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1 REVISION HISTORY

The following represents the revision history of this publication.

REVISION DATE
NUMBER COMPLETED POINT OF CONTACT DESCRIPTION
007 3/2018 Clearspan Changes for R22.0.
Technical
006 12/2016 Publications Changes for R21.0.
005 09/2014 Changes for R20.0.
004 11/28/11 Bev Marsh Changes and Additions for R17.0
003 09/23/10 Bev Marsh Changes and Additions for R16.0
002 08/12/2008 Danielle Woelfle Changes and Modifications
001 06/04/2008 Bev Marsh Initial Release
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2 SUMMARY OF CHANGES

CHANGES FOR RELEASE 22.0

This version of the document includes the following changes:

Removed section Enable or Disable Prepaid.

Updated section 5.2.9 Configure Call Processing Policies for the Phone List Lookup for
Incoming Calls Feature Description.

Updated section 5.11.3 Intercept User for the Intercept Group User Enhancements Feature
Description.

Updated section 5.2.10 Configure Device Policies for the Shared Call Appearance Policy
Enhancement Feature Description.

Added section 5.2.6 Configure Direct Route for the Direct Route Service Feature Description.

Updated section 6.8.2 Add Collaborate Bridge for the Increase UVS Maximum Number of
Participants Feature Description.

Updated section 5.2.7 Configure Route List for the Route List Enhancements Feature
Description (FR 8976).

Updated section 5.3.2 Configure Custom Ringback User Profiles for the Selective Criteria
Enhancements for Called Number Feature Description.

Added section 6.15.6.5 View Agents Use of DNIS.
Updated document for the End Of Maintenance Product Removal Feature Description.

Updated section 5.9.3.1 Modify Voice Mailbox Size to clarify how the mailbox size is
calculated.

2.1 CHANGES FOR RELEASE 21.0

This version of the document includes the following changes:

Updated section 5.15.8 Configure Unreachable Destination for the Increase Unreachable
Destination Timeout for Trunk Groups Feature Description.

Added section 4.11.2 Disable Feature Access Codes for the Disabling of Feature Access
Code Feature Description.

Updated section 4.5.4 Configure Clearspan Mobility for the Clearspan Mobility Persona
Management Feature Description.

Added allowed values for most settings and revised indexing.

Updated section 5.10 Find-me/Follow-me for the Selective Criteria Enhancements for Called
Number Feature Description.
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¢ Updated section 4.2.10 Configure Device Policies for the Call Decline Device Policy Feature
Description.

e Updated sections 4.1.3 Add User, 4.2.2 Modify User Profile or Delete User, 5.3.2 Add Auto
Attendant, 5.3.9 Modify or Delete Auto Attendant, 5.6.1 Add Hunt Group, 5.6.5 Modify or
Delete Hunt Group, 5.7.1 Add VoiceXML User, 5.7.4 Modify VoiceXML User Profile or Delete
VoiceXML User, 5.8 Clearspan Anywhere, 5.10.1 Add Find-me/Follow-me Group, 5.10.9
Modify Find-me/Follow-me Group Profile or Delete Find-me/Follow-me Group, 5.11.1 Add
Flexible Seating Host, 5.11.6 Modify Flexible Seating Host Profile or Delete Flexible Seating
Host, 5.12.1 Add Paging Group, 5.12.3 Modify or Delete Paging Group, 5.13 Instant Group
Call, 5.14.1 Add Route Point, 5.14.3 Modify a Route Point Profile or Delete a Route Point,
5.15.1 Add Trunk Group, 6.1.2 Add Call Center, 6.1.3.2 Modify Call Center Profile or Delete
Call Center, and 7.3 Meet-Me Conference Bridges for the Configurable CLID Enhancements
Feature Description.

e Added section 4.2.6 Configure Route List and modified sections 4.2.4 Manage User
Addresses and 5.15.1 Add Trunk Group for the Enterprise Trunk Enhancements Feature
Description.

o Updated section 5.15.7 Configure Stateful Trunk Group Rerouting for the Trunk Group
Availability Status Enhancements Feature Description.

o Updated sections 4.2.4 Manage User Addresses and 4.5.11.2 Add Shared Call Appearance
Location for the Support for SIP Instance Tag to Identify Device Feature Description.

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

¢ Added section 5.9 Collaborate Bridges and updated section 4.3.3 Configure Alternate
Numbers for the Video Collaboration Feature Description.

e Updated sections 5.15.1 Add Trunk Group and 5.15.3 Modify Trunk Group Profile or Delete
Trunk Group for the Connected Identity Support for Trunk Users Feature Description.

e Updated sections 5.15.1 Add Trunk Group and 5.15.6 Configure Capacity Management and
View Performance Measurements for the Enterprise Trunk and Trunk Group Capacity
Management Enhancements Feature Description

o Updated sections 5.9.2 Add Collaborate Bridge and 5.9.3 Modify or Delete Collaborate
Bridge.
2.2 CHANGES FOR RELEASE 20.0

This version of the document includes the following changes:

e Added section 4.10 User — Communication Barring Menu for the Hierarchical Communication
Barring Enhancements Feature Description.

e Updated sections 5.6.4 Configure Directory Number Hunting for the Directory Number
Hunting Enhancements Feature Description.

e Updated sections 5.13.1 Add a Trunk Group and 5.13.3 Modify Trunk Group Profile or Delete
Trunk Group for the Unscreened Presentation Identity Support for Screened Trunk Group
User Feature Description.
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e Updated sections 4.1.3 Add User and 4.2.2 Modify User Profile or Delete User for the Name
Dialing Policy for Auto Attendant Feature Description.

e Added section 4.11.3 Assign Security Classification Level and 5.13.14 Configure Security
Classification, and updated section 4.2.9 Configure Device Policies for the Visual Security
Classification for Active Call Feature Description.

e Added sections 5.9 Flexible Seating Host and 4.5.5 Configure Flexible Seating Guest Device
for the Flexible Seating Feature Description.

¢ Updated section 4.2.9 Configure Device Policies for the Executive and Assistant Services
Feature Description.

e Updated sections 5.3.2 Add Auto Attendant and 5.3.9 Modify or Delete Auto Attendant for the
Configurable First Digit Timeout for Auto Attendant Feature Description.

e Updated sections 4.2.4 Manage User Addresses, 4.5.9.3 Modify Shared Call Appearance
Location, 5.9.3 Configure Flexible Seating Host Addresses, and 4.5.5 Configure Flexible
Seating Guest Device for the Visual Device Management Support Feature Description.

o Updated section 5.2.9 Configure Call Recording Mode for the Call Recording Voice Malil
Recording Feature Description.

e Updated sections 5.3.3 Access Auto Attendant Profile Menu, 5.9.2 View Flexible Seating
Host Profile Menu, 5.10.2 View Paging Group Profile Menu, and 6.1.3 Access Call Center —
Profile Menu for the for the Virtual Subscriber Assigned Services Reconciliation Feature
Description.

o Moved the Clearspan Anywhere section from the Clearspan Application Server Group Web
Interface Administration Guide — Part 1.

e Updated sections 5.3 Auto Attendant, 5.6 Hunt Group, 5.7 Clearspan Anywhere, 5.8 Find-
me/Follow-me, 5.9 Flexible Seating Host, 5.10 Group Paging, 6.1.2 Add Call Center, 6.1.4
Modify Call Center Profile or Delete Call Center, and 7.3 Meet-Me Conference Bridges for the
Call Processing Control Enhancements Feature Description.

e Updated section 4.2.9 Configure Device Policies for the Call Recording Controls for IP
Phones Feature Description.

e Updated section 5.6 Hunt Group for the Hunt Group Call Busy Feature Description.

e Added section 5.2.5 Configure Announcement Repository and updated sections 4.2.1 Access
User — Profile Menu, 5.2.1 List Virtual Users, 5.2.7 Configure the Voice Portal, 5.3 Auto
Attendant, 4.3.2 Configure Custom Ringback User Profiles, 5.8 Find-me/Follow-me, 5.10
Group Paging, 6.1.3 Access Call Center — Profile Menu, 6.2.9 Customize Call Center
Announcements and 6.2.12.4 Configure DNIS Announcements for the Announcement
Repository Feature Description.

e Updated section 5.2.4 Configure Addresses for Virtual User.

e Added section 5.8 Find-me/Follow-me and modified section 5.1 Access Group — Services
Menu for the Find-me/Follow-me Service Feature Description.

e Updated section 5.6 Hunt Group for the Hunt Group Call Busy Feature Description.

o Updated sections 4.5.3 Configure Call Center Defaults, 6.1.5 Manage Call Center Routing
Policies, 6.2.1.1 Configure Agent Default Settings and 6.2.2.1 Configure Agent Unavailable
Codes Settings for the Call Center Agent Not Reachable Stranded Policy Feature
Description.
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Added section 4.5.6 Configure Group Night Forwarding for the Group Night Forwarding
Service Feature Description.

Updated sections 4.2.4 Manage User Addresses, 4.5.9.2 Add Shared Call Appearance
Location, 4.5.10 Configure Video Add-On, 6.2.12.4.4 Configure DNIS Music/Video On Hold
Message, 6.2.9.5 Customize the Music On Hold Message for the Device Management
LinePort Ordering Enhancement Feature Description.

Updated section 6.2.9.3 Customize Estimated Wait Message and 6.2.12.4.2 Configure DNIS
Estimated Wait Message for the Call Center Updated Queue Wait Time/Location Feature
Description.

Updated sections 4.5.3 Configure Call Center Defaults and 6 Configure Call Centers for the
Call Center Skill Based Routing Feature Description.

Added sections 4.5.3 Configure Call Center Defaults and 6.2.1.2 Agent Threshold Profiles
(Call Center — Premium and Call Center — Standard) for the Call Center Thresholds and
Alerts Feature Description.

Updated section 7.3 Meet-Me Conference Bridges for the Meet Me Maximum Scheduled
Conference Duration Feature Description and Meet-Me Security PIN Feature Description.

Updated section 5.3.2 Add Auto Attendant for the Auto Attendant Transfer to Voicemail and
Play Announcement Feature Description.

Updated section 6 Configure Call Centers for the Remove CCRS Support Feature
Description.

Updated section 4.2.8 Configure Call Processing Policies for the Unicode Character Support
for Calling Line ID Feature Description.

Added and updated section 4.8 User — Meet-Me Conferencing Menu and updated section
6.3.4.2 Schedule Reports for the Schedule User Interface Improvements Feature Description.

Updated section 5.15 Trunk Group for the Business Trunking License Utilization Reports
Feature Description, 2B Channel Transfer Support Feature Description, and Trunk Group
Performance Measurements Feature Description.

Updated section 5.3 Auto Attendant for the Auto Attendant Enhancements Feature
Description.

Updated section 4.2.4 Manage User Addresses for the Primary Line Controls Feature
Description.

Updated section 4.1.3 Add User.
Updated section 5.8 Find-me/Follow-me.

Updated section 5 Configure Services as Virtual Users and added section 5.10 Group Paging
and modified section 4.5.9 Configure Shared Call Appearance Locations for the Group
Paging Feature Description.

Updated section 5.4 Call Park for the Call Park and Recall Enhancements Feature
Description.

Restructured information about configuring Call Center; created section 6 Configure Call
Centers for the Call Center Reporting Feature Description.
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e Added section 7 Configure Meet-Me Conferencing for the Meet-Me Conferencing, Part 1
Feature Description, Meet-Me Conference Delegates Support Feature Description, Meet-Me
Conference Notification Enhancements Feature Description.

e Updated section 4.9.2 Configure Fax Messaging for the Fax Alias Feature Description.

¢ Updated section 4.2.8 Configure Call Processing Policies for the Dialable Caller ID Feature
Description and Calling Line Identity Compliance Enhancements Feature Description.

e Updated section 6.1.2 Add Call Center for the Basic and Standard Call Center Enhancement
Feature Description.

e Updated section 5.6 Hunt Group for the Configurable Hunt Group Name Presentation
Feature Description and the Call Forwarding Not Reachable For Hunt Groups Feature
Description.

¢ Updated section 5.15 Trunk Group for the Stateful Trunk Group Failover Feature Description,
Trunking Enhancements Feature Description, and Calling Line Identity Compliance
Enhancements Feature Description.

o Updated section 4.6 User — Calling Plans Menu for the Outgoing Calling Plan Dial Restriction
Override Patterns Feature Description and the Call Me Now Feature Description.

e Updated section 6.1.2.4.3 Add Premium Call Center with Wizard.

o Updated sections 4.2.4 Manage User Addresses and 5.13 Trunk Group for the Device Profile
Enhancements Multiple Static Contacts Per Device Feature Description.

o Updated sections 5.2 Configure Shared Tasks and 6.1.3 Access Call Center — Profile Menu
for the Call Recording Interface Feature Description.

e Updated sections 4.2 User — Profile Menu and 4.5.9 Configure Shared Call Appearance
Locations and added section 4.2.9 Configure Device Policies for the Device Feature
Synchronization Enhancements Feature Description.

e Updated section 4.1.2 List Users, 5.13.4 View Trunk Group Users and Change the Pilot User,
6.2.12 Configure DNIS (Premium Call Centers) for the Search by Extension and User ID
Feature Description.

e Added section 5.2.8 Configure Privacy for the Service Instance Privacy Feature Description.

o Updated section 4.2.8 Configure Call Processing Policies for the Department Calling Line ID
Override Feature Description.

e Updated sections 4.6.3 Configure Outgoing Calling Plan and 4.6.5 Configure Outgoing Digit
Plan.

e Updated section 6 Configure Call Centers.

e Updated section 5.15.1 Add a Trunk Group.

2.3 CHANGES FOR RELEASE 17.0

This version of the document includes the following changes:

e Updated section 6.1.2.4.3 Add Premium Call Center with Call Center Wizard.

e Updated section 4.6.3 Configure Outgoing Calling Plan.
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Updated section 6.1.2.4 Add Call Center with Call Center Wizard and added section 6.1.2.4.4
Change Call Center User ID.

Updated sections 5.1 Access Group — Services Menu, 6.2.9 Customize Call Center
Announcements, 6.2.12.3 Add DNIS, 6.2.12.5 Modify or Delete DNIS.

Updated section 5.15 Trunk Group.

Added sections 4.2.10 Assign Call Centers, 6.2.11 Configure Distinctive Ringing, 6.2.12
Configure DNIS (Premium Call Centers), and 6.2.7.1 Assign Agents to Supervise (Standard
and Premium Call Centers), and updated sections 4.5.3 Configure Call Center Defaults,
6.1.7.2 Bounced Calls (Standard and Premium Call Centers), 6.1.7 Configure Routing
Policies for Call Center Enhancements Il.

Updated section 4.11.2 Intercept User for Intercept Enhancements.

Added section 4.4.3 Configure Communication Barring User-Control for Communication
Barring User-Control.

Updated section 4.2.8 Configure Call Processing Policies for Calling Name and Number
Delivery Split.

Updated sections 5.15.1 Add a Trunk Group and 5.15.3 Modify Trunk Group Profile or Delete
Trunk Group for Calling Line ID Security.

Updated sections 4.2.4 Manage User Addresses, 4.3.3 Configure Alternate Numbers, and
4.9.2 Configure Fax Messaging, 5.2.4 Configure Addresses for Virtual User, 5.12.1 Add
Conference Bridge for Variable Length and Longer Extension.

Updated section 4.1.3 Add User.
Added section 4.2.7 Configure Call Application Policies.
Added section 6.2.10 Configure Weighted Call Distribution.

Added section 6.2.1.2 and updated sections 4.5.3 Configure Call Center Defaults and 6.1.2
Add Call Center for Call Center Unavailability Codes.

Updated section 4.5.2 Configure Directed Call Pickup with Barge-in Options for Call Center
Barge-in Enhancements.

Added sections 6.2.3 Call Disposition Codes (Premium Call Centers) and 6.2.6 Configure
Call Center Disposition Codes (Premium Call Centers) for Call Center Disposition Codes.

Modified the description in section 4.11.2 Intercept User.
Modified section 5.15 Trunk Group for Business Trunking Enhancements.

Added section 4.2.11 View or Assign an Office Zone and Primary Zone for Location-based
Calling Restrictions.

Added sections for the Network CTI Integration Functional Specification.

Added section 6.2.13 Configure Queue Status Notification for Call Center Status Event
Package.

Added section 4.9.3 Configure Voice Messaging.

Added sections 6.2.9.3 Customize Estimated Wait Message and 6.2.12.4.2 Configure DNIS
Estimated Wait Message and updated sections 6.2.9 Customize Call Center Announcements
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and 6.2.12 Configure DNIS (Premium Call Centers) for Call Center Entrance Message
Enhancement.

e Updated sections 6.1.5 Manage Call Center Routing Policies, 6.1.2 Add Call Center, and
6.1.4 Modify Call Center Profile or Delete Call Center.

e Updated 6.1.2.4 Add Call Center with Call Center Wizard and section 6.2.13 Configure
Queue Status Notification (Premium Call Center).

e Updated sections 6.2.9.3 Customize Estimated Wait Message and 6.2.12.4.2 Configure DNIS
Estimated Wait Message.
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3 ABOUT THIS GUIDE

The Clearspan Application Server Group Web Interface Administration Guide — Part 2 is designed to
assist group and department administrators with management of all Clearspan user administration
functions for the Clearspan Application Server. Detailed instructions for each function and page of the

Clearspan system can be found both in the guide and in the online help, which is available using the Help
link on each web page.

Note: For information about management of all Clearspan group and
department administration functions, see the Clearspan Application Server
Group Web Interface Administration Guide — Part 1.

This guide assumes administrators are familiar with the procedures in the Clearspan Getting Started Web
Interface Administration Guide.
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4 GROUP ADMINISTRATOR TASKS AND
RESPONSIBILITIES

A group administrator, using the CommPilot web interface of the Application Server, performs these user
tasks:

e Configure users
e Configure services as virtual users

e Assist or train users in personal service configuration
Users can customize and configure their own services, which reduces the cost and need for customer
service. Self-managed customers also benefit from reduced lag time for service orders. The design of

the system allows for the possibility of requesting and receiving new services, additional numbers, and
expanded access online.
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5 CONFIGURE USERS

This chapter describes functions required to create and manage users and to assign user services.

Note: This document contains the user procedures that only the group
administrator can perform. Users can customize and configure their own
services. For descriptions on how users use the user option menus to
complete the configuration of their environment, see the Clearspan
Application Server User Web Interface Administration Guide.

5.1 GROUP - USERS PAGE

The Group — Users page lists the users in your group. Use the Group — Users page to access and
perform the following functions:

e List Users

e Add User

You also use this page to access configuration pages for specific users, once you add these users to your
group.

5.1.1 ACCESS GROUP - USERS PAGE

Use the Group — Users page to list and add users in your group.

Help - Home

Welcome Frisco Group [Logout
ptions:
P Profile PrDﬂle
Basic Advanced
Users Call Processing Policies
Add, modify, of remove users Configure group-level Call Processing Policies
Callng Plan B Profile Communication Barring Auth Codes
Gmm‘s View or modify your group profile information. Configure group-level Communication Barring Authorization codes.
Change Password Dial Plan Policy

Change your password. Configure group-level Dial Plan Policy
Administrators
Add, modify, or remove group administrators and department administrators

Departments
Add, modify, or remove departments in your group

Holiday Schedule

Add, modify, or remove holiday schedules for your group.
Time Schedule

Add, modify, or remove time schedules for your group.

Figure 1 Group — Profile Menu

1. On your Home page, in the Options list, click Profile. The Group — Profile menu page
appears.

2. Click Users. The Group — Users page appears.

3. Toreturn to your Home page click Group or Home.
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5.1.2 LIST USERS

Use the Group — Users page to list all the users in the group. On this page, you can search for a
particular user. From this page, you can add a user or select a user to be modified or deleted, change a
user password, or assign services to or unassign services from a user.

Note: The system can be configured to allow user authentication to be
performed by an external server. When external activation is on, and you
are not allowed to add users, ho Add button appears on this page.

P
Clearspan Hap - Home
Grouj Welcome Frisco Group [Logout
Options: U
sers
B Profile
L Add a new user or manage existing users in your department ar group.
ok [ e e
he Enter search criteria below
Calling Plan LastName = Starts With » + Search
Utilities
Last Name 4] First Name Department Phone Number E-mail Address In Trunk Group Edit
Aastra Antonio +1-4693654858 Edit
Aastra Audrey +1-4693653691 Edit
bellows john Edit
Craig ER +1-4693653686 ercraig2@yahoa com Edit
Craig Randy v Edit
Craig Randy +1-4693653620 Edit
Craig Randy +1-4693653694 randy.craig@aastra.com Edit
Customer Sales +1-4693654862 Edit
Freedenberg Saul +1-4693653674 Edit
InGenius Irene +1-4693653683 Edit
Line Analog v Edit
Pointspan Alpha Trunk Group Trunk Group +1-4693653000 v Edit
Potter Beatrice +1-4693653692 Edit
Test Name +1-4693654857 Edit
user non-DID Edit
user nonCID3 Edit
Webb Charlotte +1-4693653693 Edit
[Page10f1]
ok | A | caned |

Figure 2 Group - Users

1. On the Group — Profile menu page, click Users. The Group — Users page with search criteria
boxes appears.

2. Todisplay the list of users, click Search. The Group — Users page with the list of users
and search criteria boxes appears.

The Groups — Users page is a list page that contains an advanced search. The User ID,
Last Name, First Name, Phone Number, Extension, Department, and whether the user is
in Thrunk Group. Depending on the number of pages of data in a list, you can present
the data several different ways. You can click the headings of a column to change the
sort order of items in the column, use the input boxes below the data to specify search
criteria, or click the page links, for example, Next or Previous. The advanced search lets
you define specific search criteria to narrow your search and display a manageable list.
For more information on defining search criteria, see the Clearspan Getting Started Web
Interface Administration Guide

3. Todisplay the previous page, click OK or Cancel.
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5.1.3 ADD USER

Use the Group — Users Add page to add a user.

longer as the group size increases.

fields appear on this page.

Notes: Aastra recommends a maximum of 10,000 users per group on the
system. This helps improve database queries and other tasks, which take

The system can be configured to allow user authentication to be performed
by an external server. When external authentication is active, no password

ﬂ:ﬂ 5 .
S (::“fi Lf’S pan
Grouy
Options:
Users Add
» Profile e 2
Resources anew user to your group
Cancel
Enterprise: Marsh Group: Bev
= User ID: fwiliam @|marsh.aastra.com -]
*LastName: |[Smith *FirstName: [William

* Calling Line ID LastName: |Smith
Calling Line ID Phone Number: (9783781015

* Calling Line ID FirstName: [William

*Iniial Password: [sesessss

Department | Engineering *

*Re-ype Initial Password: [essessss

Language: | English |

Time Zone: [(GMT-05:00) (US) Central Time

x| Network Class of Senice: [No Restrictions =

Infor

Title:

Pager [

Mabile: |

E-mail |

YahoolD: |

Location: |

Address: |

City State/Province: |- Select - hd
Zip/Postal Code: Country:

ok | cancel |

Figure 3 Group — Users Add

1. On the Group — Profile menu page, click Users. The Group — Users page appears.

2. Click Add. The Group — Users Add page appears.

3. Type information for the user. Required data is indicated with an asterisk (*).

Following is a table of the input boxes and the data required for each box. To move from
one box to another, use the TAB key on the keyboard or click in the next box.

SETTING NAME ALLOWED VALUES DESCRIPTION EXAMPLE
Service Provider or  (Read only) The service provider or SPO1
Enterprise enterprise for the group.

Group (Read only) The name of the group.

User ID 6 to 80 characters. Canonly The user’s login ID. Joel23

contain letters, digits, single
quotes, periods, semicolons,
or the following symbols: #, $,
%, & +,-,/,=2,],_,~4L "
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SETTING NAME ALLOWED VALUES DESCRIPTION EXAMPLE
{1}
Domain The drop-down list displays all The domain name. The joe@abcompany.com
domains available for the group default domain name
group. appears first.
Last Name 1 to 30 characters. The last name of the user.. Smith
First Name 1 to 30 characters. The last name of the user. Joe
Calling Line ID Last 1 to 30 characters. Cannot The last name of the user for
Name contain % and + symbols, the calling line ID (CLID).
backslashes, double quotes,
or extended ASCII characters.
Calling Line ID First 1 to 30 characters. Cannot The first name of the user for
Name contain % and + symbols, the CLID.
backslashes, double quotes,
or extended ASCII characters.
Name Dialing Last 1 to 30 characters. Cannot The last name to use whena Smith
Name contain % and + symbols, caller dials by name using
backslashes, double quotes,  Auto Attendant.
or extended ASCII characters. NOTE: This box appears
only if the group is granted full
access to name dialing fields.
Name Dialing First 1 to 30 characters. Cannot The first name to use when a Robert
Name contain % and + symbols, caller dials by name using
backslashes, double quotes,  Auto Attendant.
or extended ASCII characters. NOTE: This box appears
only if the group is granted full
access to name dialing fields.
Calling Line ID 1 to 20 digits (or 3 to 22 digits  The phone number for the 4105559999

Phone Number

in E.164 format, including the
plus (+) character). Spaces
and dashes are allowed and
do not count toward the length
of the phone number.

user’s CLID.

NOTE 1: This box appears
only if the Calling Line ID
policy in effect for the user is
set to use a configurable
CLID.

NOTE 2: Upon saving, the
CLID phone number is stored
either as entered or after
being normalized to E.164
format. The format is decided
by the system administrator
and specified below the text
box.

Hiragana Last Name 1 to 30 characters.

Enter a character-based
name. This input box is
designed for specific markets.
It does not appear unless
configured by the system
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SETTING NAME ALLOWED VALUES DESCRIPTION EXAMPLE

administrator.

Hiragana First Name 1 to 30 characters. Enter a character-based
name. This input box is
designed for specific markets.
It does not appear unless
configured by the system
administrator.

Initial Password Follow the password rules for  Type the initial password for =~ *xxrkx
your group, as specified on the the user.
Group —Password Rules

page.
Re-type Initial Same as Initial Password. Type the initial password Fkkkkok
Password again.

Department The drop-down list displays all The department of the user..  Marketing

departments in your group,
and if your group is part of an
enterprise, all departments

NOTE: You cannot assign a
user to more than one

created at the enterprise level department.
by your enterprise
administrator.
Language The drop-down list displays all Language in which service English
languages configured for your announcements and
system. treatments for incoming and
outgoing calls for the user are
played.

Default is English (U.S.
English) unless provisioned

otherwise.
Time Zone The drop-down list displays all The time zone. (GMT-05:00) — US
available time zones. Indiana
Network Class of The drop-down list displays The network class of service  Business Standard
Service the network classes of service the user is assigned to, which
that can be assigned to the determines how user’s calls
user. are processed.

Network Classes of Service
are defined by the system
administrator. You can use
the classes assigned to your

group.
ADDITIONAL INFORMATION
Title 1 to 50 characters. The title of the user. Marketing Director
Pager 1 to 30 characters. The pager number of the 4105558888
user. or
17175551234
Mobile 2 to 30 digits (or 3 to 22 digits  The mobile phone number of 4105559999

in E.164 format including the  the user.
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SETTING NAME ALLOWED VALUES DESCRIPTION EXAMPLE

leading +). Spaces and
dashes are allowed but are not
included in the number.

E-mail 3 to 80 characters in A valid e-mail address. joe@broadsoft.com
user@domain format. Can
contain only one @ symbol,
letters, digits, and the following
characters: !, #, $, %, &, *, +, -
=R L= 2 N or
single quotes.

Yahoo ID 1 to 50 characters. The user’s Instant Messaging joeMarketing
Yahoo ID.
Location 1 to 80 characters. The user’s specific location 12-103

(for example floor number or
cubicle number).

Address 2 lines with maximum 80 The street address of the user 123 Main Street
characters each. (the company address). .
There are two lines for Suite 701
information such as a suite or
office number.

City 1 to 50 characters. The city. Baltimore

State/Province The drop-down box lists the The state or province. MD
available choices.

Zip/Postal Code 1 to 50 characters. The zip or postal code. 20877

Country 1 to 50 characters. The country. United States

Note: Remind users to change their passwords after they log in to the
system for the first time.

4. To save your changes and display the previous page, click OK.

5.2 USER - PROFILE MENU

This section describes the functions on the User — Profile menu that only administrators can perform.

Use the User — Profile menu page to perform the following user functions:

¢ Modify User Profile or Delete User
e Change User ID
e Manage User Addresses

e Reset User Password
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e Assign or Unassign User Services
e Configure Call Application Policies
e Configure Call Processing Policies
e Configure Device Policies

e Assign Call Centers

e View or Assign an Office Zone and Primary Zone

5.2.1 ACCESS USER - PROFILE MENU

Use the User — Profile menu page to display the pages to modify a user profile, to delete a user, to
change a user password, or to assign or unassign user services.

= ™
Clearspan otp - Home
Group > Users : sangelot@us_aastra com Welcome Frisco Group [Loaout

jOptions:

» Profile Proﬁle
q Basic Advanced
Profile Assign Services
Display and configure profile information such as your name, department and address. Assign or unassign services and service packs.
Addresses Call Application Policies
= - Addresses allows you to view and maintain your phone numbers and other identities Select Call Control Applications enabled for a user.

Messaging tnat are used to make and receive calls o

Senvi ripts Call Policies

Utilities Passwords Configure user Call Policies

Setweb access and portal passwords.

Call Processing Policies
Holiday Schedule Configure user-level Call Processing Policies

Add, modify, or remove holiday schedules o ~
Communication Barring Auth Codes
Configure Communication Barring Authorization codes for a user.

Privacy
Set your visibility within the Enterprise or Group

Time Schedule
Add, modify, or remove time schedules

Figure 4 User — Profile Menu

1. On the Group — Profile menu page, click Users. The Group — Users page with search criteria
boxes appears.

2. Todisplay the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.

4. To display your Home page, click Group or Home.
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5.2.2 MODIFY USER PROFILE OR DELETE USER

Use the User — Profile page to modify a user profile or to delete a user.

= ™
Clearspan
Group > Users : 4693653691 @us aastra.com

Options:

Utilities

Profile

Profile allows you to view and maintain your profile information. The information filled in specifies your primary phone number, extension, and device that are used for handling
calls. Filling in the additional information section allows your mobile phane, pager, and other information to be visible ta other group members in the group phone list. Some of

this information can only be modified by your administrator.

oKk | Tty Dete |  Concel |

Enterprise ID: AastraUSA
User ID: 4693653691@us aastra com

*LastName: [Aastra
* Calling Line ID Last Name: |Aastra

Calling Line ID Phone Number:
Department: lm

Welcome Frisco Group [Logout]

Group: Frisco
Change User ID {Also saves current screen data

*First Name: [Audrey
* Calling Line ID First Name: |Audrey

Language: | English x|

Time Zone: [(GMT-05:00) (US) Central Time

=]  Metwork Class of Senvice: [None |

Help - Home

| Information
Titte: |
Pager. l— MODHEZI—
E-mail. | YahoolD:|
Location: |
Address:|
I
city [ StatefProvince: [~ Select— =]
Zip/Postal Code: l— Cnuntry'l—

ok | ey |  Ddete | Cancel |

Figure 5 User — Profile

1. For a selected user, on the Profile menu, click Profile. The User — Profile page appears.

2. To delete the user, click Delete. A warning dialog box appears.

Note: If the user is a pilot user for a trunk group, there is no Delete button.

3. Click OK to confirm the deletion, or Cancel to keep the user.

WARNING: This action cannot be undone. Once Delete has been clicked, the

selected user is permanently deleted.

4. To edit the user’s profile information, type or select data on the page. An asterisk (*)

indicates required data. For more information about this page and the data input boxes,
see section 5.1.3 Add User.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your

changes and displays the previous page.

Note: If you change the selection for Language, for the change to be
effective on the web interface, the user must log out and then log in again.

For the voice prompts during calls, the change is effective on the next call to
or from the user.

To exit without saving, select another page or click Cancel to display the previous page.
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5.2.3 CHANGE USER ID

Use the User — Change User ID page to change a user ID and domain.

= ™
Clearspan s - e
Group = Users - 4693653601@us aastra com Welcome Frisco Group [Logout

[Options:

Change User ID

Change the ID of a user.

Corcs

* New uaerID'I @Ius.aaslra.cum j

Utilities |

oK Cancel |

Figure 6 User — Change User ID

1. For a selected user, click Profile. The User — Profile page appears.

2. Click Change User ID (link in top right of page). The User — Change User ID page
appears.

3. Type the new user ID, which can be from six through 80 characters in length and can only
contain letters, digits, single quotes, and the following symbols: #, $, %, &, *, +, -, /, =, 2, ;,

B T AN 1

4. Select the domain name from the drop-down list, which displays all domains configured for
the group. The group default domain name appears first.

5. Save your changes. Click OK.

To exit without saving, select another page or click Cancel to display the previous page.
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5.2.4 MANAGE USER ADDRESSES

Use the User — Addresses page to configure the user’s telephone number, extension, and other identities

that are used when making and receiving calls.

The length of the extension may vary depending on the extension settings configured for your group and

different users may have extensions of different lengths.

The telephone number and extension fields may be read-only if you have been assigned read-only

access to phone numbers and extensions.

=i w
Clearspan
Group = Users : 4693653691 @us_aastra.com
= Addresses
p Profile

Addresses allows you to view and maintain your phone numbers and other identities that are used to make and receive calls.

oK rooy | cancal |

Phone Number: |Eiseklmelae)] j Aclivated

Messaging
Utilities

Extension: [3691

& |dentityDevice Profile ¢ Trunking ¢ None

Help - Home

Welcome Frisco Group [Logout

Identity/Device Profile

Identity/Device Profile Name.lAudrey‘t&D\ (Group)

* LinefPort [4693653691

@lus.aastra.wm

Aliases: sip: 4693653691@us.aastra.com

sip: | @[ us.aastra.com =

sip: | @[ us.aastra.com =

sip: | @[ us.aastra.com 1=
ok | mpy | Concel |

Figure 7 User — Addresses
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Group > Users : 4633653601 @us.aastra com Welcome Frisco Group [Logos
Addresses
wd 3 Addresses allows you to view and maintain your phone number and other identities that are used to make
Cutgeing Call and receive calls.
Al il
Calinn Plans | ok || Ay || cancel

Phone Mumber: 2025551003 Activated
Extension: 1003

() |dentity/Device Profile @ None

Aliases: sip: mariobueno@vrhsanity. mtl. broadsoft.com

sip: | |@ |vrhsanitv.mtl.broadsoﬁ.com V|

sip: | |@ |vrhsanity.mtl.broadsoﬁ.com V|

sip: | |@ |vrhsanity.mtl.broadsoﬁ.com V|
| ok || Appy || cancel |

Figure 8 User — Addresses(Read-only Access to Phone Numbers/Extensions)

1. For aselected user, click Addresses. The User — Addresses page appears.

2. Select a phone number and/or enter an extension for the user. The allowed extension
length is specified on your group's Utilities — Extension Dialing page. The activation status
of the assigned phone number is displayed to the right of the number under the Activated
column. The status is not shown if the phone number is set to “None”.

3. Use the Aliases controls to specify up to three additional SIP addresses to associate with
the user. Calls directed to any of these aliases are redirected to the assigned user. For
each alias to add, type the user part of the address and select the domain from the drop-
down list. The user part can be from 1 through 80 characters and can only contain letters,
digits, and the following characters: -, , ., !, ~ *, (,), or single quotes. For each alias to
add, type the user part and select the domain from the drop-down list.

4. Select one of the following options:
- Select Identity/Device Profile to assign a specific identity/device profile to the user.

- Select Trunking to assign the user to a trunk group.

- Select None otherwise.

Note: If the user is a trunk group pilot user, the Identity/Device Profile and
None options are disabled.

5. If you selected Identity/Device Profile, a new area of controls appears.
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@ IdentityDevice Profile O Trunking O Mone

Identity/Device Profile
’IclentitﬁDevice Profile Name:| 11111 (System) v

* Line/Port: @| virtsanity.mtl.broadsaftcom v

Figure 9 User Addresses - Identity/Device Profile Option

@Identit;ﬂ'Dew'iceProﬂle OTrunIring O MNone

r Identity'Device Profile
IdentityDevice

Profile Name: xSIPPhonel (Group) b

Port Mumber:| 1 »
Contact gjp:
sip;
sip;

sip:

sip:

* Line/Port: @) virtsanity2 mil broadsoftcom v

Figure 10 Identity/Device Profile with Static Registration and Static Line/Port Ordering Enabled

Enter the required identity/device profile information as follows:

SETTING NAME VALUES

DESCRIPTION

Identity/Device Profile  The drop-down box lists the

The name of the identity/device profile to

Name available identity/device profiles. assign to this user. You can select an existing
identity/device profile, or you may select New
Identity/Device Profile to create a new
identity/device profile on this page. See the
following table for details.
Line/Port A valid line/port, maximum 161 The user's line number or SIP address,
characters in user@domain depending on the identity/device profile type
format. you selected.

The user part can contain a
leading +, letters, digits, and the
following characters: -, !, ~,*
), periods, and single quotes.

The drop-down box lists the
available domains.

Not available in IMS deployments.

Public Identity Maximum 161 characters in
user@domain format. The user
part can only contain letters,
digits, and the following
characters: -, ,!,~*(,),
periods, and single quotes.

The available domains are listed
in the drop-down box.

The user's SIP address.
Only available in IMS deployments.
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Port Number The drop-down list displays the The port number on the device. You select
ports available on the device. the port number from the list of ports available
on the device.

Note that the Port Number field is only
displayed when static line ordering is enabled
for the identity/device type.

Contact Can only contain letters, digits, and Up to five contact addresses for the user.
the following characters: -, _,!,~,  Only available for identity/device profile types
* () & = +,%, ?,/, period, that allow static registrations.

semicolon, or single quotes.

- To modify a selected identity/device profile, click Apply to save your changes and then
click the Configure Identity/Device Profile link. The Identity/Device Profile Modify page
appears.

Note: You can only modify identity/device profiles defined for your group.

- To define a new identity/device profile to assign to the user, select the New
Identity/Device Profile (Group) option from the Identity/Device Profile Name drop-down
list. The Identity/Device Profile area displays the following additional fields for you to
configure:

® ldentity/Cevice Profile OTrLlnking O Mone
r IdentityDevice Profile
Identity/Device Profile Mame: | [{Egls T =-g s el R e )

* Mew |dentity/Device Profile Mame:

ldentity/Device Profile Type:| 2Wire HomePortal ~
Host Name/IP Address: Port:
MAC Address:
* Line/Port: @ vitsanity mtl.broadsoft.com v

Figure 11 User Addresses — New Identity/Device Profile
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SETTING NAME

VALUES

DESCRIPTION

New Identity/Device Profile
Name

1 to 80 characters.

A descriptive name for the new
identity/device profile.

Identity/Device Profile Type

The drop-down list displays the list

of available identity/device profile
types.

The type of identity/device profile to
use as a basis for your new
identity/device profile.

Host Name/IP Address

1 to 80 characters. Cannot
contain a space or @.

The network address of the new
identity/device profile.

Port 1025 to 65535. The IP port used by the new
identity/device profile on the host
specified above.

Mac Address 12 characters containing only The MAC address of the hardware

uppercase letters and digits. represented by the identity/device
profile.

Line/Port A valid line/port, maximum 161  address, depending on the

characters in user@domain
format.

The user part can contain a
leading +, letters, digits, and the

following characters: -, !, ~, *,

(,), periods, and single quotes.

The drop-down box lists the
available domains.

identity/device profile type you
selected.

Not available in IMS deployments.

Public Identity

Maximum 161 characters in

user@domain format. The user

part can only contain letters,
digits, and the following
characters: -, ,!,~* (,),
periods, and single quotes.

The domain part can only contain

letters, digits, periods, colons,
dashes, and square brackets.

The user's SIP address.
Only available in IMS deployments.

Port Number

The drop-down list displays the
ports available on the device.

The device port number.

Note that the Port Number field is only
displayed when static line ordering is
enabled for the identity/device type.

Contact

Can only contain letters, digits,
and the following characters: -,
L~*(), &= +23, 2,/ period,
semicolon, or single quotes.

Up to five contact addresses for the
user. Only available for identity/device
profile types that allow static
registrations.

- Click Apply to save your changes. Your changes are saved and new links appear.
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(® |dentity/Device Profile ) Trunking ) None
Identity/Device Profile
IdentityiDevice Configure
Profile Name:l Preferred1 (Group) V| Identity/Device Profile
2025551003
* Line/Port: - |@' AdvancedSettings
volsanity. mtl broadsoft.com |

Figure 12 User Addresses - Identity/Device Profile with Advanced Settings Link

(®) |dentity/Device Profle ) Trunking ) None
— ldentity/Device Profile
Identity/Device - Configure
Profile Name:l Preferred1 (Group) V| Identity/Device Profile
2025551001
* Line/Port: |@ AdvancedSettings

volsanity. mtl broadsoft.com |
Configure Device via Visual Device Management

Figure 13 User Addresses - Identity/Device Profile with Visual Device Management Link

- If the device can be configured using Visual Device Management, click Apply to save
your changes and then click the Configure Device via Visual Device Management link to
access the tool.

- To configure line control settings, click Apply to save your changes and then click the
Advanced Settings link. Your changes are saved and the User — Addresses Advanced
Settings page appears.

m  To allow call originations from the user's main line, check Allow Origination from
this location.

m  To allow terminations from the user's main line, check Allow Termination from
this location.

m  Click Apply or OK. Apply save your changes. OK saves your changes and
displays the User — Profile page.

Click Apply and then Cancel to save your changes and return to the User —
Addresses page.

Or click Cancel to exit without saving and return to the User — Addresses page.

6. If you selected Trunk Group, a new area appears, allowing you to specify the trunk group
that you want to assign to the user.

OIdentitﬂ'DeviceProﬂle @Trunking O MNone

Trunking
Trunk Group:| tg1 w

Line/Port:
Contact: gjp:

Alternate Trunk ldentity:

Enterprise Trunk:| Mone

Figure 14 Addresses - Trunking
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(O Identity/Device Profile & Trunking O None

Trunking
Trunk Group: | Mane hd

Enterprise Trunk:| enterprise Trunk1 %

Alternate Trunk Identity: @ virtsanity2 mtl. broadsoftcom

Figure 15 User Addresses - Trunking (IMS Deployments)

r Trunking
Trunk Group: |{iaelEsgf +

* Line/Port:
Contact: gip;
sip:
sip:
sip;

sip:
Alternate Trunk Identity:

Enterprise Trunk:| Mone |+

Figure 16 User Addresses — Trunking (Trunk with Static Registration Capable Device Assigned)

- Enter the trunk group information as follows:
FIELD AVAILABLE VALUES

DESCRIPTION

Trunk Group The drop-down box lists the available
trunk groups.

The trunk group to assign this user to. You
can select any trunk group configured for your

group.

Line/Port A valid line/port up to 161 characters in
user@domain format.

The user part can contain a leading +,
letters, digits, and the following
characters: -, ,!,~,* (,), periods, and
single quotes.

The drop-down box lists the available
domains.

The user’s line, port number, or SIP address,
depending on the identity/device profile type
assigned to the selected trunk group.

Public Identity Maximum 161 characters in
user@domain format. The user part
can only contain letters, digits, and the
following characters: -, , !, ~ * (,),
periods, and single quotes.

The available domains are listed in the
drop-down box.

The user's SIP address.
Only available in IMS deployments.

Contact Can only contain letters, digits, and the
following characters: -, _,!,~,* (,), & =,
+, $, ?, /, periods, semicolons, or single
quotes.

Up to five contact addresses for the user. Only
available for identity/device profile types that
allow static registrations.

Alternate Trunk 1 through 80 characters.
Identity

If the terminating subscriber has an alternate
trunk identity, then the Application Server
uses this identity instead of the subscriber’s
DN to form the URI for the To header (and
possibly the Request URI).
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In IMS deployments, you can also select a
domain for the alternate trunk identity.

Enterprise The drop-down box lists the available The enterprise trunk to assign to this user.
Trunk enterprise trunks. You can select any enterprise trunk configured
for your group or enterprise.

7. Check None to assign the user no identity/device profile or trunk.

8. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.2.5 RESET USER PASSWORD

Use the User — Passwords page to reset a user password for the web portal or the voice portal. Users
can change their passwords, but they have to remember their current password to do this.

Note: The system can be configured to allow user authentication to be
performed by an external server. When external authentication is active, you
can set only the voice portal password on this page.

—— _
Clearspan o - pome
Group = Users : 4693653691@us.aastra.com Welcome Frisco Group [Logout]

ptions:
Passwords
P Profile
— Passwords allows you configure your passwards for the web portal andior portal

ok | Moy | Conoe

% Getweb access password ¢ Set portal password

*Type new password: |

* Re-type new password: |

ok | meely | caned |

Figure 17 User — Passwords

1. For a selected user, click Passwords. The User — Passwords page appears

2. Select the type of password: Click the button for the type you want. The Set voice portal
button appears only for users with the Voice Messaging service.

3. Type the new password in the Reset Password text boxes. Follow the password rules for
your group.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.2.6 CONFIGURE DIRECT ROUTE
Use the User — Direct Route page to configure the Direct Route service for a trunking user account.

The Direct Route service enables Clearspan to route network-originated calls directly to a Private Branch
Exchange (PBX) identified by a trunk group identifier without identifying a Clearspan user from a lookup
of the called number.

Clearspan applies a one-call-per-session policy for a direct route calls, both terminating and originating.
That is, Clearspan processes the calls in unmapped sessions. This allows to process direct route calls
with greater concurrency, which improves call throughout for high call volume. This is appropriate for
example, for an Interactive Voice Response (IVR) system in the enterprise. However, because the
sessions are unmapped, Clearspan cannot provide certain services that involve two or more calls, such
as Three-Way Calling.

1. For a selected user account, click Direct Route. The User — Direct Route page appears.
2. For Outgoing DTG Policy configuration option select one of the following options:

3. Select Use Direct Route DTG to use a DTG identifier defined for the Direct Route service.
4

Select Use Trunk Group DTG to use the DTG identifier defined for the terminating trunk
group.

For Outgoing Trunk Identity Policy configuration option select one of the following options:

o

6. Select Use Direct Route Trunk Identity, to use a trunk group identifier defined for the Direct
Route service.

7. Select Use Trunk Group Trunk Identity, to use the trunk group identifier defined for the
terminating trunk group.

8. Configure up to ten direct route identifiers. For each direct route identifier to configure, do
the following:

For Direct Route Parameter, select DTG or Trunk Identity.

Note: This attribute indicates whether the direct route identifier value is
used with the dtg parameter or the tgrp and trunk-context parameters.

e If you selected DTG, enter the value of a DTG identifier in the Direct Route Value text
box.

e If you selected Trunk Identity, enter the user part of a trunk group identifier in the Direct
Route Value text box and select a domain from the drop-down list.

9. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.2.7 CONFIGURE ROUTE LIST

Use the User — Route List page to configure the Route List service for a trunking user profile.

The Route List service is used to quickly provision a new site and provide connectivity to all users on a
Private Branch Exchange (PBX). It is typically not assigned to a regular user, but rather to a trunk user
profile that is used as a conduit to handle trunking calls for all the phone numbers associated with the
Route List service of that user profile. These numbers represent trunking users without their own
Clearspan user profile.

Using the Route List service, directory numbers for trunking users without their own Clearspan user
profiles can be associated with and handled by a single user profile instead of requiring an individual
Clearspan user profile for each directory number. The association is done by assigning ranges of phone
numbers or number prefixes to the profile. Phone numbers that fall into the range or match an assigned
prefix are served by the profile.

The Route List service functionality is only active when enterprise trunk number ranges or enterprise
trunk number prefixes have been assigned to the service and the user profile is assigned to an enterprise
trunk.

The route list user profile provides a way to apply connectivity-related services, such as call screening.
However, because the user profile is shared among multiple users on the PBX, the route list user should
not have user-centric services, such as Voice Messaging.

If a user needs user-centric services such as Voice Messaging, they need to be assigned an individual
profile. To migrate a single user from the shared user profile to an individual profile, you simply need to
create the new Clearspan user profile and assign the user’s phone number to it. This works because
Clearspan, when identifying the calling or called user, looks for an individually assigned phone number
before looking for a number that matches a number prefix or is within a number range assigned to a
Route List service of a shared user profile.

If your group is part of a service provider, you can view the number ranges assigned to your group on the
Group — Enterprise Trunk Number Ranges page. If your group is part of an enterprise, you can use any
number ranges assigned to your enterprise.

If your group is part of a service provider, you can view the number prefixes assigned to your group on
the Group — Enterprise Trunk Number Prefixes page. If your group is part of an enterprise, you can use
any number prefixes assigned to your enterprise.
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Group =Users : cherylbaldwin Welcome Ruth Margolis [Logout
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Figure 18 User - Route List

1. For a selected trunking user profile, click Route List. The User — Route List page appears.

2. Totreat call originations and PBX redirections from numbers matching a prefix or within a
range assigned to the Route List as screened, check the Treat Originations and PBX
Redirections as Screened box.

3. To use the phone numbers matching a prefix or within a range assigned to the Route List
for non-emergency calls, check the Use Route List Identity for Non-Emergency Calls box.

4. To use the phone numbers matching a prefix or within a range assigned to the Route List
for emergency calls, check the Use Route List Identity for Emergency Calls box.
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5. Assign enterprise trunk number ranges.

To assign selected number ranges, in the Available Number Ranges column, select the ranges and then
click Add >.

To assign all available number ranges at once, click Add All >>.

You can select some or all of the items in the column. Item names are listed in alphabetical order. To
select several items in sequential order, click the first name, hold down the SHIFT key on the keyboard,
and click the last name. To select several items, but not in a particular order, click the names while
holding down the CTRL key on the keyboard.

To unassign some number ranges, select the number ranges in the Assigned Number Ranges column
and click Remove <; or to remove all number ranges, click Remove All <<.

6. Assign enterprise trunk number prefixes.

e To assign selected number prefixes, in the Available Number Prefixes column, select the
prefixes and then click Add >.

e To assign all available number prefixes at once, click Add All >>.

You can select some or all of the items in the column. Item names are listed in alphabetical
order. To select several items in sequential order, click the first name, hold down the SHIFT
key on the keyboard, and click the last name. To select several items, but not in a particular
order, click the names while holding down the CTRL key on the keyboard.

e To unassign some number prefixes, select the number prefixes in the Assigned Number
Prefixes column and click Remove <; or to remove all number prefixes, click Remove All <<.

7. To save your changes click Apply or OK. Apply saves your changes. OK saves your
changes and returns to the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.2.8 ASSIGN OR UNASSIGN USER SERVICES

Use the User — Assign Services page to assign services to or unassign services from a user (or a virtual
user).

@ Notes: You can assign only services that your service provider has
authorized for your group and which you have assigned to the group.
For users that are third-party Call Center applications or queues, assign
Client Call Control and any other applicable user services to these users.
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Figure 19 User — Assign Services

1. For a selected user, click Assign Services. The Assign Services page appears.

2. Assign service packs and user services:

- Inthe Available Service Packs or Available Services columns, select the items to be
assigned. You can select some or all of the items in a column. Item names are listed in
alphabetical order. To select several items in sequential order, click the first name, hold
down the SHIFT key on the keyboard, and click the last name. To select several items,
but not in a particular order, click the names while holding down the CTRL key on the

keyboard.

- To assign the selected items, click Add >. To assign all items (unselected) at once, click

Add All >>,

3. Un-assign service packs and user services.

Select the items in the User Service Packs or User Services column and click Remove <.

To unassign all items (unselected) at once, click Remove All <<.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your

changes and displays the previous page. To exit without saving, select another page or

click Cancel to display the previous page.
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5.2.9 CONFIGURE CALL APPLICATION POLICIES

Use the User — Call Application Policies page to enable Open Client Interface-Client (OCI-C) applications
for a user. The page lists all the OCI-C applications configured on the system that are not enabled
system-wide and must be enabled for users individually.

The applications are configured by your system administrator.

Clearspan’

Group > Users : 469365369 1@us.aastra.com

Help - Home

Welcome Frisco Group [Logout]

Options:

Call Application Policies

Select Call Control Applications enabled for a user.

ok | sy | caned |
Enabled Application id Description
= No Entries Present
Messaaing ok | mov | cmned |

Utilities

Figure 20 User — Call Application Policies

1. For a selected user, click Call Application Policies. The User — Call Application Policies
page appears.

2. Check the Enabled box for each application that you want to enable for the user.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
5.2.10 CONFIGURE CALL PROCESSING POLICIES

Use the User — Call Processing Policies page to configure the Clearspan call processing behavior. Group
administrators are only able to modify the Calling Line ID call processing policies.

Note: On a per-call basis, the system selects the policy to use based on the
level at which the policies are configured. If the user policies are not
configured, the system uses the policies defined at the group level.
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. Call Processing Policies
> %ﬂg Calls “iew or modify Call Processing Policies for the user.
Cwutgoing Calls | OK | | Apply | | Cancel |
Call Control
Calling Plans
Client Applicafions
Messaging — Calling Line 1D
Collaborate () Use User Calling Line Id Policy ® Use Group Calling Line Id Policy
Meet-Me Conferencing
Utilities External Calls: @) Use user phone number for Calling Line Identity
) Use configurable CLID for Calling Line Identity
Use group/department phone number for Calling Line
Identity
Emergency ..

Calls: Use user phone number for Calling Line Identity

_) Use configurable CLID for Calling Line Identity

Use group/department phone number for Calling Line
ldentity

Use group name for Calling Line Identity
Allow Department Name Owverride

[] Bleck Calling Mame for External Calls

Calling Line ID Group Number:
Calling Line ID Group NMame:

— Dialable Caller 1D

) Use User Dialable Caller 1D Policy ™ Use Group Dialable Caller ID Policy
Dialable Caller ID Access: () Qon & Off

— Phone List Lookup

) Use User Phone List Lookup Policy - se Group Phone List Lookup Policy
Phone List Lockup: ) on 0 Off

| OK | | appty || cancel |

Figure 21 User — Call Processing Policies (AS mode)

1. For a selected user, click Call Processing Policies. The User — Call Processing Policies
page appears.

2. Select the options for the policies you want to enable as described in the following table.

FIELD DESCRIPTION

e Use User Calling Line Id Policy  This option allows you to specify whether group or user

) . . level Calling Line ID policy should be used.
e Use Group Calling Line Id Policy

e Select Use User Calling Line ID Policy to use
the policy configured on this page.

e Select Use Group Calling Line ID Policy to use
the group policy.

External Calls (AS mode): This option allows you to override the Calling Line ID
e Use user phone number for Calling policy settings for non-emergency calls for a selected
Line Identity user.
Use configurable CLID for Calling Line 4  Check Use user phone number for Calling Line Identity
Identity to send the user’'s phone number as calling line ID for
»  Use group/department phone number outgoing non-emergency calls.
for Calling Line Identity «  Check Use configurable CLID for Calling Line Identity
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FIELD DESCRIPTION

to send the user’s custom calling Line ID phone number
for outgoing non-emergency calls. You need to define
this number on the user’s Profile page.

e  Check Use group/department phone number for
Calling Line Identity to send the group or department
phone number as calling line ID for outgoing non-
emergency calls. The department phone number is
used if the user belongs to a department that has a
phone number assigned; otherwise, the group phone
number is used. This option is enabled only if there is a
group phone number configured (at the Group — Profile
level). The group number, if available, appears on this

page.

Emergency-Calls: This option allows you to override the Calling Line ID policy

settings for emergency calls at the user level.
e  Use user phone number for

Calling Line Identity e Check Use user phone number for Calling Line
Identity to send the user’s phone number as calling

¢ Use configurable CLID for line ID for outgoing non-emergency calls.

Calling Line Identity

e Check Use configurable CLID for Calling Line Identity
to send the user’s custom calling line ID phone
number for outgoing non-emergency calls. You need
to define this number on the user’s Profile page.

e Use group/department
phone number for Calling
Line Identity

e Check Use group/department phone number for
Calling Line Identity to send the group or department
phone number as calling line ID for outgoing non-
emergency calls. The department phone number is
used if the user belongs to a department that has a
phone number assigned; otherwise, the group phone
number is used. This option is enabled only if there
is a group phone number configured (at the Group —
Profile level). The group number, if available,
appears on this page.

Use group name for Calling Line This option allows you to specify whether the group name
Identity should be used for the user’s calling line identity.

Allow Department Name Override Check this option to allow the use of the department name
instead of the group calling line ID name for the user’s calling
line identity. Note that this option is only available when the
Use group name for Calling Line Identity option is checked.

Block Calling Name for External Select this option to block the user’s calling name when the
Calls user makes a call to an external destination.
Calling Line ID Group Number This is a read-only field. It displays, if available, the calling

line identity number of the user’s group. If the group phone
number is not configured, this field is empty and the settings
that require group phone number are disabled.

Calling Line ID Group Name This is a read-only field. Depending on the configuration, it
can display the group name or the group calling line identity
name, or it can be empty. If this field is empty, the settings
that require group name are disabled.

