears
the default Enter Number text, but does not place
the cursor in the input box.

This places the cursor in the Search text box; it
retains the currently selected item (if applicable).

This selects the next item in the Call Console or
Queued Calls pane.

This selects the previous item in the Call Console
or Queued Calls pane.

This goes to the next page in the Call Console or
Queued Calls pane.

This goes to the previous page in the Call
Console or Queued Calls pane.

Pressing “1” selects the first call, pressing “2”
selects the second call, and so on.

This answers the selected incoming call or if no
call is selected, the incoming call that has been
waiting the longest. Pressing the SPACEBAR
again answers the next longest waiting incoming
call, which puts the previously answered call on
hold.

This ends the selected call.

If the cursor in placed in the Dialer text box, the
entered digits are dialed.

If the cursor is placed in the Search text box, a
search is performed.

This transfers the selected call to the ad hoc
number entered in the Dialer.

Pressing SHIFT+1 selects and answers the first
ringing call, pressing SHIFT+2 selects and
answers the second ringing call, and so on.

Pressing SHIFT+1 selects and then places the
first active call on hold. Pressing SHIFT+2 selects
and then answers the second active call, and so
on.

Pressing SHIFT+1 selects and retrieves the first
held call, pressing SHIFT+2 selects and retrieves
the second held call, and so on.
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Key

Sors

Borb

Rorr

Horh

SHIFT+L or
SHIFT+
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Equivalent Mouse Action

Click on Settings link.
Click on Back to
Application link.

Click the Call History
button.

Click the Help link.

Click the Sign Out link.

Description

This opens the Settings page if main window is in
focus.

This goes back to the main page from the Settings
page.

This opens the Call History dialog box.

This opens this guide in a PDF format.

This signs the user out of the application.

40-CA5607-00
PAGE 96