Dialable Caller ID (AS mode)
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FIELD

DESCRIPTION

Use User Dialable Caller ID Policy
Use Group Dialable Caller ID Policy

This policy allows you to decide whether the user or group
Dialable Caller ID policy should be used for the user.
e  Select Use Group Dialable Caller ID Policy to use the group
policy.
e  Select Use User Dialable Caller ID Policy to use the policy
defined on this page.

Dialable Caller ID (AS mode)

Use User Dialable Caller ID Policy

Use Group Dialable Caller ID
Policy

This policy allows you to decide whether the user or group
Dialable Caller ID policy should be used for the user.
« Select Use Group Dialable Caller ID Policy to use the
group policy.
e Select Use User Dialable Caller ID Policy to use the
policy defined on this page.

This policy allows you to decide
whether the user or group Dialable
Caller ID policy should be used for
the user.

This policy allows you to decide whether the user or group
Dialable Caller ID policy should be used for the user.

Phone List Lookup (AS mode)

Use User Phone List Lookup
Policy

Use Group Phone List Lookup
Policy

This policy allows you to decide whether the user or group
Phone List Lookup policy should be used for the user.
e Select Use Group Phone List Lookup Policy to use
the group policy.
e Select Use User Phone List Lookup Policy to use the
policy defined on this page.

Phone List Lookup: On/Off

Check On to enable or check Off to disable phone list
lookup.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.2.11 CONFIGURE DEVICE POLICIES

Use the User — Device Policies page to view or modify the device policies for the user.

Group =Users - cherylbaldwin Welcome Ruth Margolis [Logout
Options: Device Policies
B Profile Wiew or modify Device Paolicies for the User.

ncoming Calls
| ok || Apply || cancel

(®) Single User Private and Shared Lines
[«] Enable Device Feature Synchronization

[] Enable Call Decline

Utilities O Muttiple User Shared Lines
[] Enable ACD
[] Enable Call Forwarding Always
[w] Enable Call Forwarding Busy
[] Enable Call Forwarding No Answer
[] Enable Do Mot Disturb
[] Enable Executive
[] Enable Executive Assistant
[] Enable Security Classification
[] Enable Call Recording

| ok || appy || cancel |

Figure 22 User — Device Policies (AS mode)

For a selected user, click Device Policies. The User — Device Policies page appears.

In AS mode, Select one of the two line policies:

- Single User Private and Shared Lines: When this policy is selected, you can enable or
disable device feature synchronization.
= To enable device feature synchronization, check the Enable Device Feature
Synchronization box. To disable it, uncheck the box.

= To stop ringing at all the Shared Call Appearance, Flexible Seating Guest, and
Clearspan Mobility locations in addition to the primary location when the user
declines the call at one of these locations, check Enable Call Decline.
Otherwise, uncheck the box.

- Multiple User Shared Lines (when Shared Call Appearance is assigned and configured
with devices owned by more than one user): When this policy is selected, device feature
synchronization is automatically disabled, except for the services you select by checking
one or more of the following options:

Enable ACD
Enable Call Forwarding Always
Enable Call Forwarding Busy
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= Enable Call Forwarding No Answer
= Enable Do Not Disturb

= Enable Executive

= Enable Executive-Assistant

= Enable Security Classification

= Enable Call Recording

Note: The selected policy applies to all devices assigned to the user.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.2.12 ASSIGN CALL CENTERS

Use the User — Assign Call Centers page to assign a selected user to one or more call centers as an
agent.

;\qxlFSpan Help - Home
Group = Users : Testing01@cctesting.aastra.com Welcome Marsh Beverly [Logout
Options: .
r— Assign Call Centers
rofile
— a call Configure user to be assigned as agentto call centers. Available call centers are call centers thatthe useris currently not an agent of
Incoming Lalls and can be assigned to
Outgoing Calls
Call Control Ok | __ ey | Cancel
Calling Plans
Client Applications
N Available Call Centers Assigned Call Centers
Messaging
Senice Scripls
e Daves I estCC@cctesting.aastra.com_: Add = I 9763331040@cctesting.aastra.com
Remove < I
Add All => I
Remaove All =I
ok | appy | cancel |

Figure 23 User — Assign Call Centers

1. For aselected user, click Assign Call Centers. The User — Assign Call Centers page
appears.

2. Assign the user to call centers.

- To assign the user to all available call centers at once, click Add All >>.

- To assign the user to selected call centers, in the Available Call Centers column, select
the call centers and click Add >.
You can select some or all of the items in the column. Item names are listed in
alphabetical order. To select several items in sequential order, click the first name, hold
down the SHIFT key on the keyboard, and click the last name. To select several items,
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but not in a particular order, click the names while holding down the CTRL key on the
keyboard.

m  To unassign users from specific call centers, select the call centers in the Assigned
Call Centers column and click Remove <; or, to remove the user from all call centers,
click Remove All <<.

3. To save your changes click Apply or OK. Apply saves your changes. OK saves your
changes and returns to the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
5.2.13 VIEW OR ASSIGN AN OFFICE ZONE AND PRIMARY ZONE

Use the User — Office Zone page to view and configure an office zone and primary zone for a selected
user.

Your group must have office zones assigned and the user must have the Location-based Calling
Restrictions service assigned for this page to be accessible.

The Location-based Calling Restrictions service allows mobile users to specify calling restrictions based
on their location in the mobile network.

A .. . . .
Note: Only administrators with full access to office zones can configure
office zones and primary zones. Users with read-only access can only view

this page.
"F[I = e .
Clearspan
System = Marsh = Bev = Users : test35@marsh.aastra.com
Options:
g Office Zone
B Profile )
R Configure an Office Zone and Primary Zone.
Incoming Calls
Outgoing Calls OK I Apply | Cancel |
Call Control
Calling Plans
Client Applications Office Zone: Frisc:oNorm 'l
Messaging Primary Zone: IFrisco‘IN 'l
Semvice Scripts
ok |  appy | cancel |

Figure 24 User - Office Zone (Administrator with Full Office Zone Access Privileges)
1. For a selected user, click Office Zone. The User — Office Zone page appears.

2. Select the Office Zone and the Primary Zone for the user from the drop-down lists.
By default, Office Zone and Primary Zone are set to “None”. Once an office zone and a
primary zone have been selected for a user, these values can be modified but can no
longer be set to “None”.

3. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and returns to the previous page.
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To exit without saving, select another page or click Cancel to display the previous page.

5.3 USER - INCOMING CALLS MENU

After you have added users, configured their initial passwords, and assigned services and Call
Processing policies to them, use menu items on the User — Incoming Calls menu to perform the following
configuration tasks (which only you can do for a user):

e Configure Custom Ringback User Profiles

e Configure Alternate Numbers

5.3.1 ACCESS USER - INCOMING CALLS MENU

Use the User — Incoming Calls menu page to configure user functions related to incoming calls.

ea -
Clearspan R
Group 157@marsh.aastra.com Welcome Group Administrator [Logout
ptions: .
Incoming Calls
Basic Advanced
Anonymous Rejection - Automatic Hold/Retrieve -
Preventa caller flom reaching you when the caller has explicil restricted hisfher number. Automatically place incoming calls on hold, or automnatically retrieve an held call
Calling Line ID Blocking Override - Alternate Numbers
Allows a userto override calling line identiy presentation restrictions Allow up o ten additional phone numbers and extensions, with each nuMmber having a distinctive finging
pattemn.
Calling Name Retrieval -
Uliliies Provide a caller's name by retrieving the calling name from the network. Call Forwarding Selective -
Automaicaly forward your incoming calls 1o a different phone number when pre-defined citeria, such as the
Call Forwarding Always - phone number, time of day or day of week, are met
Automatically forward all your incoming calls to a diflerent phone number.
Custom Ringback User -
Call Forwarding Busy - Custornize the media ringback to be played to your callers. Different ringbacks may be played, based on pre-
Automatically forward your calls to a diflerent phone nUmBer when your phone is busy. defined criteria, such as phone number, time of day of day of week
Call Forwarding No Answer - Priority Alert -
Automatically forward your calls to a diflerent phone number when you do not answer your phone after a certain  Ring your phone with a distinctive ring when pre-defined criteria, such as phone number, time of day or day of
number of fings. week, are met
Gall Forwarding Not Reachable - Selective Acceptance -
Automatically forward your calls to a difierent phone number when your phone is unreachable. Accept calls when pre-defined criteia, such as phone number, ime of day or day of week, are met
Gall Notify - Selective Rejection -

Send an e-mail with the caller's name and numberto a specified e-mail address when pre-defined crteria,  Reject calls when pre-defined criteia, such as phone number, ime of day or day of week, are met
such as phone number, time of day or day of week, are met
Sequential Ring -

Do Not Disturb - Off Ring muttiple phones sequentially when calls are received
Automatically forward your calls to your voice messaging service, if configured, otherwise the caller hears a "
busytone. Simultaneous Ring Personal -

) Ring multiple phones simultaneously when calls are received
External Calling Line ID Delivery - On

Provides Calling Line ID information of an extemal caller

Internal Calling Line ID Delivery - On

Provide Calling Line ID infarmation of group o enterprise member when called

Figure 25 User —Incoming Calls Menu

1. On the Group — Profile menu page, click Users. The Group — Users page with search criteria
boxes appears.

2. To display the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.
4. Click Incoming Calls. The User — Incoming Calls menu page appears.

5. To display your Home page, click Group or Home.
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5.3.2 CONFIGURE CUSTOM RINGBACK USER PROFILES

Use the User — Custom Ringback User page to:

e List or Activate/Deactivate Custom Ringback User Profiles
e Add a Custom Ringback User Profile
e Modify a Custom Ringback User Profile

e Delete a Custom Ringback User Entry

5.3.2.1 List or Activate/Deactivate Custom Ringback User Profiles

Use the User — Custom Ringback User page to list or activate or deactivate custom ringback user profiles
for the selected user. The Active, Description, Time Schedule, and Calls From appear for each custom
ringback profile.

Note: Video ringback is only available if the Customer Ringback Video
service is assigned. Otherwise, only the Audio Ringback options appear on
the Custom Ringback pages.

Custom Ringback User

roup > Users - 4693653691 Bus.azstra com Welcome Frigco Group (Logou

1.

2
3
4.
5

Custom Ringback User allows you to specify the ringback to be played fo your callers, for specific calls
matching your pre-defined criteria. Use this service to play a different rinaback to your manager, a
family member, or a customer. The criteria for each Custom Ringback Selective entry can be a list of
up to 12 phone numbers or digit patterns, specified called number(s), a specified time schedule, and a
specified holiday schedule. All criteria for an entry must be satisfied for the ringback to be played
(phone number and day of week and time of day). Otherwise, regular ringback is played to the caller,
as if this service was not used.

| oKk || Apply || Add || cCancel
Active Description Custom Ringback Calls from Calls to Edit
Daycare Yes 2027668771 Any Number  Edit
Private numbers  Yes Any private number  Any Mumber  Edit
| ok || apoly || Add || cancel |

Figure 26 User — Custom Ringback User

For a selected user, click Incoming Calls. The User — Incoming Calls menu page appears.
Click Custom Ringback User. The User — Custom Ringback User page appears.
To activate a custom ringback, select Active.
To deactivate a custom ringback, unselect Active.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.
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To exit without saving, click Cancel or select another page.
5.3.2.2 Add a Custom Ringback User Profile

Use the User — Custom Ringback User Add page to add a custom ringback user profile for the selected
user. The Custom Ringback service allows you to customize the ringback that is played to the user’s
callers.

Note: Group administrators are permitted to add custom ringback profiles
that access files through an URL.

The Customer Ringback User Add page contains the following tabs:

e General — Use this tab to create a new ringback entry with default ringback settings.

¢ I|nitial Ringback — Use this tab to modify audio and video ringback media settings for the
initial calls.

e Waiting Ringback (optional) — Use this tab to modify ringback settings for call waiting.
Waiting Ringback tab will be displayed only when both Call Waiting and Custom Ringback
User — Call Waiting features are assigned.

Note: Selecting the Initial Ringback or Waiting Ringback tabs display the
corresponding tab on the Custom Ringback User Modify page.
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Clearspan e o

53601 @us.aastra.com Welcome Frisco Group [Loca

Groug > Users : 46836

ptions Custom Ringback User Add

Profile Custom Ringback User Add allows you to add a custom ringback entry. Specify media files to be used as
ringback. Specify the time schedule you would like the ringback to apply. Also, you can have the custom

B Incoming Calls ringback played only for calls from specific numbers or digit patterns or only for calls to one or more of your
Oulnoing Calls specified numbers are called. If you need more than 12 numbers or more distinct time or holiday periods, you
call Canbol can create multiple custom ringback entries.

Call Contro
Calling Plans ok || cancel |
Client Applications
Initial Ringback Waiting Ringback
* Description: |

® Play custom ringback

) Do not play custom ringback

Selected Time Schedule: | Every Day All Day V|
Selected Holiday Schedule: |None v|
— Calls from

) Any phone number

O Following phone numbers:
[] Any private number
[] Any unavailable number
Specific phone numbers:

— Calls to
When no numbers are selected, the called number is nof used as part of the crifena.
Available Call to Numbers Selecte Selected Call to Numbers

Primary (2025551009/1009)
Alternate 1 (2025551027)
Alternate 2 (2025551034)
Alternate 3 (2025551026/1026)

7
g 2
£ |V
e

Add All >>

Remove Al

| oK || Cance||

Figure 27 User — Custom Ringback User Add (Top of Page)

1. For a selected user, click Incoming Calls. The User — Incoming Calls menu page
appears.

2. Click Custom Ringback User. The User — Custom Ringback User page appears.
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Click Add. The User- Custom Ringback User Add page appears.

In the Description text box, type a description for the Custom Ringback entry.

Select Play custom ringback or Do not play custom ringback to enable or disable this entry.
From the drop-down list, choose the Selected Time Schedule for this entry.

From the drop-down list, choose the Selected Holiday Schedule for this entry.

© N o g~ Ww

In the Calls From section select from the following:
- To play the custom ringback for all callers, click Any Phone Number.
- To specify callers, click Following phone numbers and:
e Specify whether Custom Ringback should be played to any private number.
e Specify whether Custom Ringback should be played to any unavailable number.

e To enter specific phone numbers, click the cursor in the text box and type the complete
phone number which should trigger the entry. Enter up to 12 numbers for each entry.

@ Note: You can use wild cards. The "?"is a wild card that can replace a
single digit anywhere in a digit string. A trailing "*" represents a digit string
and can only appear at the end of a string containing digits and "?" wild
cards.

Example: 4505551274, 4505557734, 4505?5*
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9. Specify the telephone numbers to which to accept calls by moving them to the Selected
Call To Numbers column. When no numbers are selected, this criterion is ignored.

e Inthe Available Call To Numbers column, select the numbers and click Add >. Or to
select all numbers, click Add All >>.

e To remove some numbers from the Selected Call To Numbers column, select the
numbers and click Remove <. Or to remove all numbers, click Remove All <<.

You can select some or all of the items in a column. To select several items in sequential
order, click the first item, hold down the SHIFT key on the keyboard, and then click the
last item. To select several items, but not in a particular order, click the items while
holding down the CTRL key on the keyboard.

10. Save your changes. Click OK or Initial Ringback. OK saves your changes and displays
the previous page. Initial Ringback displays the Custom Ringback User Modify page
where you can modify the media for the custom ringback.

To exit without saving, select another page or click Cancel to display the previous page.

5.3.2.3 Modify a Custom Ringback User Profile

Use the User — Custom Ringback User Modify page to modify a custom ringback user profile for the
selected user.

Note: Group administrators are permitted to add custom ringback profiles
that access files through an URL.
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The Customer Ringback User Modify page contains the following tabs:
General — Use this tab to modify general settings or a ringback entry.
Initial Ringback — Use this tab to modify audio and video ringback media settings for the initial calls.

Waiting Ringback (optional) — Use this tab to modify ringback settings for call waiting. The Waiting
Ringback tab is displayed only when both Call Waiting and Custom Ringback User — Call Waiting
features are assigned.
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Clearspan t-tm

Broup > Users - 4593653691 @us aasira.com Welcome Frisco Group [Locou
‘Options: : H
o Custom Ringback User Modify

Profile Custom Ringback User Modify allows you to modify 3 custom ringback entry. Specify media files to be used as

B Incoming Calls ringback. Specify the time schedule you would like the ringback to apply. Also, you can have the custom ringback
ICOMNQL S played only for calls from specific numbers or digit patterns or only for calls to one or more of your specified
Qutnning Calls numbers are called. If you need more than 12 numbers or more distinct time or holiday periods, you can create
Call Conl multiple custom ringback entries.
Callina Plans OK | | Delete | | Cancel |
Client Applications
Massaging =
Utilities

* Description: |Private numbers

(®) Play custom ringback

_) Do not play custom ringback

Selected Time Schedule: | Every Day All Day V|
Selected Holiday Schedule: [None v|
— Calls from

) Any phone number

(®) Following phone numbers:
[«] Any private number
] Any unavailable number
Specific phone numbers:

— Calls to
When no numbers are selected, the called number is not used as part of the criteria.
Available Call to Numbers Selected Call to Numbers

Primary (2025551003/1009)
Alternate 1 (2025551027)
Alternate 2 (2025551034)

Alternate 3 (2025551026/1026)

| OK || Delete || Cancel |

Figure 28 User — Custom Ringback User Modify

1. For the selected user, click Incoming Calls. The User — Incoming Calls menu page
appears.

2. Click Custom Ringback User. The User — Custom Ringback User page appears.

Clearspan | 55




Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

3. Click Edit or any item on the row for the user. The User — Custom Ringback User Modify
page appears.

4. To edit a customer ringback user profile, type or select information for the profile. For the
description of the settings available on this page, see section Add Custom Ringback User
Profile.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.3.2.3.1 Modify Ringback Media Settings for Initial Calls

Use the Initial Ringback tab on the User — Custom Ringback User Modify page to modify audio and video
ringback media settings for the initial calls.

@ The Video Ringback section is shown only when the Custom Ringback User
— Video feature is assigned to the user.

For video ringback, you must specify a custom video ringback file (not
Default) and the user must have a video-capable phone. In all other cases,
if you specify a custom audio ringback file, that is played. Otherwise, the
default audio file is plays.
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zv:span =

310U > Users - 4RA3R33601 fus aastra com Welcome Frisco Group [Logoud
Dptions: Custom Ringback User Modify

Profile Customn Ringback User Modify allows you to modify a custom ringback entry. Specify media files

to be used as ringback. Specify the time schedule you would like the ringback to apply. Also, you

0 i
¥ Incoming Calls can have the custom ringback played only for calls from specific numbers or digit patterns or only]

for calls to one or more of your specified numbers are called. If you need mare than 12 numbers
or more distinct time or holiday periods, you can create multiple custom ringback entries.

Caling Plans | Ok | ‘ Delete ‘ ‘ Cancel ‘
Client Apglications
Messaaina General Setting Waiting Ringback
LJtlities
Audio Ringback:

() No Personal Ringback

O uURL: |

(®) Personal Ringback File: | CustomRingback wav V|

Video Ringback:
(®) No Personal Ringhack
(O URL: |

() Personal Ringback File:

OK H Delete H Cancel ‘

Figure 29 User — Custom Ringback User Modify (Initial Ringback)
1. Onthe User — Custom Ringback User Modify page, click Initial Ringback.
2. Specify the audio ringback file, the video ringback file, or both files, as applicable:
- To use the default ringback, click No Personal Ringback. For video ringback, the default
setting plays the audio file (not video).

- To select the URL, click URL and type the URL address. The URL should be in the
following format: http/https://<domain name/IP address>[<:port>][path].

- To select a personal ringback file, click Personal Ringback and select a file from the drop-
down list.

Note: The maximum duration of a ringback file is 120 seconds.

3. Save your changes. Click OK or another tab. OK saves your changes and displays the
previous page. Clicking another tab displays the selected page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.3.2.3.2 Modify Ringback Media Settings for Call Waiting

Use the Waiting Ringback tab on the User — Custom Ringback User Modify page to modify audio and
video ringback media settings for call waiting.

Note: The Waiting Ringback tab is displayed only when both Call Waiting and
Custom Ringback User — Call Waiting features are assigned. The Video Ringback
section is shown only when Custom Ringback User — Video feature assigned.

astra Com Welcome Frisco Group JLogu

Uﬂ__ﬂﬂﬁ Custom Ringback User Modify

Custom Ringback User Modify allows you to modify a custom ringback entry. Specify media files to be
used as ringback. Specify the time schedule you would like the ringback to apply. Also, you can have

. ” the custom ringback played only for calls from specific numbers or digit patterns or only for calls to one
Outnoing Calls or mare of your specified numbers are called. If you need more than 12 numbers or more distinct time
or holiday periods, you can create multiple custom ringhack entries.

¢ Incoming Calls

Prall Pm

Ldil Loneol

Salling Flans | OK | | Delete | | Cancel |
Client Applications
Utlities
Audio Ringback:
(® No Personal Ringback
O URL: |
) Personal Ringback File: | None V|

Video Ringback:
(® No Personal Ringback
O URL: |

() Personal Ringback File:

| OK || Delete || Cancel |

Figure 30 User — Custom Ringback User Modify (Waiting Ringback)
1. On the User — Custom Ringback User Modify page, click Waiting Ringback.

2. Specify the audio ringback file, the video ringback file, or both files, as applicable:

Note: If the No Personal Ringback option is selected, Clearspan uses the
same user-defined media source for both initial calls and waiting calls. For
video ringback, you must specify a custom video ringback file and the user
must have a video-capable phone. In all other cases, if you specified a
custom audio ringback file, that audio file is plays. Otherwise, the default
audio file is plays.
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- To use the default ringback, click No Personal Ringback. For video ringback, the Default
setting plays the audio file (no video).

- To select the URL, click URL and type the URL address. The URL should be in the
following format: http/https://<domain name/IP address>[<:port>][path].

- To select a personal ringback file, click Personal Ringback and then select a file from the
drop-down list.

Note: The maximum duration of a ringback file is 120 seconds.
3. Save your changes. Click OK or another tab. OK saves your changes and displays the
previous page. Clicking another tab displays the selected page.

To exit without saving, select another page or click Cancel to display the previous page.
5.3.2.4 Delete a Custom Ringback User Entry

Use the Custom Ringback User Modify page to delete a custom ringback user entry.

1. On the User — Incoming Calls menu page, click Custom Ringback User. The User —
Custom Ringback User page appears.

2. Click the Edit link next to the selection you want to modify or delete. The User — Custom
Ringback User Modify page appears.

3. Toremove an entry, click Delete. The entry is deleted and the User — Custom Ringback
User page appears.

To exit without saving, select another page or click Cancel to display the previous page.

WARNING: This action cannot be undone. Once you click Delete, the instance
is permanently deleted.

Clearspan | 59



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

5.3.3 CONFIGURE ALTERNATE NUMBERS

Use the User — Alternate Numbers page to add, modify, or delete up to 10 alternate numbers for a user.
A user with alternate numbers can receive calls to their alternate numbers or extensions on their primary

phone.

0w d e

= -
Clearspan el - Home
Group = Users : 4693653691@us.aastra.com Welcome Frisco Group [Logout

[Options:
Profile

Alternate Numbers

> Cal Alternate Numbers allows up to ten additional phone numbers of extensions to be assigned in addition to your primary number and extension. All additional numbers and
ncoming Lalls extensions ring your phone(s) just like your primary phone. In addition, you can specify a distinctive ringing pattern for each number, if your phone supports it. Only your
administrater can configure new numbers and extensions for you

ok | oy | Canodl

Messaging Distinctive Ring: @ on " Off

Utilities

Alternate Number ID Phone Number Activated Extension Ring Pattern

1 None b Normal fud
2 None b Normal il
2 None b Normal i
4 None it Normal i
5 None = Normal i
6 None = Normal s
i None = Normal o
8 None i Normal o
9 None i Normal o
10 None i Normal o

ok | _ ey | caned |

Figure 31 User — Alternate Numbers
For a selected user, click Incoming Calls. The User — Incoming Calls menu page appears.
Click Alternate Numbers. The User — Alternate Numbers page appears.
To turn the Distinctive Ring on or off for calls to alternate numbers, check On or Off.
To configure a phone number, from the Phone Number drop-down list, select and add an

alternate phone number.

The activation status of the assigned phone number is displayed to the right of the
number under the Activated column. The status is not shown if the phone number is set
to “None”.

A . . .
Note: A user can have any combination of phone numbers and extensions.

To configure an extension, type an extension or modify the current one. Extensions can
vary in length within the limits configured for your group.

From the Ring Pattern drop-down list, select a ring pattern. You can select from the
following four ring patterns:

- Normal

- Long-Long

- Short-Short-Long
- Short-Long-Short

In the Description text box, enter a description that explains the purpose of that alternate
number.
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Note that the user can modify the ring pattern and the description of their alternate phone
numbers.

8. From the Phone Number drop-down list, select another number to modify a phone number.

9. To modify an extension, delete the existing extension in the Extension text box and type the
new extension.

10. From the drop-down list, select “None” to delete a phone number,
11. To delete an extension, highlight the extension and delete it.
12. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your

changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

Note: There are different Call Waiting ring patterns associated with each of
the four Alternate Number ring patterns. If the user has the Call Waiting
feature assigned and enabled, the call waiting ring pattern is based on the
Alternate Number ring pattern selected.

5.4 USER - OUTGOING CALLS MENU

Use items on the User — Outgoing Calls menu to perform configuration tasks related to outgoing calls
(which only you can do for a user):

e Configure Calling Party Category

e Configure Communication Barring User-Control

5.4.1 ACCESS USER - OUTGOING CALLS MENU

You use the User — Outgoing Calls menu page to perform user management functions related to outgoing
calls.

Help - Home

Welcome Group Administrator [Logout

ptions:

Prafile Outgoing Calls

Incoming Calls Basic Advanced

Automatic Callback - Personal Phone List

Allows youto monitor a busy parly in your group and automatically establish a call when the busy party is Configure a list of numbers to allow quick dialing from your CommPilot Call Manager.
Calling Plans available
Preferred Carrier User
Client Applications Call Ret:
all Return Display and modify your preferred cariers,
Retum a call to the Iast party that called you, whether or not the call was answered.

Two-Stage Dialing - On
Calling Party Catego The Two Stage Dialing service may be usedin conjunction with the Mobile Assistant, residing on a users
Allows a category o be associated with a subscriber. The category is induded in the signaling for all autgoing ~ mobile phone, to allow access to Clearspan originating sevices from the mobile
calls
Last Number Redial
Call the last number that you dialed.

Line ID Blocking -
Prevent your phone number from being displayed when calling other numbers

Speed Dial 8
Dial a pre-defined number by dialing only one digit.

Speed Dial 100
Dial a pre-defined number by dialing a Speed Dial 100 prefix and two digits

Figure 32 User — Outgoing Calls Menu

1. On the Group — Profile menu page, click Users. The Group — Users page with search criteria
boxes appears.
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2. Todisplay the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.
4. Click Outgoing Calls. The User — Outgoing Calls menu page appears.

5. To display your Home page, click Group or Home.

5.4.2 CONFIGURE CALLING PARTY CATEGORY

Use the User — Calling Party Category page to select the category to be associated with all originating,
forwarded, and transferred calls from a user to any PSTN party or to another Clearspan subscriber with
the same service in a different Clearspan group. The category you select is included in the signaling for
all the user’s calls and helps identify the outgoing calling policies of the user. Calling Party Category is a
user service.

E/ Note: The system is delivered with default Calling Party Categories.
However, they can be customized and localized at the system level. Contact
your system administrator with questions about the calling party categories
available in your system.

Clearspan’

Group > U : tests7@marsh.aastra.com

i Calling Party Category

Profile

Incoming Calls Calling Party Category service allows a category to be associated with a user. The category is included in the signaling for all outgoing calls. Itis used by 3 softswi
=== operator senvices system to determine the allowed policies for a user.

oK | meoy | Cancel |

Calling Party Category: -

ok | meoy | cancel |

Figure 33 User — Calling Party Category

1. For a selected user, click Outgoing Calls. The User — Outgoing Calls menu page
appears.

2. Click Calling Party Category. The User — Calling Party Category page appears.
3. Select the category from the drop-down list.
4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your

changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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The default categories are listed below. However, the system administrator can customize the
categories. Contact your system administrator about the calling party categories available in your system.

e Special: The user is always routed to an operator services system.
e Hospital: The user is calling from a hospital.

e Hotel: The user is calling from a hotel or motel.

e Prison: The user is calling from a prison.

e Payphone: The user is calling from a pay phone (private).

e Ordinary: The user has no special characteristics (default).

5.4.3 CONFIGURE COMMUNICATION BARRING USER-CONTROL

Use the User — Communication Barring User-Control page to change the Communication Barring
Personal Identification Number (PIN) for the user.

Welcome Bev Marsh {Logout

Communication Barring User-Control

Allows a user to select a Communication Barring Profile to be used to screen outgoing and redirecting calls.

ok | Aoy | Concel |

Type new pin code: [esee
Re-type new pin code: [eeee

Active Communication Barring Profile: | *0 - No Restrictions ¥

* - Indicates a Primary Communicalion Barring Profile

ok | mpy | cancel |

Figure 34 User — Communication Barring User-Control

1. For aselected user, click Outgoing Calls. The User — Outgoing Calls menu page
appears.

2. Click Communication Barring User-Control. The User — Communication Barring User-
Control page appears.

3. To change the user’s PIN, enter the new PIN for the user. The PIN must satisfy the
passcode criteria specified on the Group — Passcode Rules page.

4. To change the active profile, select a profile from the Active Communication Barring Profile
drop-down list.

5. To clear the lockout, click the Reset Lockout link. The link is only visible while the user is
locked out.

6. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel.
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5.5 USER - CALL CONTROL

Use items on the Users — Call Control menu to perform the following configuration tasks (that only you

can do for the user).

5.5.1 ACCESS USERS - CALL CONTROL MENU

You use the Users — Call Control menu page to perform user management functions related to call

control.

Clearspan

Options:
Profile
Incoming Calls
Outgoing Calls

B Call Control
Calling Plans
Client Applications
Messaging
Service Scripts
Utilities

test57@marsh.aastra.com

Call Control

Basic

Barge-in Exempt - On
Block barge-in attempts fram other users with Directed Call Pickup
with Barge-in

Call Waiting - On
Answer a call while already on another call

Customer Originated Trace

Issue afrace to your system administrator for your last incoming
call by using a feature access code

Directed Call Pickup
Pick up a call using a feature access code and an extension

Diversion Inhibitor
Inhibit the remote party’s redirecting senices

Directed Call Pickup with Barge-in

Pick up or barge-in on a call using a feature access code and an
extension.

Flash Call Hold

Hold a call with a feature access code when using a simple phone
without call control capability.

Call Transfer

Transfer a call to another phone.

In-Call Service Activation -
Allows Clearspan users hosted on a TDM system to activate mid-
call services

Three-Way Call

Start a conference call

Music/Video On Hold - On

Play audio (music) or video when the remaote pary is held or
parked.

N-Way Call
Start a N-Way Conference Call

Help - Home

Welcome Group Administrator [Logout

Advanced

Charge Number
Allows user originated calls to have both user's phone number and
charge numboer.

Hoteling Guest -
Allows a user to associate their service profile with a host user and
use the hostusers device as their primary device.

Hoteling Host -

Designate a user as a host which allows another user with the
hoteling guest service fo use the host's device with the guests
service profile.

Push to Talk

Make and selectively receive Push to Talk calls.

Physical Location -

Controls whether originating calls are allowed from physical
locations other than the physical location configured for the user's
identity/device profile.

Remote Office -

Use the full CommPilot Call Manager functionality from another
phone

Shared Call Appearance

Display alternate calling identity/device profiles orlines assignedto
you.

Video Add-On -

Configure an additional video-capable identity/device profile on a
subscriber.

Figure 35 User — Call Control

1. On the Group — Profile menu page, click Users. The Group — Users page with search
criteria boxes appears.

2. To display the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
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information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.
4. Click Call Control. The User — Call Control menu page appears.

5. To display your Home page, click Group or Home.

5.5.2 CONFIGURE DIRECTED CALL PICKUP WITH BARGE-IN OPTIONS

Use the User — Directed Call Pickup with Barge-in page to turn the warning tone and automatic target
selection for barge-in on or off for a selected user. A user with the Directed Call Pickup with Barge-in
service can barge in on a call directed to or originating from another user in the same group as long as
the second user has only that one call. A feature access code controls use of the Directed Call Pickup
with Barge-in service.

Help - Home

1@us.aastra.com Welcome Frisco Group [Logout]

Directed Call Pickup with Barge-in

Directed Call Pickup with Barge-in allows you ta dial a feature access code followed by an extension to pick up or barge-in on a call to another group member. If the call has not
been answered, then itis picked up. If the call has been answered, then barge-in occurs. A barge-in results in a three-way call being created between you, the group member
being barged-in on, and the other party the group member is connected to. You are the controller of the barge-in three-way call

oKk | Apply. Cancel

Warning Tone: & on © off

Automnatic Target Selection: ¢ on & Of

| Aoty | Cancel |

Figure 36 User — Directed Call Pickup with Barge-in

1. For the selected user, click Call Control. The User — Call Control menu page appears.

2. Click Directed Call Pickup with Barge-in. The User — Directed Call Pickup with Barge-in
page appears.

3. To turn the Warning Tone feature on or off for barge-in calls to other users in the same
group, check On or Off.

4. To turn the Automatic Target Selection feature on or off for barge-in calls to other users in
the same group, check On or Off.

5. To enable or disable Silent Monitoring Warning Tone, check On or Off. When the warning
tone is enabled, other users in your group hear a warning tone when you start to silently
monitor their call. This option is displayed only for users that have the Call Center
Monitoring service assigned.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.5.3 CONFIGURE CALL CENTER DEFAULTS

Use the User — Call Centers page to configure user-level call center defaults. This allows you to overwrite
at the user level the default settings used for the enterprise or group.

Welcome Bev Marsh
Call Centers
Create a new call center or manage existing call centers. You can configure a call center to allow agents te log in and out, to queue incoming calls that cannot be answered
immediately, to re-direct calls when the group cannoet accept calls, and to provide music or video for callers on hold.
OK ; Apply. I Add Basic Add Standard Add Premium Add Call Center Wizard Cancel
Active Hame Type Video Phone Humber Extension Department Edit
r CallCenter Basic CallCenter Ed
r CallCenter_Prem_1 Premium 9763331000 1000
r CallCenter_Prm_2 Premium 9763331022 1022 Edit
r Premium Premium 9763331030 1030 Edit
ok || mpy | AddBesc | AddSended || AddPromum | Add Cal Canter Wizard Cancel

Figure 37 User — Call Centers

For a user with any Call Center service:

1. On the User — Call Control menu page, click Call Centers. The User — Call Centers menu
page appears.

2. Forthe Use Guard Timer Settings option, click Default to use system or group defaults, or
click User to configure the guard timer settings at the user level.

3. If you selected User, click Enable guard timer and select the amount of time from the drop-
down list to enable the guard timer for the user.

4. Select or unselect the Join Call Center box of the row for the call center you want the user
to join.

In addition, for a user with the Call Center — Premium or Call Center — Standard service:

1. Select the user's ACD state from the ACD State drop-down list.

2. If you changed the user’s ACD state to Unavailable, select an Unavailable Code from the
drop-down list.

Note: This option is enabled only if the Agent Unavailable Codes feature is
enabled for the group (on the Group — Agent Unavailable Codes page) and if
the user’'s ACD State is set to “Unavailable”. For more information, refer to
Clearspan Application Server Group Web Interface Administration Guide —
Part 1 (for service provider groups) or Clearspan Application Server
Enterprise Web Interface Administration Guide (for enterprise groups).

3. For the Agent Threshold Profile option, select a threshold profile from the drop-down list.
You define agent threshold profiles on the Group — Agent Threshold Profiles page. For
more information, see section 7.2.1.2 Agent Threshold Profiles (Call Center — Premium and
Call Center — Standard).
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4. Forthe Use Agent Unavailable Settings option, check Default to use system or group
defaults or check User to use the user’s availability settings configured on this page and
configure the settings as follows:

- Check Force agent to unavailable on Do Not Disturb activation to automatically change
the user’s ACD status to “Unavailable”, when the user activates the Do Not Disturb
service.

- Check Force agent to unavailable after <X> consecutive bounced calls and then select
the number of bounced calls from the drop-down list to automatically change the user’s
ACD status to “Unavailable” when the user fails to answer the set number of consecutive
call center calls.

- Check Force agent to unavailable on not reachable to automatically change the user’s
ACD status to “Unavailable” when the user becomes unreachable.

In addition, for a user with the Call Center — Premium service:

- Select Force agent to unavailable on personal calls if you want the user’'s ACD status to
automatically change to “Unavailable” when the user is on a private call.

1. To allow the user to make outgoing calls from a call center number, check Make outgoing
calls as and select the call center or Dialed Number Identification Service (DNIS) name
from the drop-down list.

E/ Note: If the agent is removed from a call center and the number belonging
to that call center is selected for outgoing calls, the Make outgoing calls as
option is automatically unchecked. The available numbers are the DNIS
numbers of the Premium call centers the agent is assigned to that allow
outgoing calls made by agents.

2. To modify the agent’s skill level for a call center with skill-based routing, select the new skill
level from the drop-down list on the row for the call center.

Join Call Center Call Center ID} Phone Number Extension Routing Type Skill Level
F] hotline 2025551000 1000 Skill Based 1 »

Figure 38 User — Call Centers (Call Center with Skill-based Routing)
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For a user with any Call Center service:

Save your changes. Click Apply or OK. Apply saves your changes. OK saves your changes and

displays the previous page.

5.5.4 CONFIGURE CHARGE NUMBER

The Charge Number option allows you to assign a charge number to a user. When assigned, the charge
number is included in the Call Detail Records (CDRs) generated for the user’s originating calls and

included in the SIP INVITESs of the calls originated by the user.

Use the User — Charge Number page to configure a charge number for the user.

Charge Number

Charge Number allows an administrator to assign a charge number that will be included in the calls ariginated by the user.

ok | Aoply | cancel |

Charge Number: | 9763331044 |
l_ Use Charge Number For Enhanced Trans|ations
¥ Include Charge Mumber for Network Calls

ok | Aoy | Caneel |

Help -Home

Welcome Brian Admin [Logout

Figure 39 User — Charge Number

1. For the selected user, click Call Control. The User — Call Control menu page appears.

2. Click Charge Number. The User — Charge Number page appears.

3. Select the charge number from the drop-down list.

4. Select Use Charge Number For Enhanced Translations if you want the Application Server
to send the charge number to the Network Server (by including it in the From header).

5. Click Include Charge Number for Network Calls if you want the Application Server to add a
Charge or P-Charge-Info header to the SIP INVITE sent to the network for the outgoing

calls.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your

changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.5.5 CONFIGURE FLEXIBLE SEATING GUEST DEVICE

Use the Profile tab on the User — Flexible Seating Guest page to configure a device profile for a selected
user's Flexible Seating Guest service. A device profile is required to enable the Flexible Seating Guest

service.

Flexible Seating Guest allows the user to associate their guest device profile with a host. The user can
then log in to a host phone and have the host phone provisioned with the guest device profile settings,
allowing the user to have the same calling experience as if they were using their own phone device.

The device profile configuration cannot be changed when the user is associated with a host. The Unlock
Phone PIN Code and Device Profile configuration settings are disabled during an association.

Group =Users : sophiagliades

Options:

o] g Calls
B Call Control

Communication Barring

Flexible Seating Guest

Allows a user to associate their device profile with a flexible seating host.

ok J[ Aoy ) [ Cenesl

Flexible Seating Guest & on O of

Unlock Phone PIN Code:

Welcome Francine Leroux [Logout

Device Profile
Identity/Device

Profile Name abc650 (Group)

* Line/Port: | 2409999999

@| vxB6sanity.mtl.broadsoftcom v

[ QK ] [ Apphy ] [ Cancel ]

1.

Figure 40 User - Flexible Seating Guest

For a selected user, click Call Control. The User — Call Control menu page appears.

2. Click Flexible Seating Guest. The User — Flexible Seating Guest page appears. The

Profile tab is dis

played by default.

3. Enter the required identity/device profile information as follows:

FIELD NAME

VALUES

DESCRIPTION

Identity/Device Profile

The drop-down list displays available

The name of the identity/device profile to

Name identity/device profiles. assign to the user's Flexible Seating Guest
service.
Line/Port A valid line/port up to 161 characters The user's line number or SIP address,

in user@domain format.

The user part can contain a leading
+, letters, digits, and the following
characters: -, ,!,~,* (,), periods,
and single quotes.

The drop-down box lists the available
domains.

depending on the identity/device profile
type you selected.
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Contact Can only contain letters, digits, and
the following characters: -, _, !, ~, *,(,
), & =, +, $, ?,/, periods, semicolons,

or single quotes.

Contact address. Only available for
identity/device profile types that allow static
registrations.

If the Configure Device via Visual Device Management link is available, you can use it to

4,
configure the device using a graphical device management tool. To do so, click Apply to
save your changes and then click the link to access the tool.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your

changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.5.6 CONFIGURE GROUP NIGHT FORWARDING

Use the User — Group Night Forwarding page to configure the Group Night Forwarding service for the

user.

Group Night Forwarding allows the user's external incoming calls to be redirected to a specified

destination. The destination is configured at the group level.

Group =Users : cherylbaldwin

Options:

Group Night Forwarding

Configure the Group Might Forwarding settings for the user.

J [

Incoming Calls
Outgoing Calls [

B Call Control

OK Apply | [ Cancel |

Group Might Forwarding: (&) Use Group Setting : Off
Qon
Qo

Utilities

[ OK ][ Cancel ]

J [

Apply

Welcome Ruth Margolis [Logout

Figure 41 User — Group Night Forwarding

1. For a selected user, click Call Control. The User — Call Control menu page appears.

2. Click Group Night Forwarding. The User — Group Night Forwarding page appears.

3. To enable the service, select On, to disable it select Off, or to use the group-level setting,
select Use Group Setting. The current value of the setting is displayed next to this option.

Note: The user-level setting takes precedence over the group-level setting.

4. To save the changes, click Apply or OK. Apply saves your changes. OK saves your

changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.5.7 CONFIGURE HOTELING HOST

Use the User — Hoteling Host page to configure a user account and its associated device as a host for
temporary guest users.

E/ Note: A user may not be both a hoteling host and a hoteling guest at the
same time. If both of these services are assigned to a user, that user will be
unable to accept any guests or associate with any hosts until one of these
services is unassigned.

Clearspan’ el -Home

System > CallCenterTesting = CallCenter > Users - Testing04@cctesting aastra.com Welcome Brian Admin [Logout,

Hoteling Host

Hoteling Host allows a userto be designated as a hostuser. A user, who is assigned the hoteling guest service, can then be associated to the host user. When associated, the
hostuser allows the guest user to use the host's device with the guest's senvice profile. If association limit is not enforced, the Guest useris allowed to associate with the Host
user indefinitely.

» Call Control
Calling Plans oK | ey Canoel |
Client Applications

Wessaging
Sevice Scripts
Utilties

Hoteling Host: & on € off

[¥ Enforce Association Limit |24 Hours

Access Level: (" Enterprise @ Group

Associated Guest
Last Name: 1045 First Name: Harlee
Phone Number: 9763331045
Location Dialing Code: Extension: 1045
Association Date: Wed Nov 09 10:24:29 CST 2011

Force Release (Also saves current screen data)

ok | sy | cancel |

Figure 42 User — Hoteling Host
1. For a selected user, click Call Control. The User — Call Control menu page appears.
2. Click Hoteling Host. The User — Hoteling Host page appears.
3. To enable the service, check On, to disable it check Off.
4

In the Association Limit box, specify the maximum length of time in hours (between one
through 999) guests may associate themselves with this user account. If the association
limit is not enforced, the guest user is allowed to associate with the Host user indefinitely. If
the association limit is enforced, the guest user has a defined amount of time that they are
allowed to associate with the Host user.

o

If your group is part of an enterprise, use the Access Level control to determine the scope
of the host. Select Enterprise to allow any users in your enterprise to associate with this
user account, or select Group to restrict access to this host only for users within your group.

6. If a guestis currently associated with this user account, the Associated Guest area of the
page displays the identity of the guest user.

~

Click Force Release to disassociate the listed guest from this host.

@

Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.5.8 TURN PHYSICAL LOCATION ON OR OFF

Use the User — Physical Location page to turn the Physical Location service to on or off for a selected
user. A user with the Physical Location user service must make their calls from the identity/device profile
for which a physical location has been configured. If the user makes a call from another identity/device
profile, the call will not go through.

Help - Home

ers : lest57@marsh aastra.com Welcome Brian Admin [Logout
ptions: B 2

— Physical Location

rofile
TRl Physical Location allows proper support of emergency calling in countries and regions where the location of a user cannot be derlived from a users phone number.

coming
Qutgoing Calls ok | dopy | Cancel

P Call Control
Calling Plans
Physical Location:  on ( Off

Client Applications

Messaqing

OK Apply Cancel

Utilities

Figure 43 User — Physical Location

For a selected user, click Call Control. The User — Call Control menu page appears.
Click Physical Location. The User — Physical Location page appears.

To turn the service on or off, click check On or Off.

A wDN R

Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.5.9 CONFIGURE SHARED CALL APPEARANCE LOCATIONS

Use the Shared Call Appearance (SCA) item on the User — Call Control menu to:

e Configure Shared Call Appearance
e Add a Shared Call Appearance Location

¢ Modify Shared Call Appearance Locations

Clearspan | 72



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

The Shared Call Appearance service allows you to provision up to 35 locations (identity/device profiles)
for a user. These locations share the same line appearance, so they all behave as extensions of a single
line, or user.

One of these provisioned locations is the user’s primary location, while the other locations are called
alternate locations. Users can be assigned any identity/device profile for their primary and alternate
locations.

5.5.9.1 Configure Shared Call Appearance Settings

Use the User — Shared Call Appearance page to list the shared call appearance identity/device profiles
assigned to the user, or to delete an identity/device profile from the user’s account. From this page you
can also access the page to configure device policies for the user.

Shared Call Appearance

Shared Call Appearance allows administrators to allocate additional devices or lines to you. These devices or lines alzo ring just like your primary
phone. You cannot add or remove these devices or lines. If you need assistance, contact your administrator.

| 0K || Apply || Cancel |

[] Alert all appearances for Click-to-Dial calls

[] Alert all appearances for Group Paging calls

[+ Allow Call Retrieve from another location
Multiple Call Arangement: (® on O Off

[+ Allow bridging between locations

[C] Enable Call Park notification

Bridge Warmning tone: (®) None

arge-in only

@) Barge-in and repeat every 30 seconds

Identity/Device Profile Type [4] Identity/Device Profile Name Line/Port Edit

Dyirinars Coenen 4, Bl e pnnbile (enge ASOIEEANNTernDDoln i

Figure 44 User — Shared Call Appearance

1. For a selected user, click Call Control. The User — Call Control menu page appears.
2. Click Shared Call Appearance. The User — Shared Call Appearance page appears.

3. This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to specify
search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

4. To delete a shared call appearance identity/device profile or multiple identity/device
profiles, select the Delete box in the corresponding row.

5. To alert all the shared call appearance locations for group paging calls, select the Alert all
appearances for Group Paging calls box.

6. Select Allow Call Retrieve from another location to dial a feature access code to retrieve an
existing active call from another location.
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7. To allow each of the shared call appearance locations to be used while the user is on a
call, click On next to the Multiple Call Arrangement option. Otherwise, once a user is on a
call, only that shared call appearance location can be used.

Note: This button appears only if the user is assigned this service.

8. Check Allow bridging between locations to allow bridging. This allows one or more users to
pick up the device at a user’s shared call appearance locations and barge in on the user’s
current call.

9. Check Enable Call Park natification to alert all shared call appearance locations when a call
is parked at the user’s extension.

10. For Bridge Warning tone, select from the following:

- None
- Barge-in only
- Barge-in and repeat every 30 seconds

Barge-in and Barge-in and repeat every 30 seconds alert all the users on a call that the
call has been bridged.

11. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
5.5.9.2 Add a Shared Call Appearance Location

Use the User — Shared Call Appearance Add page to add shared call appearance identity/device profiles
for a user.

Cllas "
Clearspan Hsl - Homel
Group = Users : 4693653691 @us.aastra.com Welcome Frisco Group [Logout
Options:
E = Shared Call Appearance Add
rofile
Allows administrators to allocate additional devices or lines to you.
=
Identity/Device Profile Name: [INEREREGTESS) =
*Line/Port | @[ us.zastracom =
Utilities
[¥ Enable this location
¥ Allow Origination from this location
¥ Allow Termination to this location
0K Cancel

Figure 45 User — Shared Call Appearance Add (AS Mode)

For a selected user, click Call Control. The User — Call Control menu page appears.
Click Shared Call Appearance. The User — Shared Call Appearance page appears.
Click Add. The User — Shared Call Appearance Add page appears.

0w d e

Enter values for the fields in the following table:
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FIELD VALUES DESCRIPTION
Identity/Device The drop-down list displays available The name of the identity/device profile to
Profile Name identity/device profiles. assign to this shared call appearance location.

You may select any identity/device profile
configured on the system, or you may select
"New Ildentity/Device Profile" to create a new
identity/device profile by providing additional
settings on this page. See the following table

for details.
Line/Port A valid line/port up to 161 characters  The line, port number, or SIP address of the
in user@domain format. new shared call appearance location,

depending on the identity/device profile type

The user part can contain a leading +, you selected.

letters, digits, and the following
characters: -, !, ~, * (,), periods,
and single quotes.

The drop-down box lists the available
domains.

Public Identity Maximum 161 characters in The SIP address of the new shared call
user@domain format. The user part  appearance location.
can only contain letters, digits, and the - only available in IMS deployments.
following characters: -, ,!,~* (,),
periods, and single quotes.

The available domains are listed in the
drop-down box.

Port Number The drop-down list displays the ports The device port number to assign to this
available on the device. location.

Note that the Port Number field is only
displayed when static line ordering is enabled
for the identity/device type.

Contact Can only contain letters, digits, and the A SIP contact address for the new shared call
following characters: -, _, !, ~,* (,), & appearance location. Only available for
=+, $, ?, /, period, semicolon, or single identity/device profile types that allow static
quotes. registrations.

If you choose to create a new identity/device profile, you must configure the new
identity/device profile using the following settings:
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FIELD VALUES DESCRIPTION

New Identity/Device Profile Name 1 to 80 characters. A descriptive name for the new
identity/device profile.

New Identity/Device Profile Type  The drop-down list displays the list of The type of identity/device
available identity/device profile types. profile to use as a basis for your
new identity/device profile.

Host Name/IP Address 1 to 80 characters. Cannot contain The network address of the new
spaces or the @ symbol. identity/device profile.
Port 1025 to 65535 The IP port used by the new

identity/device profile on the
host specified above.

Mac Address 12 characters containing only The MAC address of the
uppercase letters and digits. hardware represented by the
identity/device profile.

Line/Port A valid line/port up to 161 The line, port number, or SIP
characters in user@domain format. address of the new shared call

The user part can contain a leading ﬁﬁaﬁ:r%r;ﬁitl;/%ag\'/?gé %?g;gdmg
+, letters, digits, and the following  type you selected.

characters: -, ,!,~,* (,), periods,

and single quotes.

The drop-down box lists the available

domains.

Public Identity Maximum 161 characters in The SIP address of the new
user@domain format. The user shared call appearance
part can only contain letters, digits, location.
and the following characters: -, _, !, only available in IMS

~,*, (,), periods, and single quotes. deployments.

The available domains are listed in
the drop-down box.

Port Number The drop-down list displays the ports The device port number to
available on the device. assign to this location. You
select the port number from the
list of ports available on the
device.

Note that the Port Number field
is only displayed when static line
ordering is enabled for the
identity/device type.

Contact Can only contain letters, digits, and A SIP contact address for the
the following characters: -, _,!,~,*,  new shared call appearance
() & = +9$, 2,/ periods, location. Only available for
semicolons, or single quotes. identity/device profile types that

allow static registrations.

5. To enable this location, check the Enable this location box.
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6. To allow call originations from this location, check the Allow Origination from this location
box. The system or group administrator configures this option. Typically this configuration
is performed when the location is added to the Shared Call Appearance service profile. If
the option is disabled for a Shared Call Appearance location, then originations from that
location are denied and the call is released with cause FORBIDDEN. This option does not
impact the ability of the user to make an emergency or repair call from that location.

7. To allow call originations from this location, check the Allow Termination to this location
box. The system or group administrator configures this option. Typically this configuration
is performed when the location is added to the Shared Call Appearance service profile. If
the option is disabled for a Shared Call Appearance location, then the location is not alerted
when the user receives a call. The location is marked as unreachable.

For the Click To Dial scenario, the user’s primary location is initially alerted, and the call
origination proceeds when the user answers from the primary location. If the Alert all
appearances for click-to-dial calls option is enabled, then the primary and alternate
locations are alerted and the user proceeds with the call origination by answering any of
the alerted locations. If the “Allow termination” option is disabled for a Shared Call
Appearance location, then that location is not alerted for the Click To Dial scenario.

8. Save your changes. Click OK. OK saves your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
5.5.9.3 Modify Shared Call Appearance Locations

Use the User — Shared Call Appearance Modify page to modify or delete a shared call appearance
location for a user.

Help - Home
Group = Users : 4693653691@us.aastra.com ‘Welcome Frisco Group [Logout

Shared Call Appearance Modify

Allows administrators to delete or configure additional devices or lines, dissociate and associate a given SCA location (terminal) and allows termination or origination of calls from]
a given SCAterminal. When a terminal is dissociated from a user, it becomes transparent to Clearspan and is not presented with incoming calls.

Call Control ok | oy | Dete | cancel |

Calling Plans

IdentityiDevice Profile Name: Audrey_Bria (Group) Configure IdentityDevice Profile
Line/Port: 46923653691_1@us.aastra.com
[¥ Enable this location

[¥ Allow Crigination from this location

[¥ Allow Termination to this location

ok |  mpy |  Deete | cames |

Figure 46 User — Shared Call Appearance Modify (AS Mode)

1. On the User — Call Control menu page, click Shared Call Appearance. The User — Shared
Call Appearance page appears.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

Clearspan | 77



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

2. Click Edit or any item on the row for the shared call appearance location. The User —
Shared Call Appearance Modify page appears.

3. To delete the shared call appearance location, click Delete. The previous page appears.

Warning: The delete function cannot be undone. Once you click Delete,
your deletion is final. Click Cancel if you want to avoid a deletion.

4. To configure the identity/device profile used by this location, click Configure
Identity/Device Profile. The Group — Identity/Device Profile Modify page appears. For
more information on configuring identity/device profiles, see the Clearspan Application
Server Group Web Interface Administration Guide — Part 1.

Note: If you do not have the administrative privileges required to modify the
identity/device profile, you see “Not Configurable”.

5. Select the following Shared Call Appearance Add Location Control options:

- Enable this location

- Allow Origination from this location — The system or group administrator configures this
option. Typically, this configuration is performed when the location is added to the
Shared Call Appearance service profile. If the option is disabled for a Shared Call
Appearance location, then originations from this location are denied and the call is
released with cause FORBIDDEN. This option does not impact the ability of the user to
make an emergency or repair call from this location.

- Allow Termination to this location — The system or group administrator configures this
option. Typically, this configuration is performed when the location is added to the
Shared Call Appearance service profile. If the option is disabled for a Shared Call
Appearance location, then the location is not alerted when the user receives a call. The
location is marked as unreachable.

For the click-to-dial scenario, the user’s primary location is alerted, and the call
origination proceeds when the user answers from the primary location. If the “Alert all
appearances for click-to-dial calls” option is enabled, then the primary and alternate
locations are alerted and the user proceeds with the call origination by answering any of
the alerted locations. If the “Allow termination” option is disabled for a Shared Call
Appearance location, then this location is not alerted for the click-to-dial scenario.

6. If the Configure Device via Visual Device Management link is available, you can use it to
configure the device using a graphical device management tool. To do so, click Apply to
save your changes and then click the link to access the tool.

7. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.5.10 CONFIGURE VIDEO ADD-ON

Use the User — Video Add-On page to configure an identity/device profile for a selected user’s Video Add-
On service. With the Video Add-On service, a user can receive the video portion of calls on a different
device or network element than his or her usual telephone. For example, the user can answer an
incoming video call on his or her Remote Office phone, while viewing the video portion of the call on his
or her home computer screen.

Users can enable and disable this service for themselves, and can configure the timeout value for
incoming video calls, but only an administrator may provision an identity/device profile for the service.

Clearspan’ beip - Home
Group > Users : 4693653691@us.aastra.com Welcome Frisco Group [Logout
ortions: Video Add-On

Video Add-On allows you to configure a video-capable device in addition to your phone. The configured device will be used when you make a callto a person that has video
capability. It should be noted that when you make a call, the time it takes to startthe call is increased so that the video can be setup. You can specify the longest you want to wait
by changing the ‘Maximurmn Originating Call Delay time

oK | oty | Cancel |

» Call Control

Calling Plans
Client Applications

Video Add-On: & on  Of

Ulilities
Maximum Originating Call Delay: |5 seconds =/

¥ |dentity/Device Profile Mane
IdentityDevice Profile
Identity/Device Profile Name: |Audreyjma (Group)

* Line/Port:[4693653631_2 @|us.aastra.com =]

ok | oty | Cancel |

Figure 47 User — Video Add-On
For a selected user, click Call Control. The User — Call Control menu page appears.
Click Video Add-On. The User — Video Add-On page appears.

To enable the service check On, to disable it check Off.

A WD

Select the maximum delay time for video calls from the Maximum Originating Call Delay
drop-down list.

5. Specify an identity/device profile for the service.

- Check Identity/Device Profile to assign a specific identity/device profile to the user. When
you click this button, a new area of controls appears, allowing you to specify the
identity/device profile.

FIELD VALUES DESCRIPTION
Identity/Device The drop-down list displays available The name of the identity/device profile to
Profile Name identity/device profiles. assign to this user. You may select any

video-enabled identity/device profile
configured on the system, or you may select
“New Identity/Device Profile” to create a new
identity/device profile by providing additional
settings on this page. See the following
table for details.

Line/Port A valid line/port up to 161 characters  The user's line, port number, or SIP
in user@domain format. address, depending on the identity/device

. . fil I .
The user part can contain a leading profile type you selected

+, letters, digits, and the following
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FIELD

VALUES

DESCRIPTION

characters: -, ,!,~,* (,), periods,
and single quotes.

The drop-down box lists the available
domains.

Port Number

The drop-down list displays the ports
available on the device.

The device port number. You select the port
number from the list of ports available on the
device.

Note that the Port Number field is only
displayed when static line ordering is
enabled for the identity/device profile type.

Contact

Can only contain letters, digits, and the
following characters: -, _,!,~,* (,), &

=+, $, ?, /, periods, semicolons, or
single quotes.

A SIP contact address for the user. Only
available for identity/device profile types that
allow static registrations.

You can also re-configure the identity/device profile assigned to the user by clicking Configure
Identity/Device Profile, if shown. The Identity/Device Profile Modify page displays.

If you choose to create a new identity/device profile, you must configure the new identity/device
profile using the following settings:

FIELD

VALUES

DESCRIPTION

New Identity/Device 1 to 80 characters.

A descriptive name for the new

Profile Name identity/device profile.
Identity/Device The drop-down list displays the The type of identity/device profile to use as
Profile Type available identity/device profile types. a basis for your new identity/device profile.

Only video-enabled identity/device profile
types are listed.

Host Name/IP

1 to 80 characters. Cannot contain

The network address of the new

Address spaces or the @ symbol. identity/device profile.

Port 1025 to 65535 The IP port used by the new identity/device
profile on the host specified above.

MAC Address 12 characters containing only The MAC address of the hardware

uppercase letters and digits.

represented by the identity/device profile.

Port Number

Up to 161 characters in
user@domain format.

The user part can contain a leading
+, letters, digits, and the following
characters: -, ,!,~,* (,), periods,
and single quotes.

The drop-down box lists the available
domains.

The device port number. You select the port
number from the list of ports available on the
device.

Note that the Port Number field is only
displayed when static line ordering is
enabled for the identity/device profile type.

Line/Port

The drop-down list displays the ports
available on the device.

The user's line, port number, or SIP
address, depending on the identity/device
profile type you selected.

Clearspan | 80



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

FIELD VALUES DESCRIPTION

Contact Can only contain letters, digits, and the A SIP contact address for the user. Only
following characters: -, _,!, ~, * (,), & available for identity/device profile types that
=+, $, ?, /, periods, semicolons, or allow static registrations.

single quotes.

- Check None to assign the user no identity/device profile.
6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.6 USER - CALLING PLANS MENU

Use the items on the Users — Calling Plans menu to perform the following configuration tasks (that only
you can do for the user):

e Configure Incoming Calling Plan

e Configure Outgoing Digit Plan

o Configure Outgoing Calling Plan

e Configure Incoming Calling Plan

e Configure Outgoing Authorization Codes
e Configure Transfer Numbers

¢ Configure Outgoing Pinhole Digit Plan

5.6.1 ACCESS USER - CALLING PLANS MENU

You use the Users — Calling Plan menu page to perform user management functions related to calling
plans.

— =

Clearspan Holp - ome
Group = Users : testS3@marsh aastra.com Welcome Group Administrator [Logout
Options:

Calling Plans

Incoming Plan Outgeing Plan
0ing Calls Incoming Calling Plan Outgoing Calling Plan
Call Conirol Display the type of phone numbers you can receive calls from. Display the type of phone numbers you can call
B Calling Plans . o
e eTE Outgoing Authorization Codes
ent Ap catio
f— Define the authorization codes to be used on outgoing calls as
llessaging defined in the Qutgoing Calling Plan.
Semice Scripts . .
Utilities Outgoing Digit Plan

Display the special type of phone numbers you can call.

Transfer Numbers

Define the transfer numbers that are used when a caller makes an
outgoing call that requires operator assistance as defined in the
Outgoing Plan

Figure 48 User - Calling Plans
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On the Group — Profile menu page, click Users. The Group — Users page with search criteria boxes
appears.

To display the list of users, enter the search criteria and click Search. The Group — Users page
displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages allow you to
search several different ways. You can click the heading of a column to change the sort order of
items in the column, use the input boxes below the data to specify search criteria, or click the page
links, for example, Next or Previous. For more information on defining search criteria, see the
Clearspan Getting Started Web Interface Administration Guide.

Click Edit or any item on the row for the user. The User — Profile menu page appears.
Click Calling Plans. The User — Calling Plans menu page appears.

To display your Home page, click Group or Home.

5.6.2 CONFIGURE INCOMING CALLING PLAN

Use the User — Incoming Calling Plan page to configure or change the incoming calling restrictions for a
selected user.

W d e

Cl

Group = Users ' 4693

arspan’ Help - Home

91@us aasira.com Welcome Frisco Group [Logout

o;]nuns; Incoming Calling Plan

Incoming Calling Plan allows you to view the calling plan rules for your incoming calls. Only your administrater can change the call types that are permitted.

ok | roply | Cancel |

[~ Custom Settings

Permitted Name
F Calls From Within Group
Y =] Calls From Outside Group
F Collect Calls
= 212 screen
=4 10 digit screen 1
= ™
F 911
=4 Aomic Clock
Legend
Allow: Y
Partial - Allow only if transferred by a group user: P
Block:N
ok | mey | caneel |

Figure 49 User — Incoming Calling Plan

For a selected user, click Calling Plans. The User — Calling Plans menu page appears.
Click Incoming Calling Plan. The User — Incoming Calling Plan page appears.
To make the user settings editable, select the Custom Settings check box.

In the Calls From Within Group, Collect Calls, and any rules for digit string numbers, select
(allow) or unselect (prevent) the Permitted check box for the user, for one or more of the

call types.

In the Calls From Outside Group drop-down list, choose one of these settings:

“Y” Allows user to receive all calls from outside the group.

Clearspan | 82




Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

“P” Allows user to receive calls from outside the group only if the outside call is
transferred or forwarded to the user by another user inside the group.

“N” Prevents user from receiving all calls from outside the group, even if the outside call
has been transferred or forwarded by a user inside the group.

Note: Fully restricted users ("N" for Calls From Outside Group) cannot pick
up outside calls in their call pickup group or outside calls parked by a user in
their group.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.6.3 CONFIGURE OUTGOING CALLING PLAN

Use the User — Outgoing Calling Plan page to configure or change the outgoing calling restrictions for a
selected user. For information on configuring transfer numbers for use on this page, see section 5.6.6
Configure Transfer Numbers.

The system can be configured to assign a unique set of call types for calls a user transfers or forwards
(system default). The system can also be configured to apply a unique set of call types only for calls a
user forwards. One of the tabs on this page changes according to the system configuration, as follows:

TAB DESCRIPTION
Originating Calls You use this tab to configure the types of calls the user is allowed to
make.

Depending on the Outgoing Calling Plan service assigned to your
group (Outgoing Calling Plan or Enhanced Outgoing Calling Plan)
the information on this tab changes.

Initiating Call Depending on the system configuration you use this tab either to
Forwards/Transfers configure the types of calls the user is allowed to forward and

or transfer or only the types of calls the user is allowed to forward.

The system can be configured to assign a unique set of call types
for calls a user transfers or forwards (system default). The system
can also be configured to apply a unique set of call types only for
calls a user forwards.

Initiating Call Forwards

Being You use this tab to specify whether user’s calls can be forwarded or
Forwarded/Transferred transferred outside the user’s group.
Call Me Now You use this tab to configure the types of calls the user is allowed to

make for the Call Me Now service. This tab only appears if the Call
Me Now service has been authorized for your group.
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Help - Home

3691@us.aastra.com Welcome Frisco Group [Logout]

Outgoing Calling Plan

Qutgoing Calling Plan allows you to view the calling plan rules for your outgoing calls. Only your administrator can change which call types are permitted

ok | Mooy | cance |

¥ Custom Settings

Initiating Call Forwards/ Transfers Being Forwarded/ Transferred

Uiiliies Permitted Name Description

V= Group Galls within the business group
v = Local Calls within the local calling area
V= Toll Free Galls made to lollfree numbers
v = Toll Local toll calls
[a =l International International calls
V= Operator Assisted Calls made with the chargeable assistance of an operator
v = Chargeable Directory Assistance Direclory assistance calls
Y = Special Services | Special Services | (700 Number) calls
Y = Special Senices Il Special Senices Il
N =l Premium Services | Premium Services | (00 Number) calls
[N= Premium Services Il Premium Services 11 (976 Number) calls
N =l Casual 1010%XX chargeable calls. Example: 1010321
V= URL Dialing Calls from intemet
Y = Unknown Unknown call type

S Allow: Y

Block N

Authorization code required: A
Transfer to 1st fransfer number. T1
Transfer to 2nd transfer number: T2
Transfer to 3rd transfer number: T3

ok | ey | cad |

Figure 50 User — Outgoing Calling Plan Originating Calls Tab

For a selected user, click Calling Plans. The User — Calling Plans menu page appears.

Click Outgoing Calling Plan. The User — Outgoing Calling Plan page appears.. The

Originating Calls tab is displayed by default.
To make the user settings editable, select the Custom Settings check box.

Edit the Originating Calls settings.

If your group has been assigned the Outgoing Calling Plan service, for each call type

listed check or uncheck the Permitted check box to allow or block the call type.

If your group has been assigned the Enhanced Outgoing Calling Plan service, for each

type of call listed, select "Y”, "N”, "A", or "TX":
m  "Y" or "N" means the user can or cannot make that type of outgoing call.

m  "A" means the user must enter an authorization code to make that type of outgoing

call.

m "TX" (where X =1, 2, or 3) means that the user is transferred to the specified transfer

number upon attempting to make that type of outgoing call.
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Incoming Calls
Outgoing Calls
Call Control
Calling Plans
Client Applications
Messaaing
Utilities

Clearspan’
Group = Users : 4693653691 l@LIS aastra.com
Op‘:'l:"e Outgoing Calling Plan
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Special Semvices |l
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Premium Senvices Il (976 Number) calls

1010XXX chargeable calls. Example: 1010321

Calls from internet

Unknown call type

Figure 51 User — Outgoing Calling Plan Initiating Call Forwards/Transfers Tab

5. To edit the Initiating Call Forwards/Transfers settings or the Initiating Call Forwards
settings, click the Initiating Call Forwards/Transfers tab or the Initiating Call Forwards tab.

6. To make the user settings editable, check the Custom Settings box.

7. Configure the settings as follows.

To allow a call type, select the Permitted check box.

To prevent a call type, unselect the Permitted check box.

«

Options:
Profile

@arspa

Users: te

n

@marsh_aastra.com

Help -Home

Welcome Group Administrator [Logout]

Outgoing Calling Plan

Qutgoing Calling Plan allows you to view the calling plan rules for your outgoing calls. Only your administrator can change which call

Incoming Calls
Cutgoing Calls
Call Control

B Calling Plans
Client Applications

WMessaging

Senvice Scripts

types are permitted.

oKk | ey | cancel |

Custom Settings

Initiating Call Forwards/Transfers

Utilities Permitted Name Description
= Qutside Group Being Forwarded/Transferred to a party outside ofthe business group
ok | ey | cancel |
Figure 52 User — Outgoing Calling Plan — Being Forwarded/Transferred Tab
8. To make the user settings editable, check the Custom Settings box.
9. To allow or prevent user’s calls from being forwarded or transferred outside the user’s
group, select or deselect the Permitted check box.
10. To edit the Call Me Now settings (if applicable), click the Call Me Now tab.
11. To make the user settings editable, check the Custom Settings box.
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12. Configure the settings as follows:

- To allow a call type, select the Permitted check box.

- To prevent a call type, unselect the Permitted check box.
13. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.
5.6.4 CONFIGURE OUTGOING AUTHORIZATION CODES

Use the User — Outgoing Authorization Codes page to:

o Delete User Outgoing Authorization Codes

e Add an Outgoing Authorization Code

5.6.4.1 Delete User Outgoing Authorization Codes

Use the User — Outgoing Authorization Codes page to list the outgoing authorization codes currently
assigned to the selected user.

Clearspan’ Help - Home
Group > Users : 4693653691 @us.aastra.com Welcome Frisco Group [Logou
L3 Outgoing Authorization Codes

Create new authorization codes and manage existing authorization codes for a user.

| ooty | ad | caned |

[ Custom Settings

Utilities Delete Codes [&] Description
r 3675 Brandon's AuthCode

ok | mey | ad | caned |

Figure 53 User — Outgoing Authorization Codes

1. For aselected user, click Calling Plans. The User — Calling Plans menu page appears.

2. Click Outgoing Authorization Codes. The User — Outgoing Authorization Codes page
appears. The page lists any custom outgoing authorization codes currently assigned to the
selected user.

3. To delete a code, select Delete and click Apply.

4. To display the previous page, click OK or Cancel.

Note: Unselecting the Custom Settings box and saving your changes (by
clicking OK or Apply) deletes all custom authorization codes currently
assigned to the selected user.
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5.6.4.2 Add an Outgoing Authorization Code

Use the User — Codes Management Add page to add an authorization code for the selected user.

Clearspan’ el - Home
Group = Users : 4693653691 @us.aastra.com Welcome Frisco Group [Logout]
s Codes Management Add

Create a new authorization code for a user.

o
* Account’Authorization Code

Description |

Utilities

0K Cancel

Figure 54 User — Codes Management Add

1. For a selected user, click Calling Plans. The User — Calling Plans menu page appears.

2. Click Outgoing Authorization Codes. The User — Outgoing Authorization Codes page
appears.

3. To make the user settings editable, select the Custom Settings check box and click Apply
to save your change.

4. Click Add. The User — Codes Management Add page appears.

5. Enter the new authorization code, with a brief description if desired. An authorization code
must be an integer between two through 14 digits.

6. Click OK. The User — Outgoing Authorization Codes page appears, listing your new
authorization code.

7. To display the previous page, click OK or Cancel.

Note: Unselecting the Custom Settings box and saving your changes (by
clicking OK or Apply) deletes all custom authorization codes currently
assigned to the selected user.

5.6.5 CONFIGURE OUTGOING DIGIT PLAN

Use the User — Outgoing Digit Plan page to configure or change the outgoing calling restrictions based on
the phone number patterns for a selected user.

For information on configuring the call types (digit strings) listed on this page, see the Clearspan
Application Server Group Web Interface Administration Guide — Part 1. This page contains the following
tabs:

TAB DESCRIPTION
Originating Calls You use this tab to configure the types of calls the user is allowed to
make.

Depending on the Outgoing Calling Plan service assigned to your
group (Outgoing Calling Plan or Enhanced Outgoing Calling Plan) the
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TAB DESCRIPTION

information on this tab changes.
Initiating Call The system can be configured to assign a unique set of call types for
Forwards/Transfers calls a user transfers or forwards (system default). The system can
or also be configured to apply a unique set of call types only for calls a

Initiating Call Forwards

user forwards.

Depending on the system configuration you use this tab either to
configure the types of calls the user is allowed to forward and transfer
or only the types of calls the user is allowed to forward.

Call Me Now You use this tab to configure the types of calls the user is allowed to

establish for the Call Me Now service. This tab only appears if the
Call Me Now service has been authorized for your group.

Clearspan |

Help - Home

Group = Users : 4693653691 @us. aastra. com Welcome Frisco Group [Logout]

Options:

Qutgoing Digit Plan

Qutgoing Digit Plan allows you to view the digit calling plan rules for your outgeing calls. Only your administrater can change which call types are permitted.

ok | _ Moy | Caned |

¥ Custom Settings

Messaging Initiating Call Forwards/ Transfers
Utilities Permitted Name
Y = 212 screen
Y~ 10 digit screen 1
Y T XU
= a1
Y 7 Atamic Glock
Legend
Allow: ¥
Block: N
Authorization code required: A
Transfer to 1stiransfer number. T1
Transfer to 2nd transfer number: T2
Transfer to 3rd transfer number: T3
ok | _ ey | cawel |

Figure 55 User — Outgoing Digit Plan (Originating Calls Tab)
For a selected user, click Calling Plans. The User — Calling Plans menu page appears.
Click Outgoing Digit Plan. The User — Outgoing Digit Plan page appears.
To make the user settings editable, select the Custom Settings check box.

To edit the Originating Calls settings, click the Originating Calls tab.

- If your group has been assigned the Outgoing Calling Plan service, for each call type

listed check or uncheck the Permitted check box to allow or block the call type.

- If your group has been assigned the Enhanced Outgoing Calling Plan service, for each

type of call listed, select “Y”, “N”, “A”, or “TX":
- “Y” or “N” means the user can or cannot make that type of outgoing call.
- “A” means the user must enter an authorization code to make that type of outgoing call.

- “TX” (where X =1, 2, or 3) means that the user is transferred to the specified transfer
number upon attempting to make that type of outgoing call.
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AN e .
Clearspan Help - Home
Group = Users - 4893653691@us aastra com Welcome Frisco Group [Logout

Options:

Outgoing Digit Plan

OQutgoing Digit Plan allows you to view the digit calling plan rules for your outgoing calls. Only your administrator can change which call types are permitted

ok | _ ek | cancel |
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Messaging Initiating Call Forwards/Transfers
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Figure 56 User — Outgoing Digit Plan Initiating Call Forwards/Transfers Tab

5. To edit the Initiating Call Forwards/Transfers or the Initiating Call Forwards settings, click
the Initiating Call Forwards/Transfers tab or the Initiating Call Forwards tab.

6. To make the user settings editable, select the Custom Settings check box.

7. Configure the settings as follows:

- To allow a call type, select the Permitted check box.

- To prevent a call type, unselect the Permitted select box.
8. To edit the settings for Call Me Now calls, if applicable, click the Call Me Now tab.

9. To make the user settings editable, select the Custom Settings check box.

10. Configure the settings as follows:

- To allow a call type, select the Permitted check box.

- To prevent a call type, unselect the Permitted select box.
11. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.6.6 CONFIGURE TRANSFER NUMBERS

Use the User — Transfer Numbers page to configure or change the transfer numbers used in the selected
user’s outgoing calling plan. You can configure up to three transfer numbers for use with the selected
user’s outgoing calls.

A W Dd R

Help - Home

Welcome Frisco Group [Logout

Group = Users : 469 I1@us.aastra.com

options:

Profile

Transfer Numbers

Create transfer numbers for users that are used on outgoing calls, as specified in the Outgoing Calling Plan

[

mopy | cancel |

¥ Custom Settings
TransferumbsM'l—
Tensfertwmper2:[
TransTErNumberﬁ.l—

Utilities

Cancel |

ok | mov |

Figure 57 User — Transfer Numbers

For a selected user, click Calling Plans. The User — Calling Plans menu page appears.
Click Transfer Numbers. The User — Transfer Numbers page appears.
To make the user settings editable, select the Custom Settings check box.

Enter the desired numbers in the boxes provided. An outgoing phone number must be
between two through 30 digits and can contain only digits or be in E.164 format. Additional
spaces and dashes are allowed but are not included in the number.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

Note: Unselecting the Custom Settings box and saving your changes (by
clicking OK or Apply) deletes all transfer numbers currently assigned to the
selected user.
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5.6.7 CONFIGURE OUTGOING PINHOLE DIGIT PLAN

Use the User — Outgoing Pinhole Digit Plan page to override the outgoing calling restrictions imposed by
the Outgoing Calling Plan and Outgoing Digit Plan for a selected user. For information on configuring the
call types listed on this page, see the Clearspan Application Server Group Web Interface Administration
Guide — Part 1.

For information on configuring transfer numbers for use on this page, see section 5.6.6 Configure
Transfer Numbers.

The Outgoing Pinhole Digit Plan allows you to override calling restrictions imposed by the Outgoing
Calling Plan and Outgoing Digit Plan at the group, department, or user level.

When a call is placed, the number is checked against assigned pinhole digit strings (whether assigned to
the individual user or to their department or group) before applying the Outgoing Calling Plan and
Outgoing Digit Plan screening services. If the number matches any assigned pinhole digit pattern, the
call that would otherwise be blocked by the Outgoing Calling Plan or Outgoing Digit Plan may be allowed.

Note that if a user does not have individual assignments, their department pinhole digit string settings
take effect. If the user is not assigned to a department, then the group default assignments take effect.

This page contains the following tabs:

TAB DESCRIPTION

Originating Calls You use this tab to configure the types of calls the user is allowed to
make.

Initiating Call The system can be configured to assign a unique set of call types

Forwards/Transfers for calls a user transfers or forwards (system default). The system

can also be configured to apply a unique set of call types only for

or calls a user forwards.

Initiating Call Forwards Depending on the system configuration you use this tab either to
configure the types of calls the user is allowed to forward and
transfer or only the types of calls the user is allowed to forward.

Call Me Now You use this tab to configure the types of calls the user is allowed to
make for the Call Me Now service. This tab only appears if the Call
Me Now service has been authorized for your group.
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Welcome Ruth Margolis [Logout]
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Figure 58 User — Outgoing Pinhole Digit Plan (Originating Calls Tab)

1. For a selected user, click Calling Plans. The User — Calling Plans menu page appears.

2. Click Outgoing Pinhole Digit Plan. The User — Outgoing Pinhole Digit Plan page appears.
The Originating Calls tab is displayed by default.

3. To make the user settings editable, select the Custom Settings check box.
4. Configure the setting for originating calls. For each type of call listed, select “Y”, “N”, “A”, or
HTX”:

- “Y” or “N” means the user can or cannot make that type of outgoing call.
- “A” means the user must enter an authorization code to make that type of outgoing call.

- “TX” (where X =1, 2, or 3) means that the user is transferred to the specified transfer
number upon attempting to make that type of outgoing call.
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Figure 59 User — Outgoing Pinhole Digit Plan (Initiating Call Forwards/Transfers Tab)

5. To edit the settings for forwarding and or/transferring calls, click the Initiating Call
Forwards/Transfers tab or the Initiating Call Forwards tab.

6. To make the user settings editable, select the Custom Settings check box.
7. Configure the settings as follows:

- To allow a call type, select the Permitted check box.

- To prevent a call type, unselect the Permitted select box.

Group > Users : cherylbaldwin Welcome Ruth Margolis [Logout

Outgoing Pinhole Digit Plan

Outgoing Pinhole Digit Plan allows you to view the Pinhole dight calling plan rulas for your outgoing calls. Gnly your
adminlstrator can change which call types are permitted.

O =

[ Custom Settings

Originating Calls Initiating Call Forwards/ Transfers
hole Mama

Pinhole

b 1-800 Calls

el France
b Overseas
Legend
Ignore: |
Allow Y
Cancal

Figure 60 User — Outgoing Pinhole Digit Plan (Call Me Now Tab)
8. To edit the settings for Call Me Now calls, click the Call Me Now tab.
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9. To make the user settings editable, select the Custom Settings check box.

10. Configure the settings as follows:

- To allow a call type, select the Permitted check box.

- To prevent a call type, unselect the Permitted select box.
11. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.

5.7 USER - CLIENT APPLICATIONS MENU

Use the items on the Users — Client Applications menu to configure the following tasks (that only you can
do for the user).

5.7.1 ACCESS USER - CLIENT APPLICATIONS MENU

You use the Users — Client Applications menu to perform user management functions related to client
applications.

= ™
Clearspan Hielp - Home
Group = Users : Testing01@cctesting aastra.com Welcome Marsh Beverly [Logout
Options: . . .
0 Client Applications
Incoming Calls Basic Advanced
Outqoing Calls Busy Lamp Field Clearspan Agent
Call Control Allows monitoring user phone status via a SIP Attendant Console  Clearspan Agent is a clientthat enables users to perform typical
Calling Plans Phaone call center agent activities, call control, basic reporting and senice
configuration. Also displays which users are call center
» Client Applications i
—— CommPilot Call Manager supenvisors for the agent
lessaaing Provide a web-based client for a user instead of using star codes R -
Senice Scripts or pressing the flash hook. The client provides avisual, graphical  Clearspan Assistant - Enterprise
Utilities userinterface that is used to initiate, manipulate, and release calls. Clearspan Assistant - Enterprise is a toolbar for Microsoft Outlook
. and Internet Explorer that enables users to perform basic call
Client Call Control control, and configure commonly used senices
Provide access to your account for third-party call control ) )
applications Client License 15

R Client License 15
Outlook Integration - On

Access your Outlook contact information from your CommpPilot call Eelvcom Phone Services

Manager. Integrate Clearspan services with the Polycom family phane
) . senices

Office Communicator Tab

Adds a Clearspan feature control tab to Microsoft Office uc-Connect

Communicator. UC-Connect

Figure 61 User —Client Applications Menu

1. On the Group — Profile menu page, click Users. The Group — Users page with search
criteria boxes appears.

2. To display the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
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information on defining search criteria, see the Clearspan Getting Started Web Interface

Administration Guide.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.

4. Click Client Applications. The User — Client Applications menu page appears.

5. To display your Home page, click Group or Home.

5.7.2 CONFIGURE BUSY LAMP FIELD

Use the User — Busy Lamp Field page to allow users to configure and view their busy Lamp Field list.

The Busy Lamp Field (BLF) lets users monitor the hook status and remote party information of users

through the display of an attendant console phone.

Group administrators provision the list of monitored users with SIP phones available for users to monitor

in either their group or enterprise.

Clearspan’

Group = Users : test57@marsh.aastra.com

Welcome Group Administrator [Logout

Help - Home

ok | appy | cancel |

Options: A
pp : Busy Lamp Field
rofile

N T Busy Lamp Field allows you to create a list of users to monitor via your SIP Attendant Console Phone and assign a SIP URI to the list

Outgoing Calls oK I Apply | Cancel

Call Control

Calling Plans

B Client Applications ListURI: sip: | @| marsh.aastra.com x]

Messaging

Senvice Scripts Enter search criteria below

Utilities -
Last Name j IStans Wlthj I + Search
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1002, Test53 (tests3@marsh. aastra.com)
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1005, Test39 (test39@marsh.aastra.com)
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1012, Test3%a (test3%a@marsh.aastra.com)
1013, Test53a (testi3a@marsh.aastra.com) Add All 55
1014, Testoha (testiba@marsh.aastra.com) —I
1015, Test57a (testi7ai@marsh.aastra.com) Remave All =|

Move Up | Move Down

Figure 62 User —Busy Lamp Field

1. For a selected user, click Client Applications. The User — Client Applications menu page

appears.

2. Click Busy Lamp Field. The User — Busy Lamp Field page appears.

3. Type the name to associate with the list of users to monitor and select the Domain from the
drop-down list. The hame can only contain a leading plus sign, letters, numbers, and the
following characters: -, ,!, ~, *, (,), periods, or single quotes.
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4. The SIP-URI address must be unique within the system among all SIP-URIs assigned to
monitoring lists for the Busy Lamp Field service.

5. Add users to the group:
- Tofind a user, enter search criteria in the fields provided and click Search. For more

information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

- In the Available Users column, select the users to be assigned. You can select some or
all of the items in a column. Item names are listed in alphabetical order. To select
several items in sequential order, click the first name, hold down the SHIFT key on the
keyboard, and click the last name. To select several items, but not in a particular order,
click the names while holding down the CTRL key on the keyboard.

- To assign the selected users, click Add >. To move all users (unselected) at once, click
Add All >>,

6. Remove assigned users.

In the Assigned Users column, select the users and click Remove <. To move all users
(unselected) at once, click Remove All <<,

7. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.

5.8 USER - MEET-ME CONFERENCING MENU

Use the User — Meet-Me Conferencing menu page to perform the following user management functions
(that only you can do for the user):

e Restrict Number of Conference Participants

e Create Conference with Restricted Number of Participants

5.8.1 ACCESS THE USER - MEET-ME CONFERENCING MENU

You use the User — Meet-Me Conferencing menu page to perform user management functions related to
Meet-Me Conferencing.

Options:
meme Meet-Me Conferencing

Incoming Calls Basic Advanced
;T'T]%::I—“I Conferences Bridges
= Create and manage conferences. View the conference bridges assigned to you
Calling Plans
Client Applications Recordings

B Meet-Me Conferencing Access and manage conference recordings.
Messaqing
Service Scripts
Utilities

Figure 63 User — Meet-Me Conferencing
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On the Group — Profile menu page, click Users. The Group — Users page with search
criteria boxes appears.

To display the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

Click Edit or any item on the row for the user. The User - Profile menu page appears.

In the Options list, click Meet-Me Conferencing. The User — Meet-Me Conferencing menu
page appears.

To display your Home page, click Group or Home.
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5.8.2 RESTRICT NUMBER OF CONFERENCE PARTICIPANTS

Use the User — Meet-Me Conference Modify page to restrict the number of participants in an existing
conference.

Group =Users - mariobueno Welcome Ruth Margolis [Logout
e Meet-Me Conference Modify

Iodify the existing conference.

[ ok J[ sy J[ Delte | [ cancel

Calling Plans
Client Applications
B Meet-Me Conferencing

Bridge Mame: corpaorate

* Title: | one-time

Utilities

Account Code:
Estimated number of paricipants:

O Rrestrict number of participants to
[] Mute all attendees on entry
[[] End conference when moderator departs
IModerator required to start conference
[] Enable security pin
[] Allow Unique Identifier
When attendees joinleave: & Playtone O Play recorded name O No notification

Type: O one Time O Recurring & Reservationless

r Scheduling Details
Conference Time:
Start Date: [10/15/2012 T (rmmieleltyyy)
“End Date: (& Never

O Date |11/15/2012 T8 fmmiddtyyyy)

r Conference Access
Fhone Mumber: Mone

Extension: Mone
Conference ID: 010196

r Moderator Access
Fhone Mumber: Mone
Extension: None

IModerator Pin: 108029

[ ok | [ 2ot J[ Deee | [ cancal |

Figure 64 User — Meet-Me Conference Modify

1. On the User — Meet-Me Conferencing menu page, click Conferences. The User — Meet-
Me Conferences page appears.

2. Inthe row of the conference to edit, click Edit. The User — Meet-Me Conference Modify
page appears.

3. Check Restrict number of participants to <X> and enter the number in the text box.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.8.3 CREATE CONFERENCE WITH RESTRICTED NUMBER OF PARTICIPANTS

You use the User — Meet-Me Conference Add page to create a conference with the restricted number of
participants on behalf of a user. The user for whom you create the conference becomes its host.

1. On the User — Meet-Me Conferencing menu page, click Conferences. The User — Meet-
Me Conferences page appears.

Click Add. The User — Meet-Me Conference Add page appears.
From the Bridge Name drop-down list, select the bridge to use for this conference.

In the Title text box, enter the conference title (between 1 and 80 characters).

o > w D

In the Estimated number of participants text box, enter the estimated number of participants
the conference may have.

You can enter a number between 1 and 294 but not higher than the maximum number of
ports available on the bridge on which this conference is hosted and not higher that the
number you enter in the Restrict number of participants text box.

6. Check Restrict number of participants to <X> check box and enter the number in the text
box. You can enter a number between 1 through 294 but not higher than the maximum
number of ports available on the bridge on which this conference is hosted.

7. You can also impose additional restrictions on the conference by checking one or more of
the following options:
- Mute all attendees on entry
- End conference when host departs
- Moderator required to start conference
- Enable Security pin

- Allow Unique Identifier
8. Specify how to notify the conference attendees when other attendees join or leave the
conference. For When attendees join/leave, select one of the following options:

- Play tone
- Play recorded name

- No notification

Note: For conferences with more than 147 attendees; attendees are muted
on entry, and the entry/exit tones and name announcements are disabled.

9. Specify the type of conference you want to create. Select One Time, Recurring, or
Reservationless.

10. Specify the conference time. In the Conference Time section, configure the following:

Note: The conference cannot be scheduled to last longer that the maximum
conference duration configured for the bridge.

Clearspan | 99



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

For a reservationless conference:

Scheduling Details
Conference Time:

Start Date: |6/26/2012 T8 (mmiddiyyy)
* End Date: (& Never

O Date |7/26/2012 | (mmiddhyyyy)

Figure 65 Meet-Me Conference Add - Schedule (Reservationless Conference)

- Specify the start date of the conference. In the Start Date box, enter the date in
month/day/year format or select the date from the pop-up calendar.

- Specify the end date of the conference. For End Date, select Never or Date, if Never is
an option. If you selected Date (or if Date is the only option), enter the date in
month/day/year format or select the date from the pop-up calendar.

For a one-time conference:

Scheduling Details

Conference Time:
Start Date: |6/26/2012 T8l grmiddinnm

*Duration: |1 % | hours |00 ¥ | minutes

* Start Time: |9:45

AM v

Figure 66 Meet-Me Conference Add — Schedule (One-time Conference)

- Specify the date of the conference. In the Start Date box, enter the date in
month/day/year format or select the date from the pop-up calendar.

- Specify the time of day the conference is scheduled to run. In the Start Time box, type a
time (HH:MM, 0 < HH < 12, 00 <= MM < = 59) and select AM or PM from the drop-down

list.

- Specify the Duration of the conference by selecting the number of hours and minutes

from the drop-down lists.

For a recurring conference:

r Scheduling Details
Conference Time:

Start Date: |6/26/2012 Tl mmidanyy)  * StartTime: [9:45 AM v

*Duration: |1 ¥ hours | 00 % | minutes

Recurrence Pattern:

Recurs: | Daily %

Every: |1 day(s)

Recurrence Range:
Start Date: 6/26/2012 Mote: Start Date is always equal to Conference Time Start Date value

End: (%) Never
O Ater occurrences
O Date |7/26/2012 & (mmiddiy)

Figure 67 Meet-Me Conference Add — Schedule (Recurring Daily Conference)
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r Scheduling Details
Conference Time:

Start Date: |5/26/2012 E[mm_.‘aa_.‘,m_ * Start Time: | 9:45 AM v

*Duration: |1 % hours | 00 % | minutes

Recurrence Pattern:
Recurs: ([ v

Every: [1 week(s) on: [] Sunday [] Monday [] Tuesday [] Wednesday [] Thursday [[] Friday [] Saturday

Recurrence Range:
Start Date: 8/26/2012 Mote: Start Date is always equal to Conference Time Start Date value
End: & Never
O After occurrences
ODate | 7/26/2012 Tl frmnsdryyy

Figure 68 Meet-Me Conference Add - Schedule (Recurring Weekly Conference)

r Scheduling Details
Conference Time:

Start Date: | 6/26/20712 Ermm'dd-'-'-'-'- * Btart Time: |9:45 AWM v

*Duration: T | nours |00 ¥ | minutes

Recurrence Pattern:

Recurs: |[NEATNE ~
Every: [1 month(s) on & Day of the month
OThelFirst v | Sunday  lof the manth
Recurrence Range:

Start Date: 6/26/2012 Mote: Start Date is always equal to Conference Time Start Date value
End: (&) Never
O After accumences
ODate |7/26/2012 T (mm/ddyyyy

Figure 69 Meet-Me Conference Add - Schedule (Recurring Monthly Conference)

r Scheduling Details
Conference Time:

Start Date: |6/26/2012 T (mmvadiyyy * Start Time: [9:45 AM ¥

*Duration: | 1% hours |00 % | minutes

Recurrence Pattern:
Recurs v
Every: 1 year(s) on & Day of | January b

O The| First v || Sunday | of | January v

Recurrence Range:
Start Date: 6/26/2012 Note: Start Date is always equal to Conference Time Start Date value
End: & Maver
O adter occurrences

O Date | 7/26/2012 T (mmvddiy)

Figure 70 Meet-Me Conference Add - Schedule (Recurring Yearly Conference)

- Specify the start date of the conference. In the Start Date box, enter the date in
month/day/year format or select the date from the pop-up calendar.

- Specify the time of day the conference is scheduled to run. In the Start Time box, type

the time (HH:MM, 0 < HH < 12, 00 <= MM < = 59) and select AM or PM from the drop-
down list.

- Specify the Duration of the conference by selecting the number of hours and minutes
from the drop-down lists.
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- Enter the recurrence pattern. From the Recurs drop-down list, select the type of
recurrence from the following options:

- Daily and specify the frequency of occurrence in days (between 1 through 999).

- Weekly and specify the frequency of occurrence in weeks (between 1 through 999), and
the day or days of the week on which the conference should run.

- Monthly and specify the frequency of occurrence in months (between 1 through 999) and
the day for the recurrence of the conference. For the day of recurrence, select one of the
following options:

m To schedule the conference on a specific day of the month, for example the 27th,
check Day <X> of the month and enter the day between 1 through 31. If you select
29, 30, or 31, the occurrence will fall on the last day of the month for months that are
shorter than 29, 30, or 31 days respectively.

m  To schedule the conference on a specific day of the week within the month, for
example the Second Monday of the month, check The <Xth> <Day-of-Week> of the
month, and select Xth and Day-of-Week from the drop-down lists.

- Yearly and specify the frequency of occurrence in years (between 1 through 99), for
example every two (2) years, and the day for the recurrence from the following options:

m  To schedule the conference on a specific day of the year, check Day <X> of <Month>
and select the day and the month.

m To schedule the conference on a specific day of the week and month, for example
the first Sunday of January, check The <Xth> <Day-of-Week> of <Month>, enter a
valid day, and select the month. For example, if you select April, you can enter a day
between 1 through 30, and if you select February, you can enter a day between 1
through 29.

- Specify when the conference should end. In the Recurrence Range section, select one
of the following options for End:

m  Never to run the conference continuously (if this option is available).

m  After <X> occurrences to end the conference after specified number of occurrences,
between 1 through 999.

m Date to end the conference on a specific date and select the date from the calendar.

11. Click OK. OK saves your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

5.9 USER - MESSAGING MENU

Use the items on the Users — Messaging menu to configure the following user management functions
(that only you can do for the user):

e Configure Fax Messaging

e Configure Voice Messaging
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5.9.1 ACCESS USER - MESSAGING MENU

You use the Users — Messaging menu page to perform user management functions related to messaging.

Clearspan’

Options:
Profile
| ng Calls

Qutgoing Calls
Call Control
Calling Plans
Client Applications

® Messaging
Senice Scripts
Utilities

Group = Users : testST@marsh.aastra.com

Messaging
Basic

Aliases

Directly access your voice messages from other pre-defined
numbers

Distribution Lists

Create multiple distribution lists to use with voice messaging

Greetings
Load or modify your voice messaging greetings

Voice Management -

Record messages for calls that are not answerad within a
specified number of rings or for busy calls.

Voice Portal

Change voice portal options for the user.

Help - Home

Welcome Group Administrator [Logouf

Advanced

Fax Messaging -
Receive and manage faxes via your voice messaging mailbox.

MWI Delivery to Mobile Endpoint -

Enable short message notification mechanism to inform mobile
end user about the receiption of a new voice mail, fax or video
message.

Third-Party MWI Control
Enable the system to receive message waiting indicator (MW1)
events from external network elements.

Third-Party Voice Mail Support -
Configure a third-party voice mail system

Voice Portal Calling - On
Originate calls from the Voice Portal

Figure 71 User — Messaging

1. On the Group — Profile menu page, click Users. The Group — Users page with search criteria
boxes appears.

To display the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to specify
search criteria, or click the page links, for example, Next or Previous. For more information
on defining search criteria, see the Clearspan Getting Started Web Interface Administration
Guide.

Click Edit or any item on the row for the user. The User - Profile menu page appears.

Click Messaging. The User - Messaging menu page appears.

6. To display your Home page, click Group or Home.

5.9.2 CONFIGURE FAX MESSAGING

Use the User — Fax Messaging page to configure Fax Messaging for a specific user. To configure Fax
Messaging, you turn the Fax Messaging service on or off and you configure the directory number for
receiving fax messages. Users can also enable and disable this service for themselves.

Note: To use Fax Messaging, a user must also be assigned the Voice Messaging

User service. A user’s Fax Messaging service inherits the configured settings for
their Voice Messaging User service. That is, fax messages are handled in the
same way as the user’s voice and video messages.
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Clearspan’ Help - Home

Group = Users : 4693653691 @us.aastra.com Welcome Frisco Group [Logout]

ptions:

Fax Messaging

Fax Messaging allows you to receive faxes over a dedicated phone number.

oK | sy | cancal |

FaxMessaging. (" on & Off

; ; Phone Number: [None =l
Utilities Extension:
ok | sy | cancat |

Figure 72 User — Fax Messaging

1. For a selected user, click Messaging. The User — Messaging menu page appears.
2. Click Fax Messaging. The User — Fax Messaging page appears.

3. Use the Fax Messaging control to enable the service for the user. Check On to enable the
service. Check Off to disable the service.

4. Select the phone number to receive fax messages for the user. This is a required field; the
service cannot be enabled without configuring the phone number. After you select the
number, the extension appears automatically but could be changed if required. Extensions
can vary in length within the limits configured for your group.

The activation status of the assigned phone number is displayed to the right of the
number. The status is not shown if the phone number is set to “None”.

5. Configure up to three aliases. Any call to one of these aliases is considered by the system
as an incoming fax call for the user. For each alias to add, type the user part of the
address and select the domain from the drop-down list. The user part can be between one
through 80 characters and can only contain letters, digits, and the following characters: -,
L, ~* (,), periods, or single quotes.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.

5.9.3 CONFIGURE VOICE MESSAGING

Use the User — Voice Management Advanced Settings page to configure voice messaging settings for the
user.

Users can configure their voice message themselves with two exceptions. First, when the Allow users to
configure their Voice Mail Advanced Settings option on your group’s Voice Messaging page is
deactivated, users cannot configure advanced settings for their Voice Messaging service. Second, even
if they have access to their Voice Management Advanced Settings page, they cannot change the
maximum mailbox size on the system’s or group’s mail server. Use the procedures in this section to:

¢ Modify Voice Mailbox Size

e Modify Advanced Settings
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5.9.3.1 Modify Voice Mailbox Size

Use the User — Voice Management Advanced Settings page to configure the maximum size of the user’'s
voice mailbox.

Note: You cannot modify the user’s mailbox size if your group uses the system’s mail
server. Only your administrator can change the mailbox size on the system mail server.

Help - Home|

Group = Users : 4693 1@us.aastra.com Welcome Frisco Group [Logouf]

e Voice Management Advanced Settings

Voice Management allows you to specify how to handle your messages. Use Unified messaging if you want to use your phone to retrieve messages. You can also just choose to
send the message to your e-mail and not use the phone for messaging. Note that the message settings here also apply to other types of messaging such as fax if enabled.

oK |

= Store voice messages on..
» Messaqing
Utilities
* the Group's Mail Server
E-mail Address: [4893653691@1b20 aastra.com

UserID: [4693653691

Password: [es

Full Mailbox Limit: | L)

 aPersonal Mail Server

Mail Server ID: [

Wail Server Protacol: [POP3 x|

[™ Delete all messages marked for deletion when using IMAP

E-mail Address |

UserIp: [

Password: |

ok | sy | caxel |

Figure 73 User — Voice Management Advanced Settings
1. For a selected user, click Messaging. The User — Messaging menu page appears.
2. Click Voice Management. The User — Voice Management page appeatrs.

3. Click the Advanced Settings (Also saves current screen data) link. The User — Voice
Management Advanced Settings page appears.

4. From the Full Mailbox Limit drop-down list, select the size of the voice mailbox in minutes
for this user.

E/ Note: The actual total length of messages a mailbox can contain varies
depending on the codecs used to record the messages. The time in minutes
limit assumes 330 KB of data per minute. So for example, a (video) message
recorded with a codec that uses 3300 KB of data per minute will use up 10
times more of the mailbox space than 330 KB per minute assumed in this
configuration.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel.
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5.9.3.2 Modify Advanced Settings

Use the User — Voice Management Advanced Settings page to configure the users advanced settings.

Note: Depending whether the Allow users to configure their Voice Mail
Advanced Settings option on your group’s Voice Messaging page is enabled
or disabled the users in your group may or may not have access to this page
to set the advanced settings for their Voice Messaging service.

1. For aselected user, click Messaging. The User — Messaging menu page appears.
2. Click Voice Management. The User — Voice Management page appears.

3. Click the Advanced Settings (Also saves current screen data) link. The User — Voice
Management Advanced Settings page appears.

4. If the user will use a personal server for their messages, go to step 8 of this procedure.
Otherwise, check the Group's Mail Server.

5. Enter the user's e-mail address. The e-mail address must be from three through 80
characters in user@domain format. It can contain only one @ symbol, letters, digits, and
the following characters: !, #,$,%, &, *, +,-,/,=, _,{ } .~ ", ., 2, orsingle quotes.

6. Enter the user’s user ID (from one through 80 characters) and password (from one through
40 characters) for the group’s mail server.

7. Go to step 14 of this procedure.

8. If the user wants to use a personal server for their messages, check a Personal Mail
Server.

9. Type the IP address or the fully qualified name of the mail server hosting the e-mail
account for the user’s voice messages.

10. From the drop-down list, select the protocol that must be used to connect to the account,
either "POP3" or "IMAP".

11. Select Delete all messages marked for deletion when using IMAP to permanently delete all
messages marked for deletion.

12. Type the user’s e-mail address. The e-mail address must be from three through 80
characters in user@domain format. It can contain only one @ symbol, letters, digits, and
the following characters: !, #,$,%, &, *, +,-,/,=, _,{ }|.~ ", ., 2, orsingle quotes.

13. Type the user’s user ID (from one through 80 characters) and password (from one through
40 characters) for the personal mail server.

14. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.10 USER - COMMUNICATION BARRING MENU

Use the User — Communication Barring menu to configure the following settings for the user (that only you
can do for the user).

5.10.1 ACCESS USER - COMMUNICATION BARRING MENU

You use the User — Communication Barring menu page to assign a communication barring profile to the
user.

Group =Users : marcocarrera Welcome Heather Berg [Logout]

Communication Barring
ping Calls Basic

Assign Profile
Select a Communication Barring Profile to assign to a user

8s

B Communication Barring

Figure 74 User — Communication Barring Menu

1. On the Group — Profile menu page, click Users. The Group — Users page with search
criteria boxes appears.

2. Todisplay the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.
4. Click Communication Barring. The User — Communication Barring menu page appears.

5. To display your Home page, click Group or Home.
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5.10.2 ASSIGN COMMUNICATION BARRING PROFILE

You use the User — Communication Barring Profiles page to assign a communication barring profile to the
user.

Group =Users : marcocarrera Welcome Heather Berg [Logout]

il Communication Barring Profiles
- Select a Communication Barring profile 1o apply to the user

[ ok ][ Aoy [ cance |

B Communication Barring
® Use the Group Communication Barring profile setting

() Use this Communication Barring profile: | BasicPlus v

Figure 75 User — Communication Barring Profiles

1. On the User — Communication Barring menu page, click Assign Profile. The User —
Communication Barring Profiles page appears.

2. Select the communication barring profile to use for the user:

- To use the group-level setting, select Use the Group Communication Barring profile
setting.

- To use the communication profile configured on this page, select Use this
Communication Barring profile and select a profile from the drop-down list.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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5.11USER — UTILITIES MENU

Use the items on the Users — Utilities menu to configure the following user management functions (that
only you can do for the user):

5.11.1 ACCESS USERS - UTILITIES MENU

You use the Users — Utilities menu page to perform user management functions related to various utilities,
such as configuring user intercept.

= -
Clearspa el - Home

Group = Users : test57@marsh_aastra.com Welcome Group Administrator [Logout
Options: el

T Utilities

Incoming Calls Basic

Outgoing Calls Authentication

Call Contraol

Perform authentication upon the registration of an IP phone to prevent unauthorized access to the system.

Calling Plans
Feature Access Codes

Client Applications N
Display the feature access codes (star codes) for your senvices.
Messaging
Service Scripts Enterprise Directory
» Utilities Display the enterprise directory list.

Intercept User -
Prevent your phone number from receiving calls.

Registrations
Displays all the static and dynamic registrations for a user.

Figure 76 User - Utilities Menu

1. On the Group — Profile menu page, click Users. The Group — Users page with search
criteria boxes appears.

2. To display the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.
4. Click Utilities. The User — Utilities menu page appears.

5. To display your Home page, click Group or Home.
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5.11.2 DISABLE FEATURE ACCESS CODES

Use the User — Feature Access Codes page to disable selected feature access code for a specific user.

When a service is assigned to a user, the associated feature access codes are automatically made
available to the user unless they were disabled for your group.

Group =UJsers : mariohueno Welcome Ruth Margolis [Logout]
Op‘:f'l_’_‘;;le Feature Access Codes
T B Feature Access Codes listthe St;—lr c-:udels_for Sgrv'ices that you have. To activate a senvice, hitthe * key and the numhber
B followed by the & key. Some require additicnal information such as a phone number, but you are prompted for that
Qutgoing Calls information. You cannaot change your feature access codes.
Call Control
Calling Flans Lok | [ Apply ] [ Cancsl
Client Applications
» {J;i% Enable Feature Access Code Hame Main (Required) ?ggggi:le}
BroadWorks Anywhere E. 164 Dialing *14
Call Bridge *15
Call Forwarding Always Activation 72
Call Forwarding Always Deactivation *T3
Call Forwarding Always Interrogation =21
Call Park *68
Call Park Retrieve 38
Call Pickup *98
Call Recording - Pause *48
Call Recording - Resume *49
Call Recording - Start *44
Call Recording - Stop *45
Call Retrieve =i
Find-rme/Follow-me Call Push *26
Group Call Park #58
Hunt Group Busy Activation #51
Hunt Group Busy Deactivation #52
Hunt Group Busy Interrogation #53
Location Control Activation b
Location Control Deactivation =13
Music On Hold Per-Call Deactivation *60
Per Call Account Code *T1
Sustained Authorization Code Activation (calls unlocking) 47
Sustained Autharization Code Deactivation (calls lacking) 37
[ ok ][ e || cancsl |

Figure 77 User — Feature Access Codes
1. For a selected user, click Utilities. The User — Utilities menu page appears.

2. Click Feature Access Codes. The User — Feature Access Codes page appears.
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3. To disable a feature access code, uncheck the Enable box in the row of the feature access
code.

To enable back a disabled feature access code, check the Enable box in the row of the
feature access code.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.11.3 INTERCEPT USER

Use the User — Intercept User page to block some or all calls to and from a specific user. For example,
you can block outgoing calls but allow incoming calls for that user, or send incoming calls to the user’s
voice mail. You can also configure the announcements played to callers for incoming and outgoing calls
and include a new or alternate phone number.

Notes: The maximum length allowed for WAV and .MQOV files is five

minutes.
The default announcement is the same for inbound and outbound calls.
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Dptions:

Profile

Calling Plans

Messaning

P Utilities

Client Applications

Intercept User

Intercept User allows your administrator to gracefully take your phone out of service while providing callers
with informative announcements and alternative routing options. Depending on service configuration, none,
some, or all incoming calls to the specified user are intercepted. Also depending on service configuration,

outgoing calls are intercepted or rerouted to anather location.

oK || Apply || Cancel

Intercept User: () qn @ off

— Inbound Announcements

Welcome Frisco Group [Logoui

(®) Default Announcement
) Personal
Announcement
Load Personal Audio
Announcement:

Load Personal Video
Announcement:

— Inbound Call Options

O] Intercept All Inbound Calls
() Allow Inbound Calls (Partial Intercept)

[] Exempt Inbound Mobility Calls
Handling of allowed calls

[] Disable Parallel Ringing to Network Locations
Handling of blocked calls

[] Route to Voice Mail

) Allow Inbound Calls from System-Defined Phons Numbers

[] Use Alternate Outbound Blocking Announcement

[] Play new Phone Numberl

[] Transfer on'0" to Phone Numher|

— Cutbound Call Options

®) Block All Outbound Calls
) Allow CQutbound Local Calls

) Allow Outbound Enterprise/Group Calls
[] Exempt Cutbound Mobility Calls
Handliing of blocked calls

[] Route to Phone Number|

| ok || Appy || cancel |

1. For a selected user, click Utilities. The User — Utilities menu page appears.
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Click Intercept User. The User — Intercept User page appears.

Use the Intercept User control to determine whether the system will block this user’s calls.
Check On to block this user’s calls. Click Off to return the user’s account to normal service.

If you chose On, configure the remaining controls as needed.

Inbound Announcements:

Select Default Announcement to play the following announcement: “The number you are
trying to reach is out of service.”

To upload a custom announcement, select Personal Announcement and type the path
and file name of a .WAV file with your greeting in the Load Personal Audio
Announcement text box, or click Browse to select a file on your computer. If your
Intercept Group service has video support enabled, you can also type the path and file
name of a .MOV file with your greeting in the Load Personal Video Announcement text
box, or click Browse to select a file on your computer.
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Inbound Call Options:

Select one of the following interception options for inbound calls:

¢ Intercept All Inbound Calls: This option blocks all inbound calls and enables the Route to Voice Mail,
Play new Phone Number, and Transfer on “0” to Phone Number options.

¢ Allow Inbound Calls from System-Defined Phone Numbers: When this option is enabled, a matching
incoming calling number terminates to the intercepted user's phone. This allows certain types of
inbound calls, such as calls from Public Safety Answering Point (PSAP) callback and customer care,
to be routed to intercepted user.

¢ Allow Inbound Calls (Partial Intercept): This option allows the intercepted user to receive calls and
disables Route to Voice Mail, Play new Phone Number, and Transfer on “0” to Phone Number.

If you selected this option, check or uncheck Use Alternate Outbound Blocking Announcement to specify
whether the alternate announcement, which informs the user that they can receive but cannot make calls,
should be played to the intercepted user when they try to make a call. This option only applies if Allow
Inbound Calls (Partial Intercept) is selected.

To exempt inbound mobile calls from being intercepted by Clearspan, check Exempt Inbound Mobility
Calls. This option applies regardless of the interception option selected.

Specify how to treat allowed calls by checking or unchecking Disable Parallel Ringing to Network
Locations. This option disables parallel ringing to the intercepted user's alternate network locations on
allowed inbound calls.

It applies if either Allow Inbound Calls from System-Defined Phone Numbers or Allow Inbound Calls
(Partial Intercept) is selected.

Specify how to treat blocked calls by checking or unchecking the following options. These options apply if
either Intercept All Inbound Calls or Allow Inbound Calls from System-Defined Phone Numbers is
selected.

Route to Voice Mail: When this option is selected, the Play new Phone Number and Transfer on “0” to
Phone Number options do not apply. This option sends inbound calls to the intercepted user's voice malil
instead of playing an announcement.

Play new Phone Number, and then type the number in the text box. The number can be in the national (1
through 20 digits) or E.164 format (+<country code>[-][<national number>). Spaces and dashes are
allowed but do not count toward the number's length. When this option is selected, callers of the
intercepted calls (to this user) are played a new or alternate phone number.

Transfer on "0" to Phone Number, and then type the number in the text box. The number can be in the
national (1 through 20 digits) or E.164 format (+<country code>[-]<national number>). Spaces and
dashes are allowed but do not count toward the number's length.
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Outbound Call Options:

Select one of the following interception options for outbound calls:

e Block All Outbound Calls to block all outbound calls made by the user.

e Allow Outbound Local Calls to allow the user to make outbound local calls.

Allow Outbound Enterprise/Group Calls: This option allows the intercepted user to make outbound calls
within their group (if the user is part of a service provider) or enterprise (if the user is part of an
enterprise).

To exempt outbound mobile calls from being intercepted by Clearspan, check Exempt Outbound Mobility
Calls. This option applies regardless of the interception option selected.

Specify how to treat blocked calls by checking or unchecking Route to Phone Number. If you checked
the option add the number in the text box where you want to route the intercepted calls. The phone
number for outgoing calls must be between one through 30 digits and can include feature access code
prefixes. It can also be in E.164 format (+<country code>-<national number>). Spaces and dashes are
allowed but are not included in the length.

When this option is checked, all intercepted outbound calls (made by this user) are routed to the provided
phone number.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.11.4 ASSIGN SECURITY CLASSIFICATION LEVEL

You use the User — Security Classification page to assign a security classification level to the user.

Group >Users : cherylbaldwin Welcome Ruth Margolis [Logout

Options:

Security Classification
Configure e user security classification setlings

[ ok [ ey || cance |

Security Classification: | LT CUIET ¥

B Utilities

I oK ][ Apoly II Cancel ]

Figure 79 User — Security Classification
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On the User — Utilities menu page for a selected user, click Security Classification. The
User — Security Classification page appears.

2. From the Security Classification drop-down list, select the security classification level to
assign to the user.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

5.12USERS - CONFERENCING MENU

Use the items on the Users — Conferencing menu to configure the following user management functions
(that only you can do for the user):

e List or Delete Conferences

¢ Modify Conference Start Date and Time

Note: This menu is only visible if the user has been assigned as bridge
administrator or delegate. For information on assigning users as bridge

administrators, see Clearspan Application Server Group Web Interface
Administration Guide — Part 1.

5.12.1 ACCESS USERS - CONFERENCING MENU

You use the Users — Conferencing menu page to perform user management functions related to
conferencing. Users must be assigned as bridge administrators or delegates to lead conferences.

A = "
Clearspan e o
Group = Users : test57@marsh.aastra.com Welcome Group Administrator [Logout
Options: .
Profile Conferencing

Basic Advanced

Conferences

Bridges
CalE Ol Manage conferences for yourself and for your delegators. Wiew the conference bridges for which you are an administrator and manage
Calling Plans R delegate bridge administrators
Recordings

Client Applications
- ACcess and manage conference recordings. Reports
Produce conference details reports

Utilities
B Conferencing

Figure 80 User — Conferencing Menu

1. On the Group — Profile menu page, click Users. The Group — Users page with search criteria
boxes appears.

2. Todisplay the list of users, enter the search criteria and click Search. The Group — Users
page displays the list of users that satisfy the criteria you entered.

This page is a list page. Depending on the number of pages of data in a list, list pages
allow you to search several different ways. You can click the heading of a column to
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change the sort order of items in the column, use the input boxes below the data to
specify search criteria, or click the page links, for example, Next or Previous. For more
information on defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

3. Click Edit or any item on the row for the user. The User — Profile menu page appears.
4. Click Conferencing. The User — Conferencing menu page appears.

5. To display your Home page, click Group or Home.

5.12.2 LIST OR DELETE CONFERENCES

Use the User — Conferences page to delete the conferences owned by the selected user.

— .v
Clearspan Hep - Home
Group > Users : test57@marsh.aastra.com Welcome Group Administrator [Looouf
Options:
— Conferences
Poae List of conferences owned by yourself and your delegators.
Outqoing Calls oK I Apply | Add | e |
Call Contral
ey
Client Applications
lessaaing Delete  Bridge Name (4] Title Owner Type Start Time Edit
Senice Scripts r Conference Br. Conference Bridge 1000 Test57 (tests7@marsh aa One-Time 115PM Edit
Utiliies
[Page 10f1]
# Conferencing
Bridge Name v/ Starts With =/ Find Find Al
ok | | ad | caned |

Figure 81 User — Conferences (Current)

1. For a selected user, click Conferencing. The User — Conferencing menu page appears.

2. Click Conferences. The User — Conferences page appears (Current tab). The page lists
any current conferences owned by the selected user.

3. To delete a conference, select the tab for the type of conference to be deleted (Current,
Future, or Expired tab)

4. To delete a conference, select Delete for the conference and click Apply.

5. To display the previous page, click OK or Cancel.

5.12.3 MODIFY CONFERENCE START DATE AND TIME

Use the User — Conferences Modify page to modify the start date and time of a conference.

Note: Only administrators can modify the start date and start time of a
conference.
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Clearspan’

Options:

Calling Plans

Client Applications
Messaging
e Scii

Conferencing

Group > Users :test57@marsh.aastra.com

wel

Help - Home

Group A

Conferences Modify

Modify or delete the selected conference

ok | Deete | cancdd |

Bridge Name: Conference Bridge
Owner: 1000,Test57 (test57@marsh.aastra.com)

* Title: [Conference Bridge Documents

(Also saves current screen data)
™ Leader Required

™ Announce Callers Recordings
(Also saves current screen data)

™ Drop all participants on leader log out

Type: One-Time

Schedule

ator [Logou

* Start Date: [10/6/2010 = (mmvddiyyy)
* Start Time: [1:15 PM |
Duration: {1 | hours [00 x| minutes

Project Billing Code

rLeader Access

Phone Number: 9783331007
Access Code: 0157948
Juoin Conference https:iib20as1a.us.aasira.com/CSAppsiindexjsp?
URL: join=conferencebridge@marsh aastra com*test57@marsh aastra com*MDE 1Nzk0OA=="0157948
emal Invtation | Calendar Appointment

[ Participant Acce:

Phone Number: 9783331007
Access Code: 0167921
Join Conference https:ith20a514.us 3astra com/CSAppsindex jsp?
URL: join=conferencebridge@marsh aastra. com*test57@marsh aastra com*MDE 1Nzk0OA=="0167921

emai Invitation | By e

oK |  Dete |  cancel |

Figure 82 User — Conferences Modify (Top of Page)

1. For a selected user, click Conferencing. The User — Conferencing menu page appears.

2. Click Conferences. The User — Conferences page appears. The page lists any
conferences currently owned by the selected user.

3. If the conference is not on the Current tab, select the tab that contains the conference to
modify (Future or Expired).

4. Click Edit or any item on the row of the conference. The User — Conferences Modify page

appears.

Note: To delete a conference, click Delete. The previous page appears.

5. Modify existing conference information as required. The Bridge Name, Owner, and Type

cannot be modified. To change any of these fields, you must delete the conference and
add a new conference.

6. Click OK. To exit without saving, click Cancel or select another page.

Clearspan | 118



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

6 CONFIGURE SERVICES AS VIRTUAL USERS

You configure some services on the Group — Services menu page by creating service instances
(virtual users), which have many of the same attributes as a regular user.

This chapter contains sections that correspond to items on the Group — Services menu page that
are configured as virtual users.

These services are:

e Basic menu

This menu displays the items that all group administrators can use.

e Advanced menu

This menu displays the items that all group administrators can use only if such
functions have been assigned to them.

In addition, call centers and Meet-Me conference bridges are also configured by
creating service instances. The Call Center and Meet-Me Conferencing services
have their own menu pages and are covered in the following sections:
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Most virtual users share some administrative tasks, such as activation and deactivation. These
tasks are listed in section 6.2 Configure Shared Tasks.

Virtual users also have administrative tasks that are specific to that type of virtual user, such as
the ability to specify greetings for Auto Attendants. These tasks are listed for each type of virtual
user in their respective sections.

Most virtual users also share configuration tasks that are performed for all users, such as
assigning services and configuring the Outgoing Calling Plan. These tasks are described in the
appropriate subsection in section 5 Configure Users. For example, configuring the Outgoing
Calling Plan is described in section 5.6.3 Configure Outgoing Calling Plan.

6.1 ACCESS GROUP — SERVICES MENU

Use the items on the Group — Services menu page to configure services as virtual users.

Clearspan’ Help - Homs

Group Welcome Frisco Group [Logoui]
options: )

Services

Basic Advanced

Auto Attendant Clearspan Anywhere

Serves as an automated receptionist that answers the phone and provides a Extends your senvices so you can make and receive calls from any specified fixed

personalized message to callers. Callers have the option to connectto the operator, dial phone, mobile phone or soft client just as if it were your primary device.
by name or extension, o connect to configurable extensions

lling Plan

Call Center
— Call Park Automatically process incoming calls received by a single phone number by distributing
Enable users to park a call against their call park group and set call park attributes them ta a group of users or agents. Includes enhanced features such as agent log in

i and log out, call queuing, and overflow control.

CommPilot Call Manager

Configure the CommPilot Call Manager settings for your group’s users Custom Ringback Grou

Define the media ringback to be played to callers to members or services of your group.

Call Pickup
Enable users to answer any ringing line in their call pickup group. Instant Group Call
Enable users to call a group of users, where the users can be part of the same group or
Hunt Group can be external users.
Automatically pracess incoming calls received by a single phone number by distributing .
them among a group of users or agents. Preferred Carrier Group

i Display and modify the preferred carriers assigned to the group.
LDAP Integration

Enable users 1o access contact names and phone numbers from an external LDAP Series Completion

directory using their CommPilot Call Manager. Provide key system functionality by hunting through a set of lines according to a pre-
o arranged order.

MusiciVideo on Hold

Play an uploaded audio (music) or video file for callers an hold Third-Party Voice Mail Support

) ] Enable users to send busy and unanswered calls to a third-party voice mail systern.
Voice Messaging
Enable users to record messages for incoming calls. A message can be recorded Trunk Grou
when the call is not answered within a certain number of rings, when the user's phone  Allows a group of users on a device to have a restricted number of active calls.
is busy, or when transferred directly to the user's voice mail. ~ o

Session Admission Control Grou,
Voice Portal Display, add, modify or remove Session Adminssion Control aroups.
Allow users to call from any phone so that they can use and configure their user
services

Figure 83 Group - Services Menu

On your Home page, on the Options list, click Services. The Group — Services menu page
appears.

6.2 CONFIGURE SHARED TASKS

Most virtual users share the following administrative tasks.
6.2.1 LIST VIRTUAL USERS

Use the menu items on the Group — Services menu page to display the list of one type of virtual
user currently configured for your group. On this page, you can also activate or deactivate some
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virtual users (for example, Auto Attendants). From this page, you can add another user of the
same type or modify, delete, or configure a selected user.

Clearspan

Group

Help - Home

Welcome Frisco Group |

Logout]

Options:

Call Pickup

Create a new call pickup group and manage existing call pickup groups. Defining call pickup groups allows Users in these groups to answer any ringing line in their group on thei
own phone.

Cancel

ok | ad |

Group Name [&]
Audrey&Charlotte
DBGroup

rsc

g

Calling Plan

Utiliies

Im

ml‘

m

oK ad | o |

Figure 84 Group - Call Pickup

1. Onthe Group — Services menu page, click <Virtual User Name>, for example, Call
Pickup. The page that lists the virtual users of the selected service appears.

This page is a list page. Depending on the number of pages of data in a list, list
pages allow you to search several different ways. You can click the heading of a
column to change the sort order of items in the column, use the input boxes
below the data to specify search criteria, or click the page links, for example,
Next or Previous. For more information on defining search criteria, see the
Clearspan Getting Started Web Interface Administration Guide.

2. To display the options for your Home page, click Group or Home.

To exit without saving, select another page or click Cancel to display the previous
page.

6.2.2 DISPLAY PROFILE MENU PAGE FOR SELECTED VIRTUAL USER

Some virtual uses have their own Profile menu and Profile page. The Profile menu lists menu
items you use to configure the virtual user.

28['S pa n Help - Home
Group = Hunt Groups : ABChuntgroup@us.aastra.com Welcome Frisco Group [Logout
Options:
» Profile Profile
Calling Plans Basic Advanced
Profile Assign Services
Display and configure profile information and members for this hunt group. Assign or unassign senvices and service packs.
Addresses Call Application Policies
Display and configure information such as phone number, extension, and identityidevice Select Call Control Applications enabled for a user.
profile for this hunt group. o
Call Policies
Password Configure user Call Policies
Configure the voice portal password for this hunt group.
Voice Portal
Change voice portal options of the hunt group

Figure 85 Hunt Group — Profile

1. Onthe Group — Services menu page, click <Virtual User Name>, for example, Hunt
Group. The page that lists the virtual users of the selected service appears.

This page is a list page. Depending on the number of pages of data in a list, list
pages allow you to search several different ways. You can click the heading of a
column to change the sort order of items in the column, use the input boxes
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below the data to specify search criteria, or click the page links, for example,
Next or Previous. For more information on defining search criteria, see the
Clearspan Getting Started Web Interface Administration Guide.

2. Click Edit or any item on the row for the virtual user.

- If you can configure a number of attributes for the virtual user, the Profile menu
page for the user appears.

- Otherwise, the Modify page for the user appears.

To display the options for your Home page, click Group or Home.

To exit without saving, select another page or click Cancel to display the previous
page.

6.2.3 ACTIVATE OR DEACTIVATE VIRTUAL USER

Use the Activate check box on a list page for a virtual user to activate or deactivate most virtual
users. From this page, you can add another user of the same type or modify, delete, or configure
a selected user.

Clearspan’ Hap - Hom
Group Welcome Frisco Group [Logout
Ouies Auto Attendant

Profile

Create or modify an automated receptionist to answer the phone and provide personalized messages to callers. A group can have multiple auto attendants configured, either
individually or integrated into a multilevel auto attendant. For example, an enterprise’s main Auto Attendant can be configured to seamlessly route to an Auto Attendant for a
particular department or location

e | Apply Add Cancel

Active Name Video Phone Number Extension Department Edit
Utilities. I Frisco Auto Attend... 4693653680 3680 Edit
e NextMenu 4693653681 3681 Operations (Frisco) Edit
e TempleCallTree 4693653685 3685 Edit
Icd wSubTree1 4901 Edit
ok | ey | add | canesl |

Figure 86 Group — Auto Attendant

1. On the Group — Services menu page, click <Virtual User Name>, for example, Auto
Attendant. The page that lists the virtual users of the selected service appears.

This page is a list page. Depending on the number of pages of data in a list, list
pages allow you to search several different ways. You can click the heading of a
column to change the sort order of items in the column, use the input boxes
below the data to specify search criteria, or click the page links, for example,
Next or Previous. For more information on defining search criteria, see the
Clearspan Getting Started Web Interface Administration Guide.

2. To activate or deactivate a user, select or unselect the Active box.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.2.4 CONFIGURE ADDRESSES FOR VIRTUAL USER

Use the Profile — Addresses page to set addressing information for a selected virtual user, such
as a telephone number, extension, and SIP aliases.

Note: The Profile — Addresses page is the same for all virtual users except
trunk groups. For information on the Profile — Addresses page for trunk
groups, see section 6.16.12 Registrations for Trunk Group.

Clearspan

roup > Auto Attendant - 4693653680@us aastra.com
Gi A A | 4693653680@

ptions:
P Profile

Auto Attendant Addresses

oKk | doply | cancel |
Messaqging
Phone Number: [EFEEISRIEN] ~| Activated
Extension: (3680

Help - Home

Welcome Frisco Group [Logout

Addresses allows you to view and maintain your phone numbers and other identities that are used to make and receive calls.

Aliases : sip |

@[10.70.103.68

sip: |

@[10.70.103.68

sip: |

ok | sy | Cancel |

[EAREANEY

@[107010368

Figure 87 Auto Attendant — Addresses

1. For a selected virtual user, on its Profile menu, click Addresses. The Profile —
Addresses page appears.

2. Enter data in the fields provided.

FIELD

VALUES

DESCRIPTION

Phone Number

The drop-down list displays available
phone numbers.

The telephone number of the virtual user.

Extension

Can vary in length within the limits
configured for your group.

The extension of the virtual user. If you
select the phone number, the extension is
automatically set to the last digits of the
phone number. The number of digits
depends on the default extension length set
for your group. You can modify the
extension, if needed.

Aliases

Up to 161 characters in
user@domain format. The user
part can only contain letters, digits,
and the following characters: -, ,
I, ~* (,), periods, and single
guotes.

The available domains are listed in
the drop-down box.

Additional SIP addresses for the virtual
user. Calls directed to any of these
addresses will be redirected to the virtual
user’s primary SIP address.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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To exit without saving, select another page or click Cancel to display the previous
page.

6.2.5 CONFIGURE ANNOUNCEMENT REPOSITORY FOR VIRTUAL USER
(AS MODE)

Use this menu item on the Profile menu page to manage the Announcement Repository for a
selected virtual user.

6.2.5.1 List Announcements

Use the Profile — Announcement Repository page to list the announcements configured for a
selected virtual user.

This page is a list page. Depending on the number of pages of data in a list, list pages allow you
to search several different ways. You can click the heading of a column to change the sort order
of items in the column, use the input boxes below the data to specify search criteria, or click the
page links, for example, Next or Previous. For more information on defining search criteria, see
the Clearspan Getting Started Web Interface Administration Guide.

Group =Auto Attendant - AutoAttendant Welcome Ruth Margolis |Logout

i Announcement Repository

T Announcement repository allows you to manage all the audio and video announcements

| ok [ Ao J[ Asd || Cance

Total Size of files:298KB of 1GB used

Enter search criteria below

MY [Stans Wit v
Delete  Name[a] Type File Size (KB Edit
[:] afterHoursAnnouncement WA 149 Edit
|| businessHoursAnnouncement WAV 149 Edit

[Page 10f1]

[ OK ][ Apphy ][ Add I[ Cancal ]

Figure 88 Auto Attendant — Announcement Repository

1. On the selected user’s Profile menu, click Announcement Repository. The Profile
— Announcement Repository page appears. The Audio tab is displayed by default.

2. To view the video announcements, click Video.
3. To search for specific announcements, enter your search criteria and click Search.

Announcements are listed with their size and media type.

To display all audio or video announcements, click Search without entering any
criteria.

4. To display the previous page, click OK or Cancel.
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6.2.5.2 Add Announcements

Use the Profile — Announcement Repository Add page to add an audio or video announcement
for a selected virtual user. After you have added an announcement, you can associate it with the
user's services. An announcement can be associated with more than one service.

Group =Auto Attendant : AutoAttendant Welcome Ruth Margolis [Logout]
‘:"“:"TI Announcement Repository Add

rone

e~ Blane Add a new audio or video announcement

*Name: afterHoursAnnouncement

* Upload Announcement File: |C:\Documents and Settings\malgosia\Deskt

Figure 89 Auto Attendant — Announcement Repository Add

1. For a selected virtual user, on its Profile menu, click Announcement Repository.
The Profile — Announcement Repository page appears.

2. Click Add. The Profile — Announcement Repository Add page appears.
3. Type the name of the audio or video announcement.

4. To upload an announcement file, type the path and file name of an audio or video
file with your greeting in the Upload Announcement File text box or click Browse to
select a file on your computer.

5. To save your changes and display the previous page, click OK.

To exit without saving, click Cancel or select another page.
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6.2.5.3 Modify Announcements

Use the Profile — Announcement Repository Modify page to modify an audio or video

announcement for a selected virtual user.

Group =Auto Attendant : AutoAttendant

(Options:
» Profile

llaodify an existing announcement.

I OK Apply ][ Cance ]

File Type: WAV
File Size(KB): 149

Replace Audio Announcement:

Service Name [4]
Mo Entries Present

2opy | [ Cancal |

Criteria Name

Welcome Ruth Margolis [Logout]

Announcement Repository Modify

*MName: |businessHoursAnnouncement

Last Uploaded: Oct 15,2013 17:49
: BusinessHours22 wav

Submenu Id

[Page10f1]

Figure 90 Auto Attendant — Announcement Repository Modify

announcement. The Profile —

For information on the fields available on

1. For a selected virtual user, on its Profile menu, click Announcement Repository.
The Profile — Announcement Repository page appears. The Audio tab is displayed
by default.

2. To modify a video announcement, click the Video tab.

3. Click Edit or any item in the row for the
Announcement Repository Modify page appears.

4. Modify the announcement as required.
this page, see section 6.2.5.2 Add Announcements.

5.

returns to the previous page.

To exit without changing, click Cance
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6.2.5.4 Delete Announcements

Use the Profile — Announcement Repository page to list the announcements configured for a

selected virtual subscriber.

Group >Auto Attendant : AutoAttendant
Options: :
."p R Announcement Repository
roliie
2T Announcement repository allows you to manage all the audio and video announcements
[ OK ] [ Apply ] [ Add ] [ Cancel ]
Total Size of files:298KB of 1GB used
Enter search criteria below
Name v Starts With v
Delete  Name[A]
afterHoursAnnouncement
O businessHoursAnnouncement
[Page10f1]
[ OK ] [ Aoply J [ Add J [ Cancel J

Welcome Ruth Margolis [Logout

Search
Type File Size (KB) Edit
WAV 149 Edit

WAV 149

'm
=

Figure 91 Group — Announcement Repository

1. For a selected virtual user, on its Profile menu, click Announcement Repository.
The Profile — Announcement Repository page appears. The Audio tab is displayed

by default.

2. Todisplay video announcements, click Video.

3. Check the Delete box in the row of the announcements to delete.

Note: You cannot delete an announcement that is associated with a service.

4. Click Apply or OK. Apply saves your changes. OK saves your changes and

returns to the previous page.

To exit without changing, click Cancel or select another page.

127

Clearspan |



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

6.2.6 ADD OR MODIFY ONE OR MORE PORTAL PASSWORDS

Use the Profile — Passwords page to add or change the password for the web portal, the voice
portal, or both portals, for a virtual user.

Help - Home

Welcome Frisco Group

Passwords

Passwords allows you configure your passwords for the web portal and/or portal

ok | Apply Cancel |

Set portal password
ResetPa: rd
*Type new password: ||

* Re-type new password: |

ok | poply | Cancel |

Figure 92 Hunt Group — Passwords

For a selected user, on its Profile menu, click Password. The Passwords page
appears.

Type and retype the password in the Reset Password text boxes.
Save your changes. Click Apply or OK. Apply saves your changes. OK saves

your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.2.7 CONFIGURE THE VOICE PORTAL

Use the Profile — Voice Portal page to upload the audio file that contains the personalized name
for a virtual user. The Personalized Name is used in the Auto Attendant and Voice Messaging
services for the user. You can also enable the auto-login to the voice portal with this page.

P Profile

i
Calling Plans

Group > Hunt Groups : ABChuntgroup@us.aastra.com Welcome Frisco Group [Logout

Help - Home

Voice Portal

Voice Portal allows you to Set a Personalized Name (upload an audio file to use as your name far Auto Attendant and Voice Messaging).

oK | apply | Cancel

I Use Personalized Name for Auto Atendant and Voice Messaging

Load Name: [ Browse.

Figure 93 Hunt Group — Voice Portal

On the Profile menu page for a selected virtual user, click Voice Portal. The Voice
Portal page appears.

To provide a personalized name, select a file with your name from the drop-down
list.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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To exit without saving, click Cancel or select another page.

6.2.8 CONFIGURE PRIVACY
Use the Profile — Privacy page to configure the privacy settings for the virtual user.

By default, all virtual user names and numbers appear in group and enterprise directory listings.
These listings are accessible via the User — Utilities menu and the Call Manager
Group/Enterprise tab. The Profile — Privacy menu page allows you to eliminate their name from
these directory listings.

@ Note: The Privacy service hides the virtual user name and number from
other users in your own group/enterprise and from group administrators. It
does not hide it in Lightweight Directory Access Protocol (LDAP) listings or
Outlook listings, nor does it remove it from people’s personal directories.

Group > Auto Attendant - DEFAttendant Welcome Francine Leroux [Logout]

Privacy

Frivacy allows exclusion from Group and Enterprise Directory listings and Auto Attendant extension and/or name dialing.

| ok II Ppply ]I Cancel

[[] Enabile Directory Privacy
[[] Enable Auto Attendant Extension Dialing Privacy

[] Enable Auto Aftendant Name Dialing Privacy

| ok J| Aoy J[ cence |

Figure 94 Auto Attendant - Privacy

Note: To configure privacy settings for a virtual user, you first need to
assign the Privacy service to the user. For information about assigning
services to a user, see section 5.2.8 Assign or Unassign User Services.

1. On the Profile menu page for a selected virtual user, click Privacy. The Privacy
page appears.

2. To exclude the virtual users’ name and information from the group or enterprise
directory (as well as the Call Manager), check Enable Directory Privacy.

3. To make this virtual user unavailable for Auto Attendant extension dialing, check
Auto Attendant Extension Dialing Privacy.

4. To make this virtual user unavailable for Auto Attendant name dialing, check Auto
Attendant Name Dialing Privacy.

5. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, click Cancel or select another page or click Cancel to
display the previous page.
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6.2.9 CONFIGURE CALL RECORDING MODE

Use the Call Control — Call Recording page to set the recording mode for the Auto Attendant or
Call Center virtual user.

Group =Auto Attendant : myattendant Welcome Ruth Margolis [Logout

(Options:

Call Recording

Call Recording allows you to record calls

[ QK ] l Apply ] I Cancel

Record Call:

O Always

® Never

[] Record Voice Messaging

[ ok J[ ey | Cence |

Figure 95 Auto Attendant — Call Recording

Note: This page only appears if the virtual user has been assigned the Call
Recording service.

1. On the Call Control menu page for a selected virtual user, click Call Recording.
The Call Recording page appears.

2. Setthe recording mode:

- Torecord all calls, check Always.

- Todisable recording of calls, check Never.
3. To record calls to the virtual user’s voice mailbox, check the Record Voice
Messaging box.

Note: This check box is only displayed if the virtual user has been assigned
the Voice Messaging User service.

4. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.3 AUTO ATTENDANT

An Auto Attendant can be used in a standalone or multilevel configuration.

e For a standalone configuration, the service can transfer calls to another number,
access extension dialing, access name dialing, or connect to the operator.
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e For a multilevel configuration, one Auto Attendant functions as the top-level (entry)
service. From this level, other Auto Attendants function at the departmental level.
Finally, additional Auto Attendants can function at the individual user level. Phone
numbers in the dialing menu on an upper level lead to the phone numbers for Auto
Attendants at the next level down.

6.3.1 LIST AUTO ATTENDANTS

You use the Group — Auto Attendant page to list the Auto Attendants defined for your group.

Group

Options:

Welcome Ruth Margolis [Logout

Auto Attendant

Create or modify an automated receptionist to answer the phone and provide perseonalized messages to callers. A
group can have multiple auto attendants configured, either individually or integrated into @ multi-level auto attendant
For example, an enterprise’s main Auto Attendant can be configured to seamlessly route to an Auto Attendant for a
particular depatment or location

| ok N Aoy [N AddBasc |N| AddStandad || Cancel |
Active Hame Type Video Phone Number Extension Department  Edit
basicAutoAttendant Basic 2025551007 1007 Edit
myReceptionist Standard v 2025551002 1002 Edit

[ ok M ey | AddBesc [M| AddStandad JB[ Cancel |

Figure 96 Group - Auto Attendant (AS Mode)

On the Group - Services menu page, click Auto Attendant. The Group — Auto Attendant page

appears.

The following information is provided for each Auto Attendant:

COLUMN DESCRIPTION

Active A checkmark in this column indicates that the Auto Attendant is active. It
can be activated or deactivated by checking or unchecking the box.

Name The name of the Auto Attendant.

Type The Auto Attendant's type: Basic or Standard.

Video A checkmark in this column indicates that the video service is enabled for

the Auto Attendant. For a Basic Auto Attendant, this option is available
only if the group has the Auto Attendant — Basic Video service assigned.
For an Auto Attendant, this option is available only if the group has the
Auto Attendant — Video service assigned.

Phone Number

The Auto Attendant’s phone number.

Extension

The Auto Attendant’s extension.

Department

The Auto Attendant's department. When this field is empty, the Auto
Attendant belongs to the group.

131
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6.3.2 ADD AN AUTO ATTENDANT

Use the Group — Auto Attendant Add page to add an Auto Attendant.

Auto Attendant Add

Create 3 new automated receplionist (auto atlendant)

Auto Attendant Type: Basic

* Name:

Calling Ling ID Phone Mumber:

Depanment | Mone ¥
[] Enable video support

Scope of edension dialing: (& Group O Depanment

Scope of name dialing: @ Group O Department

* Transfer lo the operator after: |10 | saconds of inacthity

* Auto Atendant D @ | veBBsanity mil broadsoftcom w

Welcome Ruth Margolis [Logout]

* Calling Line ID Last Name * Calling Line ID First Name:

Language: | English v

Time Zong: | (GMT-04.00) (Canada) Eastem Time  »|  Network Class of Senice: | DefaultNCOS ~

Businass Hours: | Every Day All Day v Holiday Schedule: | None ¥

Name Dialing Entries: (3) LastName + Firstiama O Lastiame + FirstName and FirstName + LastNama

Figure 97 Group — Auto Attendant Add (Basic)

Auto Attendant Add

Create a new automated receplionist (auto attendant)

Auto Attendant Type: Standard

* Name:

Calling Line ID Phone Number:

Department | None ¥
[ Enable video suppart
Scope of exdension disling: & Group O Department

Scope ofname dialing. (3 Group O Depatment

* Transfer to the operator afler: |10 | saconds of inactivity.

* Auto Attendant ID: @| vB6sanity.mil broadsoftcom ¥

Welcome Ruth Margolis [Logout

* Calling Line ID Last Name: * Calling Line IO First Hame:

Language: | English v

Time Zone: | (GMT-04:00) (Canada) Eastern Time |~  Network Class of Senice: | Executive b

Name Dialing Entries: (&) LastMame + Firstame O LastName + Firstame and Firsthame + Lastiame

Figure 98 Group — Auto Attendant Add (Standard)

1. On the Group — Services menu page, click Auto Attendant. The Group — Auto

Attendant page appears.

2. To add an Auto Attendant, click Add; to add a Standard Auto Attendant, click Add

Standard; to add a Basic Auto Attendant, click Add Basic. The Group — Auto

Attendant Add page appears.

Note: The Add buttons that available to you depend on the Auto Attendant
service authorized to your group and your system configuration.
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3. Type or select information for the Auto Attendant as described in the following

table. An asterisk (*) indicates required data.

FIELD

VALUES

DESCRIPTION

Auto Attendant ID

6 to 80 characters. Can only
contain letters, digits, single
quotes, periods, semicolons, or
the following symbols: #, $, %, &,

Type an ID in the input box for the Auto
Attendant.

+1 © /1 =, ?1 |y_ ) !1 \l /\, {1 }
Domain The drop-down box lists the Click the drop-down arrow to choose a
available domains. domain for the Auto Attendant.
Name 1 to 30 characters. Can contain Type a name for the Auto Attendant.
special characters and spaces.
Calling Line ID 1 to 30 characters. Cannot Type the last name to be displayed on
Last Name contain % and + symbols, lines with Caller ID.
backslashes, double quotes, or
extended ASCII characters.
Calling Line ID 1 to 30 characters. Cannot Type the first name to be displayed on
First Name contain % and + symbols, lines with Caller ID.
backslashes, double quotes, or
extended ASCII characters.
Calling Line ID 1 to 20 digits in the national format Enter the phone number to use for calling

Phone Number

or 3to 22 characters in E.164

format. Spaces and dashes are
allowed but do not count toward
the length of the phone number.

line ID services.

NOTE 1: This input box only appears
when the CLID policy in effect for the
virtual subscriber is to use a configurable
CLID.

NOTE 2: Upon saving, the CLID phone
number is stored either as entered or
after being normalized to E.164 format.
The format is decided by the system
administrator and specified below the text
box.

Hiragana Last
Name

1 to 30 characters.

Enter a character-based name. This
input box is designed for specific markets.
It does not appear unless configured by
the system administrator.

Hiragana First
Name

1 to 30 characters.

Enter a character-based name. This
input box is designed for specific markets.
It does not appear unless configured by
the system administrator.

Department The drop-down list displays all The department of the user.
departments in your group, and if ) .
your group is part of an enterprise, NOTEt.hYou candnot af5|gntan attendant to
all departments created at the more than one department.
enterprise level by your enterprise
administrator.
Language The drop-down box lists all The language in which service
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FIELD VALUES DESCRIPTION
languages configured for your announcements and treatments for
system. incoming and outgoing calls for the user
are played.
Default is English (U.S. English) unless
provisioned otherwise.
Time Zone The drop-down box lists time Click the drop-down arrow to choose a

zones from which to choose.

time zone for the Auto Attendant.

Network Class of

The drop-down box lists network

Click the drop-down arrow to choose a

Service classes of service assigned to network class of service for the Auto
your group. Attendant.

Enable Video This is a check box. Select this box to play video greetings for

Support calls. For an Auto Attendant or a Basic

Auto Attendant, this check box is present
only when the Auto Attendant — Video or
Auto Attendant — Basic Video group
service is assigned to the group.

Business Hours
(Auto Attendant or
Basic Auto
Attendant)

The drop-down box lists the time
schedules available for your

group.

Select the time schedule that defines the
business hours for the Auto Attendant.
During non-business hours, callers hear
the After Hours greeting and dialing
menu. For more information on defining
schedules, see Schedules in the
Clearspan Application Server Group Web
Interface Administration Guide — Part 1.

Holiday Schedule
(Auto Attendant or
Basic Auto
Attendant)

The drop-down box lists the
holiday schedules available for
your group.

Select the holiday schedule for the Auto
Attendant.

On a scheduled holiday, callers hear the
After Hours greeting and dialing menu.

For more information on defining
schedules, see Schedules in the
Clearspan Application Server Group Web
Interface Administration Guide — Part 1.

Scope of extension
dialing

Group, Department

Specify whether extension dialing applies
across the department, group, or
enterprise (if your group is part of an
enterprise) of the Auto Attendant.

Scope of name
dialing

Group, Department

Specify whether name dialing applies
across the department, group, or
enterprise (if your group is part of an
enterprise) of the Auto Attendant.

Name Dialing
Entries

LastName + FirstName, LastName
+ FirstName and FirstName +
LastName

Define how a caller should say the name
of the person they want to reach:

LastName + FirstName

The caller must first say the last name of
the person and then say the first name.

LastName + FirstName and FirstName +
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FIELD VALUES DESCRIPTION

LastName

The caller can say either the last name
and then the first name of the person, or
the first name and then the last name.

Transfer to the The number of seconds can be Enter the time is seconds after which the
operator after <X> from 1 through 60. call is transferred to the operator if the
seconds of caller does not select an option (enter a
inactivity digit) from the Auto Attendant main menu

after the initial message.

4. Save your changes. Click OK. The Group — Business Hours Menu page appears.

To exit without saving, select another page or click Cancel to display the previous
page.

6.3.3 ACCESS AUTO ATTENDANT PROFILE MENU

Once an Auto Attendant is created, use the Auto Attendant — Profile menu to access the pages
where you can view and configure Auto Attendant information.

Group >Auto Attendant : AutoAttendant Welcome Ruth Margolis [Logout]
Options:
Profile

» B

Basic Advanced
Profile Assign Services
Display and configure profile information and menu Assign or unassign services and service packs

settings for this auto attendant
Call Application Policies

Addresses Select Call Control Applications enabled for a user
Display and configure information such as phone

number, extension, and identity/device profile for this Call Policies

auto attendant Configure user Call Policies

Announcement Repository
IManage the anncuncements for this auto attendant

Password

Configure the voice portal password for this auto
attendant

Submenus

Display and configure the submenus associated with
this auto attendant

Voice Portal

Change voice portal options of the auto attendant.

Figure 99 Standard Auto Attendant - Profile Menu

On the Group — Auto Attendant page, click Edit or any item on the row for the Auto Attendant.
The Auto Attendant — Profile menu page appears.

Note: The Submenus menu item only appears for Standard Auto
Attendants.
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6.3.4 MANAGE SUBMENUS (STANDARD AUTO ATTENDANT)

You use submenus to define multilevel menus for Standard Auto Attendants.

The Standard Auto Attendant has the following administrative procedures for managing

submenus:

List or Delete Submenus

Add Submenu

Modify Submenu from Within Another Menu
Modify or Delete Submenu

View Submenu Usage

6.3.4.1 List or Delete Submenus

You use the Auto Attendant — Auto Attendant Submenus page to view the submenus defined for

a selected Auto Attendant.

Group =Auto Attendant : autoAttendantStandard Welcome Ruth Margolis [Logout

|Opsons: Auto Attendant Submenus

Add a new submenu or manage existing submenus.

J [ Il

» Profie

| oK Apply Add | Cancel |

Delete Submenu id (4] InUse Edit

O CustomeSeniceSubmenu v Edit

O MarketingSubmenu Edit

SalesSubmenu Edit
[Page1of1]

Submenu ld v Starts With + Find ind All

Cancel I

Figure 100 Auto Attendant — Auto Attendant Submenus

On the Auto Attendant — Profile menu page for the selected Auto Attendant, click
Submenus. The Auto Attendant — Auto Attendant Submenus page appears.

To delete a submenu, check the Delete box on the row of the submenu to delete.

Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

é WARNING: The Delete operation is final and cannot be undone.

Note: You cannot delete a submenu that is in use. You must first remove
the submenu from any menu where it is currently used. You can see the
submenu usage on the Usage tab of the Auto Attendant Submenu Modify
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page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.3.4.2 Add Submenu

Use the Auto Attendant — Auto Attendant Submenu Add page to create a submenu for the Auto
Attendant.

Note: Clearspan accepts .WAV and .WMA audio file formats and .MOV and
.3GP video file formats.

Group >Auto Attendant : AutoAttendant Welcome Ruth Margolis [Logout]

Auto Attendant Submenu Add

Configure the auto attendant submenu.

ok Ji[ cencel ]

| Calling Plans

* Submenu ID: | |
Submenu Greeting:
® Default Greeting
O Personal Greeting
Audio: | None v

Menu Options:
[] Enable extension dialing at anytime

. I = ]
o l 9
| l £
| cmmese———" l £
- I l ]
| — E .
| — C .
9 | Retum to previous menu |
L] = &
B - .
Note: Callers who do not press any key after the greeting has been played three times will be fonvarded to the
yperator. If no op is configured, the call will be terminated.

Figure 101 Auto Attendant — Auto Attendant Submenu Add

1. On the Auto Attendant — Profile menu page for the selected Auto Attendant, click
Submenus. The Auto Attendant — Auto Attendant Submenus page appears.

2. Click Add. The Auto Attendant — Auto Attendant Submenu Add page appears.
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3. Inthe Submenu ID text box, enter an identifier for the submenu. You can enter
between one through 40 characters including spaces.

4. Configure the greeting for the submenu. The greeting is played when the user
selects the submenu.

- Select Default Greeting to play a generic system recording. Callers hear a
greeting similar to the following:

To return to the previous menu, press 9.

- Select Personal Greeting to play a custom recording. Select an audio file with
your greeting from the Audio drop-down list. If your Auto Attendant has video
support enabled, you can also select a video file with your greeting from the
Video drop-down list. Callers hear a custom recording, such as the following:

You have reached the customer service department of ABC Distributing.
To dial an extension, press 1. To use our automated name directory,
press 2. To place an order, press 3. To listen to our current specials,
press 4. To repeat this menu, press the pound key. To go back to the
previous menu, press the star key. To reach an operator, press 0 or stay
on the line.

5. Enable or disable extension dialing at any time. Check or uncheck Enable
extension dialing at any time. Enabling this feature allows the caller to dial an
extension without having to select an option first. The caller can interrupt the
greeting.

6. Specify menu options for callers. Options for callers include the ability to reach the
operator, reach company employees by extension or by name, leave a voice
message, or listen to an announcement.

The following table explains the data to provide for each option:

FIELD DESCRIPTION

Key A key on a telephone keypad to which you can assign an action. You can
define a menu option for each numeric key, one for the * key and one for
the # key.

Description  Optional description of the menu option.

Action An action performed when the key is pressed by the caller.

Action Data Some actions require you to specify additional information, such as a
phone number, audio file, or submenu. A box in the Action Data column
appears for options that require additional data.

The submenu might include the following options:

KEY DESCRIPTION ACTION PROMPT AND WHAT HAPPENS
0 Group operator Transfer to “Please stay on the line while your call is
operator transferred to the operator.”

Call is transferred to the number in the
Action Data column.
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KEY DESCRIPTION ACTION PROMPT AND WHAT HAPPENS
1 Dial by Extension dialing "Please dial the extension of the party you
extension are trying to reach.”

Access to extension dialing is provided.

2 Dial by name  Name dialing "Using the keys on the touchtone phone,

enter the name of the person you wish to
reach.”

Access to name dialing is provided.

3 Current Play "This month's specials include 20% off on all
specials announcement our winter equipment. You can obtain
additional 10% by shopping online. For
details, visit our website at
www.abcdistributing.com."”
Call returns to the current menu.
4 Orders call Transfer with “Please wait while your call is transferred to
center prompt Orders.”
Call is transferred to the number in the
Action Data column.
# Listen to menu Repeat menu Menu greeting is played.
* Previous menu  Return to previous The greeting for the previous menu is played.
menu.

5-9 Not defined -

Menu greeting is played.

- For each menu option you want to define, select an action from the drop-down
list in the Action column, and provide a short text description for each option in
the Description column. The Action control offers the following choices:

ACTION

EXPLANATION

Transfer with prompt

This informs the caller that they are being transferred and
transfers the call to the phone number you provide in the
Action Data column.

Transfer without prompt

This transfers the call to the phone number you provide in
the Action Data column without playing any prompt to the
caller.

Transfer to operator

The caller is played a message informing them that they
are being transferred to the operator and the call is
transferred to the number in the Action Data column.

Transfer to submenu
(Standard Auto Attendant)

The caller is transferred to the submenu and played the
greeting defined for that submenu.

Name dialing

The caller is provided with access to name dialing and
asked to enter the name of the party they are trying to
reach.

Extension dialing

The caller is provided with access to extension dialing and
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asked to provide an extension.

Transfer to mailbox The caller is asked for an extension and then transferred to

the voice mailbox at that extension.

Play announcement The announcement provided in the Action Data column is

played to the caller and the call returns to the current
menu.

Repeat menu

The menu options are played to the caller.

Return to previous menu The caller is transferred to the previous menu and the

greeting for the previous menu is played.

Exit

The caller is thanked for calling and the call is released.

Indicates that no action has been selected. Menu greeting
is played to the caller.

- If applicable, provide action data:

If you selected an action that requires a phone number, enter a phone
number in the Phone Number text box. Phone numbers can include
Feature Access Code prefixes (*##) to activate the following Feature
Access Code services: Calling Line ID Delivery Blocking per Call,
Calling Line ID Delivery per Call, Direct Voice Mail Transfer, Speed Dial
8, Speed Dial 100, or Diversion Inhibitor. For example, if you enter the
Feature Access Code for Speed Dial 8, the call transfers directly to the
digits mapped for the provided Speed Code.

If you selected an action that requires an audio file, select a file with your
greeting from the Audio drop-down list. If your Auto Attendant has video
support enabled, you can also select a file from the Video drop-down list.

If you selected Transfer to Submenu, select a submenu from the drop-
down list. Note that the list is empty if submenus have not been created.
To make modifications to the selected submenu, click Configure
Submenu. Your current changes are saved and the Auto Attendant
Submenu Modify page for the selected submenu appears. To modify the
submenu, see section 6.3.4.3 Modify Submenu from Within Another
Menu.

7. Click OK. OK saves your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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6.3.4.3 Modify Submenu from Within Another Menu

You use the Auto Attendant Submenu Modify page to modify a submenu from inside another
menu.

Group >Auto Attendant : AutoAttendant Welcome Ruth Margolis [Logout

L Auto Attendant Submenu Modify
P Profile

" g Cal Configure the auto attendant sub .

—ommces | IO o e e
Call Control
Calling Plans
Messaging
iliti:

Profile Usage

* Submenu ID: |BalesDepartment |
Submenu Greeting:
© Default Greeting
O Personal Greeting
Audio: | Nane ~|

Video:

Menu Options:
[] Enable extension dialing at anytime

Key Y Lﬁ

— E v
s —— [ ’
L [ E]
o [ o
s [ ] [ o
s [ 1] = ]
T ] [~ vl
L [~ o
9 | Return to previous menu v
o - [
A [ o

Note: Callers who do not press any key after the greeting has been played three times will be forwarded to the
operator. If no operator is configured, the call will be terminated.

OK Apply Delete Cancel

Figure 102 Auto Attendant — Auto Attendant Submenu Modify

1. Modify information as required. For information about the settings on this page, see
section 6.3.4.2 Add Submenu.

2. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the page for the menu from which you came to this page.

To cancel your changes click Cancel.
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6.3.4.4 Modify or Delete Submenu

You use the Auto Attendant — Auto Attendant Submenu Modify page to modify or delete a
selected submenu.

Group »Auto Attendant : AutoAttendant Welcome Ruth Margolis [Logouy
‘:""f"f Auto Attendant Submenu Modify
= - :‘3’1.’1;‘4.’& the auto attendant submenu

[ 0K ll Aoply ][ Delate J[ Cancel ]

]
LN J

* Submenu ID: | SalesDepartment
Submenu Greeting:
@ Detault Greeting
O Personal Greeting
Audio: | None v

Video: | None v

Menu Options:
] Enable extension dialing at anytime

Key Description Action Action Data
0 v
1 v
-
2 v
3 v
fad v
5 v
13 v
7 v
8 v
9 o . Ret o oraviois menu B
previous menu @M 10 previous meny
: v
# v
Note: Callers who 0o Not press any Key after the greeting has been me: e forvarded to the
operafor. If no operator is configured, the call will be terminat

[ oK ][ Foply ][ Delate ][ Cancel ]

Figure 103 Auto Attendant Submenu Modify Page

1. On the Auto Attendant — Profile menu page for the selected Auto Attendant, click
Submenus. The Auto Attendant — Auto Attendant Submenus page appears.

2. Click Edit on the row of the submenu to modify. The Auto Attendant — Auto
Attendant Submenu Modify page appears.

3. To delete the submenu, click Delete. The previous page appears.

Note: You cannot delete a submenu that is in use. You must first remove
the submenu from any menu where it is currently used. You can see the
submenu usage on the Usage tab.

4. Modify information as required. For information about the options available on this
page, see section 6.3.4.2 Add Submenu.
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5. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, click Cancel or select another page.
6.3.4.5 View Submenu Usage

You use the Auto Attendant — Auto Attendant Submenu Usage page to view the menus and
submenus that use a selected submenu.

Group =Auto Attendant : autoAttendantStandard Welcome Ruth Margolis jLogout
Options: .
y b Auto Attendant Submenu Modify
Profile
_.fj'"?_: Display the menus and submenus using a submenu.
0K
Submenu:CustomeSeniceSubmenu
Type(d Submenuid. Edit
Business Hours Menu Edit
Submenu MarketingSubmenu Edit
[Page10f1]
[Type |2 Starts With Find  Find All
0K

Figure 104 Auto Attendant Submenu — Usage

1. On the Auto Attendant — Profile menu page for the selected Auto Attendant, click
Submenus. The Auto Attendant — Auto Attendant Submenus page appears.

2. Click Edit in the row of the target submenu. The Auto Attendant — Auto Attendant
Submenu Modify page appears.

3. Click the Usage tab.

4. Click OK to return to the previous page.

Or to edit a menu that uses this submenu, click Edit in the row of the submenu to
edit.
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6.3.5 ACCESS AUTO ATTENDANT MENUS MENU

You use the Auto Attendant — Menus page to define fist-level greetings and menu options for a
selected Auto Attendant.

Group »Auto Attendant : autoAttendantStandard Welcome Ruth Margolis [Logout]
Options:

SR Menus
P Menus Basic

Business Hours Menu
Configure the auto attendant for normal business hours

After Hours Menu
Configure the auto attendant to route calls differently during non-business hours

Holiday Menu
Configure the auto attendant to route calls differently during holidays.

Figure 105 Standard Auto Attendant — Menus Menu

On the Auto Attendant — Profile menu page, in the Options list click Menus to access the Auto
Attendant — Menus menu page.

The Holiday Menu item only appears for Standard Auto Attendants.
6.3.6 DEFINE BUSINESS HOURS SERVICE

Use the Auto Attendant — Business Hours Menu page to select the business hours greeting for
the Auto Attendant and to specify the dialing menu of prompts and actions to be used during
business hours. An example of a dialing prompt is “Dial 2 to reach Marketing”.

Note: Clearspan accepts .WAV and .WMA audio file formats and .MOV and
.3GP video file formats.
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= -
Clearspan Help - Home
Group Welcome Donna Turner [Logout]
Options: H
i Business Hours Menu
Caonfigure the automated receptionist greeting prompt and dialing menu to be used during business hours.
Coneel_|

Business Hours Gresting:

Calling Plan
Utilities

& Default Greeting
 Personal Greeting  C:\Documents and Settingsircarroll\Desktoplbw.record.way

Load personal greeting:

Menu Options:
[T Enable first-level extension dialing

Key Description Action Phone Number
0 |group operator |Transfe| to operator j |EDD1

1 |ex1en3|on dialing |Emen3|on dialing j

2 |d\a| by name |Name dialing j

3 ||'epeat |Repeatmenu j

4 |t|‘sf |Transfe| withoutpromptj |3339

T SRS S ———— e —

Figure 106 Group — Business Hours Menu (Top of Page)

1. Specify business hours greeting:

- Select Default Greeting to play a generic system recording that does not identify
your company by name. Callers hear a greeting similar to the following:

Welcome. Your call is being answered by an automated attendant.
If you know your party's extension, press 1.

To use our automated name directory, press 2.

If you would like to speak with an operator, press O.

Thank you for calling.

- Select Personal Greeting to play a custom recording. Select an audio file with
your greeting from the Audio drop-down list. If your Auto Attendant has video
support enabled, you can also select a video file with your greeting from the
Video drop-down list. Callers hear a custom recording, such as the following:

Welcome to ABC Distributing. If you know the extension of the party you
are trying to reach, dial it now. To use our automated name directory,
press 2. To reach customer service, press 3. To reach the operator,
press 0, or stay on the line.

Note: You can also record personal greetings for the Auto Attendant using
the group voice portal.

2. Enable or disable first-level extension dialing. Check or uncheck Enable first-level
extension dialing. Enabling this feature is more convenient for callers who know
the extension of the person they want to reach.

3. Specify the menu options for callers. Options for callers include the ability to reach
the operator, reach company employees by extension or by name, reach company
departments or other pre-configured destinations, leave voice messages, or listen
to announcements.
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The following table explains the data to provide for each option:

OPTION DESCRIPTION

Key A key on a telephone keypad to which you can assign an action. You can
define a menu option for each numeric key, one for the * key and one for the
# key.

Description  Optional description of the menu option.

Action An action performed when the key is pressed by the caller.

Action Data Some actions also require you to specify additional information, such as a
phone number, audio file, or submenu. Controls in the Action Data column
appear for options that require additional data.

For example, the menu for an Auto Attendant or Basic Auto Attendant might
include these options:

KEY DESCRIPTION ACTION PROMPT AND WHAT HAPPENS

0 Group operator Transferto “Please wait while your call is transferred to the
operator operator.”
Call is transferred to the number in the Action Data
column.
1 Dial by Extension  "Please dial the extension of the party you are trying
extension dialing to reach.”

Access to extension dialing is provided.

2 Dial by name  Name "Using the keys on the touchtone phone, enter the
dialing name of the person you wish to reach."

Access to name dialing is provided.

3 Customer Transfer “Please wait while your call is transferred to Customer
Service with prompt Service.”
department Call is transferred to the number in the Action Data
column.
4-9,*  Not defined Menu greeting is played.
#
The menu for a Standard Auto Attendant might include the following options:
KEY DESCRIPTI ACTION PROMPT AND WHAT HAPPENS
ON
0 Group Transfer to “Please wait while your call is transferred to the
operator operator operator.”
Call is transferred to the number in the Action
Data column.
1 Dial by Extension "Please dial the extension of the party you are
extension dialing trying to reach."
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Access to extension dialing is provided.

2 Dial by name Name dialing "Using the keys on the touchtone phone, enter the

name of the person you wish to reach."

Access to name dialing is provided.

3 Customer Transfer to Call is transferred to the submenu specified in the
Service submenu Action Data column and the submenu greeting is
department played.

4-9,* Not defined -

Menu greeting is played.

#
- For each menu option you want to define, select an action from the drop-down
list in the Action column. The following actions are available to choose from:
ACTION EXPLANATION

Transfer with prompt

This informs the caller that they are being transferred and
transfers the call to the phone number you provide in the
Action Data column.

Transfer without prompt

This transfers the call to the phone number you provide in the
Action Data column without playing any prompt to the caller.

Transfer to operator

The caller is played a message informing them that they are
being transferred to the operator and the call is transferred to
the number in the Action Data column.

Transfer to submenu
(Standard Auto
Attendant)

The caller is transferred to the submenu and played the
greeting defined for that submenu.

Name dialing

The caller is provided with access to name dialing and asked
to enter the name of the party they are trying to reach.

Extension dialing

The caller is provided with access to extension dialing and
asked to provide an extension.

Transfer to mailbox

The caller is asked for an extension and then transferred to
the voice mailbox at that extension.

Play announcement

The announcement provided in the Action Data column is
played to the caller and the call returns to the current menu.

Repeat menu

The menu options are played to the caller.

Exit

The caller is thanked for calling and the call is released.

Indicates no action has been selected. Menu greeting is
played to the caller.

- For actions that require additional data, provide the data as follows:
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= If you selected an action that requires a phone number, enter a phone
number in the Phone Number text box. Phone numbers can include
Feature Access Code prefixes (*##) to activate the following Feature
Access Code services: Calling Line ID Delivery Blocking per Call,
Calling Line ID Delivery per Call, Direct Voice Mail Transfer, Speed Dial
8, Speed Dial 100, or Diversion Inhibitor. For example, if you enter the
Feature Access Code for Speed Dial 8, the call transfers directly to the
digits mapped for the provided Speed Code.

= If you selected an action that requires an audio or video file. Select a file
with your greeting from the Audio drop-down list. If your Auto Attendant
has video support enabled, you can also select a file from the Video
drop-down list

In addition, for a Standard Auto Attendant:

= |f you selected Transfer to Submenu, select a submenu from the drop-
down list. Note that the list is empty if submenus have not been created.
To create a submenu, see section 6.3.4.2 Add Submenu. To make
modifications to the selected submenu, click Configure Submenu. Your
current changes are saved and the Auto Attendant Submenu Modify
page for the selected submenu appears. To modify the submenu, see
section see section 6.3.4.3 Modify Submenu from Within Another Menu.

4. Save your changes. Click OK. The Group — After Hours Menu page appears.

To exit without saving, select another page or click Cancel to display the previous
page.

6.3.7 DEFINE AFTER HOURS SERVICE

Use the Auto Attendant - After Hours Menu page to select the greeting and dialing menu
(prompts and actions) to be used outside business hours. An example of a dialing prompt is “We
are closed. Dial O to reach the operator.”

Note: Clearspan accepts .WAV and .WMA audio file formats and .MOV and
.3GP video file formats.
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Help - Home

693653680@us.aastra.com Welcome Frisco Group [Logouf]

options:
Prof

After Hours Menu

Configure the automated receptionist greeting prompt and dialing menu to be used after business hours

s
oo After Hours Greeting:
Calling Plan
Utilities € Default Greeting
@ Personal Greeting  C:\Documents and Settir _BW_Mi liday.wav
Load personal greeting Browse
After Hours Menu Options:
¥ Enable first-level extension dialing
Key Description Action Phone Number
0 group operator Transferto operator _¥| 4693653691
1 dial by extension Extension dialing =l
Z dial by name Name dialing =l
> |
0 [ |
5 [ R
6 |
7 [ |
5 [ = =
s ] R
[ R
Note: Callers who do riot indicate a transfer option wili be forwarded to the operator.
OK Cancel

Figure 107 Group - After Hours Menu (Top of Page)

1. Select Menus from the Options list and click After Hours Menu. The Auto
Attendant — After Hours Menu page appears.

2. Select after hours greeting from the following options:

- Check Default Greeting to play a generic system recording that does not identify
your company by name. Callers hear a greeting similar to the following:
Welcome. Our offices are now closed.
If you know your party's extension, press 1.
To use our automated name directory, press 2.
Thank you for calling.

- Select Personal Greeting to play a custom recording. Select an audio file with
your greeting from the Audio drop-down list. If your Auto Attendant has video
support enabled, you can also select a video file with your greeting from the
Video drop-down list. Callers hear the personal greeting you recorded, such as:

Welcome to ABC Distributing. Our offices are now closed. To leave a
message at an extension, press 1. To use our automated name
directory, press 2. For our regular business hours, press 3. Thank you
for calling.

Note: You can also record personal greetings for the Auto Attendant using
the group voice portal.

3. Enable or disable first-level extension dialing:

- Check or uncheck Enable first-level extension dialing. Enabling this feature
is more convenient for callers who know the extension of the person they
want to reach.
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4. Specify the business hours. Select a time schedule from the Business Hours drop-
down list. The greeting and dialing menu defined on this page apply outside
business hours.

5. Specify menu options for callers.

To exit without saving, click Cancel or select another page.

6.3.8 DEFINE HOLIDAY SERVICE (STANDARD AUTO ATTENDANT)

Use the Auto Attendant — Holiday Menu page to select the greeting and dialing menu (prompts
and actions) to be used during holidays. An example of a dialing prompt is “We are closed. Dial
0 to reach the operator.”

Note: Clearspan accepts .WAV and .WMA audio file formats and .MOV and
.3GP video file formats.
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Group >Auto Attendant : autoAttendantStandard Welcome Ruth Margolis [Logout

» Menus

Holiday Menu

Configure the automated receptionist greeting prompt and dialing menu to be used during holidays

{ OK ][ Apply ][ Cancel ]

Holiday Menu Greeting:
® Default Greeting
O Personal Greeting

Load personal greeting

Menu Options:
[[] Enable first-level extension dialing

Holiday Schedule: | None ¥

Key Description Action Action Data
0 group operator Transfer to operator v | Phone
Number:

1 |dial by extension Extension dialing v

2 |dial by name Name dialing v

3 v

4 v

5 v

Q v

7 v

8 v

©
<

at
<

Note: Callers who do not indicate a transfer option will be forwarded to the operator.

[ oK ][ Apply ][ Cancel ]

Figure 108 Auto Attendant — Holiday Service

On the Auto Attendant — Profile menu page, select Routing Policies from the
Options list. The Auto Attendant — Routing Policies menu page appears.

Click Holiday Menu. The Auto Attendant — Holiday Menu page appears.

Select holiday greeting from the following options:

Check Default Greeting to play a generic system recording that does not identify
your company by name. Callers hear a greeting similar to the following:
Welcome. Our offices are now closed.
If you know your party's extension, press 1.
To use our automated name directory, press 2.
Thank you for calling.

Select Personal Greeting to play a custom recording. Select an audio file with
your greeting from the Audio drop-down list. If your Auto Attendant has video
support enabled, you can also select a video file with your greeting from the

Video drop-down list. Callers hear a custom recording, such as the following:
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Welcome to ABC Distributing. Our offices are closed for holidays. To
leave a message at an extension, dial 1. For our regular business hours,
press 3. Thank you for calling.

Note: You can also record personal greetings for the Auto Attendant using
the group voice portal.

4. Enable or disable first-level extension dialing. Check or uncheck Enable first-level
extension dialing. Enabling this feature is more convenient for callers who know
the extension of the person they want to reach.

5. Specify the holiday schedule. Select a holiday schedule from the Holiday Schedule
drop-down list. The greeting and dialing menu defined on this page apply during
the holiday schedule.

6. Specify the menu options for callers.

7. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.3.9 MODIFY OR DELETE AUTO ATTENDANT

Use the Group — Auto Attendant Modify page to modify or delete an Auto Attendant. From this
page, you modify the greeting and dialing menu for the business hours of the Auto Attendant.

» Profile
Modify an existing auto attendant.

0K | Deete | cCanca |

Auto Attendant ID: 4693653680@us aastra.com Change User ID (Also saves current screen data)

“Neme [Frisco Auto Afendant
* Calling Line 1D Last Name ,Intemm— * Calling Line 1D First Name; ,Aastra—
Depament [None 7] Language: [English 7]
Time Zone: |(GMT'D5 00) (US) Central Time j
I~ Enable video support
Business Hours: ,m Holiday Schedule: ,m

Business Hours Wenu After Hours Menu
(Also saves current screen data) (Also saves current screen data)

Scope of extension dialing: & Enterprise  Group  Department
Scope of name dialing: & Enterprise " Group ¢ Department

Name Dialing Entries: @ | astName + FirstName " LastName + Firstame and FirstName + LastName

oKk |  Deete | cancel |

T Nemys s

Clearspan el - Home
Group > Auto Attendant : 4693653680 @us.aastra.com Welcome Frisco Group [Logout,
rrons: Auto Attendant Modify

Figure 109 Group - Auto Attendant Modify

1. Onthe Group — Services menu page, click Auto Attendant. The Group — Auto
Attendant page appears.

2. Click Edit or any item on the row for the Auto Attendant. The Group — Auto
Attendant Modify page appears.

3. To delete the Auto Attendant, click Delete. The previous page appears.
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4. To change the Auto Attendant ID, click Change User ID. The Group — Change
User ID page appears. Enter the new Auto Attendant ID, select the domain from
the drop-down list, and then click OK. The ID must be from six through 80
characters and can only contain letters, digits, single quotes or the following
symbols: #,$, %, & * +,-,,= 2,5 4L _~ L N

5. To modify information for the Auto Attendant, type or select information as
described in section 5.3.2 Add an Auto Attendant.

6. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page. -

To exit without saving, select another page or click Cancel.

6.4 CALL PARK

The Call Park service allows the user to park a call against an extension so that any member of
the group or enterprise can retrieve it.

The Group Call Park service provides a hunting mechanism so that when parking a call, the
service hunts for an available user in the parking user’s Call Park group as a place to park the call
instead of trying only one user.

You use the following specific administrative procedures to configure Call Park and Group Call
Park services:

Configure Call Park and Group Call Park Settings

e Assign Alternate Recall User for Call Park
e Add Call Park Group
¢ Modify or Delete Call Park Group

e Assign Alternate Recall User for Call Park Group
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6.4.1 CONFIGURE CALL PARK AND GROUP CALL PARK SETTINGS

Use the Group — Call Park page to configure Call Park settings for all of a group’s users. The

page also displays the Call Park groups and provides ad entry way for new groups to be added
and existing groups to be modified.

Welcome Ruth Margolis [Logout

Call Park

Create a new call park group and manage existing call park groups. Defining call park groups allows users in these groups to
park calls on that group. Can also configure Call Park settings for your group’s users,

L ok JM Aoy B[ A JH Cance |

- Settings for Call Park
Alternate Recall User.

Select Alternate Recall User
Recall To: @ Alert parking user only

Alert parking user first. then alternate user
Alert alternate user only

- Seftings for Group Call Park
Display Timer.| 5

Y. Seconds

[¥] Enable parked destination announcement

r Seftings for All Parked Calls

Ring Pattern for Recalled Calls: Normal

Recall Timer: 45 Seconds

Alert Alternate Recall User Wait Time: 45

Seconds

Group Call Park Name (4]
Design Group

ok JI[ v Ji

Add ][ Cancel ]

Figure 110 Group - Call Park

1. On the Group — Services menu page, click Call Park. The Group — Call Park page
appears.
2. Inthe Recall Timer text box, enter the time in seconds.
When the Call Park Recall Timer expires, the parking user is recalled. The
Recall Timer option has a range from 30 through 600 seconds. The default is
“45 seconds”.
3.

In the Display Timer drop-down list, select the time in seconds.

The Display Timer option controls how long the Application Server waits before
automatically releasing the parked call when using Group Call Park. The Display
Timer has a range from 2 through 15 seconds. The default is “5 seconds”.

4. Select Enable Parked Destination Announcement to configure the Application

Server to provide an announcement. The default status is “enabled”.

Note: The Parked Destination Announcement option does not apply to calls
parked by Call Park or for those that the Call Park service has a single

Parked Destination Audio Playback option. Call Park groups do not have
their own Parked Destination Audio Playback options.
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5. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.

Settings for Call Park:

6. Select the recall option, which determines where the parked call is sent when the
recall timer expires. For Recall To select from the following:

- Alert parking user only to alert only the user who parked the call.

- Alert parking user first, then alternate user to first alert the user who parked the
call and then alert the alternate user if the parking user does not answer the
recall.

- Alert alternate user only to alert only the alternate user.

@ Note: The Recall To setting is initially set to Alert parking user only. You
can only change the setting after you assign an alternate recall user. To
assign an alternate recall user for Call Park, follow the procedure in section
6.4.2 Assign Alternate Recall User for Call Park.

Settings for Group Call Park:

7. Inthe Display Timer drop-down list, select the time in seconds.

The Display Timer option controls how long the Application Server waits before
automatically releasing the call that is used to park a call with Group Call Park.
The Display Timer has a range from 2 through 15 seconds. The default is “45”
seconds.

8. To announce to the parking user the phone number or extension of the destination
against which the call has been parked, check Enable parked destination
announcement.

Note: There is a single parked-destination-announcement option. Individual
Call Park groups do not have their own parked-destination-announcement
options.

Settings for All Parked Calls:

9. Select the ring pattern for recalled calls from the Ring Pattern for Recalled Calls
drop-down list. This allows users to distinguish between new and recalled calls.

10. Configure the time after which the parked call is recalled. In the Recall Timer box,
enter the recall time in seconds. The Recall Timer has a range from 30 through
600 seconds. The default is “45” seconds.

11. Configure the time after which the alternate user is called (if configured). In the
Alert Alternate Recall User Wait Time box enter the time in seconds. This timer
has a range from 30 through 600 seconds. The default is “45” seconds.
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12. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the
previous page.

6.4.2 ASSIGN ALTERNATE RECALL USER FOR CALL PARK
Note: Only a hunt group can be used as an alternate recall user.

Use the Group — Assign Alternate Recall User page to specify a hunt group to which a call can be
presented, in addition to or instead of the parking user, when the call is recalled. This setting
applies to the Call Park service. To configure alternate recall users the Group Call Park service
(or more precisely, for a Call Park group), refer to section 6.4.5 Assign Alternate Recall User for
Call Park Group.

Group Welcome Ruth Margolis [Logout

= Select Alternate Recall User
Selecta hunt group as the alternate user to recall

[ ok J[ oy [ Cencel |
Enter search criteria below
— Available Hunt Groups Selected Hunt Group
design (design)

support (support)

reception (reception)

Figure 111 Group - Select Alternate Recall User

1. On the Group — Services menu page, click Call Park. The Group — Call Park page
appears.

2. Click the Select Alternate Recall User link. The Group — Select Alternate Recall
User page appears. This also saves any changes you made on the Call Park
page.

3. Use the search function to find available hunt groups.

4. In the Available Hunt Groups column, select a hunt group and click Select >. The
selected hunt group appears in the Selected Hunt Group column.

Note: There can only be one alternate recall user (hunt group), so if there
already is an alternate hunt group selected, it will be replaced by the one you
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select.

5. To remove the hunt group from the Selected User column, click Remove <.

@ Note: The remove operation will fail if either Alert parking user first, then
alternate user or Alert alternate user only is selected for the Recall To setting
on the Group —Call Park page. You need to select Alert parking user only
before performing the remove operation.

6. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.4.3 ADD CALL PARK GROUP

Use this page to create a Call Park group. Each group must have a unique name, and the
members of the group can only be in one Call Park group. Required fields are marked with an
asterisk (*).

Welcome Group Administrator [Logour
Call Park Add
Create a new call park group.
b o e
* Group Name: [
Enter search criteria below
LastName =] [Stans with =] . Search
Avallable Users Assigned Users
1001.Tes85 (lest55@marsh aasta com) > 1000, Test57 (lest57@marsh aastra com)
1003, Tes31 (test31@marsh aastra com) 1002.Tes53 (test53@marsh aastra com)
1005.Tes39 (tes39@marsh aastra com)
Remove <
Add M >>
Remove Al <<
Move Up | Move Down
ok |  cwce |

Figure 112 Group - Call Park Group Add

1. On the Group — Services menu page, click Call Park. The Group — Call Park page
appears.

2. Click Add. The Call Park Add page appears.

3. Inthe Group Name text box, specify a group name, between one through 80
characters.

4. Select the recall option, which determines where the parked call is sent when the
recall timer expires. For Recall To select from the following:
- Alert parking user only to alert only the user who parked the call

- Alert parking user first, then alternate user to first recall the user who parked the
call and the alternate user if the parking user does not answer the recall

- Alert alternate user only to alert only the alternate user
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@ Note: The default is Alert parking user only. You can only change the
setting after you assign an alternate recall user to the Call Park group. To
assign an alternate recall user, follow the procedure in section 6.4.5 Assign
Alternate Recall User for Call Park Group.

5. Add users to the Call Park group:

- Tofind a desired user, enter search criteria and click Search. For more
information on defining search criteria, see the Clearspan Getting Started Web
Interface Administration Guide.

- Inthe Available Users column, select the users to assign and click Add >. Orto
assign all available users, click Add All >>

You can select some or all of the items in a column. Item names are listed in
alphabetical order. To select several items in sequential order, click the first
name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard.

6. Toremove one or more assigned users, in the Assigned Users column, select the
users and click Remove. Or to remove all assigned users, click Remove All.

7. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.4.4 MODIFY OR DELETE CALL PARK GROUP

You use this page to modify or delete the Call Park groups. Each group must have a unique
name and a user can only be in one Call Park group.

Group Welcome Ruth Margolis [Logout

et Group Call Park Modify

Modify the selected Group Call Park group

ok J| oy [ Deete | Cancel |

* Group Mame: marketing
Recall To: (&) Alert parking user only
Alert parking user first, then alternate user

Alert alternate user only

Enter search criteria below

LastName v Starts With v :I
Available Users Assigned Users

[ Ok ][ Apply ][ Delete ][ Cancel ]

Figure 113 Group - Call Park Group Modify

1. On the Group — Services menu page, click Call Park. The Group — Call Park page
appears.

2. Click Edit or any item on the row for the Call Park group. The Group — Call Park
Modify page appears.

3. To delete the call park group, click Delete. The previous page appears.

4. Make the required changes. For information about the options available on this
page, see section 6.4.3 Add Call Park Group.

5. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.4.5 ASSIGN ALTERNATE RECALL USER FOR CALL PARK GROUP

Note: For the Group Call Park service, you assign alternate recall users
individually to each Call Park group.
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You use the Alternate Recall User tab on the Group — Call Park Add or Group — Call Park Modify
page to assign an alternate user for the selected Call Park group.

Group Welcome Ruth Margolis [Logout]
Group Call Park Modify
Select a hunt group as the alternate user to recall
Lok J[ oy | Cancel |
== Enter search criteria balow
Available Hunt Groups Selected Hunt Group

.de3|gn (design)
reception (reception}
support (suppor)

[ ok J[ Aoy | Cancel |

Figure 114 Group - Call Park Group Modify (Alternate Recall User Tab)

1. On the Group — Call Park Modify or Group — Call Park Add page, click Alternate
Recall User.

2. Use the search function to find available hunt groups.

3. Inthe Available Hunt Groups column, select a hunt group and click Add >. The
selected hunt group appears in the Selected Hunt Group column.

4. To remove the hunt group from the Selected Hunt Group column, click Remove <.

z/ Note: The remove operation will fail if either Alert parking user first, then
alternate user or Alert alternate user only is selected for the Recall To setting
on the Profile tab for the Call Park group. You need to select Alert parking
user only before performing the remove operation.

5. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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6.5 CALL PICKUP

The Call Pickup service enables a user to answer any ringing line within their pickup group. A
pickup group is a set of users to which an assigned call pickup service applies. To pick up a
ringing call, a user dials the call pickup star code. The user is then connected to the caller. If
more than one line in the pickup group is ringing, the call that has been ringing the longest is
answered.

More than one Call Pickup group can be established within a business group. Users can belong
to only one pickup group.

This type of virtual user has the following specific administrative procedures:

e Add Call Pickup Group

e Modify or Delete Call Pickup Group

6.5.1 ADD CALL PICKUP GROUP

Use the Group — Call Pickup Add page to add a call pickup group to your group. On this page,
only users not already assigned to a Call Pickup group appear in the Available Users column.

After Call Pickup has been set up, the user must dial the feature access code assigned for this
service. This code appears in the user's Home page.

AN -
Clearspan el Home
Group Welcome Group Administrator [Logout]
tions: f
= Call Pickup Add
e Create a new call pickup group.
e
* Group Name: [
Utilities
Enter search criteria below
LastName x| [starts with =] Search
Available Users Assigned Users
1002.Test53 (test53@marsh.aastra.com) Add>
1003.Test31 (test31@marsh.aastra.com)
1005.Test39 (test39@marsh.aastra.com)
Remove <
Add All >>
Remove All <</
ok | Cancdd |

Figure 115 Group - Call Pickup Add

1. On the Group — Services menu page, click Call Pickup. The Group — Call Pickup
page appears.

2. Click Add. The Group — Call Pickup Add page appears.
3. Type the group name, between one through 80 characters.

4. Add users to the group:
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- Tofind a desired user, enter search criteria in the fields provided and click
Search. For more information on defining search criteria, see the Clearspan

Getting Started Web Interface Administration Guide.

- Inthe Available Users column, select the users to be assigned. You can select
some or all of the items in a column. Item names are listed in alphabetical order.
To select several items in sequential order, click the first name, hold down the
SHIFT key on the keyboard, and click the last name. To select several items, but
not in a particular order, click the names while holding down the CTRL key on the

keyboard.

- To assign the selected users, click Add >. To move all users (unselected) at

once, click Add All >>.
5. Remove assigned users.

In the Assigned Users column, select the users and click Remove <. To move all

users (unselected) at once, click Remove All <<.

6. Save your changes. Click OK. OK saves your changes and displays the previous

page.

To exit without saving, select another page or click Cancel to display the previous

page.

6.5.2 MODIFY OR DELETE CALL PICKUP GROUP

Use the Group — Call Pickup Modify page to modify or delete a call pickup group in your group.
On this page, only users not already assigned to a call pickup group appear in the Available

Users column.

Note: To change the assignment of a user from one group to another,
unassign the user from the first group and then assign the user to his/her

new group.

o call Pickup Modify

Profile
Madify the selected call pickup group.

* Group Name: [Call Pickup 1

Utilities

Enter search criteria below
LastName | Starts With ]

Available Users
Add >
Remove <
Add Al >>

Remove All <<|

e

Help - Home

Welcome Group Administrator Logout

- Search

Assigned Users

1000.Test57 (tests7@marsh.aastra.com)
1001 Test55 (testsb@marsh. aastra.com)
1002 Test53 (tests3@marsh. aastra.com)
1003.Test31 (test31@marsh. aastra.com)

Figure 116 Group — Call Pickup Modify

1. On the Group — Services menu page, click Call Pickup. The Group — Call Pickup

page appears.
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2. Click Edit or any item on the row for the call pickup group. The Group — Call
Pickup Modify page appears.

3. To delete the call pickup group, click Delete. The previous page appears.
4. Edit the group name, as required.
5. Add users to the group:

- Tofind a desired user, enter search criteria in the fields provided and click

Search. For more information on defining search criteria, see the Clearspan
Getting Started Web Interface Administration Guide.

- Inthe Available Users column, select the users to be assigned. You can select
some or all of the items in a column. Item names are listed in alphabetical order.
To select several items in sequential order, click the first name, hold down the
SHIFT key on the keyboard, and click the last name. To select several items, but
not in a particular order, click the names while holding down the CTRL key on the
keyboard.

- To assign the selected users, click Add >. To assign all users (unselected) at
once, click Add All >>.

6. Remove users from the group.

On the Assigned Users column, select the users and click Remove <. To move
all users (unselected) at once, click Remove All <<.

7. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.6 HUNT GROUP

The Hunt Group service routes incoming calls that are not directed to a specific user number to
the next available user in the hunt group, according the Group Policy settings for that hunt group.

This type of virtual user has the following specific administrative procedures:

e Add Hunt Group

e Configure SMDI Message Desk Service
e Configure Weighted Call Distribution

e Configure Directory Number Hunting

¢ Modify or Delete Hunt Group
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6.6.1 ADD HUNT GROUP

Use the Group — Hunt Group Add page to create a new hunt group and to enter basic information
for the hunt group. A hunt group is a virtual user and you provision it with many of the attributes a
user has.

Clearspan’ elp - tome

Group Welcome Frisco Group [Log

Hunt Group Add

Create a new hunt group

Cancel
* Hunt Group ID: [ABChuntgroup @|us.zasta.com =l
Utiities “Name: [ABC HumGrop
“CallingLine ID LastName: [Group  *Calling Line ID First Name: [Hunt
Department: [Operations (Frisco) =] Language: [English =
Time Zone: [(GMT-05:00) (US) Central Time =

[~ Allow Call Waiting on agents
Group Policy: " Circular ' Regular  Simultaneous " Uniform ¢ Weighted Call Distribution
No Answer Setting
I™ Skipto next agentafter[5 ] rings
I” Forward call after waiting |0 seconds

Calls Forward to;
Enter search criteria below
[LastName =] [Starts With =] |  Seach |
Available Users Assigned Users
1000,1000 (1000@1tb20r0.aastra.com) B

10011001 (1001@tb20r0.aastra.com)
1002,1002 (1002@tb20r0.aastra.com)
1003,1003 (1003@tb20r0.aastra.com) M‘
10041004 (1004@tb20r0.aastra.com)
1005,1005 (1005@tb20r0.aastra.com)
1006.1006 (1006@th20r0.aastra.com)

330000.330000 (330000@1b20hq aastra.com Add All 5>
330001.330001 (330001@1b20hq aastra.com

: )
330002.330002 (330002@1b20hq.aastra.com)
330003.330003 (330003@1b20hq.aastra.com) =l Remove All <]

Move Up | Move Down

Figure 117 Group — Hunt Group Add (Top of Page)
1. On the Group — Services menu page, click Hunt Group. The Group — Hunt Group
page appears.
2. Click Add. The Group — Hunt Group Add page appears.

3. Type or select information for the Hunt Group. An asterisk (*) indicates required
data.

Note that the Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by your
system administrator.

FIELD VALUES DESCRIPTION
Hunt Group ID 6 to 80 characters. Can only Enter a unique ID for the hunt group and
contain letters, digits, single select a domain from the drop-down list.

quotes, periods, semicolons, or the
following symbols: #, $, %, &, +, -,
L=2L_~L.N{}

Domain The domain must be selected from Select a domain from the drop-down list.
the drop-down list of domains
available for your group.

Name 1 to 30 characters. Can contain Enter the name for the hunt group.
special characters and spaces.
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FIELD VALUES DESCRIPTION
Calling Line ID Last 1 to 30 characters. Cannot Enter the last name to use for calling line
Name contain % and + symbols, ID services.

backslashes, double quotes, or
extended ASCII characters.

Calling Line ID First 1 to 30 characters. Cannot Enter the first name to use for calling line
Name contain % and + symbols, ID services.

backslashes, double quotes, or

extended ASCII characters.

Calling Line ID 1 to 20 digits in the national format Enter the phone number to use for calling
Phone Number or 3 to 22 characters in E.164 line ID services.
format. Spaces and dashes are
allowed and do not count toward
the length of the phone number.

NOTE 1: The box only appears when the
CLID policy in effect for the virtual
subscriber is to use a configurable CLID.

NOTE 2: Upon saving, the CLID phone
number is stored either as entered or
after being normalized to E.164 format.
The format is decided by the system
administrator and specified below the text

box.
Hiragana Last 1 to 30 characters. Enter a character-based name. This
Name input box is designed for specific

markets. It does not appear unless
configured by the system administrator.

Hiragana First 1 to 30 characters. Enter a character-based name. This

Name input box is designed for specific
markets. It does not appear unless
configured by the system administrator.

Department The drop-down list displays all Select a department if you want the hunt
departments in your group, and if  group to belong to a department.
your group is part of an enterprise,
all departments created at the
enterprise level by your enterprise
administrator.

Language The drop-down box lists all Select the language in which service-
languages configured for your specific messages are played during
system. calls to the hunt group.

Default is English (U.S. English) unless
configured otherwise.

Time Zone The drop-down box lists time Click the drop-down arrow to choose a
zones from which to choose. time zone for the hunt group.

Network Class of  The drop-down box lists network  Select the network class of service from
Service classes of service assigned to your the drop-down list.

group.

4. Select or unselect the Allow Call Waiting on Agents box. When Directory Number
Hunting has been assigned to a Hunt Group, you can assign Call Waiting to Hunt
Group agents so that they can handle more than one call directed to them,
regardless of their Call Waiting feature status.
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5. Check Allow members to control Group Busy to allow group members to control
the hunt group’s busy status.

6. Check Enable Group Busy to make the hunt group busy. When this policy is
enabled, calls to the hunting group receive busy treatment.

7. If you checked Enable Group Busy, you can also check Apply Group Busy When
Terminating Call to Agent to always apply the Enable Group Busy policy when calls
are made through the directory hunting number.

8. The Group Policy options configure the call-distribution pattern for incoming calls.
Click the button for the type of setup you want.

POLICY DESCRIPTION
Regular Sends incoming calls to the next available user in the Hunt Group.
Circular Sends incoming calls to users according to their position in a list.

After a call has been sent to the last user on the list, the next call is
sent to the user at the top of the list.

Simultaneous Sends incoming calls to all user numbers at the same time. Once
the call has been answered, the remaining calls to other users are
released.

Uniform Sends the current incoming call to the user who has been idle the

longest. After a user has answered a call, they are moved to the
bottom of the call queue.

Weighted Call Assigns calls randomly to users according to percentages you
Distribution assign on the Hunt Group — Weighted Call Distribution page

9. The No Answer Settings configure how the service behaves if a user does not
answer a call. Type or select the data or select or unselect a box. A checked box
indicates a feature is enabled.

INPUT BOX DESCRIPTION

Skip to next agent Select this box to have the system pass incoming unanswered calls
after X rings to the next user determined by the current group policy after the
specified number of rings.

Forward call after Select this box to forward calls that have not been answered by any
waiting X seconds user after the specified number of seconds to the specified phone
number. This box accepts values from 0 to 7200 seconds (2 hours).

Calls Forward to Enter the number where you want to transfer calls not answered in
the time specified by the Forward call after waiting X seconds
control. If this number is not one assigned to the group, type the
complete number: + <country code> <national number>.

Enter the FAC before the number to initiate one of the following
services:

=  Calling Line ID Delivery Blocking per Call

=  Calling Line ID Delivery Blocking
Allowing per Call
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=  Direct Voice Mail Transfer

10. The Not Reachable Settings specify how the service behaves if a user is not

reachable.
INPUT BOX DESCRIPTION
Enable Call Select this box to forward calls to the specified phone number
Forwarding Not when all agents are unreachable.
Reachable

=  When the Call Forwarding Not Reachable policy is
enabled and all agents are unreachable and not busy,
the call is forwarded to the specified phone number.

=  When the Call Forwarding Not Reachable policy is
enabled, the Make Hunt Group busy when all available
agents are not reachable setting is not checked, and
some agents are busy and the remaining agents are
unreachable, the call is sent to the unreachable
destination.

=  When the Call Forwarding Not Reachable policy is
enabled, the Make Hunt Group busy when all available
agents are not reachable setting is checked, and some
agents are busy and the remaining agents are
unreachable, the call receives busy treatment.

Call Forward to

Enter the number where you want the calls to be forwarded when
all agents are unreachable. If this number is not one assigned to
the group, type the complete number: + <country code> <national
number>.

Make Hunt Group
busy when all
available agents
are not reachable

Check this box to apply busy treatment to calls when all available
agents are not reachable.

This setting is ignored if Enable Call Forwarding Not Reachable
setting is not checked.

11. Specify the hunt group's Calling Line ID presentation.

- Select Use the system default CLID configuration to use the setting defined at
the system level (displayed in parenthesis).

- Select Customize the CLID for this Hunt Group to use the setting defined on this
page and check or uncheck Include the Hunt Group Name in the CLID.

12. Assign users as members for the hunt group. If your group is part of an enterprise,
your hunt group may include any user in the enterprise.
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- Tofind a desired user, enter search criteria in the fields provided and click
Search. For more information on defining search criteria, see the Clearspan
Getting Started Web Interface Administration Guide.

- Inthe Available Users column, select the users to be assigned. You can select
some or all of the items in a column. Item names are listed in alphabetical order.
To select several items in sequential order, click the first name, hold down the
SHIFT key on the keyboard, and click the last name. To select several items, but
not in a particular order, click the names while holding down the CTRL key on the
keyboard.

- To assign the selected users, click Add. To assign all users, click Add All.
13. Order assigned users. To change a user’s position on the list, select the user in
the Assigned Users column and click Move Up or Move Down until you place the
user at the desired position.

When the circular distribution policy is used, calls are assigned to users in the
order established on this page.

14. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.6.2 CONFIGURE SMDI MESSAGE DESK SERVICE

The Simplified Message Desk Interface (SMDI) Message Desk service is assigned exclusively to
Clearspan Hunt Groups to support a legacy voice mail system over an analog interface. The
analog interface consists of a legacy voice mail system phone number and an SMDI interface.

For calls terminating on the Hunt Group, the SMDI Message Desk service sends the following
information about the call to the voice mail system over the analog interface:

e Calling number
e Called number

e Redirection information

Clearspan | 168



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

This information is used by the voice mail system to redirect the calling party to the user’s mailbox
and provide the correct greeting.

The following figure shows how the SMDI Message Desk service allows Clearspan to interface to
an external voice messaging system accessed over an analog interface.

e T T Access GW

'-span'w span —— ﬁim W
r— [THIT

Tarmm-‘ Server

vms
| — —TCPIP — — — -@ I—Rszsz

~SMOI lTC‘PI'IP-l SMDI

LI, ﬂ“&ﬁ‘m — [RS232)
Call History
Scope of the SMDI Info

Message Desk service

Figure 118 SMDI Message Desk

In this configuration the:

Analog lines of the legacy VMS are connected to an access gateway hosted by the
Application Server. Each analog line is mapped to a user/phone number in
Clearspan.

Voice mail server is the number of a Hunt Group in Clearspan.

SMDI Message Desk service provides the voice mail server with the redirection
information for the incoming call.

To provide this service, the group administrator needs to:
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Configure the access gateway for the group.

Define a user for each line of the VMS. Each of these users is assigned one of the
lines of the access gateway. To add users, see section 5.1.3 Add User.

Define and configure a Hunt Group. This is the Hunt Group to be used to select a
line among the lines of the VMS. To achieve this, the users configured to represent
each line of the VMS must be added to the list of Hunt Group members. The phone
number given to the Hunt Group is the voice mail server address (as used in for
Third-Party Voice Mail Support). Although this application typically uses the
“Regular” hunting policy, all other hunting policies except for “simultaneous” are
supported. For the procedure to add and configure a Hunt Group, see section 6.6.1
Add Hunt Group.

Assign the SMDI Message Desk service to the Hunt Group. For the procedure to
assign the service, see section 5.2.8 Assign or Unassign User Services.

Configure the SMDI Message Desk service as follows:
- Enable the service.

- Assign a three-digit Message Desk Number. This number is included as a field
in the SMDI Call History Messages and is used by the VMS to uniquely identify
the Hunt Group.
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- Enter alist of terminal servers to which the SMDI messages are sent. Each
terminal server is defined by a name, IP address, and port. These fields are
mandatory. If the list of terminal servers is empty, an alarm is generated at call
processing time.

e Configure the Third-Party Voice Mail Support service to use the phone number of the
newly created Hunt Group as voice mail server address. For the procedure to turn
on Third-Party Voice Mail Support service, see the Clearspan Application Server
Group Web Interface Administration Guide — Part 1.

Configure the SMDI Message Desk Service:

Cllam= -
&ﬂ@_;@,fspan Help - Home
Group > Hunt Groups : ABChuntgroup@us.aastra.com Welcome Frisco Group [Logout
Options:
— SMDI Message Desk
N I|11;nn;i\1 Calls SMDI Message Desk helps you to interaperate with a legacy Voice Mail System
Incoming Calls
Calling Plans oK | Moy | Aa | cance
SMDI Message Desk: " Qn @ Off
* Message Desk Number:
Delete Terminal Server Name Address Port
No Entries Present
ok | mey | ad | canea |

Figure 119 Hunt Group — SMDI Message Desk

1. On the Group — Services menu page, click Hunt Group. The Group — Hunt Group
page appears.

2. Click Edit or any item on the row for the Hunt Group. The Hunt Group — Profile
menu page appears.

3. Click the Incoming Calls option (left side of page). The Incoming Calls menu
appears.

4. Click SMDI Message Desk. The SMDI Message Desk page appears.
5. To turn the SMDI Message Desk service on, click “On”.

6. Type the message desk number in the input box. Message desk numbers are
three characters between 000 and 999. (If a message desk number is not
provided, the SMDI Message Desk service cannot be turned on.)

7. To apply your changes, click Apply.
To add terminal servers:

8. Onthe SMDI Message Desk page, click Add. The SMDI Message Desk Add page
appears.
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ptions:
Profile
P Incoming Calls

Calling Plans

A e .
Clearspan el - Home
Group = Hunt Groups : ABChuntgroup@us.aastra.com Welcome Frisco Group [Logout

SMDI Message Desk Add

Add a new terminal server.

o

*Name: |

* Address: |

*Port:

ok | cancel |

10.

11.

12.
13.

14.

Figure 120 Hunt Group — SMDI Message Desk Add

In the Name input box, type the name of the terminal server. This can be from one
through 40 characters long and can contain special characters and spaces.

In the Address input box, type the terminal server address, which is an IP address
or host name and can be from two through 80 characters in length. Spaces and
the @ symbol are not permitted.

In the Port input box, type the number of the port; this is a numeric value from 1
through 65536.

To save your changes, click OK. The SMDI Message Desk page appears.

To add another terminal server, repeat this procedure.

_Or_

Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.6.3 CONFIGURE WEIGHTED CALL DISTRIBUTION

Use the Hunt Group — Weighted Call Distribution page to configure the Call Distribution policy
within your Hunt Group.

You can assign a percentage value to each user in the Hunt Group. When a new call comes in,
the system is more or less likely to assign that call to a given user according to the values you set

on this page.

Users already occupied with a call are not included in the random determination.
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Note: The percentage values represent the statistical likelihood of each user
receiving the next incoming call. They are not exact guarantees or quotas.
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rspan’ e - Home
Group > Hunt Groups - ABChuntgroup@us aastra com Welcome Frisco Group [Logout
options: Weighted Call Distribution

® Profile
Configure assigned users’ weighted call distribution allocation. With weighted call distribution, any incoming calls to the Hunt Group are dispatched to the agents randomly

Incoming Calls according to specified percentage weight of each agent.

Calling Plans
oKk | moy | Cance |

* Aastra, Antonio (aaastra@us.aastra.com): 50 %
* Callaway, Cab (4693654170@th20hq aastra.com): [50 %

ok | oy | Cancel |

Figure 121 Hunt Group — Weighted Call Distribution

1. Onthe Group — Services menu page, click Hunt Group. The Group — Hunt Group
page appears.

2. Click Edit or any item on the row for the Call Center. The Hunt Group — Profile
menu page appears.

3. Click Weighted Call Distribution. The Hunt Group — Weighted Call Distribution
page appears. This link will only appear if you have enabled the Weighted Call
Distribution policy on the profile page for this Hunt Group.

4. Assign a percentage value for each user in your Hunt Group using the input boxes
provided. The values must add up to exactly 100.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.6.4 CONFIGURE DIRECTORY NUMBER HUNTING

Use the Hunt Group — Directory Number Hunting page to configure Directory Number Hunting for
a hunt group.

When the hunt group has the Directory Number Hunting service assigned, you can configure a
Directory Number Hunting group for the hunt group.

The Directory Number Hunting service allows direct calls to an agent who is a member of a
Directory Number Hunting group to be handled by the hunt group policies, and the called agent
when unavailable can be skipped.

In addition, the service can be configured to allow calls to terminate to the agent’s device first
and/or to use the original agent’s service for busy and unanswered calls.

Note: A user can be assigned to only one Directory Number Hunting group.
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Group >Hunt Groups - huntgroup? Welcome Ruth Margolis [Logout
‘:"‘::‘ffh Directory Number Hunting

Al Plane Allows a call center or hunt group to select agents that can be in a Directory Number Hunting group. Calling these
— selected agents directs calls directly to the associated call centerhunt group

I OK |l Apply ][ Cancel I

[J Terminate Call to Agent First
[J Use Original Agent services for Busy and Mo Answer call

Available Users Assigned Users
[ Smith, Stan (stansmith) [ Bueno, Mario (mariobuena)
Wyoming, Madoline (madolinewyoming) Maldini,Paclo (paclomaldini)

- Dumas,Marie (mariedumas)
Remove <

Remove All <<

[ 0K ][ Apply ][ Cancel ]

Figure 122 Hunt Group - Directory Number Hunting

On the Group — Services menu page, click Hunt Group. The Group — Hunt Group
page appears.

Click Edit or any item on the row for the Hunt Group. The Hunt Group — Profile
menu page appears.

Click Directory Number Hunting. The Hunt Group — Directory Number Hunting
page appears.

Specify whether a direct call to an agent who is a member of the Directory Number
Hunting group, should be presented directly to the agent.

To present the call to the agent first, check the Terminate Call to Agent First box.

To redirect the call to the hunt group, uncheck the box.
For calls to an agent who is a member of the Directory Number Hunting group,
specify whether to use the hunt group’s or the agent’s service settings for busy and
unanswered calls when hunting is complete.

To use the agent’s service settings, check Use Original Agent services for Busy
and No Answer call.

To use the hunt group’s settings, unselect the box.
Assign members of the Hunt Group to the Directory Number Hunting group.

In the Available Users column, select the users to be assigned to the Directory
Number Hunting group. You can select some or all of the items in a column.
Item names are listed in alphabetical order. To select several items in sequential
order, click the first name, hold down the SHIFT key on the keyboard, and click
the last name. To select several items, but not in a particular order, click the
names while holding down the CTRL key on the keyboard.
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- To assign the selected users, click Add >. To assign all users (unselected) at
once, click Add All >>.

7. Unassign users.

In the Assigned Users column, select the users and click Remove <. To
unassign all users (unselected) at once, click Remove All <<.

8. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.6.5 MODIFY OR DELETE HUNT GROUP

The Hunt Group — Hunt Group Profile page is used to modify the profile information for a Hunt
Group or to delete a Hunt Group.

Group >Hunt Groups : abchuntgroup Welcome Ruth Margolis [Logout
‘:"":“s’:‘ Hunt Group Profile

Modify the selected hunt group.

T T ) T

Hunt Group ID: abchuntgroup Change User ID (Al30 saves current screen data

* Name: |ABC Receptionist

* Calling Line ID Last Name: |Receptionist * Calling Line ID First Name: | ABCDistributing
Department | None v Language: | English v
Time Zone: | (GMT-04:00) (Canada) Eastem Time v| Network Class of Senvice: | DefaultNCOS v

[] Allow Call Waiting on agents
[] Allow members to control Group Busy
[[] Enable Group Busy
[7] Apply Group Busy When Terminating Call to Agent

Group Policy. O Circular ® Regular O Simuttaneous O Unitorm O Weighted Call Distribution

r No Answer Settings
[ skip to next agent after| 5 ¥ |rings
[ Forward call after waiting |0 seconds
Calls Forward to

r Not Reachable Settings
[[] Enable Call Forwarding Not Reachable

Calls Forward to
IMake Hunt Group busy when all available agents are not reachable

r Calling Line ID Seftings
® Use the system default CLID configuration (currently including the Hunt Group Name in the CLID)
O Customize the CLID for this Hunt Group:

Include the Hunt Group Name in the CLID

Figure 123 Hunt Group — Hunt Group Profile

1. On the Group — Services menu page, click Hunt Group. The Group — Hunt Group
page appears.

2. Click Edit or any item on the row for the Hunt Group. The Hunt Group — Profile
menu page appears.

3. Click Profile. The Group — Hunt Group Profile page appears.

4. To delete the Hunt Group, click Delete. The previous page appears.
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5. To change the Hunt Group ID, click Change User ID (upper right on page). The
Group — Change User ID page appears. Enter the new Hunt Group ID, select the

domain from the drop-down list, and then click OK.

6. To modify the profile information, type or select information for the Hunt Group. An
asterisk (*) indicates required data. For information about the fields on this page,

see section 6.6.1 Add Hunt Group.

7. Save your changes. Click Apply or OK. Apply saves your changes. OK saves

your changes and displays the previous page.

To exit without saving, select another page or click Cancel to di
page.

6.7 CLEARSPAN ANYWHERE

splay the previous

The Clearspan Anywhere portal is a virtual user service that handles incoming calls from the
Clearspan Anywhere locations and prompts users for the destination address.

This type of virtual user has the following specific administrative procedures:

Add Clearspan Anywhere Portal

Modify or Delete Clearspan Anywhere Portal

6.7.1 ADD CLEARSPAN ANYWHERE PORTAL

Use the Group - Clearspan Anywhere Add page to add a new Clearspan Anywhere portal.
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Options:

BroadWorks Anywhere Add

Create a BroadWorks Anywhere Portal

* BroadWorks Anywhere ID @| vx86sanity mtl broadsoftcom ¥
* Name:
* Calling Line ID Last Name. * Calling Line ID First Name:
Calling Line ID Phone Number.
Department | None v
Time Zone: | (GMT-04.00) (Canada) Eastern Time v
Can Be Used By: O Users in Senvice Provider & Users in Group
Prompt to Confirm Calling Location: O Never Prompt
O Always Prompt
® Prompt If Not Available
] Sitent Prompt Mode

[¥] Prompt For Passcode

Group Welcome Ruth Margolis [Logout;

Language:  English v

Network Class of Senice: | DefaultNCOS v

Figure 124 Group - Clearspan Anywhere Add

1. Onthe Group — Services menu page, click Clearspan Anywhere
Clearspan Anywhere page appears.

2. Click Add. The Clearspan Anywhere Add page appears.

. The Group —

Clearspan |



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

3. Inthe Clearspan Anywhere ID text box, type in the ID and select the domain from
the domain drop-down list. The ID must be from six through 80 characters and can
only contain letters, digits, single quotes, periods, semicolons, or the following
symbols: #,$,%, & +,-,/,=2, |, _.~ 4L . N{}

4. Inthe Name text box, type in a name for the Clearspan Anywhere portal. This can
be from one through 40 characters and can contain special characters and spaces.

5. Inthe Calling Line ID Last Name and Calling Line ID First Name text boxes, type in
the display names, which can be from one through 30 characters, and cannot
contain % and + symbols, backslashes, double quotes, or extended ASCII
characters.

6. Inthe Calling Line ID Phone Number text box, type in the display phone number.
The number can be from one through 20 digits (three through 22 in E.164 format).
Spaces and dashes are allowed and do not count toward the length of the phone
number. Upon saving, the CLID phone number is stored either as entered or after
being normalized to E.164 format. The format is decided by the system
administrator and specified below the text box. The box only appears when the
CLID policy in effect for the virtual subscriber is to use a configurable CLID.

7. Inthe Department drop-down list, select a department for the Clearspan Anywhere
portal. Select “None” to assign the portal to the group.

Note: Assigning the Clearspan Anywhere portal to a department allows
department administrators to modify it.

8. Inthe Language drop-down list, select the language in which service-specific
messages are played during calls to the Clearspan Anywhere portal. The default
language is English (U.S. English) unless configured otherwise.

9. Inthe Time Zone drop-down list, select the time zone.

10. From the Network Class of Service drop-down list, select the network class of
service for the Clearspan Anywhere portal.

11. Select who can use the Clearspan Anywhere portal:
- Users in Service Provider allows all users configured in the same service
provider as the portal can originate calls through the portal.

- Users in Group allows only users configured in the same group as the portal can
originate calls through the portal.

Note: Users in Service Provider changes to Users in Enterprise when
logged in as an Enterprise.

12. For Prompt to Confirm Calling Location, select from the following types of prompts
to confirm the calling location:

- Never Prompt
- Always Prompt
- Prompt If Not Available
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- Select Silent Prompt Mode to make the prompts for calling address, password,
and destination address silent.

- Select Prompt for Passcode to have the portal prompt for a password once the
user is identified.

13. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the
previous page.

6.7.2 MODIFY OR DELETE CLEARSPAN ANYWHERE PORTAL

Use the Group - Clearspan Anywhere Modify page to modify the profile of the
Clearspan Anywhere Portal or to delete Clearspan Anywhere portal.

up >BroadWorks Anywhere : bwanywhere Welcome Ruth Margolis [Logout

Options: BroadWorks Anywhere Modify

Modify an existing BroadWorks Anywhere portal

L ok J Deete | Coce |

BroadWorks Anywhere ID: bwanywhere Change User ID (Also saves current screen data

* Name: ABC Anywhere Portal
* Calling Line ID Last Name: ABC Anywhere Portal * Calling Line ID First Name: ABC Anywhere Portal
Calling Line ID Phone Number.
Department: | None N Language: | English v
Time Zone: | (GMT-04:00) (Canada) Eastern Time |  Network Class of Senvice: | None ™
CanBe Used By: OO Users in Senvice Provider ® Users in Group
Prompt to Confirm Calling Location: O Never Prompt
O Always Prompt
® Prompt If Not Available
[] Silent Prompt Mode

[¥] Prompt For Passcode

oK ][ Delate ]l Cancal ]

Figure 125 Group - Clearspan Anywhere Modify

1. On the Group — Services menu page, click Clearspan Anywhere. The Group —
Clearspan Anywhere page appears listing Clearspan Anywhere portals configured
for your group.

2. Click Edit on any item on the row of the portal to edit. The Group — Clearspan
Anywhere Modify page appears.

3. To delete the Clearspan Anywhere portal, click Delete. The previous page
appears.

é WARNING: The Delete operation is final and cannot be undone.

4. Modify information as required. For information about the fields available on this
page, see section 6.7.1 Add Clearspan Anywhere Portal.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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To exit without saving, click Cancel or select another page.

6.8 COLLABORATE BRIDGES

The Collaborate — Audio and Collaborate — Video services allow a user to integrate audio and
video conferences into their multi-user chat rooms on the UC-One client.

A collaborate bridge is the media resource that chat room users use to have an audio or video
collaboration session. The bridge optionally contains phone numbers or extensions for guests to
join.

When the Collaborate — Audio service is authorized to the group, a default bridge is automatically
created that services all users not specifically configured to use a different bridge. You can also
create additional bridges that can be configured to serve a subset of users such as a department.

The default bridge cannot be deleted. It is deleted automatically when the service is unauthorized
from the group.

When users are assigned the Collaborate — Audio service, they are automatically assigned to the
default bridge. Users must be assigned to exactly one bridge. When they are assigned to a
bridge, they are automatically removed from the previous bridge, and when they are removed
from a bridge, they are automatically reassigned to the default bridge.

You use the Group — Collaborate Bridges page to access pages used to manage collaborate
bridges for your group.

A collaborate bridge is a virtual user and shares some configuration tasks that are performed for
all users, such as assigning services and configuring the Outgoing Calling Plan. These tasks are
described in the appropriate subsection in section 4 Configure Users. For example, configuring
the Outgoing Calling Plan is described in section 4.6.3 Configure Outgoing Calling Plan.

Collaborate bridges share personal service configuration tasks with users, that is, tasks that
regular users perform themselves, such as enabling or disabling forwarding of calls. For
information on how to perform those tasks, see the Clearspan User Web Interface Administration
Guide.

Collaborate bridges also share some administrative tasks with other virtual users. These tasks
are described in section 5.2 Configure Shared Tasks.

This section describes how to perform the following administrative procedures to manage
collaborate bridges:

e List Collaborate Bridges
e Add Collaborate Bridge

¢ Modify or Delete Collaborate Bridge
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6.8.1 LIST COLLABORATE BRIDGES

Use the Group — Collaborate Bridges page to list collaborate bridges defined for your group.

There are two types of bridges. The default bridge, created automatically when the Collaborate —
Audio service is authorized to the group and the bridges you define.

The default bridge is denoted by a checkmark in the Default column.

1. Onthe Group - Services menu page, click Collaborate Bridges. The Group -
Collaborate Bridges page appears.

2. Toreturn to be pervious page, click OK.

6.8.2 ADD COLLABORATE BRIDGE

Use the Group — Collaborate Bridge Add page to create a new collaborate bridge.

179

1. Onthe Group — Services menu page, click Collaborate Bridges. The Group —
Collaborate Bridges page appears.

2. Click Add. The Group — Collaborate Bridge Add page appears.

3. Type or select information for the bridge. An asterisk (*) indicates required data.

g/ Note: The Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by
your system administrator.

FIELD VALUES DESCRIPTION
Collaborate Up to 161 characters in user@domain Enter a unique ID for the bridge
Bridge ID * format. The user part must be from 6 and select a domain from the
through 80 characters and can only drop-down list.
contain letters, digits, single quotes,
periods, semicolons, or the following
symbols: #, $, %, &, +,-,/,=,?,|, _,~,
LA G
The drop-down box lists the domains
available for your group.
Name * 1 to 30 Unicode characters. Enter the name for the bridge.
Calling Line ID 1 to 30 ASCII characters. Cannot Enter the last name to use for
Last Name * contain % or + symbols, backslashes, calling line ID services.
double quotes, or extended ASCII
characters.
Calling Line ID 1 to 30 ASCII characters. Cannot Enter the first name to use for
First Name * contain % or + symbols, backslashes, calling line ID services.

double quotes, or extended ASCII
characters.
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FIELD

VALUES

DESCRIPTION

Calling Line ID
Phone Number

1 to 20 digits in the national format or 3
to 22 characters in E.164 format.
Spaces and dashes are allowed and do
not count toward the length of the phone
number.

Enter the phone number to use
for calling line ID services.

NOTE: This input box only
appears when the CLID policy in
effect for the virtual subscriber is
to use a configurable CLID.

Hiragana Last
Name

1 to 30 Unicode characters.

Enter a character-based name.
This input box is designed for
specific markets. It does not
appear unless configured by the
system administrator.

Hiragana First

1 to 30 Unicode characters.

Enter a character-based name.

Name This input box is designed for
specific markets. It does not
appear unless configured by the
system administrator.

Department The drop-down box lists the available Select a department if you want

departments in your group, and if your the bridge to belong to a

group is part of an enterprise, all department.

departments created at the enterprise

level by your enterprise administrator.

Language The drop-down box lists all languages Select the language in which

configured for your system. service-specific messages are
played during calls to the bridge.
Default is English (U.S. English)
unless configured otherwise.

Time Zone The drop-down box lists time zones from  Click the drop-down arrow to

which to choose.

choose a time zone for the
bridge.

Network Class of
Service

The drop-down box lists network classes
of service assigned to your group.

Select the network class of
service from the drop-down list.

4. Specify the maximum number of participants allowed on this bridge. For Maximum
Participants for this Bridge, select one of the following options:

- Unlimited

- Limited To and enter the number of participants in the text box (from 3 through

999,999)

5. Specify the maximum number of participants allowed in a single room on this
bridge. In the Maximum Collaborate Room Participants text box, enter a number.
The number can be from 3 through the system defined maximum, (which can be at

most 145).

If the system default changes to a value lower than the current setting for the
bridge, the bridge is updated with the new system default value.

6. To allow outdial, check Support outdial. To disallow it, deselect the check box.
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If the outdial is disabled at the system level, the Support outdial option is grayed
out and disabled at the bridge level.

7. Search for available users to assign to the bridge. Click Search to display all
available users or enter your search criteria and then click Search to display
specific available users. Assigned users can own rooms on this bridge.

8. Assign users to the bridge. In the Available Users column, select the names and
then click Add >. The selected users are moved to the Collaborate Owners
column.

Note that a user can be assigned to only one collaborate bridge, so users assigned
to this bridge are automatically removed from their previous bridge.

9. Using Add, Add All, Remove, and Remove All, move users between the
Available Users and Collaborate Owners columns until only the users you want to
be room owners are listed in the Collaborate Owners column.

10. Click OK. This creates the bridge and displays the previous page.

To exit without saving, click Cancel or select another page.

6.8.3 MODIFY OR DELETE COLLABORATE BRIDGE

Use the Collaborate Bridge — Collaborate Bridge Profile page to modify the profile
information for a collaborate bridge or to delete the bridge.

Note: You cannot delete the default bridge or add or remove users from the
default bridge.

Group =Collaborate Bridges : ABC Distributing-Default

Welcome Ruth Margolis [Logouf

Maximurn Collaborate Room Participants:

Collaborate Owner [&]

15

Support utdial

Last Name

e Collaborate Bridge Profile
\neoming Calls Maodify the selected Collaborate bridge.
Quigaing Calls [ QK ] [ Appl ] [ Cancel ]
Call Control
%“::_ ;,:a gns Collahorate Bridge ID: ABC Distributing-Default Change User ID {Also saves current screen data)
Communication Barting *name: | ABC Distributing-Default
LUtilities * Calling Ling ID Last Name: ABC Distributing = Calling Ling ID First Name: | Collaborate Bridge
Calling Line ID Phone Mumber: | 2025551026
Language: | English v
Tirne Zone: | (GMT-05:00) (Canada) Eastem Tirme v | Network Class of Service: | None v
Maximurm Participants for this Bridge: & Unlimited
O Limited Ta

Phone Number Extension

cherylbaldwin Baldwin 1009
jeanrichard Richard 1007
[Page 10f1]
Collaborate Owner % Starts With Find Find All
[ 0K ] [ Apply ] [ Cancel ]
Figure 126 Default Collaborate Bridge — Collaborate Bridge Profile
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Group =Collaborate Bridoes - HREridge Welcome Ruth Margolis [Logout
Options:

Collaborate Bridge Profile

B Profile

Calling Plans hodify the selected Collaborate bridge.

Communication Barring [ QK ] [ Appl ] [ Delete ] [ Cancel

Utililies

Collaborate Bridge ID: HRBridge Change User |D (Also saves current screen data)
*Marne: |HR Bridge
* Calling Line 1D Last Narme: |Bridge * Calling Line D First MName: |HR
Calling Line 1D Phone Mumber: | 2025551027
Department: | Human Resources ¥ Language: | English

Time Zone: | (GMT-05:00) (Canads) Eastern Time % Network Class of Service: | None |
Maximum Participants for this Bridge: ) Unlimited
® Limited Ta:|60
Waxrmurn Caollaborate Room Paticipants: |15
[] Support autdial

Enter search criteria below

User D 4 Starts With + ] [ Search ]
Available Users Collaborate Owners
Jones. Shifley (shirleyjones) Baldwin.Cheryl (cherylbaldwin)
Maldini,Paclo {paclomaldini) Richard,Jean (jeanrichard)
Add All >

OK ][ Apply ][ Delete ][ Cancel

Figure 127 Collaborate Bridge — Collaborate Bridge Profile

1. Onthe Group — Services menu page, click Collaborate Bridges. The Group —
Collaborate Bridges page appears.

2. Click Edit in the row of the bridge to edit. The Collaborate Bridge — Collaborate
Bridge Profile page appears.

3. To delete the bridge, click Delete. The bridge is deleted and the Group —
Collaborate Bridges page appears.

é WARNING: The Delete operation is final and cannot be undone.

4. Modify information as required. For information about the options available on this
page, see section 6.8.2 Add Collaborate Bridge.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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6.9 FIND-ME/FOLLOW-ME

The Find-me/Follow-me service allows you to define a series of alerting groups through which to
route inbound calls. A Find-me/Follow-me group consists of an ordered set of alerting groups
each containing a list of users and external devices to be simultaneously rung. When a Find-
me/Follow-me group receives a call, the service sequentially advances though the list of alerting
groups until the call is answered or all the groups have been alerted.

The Find-me/Follow-me group has the following administrative procedures:

e Add Find-me/Follow-me Group

¢ View Find-Me/Follow-me Group Profile Menu

e List and Order Alerting Groups for Find-me/Follow-me Group
e Create Alerting Group for Find-me/Follow-me Group

¢ View and Manage Selective Criteria for Alerting Group

e Add Selective Criteria Entry for Alerting Group

o Modify or Delete Selective Criteria Entry for Alerting Group

e Modify or Delete Alerting Group

¢ Modify Find-me/Follow-me Group

6.9.1 ADD FIND-ME/FOLLOW-ME GROUP

Use the Group — Find-me/Follow-me Add page to create a new Find-me/Follow-me group.

Group Welcome Ruth Margolis [Logout

Find-me/Follow-me Add

Create a Find-me/Follow-me group.

* Find-me/Follow-me Group ID @ wx3Bsanity.ml broadsoftcom v

* Name:
* Calling Line ID Last Hame * Calling Ling 1D First Name:
Calling Line ID Phone Number:
Department: | None v Language: | English hd

Time Zone: | (GMT-04:00) (Canada) Eastern Time v Network Class of Senvice: | None v

0K

Figure 128 Group - Find-me/Follow-me Add

1. On the Group — Services menu page, click Find-Me/Follow-me. The Group — Find-
me/Follow-me page appears.

2. Click Add. The Group — Find-me/Follow-me Add page appears.

3. Type or select information for the Find-me/Follow-me group. An asterisk (*)
indicates required data.
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Note that the Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by your
system administrator.

FIELD

VALUES

DESCRIPTION

Find-me/Follow-me
Group ID

Up to 161 characters in
user@domain format. The user
part must be from 6 through 80
characters and can only contain
letters, digits, single quotes,
periods, semicolons, or the
following symbols: #, $, %, &, +, -,
L= =0 N

The drop-down box lists the
domains available for your group.

Enter a unique ID for the Find-
me/Follow-me group and select a
domain from the drop-down list.

Name

1 to 30 Unicode characters.

Enter the name for the Find-me/Follow-
me group.

Calling Line ID Last
Name

1 to 30 ASCII characters. Cannot
contain % or + symbols,
backslashes, double quotes, or
extended ASCII characters.

Enter the last name to use for calling
line ID services.

Calling Line ID First

1 to 30 ASCII characters. Cannot

Enter the first name to use for calling

Name contain % or + symbols, line ID services.
backslashes, double quotes, or
extended ASCII characters.
Calling Line ID 1 to 20 digits in the national format  Enter the phone number to use for

Phone Number

or 3 to 22 characters in E.164
format. Spaces and dashes are

allowed and do not count toward the

length of the phone number.

calling line ID services.

NOTE 1: This input box only appears
when the CLID policy in effect for the
virtual subscriber is to use a
configurable CLID.

NOTE 2: Upon saving, the CLID
phone number is stored either as
entered or after being normalized to
E.164 format. The format is decided by
the system administrator and specified
below the text box.

Hiragana Last Name

1 to 30 Unicode characters.

Enter a character-based name. This
input box is designed for specific
markets. It does not appear unless
configured by the system administrator.

Hiragana First

1 to 30 Unicode characters.

Enter a character-based name. This

Name input box is designed for specific
markets. It does not appear unless
configured by the system administrator.

Department The drop-down box lists the Select a department if you want the

available departments in your group,

and if your group is part of an
enterprise, all departments created
at the enterprise level by your

Find-me/Follow-me group to belong to
a department.
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FIELD VALUES DESCRIPTION

enterprise administrator.

Language The drop-down box lists all Select the language in which service-
languages configured for your specific messages are played during
system. calls to the Find-me/Follow-me group.

Default is English (U.S. English) unless
configured otherwise.

Time Zone The drop-down box lists time zones  Click the drop-down arrow to choose a
from which to choose. time zone for the Find-me/Follow-me
group.
Network Class of The drop-down box lists network Select the network class of service
Service classes of service assigned to your  from the drop-down list.
group.

4. Click OK. This creates the group and displays the previous page. To complete the
minimum configuration, assign a phone number to the Find-me/Follow-me group
and configure and order alerting groups.

To exit without saving, select another page or click Cancel to display the previous
page.

6.9.2 VIEW FIND-ME/FOLLOW-ME GROUP PROFILE MENU

Once a Find-Me/Follow-me group is created, use the Find-Me/Follow-me — Profile menu page to
access the pages where you can view and configure the Find-Me/Follow-me group.

Group =Find-me/Follow-me : FindMe1 Welcome Ruth Margolis [Logout
Options:
B Profile PrOﬁIe

Basic Advanced

Profile Assign Services

Display and configure profile information for this Find- Azsign or unassign services and senvice packs.

me/Follow-me group. )
Call Application Policies
Addresses Select Call Control Applications enabled for 3 user.
Display and configure information such as phone number,
extension and aliases for this Find-me/Follow-me group,  Call Policies
Configure user Call Policies
Alerting Groups
Display and configure the list of aleding groups for this
Find-me/Follow-me group.

Announcement Repository

llanage the announcements for this Find-me/Follow-me
group.

Password

Configure the voice portal passwaord for this Find-
me/Follow-me group.

Voice Portal

Change voice portal options of the Find-me/Fallow-me
group.

Figure 129 Find-me/Follow-me Group - Profile Menu

1. On the Group — Services menu page, click Find-Me/Follow-me. The Group — Find-
me/Follow-me page appears.
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2. Click Edit or any item on the row for the Find-me/Follow-me group. The Find-
me/Follow-me Group — Profile menu page appears.

6.9.3 LIST AND ORDER ALERTING GROUPS FOR FIND-ME/FOLLOW-ME
GROUP

Use the Find-me/Follow-me Group — Alerting Groups page to view and order the list of alerting
groups for a Find-me/Follow-me group. When a Find-me/Follow-me group receives a call, the
service rings alerting groups in the order specified on this page.

Group >Auto Attendant : autoAttendantStandard Welcome Ruth Margolis [Logout]
Options:

Dol Menus
P Menus Basic

Business Hours Menu
Configure the auto attendant for normal business hours.

After Hours Menu

Configure the auto attendant to route calls differently during non-business hours
Holiday Menu

Configure the auto attendant to route calls differently during holidays

Figure 130 Find-me/Follow-me Group - Alerting Groups

1. On the Find-me/Follow-me Group — Profile menu page for a selected Find-
me/Follow-me group, click Alerting Groups. The Find-me/Follow-me Group —
Alerting Groups page appears.

2. To change the order of alerting groups, enter the new priority for each group (from
one through the current number of groups, which can be at most five) in the Order
text box. For example, if you created three groups, you can assign numbers 1, 2,

and 3 to them. When you apply the changes the alerting groups are renumbered
and ordered accordingly.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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6.9.4 CREATE ALERTING GROUP FOR FIND-ME/FOLLOW-ME GROUP

Use the Find-me/Follow-me Group — Alerting Group Add page to add an alerting group to a Find-
me/Follow-me group.

Group =Find-me/Follow-me : abcFindMeGroup Welcome Ruth Margolis [Logout

Alerting Group Add

Add a Find-mefFollow-me alering group.

[ 0K Ji[ Cencel |

Nerlingﬁrom Selecmre Criteria

* Alerting Group Name: | [ |

Desaription: | |
[] Enable Diversion Inhibitor
[ Require Answer Confirmation

MNumber of rings
before attempting next
alerting group:

r Phone Number/SIP-URI

l | | |
l
l | | |
l

r BroadWorks User

UserD ] [Sersvin ¥ | | ) =)

180

[ ok | Cencel |

Figure 131 Find-me/Follow-me Group - Alerting Group Add

Note: You can create up to five alerting groups. When you reach five, the
Add button is disabled.

1. On the Find-me/Follow-me Group — Profile menu page for a selected Find-
me/Follow-me group, click Alerting Groups. The Find-me/Follow-me Group —
Alerting Groups page appears.

2. Click Add. The Find-me/Follow-me Group — Alerting Group Add page appears.
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3. Inthe Alerting Group Name text box, enter the name for the alerting group. This is
a required field, which can be from one through 40 characters.

4. Enter the description of the alerting group.

5. Check or uncheck the following options:

- Enable Diversion Inhibitor to prevent calls from being redirected again by the
user or an external device.

- Require Answer Confirmation to prompt the user to enter a confirmation digit
before completing the call leg answered by the user.

6. Specify the delay before ringing the next alerting group when there is no answer.
From the Number of rings before attempting next alerting group drop-down list,
select the number of rings.

7. Select up to ten users and/or devices to ring as part of this alerting group. A
combination of up to ten phone numbers/SIP-URIs and Clearspan users can be
configured for an alerting group.

- To add phone numbers, enter the numbers in the Phone Number/SIP-URI
section. The phone number can be in the national or E.164 format. You can
enter any Clearspan or external number, but Clearspan users entered here are
considered external numbers.

- To add Clearspan users, select the users in the Clearspan Users section as
follows:

= Use the search function to find available users.

= |nthe Available Users column, select the desired names and click Add. Or
to add all available users to the alerting group, click Add All.

= To unassign some users, select the names in the Assigned Users column
and click Remove <. Or to unassign all users, click Remove All.

8. To define selective criteria for the alerting group, click the Selective Criteria tab
and follow the instructions in section 6.9.6 Add Selective Criteria Entry for Alerting
Group. This also saves the information on the current page.

9. To save your changes and exit the page, click OK.

To exit without saving, click Cancel or select another page.
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6.9.5 VIEW AND MANAGE SELECTIVE CRITERIA FOR ALERTING GROUP

You use the Find-me/Follow-me Group — Alerting Group Selective Criteria page to view and
manage selective criteria for a selected alerting group.

Selective criteria are used to determine when to ring the alerting group. You can define multiple
selective criteria for each alerting group.

Group =Find-me/Follow-me : abcFindMeGroup Welcome Ruth Margolis [Logout]

[Options:

Alerting Group Selective Criteria

B Profile
List of selective criteria for the alerting group
ok [ Aoy J[ Add |H[ Cancel |
Active Description Alert Calls from Edit
businessHours Yes Allcalls Edit
evenings Yes All calls Edit
[ OK ] [ Apply ] [ Add ] [ Cancel ]

Figure 132 Find-me/Follow-me Group — Alerting Group Selective Criteria

1. On the Find-me/Follow-me Group — Alerting Group Add or Find-me/Follow-me
Group — Alerting Group Modify page, click the Selective Criteria tab. The Find-
me/Follow-me Group — Alerting Group Selective Criteria page appears.

2. To activate or deactivate a selective criteria entry, check the Active box on the line
for the entry.

3. To save your changes, click Apply or OK. Apply saves your changes. To save
your changes, click OK. OK saves your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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To add a selective criteria entry, see section 6.9.6 Add Selective Criteria Entry for Alerting Group.

To modify or delete an existing selective criteria entry, see section 6.9.7 Modify or Delete
Selective Criteria Entry for Alerting Group.

6.9.6 ADD SELECTIVE CRITERIA ENTRY FOR ALERTING GROUP

Use the Find-me/Follow-me Group — Alerting Group Selective Criteria Add page to add a
selective criteria entry for a selected alerting group.

You define selective criteria to specify under what conditions this alerting group should be alerted.

Group =Find-me/Follow-me : abcFindMeGroup Welcome Ruth Margolis [Logout
Options: . . . .
y bron Alerting Group Selective Criteria Add
‘rofile
S Allows you to add a selective criteria for a Find-me/Follow-me alerting group.
* Description: |weekends
® Alert
O Do not alert

Selected Time Schedule: | weekend (Group) ¥

Selected Holiday Schedule: | None +

r Calls from
O Any phone number
@ Following phone numbers:
[[] Any private number
[] Any unavailable number
Specific phone numbers:
2025552009

Figure 133 Find-me/Follow-me Group — Alerting Group Selective Criteria Add

1. On the Find-me/Follow-me Group — Alerting Group Add or Find-me/Follow-me
Group — Alerting Group Modify page, click the Selective Criteria tab. The Find-
me/Follow-me Group — Alerting Group Selective Criteria page appears.

2. Click Add. The Find-me/Follow-me Group — Alerting Group Selective Criteria Add
page appears.

3. Inthe Description text box, type a description for the selective criteria entry that
reminds you why you set this entry. This is a required field.

4. Toring this alerting group when an incoming call satisfies the criteria in this entry,
check Alert; or check Do not alert otherwise.

5. From the Selected Time Schedule drop-down list, select the time schedule you
want to use for this entry.
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6. From the Selected Holiday Schedule drop-down list, select the holiday schedule
you want to use for this entry.

@ Note: You define your time and holiday schedules on the User — Schedules
page. If you have not set any schedules, your choices are “Every Day All
Day” time schedule and time schedules and holiday schedules that your
group administrator has set. If your group is part of an enterprise, you can
also use schedules defined by your enterprise administrator.

7. Inthe Calls from section, specify the originating numbers for which to ring this
alerting group. Select one of the following options:

- To alert your locations for calls from any external phone number, check Any
phone number.

- To alert your locations for calls from specific call numbers, check Following
phone numbers and specify the numbers as follows:

= Check Any private number to alert the alerting group when the Find-
me/Follow-me group receives a call from a private phone number.

= Select Any unavailable number to alert the alerting group when the Find-
me/Follow-me group receives a call from an unavailable phone number.

= Enter up to 12 phone numbers that should alert this alerting group.

Note that you can use wild cards. The “?” is a wild card that can replace a
single digit anywhere in a digit string. A trailing “*” represents a digit string
and can only appear at the end of a string containing digits and “?” wild
cards.

Example: 4505551274, 4505557734, 450575*

8. Inthe Calls to section, specify the terminating numbers assigned to the Find-
me/Follow-me group for which to ring this alerting group. When no numbers are
selected, this criterion is ignored.

- In the Available Call to Numbers column, select the numbers and then click Add
>, Or to select all numbers, click Add All >>.

- To remove some numbers from the Selected Call To Numbers column, select the
numbers to remove and then click Remove <. To remove all numbers from the
Selected Call To Numbers column, click Remove All <<.

You can select some or all of the items in a column. To select several items in
sequential order, click the first item, hold down the SHIFT key on the keyboard,
and click the last item. To select several items, but not in a particular order, click
the items while holding down the CTRL key on the keyboard.

9. Click OK. OK saves your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the
previous page.
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6.9.7 MODIFY OR DELETE SELECTIVE CRITERIA ENTRY FOR ALERTING
GROUP

Use the Find-me/Follow-me Group — Alerting Group Selective Criteria Modify page to modify or
delete a selective criteria entry for a selected alerting group.

Group >Find-me/Follow-me : abcFindMeGroup Welcome Ruth Margolis [Logout

Options:
B Profile

Alerting Group Selective Criteria Modify

Allows you to modify a selective criteria for a Find-me/Follow-me alerting group

| OK |I Delete ]I Cance ]

* Description: |weekends
® Alert
O Donotalert
Selected Time Schedule: | weekend (Group) v
Selected Holiday Schedule: | None

- Calls from
O Any phone number

@® Following phone numbers:
[] Any private number
[] Any unavailable number
Specific phone numbers:
2025552009

2025551111

[ 0K J[ Delete J[ Cancel J

Figure 134 Find-me/Follow-me Group - Alerting Group Selective Criteria Modify

1.

On the Find-me/Follow-me Group — Alerting Group Modify page, click the Selective
Criteria tab. The Find-me/Follow-me Group — Alerting Group Selective Criteria
page appears.

Click Edit in the row for the selective criteria entry to modify. The Find-me/Follow-
me Group — Alerting Group Selective Criteria Modify page appears.

To delete the entry, click Delete. The entry is deleted and the previous page
appears.

é WARNING: The Delete operation is final and cannot be undone.

4.

To modify the entry, edit information as required. For information on the fields
available on this page, see section 6.9.6 Add Selective Criteria Entry for Alerting
Group.

Click OK. OK saves your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.9.8 MODIFY OR DELETE ALERTING GROUP

Use the Find-me/Follow-me Group — Alerting Group Modify page to modify an alerting group.

Group >Find-me/Follow-me : abcFindMeGroup Welcome Ruth Margolis [Logout

Alerting Group Modify

Modify a Find-me/Follow-me alerting group.

= e
Neﬂ'llg(iml.p SdectiveCri’teria

* Alerting Group Name: |alsrlingGrDup1 |
Description: | |
[] Enable Diversion Inhibitor

[] Require Answer Confirmation

Mumber of rings
before attempting next
alerting group:

Calling Plans

- Phone ISIP-URI
2025851414 [ | |

(5145551414 I I ]
(3338851414 I | |

- BroadWorks User

Baldwin.Cheryl (cherylbaldwin)
Bueno Mario (mariocbuena)
Dumas.Marie (maned @abcdistributing.com)

HE 1

ve Al <4

e e - W -

Figure 135 Find-me/Follow-me Group - Alerting Group Modify (Top of Page)

1. On the Find-me/Follow-me Group — Profile menu page for a selected Find-
me/Follow-me group, click Alerting Groups. The Find-me/Follow-me Group —
Alerting Groups page appears.

2. Click Edit in the row of the alerting group. The Find-me/Follow-me Group -
Alerting Group Modify page appears.

3. To delete the alerting group, click Delete. The group is deleted and the previous
page appears.

@ WARNING: The Delete operation is final and cannot be undone.

Clearspan |
193



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

4. To modify the alerting group, change information as required. For information on
the fields available on this page, see section 6.9.4 Create Alerting Group for Find-
me/Follow-me Group.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.9.9 MODIFY FIND-ME/FOLLOW-ME GROUP PROFILE OR DELETE FIND-

ME/FOLLOW-ME GROUP

You use the Find-me/Follow-me Group - Find-me/Follow-me Profile page to modify the profile for

a selected Find-me/Follow-me group or to delete the Find-me/Follow-me group.

Group =Find-me/Foliow-me : Level2Support Welcome Ruth Margolis [Logout]
grons: Find-me/Follow-me Profile
— Modify an existing Find-me/Follow-me group
[ OK ] l Aoply ] l Delate ] l Cancel J

e Find-me/Follow-me Group ID: Level2Support Change User 1D (Also saves cument screen data

* Mame: |Level 2 Support
* Calling Line ID Last Name: |Level 2 Support * Calling Line ID First Name: |Find-me/Follow-me Group
Calling Line ID Phone Number.

Department: | None ¥ Language: | English e

Time Zone: | (GMT-04.00) (Canada) Eastern Time

][ Delete ][ Cancel ]

Network Class of Senice: | None v

Coc I

Figure 136 Find-me/Follow-me Group - Find-me/Follow-me Profile

1. On the Find-me/Follow-me Group — Profile menu page for a selected Find-
me/Follow-me group, click Profile. The Find-me/Follow-me Group - Find-
me/Follow-me Profile page appears.

To delete the Find-me/Follow-me group, click Delete. The group is deleted and the
previous page appears.

ﬁ WARNING: The Delete operation is final and cannot be undone.

3. To modify the profile of the Find-me/Follow-me group, change information as
required. For information about the fields available on this page, see section 6.9.1
Add Find-me/Follow-me Group.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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6.10FLEXIBLE SEATING HOST

Flexible Seating Host allows you to create virtual users that can be associated with a device to
serve as a host for temporary guest users. When a guest logs in to a host phone the host phone
is provisioned with the guest’s device profile (device profile associated with the guest user’s
Flexible Seating Guest service) allowing the guest to have the same calling experience as if they
were using their own device.

The user can continue using their own device while associated with a host.
Your group has to have the Flexible Seating Guest service authorized to create hosts.

This type of virtual user has the following specific administrative procedures:

e Add Flexible Seating Host

e View Flexible Seating Host Profile Menu

e Configure Flexible Seating Host Addresses

e Configure Flexible Seating Host Routing Policies
o Configure Host-Guest Association Settings

¢ Modify Flexible Seating Host Profile or Delete Flexible Seating Host

6.10.1 ADD FLEXIBLE SEATING HOST

Use the Group - Flexible Seating Host Add page to create a new host.

sroup Welcome Ruth Margolis [Logoug

et Flexible Seating Host Add

Creale aflexibla seating host

* Flexible Seating Host ID: | bostanOficeHost2 @ | vxBBsanity mtl broadsot com v

* Name: | Boston Office Host 2

* Calling Ling ID Last Name: |Boston * Calling Line ID First Name: |Flexible Seating Host 2
Calling Line ID Phone Number
Depariment | None e Language: | English v

Time Zone: | {GMT-04.00) (Canada) Eastern Time > Metwork Class of Service: | DefaultNCOS (v

Figure 137 Group - Flexible Seating Host Add

1. On the Group - Flexible Seating Host page, click Add. The Group — Flexible
Seating Host Add page appears.

2. Type or select information for the host. An asterisk (*) indicates required data.
Note that the Hiragana Last Name and Hiragana First Name input boxes are

designed for specific markets. They do not appear unless configured by your
system administrator.
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FIELD

VALUES

DESCRIPTION

Flexible Seating
Host ID

Up to 161 characters in
user@domain format. The user
part must be from 6 through 80
characters and can only contain
letters, digits, single quotes, periods,
semicolons, or the following
symbols: #,$, %, & +,-,/,=, 72,
~LLMN

The drop-down box lists the domains
available for your group.

Enter a unique ID for the host and
select a domain from the drop-down
list.

Name

1 to 30 Unicode characters.

Enter the name for the host.

Calling Line ID
Last Name

1 to 30 ASCII characters. Cannot
contain % or + symbols, backslashes,
double quotes, or extended ASCII
characters.

Enter the last name to use for calling
line ID services.

Calling Line ID
First Name

1 to 30 ASCII characters. Cannot
contain % or + symbols, backslashes,
double quotes, or extended ASCII
characters.

Enter the first name to use for calling
line ID services.

Calling Line ID
Phone Number

1 to 20 digits in the national format or
3 to 22 characters in E.164 format.
Spaces and dashes are allowed and
do not count toward the length of the
phone number.

Enter the phone number to use for
calling line ID services.

NOTE 1: The box only appears when
the CLID policy in effect for the virtual
subscriber is to use a configurable
CLID.

NOTE 2: Upon saving, the CLID
phone number is stored either as
entered or after being normalized to
E.164 format. The format is decided
by the system administrator and
specified below the text box.

Hiragana Last
Name

1 to 30 Unicode characters.

Enter a character-based name. This
input box is designed for specific
markets. It does not appear unless
configured by the system
administrator.

Hiragana First
Name

1 to 30 Unicode characters.

Enter a character-based name. This
input box is designed for specific
markets. It does not appear unless
configured by the system
administrator.

Department

The drop-down box lists the available
departments in your group, and if your
group is part of an enterprise, all
departments created at the enterprise
level by your enterprise administrator.

Select a department if you want the
host to belong to a department.

Language

The drop-down box lists all languages

Select the language in which service-
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FIELD VALUES

DESCRIPTION

configured for your system.

specific messages are played.

Default is English (U.S. English)
unless configured otherwise.

Time Zone The drop-down box lists time zones
from which to choose.

Click the drop-down arrow to choose
a time zone for the host.

Network Class of The drop-down box lists network
Service classes of service assigned to your

group.

Select the network class of service for
this virtual user from the drop-down
list.

3. Click OK. The virtual user is created and the previous page appears.

4. To exit without saving, select another page or click Cancel to display the previous

page.

5. To complete the minimum configuration, assign

a device and a phone number to

the host. For details, see section 6.10.3 Configure Flexible Seating Host

Addresses.

6.10.2 VIEW FLEXIBLE SEATING HOST PROFIL

E MENU

Once the host is created, use the Flexible Seating Host — Profile menu to access the pages
where you can view and configure the host's settings and services.

Group =Flexible Seating Host : BostonOfficeDesk12

|Options:

» Profile Profile
’ Basic

Profile

Display and configure profile information for this flexible
seating host

Addresses

Display and configure information such as phone
number.extension,aliases and identity/device profile for
this flexible seating host

Guest Association

Display and configure guest association settings for this
flexible seating host

Welcome Ruth Margolis [Lc

Advanced

Assign Services
Assign or unassign services and service packs

Select Call Control Applications enabled for a user.
Privacy
Set your visibility within the Enterprise or Group

Call Policies
Configure bridge Call Policies

Routing Policies
Configure the routing policies for this flexible seating
host

Figure 138 Flexible Seating Host
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On the Group

— Flexible Seating Host page, click Edit or any item on the row of the host to edit.

The Flexible Seating Host — Profile menu page for the selected host appears.

6.10.3 CONFIGURE FLEXIBLE SEATING HOST ADDRESSES

Use the Flexible Seating Host — Addresses page to configure addresses for a selected host.

[Options:

Jp >Flexible Seating Host - flexibleDeskBoston1 Welcome Francine Leroux [Logout

Flexible Seating Host Addresses

Addresses allows you to view and maintain your phone number and other identities that are used to make and receive calis

ok J ooy M Concel |

Profile

Phone Number. | None v

Extension

® IdentityDevice Profile O None
Identity/Device Profile
Identity/Device YT
Profile Name: 20650 (Group) >
* Line/Port @ vxB6sanity. mtl broadsoftcom ¥

Aliases: sip: flexibleDeskBoston1@vx86sanity.mt broadsoft com

L OK ] L Aoply ] [ Cancel J

Figure 139 Flexible Seating Host — Flexible Seating Host Addresses

1. On the Flexible Seating Host - Profile menu page of the selected host, click
Addresses. The Flexible Seating Host — Flexible Seating Host Addresses page
appears.

2. Enter data in the fields provided.

FIELD VALUES DESCRIPTION

Phone Number The drop-down list displays available The telephone number of the virtual user.
phone numbers.

Extension Digit string. Must be unique within ~ The extension of the virtual user. If you
your group or enterprise and follow  select the phone number, the extension is
the length rules for your group. automatically set to the last digits of the

phone number. The number of digits
depends on the default extension length set
for your group. You can modify the
extension, if needed. Extensions can vary
in length within the limits configured for your
group.

Aliases Up to 161 characters in Additional SIP addresses for the virtual

user@domain format. The user user. Calls directed to any of these

part can only contain letters, digits, addresses will be redirected to the virtual
and the following characters: -, , USersprimary SIP address.

I, ~* (,), periods, and single

quotes.

The drop-down box lists the domains
available for your group.
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3. Select one of the following options:

- Select Identity/Device Profile to assign a specific identity/device profile to the
virtual user.

- Select None otherwise.
4. If you selected Identity/Device Profile a new area of controls appears. Enter the
required identity/device profile information as follows:

FIELD VALUES DESCRIPTION

Identity/Device The drop-down list displays the The name of the identity/device profile

Profile Name available identity/device profiles. to assign to this virtual user.

Line/Port Up to 161 characters in The user’s line number or SIP address,
user@domain format. depending on the identity/device profile

. I .
The user part can contain a type you selected

leading +, letters, digits, and the
following characters: -, , !, ~*, (|
), periods, and single quotes.

The drop-down box lists the
available domains.

Contact 1 to 1020 characters. Can only Up to five contact addresses. Only
contain letters, digits, and the available for identity/device profile
following characters: &, =, +,$, ?, types that allow static registrations.
- L~ *(), @, periods,

commas, colons, semicolons, or
single quotes.

5. If the Configure Device via Visual Device Management link is available, you can
use it to configure the device using a graphical device management tool. To do so,
click Apply to save your changes and then click the link to access the tool.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.10.4 CONFIGURE FLEXIBLE SEATING HOST ROUTING POLICIES

Use the Flexible Seating Host — Routing Policies page to configure routing policies for a selected
host.

Jp >Flexible Seating Host : fiexibleDeskBoston1 Welcome Francine Leroux [Logout

Flexible Seating Host Routing Policies

Configure the routing policies for the flexible seating host

[ OK ][ Foply ][ Cancel ]

Allow Emergency Calls

[¥] Allow Calls to Voice Portal

Figure 140 Flexible Seating Host - Flexible Seating Host Routing Policies

1. On the Flexible Seating Host — Profile menu page of a selected host, click Routing
Policies. The Flexible Seating Host — Flexible Seating Host Routing Policies page
appears.

2. To allow emergency calls from the host’s device, check the Allow Emergency Calls
box.

3. To allow calls to the voice portal from the host’s device, check the Allow Calls to
Voice Portal box.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.10.5 CONFIGURE HOST-GUEST ASSOCIATION SETTINGS

Use the Flexible Seating Host — Flexible Seating Host Guest Association page to set the host-
guest association settings and see the guest currently associated with the host.

Welcome Francine Leroux [Logout

Options:

ssigned the Flexible Seating Guest senice can be
the host's device with the guests device profile. If the
ost indefinite!

[ Enforce Association Limit| 24 |Hours

Access Level. O Enterprise @ Group
[~ Associated Guest
LastName First Name
Phone Number
|Location Dialing Code Extension
Association Date

[ OK J[ Aooly J[ Cance J

Figure 141 Flexible Seating Host —Flexible Seating Host Guest Association

1. On the Flexible Seating Host — Profile menu page for a selected host, click Guest
Association. The Flexible Seating Host — Flexible Seating Host Guest Association
page appears.

2. Toimpose a limit on the association time, check the Enforce Association Limit <X>
Hours and enter the number of hours, from 1 through 999, in the text box.

Note that the association time limit is required even if the Enforce Association
Limit check box is disabled.

3. For an enterprise, specify whether users can associate with a host from another
group in the enterprise.
- Torestrict the association to users in the same group, select Group.

- To allow users to associate with hosts in another group, select Enterprise.
4. To end the association between this host and the current guest, click the Force
Release (Also saves current screen data) link.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.10.6 MODIFY FLEXIBLE SEATING HOST PROFILE OR DELETE FLEXIBLE
SEATING HOST

Use the Flexible Seating Host — Profile page to modify the profile of a selected host or delete the
host.

Group >Flexible Seating Host : BostonOfficeDesk1 Welcome Ruth Margolis [Logou

Pptions:
> Drofile

Flexible Seating Host Profile

Modsty an existing flexible seating host

O« l ~ooly Delete Cancel

Flexible Seating HostID: BostonOficeDesk1
* Name: BostonOficeDeskl
* Calfing Line ID Last Name: BostonOfceDeskl * Calling Ling ID First Name: | BostonOfficeDask12
Calling Line ID Phone Number.

Department | None v Language: | English v

Time Zoné: | (GMT-04.00) (Canada) Eastern Time ¥ |  Network Ciass of Senvice: | None N

[ OK ][ Aoply ][ Delete 1[ Cancel ]

Figure 142 Flexible Seating Host - Flexible Seating Host Profile

1. On the Flexible Seating Host — Profile menu page of a selected host, click Profile.
The Flexible Seating Host — Flexible Seating Host Profile page appears.

2. To delete the host, click Delete. The host is deleted and the previous page
appears.

é WARNING: The Delete operation is final and cannot be undone.

3. To modify the host's profile information, enter the new data as required. For
information on the fields available on this page, see section 6.10.1 Add Flexible
Seating Host.

4. To modify the host's user ID, click the Change User ID (Also saves current screen
data) link.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.11 GROUP PAGING

Paging groups are groups of users that can be paged simultaneously by an authorized user,
called originator.

A paging group is an instance of the Group Paging service and is assigned a phone number, a
list of originators (users who are allowed to page this group), and a list of targets (users who are

paged).

When an originator dials the paging group’s phone number or extension, the Group Paging
service alerts all targets in the paging group and connects them into a multi-way conference with
the originator.

To use the service, you need at a minimum to create a paging group, assign a phone number
and/or extension to it, and specify its targets and originators.

This type of virtual user has the following specific administrative procedures:

e Add Paging Group

¢ View Paging Group Profile Menu

e Modify or Delete Paging Group

¢ Configure Paging Group Originators

e Configure Paging Group Targets

6.11.1 ADD PAGING GROUP

Use the Group — Paging Group Add page to create a new paging group.

Group Welcome Ruth Margolis [Logout

Op({On?: Paging Group Add

Create 3 new paging group.

* Paging Group ID @| vxB6sanity. mtl broadsoft com ¥
* Name:
* Calling Line ID Last Name: * Calling Line ID First Name:

Calling Line ID Phone Number.
Department | None v Language: | English v

Time Zone: | (GMT-04:00) (Canada) Eastern Time v Network Class of Senvice: | None v

Calling Line ID to deliver: (& Paging group
O Originating user with prefix

Confirmation tone sending timeout | 1 ¥ sgconds

0K Cancel

Figure 143 Group - Paging Group Add
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1. On the Group - Group Paging page, click Add. The Group — Paging Group Add
page appears.

2. Type or select information for the paging group. An asterisk (*) indicates required
data.

Note that the Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by your
system administrator.

FIELD VALUE DESCRIPTION

Paging Group ID  Up to 161 characters in Enter a unique paging group ID and
user@domain format. The user select a domain from the drop-down list.
part must be from 6 through 80
characters and can only contain
letters, digits, single quotes,
periods, semicolons, or the
following symbols: #, $, %, &, +, -,
L=20 =L N )
The drop-down box lists the domains
available for your group.

Name 1 to 30 Unicode characters. Enter the name for the paging group.
Calling Line ID 1 to 30 ASCII characters. Cannot Enter the last name to use for calling line
Last Name contain % or + symbols, ID services.

backslashes, double quotes, or
extended ASCII characters.

Calling Line ID 1 to 30 ASCII characters. Cannot Enter the first name to use for calling line
First Name contain % or + symbols, ID services.

backslashes, double quotes, or

extended ASCII characters.

Calling Line ID 1 to 20 digits in the national format ~ Enter the phone number to use for calling

Phone Number or 3 to 22 characters in E.164 line ID services.
format. Spaces and dashes are
allowed and do not count toward the
length of the phone number.

NOTE 1: This input box only appears
when the CLID policy in effect for the
virtual subscriber is to use a configurable
CLID.

NOTE 2: Upon saving, the CLID phone

number is stored either as entered or after

being normalized to E.164 format. The
format is decided by the system
administrator and specified below the text

box.
Hiragana Last 1 to 30 Unicode characters. Enter a character-based name. This input
Name box is designed for specific markets. It

does not appear unless configured by the
system administrator.

Hiragana First 1 to 30 Unicode characters. Enter a character-based name. This input
Name box is designed for specific markets. It
does not appear unless configured by the
system administrator.
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FIELD VALUE DESCRIPTION

Department The drop-down box lists the Select a department if you want the
available departments in your paging group to belong to a department.
group, and if your group is part of an
enterprise, all departments created
at the enterprise level by your
enterprise administrator.

Language The drop-down box lists all Select the language in which service-
languages configured for your specific messages are played during calls
system. to the paging group.

Default is English (U.S. English) unless
configured otherwise.

Time Zone The drop-down box lists time zones  Click the drop-down arrow to choose a

from which to choose.

time zone for the paging group.

Network Class of
Service

The drop-down box lists network
classes of service assigned to your

group.

Click the drop-down list to choose the
network class of service for the paging

group.

Calling Line ID to
deliver

Originating user with prefix can be 1
to 30 characters.

Specify whether the paging group’s or the
originator's CLID should be delivered
when a paging call is placed. If you
selected Originating user with prefix, you
can enter the prefix to add before the
originator’s CLID, for example “Call
from:”. Note that the prefix can be empty.

Confirmation tone
sending timeout.

The drop-down box lists the allowed
values.

Specify the timeout in seconds for a
confirmation tone to be sent by the paged
users.

3. Click OK. This creates the paging group and displays the previous page. To
complete the minimum configuration, assign a phone number, originators, and
targets to the paging group.

To exit without saving, select another page or click Cancel to display the previous

page.
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6.11.2 VIEW PAGING GROUP PROFILE MENU

Once a paging group is created, use the Paging Group — Profile menu page to access the pages
where you can view and configure the paging group.

Group =Paging Groups - pagingGroupA Welcome Ruth Margolis [Logout]
B Profile PrOﬁle
Incoming Calls Basic Advanced
Ulities Profile Assign Services
Display and configure profile infarmation for this paging Assign orunassign senices and senvice packs.
group. o .
Call Application Policies
Addresses

Select Call Control Applications enabled for a user.
Display and configure information such as phone number, .
extension, and identity/device prafile for this paging group.  Call Policies
. Configure user Call Policies
Announcement Repository
Manage the announcements for this paging group.

0riginators
Display and configure the list of subscribers who may
originate pages for this paging group.

'I'argets
Display and configure the list of subscribers whom the
pages from this group will be sentto,

Figure 144 Paging Group - Profile Menu

1. Onthe Group — Services menu page, click Group Paging. The Group — Group
Paging page appears.

2. Click Edit or any item on the row for the paging group. The Paging Group — Profile
menu page appears.

6.11.3 MODIFY OR DELETE PAGING GROUP

Use the Paging Group - Paging Group Modify page to modify the profile of a paging group or to
delete a paging group.

Group >Paqing Groups - SupportPagingGroup Welcome Ruth Margolis [Logout

Paging Group Modify

Modify an existing paging group.

OK Foply Delete Cancel

Paging Group ID: SupportPagingGroup Change User 1D (Also saves cyrrent screen data)
* Name: | SupportPagingGroup |
* Calling Line ID LastName: | Paging Group [ * Calling Line ID First Name: ISuppon
Calling Line ID Phone Number:
Department | None ¥/ Language: [English |

Time Zone: | (GMT-04:00) (Canada) Eastem Time |  Network Class of Sendce: | None

Calling Line ID to deliver. (3 Paging group

O Originating user with prefix [ I
Confirmation tone sending timeout |1 ¥ saconds

e o o

Figure 145 Paging Group - Paging Group Modify
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1. On the Paging Group — Profile menu page, click Profile. The Paging Gro
Group Modify page appears.

2. To delete the paging group, click Delete. The previous page appears.

up — Paging

é WARNING: The Delete operation is final and cannot be undone.

3.
see section 6.11.1 Add Paging Group.

your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.11.4 CONFIGURE PAGING GROUP ORIGINATORS

Use the Paging Group — Paging Group Originators page to configure originators for a
paging group. Paging group originators are users who can page the paging group.

Modify information as required. For information about the settings on this page,

Save your changes. Click Apply or OK. Apply saves your changes. OK saves

selected

Group > Paging Groups : Support Welcome Ruth Mar

[Options:
B Profile

Paging Group Originators

Create and manage the list of subscribers who may originate calls to the paging group

l J J [ Cancel ]

0K Apply

golis [Logout]

Enter search criteria below
v | | Starts With v +

] [ Search

Available Originators Assigned Origina

tors

Sanchez Ana (anasanchez) Patel Anil (anilpatel)

OK ][ Apply ][ Cance! ]

[

Wood.Greg (gregwood)

Figure 146 Paging Group — Paging Group Originators

Group Originators page appears.

2. Configure the originators:

Use the search function to find available users.

to assign all available users as originators, click Add All.

207

On the Paging Group — Profile menu page, click Originators. The Group — Paging

In the Available Originators column, select the desired names and click Add. Or
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- To unassign some originators, select the names to unassign in the Assigned
Originators column and click Remove. Or to unassign all originators, click
Remove All.

3. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, click Cancel or select another page.

6.11.5 CONFIGURE PAGING GROUP TARGETS

Paging group targets are users who are paged when a call is made to the paging group. A
paging group can be included as a target of another paging group as long as it does not itself
contain a paging group as a target. In other words, nesting of level one is allowed when selecting
paging group targets. The maximum allowed number of targets in a paging group is displayed on
the Group — Group Paging Targets Capacity page accessed from the Group — Resources menu

page.

Use the Paging Group — Paging Group Targets page to configure targets for the selected group.

Group > Paging Groups : Support Welcome Ruth Margolis [Logout]
c."’";’”’: Paging Group Targets
ronie

Create and manage the list of subscribers who will be paged upon calls to the paging group.

[ ok || ey || Cancal |

Enter search criteria below

v | | Starts With ~ + | [ Search
Available Targets Assigned Targets

ITGroup.Group Paging (ITGroup) [SupportLevell.Group Paging (SupportLevel1)

Wood,Greg (gregwood) SupportLevel2, Group Paging (SupportLevel2)

_F:emo‘.'e< Sanchez_.;ima_|_anas.anchez_:
Patel Anil (anilpatel)

Figure 147 Paging Group - Paging Group Targets

1. On the Paging Group — Profile menu page, click Targets. The Group — Paging
Group Targets page appears.

2. Configure the targets:

- Use the search function to find available users.

- Inthe Available Targets column, select the desired names and click Add. Or to
assign all available users as targets, click Add All.
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- To unassign some targets, select the names to unassign in the Assigned Targets
column and click Remove. Or to unassign all targets, click Remove All.

3. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.12 INSTANT GROUP CALL

Instant group calls are groups of users that you can call on-demand.

An instant group call is a virtual user (an instance of the Instant Group Call service) and you
provision it with many of the attributes a user has.

This type of virtual user has the following specific administrative procedures:

e Add an Instant Group Call

¢ Modify or Delete Instant Group Call Profile

6.12.1 ADD AN INSTANT GROUP CALL

Use the Group — Instant Group Call Add page to add the basic information for a new instant
group call.

up Welcome Ruth Margolis [Lagout

pma Instant Group Call Add

Create 3 néw instant group call,

* Instant Group Call ID: |InstantCallABC @ | vxBBsanity mtl broadsoficom v

* Name: InstantCallABC

* Calling Line ID Last Name: |InstantCall * Calling Line ID First Name: ABC

Calling Ling ID Fhone Mumber:

Department | Mone v Language: English ™~
Time Zone: | (GMT-04.00) (Canada) Eastem Time % Metwork Class of Senice: | DefaultNCOS |+
[ Enable Makmum Call Time for Unanswered Calls Minutes

- Instant Group Call User List -

Figure 148 Group - Instant Group Call Add

1. On the Group — Services menu page, click Instant Group Call. The Group — Instant
Group Call page appears.

2. Click Add. The Group — Instant Group Call Add page appears.
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3. Type or select information for the instant group call. An asterisk (*) indicates

required data.

Note that the Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by your
system administrator.

FIELD

VALUES

DESCRIPTION

Instant Group Call
ID

Up to 161 characters in
user@domain format. The user
part must be between 6 and 80
characters and can only contain
letters, digits, single quotes,
periods, semicolons, and the
following characters: #, $ %, &,
+ 5020 =L N0

The drop-down box lists domains
available for your group.

Enter a unique ID and select a domain
from the drop-down list.

Name

1 to 30 characters. Can contain
special characters and spaces.

Enter the name for the Instant Group
Call.

Calling Line ID Last
Name

1 to 30 characters. Cannot
contain % and + symbols,
backslashes, double quotes, or
extended ASCII characters.

Enter the last name to use for calling line
ID services.

Calling Line ID First

1 to 30 characters. Cannot

Enter the first name to use for calling line

Name contain % and + symbols, ID services.
backslashes, double quotes, or
extended ASCII characters.
Calling Line ID 1 to 20 digits in the national format Enter the phone number to use for calling

Phone Number

or 3to 22 characters in E.164

format. Spaces and dashes are
allowed and do not count toward
the length of the phone number.

line ID services.

NOTE 1: This input box only appears
when the CLID policy in effect for the
virtual subscriber is to use a configurable
CLID.

NOTE 2: Upon saving, the CLID phone
number is stored either as entered or
after being normalized to E.164 format.
The format is decided by the system
administrator and specified below the
text box.

Hiragana Last Name 1 to 30 characters.

Enter a character-based name. This
input box is designed for specific
markets. It does not appear unless
configured by the system administrator.

Hiragana First

1 to 30 characters.

Enter a character-based name. This

Name input box is designed for specific
markets. It does not appear unless
configured by the system administrator.

Department The drop-down list displays all Select a department if you want the
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FIELD VALUES DESCRIPTION

departments in your group, and if  Instant Group Call to belong to a
your group is part of an enterprise, department.

all departments created at the

enterprise level by your enterprise

administrator.

Language The drop-down box lists all Select the language in which service-
languages configured for your specific messages are played during
system. calls to the Instant Group Call.

Default is English (U.S. English) unless
configured otherwise.

Time Zone The drop-down box lists time Click the drop-down arrow to choose a
zones from which to choose. time zone for the Instant Group Call.

Network Class of The drop-down box lists network  Click the drop-down list to choose the
Service classes of service assigned to network class of service for the Instant
your group. Group Call.

- Select Enable Maximum Call Time for Unanswered Calls and type the number of
minutes in the input box.

- Enter the users' phone numbers or SIP/URI addresses in separate input boxes to
include in the User Call Group List.

A phone number can be between two through 30 digits (three through 22 digits
in E.164 format). Spaces and dashes are allowed but are not included in the
number. You can refix phone numbers with the feature access code for Calling
Line ID Blocking, Calling Line ID Delivery, or Diversion Inhibitor to activate these
features.

The SIP-URI must be in the user@domain format. The user part can between
one through 80 characters and can contain a leading +, letters, digits and the
following characters: !, ~, *, (, ), dash, underscore, period, or single quotes. The
domain part can be either a domain name or an IP address.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

Clearspan |
211



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

6.12.2 MODIFY OR DELETE INSTANT GROUP CALL

The Instant Group Call — Instant Group Call Profile page is used to modify the profile information
for an Instant Group Call or to delete an Instant Group Call.

Group =Instant Group Call - InstantCallABC Welcome Ruth Margolis [Logout

Cptions:
® Profile

Instant Group Call Profile

Modity the selected instant group call

L ox  J[ sy [ Dese || Coce

Instant Group Call ID: InstantCallABC Change User ID {Also saves current screen data

*Name: | nstantCallABC

* Calling Line ID Last Mame: | InstantCall * Calling Line ID First Name: | ABC
Deparment: | Nana h Language: | Engligh v
Time Zone: | (GMT-04:00) (Canada) Eastem Time & Metwork Class of Senice: | DefaultNCOS &
[ Enable Haximum Call Time for Unanswered Calls Minutes
Instant Group Call User List

* Fhone Mumber / SIP-URI Add
Delete Phone Humber | SIP-URI
0 2025551245
0a 2025559012
[} 3031515456
slate

[ o J[ seew |[ Deete [ conce

Figure 149 Instant Group Call — Instant Group Call Profile

1. On the Group — Services menu page, click Instant Group Call. The Group — Instant
Group Call page appears.

2. Click Edit or any item on the row for the Instant Group Call. The Instant Group Call
— Profile menu page appears.

3. Click Profile. The Group — Instant Group Call Profile page appears.
4. To delete the Instant Group Call, click Delete. The previous page appears.

5. To change the Instant Group Call ID, click Change User ID. The Group — Change
User ID page appears. Enter the new Instant Group Call ID, select the domain
from the drop-down list, and then click OK.

6. To modify the profile information, type or select information for the Instant Group
Call. An asterisk (*) indicates required data. For information on the fields available
on this page, see section 6.14.1 Add an Instant Group Call.

7. Modify the Instant Group Call User List:

- To add a number to the list, enter the phone number or SIP/URI address in the
Phone Number / SIP-URI input box and click Add. Prefix phone numbers with
the feature access code for Calling Line ID Blocking, Calling Line ID Allow, or
Diversion Inhibitor to activate these features.

- To remove a number form the list, check the delete box next to the number and
click Delete.

8. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel.
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6.13CONFERENCE BRIDGES

Conference bridges allow conference calling. To use conference calling, a group must have the
correct conferencing hardware and software. For information on obtaining the correct product,
please speak to a Aastra representative or project manager.

This type of virtual user has the following specific administrative procedures:

e Add Conference Bridge
e Configure Phone Number Line/Port for New Conference Bridge

¢ Modify or Delete Conference Bridge

6.13.1 ADD CONFERENCE BRIDGE

Use the Group — Conference Bridges Add page to add a conference bridge and its user
administrators. You provision a conference bridge as if it were a user (virtual user).

Conference bridges allow conference calling. To use conference calling, a group must have the
correct conferencing hardware and software. For information on obtaining the correct product,
please speak to an Aastra support representative or project manager.

Note: You can add a conference bridge only after an integrated
Conferencing Server has been configured for the system.
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Adding a conference bridge is done in two steps. First, you create a new conference bridge and
save it. After completing the steps in this procedure, go to section 6.13.2 Configure Phone
Number Line/Port for New Conference Bridge. The new conference bridge does not work unless
you perform the steps in second procedure.

Help - Home

Welcome Group Administrator [Logout

Conference Bridges Add

Create a new conference bridge.

rces

B Senvices Cancel

* Conference Bridge ID Imnferencetest @ | marsh.aastra.com x|
fEliies) *Name: [Conference Test
*Calling Line ID Last Name lTest— * Calling Line ID First Name: W
Department: IW Language: m
Time Zone: |(GMT4]51}D] (US) Ceniral Time x| Metwork Class of Service: m
*Line/Port [3] @| marsh.aastra.com =]

Maximum Ports Available Fanms. Unlimited
Bridge:

Allocated Ports To This Bridge: (™ Unlimited

& Limited To: [0
On Qutcall, Apply Senvice Profile of:  Conference Bridge & Conference Owner
¥ Allow outdial in invitation
I~ Allow during
Enter search criteria below
LastName 7| [stants with =] + Search

Available Users Bridge Administrators

1000, Test57 (tests7@marsh aastra.com)
1001.Tests5 (tests5@marsh.aastra.com)
1002, Test53 (tests3@marsh aastra.com)
1003.Test31 (test3 1@marsh.aastra.com)
1005, Test39 (test39@marsh aastra.com)

Remove <

Add Al >>

Remove Al <<|

1 H

Figure 150 Group — Conference Bridges Add (Top of Page)

1. On the Group — Services menu page, click Conference Bridges. The Group —
Conference Bridges page appears.

2. Click Add. The Group — Conference Bridges Add page appears.

3. Type or select information for the conference bridge. An asterisk (*) indicates
required data.

- Conference Bridge ID: Enter the ID for the conference bridge.

- Name: Enter the name of the bridge.

- Calling Line ID First Name and Calling Line ID Last Name: Type the names that
appear on lines with Caller ID.

- Department: Select the department from the drop-down list.

Note that the Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by your
system administrator.

- Line/Port: The line or port for the bridge.

The line/port field has to be configured after you create the conference bridge. The conference
bridge does not work until this field is properly configured. If the Line/Port value is unknown,
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enter a temporary value, for example, 12345. After this conference bridge is created, go to
section 6.13.2 Configure Phone Number Line/Port for New Conference Bridge to complete the
procedure

- @: The domain name of the line/port.

- Language: Select the language in which service-specific messages are played
during calls to the conference bridge. Default is English (U.S. English) unless
configured otherwise.

- Time Zone: Select the time zone for the bridge.

- Network Class of Service: Select the network class of service for the bridge.
4. Allocate the number of ports (one line for each user) for the bridge. This is a
required input box.

The number in the Maximum Ports Available For This Bridge text box defines the
maximum number of ports available to your group for conference bridges. If the
value in this text box is "Unlimited", you can allocate an unlimited number of ports
to this conference bridge. Select "Unlimited” for Allocated Ports To This Bridge.

To specify a number of ports, type the number in the Limited To text box.

5. For outgoing calls from an integrated conference server, select which user service
profile is to be assigned to the calls. Click one of these selections for On Outcall,
Apply Service Profile of:

- “Conference Bridge”: Applies the service profile of the conference bridge itself
(conference bridge user).

- “User Placing Outcall”: Applies the service profile of the participant who makes
the calls (user). The user must be a Clearspan subscriber in the same group as
the conference bridge.

Note: This input option is not available for stand-alone conference servers.

6. Select the Allow outdial in invitation box, to include direct links to conferences using
this bridge in e-mail invitations.

7. Select the Allow document download during presentation box, to permit the
downloading of documents during a presentation.

8. Assign users as administrators.

- Tofind a desired user, enter search criteria in the fields provided and click
Search. For more information on defining search criteria, see the Clearspan
Getting Started Web Interface Administration Guide.

- Inthe Available Users column, select the users to be assigned as administrators.
You can select some or all of the items in a column. Item names are listed in
alphabetical order. To select several items in sequential order, click the first
name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard.

- To assign the selected users, click Add >. To assign all users (unselected) at
once, click Add All >>,
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9. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.13.2 CONFIGURE PHONE NUMBER LINE/PORT FOR NEW CONFERENCE
BRIDGE

The following is the second procedure to follow when creating a new conference bridge. Use the
Group — Conference Bridges Addresses page to select the phone number, which is later used to
configure the Line/Port information for the conference bridge.

1. Onthe Group — Services menu page, click Conference Bridges. The Group —
Conference Bridges page appears.

2. Click Edit or the name of the conference bridge you just created. The Conference
Bridge — Profile menu page appears.

Nz -
Clearspan et - Home
Group = Conference Bridges : conferencebridge@marsh aastra.com Welcome Group Administrator [Logous
Options:
» Profile Profile
Calling Plans Basic Advanced
e Profile Assign Services
Display and configure profile information and bridge adminstrators for this conference  Assign or unassign services and service packs
brid
ridge. Call Application Policies
Addresses Select Gall Gontrol Applications enabled for a user.
Display and configure information such as phone number, extension, and identityidevice o
profile for this conference bridge. Call Policies.
Configure user Call Policies
Password
Configure the vaice portal password for this canference bridae Communication Barring Auth Codes
i Configure Communication Barring Authorization codes for a user.
Voice Portal
Change voice portal aptions of the conference bridge
Figure 151 Group Conference Bridges — Profile Menu Page
3. Click Addresses. The Conference Bridge Addresses page appears.
/F‘ﬂ s - N i
GClearspan Help - Home|
Group > Conference Bridges : conferencebridge@marsh_aastra com Welcome Group Administrator [Logout
i”‘:”sr" Conference Bridge Addresses
F;E"”IH‘B“ Plans Addresses allows you to view and maintain your phone numbers and other identities that are used to make and receive calls.
Utilities | oy | concel |
Phone Number. [9783331007 x| Activated
Extension: [l
Aliases - sip: [ @|marsh.zastra.com |
sip: | @|marsh.aastracom =]
sip: | @[ marsh.aastra.com =]
ok | moy | cened |

Figure 152 Group Conference Bridges — Conference Bridges Addresses

4. From the Phone Number drop-down list, select a phone number. The Extension
field is populated by default when you select the phone number. However, you can
modify it if required. The length of the extension may vary within the limits
configured for your group.

5. Save your changes. Click Apply.
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6. Click Profile or OK to return to the Profile menu page.

7. Click Profile. The Conference Bridges Modify page appears.

FCllas .

Clearspan ety -
Group = Conference Bridqges - conferencebridge@marsh aastra com Welcome Group Administrator [Logout
Options:

Conference Bridges Modify

® Profile
Calling Plans Modify the selected conference bridge.
Utilities [ ok | foy | Deete | Cancsl |
Conference Bridge ID: conferencebri aastra.com Change User ID {Also saves current screen data
*Name. ,W
“CallingLine ID LastName: [Bridge | “Calling Line ID FirstName: [Conference
Department [Engineering 7 Language: [English ¥]
Time Zone: [(GMT-05:00) (US) Central Time =]  Network Class of Senvice: [No Restictions =]
* Line/Port: [2 @ | marsh.aastra.com =/

Maximum Ports Available For This
Bridge:

Unlimited

Allocated Ports To This Bridge: " Unlimited

# Limited To: |3

On Qutcall, Apply Service Profile of " Conference Bridge ¢ Conference Owner
¥ Allow outdial in invitation

[~ Allow document download during presentation

Enter search criteria below

LastName =] [Stars win =] [ - _ sen |

Available Users Bridge Administrators
1000, Tesi57 (test57@marsh.aastra.com) Add >
1001.Tesi55 (tests5@marsh aastra.com)
1002 Test53 (test53@marsh.aastra.com) e
1003.Test31 (test31@marsh.aastra.com) ﬁl
1005, Tesi39 (tesi39@marsh.aastra.com)

Add Al >>

Remove Al <<|

Figure 153 Group Conference Bridges — Conference Bridges Modify

8. Inthe *Line/Port field, replace the temporary value (entered in step 3 of section
4.4.4.1) with the phone number that you just selected from the Conference Bridges
Addresses page Phone Number drop-down list.

9. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.13.3 MODIFY OR DELETE CONFERENCE BRIDGE

Use the Group — Conference Bridges Modify page to modify or delete a conference bridge and its
administrators.

=0 -
@U@wspan Help - Homs
Group = Conference Bridges : conferencebridge@marsh.aastra.com Welcome Group Administrator [Logout]

Options:
» Profile

Calling Plans

Conference Bridges Modify

Wodify the selected conference bridge.

Utilities ok | sopty | [ oelete | cancs |
Conferance Bridge ID: conferencebridge@marsh aastra.com Chanae User D (Also saves current screen data)
*Name: [Conference Bridge
~ Calling Line ID Last Name: [Bridge ~ Calling Line 1D First Name: [Conference
Department: [ Engineering =/ Language: | English x|

Time Zone: [(GMT-05:00) (US) Central Time | Network Class of Senvice: | No Restrictions ¥
= LinefPort [2 @|marsh.aastra.com =]

Waximum Ports Available For This |0
Bridge:

Allocated Ports To This Bridge: ¢ Unlimited

@ Limited To: [3

On Outcall, Apply Senvice Profile of:  Conference Bridge = Confersnce Owner

¥ Allow outdial in invitation

™ Allow document download during presentation

Figure 154 Group — Conference Bridge Modify (Top of Page)

1. On the Group — Services menu page, click Conference Bridges. The Group —
Conference Bridges page appears.

2. Click Edit or any item on the row for the bridge. The Conference Bridge — Profile
menu page appears.

3. Click Profile. The Group — Conference Bridge Modify page appears.
4. To delete the bridge, click Delete. The previous page appears.

5. To change the conference bridge ID, click Change User ID. The Group — Change
User ID page appears. Enter the new conference bridge ID, select the domain
from the drop-down list, and then click OK.

6. To edit the bridge, type or select information for the bridge. An asterisk (*)
indicates required data. See section 6.13.1 Add Conference Bridge for information
about the editable fields.

7. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.14 INSTANT GROUP CALL

Instant group calls are groups of users that you can call on-demand.

This type of virtual user has the following specific administrative procedures:

e Add an Instant Group Call
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Modify or Delete Instant Group Call Profile

6.14.1 ADD AN INSTANT GROUP CALL

Use the Group — Instant Group Call Add page to add the basic information for a new instant
group call. An instant group call is itself a virtual user (the instant group call user) and you
provision it with many of the attributes a user has.

Utilities

Help - Homel

Welcome Frisco Group [Logout

Instant Group Call Add

Create a new instant group call

e

*Instant Group Call D | @|us.aastra.com =

*Mame:
* Calling Line ID Last Name: * Calling Line ID First Name:

Department: [None =l Language: |English ¥ |
Time Zone: | (GMT-D5:00) (US) Central Time =

I” Enable Maximum Call Time for Unanswered Calls Minutes

rInstant Group Call User List
Specify Phone Number/SIP_URI:

OK Cancel

Figure 155 Group - Instant Group Call Add

1. On the Group — Services menu page, click Instant Group Call. The Group — Instant
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Group Call page appears.
2. Click Add. The Group — Instant Group Call Add page appears.

3. Type or select information for the instant group call. An asterisk (*) indicates
required data.

Note that the Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by your
system administrator.

Select the Language, that is, the language in which service-specific messages
are played during calls to the Call Center. Default is English (U.S. English) unless
configured otherwise.

Select Enable Maximum Call Time for Unanswered Calls and type the number of
minutes in the input box.

Enter the users' phone numbers or SIP/URL addresses in separate input boxes
to include in the User Call Group List. Prefix phone numbers with the Feature
Access Code for Calling Line ID Blocking, Calling Line ID Allow or Diversion
Inhibitor to activate these features.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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To exit without saving, select another page or click Cancel to display the previous
page.

6.14.2 MODIFY OR DELETE INSTANT GROUP CALL PROFILE

The Instant Group Call — Instant Group Call Profile page is used to modify the profile information
for an Instant Group Call or to delete an Instant Group Call.

arspan Help - Home
Group = Instant Group Call : friscopage@us.aastra.com Welcome Frisco Group [Logouf]

options:
> Profile

Instant Group Call Profile

Wodify the selected instant group call

ok | mov | Dete | cancal |

Instant Group Call ID: aastra.com Change User ID (A150 5aves current screen data

*Name: [pageGrowp
-calingLine D LastName: [Goup  -CalingLine IDFirstName: [Page
Department [None 7] Language: [English =]
Time Zone: [(GMT-05:00) (US) Gentral Time =

¥ Enable Maximum Call Time for Unanswered Calls |1 Minutes

Instant Group Call User List

[ Phone Number / SIP-URI Add

Delete Phone Number | SIP-URI
(m] *803691
r 803692
(m] *803693

ok | met Delete Cancel

Figure 156 Instant Group Call — Instant Group Call Profile

1. On the Group — Services menu page, click Instant Group Call. The Group — Instant
Group Call page appears.

2. Click Edit or any item on the row for the Instant Group Call. The Instant Group Call
— Profile menu page appears.

3. Click Profile. The Group — Instant Group Call Profile page appears.
4. To delete the Instant Group Call, click Delete. The previous page appears.

5. To change the Instant Group Call ID, click Change User ID. The Group — Change
User ID page appears. Enter the new Instant Group Call ID, select the domain
from the drop-down list, and then click OK.

6. To modify the profile information, type or select information for the Instant Group
Call. An asterisk (*) indicates required data.

Note that the Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by your
system administrator.

- Select the Language, that is, the language in which service-specific messages
are played during calls to the Call Center. Default is English (U.S. English) unless
configured otherwise.

- Select Enable Maximum Call Time for Unanswered Calls and type the number of
minutes in the input box.

- Enter the user's phone numbers or SIP/URI addresses in separate input boxes to
include in the User Call Group List. Prefix phone numbers with the Feature
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Access Code for Calling Line ID Blocking, Calling Line ID Allow, or Diversion
Inhibitor to activate these features.

7. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel.

6.15 ROUTE POINT

The Route Point service is used by a remote application (for example, an external call center) to
gueue and route calls. It provides functionality similar to that of the Call Center — Premium
service but it does not perform call distribution and reporting functions. Route Point provides the
following functions:

e Queuing of incoming calls
e Sending notifications to the remote application about the incoming calls

e Handling call management actions from the remote application and applying those
actions to specific calls in the queue

This type of virtual user has the following specific administrative procedures:
e Add Route Point
e Access Route Point — Profile Menu
¢ Modify Route Point Profile or Delete Route Point
e Configure Music/Video On Hold
e Configure Distinctive Ringing
e Configure DNIS Numbers
e View Agents Use of DNIS
e Configure Failover Policy
e Configure Route Point Disposition Codes

e Configure Routing Policies
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You use the Group — Route Point page to perform configuration tasks related to your group’s
route points.

For a service provider group this page contains links to configure Agent Default Settings, Agent
Unavailable Codes, and Call Disposition Codes.

These settings are shared with the Call Center service and described in the appropriate
subsection in section Configure Call Centers.

6.15.1 ADD ROUTE POINT

Use the Group — Route Point Add page to add a new route point.

1. On the Group — Services menu page, click Route Point. The Group — Route Point page
appears.

2. Click Add. The Group — Route Point Add page appears.
e Enter the route point name that will appear on the list of route points.

3. Type or select information for the route point. An asterisk (*) indicates required data.

¢ In Route Point ID, enter the login ID and select the domain from the drop-down list.
The ID must be from 6 through 80 characters and can only contain letters, digits,
single quotes, periods, semicolons, or the following symbols: #, $, %, &, +, -, /, =, ?,

|1 — !1 ‘1 Av {v}

e Inthe Name box, enter the name, from 1 through 30 characters, that will appear on
the list of route points.

e Enter the display names for Calling Line ID services. These can be from 1 through
30 characters and cannot contain % and + symbols, backslashes, double quotes, or
extended ASCII characters.

e Enter the phone number for Calling Line ID services. The phone number can be from
2 through 20 digits in the national format (3 through 22 characters in E.164 format).
Spaces and dashes are allowed and do not count toward the length of the phone
number. Upon saving, the CLID phone number is stored either as entered or after
being normalized to E.164 format. The format is decided by the system administrator
and specified below the text box. Note that this box only appears when the CLID
policy in effect for the virtual subscriber is to use a configurable CLID.

Note: The Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by
your system administrator.

e Enter and confirm the route point password.

Note: Input for the password fields appears as asterisks (*).
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Optionally, select a department from the drop-down list, which displays all departments in your
group, and if your group is part of an enterprise, all departments created at the enterprise level by
your enterprise administrator.

e From the Language drop-down list, select the language in which service-specific
messages are played during calls to the route point.

e The system default is English (U.S. English) unless configured otherwise.
e Select the time zone for the route point.

e Select the network class of service for the route point. This determines the type of
calls allowed for the route point.

e For Bandwidth and QoS Settings, select the preferred announcement/music codec
for internal and external calls, from the corresponding drop-down lists.

e Configure the following Route Point Settings:

e Inthe Queue Length, enter the maximum number of calls (from 0 through 525)
that can wait in the route point queue.

e Check Enable video support to enable video support for the route point.

e Check Play Ringing when offering call to play the ringing tone to the caller when
the call is being offered to an agent.

o Enter the following Agent Settings to configure how the service behaves if an agent
does not answer a call:

e Check Enable maximum ACD wrap-up timer, and enter the time in minutes and
seconds to set the maximum time an agent can be in the wrap-up state.

e Check Automatically set agent state to <State> after call, and select an ACD
state from the drop-down list to automatically change the agent’s state to the
selected state when they complete a call.

o If you selected “Unavailable” in the previous step and the Agent Unavailable
Codes feature is enabled for your group or enterprise, select a code from the
drop-down list.

o Check Automatically answer calls after waiting <X> seconds, and enter the time
in seconds (from 1 through 10) to allow calls to agents to be automatically
answered after the specified amount of time and rendered over the device’s
speaker and microphone.

4. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.
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To exit without changing, click Cancel or select another page.

6.15.2 ACCESS ROUTE POINT — PROFILE MENU

Once a route point is created, use the Route Point — Profile menu to access the pages where you
can view and configure route point information.

1. Onthe Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing route points for the group.

2. Click Edit or any item on the row for the route point. The Route Point — Profile menu for
the selected route point appears.

6.15.3 MODIFY ROUTE POINT PROFILE OR DELETE ROUTE POINT

The Route Point — Profile page is used to modify route point profile information or to delete a
route point. From this page, you can also access pages that allow you to change the route point
ID.

1. On the Group — Services menu page, click Route Point. The Group — Route Point page
appears listing route points for the group.

2. Click Edit or any item in the row for the Route Point. The Route Point — Profile menu for
the selected route point page appears.

Click Profile. The Route Point — Profile page appears.

4. To delete the route point, click Delete. The route point is deleted and previous page
appears.

5. Modify the Route Point profile settings as required. For more information about the
different Route Point Profile settings, see section 6.15.1 Add Route Point.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.

6.15.4 CONFIGURE MUSIC/VIDEO ON HOLD

Use the Route Point — Music/Video On Hold page to customize route point voice prompts played
to callers waiting in the queue.

1. Onthe Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing route points for the group.

2. Click Edit or any item in the row for the Route Point. The Route Point — Profile menu for
the selected route point page appears.

Click Music/Video On Hold. The Route Point — Music/Video On Hold page appears.

4. For the Audio or Video input, select from the following options:

e Default
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e URL, and then enter up to four addresses in the provided text boxes. The URLs
should be in the following format: http/https://<domain name/IP
address>[<:port>][path], for example, http://abcdistributing.com/announcements.

e Custom, and then select up to four custom files from the Filel up to File4 drop-down

lists.

Click Clear next to an entry to clear the corresponding text box. This only clears the display and
does not save changes.
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e External Source, and then select Identity/Device profile. A new area appears where

you can specify the identity/device profile to use.

(®) External Source

(@ |dentityDevice Prafile O None

|dentityDevice Profile

Identity/Device Profile Mame:| musicOnHold (SP) +

* Line/Port:
Port Mumber:| 1
Contact: gjp:

Figure 157 External Source - Identity/Device Profile Area

e Enter values for the following fields, as applicable.

FIELD

VALUES

DESCRIPTION

Identity/Device Profile

The drop-down list displays

The name of the identity/device

Name * the available identity/device profile for the external Music On
profiles. Hold source.
Line/Port * A valid line/port, maximum  The line number or SIP address of

161 characters in
user@domain format.

The user part can contain a
leading +, letters, digits and
the following characters: -,
L~ * (), periods, and
single quotes.

The drop-down box lists the
available domains.

the external music source,
depending on the identity/device
profile type you selected.

Not available in IMS deployments.

Public Identity

Maximum 161 characters in
user@domain format. The
user part can only contain
letters, digits, and the
following characters: -, _, !,
~, * (,), periods, and single
quotes.

The available domains are
listed in the drop-down box.

The SIP address of the external
music source.

Only available in IMS deployments.

Port Number

The drop-down list displays
the ports available on the

The device port number for the
external music source. Note that
the Port number field is only
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FIELD VALUES DESCRIPTION

device. displayed when the static line
ordering mode is enabled for the
identity/device type.

Contact Can only contain letters, A SIP contact address for the
digits, and the following external music source. Only
characters: -, _,!,~,* (,), available for identity/device profile
&, =, +,9,?,/, periods, types that allow static registrations.
semicolons, or single
guotes.

5. To save your changes, click Apply or OK. Apply save your changes. OK saves your
changes and displays the previous screen.

To exit without saving, click Cancel or select another page.

6.15.5 CONFIGURE DISTINCTIVE RINGING

Use the Route Point — Distinctive Ringing page to configure the Distinctive Ringing policy for the
Route Point.

1. On the Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing the route points for the group.

2. Click Edit or any item on the row for the route point. The Route Point — Profile menu
page appears.

Click Distinctive Ringing. The Route Point — Distinctive Ringing page appears.
To enable distinctive ringing, check Enable distinctive ringing for route point calls.

From the Ring Pattern drop-down list, select the ringing pattern for the route point.

I

From the Ringing Pattern for forced delivered route point calls drop-down list, select the
ringing pattern for the force-delivered calls.

7. Save your changes. Click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.15.6 CONFIGURE DNIS NUMBERS

Use the Route Point — DNIS page to view and configure the Dialed Number Identification Service
(DNIS) numbers and their settings for the selected route point.

6.15.6.1 View DNIS Numbers and Configure DNIS Display Settings
Use the Route Point — DNIS page to view the route point DNIS numbers and to configure the

route point-level DNIS display settings.

1. Onthe Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing the route points for your group.
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Click Edit or any item on the row for the route point. The Route Point — Profile menu
page appears.

Click DNIS. The Route Point — Route Point DNIS page appears, listing the DNIS
numbers for the selected route point.

Configure DNIS display settings. Check the options you want:

e Display DNIS Number to agent when presenting call instead of Calling Number

e Display DNIS Name to agent when presenting call instead of Calling Name

i Note: You can use these settings to provide the agent with more
information about the nature of the call.

To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or display another page.

6.15.6.2 Assign and Configure DNIS Number

Use the Route Point — Add DNIS page to assign and configure a DNIS for the selected route
point.
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1.
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10.

On the Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing the group route points.

Click Edit or any item on the row for the route point. The Route Point — Profile menu
page appears.

Click DNIS. The Route Point — Route Point DNIS page appears.
Click Add. The Route Point — DNIS Add page appears.

Enter a name for the DNIS (from 1 through 40 characters).
Select the phone number from the drop-down list.

If required, modify the extension. Extensions can vary in length within the limits
configured for your group.

Enter the calling line ID phone number. A phone number used for outgoing calls must
contain only digits or be an E.164 formatted number. It can be from 2 through 30 digits (3
through 22 digits in E.164 format including the plus sign). Additional spaces and dashes
are allowed but will not be included in the number.

To use a custom calling line name, check Use custom Calling Line name settings, and
enter the calling line first and last name. Each can be from 1 through 30 characters and
cannot contain percent or plus symbols, backslashes, double quotes, or extended ASCII
characters.

To play a custom announcement to callers in the route point queue who called this DNIS,
check Use custom DNIS music/video on hold settings.

Note: If you checked the Use custom DNIS music/video on hold settings
option, follow the instructions in section Configure DNIS Music/Video On
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Hold Message to configure the custom announcement.

11. To allow outgoing calls to be made from this number, check Allow outgoing route point.

12. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.
6.15.6.3 Configure DNIS Music/Video On Hold Message

Use the Music On Hold Message tab on the Route Point — Add DNIS or Route Point -Modify
DNIS page to configure the custom announcement played to callers waiting in the Route Point
gueue who called this DNIS.

1. On the Route Point — Add DNIS or Route Point — Modify DNIS page, click the Music On
Hold Message tab.

2. For the Audio or Video input, select from the following options:
o Default

e URL, and then enter up to four addresses in the provided text boxes. The URLs should
be in the following format: http/https://<domain name/IP address>[<:port>][path], for
example, http://abcdistributing.com/announcements.

e Custom, and then select up to four custom files from the Filel up to File4 drop-down lists.

Click Clear next to an entry to clear the corresponding text box. This only clears the
display and does not save changes.

e External Source, and then select Identity/Device profile. A new area appears where you
can specify the identity/device profile to use.

@ External Source

(® IdentityDevice Profile ) None
|dentity/Device Profile
Identity/Cevice Profile Name:| musicOnHold (SP) »

*Line/Port:
Port Mumber:| 1 s

Contact: sip:

Figure 158 External Source - Identity/Device Profile Area

e Enter values for the following fields, as applicable.

FIELD VALUES DESCRIPTION
Identity/Device Profile The drop-down list displays The name of the identity/device
Name the identity/device profiles profile for the external Music On
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FIELD VALUES DESCRIPTION
available for your group. Hold source.
Line/Port A valid line/port, maximum  The line number or SIP address of

161 characters in
user@domain format.

The user part can contain a
leading +, letters, digits, and
the following characters: -,
L~ * (), periods, and
single quotes.

The drop-down box lists the
available domains.

the external music source,
depending on the identity/device
profile type you selected.

Not available in IMS deployments.

Public Identity

Maximum 161 characters in
user@domain format. The
user part can only contain
letters, digits, and the
following characters: -, _, |,
~, * (,), periods, and single
quotes.

The available domains are
listed in the drop-down box.

The SIP address of the external
music source.

Only available in IMS deployments.

Port Number

The drop-down list displays
the ports available on the
device.

The device port number for the
external music source. You can
select the port number from the list
of ports available on the device.

Note that the Port number field is
only displayed when the static line
ordering mode is enabled for the
identity/device type.

Contact

Can only contain letters,
digits, and the following
characters: -, _,1,~,* (,),
&, =, +,8$,?,/, periods,
semicolons, or single
quotes.

A SIP contact address for the
external music source. Only
available for identity/device profile
types that allow static registrations.

To save your changes, click Apply or OK. Apply save your changes. OK saves your
changes and displays the previous screen.

To exit without saving, click Cancel or select another page.

6.15.6.4 Modify or Delete DNIS Number

Use the Route Point — Modify DNIS page to delete a DNIS number or modify DNIS number
settings for the selected route point.
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1.

On the Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing the group route points.

Click Edit or any item on the row for the route point. The Route Point — Profile menu
page appears.
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Click DNIS. The Route Point — Route Point DNIS page appears.

Click any item in the row for the DNIS number you want to delete or modify. The Route
Point — Modify DNIS page appears.

To delete the DNIS, click Delete. The DNIS is deleted and the previous page appears.

E/’ Note: You cannot delete the primary DNIS.

You cannot delete a DNIS if an agent has configured this DNIS as the
agent’s number for making outgoing calls. If you try to delete such a DNIS,
you get an error message.

WARNING: The delete operation is final. Once you click Delete, you cannot
cancel the operation.

To modify the DNIS configuration settings, click the Configure DNIS tab, and to modify
the DNIS custom announcement settings, click the Music On Hold Message tab. For
information about the settings on these tabs see sections Assign and Configure DNIS
Number and Configure DNIS Music/Video On Hold Message.

6.15.6.5 View Agents Use of DNIS

Use the Route Point (DNIS) — Agent Usage page to view the list of agents who selected to use
the DNIS as their calling line ID for outgoing calls. The user has to have the Call Center —
Premium service assigned to be able to use this feature.

1.

On the Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing the group route points.

Click Edit or any item on the row for the route point. The Route Point — Profile menu
page appears.

Click DNIS. The Route Point — Route Point DNIS page appears.

Click any item in the row for the DNIS number you want to delete or modify. The Route
Point — Modify DNIS page appears.

Click the View Agent Usage (Also saves current screen data) link. The Route Point DNIS
— Agent Usage page appears.

To return to the previous page, click OK.
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6.15.7 CONFIGURE FAILOVER POLICY

A Failover policy can be configured for a route point, which enables call transfer to a specified
destination during external system failure. When a route point is in failover mode, all calls are
routed to the configured failover destination. In addition, a Per-call Failover policy can be
configured, to route failed calls - calls that for any reason have not been answered within
configured time - to an alternate destination. When the route point is in Failover mode, the Route
Point Failover policy takes precedence over the Per-call Failover policy.

A route point is in failover mode if the external system monitoring the route point has failed or
when a manual failover has been performed on the route point. The route point status changes
from “Normal” to “Failover”.

Use the Route Point — Failover Policy page to configure the failover settings for the route point.

1. On the Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing the group route points.

2. Click Edit or any item on the row for the route point. The Route Point — Profile menu
page appears.

Click Failover Policy. The Route Point — Failover Policy page appears.
4. Configure failover settings:

e To enable failover support, check On for Enable failover support. To disable it, check
Off.

e From the Route Point External System drop-down list, select the external system to
monitor. When the selected system fails, the route point state changes from
“‘Normal” to “Failover”.

i Note: If the list is empty, ask your service provider/enterprise or system
administrator to assign route point external systems to your group. You can
also consult the list of route point external systems for your group on the
Resources — Route Point External Systems page.

¢ In the Failover phone number/SIP-URI, enter the destination where to route calls
during failover.

A phone number can be from 2 through 30 digits (3 through 22 digits in E.164 format). Spaces
and dashes are allowed but are not included in the number. The SIP-URI must be in the
user@domain format. The user part can be from 1 through 80 characters and can contain a
leading +, letters, digits, and the following characters: !, ~, *, (, ), dash, underscore, period, or
single quotes. The domain part can be from 1 through 80 characters and can be either a domain
name or an IP address.

@' Note: The read-only Status field indicates the status of the route point,
which can be “Normal” or “Failover”.

5. For the Per-Call Failover Settings configure the following:
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e |n Call failure timeout, enter the time in seconds after which a call is consider as
failed.

e In Outbound call failure timeout, enter the time in seconds after which an outbound
call is considered as failed.

¢ In Failover phone number/SIP-URI, enter the number where to forward failed calls.

A phone number can be from 2 through 30 digits (3 through 22 digits in E.164 format). Spaces
and dashes are allowed but are not included in the number. The SIP-URI must be in the
user@domain format. The user part can be from 1 through 80 characters and can contain a
leading +, letters, digits, and the following characters: !, ~, *, (, ), dash, underscore, period, or
single quotes. The domain part can be from 1 through 80 characters and can be either a domain
name or an IP address.

6. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.15.8 CONFIGURE ROUTE POINT DISPOSITION CODES

Use the Route Point — Call Disposition Codes page to configure disposition codes for the route
point.

Note: From this page, you can also view and use group-level disposition
codes, but you cannot modify them.

6.15.8.1 Add Disposition Code

Use the Route Point — Call Disposition Code Add page to add a route point disposition code.

1. On the Group — Services menu page, click Route Point. The Group — Route Point page
appears.

Click Edit on the row for the route point. The Route Point — Profile menu appears.
Click Disposition Codes. The Route Point — Call Disposition Codes page appears.
Click Add. The Route Point — Call Disposition Codes Add page appears.

Enter the code (1 through 10 characters). This is a required field.

Enter the code description.

To activate the code, check the Active box.

© N o g~ WD

To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and returns to the previous page. To exit without saving, click Cancel or select
another page.
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6.15.8.2 Modify or Delete Disposition Code

Use the Route Point — Call Disposition Code Modify page to delete or modify a route point call
disposition code.

i Note: You can only modify or delete route point disposition codes from this
page.

1. Onthe Group — Services menu page, click Route Point. The Group — Route Point page
appears.

2. Click Edit on the row for the route point. The Route Point — Profile menu appears.
Click Disposition Codes. The Route Point — Call Disposition Codes page appears.

4. Click Edit on the row for the disposition code you want. The Route Point — Call
Disposition Code Modify page appears.

5. To delete the disposition code, click Delete. The disposition code is deleted and the
previous page appears.

Warning: The Delete operation is final. You cannot undo it.

6. To modify the code, change information as required. For a description of the fields on
this page, see section Add Disposition Code.

7. To save your changes, click OK.
To exit without changing, click Cancel or select another page.
6.15.8.3 Activate or Deactivate Disposition Codes

Use the Route Point — Call Disposition Codes page to activate or deactivate route point
disposition codes.

1. On the Group — Services menu page, click Call Center. The Group — Route Point page
appears.

2. Click Disposition Codes. The Route Point — Call Disposition Codes page appears.

3. To activate a disposition code, check the Active box in the row for the code. To
deactivate a code, uncheck the box.

Note: You can only activate or deactivate route point disposition codes
from this page.

4. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and returns to the previous page.
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6.15.8.4 Configure Disposition Codes Defaults

Use the Route Point — Call Disposition Codes page to configure default call disposition codes
settings for the selected route point.

1.

On the Group — Services menu page, click Route Point. The Group — Route Point page
appears.

Click Disposition Codes. The Route Point — Call Disposition Codes page appears.

To enable the use of the disposition codes for the route point, check Enable Call
Disposition Codes.

To use the group and route point disposition codes, check Use group codes in addition to
route point codes. To use only the route point disposition codes, uncheck the box.

To force the use of disposition codes for the route point, check Force use of call
disposition codes with Default Code and select the default disposition code from the
drop-down list.

To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and returns to the previous page.

To exit without saving, click Cancel or select another page.

6.15.9 CONFIGURE ROUTING POLICIES

Routing policies specify how calls are routed to agents and queued when no agent is available to
take the call.

The following routing policies can be configured for a routing point:

e Automatic Call Distribution (ACD) Policies
e Forced Forwarding
e Holiday Service
¢ Night Service

e Queued Calls Policies

e Bounced Calls

e Overflow

Use the Route Point — Routing Policies menu page to access pages to configure Route Point
Routing policies.

1.

On the Group — Services menu page, click Route Point. The Group — Route Point page
appears, listing the group route points.

Click Edit or any item on the row for the route point. The Route Point — Profile menu
page appears.

In Options, click Routing Policies. The Route Point — Routing Policies menu page
appears.
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6.15.9.1 Forced Forwarding

Use the Route Point — Forced Forwarding page to configure the Forced Forwarding policy for the
route point.

1.

On the Route Point — Routing Policies menu page, click Forced Forwarding. The Route
Point — Forced Forwarding page appears.

To enable Forced Forwarding, check On. To disable it check Off.

If you enabled the service, enter the phone number or SIP-URI where you want the calls
forwarded.

A phone number can be from 2 through 30 digits (3 through 22 digits in E.164 format).
Spaces and dashes are allowed but are not included in the number. The SIP-URI must
be in the user@domain format. The user part can be from 1 through 80 characters and
can contain a leading +, letters, digits, and the following characters: !, ~, *, (, ), dash,
underscore, period, or single quotes. The domain part can be from 1 through 80
characters and can be either a domain name or an IP address.

To enable configuration of Forced Forwarding through feature access codes, check Allow
feature access codes to configure forced forwarding.

To play an announcement to the caller before forwarding the call, check Play
announcement before forwarding.

For the Audio and Video setting, select from the following:

e Default
e URL, and then enter up to four addresses in the provided text boxes

The URL addresses should be in the following format: http/https://<domain name/IP
address>[<:port>][path], for example, http://abcdistributing.com/announcements.

e Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files

Click Clear next to an entry to clear the corresponding text box. This only clears the
display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.

6.15.9.2 Holiday Service

Use the Route Point — Holiday Service page to configure the Holiday Service policy for the route

point.

1.
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On the Route Point — Routing Policies menu page, click Holiday Service. The Route
Point — Holiday Service page appears.

Clearspan |



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

2. For Action, select from the following options:

e Select None if you do not want the call to be treated differently during holiday
schedule.

e Select Perform busy treatment if you want calls to receive busy treatment during
the holiday schedule.

e Select Transfer to phone number/SIP-URI and then enter the number where you
want the calls to be forwarded during the holiday schedule.

A phone number can be from 2 through 30 digits (3 through 22 digits in E.164 format).
Spaces and dashes are allowed but are not included in the number. The SIP-URI must
be in the user@domain format. The user part can be from 1 through 80 characters and
can contain a leading +, letters, digits, and the following characters: !, ~, *, (, ), dash,
underscore, period, or single quotes. The domain part can be from 1 through 80
characters and can be either a domain name or an IP address.

From the Holiday Schedule drop-down list, select the schedule.

4. If you want an announcement to be played before applying the action, check Play
announcement before holiday service action.

5. Select the Audio or Video announcement from the following options:

o Default
¢ URL, and then enter up to four addresses in the provided text boxes.

The URL addresses should be in the following format: http/https://<domain name/IP
address>[<:port>][path], for example, http://abcdistributing.com/announcements.

e Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

6. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.
6.15.9.3 Night Service

Use the Route Point — Night Service page to configure the Night Service policy for the route point.

1. On the Route Point — Routing Policies menu page, click Night Service. The Call Center —
Night Service page appears.

2. For the Action settings, select from the following:

e Select None if you do not want the call to be treated differently during the night
schedule.

e Select Perform busy treatment if you want the calls to receive busy treatment during
the night schedule.
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e Select Transfer to phone number/SIP-URI and then enter the number where you
want the calls to be forwarded during the night schedule.

A phone number can be from 2 through 30 digits (3 through 22 digits in E.164 format).
Spaces and dashes are allowed but are not included in the number. The SIP-URI must
be in the user@domain format. The user part can be from 1 through 80 characters and
can contain a leading +, letters, digits, and the following characters: !, ~, *, (, ), dash,
underscore, period, or single quotes. The domain part can be from 1 through 80
characters and can be either a domain name or an IP address.

3. For Force night service now regardless of business hours schedule, check On to enable
night service immediately or Off to return to regular night schedule.

4. From the Business Hours drop-down list, select the business hours.

To allow Night Service Override using feature access codes, check Allow feature access
codes to manually override night service.

6. Check Play announcement before night service action to play an announcement to
callers before applying the configured action to the call.

7. Select the announcement to play in manual override mode from the following:

¢ Normal announcement

e Manual mode announcement

8. For the Normal Mode Audio, Normal Mode Video, Manual Mode Audio, and Manual
Mode Video, select the files to be played to callers from the following:

e Default

e URL, and then enter up to four addresses in the provided text boxes.

The URL addresses should be in the following format: http/https://<domain name/IP

address>[<:port>][path], for example, http://abcdistributing.com/announcements.

e Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files.

Click Clear next to an entry to clear the corresponding text box. This only clears the
display and does not save changes.

=4 | Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

9. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

To exit without saving, click Cancel or select another page.
6.15.9.4 Bounced Calls

Use the Route Point — Bounced Calls page to configure the Bounced Calls policy for the route
point.

1. On the Route Point — Routing Policies menu page, click Bounced Calls. The Call Center
— Bounced Calls page appears.
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2. Decide whether to bounce unanswered calls. To bounce calls, select Bounce Calls after
<number> rings and enter the number of rings to bounce calls unanswered by agents
within the specified number of rings. The number must be from 1 through 20.

3. Select Transfer to phone number / SIP-URI to transfer bounced calls to the specified
destination and enter the destination in the text box.

A phone number can be from 2 through 30 digits (3 through 22 digits in E.164 format).
Spaces and dashes are allowed but are not included in the number. The SIP-URI must be in
the user@domain format. The user part can be from 1 through 80 characters and can
contain a leading +, letters, digits, and the following characters: !, ~, *, (, ), dash, underscore,
period, or single quotes. The domain part can be either a domain name or an IP address.

4. Select Bounce calls if agent becomes unavailable while routing the call if you want the
call to bounce if the agent becomes unavailable while the call is offered.

5. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and returns to the previous page.

6. To exit without changing, click Cancel or select another page.

6.15.9.5 Overflow

Use the Route Point — Overflow page to configure the Overflow policy for the route point.

1. On the Route Point — Routing Policies menu page, click Overflow. The Call Center —
Overflow page appears.

2. Configure the Action settings. Select from the following:

e Perform busy treatment

e Transfer to phone number/SIP-URI, and enter the number in the text box

A phone number can be from 2 through 30 digits (3 through 22 digits in E.164 format).
Spaces and dashes are allowed but are not included in the number. The SIP-URI must
be in the user@domain format. The user part can be from 1 through 80 characters and
can contain a leading +, letters, digits, and the following characters: !, ~, *, (, ), dash,
underscore, period, or single quotes. The domain part can be from 1 through 80
characters and can be either a domain name or an IP address.

¢ Play ringing until caller hangs up

3. To enable call overflow, check Enable overflow after calls, wait <X> seconds, and enter
the number of seconds (from 0 through 7200) in the text box.

4. To play an announcement before applying overflow treatment to a call, select Play
announcement before overflow processing.

5. To configure the announcement, select from the following Audio and Video options:
e Default

e URL, and then enter up to four addresses in the provided text boxes.

The URL addresses should be in the following format: http/https://<domain name/IP
address>[<:port>][path], for example, http://abcdistributing.com/announcements.

e Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files.
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Click Clear next to an entry to clear the corresponding text box. This only clears the
display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

6. To save your changes, click Apply or OK. Apply saves your changes. OK saves your
changes and displays the previous page.

6.16 TRUNK GROUP

The Trunk Group service allows trunk group members to place a defined number of simultaneous
calls from a limited number of resources. You configure the service by creating trunk groups and
assigning resources and users to them.

Help - Home

Welcome Frisco Group [Leaout,

Trunk Group

Create anew trunk group and manage existing trunk

ok e
Group Name: Department Edit
Pointspan Alpha Tr... Edit
el e R

Figure 159 Group — Trunk Group

This type of virtual user has the following specific administrative procedures:

e Add a Trunk Group

e View Trunk Group Profile Menu

e Modify Trunk Group Profile or Delete Trunk Group
¢ View Trunk Group Users and Change the Pilot User
e Call Forwarding Always

e Capacity Management

e Unreachable Destination

e Add Users in Bulk Using Directory Numbers

e Add Users in Bulk Using Extensions

e View Tasks to Add Users in Bulk

e Display Status of or Delete Bulk Task

e Registrations for Trunk Group
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6.16.1 ADD A TRUNK GROUP

Use the Group — Trunk Group Add page to add the basic information for a new trunk group. A
trunk group is itself a virtual user and you provision it with many of the attributes a user has.

Help - Home

‘Welcome Frisco Group

[Logout]

Trunk Group Add

Create a new trunk group

e
alling Plan lizne
Utiities Department [None =

* Maximum Active Calls Allowed
Maximum Active Incoming Calls Allowed
Maximum Active Oulgoing Calls Allowed

I Enable Authentication

Authentication User Name: |
Trunk Group Identity. | @[us.aastra.com =

oteoTGIdentty [
I Include Trunk Identity
I Include DTG Identity
I~ Enable Network Address Idenity

Type new authentication password

Re-type new authentication password;

I Allow Unscreened Calls

™ Allow Unscreened Emergency Calls

Filot User Calling Line Identty Usage Policy: [No Calls =]
PilotUser Charge Number Usage Policy [No Calls =]

Device Category: { Identity/Device Profile & None

0K Cancel

Figure 160 Group — Trunk Group Add

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

Click Add. The Group — Trunk Group Add page appears.
In the Name text box, type in a name for the trunk group. This is a required field.

Optionally, from the Department drop-down list select a department.

o > w D

Configure the maximum calls options. These options configure the maximum
number of simultaneous calls as well as a breakdown of the maximum incoming
and outgoing calls. Type the maximum totals for each.

INPUT BOX DESCRIPTION

Maximum Active Calls The maximum number of active calls allowed in the trunk

Allowed* group. The total number of maximum active calls cannot
exceed the Trunking Call Capacity. This is a required
field.

Maximum Active Incoming  The maximum number of active incoming calls. The

Calls maximum number of active calls allowed is equivalent to
the maximum number of active incoming calls and the
maximum number of active outgoing calls.

Maximum Active Outgoing The maximum number of active outgoing calls. The

Calls maximum number of active calls allowed is equivalent to
the maximum number of active incoming calls and the
maximum number of active outgoing calls.
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6. To enable authentication:

- Select Enable Authentication.

- Type the Authentication User Name of the device.

- Type the New Authentication Password and then Re-type the New Authentication
Password of the device.

7. Configure the trunk group identity options.

INPUT BOX

DESCRIPTION

Trunk Group Identity

When forming the terminating INVITE request, the
Application Server may add a parameter to the Request
URI to indicate the trunk group identity.

OTG/DTG Identity

Originating trunk group identity/destination trunk group
identity.

Include Trunk Identify

If a call terminates on a trunk group, the Application
Server may use the tgrp and trunk-context parameters to
identify the destination trunk group. If Include Trunk
Identity is enabled for the trunk group, the Application
Server adds to the user part of the Request URI the trgp
parameter with a value taken from the user part of the
trunk group identity, and a trunk-context parameter with a
value taken from the domain part of the trunk group
identity. An INVITE can include the dtg and tgrp
parameters, as they are independent from each other.

Include DTG Identity

The Application Server uses the dtg parameter for
Enterprise Trunk terminations to identify the destination
trunk group. If Include DTG Identity is enabled for the
trunk group, the Application Server adds the dtg
parameter to the Request URI. An INVITE can include
both a dtg and tgrp parameter, as the configuration
parameters are independent from one another.

Enable Network Address
Identity

To enable the trunk group to be identified by its device
network address, set Enable Network Address Identity to
“true”.

Allow Unscreened Calls

To allow calls to continue even though a user has not
been identified on the trunk group, select Allow
Unscreened Calls.

Allow Unscreened
Emergency Calls

To allow emergency calls to continue even though a user
has not been identified on the trunk group, select the
Allow Unscreened Emergency Calls box.

Route to Peering Domain

This flag is used to determine whether the Peering
Domain should be used to rewrite the host portion of the
outgoing message’s Request URI and, if enabled, P-
Called-Party-ID.

Peering Domain

The domain to be used in trunk group addressing for
outgoing calls. If you checked the Route to Peering
Domain box, select a Peering Domain from the drop-
down list. The list contains all the domains assigned to
the group.
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INPUT BOX DESCRIPTION
Pilot User Calling Line Select the usage policy for the pilot user calling line
Identity Usage Policy identity from the drop-down list:

e Select No Calls if you do not want the pilot
user’s CLID used for any calls on a trunk group.
The originating Clearspan user’s CLID will be
used, if available; otherwise, the received CLID
will be used.

e Select All Originating Calls to have the pilot
user’'s CLID used for all origination calls on a
trunk group.

e Select Unscreened Originating Calls to have the
pilot user’'s CLID used for unscreened
originating calls (that is originating call from
non-Clearspan users) and the originating
Clearspan user's CLID in all other cases.

Pilot User Charge Number  Select the usage policy for the pilot user charge number
Usage Policy from the drop-down list:

e If you select No Calls the charge number
associated with the pilot user of the trunk group
is ignored, that is the capability is disabled.

e If you select All Originating Calls, the pilot user's
charge number is used for any call originated on
the trunk group.

e If you select Unscreened Originating Calls, the
pilot user’s charge number is used only for
unscreened originations (that is, originations
from non-Clearspan users).

8. Select the device category. You can select “Identity/Device Profile” or “None”.
“None” is selected by default.
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Clearspan’ il - tome

Group Welcome Frisco Group [Logouf

Trunk Group Add

Create a new trunk group.

s

* Name.

alling Plan

Utilities Department [None =l

* Maximum Active Calls Allowed:

Maximum Active Incoming Calls Allowed:

Waximum Active Outgoing Calls Allowed
[~ Enable Authentication

Authentication User Name: [

Type new autmentication passwore: | |
Re-ype new autentcation passwora: [ |
Trunk Group Ientity: [ @us.aastracom =
otcoTGIdertty [

™ Include Trunk Identity

™ Include DTG Identity

[~ Enable Network Address Identity

[ Allow Unscreened Calls

[~ Allow Unsereened Emergency Calls

Pilot User Calling Line Identity Usage Policy: [No Calls =l
Pilot User Charge Number Usage Policy: [No Calls =

Device Categon: { Identity/Device Profile * None

0K Cancel

Figure 161 Group - Trunk Group with Identity Device Profile
9. If you have selected Identity/Device Profile:

- Select the device from the Identity/Device Profile Name drop-down list.

- If you want to add a pilot user, select Add Pilot User. A filed set for the pilot user
appears.

* Maximum Active Calls Allowed: [23
Maximum Active Incoming Calls Allowed: [23
Maximum Active Outgoing Calls Allowed

™ Enable Authentication

Authentication User Name: [

Type new authentication password
Re-type new authentication password
Trunk Group Identity: [2 @] us.aastra.com =
OTGIDTG Identiy
¥ Include Trunk Identity
I Include DTG Identity
[~ Enable Network Address Identity

I~ Allow Unscreened Galls

[~ Allow Unscreened Emergency Calls

Pilot User Calling Line Identity Usage Policy: [No Calls =]

Pilot User Gharge Number Usage Policy: [No Calls ____v]
Device Category: (% |dentity/Device Profile  None

IdentityDevice Profile Name: [1N414_55i (Group) =l

¥ Add Pilot User

Pilot User

~UserID: @[us.aastracom =l

*LastName: *First Name:
* Calling Line ID Last Name: * Galling Line ID First Name:
Calling Line ID Phone Number:[<14693653680

* Initial Password: | *Re-type Initial Password:|

Department [None = Language:|English |
Time Zone:[(GMT-05:00) (US) Central Time =

* LinefPort [ @|us.zastra.com =

ok | cames |

Figure 162 Group — Trunk Group Add with Add Pilot User
10. If you selected Add Pilot User, add the Pilot User information:

- Inthe User ID text box, type the user ID and select the domain from the drop-
down list.

- Inthe Last Name text box, type in the last name.
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In the First Name text box, type in the first name.

In the Calling Line ID Last Name text box, type in the last name for the calling
line ID. This is the last name used in the calling line ID and Auto Attendant dial-
by-name functions.

In the Calling Line ID First Name text box, type in the first name for the calling
line ID. This is the first name used in the calling line ID and for Auto Attendant
dial-by-name functions.

If you have full access privileges to calling line ID number and your group’s
Calling Line ID policy allows the use configurable CLID for calling line identity, in
the Calling Line ID Phone Number text box, type in the calling line ID phone
number. This is the phone number that appears as the user’s caller ID.

In the Initial Password text box, type in the password.

In the Re-type Initial Password text box, confirm the password by typing it in
again.

From the Department drop-down list, select the department. The department
determines the trunk group’s calling plans. In addition, the department is used
for filtering in the Call Manager as well as other parts of the application.

From the Language drop-down list, select the language on the web interface
pages for the user (except for language names on the drop-down lists) and in
which service announcements and treatments for incoming and outgoing calls
are played for the user. The default is U.S. English unless configured otherwise.

From the Time Zone drop-down list, select the time zone.

In the Line/Port text box, type in the number for the line port and then select the
domain from the drop-down list.

In the Contact sip text, enter the contact SIP number.

11. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.16.2 VIEW TRUNK GROUP PROFILE MENU

Use the Trunk Group — Profile menu page to view and modify trunk group information.

Group -

Joptions:
» Profile

Utilities

) Help - Home
Trunk Group > Pointspan Alpha Trunk Group Welcome Frisco Group [Logout)
Profile
Basic Advanced
Profile Trunk Group User Creation

Display and configure information such as name, department, device and pilotuser for  Create users in bulk for a trunk group
this trunk group

Call Forwarding Always

Configure the call forwarding always parameters for this runk group.

Capacity Management

Configure the maximum, bursting capacity and capacity exceeded parameters for this

trunk group.

Unreachable Destination

Configure the unreachable destination parameters for this trunk group

Figure 163 Trunk Group - Profile Page

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.
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2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. To exit without saving, select another page or click OK to display the previous
page.

6.16.3 MODIFY TRUNK GROUP PROFILE OR DELETE TRUNK GROUP

The Trunk Group — Trunk Group Modify page is used to modify the profile information for a trunk
group or to delete a trunk group.

Help - Home

rspan’

Group » Trunk Group > Poinispan Alpha Trunk Group

Welcome Frisco Group [Logout

finv::':';le Trunk Group Modify

s Modify the selected trunk group

OK | Aoy |  Delete |  Coneel |

“Name: [Poinispan Alpha Trunk Group |
Department [None 7]
“Maxdmum Active Calls Allowed: [23
Maximum Active Incoming Cals Allowed: [23
Maxdmum Active Outgaing Calls Allowed: [23
[~ Enable Authentication

Authentication User Name: |

Type new authentication password: |
Re-type new authentication password l—
Trunk Group Identiy: [1 @[107010368 =
otemTelgenmy [
[ Include Trunk Identity
[~ Include DTG Identity
[~ Enable Network Address Identity

¥ Allow Unscreened Calls

[~ Allow Unscreened Emergency Calls

Pilot User Calling Line Identity Usage Folicy: | No Calls j
Filot User Charge Number Usage Folicy: [No Calls =

Device Category: & Identity/Device Profile £ None
IdentityDevice Profile Name: DevTP-260 (Service Provider) Conflaure IdenfityDevice Profile
Pilot User: PointspanAlpha@us.aastra.com

Enter search criteria below
[LastName =] [starts with =] — i secn |

OK | oy |  Dete |  Concel |

Figure 164 Trunk Group — Trunk Group Modify
1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.
2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.
3. Click Profile. The Trunk Group — Trunk Group Modify page appears.

4. To delete the Trunk Group, click Delete. The previous page appears.

Note: The delete function cannot be undone. Once you click Delete, your
deletion is final. Click Cancel if you want to avoid a deletion.

5. Modify information as required. For more information see section 6.16.1 Add a
Trunk Group.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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To exit without saving, select another page or click Cancel to display the previous
page.

6.16.4 VIEW TRUNK GROUP USERS AND CHANGE THE PILOT USER

Use the Trunk Group — Trunk Group Modify page to view the users in a trunk group. From this
page, you can also access the profile of a trunk group user.

Piot User Cailing Line idenity Usage Paiicy: [No Calls - — =

Filol Uiser Charge Numiber Usage Felicy: [Me Calls =

Dunice Calegory: & igeniteDeece Prodle © Kone
IdenitgDpacy Profie Name: DevIF-280 (Sardce Provder) Conf
PistUser. Pointspanseha@us 3astra com
Ender search critena bekow

[GoaName =] | Sians With =] | Q —Is«.u

o | Moy | e | Cwcd |

Figure 165 Trunk Group — Trunk Group Modify (Bottom of the Page)

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Profile. The Trunk Group — Trunk Group Modify page appears.

4. Search for users.

The Groups — Trunk Group Modify page is a page that contains an advanced
search. The Last Name, First Name, Department, and Phone Number appear for
each user. Depending on the number of pages of data on a list, you can present
the data several different ways. You can click the headings of a column to
change the sort order of items in the column, use the input boxes below the data
to specify search criteria, or click the page links, for example, Next or Previous.

The advanced search lets you define specific search criteria to narrow your
search and display a manageable list. For more information on defining search
criteria, see the Clearspan Getting Started Web Interface Administration Guide.

5. To access the User — Profile menu page for a trunk group user, click Edit in the
row for the target user.

6. To change the pilot user for the trunk group, check the Pilot User box in the row for
the new pilot user. Since there can only be one pilot user, when a new user is
chosen as a pilot user, the existing pilot user’s Pilot User check box is cleared.

7. To deselect the pilot user, click the Pilot User box for the current pilot user.
8. To save your changes, click Apply or OK. Apply saves your changes. OK saves

your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.16.5 CALL FORWARDING ALWAYS USER

Use the Trunk Group — Call Forwarding Always page to configure the call forwarding always
action for a trunk group.

Clearspan’ el  tome
Group > Trunk Group > Pointspan Alpha Trunk Group Welcome Frisco Group [Logou)

Options:
» Profile
Utilities

Call Forwarding Always

Display the parameters for Call Forwarding Always

oK Mooty | cancel |

Call Forwarding Always Acion: & None

1 Fonward to Phone Number / SIP-UR

" Reroute to Trunk Group: |None =l
ok | mwy | Cand |

Figure 166 Group - Trunk Group Call Forwarding Always

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Call Forwarding Always. The Trunk Group — Call Forwarding Always page
appears.

4. For Call Forwarding Always Action, select from the following:

- Select None if not action is required.

- Select Forward to Phone Number / SIP URI and enter the phone number or SIP
URI if you want the calls to be forwarded to a phone number/SIP URI.

- Select Reroute to Trunk Group and select the trunk group from the drop-down list
if you want the calls to be rerouted to a trunk group.
5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.16.6 CAPACITY MANAGEMENT

Use the Trunk Group — Capacity Management page to configure the maximum bursting capacity
and capacity exceeded parameters for a trunk group.

Cle

Group >

arspan’ Help - Home

unk Group > Pointspan Alpha Trunk Group Welcome Frisco Group [Logout

Joptions:
> Profile
Utilties

Capacity Management

Display this trunk group’s capacity management parameters and the hosted users sharing the capacity.
|

- Configure Capacit
Bursting Capacity: € on & off
Maximum Active Calls Bursting Maximum Active Calls

= Total Calls:[23
Incoming Calls:[23
Outgoing Calls 23|

- Configure Incoming Capacity Exceeded!
Incoming Capacity Exceeded Action: & None

* Forwardto Phone Number/ SIP-URI

€ Reroute to Trunk Group: | None =
* Capacity Exceeded nifial Value [0 cans
* Capacity Exceeded Ofiset Value [0 cans

1]

Enter search criteria below
LastName x| Starts With x|

|

- Search

Available Hosted Users Assigned Hosted Users.

Add >
oz |

Remave <

Add Al >>
Remove All <<|

Figure 167 Group — Trunk Group Capacity Management

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Capacity Management. The Trunk Group — Capacity Management page
appears.

4. For Bursting Capacity, select On or Off. When the bursting capacity is enabled, the
total calls for bursting maximum active calls are required.

5. Configure the capacity for the Maximum Active Calls and Bursting Maximum Active
Calls.

- Inthe *Total Calls text boxes, enter the number of calls in the Maximum Active
Calls and Bursting Maximum Active Calls columns. This is a required field when
bursting capacity is enabled.

E/ Note: The bursting maximum incoming calls and bursting maximum outgoing
calls must be less than or equal to the bursting maximum total calls. If the
bursting maximum incoming calls or outgoing calls is configured, the maximum
incoming calls or outgoing calls must also be configured.

- Inthe Incoming Calls text boxes, enter the number of calls in the Maximum
Active Calls and Bursting Maximum Active Calls columns.

Clearspan | 248



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

- In the Outgoing Calls text boxes, enter the number of calls in the Maximum
Active Calls and Bursting Maximum Active Calls columns.

6. Configure the Incoming Capacity Exceeded Action, select from the following:

- None

- Forward to Phone Number/SIP-URI and then enter the number or URI in the text
box

- Reroute to Trunk Group and then select the trunk group from the drop-down list

@ Note: The current trunk group should not be in the Reroute Trunk Group
drop-down list. If the group belongs to an enterprise, the Reroute Trunk
Group drop-down list includes all the trunk groups in the enterprise. In
addition, the group ID of the trunk group is provided in parentheses when the
trunk group is in a different group.

7. For Capacity Exceeded Initial Value, enter the number of calls in the text box.

This is a required field. If the Capacity Exceeded Counter is greater than the
configured threshold Capacity Exceeded Initial Value, and the Capacity
Exceeded Offset Value is not “0”, then the system generates an SNMP trap.

8. For Capacity Exceeded Offset Value, enter the number of calls in the text box.
This is a required field.

9. Search for users.

The Groups — Trunk Group Capacity Management page is a page that contains
an advanced search. Depending on the number of pages of data on a list, you
can present the data several different ways. You can click the headings of a
column to change the sort order of items in the column, use the input boxes
below the data to specify search criteria, or click the page links, for example,
Next or Previous. The advanced search lets you define specific search criteria to
narrow your search and display a manageable list. For more information on
defining search criteria, see the Clearspan Getting Started Web Interface
Administration Guide.

10. Assign Hosted Users.

To add users:

- Inthe Available Hosted Users column, select the users. You can select some or
all of the items in a column. Item names are listed in numeric or alphabetical
order. To select several items in sequential order, click the first item, hold down
the SHIFT key on the keyboard, and click the last item. To select several items,
but not in a particular order, click the names while holding down the CTRL key on
the keyboard.

- To add the users, click Add >. To select all of the users (unselected), click Add
All>>,

To remove users:

- Inthe Assigned Hosted Users column, select the users. You can select some or
all of the items in a column. Item names are listed in numeric or alphabetical
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order. To select several items in sequential order, click the first item, hold down
the SHIFT key on the keyboard, and click the last item. To select several items,
but not in a particular order, click the names while holding down the CTRL key on
the keyboard.

- Toremove the users, click Remove<. To select all of the users (unselected),
click Remove All<<,
11. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.16.7 UNREACHABLE DESTINATION

Use the Trunk Group — Capacity Management page to configure the maximum, bursting capacity
and capacity exceeded parameters for a trunk group.

Help - Home

= Trunk Group = Pointspan Alpha Trunk Group Welcome Frisco Group [Logout]

Unreachable Destination

Display the parameters for Unreachable Destination

| _omes_|
Unreachable Destination Timeout: [Fl  seconds

Unreachable Destination Action: & None
€ Foward to PhoneNumperssP-oR [
 Reroute to Trunk Group: | None =]

ok | _ ey | _ cancd |

Figure 168 Group — Trunk Group Unreachable Destination

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Unreachable Destination. The Trunk Group — Unreachable page appears.

4. From the Unreachable Destination Timeout drop-down list, select the duration for
the timeout. The default is “6 seconds”.

5. For Unreachable Destination Action, select from the following:
- None

- Forward to Phone Number/SIP-URI and then enter the number in the text box.

- Reroute to Trunk Group and then select the trunk group from the drop-down list.

E/ Note: The current trunk group should not be in the Reroute to Trunk Group
drop-down list. If the group belongs to an enterprise, the Reroute to Trunk
Group drop-down list includes all trunk groups in the enterprise. In addition,
when the trunk group is in a different group, the group ID of the trunk group
is provided in parentheses.
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6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves

you changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous

page.

6.16.8 ADD USERS IN BULK USING DIRECTORY NUMBERS

Use the Group — Create Trunk Group Users using DNs page to add information for a group of

users (identified by directory numbers) to a trunk group.

p=r .
Clearspan
System > AastraUSA > Frisco > Trunk Group > Poinispan Alpha Trunk Group Welcome Pubs Admin [Logour,
[Options: .
'“p N Create Trunk Group Users using DNs
rofile
T Allows the selection of one to many DIDs which will be created as trunk group lines. This task runs in batch mode. Reports will be generated after completion that display the
A status of the user creation
Carcal
* Task Name:|
User I Format: [ Extension ~l@[1070.10368 =l
[~ Populate Extension
LinefPort Formst [ Extension Sle0.7010368 =
[~ Populate Contact
Contact Format [Extension Slel
Avallable Range(s) Available Phone Number(s) Assign to Trunk Group
4693653687 - 4693653689 Add >
4693653792 - 4693653794
4693653796
4693654173 [Removs |
4693654187
4693654190 Add>
4693654335
14693654863 - 4693654865
Add Al >>
Available Service Packs Assigned Service Packs
480i_All
L Add
Aastia BaseFeatures e
CallForwarding-FindMe
CallingPartylD Remove <
Call Screening
Add All 3>

Figure 169 Group — Trunk Group User Creation Using DNs

For the group of users being added in bulk:

e The department, time zone, and language of the trunk group are used.

e The user ID format, line/port format, and contact information can be specified as the
extension, the national directory number (no country code), or the E164 version of
the directory number.

e The directory number or extension will be used for the Hiragana first name/last name
if Hiragana support is enabled.

e The password will be either the directory number or the extension and the password

rules do not prevent the users from being added.

To add users by specifying DNs:

1. Onthe Group — Services menu page, click Trunk Group. The Grou
page appears.

251

p — Trunk Group
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2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Trunk Group User Creation. The Trunk Group — Trunk Group User
Creation page appears.

4. Click Add Using DNs. The Group — Create Trunk Group Users using DNs page
appears.

5. Type or select information for the task and group of users. An asterisk (*) indicates
required data.

- Select the User ID Format. Choose the National DN or E164 Format (No Plus).

- Select the formats. The Populate Contact and Contact Format fields are
available only if the identity/device profile configured for the trunk group supports
static registrations.

6. Add directory numbers for the group of users:

- Inthe Available Range(s) column, select the ranges from which you want to add
numbers to the group of users. You can select some or all of the items in a
column. Item names are listed in numeric or alphabetical order. To select
several items in sequential order, click the first item, hold down the SHIFT key on
the keyboard, and click the last item. To select several items, but not in a
particular order, click the names while holding down the CTRL key on the
keyboard.

- Todisplay the numbers in the selected ranges in the Available Phone Number(s)
column, click Add >.

- Inthe Available Phone Number(s) column, select the numbers to be assigned to
the group of users.

- To assign the selected items, click Add >. To assign all items (unselected) at
once, click Add All >>. The assigned numbers appear in the Assign to Trunk
Group column.

7. Remove assigned numbers.

In the Assign to Trunk Group column, select the numbers and click Remove <.
To move all numbers (unselected) at once, click Remove All <<.

8. Add service packs to the group of users:

- Inthe Available Service Packs column, select the packs to be assigned. You can
select some or all of the items in a column. Item names are listed in numeric or
alphabetical order. To select several items in sequential order, click the first
item, hold down the SHIFT key on the keyboard, and click the last item. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard.

- To assign the selected items, click Add >. To assign all items (unselected) at
once, click Add All >>,

9. Remove assigned packs.

In the Assigned Service Packs column, select the packs and click Remove <. To
move all packs (unselected) at once, click Remove All <<,

10. Add user services to the group:
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- Inthe Available User Services column, select the services for the group of users.
You can select some or all of the items in a column. Item names are listed in
numeric or alphabetical order. To select several items in sequential order, click
the first item, hold down the SHIFT key on the keyboard, and click the last item.
To select several items, but not in a particular order, click the names while
holding down the CTRL key on the keyboard.

- To assign the selected items, click Add >. To assign all items (unselected) at
once, click Add All >>,

11. Remove assigned services.

In the Assigned User Services column, select the services and click Remove <.
To move all services (unselected) at once, click Remove All <<,

12. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.

6.16.9 ADD USERS IN BULK USING EXTENSIONS

Use the Group — Create Trunk Group Users using Extensions page to add information for a group
of users (identified by extensions) to a trunk group.

Help - Home]

System ~ AastraUSA > Frisco > Trunk Group > Pointspan Alpha Trunk Group Welcome Pubs Admin

Options:
» Profile
Utiliies

Create Trunk Group Users using Extensions

Allows the selection of one to many extensions which will be created as trunk group lines. This task runs in batch mode. Reports will be generated after completion that display
the status ofthe user creation

=

* TaskName: [

User Id Format: Extension@ | 10.70.103.68 =
Line/Port Format: Extension | 10.70.103.68 |
I” Populate Contact with Format: Extension@

Extension Ranges |

Available Service Packs Assigned Service Packs

4801_Al
! Add >
Aasira BaseFeatures |
CallForwarding-FindMe
CallingPartyD _Remove < |
CallScreening
Add All 55
Femove Al <
Available User Services Assigned User Services
Alterate Numbers =
Add>
[Anonymous Call Rejection :| L |
Attendant Console
Authentication _Remove < |
Automatic Callback
Automatic Hold/Retrieve
Barge-in Exempt

Figure 170 Group — Trunk Group User Creation Using Extensions

For the group of users being added in bulk:

e The department, time zone, and language of the trunk group are used.
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e The user ID format, line/port format, and contact information can be specified only as
the extension.

e The directory number or extension will be used for the Hiragana first name/last name
if Hiragana support is enabled.

e The password will be either the directory number or the extension and the password
rules do not prevent the users from being added.

To add users by specifying extension ranges:

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Trunk Group User Creation. The Trunk Group — Trunk Group User
Creation page appears.

4. Click Add Using Extensions. The Group — Create Trunk Group Users using
Extensions page appears.

5. Type or select information for the group of users. An asterisk (*) indicates required
data.

6. Add extension ranges to the group: for each range type the beginning extension in
the box on the left and the ending extension in the box on the right.

7. Add service packs to the group of users:

- Inthe Available Service Packs column, select the packs for the group of users.
You can select some or all of the items in a column. Item names are listed in
numeric or alphabetical order. To select several items in sequential order, click
the first item, hold down the SHIFT key on the keyboard, and click the last item.
To select several items, but not in a particular order, click the names while
holding down the CTRL key on the keyboard.

- To assign the selected items, click Add >. To assign all items (unselected) at
once, click Add All >>,

8. Remove assigned packs.

In the Assigned Service Packs column, select the packs and click Remove <. To
move all packs (unselected) at once, click Remove All <<,

9. Add user services to the group of users:

- Inthe Available User Services column, select the services for the group of users.
You can select some or all of the items in a column. Item names are listed in
numeric or alphabetical order. To select several items in sequential order, click
the first item, hold down the SHIFT key on the keyboard, and click the last item.
To select several items, but not in a particular order, click the names while
holding down the CTRL key on the keyboard.

- To assign the selected items, click Add >. To assign all items (unselected) at
once, click Add All >>,

10. Remove assigned services.
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In the Assigned User Services column, select the services and click Remove <.
To move all services (unselected) at once, click Remove All <<.

11. Save your changes. Click OK. OK saves your changes and displays the previous
page.

To exit without saving, select another page or click Cancel to display the previous
page.
6.16.10 VIEW TASKS TO ADD USERS IN BULK

Use the Group — Trunk Group User Creation page to view the tasks that add users in bulk to a
trunk group. From this page, you can add a task to add users using directory numbers or
extensions. You can also view the status of a task or delete a completed task.

Clearspan et - o

Group = Trunk Group = Pointspan Alpha Trunk Group Welcome Frisco Group [Logouf]

jOptions:
® Profile
Utilities

Trunk Group User Creation

Create and view bulk user creation tasks for a trunk group

oK |  Addusngns | i e e
Name [&] Status Total Users To Create Users Created Error Count Edit
No Entries Present
[Page 101]
ok |  AddUsngDNe |  AddUsngBeensions | Cancel |

Figure 171 Group — Trunk Group User Creation

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Trunk Group User Creation. The Trunk Group — Trunk Group User
Creation page appears.

For each task, this page show the number of users to be created in a task; for
executing tasks, the number of users currently added; and, for completed tasks,
the number of users added, the number not added, and the number of errors.

The status of a user-creation task is one of these:

- Pending: The task has not begun.
- Executing: The task is in progress.
- Completed: The task has been completed.
To display the options for your Home page, click Group or Home.

To exit without saving, select another page or click Cancel to display the previous
page.
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6.16.11 DISPLAY STATUS OF OR DELETE BULK TASK

Use the Group — Trunk Group User Creation Status page to display the status of a selected task
or to delete a completed task. From this page, you can display the report for the task.

Help - Home
System > AastraUSA > Frisco > Trunk Group > Pointspan Alpha Trunk Group Welcome Pubs Admin [Logout
i‘“‘:”; Trunk Group User Creation Status
rofile

The stalus page can be viewed anytime during the Pending, Executing, Completed or Failed status of the task. User creation reparts can be viewed afler completion of the task.
User creation reports may or may not be available for failed tasks.

0K

Utilities

Description: ExtensionTest
Status: Pending
1 Users to be Created
Create From: DN
Userld Format Extension DN@10.70.103.68
Populate Extension: false
Line/Port Format: Extension DN@10.70.103.68
Populate Contact false
Contact Format Extension DN@
DNs Used: +1-4693654173
Service Packs Assigned: Aastra BaseFeatures
User Features Assigned: Anonymous Call Rejection
Authentication
Call Forwarding Always
Call Forwarding Busy
Call Forwarding No Answer
Call Notify
Calling Line ID Delivery Blocking
CommePilot Express
CommePilot Call Manager
Do Not Disturb
Intercept User
Last Number Redial
Outlook Integration
Priority Alert
Call Retumn
Remote Office
Selective Call Acceptance
Gall Forwarding Selective
Selective Call Rejection
Senvice Scripts User
Simultaneous Ring Personal
Voice Messaging User
Alternate Numbers

Figure 172 Group — Trunk Group User Creation Status

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Click Trunk Group User Creation. The Trunk Group — Trunk Group User
Creation page appears.

For each task, this page show the number of users to be created in a task; for
executing tasks, the number of users currently added; and, for completed tasks,
the number of users added, the number not added, and the number of errors.

The status of a user-creation task is one of these:

- Pending: The task has not begun.
- Executing: The task is in progress.

- Completed: The task has been completed.
4. Click Edit or any item on the row for the task. The Trunk Group — Trunk Group
User Creation Status page appears. This page displays the information about the
task you selected.

5. To display the report about the task, click Click here for task report.
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6. To delete the task, click Delete. The previous page appears.

Note: You can delete only completed tasks.

6.16.12 REGISTRATIONS FOR TRUNK GROUP

The Trunk Group — Trunk Group Pilot User Registrations page displays the static and dynamic
registrations for the pilot user of the trunk group.

Cle "\Fspan' Help - Homel

Group = Trunk Group > Poinispan Alpha Trunk Group Welcome Frisco Group [Leaouf]

[Options:
Profile

Pilot User Registrations

Displays all the static and dynamic registrations for the pilot user of the Trunk Group.

0K

» Utilities

Pilot User. PointspanAlpha@us aastra.com

Endpoint Type: Primary
Line/Port: 4693653000@aastraintecom.com
IdentityDevice Profile Name: DevTP-260 ( Service Provider )
URI sip:10.70.103.70 Static

ok |

Figure 173 Group — Trunk Group Pilot User Registrations

1. On the Group — Services menu page, click Trunk Group. The Group — Trunk Group
page appears.

2. Click Edit or any item on the row for the trunk group. The Trunk Group — Profile
menu page appears.

3. Inthe Options menu, click Utilities. The Trunk Group — Utilities menu page
appears.

4. Click Pilot User Registrations. The Trunk Group — Pilot User Registrations page
appears.

5. Click OK to return to the previous page.
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/ CONFIGURE CALL CENTERS

The Clearspan Call Center solution automatically processes incoming calls received by a single
phone number by distributing them to a group of agents. It places incoming calls in a queue if all
agent lines are busy.

The Call Center feature provides three levels of service:

e Call Center — Basic — The Call Center — Basic service provides basic queuing
capabilities, distributing calls to devices and people. It is an inexpensive solution for
multi-receptionist and other environments that require basic queuing capability.

e Call Center — Standard — The Call Center — Standard service is the Call Center
solution provided by Clearspan Release 14.sp3 and up. In addition to queuing
capabilities, it provides such features as agent states, supervisor function, and
reporting.

e Call Center — Premium — The Call Center — Premium service is the most feature-rich
Call Center solution. In addition to the capabilities of the standard offering, it
provides features such as Night Service, or Forced Forwarding, and DNIS support. It
is intended to meet the needs of most Call Center environments.

The following table summarizes the three offerings and the functionality provided by each.

FEATURE BASIC STANDARD PREMIUM
Maximum Calls in Queue 25 50 525
Music On Hold/Comfort/Entrance X X X
Announcements

Whisper Announcement X
Announcement Customization X X X
Distinctive Ringing X X X
Entrance Message Announcement X X X
Status and Statistics Reporting X X

e Basic Reporting
e Enhanced Reporting
e Canned and Custom Report Templates

e Scheduling Reports

Resetting Call Statistics X X X

Agent State and Unavailability Codes Support X X
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FEATURE BASIC STANDARD PREMIUM
Disposition Codes X
Agent and Supervisor Clients Support X X
Basic Routing Policies X X X
e  Overflow
Standard Routing Policies X X
e Bounced Calls
e Stranded Calls
Premium Routing Policies X
e Forced Delivery of Calls
e Night Service
e Holiday Service
e Forced Forwarding
e Comfort Bypass Messaging
DNIS Support X
Call Recording X X X

This chapter describes the administrative procedures used to configure and manage the Call
Center service.

You configure the Call Center service by creating and configuring individual service instances
(virtual users).

Call centers share some administrative tasks, such as activation and deactivation, with other
virtual users.

This section only describes tasks that are specific to call centers, that is, Call Center virtual users.

In addition, for service provider groups, this section describes how to configure group-level
settings and manage the Call Center Reporting feature.

Note: For enterprise groups, group-level settings and Call Center Reporting
settings are managed by your enterprise administrator.
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You use the Group — Call Center menu to manage the Call Center service for your group.

Group Welcome Ruth Margolis [Logout
Options:

Call Center

Basic Reporting
Call Centers External Reporting Settings
Automatically process incoming calls received by a single Configure Call Center External Reporting seftings for the group.
s phone number by distributing them to a group of users or _
» Call Conter agents. Includes enhanced features such as agentloginand  Report Branding
— log out, call queuing, and overflow control. Display or modify group level Call Center Report Branding.
Agent Default Settings Report Templates
Configure Call Center/Route Point agent default settings forthe Display, add, modify or remove Call Center Report Templates in
group. the group,
Agent Threshold Profiles Scheduled Reports
Configure profiles of key statistical agentthresholds and setup  Display, add, modify or remave Call Center Scheduled Reports
notification email inthe group.

Agent Unavailable Codes

Add. modify, or remove Agent Unavailable Codes for Call
Centers and Raute Points

Call Disposition Codes
Add or Modify Call Disposition Codes

Routing Priority Settings
Selectthe Call Center routing policy and place the call centers
in the group in priority order.

Figure 174 Group - Call Center (for a Service Provider Group with the Call Center -
Premium Service)

This chapter contains sections that correspond to each item on the Group — Call Center menu
page.
e Basic menu

The Call Centers menu item is used to configure and manage individual call
centers. The remaining menu items are used to configure group-level settings
for the Call Center service and apply only to service provider groups.

e Reports menu

This menu contains items used to configure and manage group-level Call Center
Reporting.

7.1 CALL CENTERS

The Group — Call Centers page provides an entry way for managing call centers for your group.

The type of call centers you can create depends on the level of Call Center service authorized to
your group (Call Center — Basic, Call Center — Standard, or Call Center — Premium). In addition,
users have to be configured with the appropriate Call Center service ((Basic, Standard, or
Premium) before they can be assigned as agents to a call center of that type.

A . . . . .
Note: When authorization for a given call center service is revoked from a
group, the call centers that are no longer eligible are removed.
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The initial creation of a call center typically consists of the following:

To create a Basic Call Center, configure the Profile, Addresses, Agents, and
Announcements tabs. Additionally, Overflow routing policy can be configured.

To create a Standard Call Center, configure the Profile, Addresses, Supervisors,
Agents, and Announcements tabs. Additionally, the Stranded Calls, Bounced Calls,
and Overflow policies can be configured.

To create a Premium Call Center, configure the Profile, Addresses, Supervisors,
Agents, and Announcements tabs. Additionally, the Stranded Calls, Bounced Calls,
Overflow, Forced Forwarding, Night Service, Holiday Service, and Comfort Bypass
policies can be configured.

A call center is a virtual user and shares some configuration tasks that are performed
for all users, such as assigning services and configuring the Outgoing Calling Plan.
These tasks are described in the appropriate subsection in section 5 Configure
Users.

Call centers share personal service configuration tasks with users, that is, tasks that
regular users perform themselves, such as enabling or disabling forwarding of calls.
For information on how to perform those tasks, see the Clearspan Application Server
User Web Interface Administration Guide.

Call centers also share some administrative tasks with other virtual users, such as
activation and deactivation. These tasks are listed in section 6.2 Configure Shared
Tasks.

This section describes how to perform the following administrative procedures to
manage call centers.

7.1.1 ACCESS GROUP - CALL CENTER PAGE

The Group — Call Center page provides an entry way for managing call centers in your group.

Help - Home

Welcome Test Group [Logou

Call Center
Create a new call center or manage existing call centers. You can configure a call center to allow agents to log in and out, to queue incoming calls that cannot be answered
immediately, o re-direct calls when the aroup cannot accept calls, and to provide music or video for callers on hold
oK Aoy | AddBesc | Add Standerd Add Premium Cancel
—_— Agent Default Settings
il
— Routing Priority Seltings
Active Group Name Type Video Phone Number Extension Department Edit
v Answer Center Standard v 4693653682 3682 Edit
~ basic-ce-test Basic 4920 Edtt
OK | Aoy |  AddBasic | AddStandard |  AddPremim | Cancel |

Figure 175 Group - Call Center
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On the Group — Services menu page, click Call Center. The Group — Call Center page appears.

7.1.2 ADD CALL CENTER

Use the Group — Call Center Add page to create a call center. You use a different button, to
access the Group — Call Center Add page, depending on the type of call center you want to

create.

This section explains how to add a Basic, Standard, or Premium call center.

Center Routing Policies.

7.1.2.1 Add Basic Call Center

Note: If your group has more than one call center, it is good practice to
verify and possibly change the routing priority order after adding a new call
center, to ensure that that call centers are prioritized correctly. You use the
Group — Call Center Routing Policies page to manage the routing priorities of
your call centers. For more information, see section 7.1.5 Manage Call

If your group is part of an enterprise, ask your enterprise administrator to
verify or change the routing priorities of your call centers.

Call Center Add

Create a new call center.

Help - Home

Welcome Frisco Group [Lo

e
Call Center Type: Basic
* Call Center ID: | @|us.aastra.com =
* Name:
* Calling Line ID Last Name: * Calling Line 1D First Name:

*Initial Password:

Department: [None =

*Re-type Initial Password: [

Language: | English x|

Time Zone: [(GMT-05:00) (US) Central Time

Group Policy: ¢ Circular # Regular ¢ Simultaneous  Uniform © Weighted Call Distribution

|

(Bandwidth and QoS Setting:
Preferred announcement / music codec for external calls:[None =]
Preferred announcement / music codec for internal calls: [None =]

 Call Genter Setiing:

Queue Length: [0 calls

[V Play ringing when offering call

[~ Enable video support

¥ Allow callers to dial [0 to escape out of queue

Agent Setting:
I Allow agents to join Call Centers

[~ Allow Call Walting on agents

0K Cancel

Figure 176 Group - Call Center Add Basic

1. On the Group — Services menu page, click Call Center. The Group — Call Center

page appears.

2. Click Add Basic. The Group — Call Center Add page for a Basic call center

appears.

data.
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- Enter the call center ID and select the domain from the drop-down list. The ID
must be from six through 80 characters and can only contain letters, digits, single
guotes, periods, semicolons, or the following symbols: #, $, %, &, +,-,/,=, 2, |, _
~ LN

- Enter the call center name (from one through 30 characters) which will appear on
the list of call centers.

- Enter the last and first name for calling line identity. Each can be from one
through 30 characters and cannot contain % and + symbols, backslashes, double
guotes, or extended ASCII characters.

- Enter the phone number for Calling Line ID services. Note that this box only
appears when the CLID policy in effect for the virtual subscriber is to use a
configurable CLID. The phone number can be from one through 20 digits (or
three through 22 including the leading + sign in E.164 format). Spaces and
dashes are allowed and do not count toward the length of the phone number.
Upon saving, the CLID phone number is stored either as entered or after being
normalized to E.164 format. The format is decided by the system administrator
and specified below the text box.

Note: Note that the Hiragana Last Name and Hiragana First Name input
boxes are designed for specific markets. They do not appear unless
configured by your system administrator.

- Enter and confirm the call center password. Follow the password rules for your
group.

Note: Input for the password fields appear as asterisks (*).

- Optionally, select a department from the drop-down list, which displays all
departments in your group, and if your group is part of an enterprise, all
departments created at the enterprise level by your enterprise administrator.

- From the Language drop-down list, select the language in which service-specific
messages are played during calls to the call center.

The system default is English (U.S. English) unless configured otherwise.

- Select the time zone for the call center.

- Select the Group Policy, which configures the call-distribution pattern for
incoming calls, by selecting one of the following options.

POLICY DESCRIPTION

Circular Sends incoming calls to agents according to their position in a list.

After a call has been sent to the last agent on the list, the next call
is sent to the agent at the top of the list.

Regular Sends incoming calls to the next available agent.

Simultaneous Sends incoming calls to all agent numbers at the same time.

Once the call has been answered, the remaining calls to other
agents are released.

Uniform Sends the current incoming call to the agent who has been idle

the longest. After an agent has answered a call, he/she is moved
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to the bottom of the call queue.

Weighted Call Assigns calls randomly to agents according to percentages you
Distribution assign on the Call Center — Weighted Call Distribution page.

- For Bandwidth and QoS Settings, select the preferred announcement / music
codec for internal and external calls, from the corresponding drop-down lists.

- For Call Center Settings, provide the following attributes:
INPUT BOX DESCRIPTION

Queue Length The limit for the number of calls that can wait to be transferred to
the next agent. The queue length must be between 1 and 25 for a
Basic call center, between 1 and 50 for a Standard call center,
and between 1 and 525 for a Premium call center.

Enable video Select this box to enable video support.
support

Play Ringing when  Select the box to play the ringing tone to the caller when the call is
offering call being offered to an agent.

Allow callers to dial ~ Select this box, to allow callers to drop out of queue by entering a
<digit> to escape out pre-defined digit. Enter the digit (corresponding to a key on the
of queue phone keypad) in the space provided; the default value is “0”.

- Enter the following Agent Settings to configure how the service behaves if an
agent does not answer a call or wants to log out from the center.

INPUT BOX DESCRIPTION

Allow agents to join  Select this box to allow agents to log in to or log out from the Call
Call Centers Center. A check mark indicates that the feature is on.

Allow Call Waiting Select or unselect Allow Call Waiting on Agents. When Directory

on Agents Number Hunting has been assigned to a call center, you can
assign Call Waiting to call center agents so that they can handle
more than one call directed to them, regardless of their Call
Waiting feature status.

4. To save your changes, click OK. OK saves your changes and displays the
previous page.

To exit without saving, select another page or click Cancel.
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7.1.2.2 Add Standard Call Center

Help - Home
Welcome Frisco Group [Logout

Call Center Add

Greate a new call center.

s
Call Center Type: Standard
Utilities * Call Center ID: | @|us.aastia.com =
sMame:[
‘CalingLine IDLastMame:[ “CallingLine ID FirstName: |
*Initial Password: | *Re-type Initial Password |
Depatment [None =] Language: [English =
Time Zone: [(GMT-05:00) (US) Central Time =l

Group Policy: ¢ Circular @ Regular ¢ Simultaneous ¢ Uniform " Weighted Call Distribution
rBandwidth and QoS Sefting:
Preferred announcement / music codec for external calls:[None x|
Preferred announcement / music codec for internal calls:|None v

 Call Center Setting:

Queue Length: |0 calls I™ Enable video support
CCRS:[None 7| ¥ Allow callers to dial [0 to escape out of queue

[¥ Play ringing when offering call

rAgent Setting:
™ Allow agents to join Call Centers

I Allow Call Waiting on agents

™ Enable calls 1o agents in wrap-up state

I™ Enable maximum ACD wrap-up imer:00 {00  (minutes:seconds)

OK Cancel

Figure 177 Group - Call Center Add Standard

On the Group — Services menu page, click Call Center. The Group — Call Center

page appears.

Click Add Standard. The Group — Call Center Add page for the Standard Call
Center appears.

Type or select information for the call center. An asterisk (*) indicates required
data.

Enter the call center ID and select the domain from the drop-down list. The ID
must be from six through 80 characters and can only contain letters, digits, single
guotes, periods, semicolons, or the following symbols: #, $, %, &, +, -, /, =, 2, |, _

S LN

Enter the call center name (from one through 30 characters) which will appear on
the list of call centers.

Enter the last and first name for calling line identity. Each can be from one
through 30 characters and cannot contain % and + symbols, backslashes, double
quotes, or extended ASCII characters.

Enter the phone number for Calling Line ID services. The phone number can be
from one through 20 digits (or three through 22 including the leading + sign in
E.164 format). Spaces and dashes are allowed but do not count toward the
length of the phone number. Upon saving, the CLID phone number will be stored
either as entered or after being normalized to E.164 format. The format is
decided by the system administrator and specified below the text box. Note that
this box only appears when the CLID policy in effect for the virtual subscriber is
to use a configurable CLID.

A . . . .
Note: Note that the Hiragana Last Name and Hiragana First Name input
boxes are designed for specific markets. They do not appear unless
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| configured by your system administrator.

- Enter and confirm the call center password. Follow the password rules for your
group.

Note: Input for the password fields appear as asterisks (*).

- Optionally, select a department from the drop-down list, which displays all
departments in your group, and if your group is part of an enterprise, all
departments created at the enterprise level by your enterprise administrator.

- From the Language drop-down list, select the language in which service-specific
messages are played during calls to the call center.

- The system default is English (U.S. English) unless configured otherwise.
- Select the time zone for the call center.

- Select the network class of service for the call center. This determines the type
of calls allowed for the call center.

- Select the Routing Type, which determines whether calls are distributed to
agents based on agents’ skills or on the priority of the calls. You can select Skill
Based or Priority Based.

In the skill-based model, a skill level is assigned to each agent for each Premium
call center they are staffing. When the agent becomes available to receive a call
from one of those call centers, the call from the call center where the agent is
most skilled is offered to the agent. This way, agents work where they can be
the most effective.

To assign skill levels to agents, see section Routing Priority Settings.

- Select the Group Policy, which configures the call-distribution pattern for
incoming calls, by selecting one of the following options. If you selected Skill
Based as the routing type, you can only select Circular, Regular, or Uniform as
the routing policy for the call center.

POLICY DESCRIPTION

Circular Sends incoming calls to agents according to their position in a list.
After a call has been sent to the last agent on the list, the next call
is sent to the agent at the top of the list.

Regular Sends incoming calls to the next available agent.

Simultaneous Sends incoming calls to all agent numbers at the same time.
Once the call has been answered, the remaining calls to other
agents are released.

Uniform Sends the current incoming call to the agent who has been idle
the longest. After an agent has answered a call, he/she is moved
to the bottom of the call queue.

Weighted Call Assigns calls randomly to agents according to percentages you
Distribution assign on the Call Center — Weighted Call Distribution page.
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- For Bandwidth and QoS Settings, select the preferred announcement/music
codec for internal and external calls, from the corresponding drop-down lists.

- For Call Center Settings, configure the following attributes:
INPUT BOX DESCRIPTION

Queue Length The limit for the number of calls that can wait to be transferred to
the next agent. The queue length for the Premium Call Center
must be between 1 and 525.

Enable video support  Select this box to enable video support.

Play Ringing when Select the box to play the ringing tone to the caller when the call

offering call is being offered to an agent.

Allow callers to dial Select this box to allow callers to drop out of queue by entering a
<digit> to escape out  pre-defined digit. Enter the digit (corresponding on a key on the

of queue phone keypad) in the space provided; the default value is “0”.

Reset caller statistics  Select this box if you want the wait timer to be restarted for calls

upon entry to queue  that have been transferred to a queue. When this option is
checked, a call transferred to a queue is treated as a new call
and placed at the bottom of the queue. When the option is not
checked, the waiting time accumulated for a call up to the
transfer point is preserved and taken into account when placing
and prioritizing the call in the new queue.

4. Check Enable Call Center External Reporting, in the Reporting Settings section,
to enable external reporting for the call center.

- Enter the following Agent Settings to configure how the service behaves if an
agent does not answer a call or wants to log out from the center.

INPUT BOX DESCRIPTION

Allow agents to join Select this box to allow agents to join the call center. A check
Call Centers mark indicates that the feature is enabled.

Allow Call Waiting on Select or unselect Allow Call Waiting on Agents. When
agents Directory Number Hunting has been assigned to a call center,

you can assign Call Waiting to call center agents so that they
can handle more than one call directed to them, regardless of
their Call Waiting feature status.

Enable calls to agents Select or unselect Enable calls to agents in wrap-up state.

in wrap-up state: When this option is selected calls can be forwarded to agents
<Min>:<Sec> who are wrapping up the previous call.

(minutes:seconds)

Enable maximum Select this option and specify the maximum time in minutes and

ACD wrap-up timer seconds (between 1 and 3600) an agent can be in the wrap-up
state.

Automatically set Select this option and select the ACD state from the drop-down

agent state to <state> list to automatically change the agent’s state to the selected

after call state when they complete a call.

If you selected “Unavailable” and the Agent Unavailable Codes
feature is enabled for your group or enterprise, select an agent
unavailable code from the drop-down list. The code you select

Clearspan |



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

is automatically assigned to agents after calls.

Automatically answer
calls after waiting
<seconds> seconds

Select this option and enter the time in seconds (between 1 and
10) to allow calls to agents to be automatically answered after
the specified amount of time and rendered over the device’s

speaker and microphone.

5. To save your changes click OK. OK saves your changes and displays the previous
page. To exit without saving, select another page or click Cancel to display the

previous page.

7.1.2.3 Add Premium Call Center

Call Center Add

Greate a new call center.

Help - Home

Welcome Frisco Group

[ Bandwidth and QoS Sefting:

o
Calling Flan Call Center Type: Premium
Utliies * Gall Center ID: | @]us aastra com =l
sMame:[
“calingLine D Lastvame: [ “calingLine ID Firstvame: [
*Initial Passward: | *Re-type Initial Password: |
Department [None =] Language: [English =]
Time Zone: [(GMT-05:00) (US) Central Time =

Group Policy: ¢ Circular @ Regular ¢ Simultaneous ¢ Uniform ¢ Weighted Call Distribution

Preferred announcement / music cadec for external calls:[None x|
Preferred announcement / music codec for internal calls: [None v

- Call Genter Setting:

Queue Length: |0 calls I” Enable video support
CCRS: [None x| ¥ Allow callers to dial [0 to escape out of queue
I¥ Playringing when offering call [~ Reset caller statistics upon entry to queue
[ Agent Sefting:

I~ Allow agents to join Call Centers
I Allow Call Waiting on agents
I~ Enable calls to agents in wrap-up state

I~ Enable maximum ACD wrap-up timer:|00 00 (minutes:seconds)

I Automatically answer calls after waiting [0 seconds

ok | cacd |

Figure 178 Group - Call Center Add Premium

1. On the Group — Services menu page, click Call Center. The Group — Call Center

page appears.

2. Click Add Premium. The Group — Call Center Add page for the Premium Call

Center appears.

3. Enter information as specified in section 7.1.2.1 Add Basic Call Center.

4. In addition, in the Call Center Settings section, select the Call Center Reporting

Server (CCRS) from the drop-down list.

5. Select Reset caller statistics upon entry to queue if you want the wait timer to be
restarted for calls that have been transferred to a queue. When the option is set, a
call transferred to a queue is treated as a new call and placed at the bottom of the
queue. When the option is not checked, the waiting time accumulated for a call up
to the transfer point is preserved and taken into account when placing and

prioritizing the call in the new queue.

6. Inthe Agent Settings section:
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- Select Enable calls to agents in wrap-up state if you want to allow calls to be
forwarded to agents who are wrapping up the previous call.

- Select Enable maximum ACD wrap-up timer: <minutes>:<seconds>
(minutes/seconds) to set the maximum time an agent can be in the wrap-up
state.

- Select Automatically set agent state to <State> after call and select the ACD
state from the drop-down list to automatically change the agent’s state to the
selected state when they compete a call.

- If you selected “Unavailable” in the previous step and the Agent Unavailable
Codes feature is enabled for your group or enterprise, select an agent
unavailable code from the drop-down list. The code you select is automatically
assigned to agents after calls.

- Select Automatically answer calls after waiting <seconds> seconds to allow calls
to agents to be automatically answered after the specified amount of time and
rendered over the device’s speaker and microphone.

7. Click OK. OK saves your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.1.2.4 Add Call Center with Call Center Wizard

Use the Call Center Setup pages accessible from the Group — Call Center page by clicking the
Add Call Center Wizard button to create a call center.

Help - Home
Welcome Test Group [Logouf]

Call Center

Create anew call center or manage existing call centers. You can configure a call center to allow agents ta log in and out, o queue incoming calls that cannot be answered
immediately, to re-direct calls when the group cannot accept calls, and to provide music or video for callers on hold

ok | Ay | AddBasc Add Standard Add Premium Cancel

Agent Default Setfings
Routing Priority Settings

Active Group Name Type Video Phone Number Extension Department Edit
I3 Answer Center Standard v 4693653682 3682 Edit
~ basic-cc-test Basic 4920 Edit

Ok | Aoy | AddBasc | AddStandad |  AddPremum | Cancel |

Figure 179 Group - Call Center

The following sections describe how to:

e Add Basic Call Center with Call Center Wizard
e Add Standard Call Center with Call Center Wizard

e Add Premium Call Center with Call Center Wizard

The number of pages in the Call Center Setup Wizard depends on the type of call center you are
creating.

Note: At any step of the procedure, you can go back to a previously
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configured page and modify the data you entered.

7.1.2.4.1 Add Basic Call Center with Call Center Wizard

1. On the Group — Call Center page, click Add Call Center Wizard. The Call Center
Setup: Select the Call Center Type page appears. This is the first page of the Call
Center Setup Wizard.

Call Center Setup : Select the Call Center Type

Create a new call center.

Cancel MNext >

Call Center Type: & Basic - Offers basic queuing capabilities
(" standard - Inaddition to offerings in Basic, this offers elements such as agent states, supenisors and reporting

™ Premium - Inaddition to offerings in Standard, this offers features such as night senice and other policies

Cancel Next =
__Gancel_|

Figure 180 Call Center Setup: Select the Call Center Type

2. From the Call Center Type options, select Basic, and then click Next. The Call
Center Setup: Step 1 of 3 — Configure Call Center Profile page appears.

To cancel the operation and exit the Wizard, click Cancel.

Configure Call Center Profile:

Call Center Setup: Step 1 of 3 - Configure Call Center Profile Help - Close

Create a new call center.

cancet | [ mm> | _Fimsn_|

Call Center Type: Basic

* Call Center ID: | @ | cetesting aastra.com j
* Name: l—
*Calling Line ID Last Name: l— * Calling Line 1D First Name l—
* Initial Password: I * Re-type Initial F’asswnm'l
Department. INUHE—L[ Language: lm
Time Zone: [(GMT-05.00) (US) Central Time =l

Group Policy: © Gircular ® Regular © Simultaneous © Uniform © Weighted Call Distribution
~Bandwidth and QoS Settings
Preferred announcement / music codec for external calls:| None =
Preferred announcement / music codec for internal calls: [ None |~

~Call Center Setting
Queue Length: [0 calls ™ Enable video support
¥ Play ringing when offering call ¥ Allow callers to dial |0 to escape out of queus

™ Reset caller statistics upon entry to queus

—Agent Setling:
™ Allow agents to join Call Centers

™ Allow Call Waiting on agents

Cancel |  Newt> |  Finish |

Figure 181 Call Center Setup (Basic Call Center): Step 1 of 3 — Configure Call Center
Profile

3. Type or select information for the call center. An asterisk (*) indicates required
data.
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- Enter the call center ID and select the domain from the drop-down list. The ID
must be from six through 80 characters and can only contain letters, digits, single
guotes, periods, semicolons, or the following symbols: #, $, %, &, +,-,/,=, 2, |, _
~ LN

- Enter the call center name (from one through 30 characters) that appears on the
list of call centers.

- Enter the last and first name for calling line identity. Each can be from one
through 30 characters and cannot contain % and + symbols, backslashes, double
guotes, or extended ASCII characters.

- Enter the phone number for Calling Line ID services. Note that this box only
appears when the CLID policy in effect for the virtual subscriber is to use a
configurable CLID. The phone number can be from one through 20 digits (or
three through 22 including the leading + sign in E.164 format). Spaces and
dashes are allowed but do not count toward the length of the phone number.
Upon saving, the CLID phone number will be stored either as entered or after
being normalized to E.164 format. The format is decided by the system
administrator and specified below the text box.

Note: The Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by
your system administrator.

- Enter and confirm the call center password. Follow the password rules for your
group.

Note: Input for the password fields appear as asterisks (*).

- Optionally, select a department from the drop-down list that displays all
departments in your group, and if your group is part of an enterprise, all
departments created at the enterprise level by your enterprise administrator.

- From the Language drop-down list, select the language in which service-specific
messages are played during calls to the call center.

The system default is English (U.S. English) unless configured otherwise.

- Select the time zone for the call center.

- Select the Group Policy, which configures the call-distribution pattern for
incoming calls, by selecting one of the following options.

POLICY DESCRIPTION

Circular Sends incoming calls to agents according to their position on a

list. After a call has been sent to the last agent on the list, the
next call is sent to the agent at the top of the list.

Regular Sends incoming calls to the next available agent.

Simultaneous Sends incoming calls to all agent numbers at the same time.

Once the call has been answered, the remaining calls to other
agents are released.

Uniform Sends the current incoming call to the agent who has been idle

the longest. After an agent has answered a call, the agent is
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POLICY DESCRIPTION

moved to the bottom of the call queue.
Weighted Call Assigns calls randomly to agents according to percentages you
Distribution assign on the Call Center — Weighted Call Distribution page.

- For Bandwidth and QoS Settings, select the preferred announcement/music
codec for internal and external calls, from the corresponding drop-down lists.

- For Call Center Settings, provide the following attributes.

INPUT BOX

DESCRIPTION

Queue Length

The limit for the number of calls that can wait to be transferred to the
next agent. The queue length must be between 1 and 25 for a
Basic call center, between 1 and 50 for a Standard call
center, and between 1 and 525 for a Premium call center.

Enable video support  Select this box to enable video support.
Play Ringing when Select the box to play the ringing tone to the caller when the call is
offering call being offered to an agent.

Allow callers to dial
<digit> to escape out
of queue

Select this box, to allow callers to drop out of queue by entering a
pre-defined digit. Enter the digit (corresponding to a key on the
phone keypad) in the space provided; the default value is “0”.

- Enter the following Agent Settings to configure how the service behaves if an
agent does not answer a call or wants to log out from the center.

INPUT BOX

DESCRIPTION

Allow agents to join
Call Centers

Select this box to allow agents to log in to or log out from the call
center. A check mark indicates that the feature is on.

Allow Call Waiting on
Agents

Select or unselect Allow Call Waiting on Agents. When Directory
Number Hunting has been assigned to a call center, you can assign
Call Waiting to call center agents so that they can handle more than
one call directed to them, regardless of their Call Waiting feature
status.

4. To save this information and display the next setup page, click Next >. The Call
Center Setup: Step 2 of 3 — Configure Addresses page appears.

To save the information and exit the Wizard, click Finish. To exit the Wizard
without saving this information, click Cancel.
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Configure Addresses:

Call Center Setup: Step 2 of 3 - Configure Addresses Help - Clos
Addresses allows you to view and maintain your phone number and other identities that are used to make and receive calls.
Cancel Next> Finish
Phone Number: i
Extension: | 1076
Aliases : sip. | @l::teating.aastra.cumj
sip: | @lcctestmg aastra cnmj
sip: | @I::testmg aastra cnmj
Cancel | <Back | Next> |  Finisn |

Figure 182 Call Center Setup Wizard - Basic Call Center Step 2 (Configure Addresses)

5. Select the call center phone number from the list and/or enter the call center
extension. Extensions can vary in length within the limits configured for your
group. For more information, see your group's Utilities — Extension Dialing page.

6. Enter up to three SIP addresses to associate with the call center. Calls directed to
any of these aliases are redirected to the call center’s main number. For each alias
to add, type the user part of the address and then select the domain from the drop-
down list. The user part can be one to 80 characters and can only contain letters,
digits, and the following characters: -, , ., !, ~* (,), or single quotes. For each
alias to add, type the user part and then select the domain from the drop-down list.

7. To save this information and display the next setup page, click Next >. The Call
Center Setup: Step 3 of 3 — Assign Agents page appears.

To go back to the previous page without saving, click < Back. To save the
information and exit the Wizard, click Finish. To exit the Wizard without saving
this information, click Cancel.

NOTE: If you click < Back, the Call Center Setup: Step 1 of 3 — Configure Call
Center Profile page appears displaying a link that allows you to change the call
center’s user ID. Refer to section for.
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Assign Agents:

Call Center Setup: Step 3 of 3 - Assign Agents Help - Close|
Configure the list of agents that belong to this call center. Users are available if they have been assigned an appropriate Call Center feature. Users with Call Center - Basic may be assigned to Basic
call centers. Users with Call Center - Standard may be assigned to Basic or Standard call centers. Users with Call Center - Premium may be assigned to any call center.
Cancel Finish
Enter search criteria below
st Name hd Starts With = | Search
Available Agents Assigned Agents
02JuJuGewel (Testing02@cctesting aastra com) Add > 01Mylo Katie (Testingd1@cctesting aastra com)
09Witch,Switch (Testingd9@cctesting aastra com) 03Popcorn Poppy (Testingd3@cctesting aastra.com)
11Salty.Pepper (Testing11@cctesting.aastra.com)
R <
12Snappy.Ginger (Tesling12@cclesling.aastra.com) ﬂl

Add All ==

Remove All 4
Move Up | Move Down

Cancel |  <Back |  Finish |

Figure 183 Call Center Setup Wizard — Basic Call Center Step 3 (Assign Agents)

8. Find available users:

- Tofind all available users, click Search.

- Tofind specific available users, enter search criteria and then click Search.

For more information on defining search criteria, see the Clearspan Getting
Started Web Interface Administration Guide.

9. Select agents to assign:

- To assign all the available agents, click Add All >>.
- To assign specific agents, in the Available Agents column, select the users to
assign as agents and click Add >.

You can select some or all of the items in a column. Items are listed in
alphabetical order. To select several items in sequential order, click the first
name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard.

10. To save this information and complete the setup, click Finish.

To go back to the previous page without saving, click < Back. To exit the Wizard
without saving this information, click Cancel.

7.1.2.4.2 Add Standard Call Center with Call Center Wizard

1. Onthe Group - Call Center page, click Add Call Center Wizard. The Call Center
Setup: Select the Call Center Type page appears.
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Call Center Setup : Select the Call Center Type

Create a new call center.

Cancel Mext =
_ Carcal |

Call Center Type:  Basic- Offers basic gueuing capabilities

tandard - Inaddition to offerings in Basic, this offers elements such as agent states, supenvisors and reporting

' Premium - Inaddition to offerings in Standard, this offers features such as night service and other policies

Cancel MNext =
__Gorcel |

Figure 184 Group - Call Center Setup

2. For Call Center Type, select Standard, and then click Next. The Call Center

Setup: Step 1 of 5 — Configure Call Center Profile page appears.

Configure Call Center Profile:

Figure 185 Call Center Setup (Standard Call Center): Step 1 of 5 - Configure Call Center
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3.

4.

5.

Call Center Setup: Step 1 of 5 - Configure Call Center Profile

Modify the selected call center.

Cancel | Next> |  Finish |

Call Center Type: Standard
Call Center ID: standardtest@cclesting.aastra.com Change User|D (Also saves current screen data)
*Mame: IStandard Test

* Calling Line ID Last Name: ITest *Calling Line 1D First Name: |Standard
Department: INone j Language: IEninsh hd
Time Zone: | (GMT-05:00) (US) Central Time |

Group Policy: © Circular ® Regular © Simultaneous © Uniform © Weighted Call Distribution
rBandwidth and QoS Settings

Preferred announcement / music codec for external calls:| None 'l
Preferred announcement/ music codec for internal calls:| None 'I

rCall Center Setting

CQueue Length ID calls I~ Enable video support

[ Play ringing when offering call ¥ Allow callers to dial ID to escape out of queue
I~ Reset caller statistics upon entryto queue

~Reporting Setting

I~ Enable Call Center External Reporting

CCRS INone 'l

—Agent Settings

¥ Allow agents to join Call Centers
[ Allow Call Waiting on agents

I Enable calls to agents in wrap-up state
I~ Enable maximum ACD wrap-up Iimer.l ;I (minutes:seconds)

I~ Automatically set agent state to| Available ~ | after call

Cancel | Next> |  Finish |

Profile

Enter the call center profile information as specified in section 7.1.2.4.1 Add Basic

Call Center with Call Center Wizard.

In addition, in the Call Center Settings section, select the Call Center Reporting
Server (CCRS) from the drop-down list.

In the Agent Settings section:
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- Select Enable calls to agents in wrap-up state if you want to allow calls to be

forwarded to agents who are wrapping up the previous call.

- Select Enable maximum ACD wrap-up timer: <minutes>:<seconds>

(minutes/seconds) to set the maximum time (between one and 3600 seconds) an
agent can be in the wrap-up state.

- Select Automatically set agent state to <State> after call and select the ACD

state from the drop-down list to automatically change the agent’s state to the
selected state when they complete a call.

- If you selected “Unavailable” in the previous step and the Agent Unavailable

Codes feature is enabled for your group or enterprise, select an agent
unavailable code from the drop-down list. The code you select is automatically
assigned to agents after calls.

To save this information and display the next setup page, click Next >. The Call
Center Setup: Step 2 of 5 — Configure Addresses page appears.

To save the information and exit the Wizard, click Finish. To exit the Wizard
without saving this information, click Cancel.

Configure Addresses:

Call Center Setup: Step 2 of 5 - Configure Addresses

Addresses allows you to view and maintain your phone number and other identities that are used to make and receive calls.

Cancel | < Back I Next > | Finish |

Phone Number: |ERGERERIEEE ~ | Mot Activated
Extension IW
Aliases : sip: I @ I cctesting.aastra.com j
5|p:| @lcctesting.aastra.comj
sip:l @lcctesting.aastra.comj
Cancel |  <Back |  New> |  Finish |

Figure 186
8.

10.

Clearspan |

Call Center Setup Wizard - Standard Call Center Step 2 (Configure Addresses)

Select the call center phone number and/or an extension. The allowed extension
length for your group can be viewed on your group's Utilities — Extension Dialing

page.

Enter up to three SIP addresses to associate with the call center. Calls directed to
any of these aliases are redirected to the call center’s main number. For each alias
to add, type the user part of the address and then select the domain from the drop-
down list. The user part can be one to 80 characters and can only contain letters,
digits, and the following characters: -, , ., !, ~* (,), or single quotes. For each
alias to add, type the user part and then select the domain from the drop-down list.

To save this information and display the next setup page, click Next >. The Call
Center Setup: Step 3 of 5 — Assign Agents page appears.
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To go back to the previous page without saving, click < Back. To save the
information and exit the Wizard, click Finish. To exit the Wizard without saving
this information, click Cancel.

Assign Agents:
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Call Center Setup: Step 3 of 5 - Assign Agents Help - Close

Configure the list of agents that belong to this call center. Users are available if they have been assigned an appropriate Call Center feature. Users with Call Center - Basic may be assigned to Basic
call centers. Users with Call Center - Standard may be assigned to Basic or Standard call centers. Users with Call Center - Premium may be assigned to any call center.

Cancel | [ <Back |  New> |  Finsh |

Enter search criteria below

[(asiName: ha Starts With = + Search
Available Agents Assigned Agents
03Popcorn Poppy (Testingd3@cctesting aastra com) Add > 01Mylo.Katie (Testingd1@cctesting.aastra.com)

09Witch, Switch (Testing09@cctesting aastra.com) 02Judu.Gewel (Testingd2@cctesting.aastra com)
11Salty,Pepper (Testing11@cctesting.aastra.com)
12Snappy.Ginger (Testing12@cctesting.aastra.com)

Remove <

Add All >>

Remove All <

1

Move Up | Move Down

Cancel | <Back | nNet> | Finsh |

Figure 187 Call Center Setup Wizard — Standard Call Center Step 3 (Assign Agents)

11. Find available users:

To find all available users, click Search.

To find specific available users, enter search criteria and then click Search.

For more information on defining search criteria, see the Clearspan Getting
Started Web Interface Administration Guide.

12. Select agents to assign:

To assign all the available agents, click Add All >>.

To assign specific agents, in the Available Agents column, select the users to
assign as agents and click Add >.

You can select some or all of the items in a column. Items are listed in
alphabetical order. To select several items in sequential order, click the first
name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard.

13. To save this information and display the next setup page, click Next >. The Call

Center Setup: Step 4 of 5 — Assign Supervisors page appears.

To go back to the previous page without saving, click < Back. To save the
information and exit the Wizard, click Finish. To exit the Wizard without saving
this information, click Cancel.
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Assign Supervisors:

Call Center Setup: Step 4 of 5 - Assign Supervisors Help - Close
Configure the list of users who may supervise this Call Center.
Cancel Next > Finish
Enter search criteria below
- Starts With = < Search
Available Supervisors Assigned Supervisors
01Mylo Katie (Testingld1@cctesting.aastra.com) - Add = 04Pudding,Dumpling (Testing04@cctesting.aastra.com)
02JuJu.Gewel (Testingd2@cctesting.aastra.com)
03Popcom.Poppy (Testingd3@cctesting.aastra.com) T —

Harlee (Testingl 1g.aastra.com)
06Percy.Mercy (Testingl6@cclesting.aastra.com)
07Grace.Gracie (Testingd7@cctesting.aastra.com)
08Rita Cheeta (Testingd8@cctesting aastra com)

09Witch,Switch (Testingl9@cctesting aastra.com)

10Fall Autumn (Testing10@cctesting.aastra.com) Add Al >>

11Salty.Pepper (Testing11@cctesting.aastra.com)

12Snappy.Ginger (Testing12@cctesting aastra.com) x| Remove All <|
Cancel | <Back | Nex> |  Finsh |

Figure 188 Call Center Setup Wizard — Standard Call Center Step 4 (Assigh Supervisors)

14. Find available users:

- Tofind all available users, click Search.

- Tofind specific available users, enter search criteria and then click Search.

For more information on defining search criteria, see the Clearspan Getting
Started Web Interface Administration Guide.

15. Select users to assign as supervisors:

- To assign all the available users, click Add All >>.

- To assign specific users, in the Available Supervisors column, select the users to
assign as supervisors and click Add >.
You can select some or all of the items in a column. Items are listed in
alphabetical order. To select several items in sequential order, click the
first name, hold down the SHIFT key on the keyboard, and click the last
name. To select several items, but not in a particular order, click the
names while holding down the CTRL key on the keyboard.

16. To save this information and display the next setup page, click Next >. The Call
Center Setup: Step 5 of 5 — Assign Agents to Supervisors page appears.

To go back to the previous page without saving, click < Back. To save the
information and exit the Wizard, click Finish. To exit the Wizard without saving
this information, click Cancel.
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Assign Agents to Supervisors:

Call Center Setup: Step 5 of 5 - Assign Agents to Supervisors Help - Close

Configure agents to be supenvised. Available agents are any agent available currently not supervised and can include agents that are also supenvisors.

cancel | [ <Back |  Finish |

Step 1 : Select a Supervisor
EENLEWELTEN  04Pudding, Dt

Step 2 : Search for Available Agents

Step 3: Assign Agents

Step 4: Save Changes Apply

cancel | <Back |  Finish |

LastName » Starts With » + Search

Available Agents Assigned Agents

Add> 02Julu.Gewel (Testingl2@cclesting.aastra.com)

01Mylo Katie (Testing01@cctesting aastra.com)
Remove <

Add All >
Remove All <]

Figure 189 Call Center Setup Wizard - Standard Call Center Step 5 (Assign Agents to

Supervisors)

17. From the Supervisors drop-down list, select the supervisor to whom you want to

18.

assign agents.

Search for available agents. To list all available agents, click Search. Or, to
search for specific available agents, enter your search criteria and then click
Search. For more information on defining search criteria, see the Clearspan
Getting Started Web Interface Administration Guide. The agents that match your
criteria appear in the Available Agents column.

19. Assign agents to the selected supervisor:

To assign all agents, click Add All >>,

To assign specific agents, select the agents in the Available Agents column and
click Add >.

You can select some or all of the items in a column. Item names are listed in
alphabetical order. To select several items in sequential order, click the first
name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard

20. Click Apply.

21. Repeat steps 17 to 20 for the remaining supervisors.

22. To save this information and complete the setup, click Finish.
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To go back to the previous page without saving, click < Back. To exit the Wizard
without saving this information, click Cancel.
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7.1.2.4.3 Add Premium Call Center with Call Center Wizard

1. On the Group — Call Center page, click Add Call Center Wizard. The Call Center
Setup — Select the Call Center Type page appears.

Call Center Setup : Select the Call Center Type

Create a new call center.

Cancel Mext =
__Cancel |

Call Center Type:  Basic - Offers basic queuing capabilities

(™ Standard - Inaddition to offerings in Basic, this offers elements such as agent states, supenisors and reporting

remium - Inaddition to offerings in Standard, this offers features such as night senice and other policies

Figure 190 Call Center Setup Wizard - Select the Call Center Type

2. For Call Center Type, select Premium, and then click Next. The Call Center
Setup: Step 1 of 5 — Configure Call Center Profile page appears.

Configure Call Center Profile:

Call Center Setup: Step 1 of 5 - Configure Call Center Profile

Create a new call center

Cancel | [ Net> | Finish |

Call Center Type: Premium

* Call Center ID: [premiumtest @] cetesting.aastra.com x|

= Mame: IPremium Test

* Calling Line 1D Last Name: ITest * Calling Line 1D First Name IPrem\um

* Initial Password: Ioooooooooo

* Re-type Initial Password |oooooooooo

Depanmem.lNone 'I Language: | English -
Time Zone: [ (GMT-05:00) (US) Central Time =l

Group Policy: © Circular ® Regular © Simultaneous © Uniform  Weighted Call Distribution
rBandwidth and QoS Settings

Preferred announcement / music codec for external calls INune 'l
Preferred announcement / music codec for internal calls INone 'I
r Call Center Settings

Queue Length ID calls

¥ Play ringing when offering call

[~ Enablevideo support

¥ allow callers to dial |0 1o escape out of queue
[~ Reset caller statistics upon entry to queue

rReporting Settings
[~ Enable Call Center External Reporting

CCRS:|None =

rAgent Settings

_____A\Iuw agents to join Call Centers

[~ Allow Call Waiting on agents

[~ Enable calls to agents in wrap-up state

[~ Enable maximum ACD wrap-up timer: (minutes:seconds)
[~ Automatically set agent state IolAvaMabIe ~ | after call

- Automatically answer calls after waiting seconds

Cancel |  Next> | Finish |

Figure 191 Call Center Setup Wizard — Premium Call Center Step 1 (Configure Call Center
Profile)

3. Type or select information for the call center. An asterisk (*) indicates required
data.
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Enter the call center ID and select the domain from the drop-down list. The ID
must be from six through 80 characters and can only contain letters, digits, single
guotes, periods, semicolons, or the following symbols: #, $, %, &, +,-,/,=, 2, |, _

~ LN

Enter the call center name (from one through 30 characters) that appears on the
list of call centers.

Enter the last and first name for calling line identity. Each can be from one
through 30 characters and cannot contain % and + symbols, backslashes, double
guotes, or extended ASCII characters.

Enter the phone number for Calling Line ID services. The phone number can be
from one through 20 digits (or three through 22 including the leading + sign in
E.164 format). Spaces and dashes are allowed but do not count toward the
length of the phone number. Upon saving, the CLID phone number will be stored
either as entered or after being normalized to E.164 format. The format is
decided by the system administrator and specified below the text box. Note that
this box only appears when the CLID policy in effect for the virtual subscriber is
to use a configurable CLID.

Note: The Hiragana Last Name and Hiragana First Name input boxes are
designed for specific markets. They do not appear unless configured by
your system administrator.

Enter and confirm the call center password. Follow the password rules for your
group.

Note: Input for the password fields appear as asterisks (*).

Optionally, select a department from the drop-down list that displays all
departments in your group, and if your group is part of an enterprise, all
departments created at the enterprise level by your enterprise administrator.

From the Language drop-down list, select the language in which service-specific
messages are played during calls to the call center.

The system default is English (U.S. English) unless configured otherwise.

Select the time zone for the call center.

Select the network class of service for the call center. This determines the type
of calls allowed for the call center.

Select the Routing Type, which determines whether calls are distributed to
agents based on agents’ skills or on the priority of the calls. You can select Skill
Based or Priority Based.

Skill-based routing allows you to ensure that agents work where they can be the
most effective. This is achieved by assigning skill levels to agents. When the
agent becomes available to receive a call from, the call from the call center
where the agent is most skilled is offered to the agent. You assign skills to
agents in Step 3 of 5 of this procedure.

Select the Group Policy, which configures the call-distribution pattern for
incoming calls, by selecting one of the following options. If you selected Skill
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Based as the routing type, you can only select Circular, Regular, or Uniform as
the routing policy for the call center.

POLICY DESCRIPTION

Circular Sends incoming calls to agents according to their position on a
list. After a call has been sent to the last agent on the list, the
next call is sent to the agent at the top of the list.

Regular Sends incoming calls to the next available agent.

Simultaneous Sends incoming calls to all agent numbers at the same time.
Once the call has been answered, the remaining calls to other
agents are released.

Uniform Sends the current incoming call to the agent who has been idle
the longest. After an agent has answered a call, the agent is
moved to the bottom of the call queue.

Weighted Call Assigns calls randomly to agents according to percentages you
Distribution assign on the Call Center — Weighted Call Distribution page.

- For Bandwidth and QoS Settings, select the preferred announcement/music
codec for internal and external calls, from the corresponding drop-down lists.

- For Call Center Settings, provide the following attributes.
INPUT BOX DESCRIPTION

Queue Length The limit for the number of calls that can wait to be transferred to
the next agent. The queue length for the Premium call center
must be between 1 and 525.

Enable video Select this box to enable video support.
support

Play Ringing when  Select the box to play the ringing tone to the caller when the call is
offering call being offered to an agent.

Allow callers to dial ~ Select this box, to allow callers to drop out of queue by entering a
<digit> to escape out pre-defined digit. Enter the digit (corresponding to a key on the

of queue phone keypad) in the space provided; the default value is “0”.
Reset caller Select this box if you want the wait timer to be restarted for calls
statistics upon entry  that have been transferred to a queue. When the option is

to queue checked, a call transferred to a queue is treated as a new call and

placed at the bottom of the queue. When the option is not
checked, the waiting time accumulated for a call up to the transfer
point is preserved and taken into account when placing and
prioritizing the call in the new queue.

- Enter the following Agent Settings to configure how the service behaves if an
agent does not answer a call or wants to log out from the center.

INPUT BOX DESCRIPTION

Allow agents to join  Select this box to allow agents to join the call center. A check
Call Centers mark indicates that the feature is enabled.
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Allow Call Waiting
on Agents

Select or unselect Allow Call Waiting on Agents. When Directory
Number Hunting has been assigned to a call center, you can
assign Call Waiting to call center agents so that they can handle
more than one call directed to them, regardless of their Call
Waiting feature status.

Enable calls to
agents in wrap-up
state

Select or unselect Enable calls to agents in wrap-up state. When
this option is selected calls can be forwarded to agents who are
wrapping up the previous call.

Enable maximum

ACD wrap-up timer :

<Min>:<Sec>

Select this option and specify the maximum time in minutes and
seconds (between 1 and 3600) an agent can be in the wrap-up
state.

Automatically set
agent state to
<State> after call

Select this option and select the ACD state from the drop-down
list to automatically change the agent’s state to the selected state
when they complete a call.

If you selected “Unavailable” and the Agent Unavailable Codes
feature is enabled for your group or enterprise, select an agent
unavailable code from the drop-down list. The code you select is
automatically assigned to agents after calls.

Automatically
answer calls after
waiting <seconds>
seconds

Select this option and enter the time in seconds (between 1 and
10) to allow calls to agents to be automatically answered after the
specified amount of time and rendered over the device’s speaker
and microphone.

4. In addition, check Enable Call Center External Reporting (in the Reporting Settings
section) to enable external reporting for the call center.

5. To save this information and display the next setup page, click Next >. The Call
Center Setup: Step 2 of 5 — Configure DNIS Parameters page appears.

To save the information and exit the Wizard, click Finish. To exit the Wizard
without saving this information, click Cancel.

Configure DNIS Parameters:

Cancsl | [ <Back |

Call Center Setup: Step 2 of 5 - Configure DNIS Parameters

Configure the call center DNIS to distribute calls to agents.

DNIS Display settings

DNIS Priority seftings:

Name &]
Premium Test(Primary)

Help - Clos
Next> |  Finish |

7_ Display DNIS Number to agent when presenting call instead of Calling Number

™ Display DNIS Name to agent when presenting call instead of Calling Name

2 Automatically promote calls with Priarity 1 to Priority 0 after waiting |300 seconds

2 Automatically promote calls with Prierity 2 to Priority 1 after waiting 900 seconds

' Automatically promate calls with Priority 3 to Priority 2 after waiting |00 seconds

Phone Number Extension Priority Edit

0-Highest

"’!"

Add Another DNIS

Cancel | <Back | Newt> |  Finsh |

Figure 192 Call Center Setup Wizard — Premium Call Center Step 2 (Configure DNIS
Parameters)
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6. For DNIS Display settings, check one or more of the following options:

- Display DNIS Number to agent when presenting a call instead of Calling Number

- Display DNIS Name to agent when presenting a call instead of Calling Name
7. For DNIS Priority settings, check one or more of the following options:

- Automatically promote calls with Priority 1 to Priority O after waiting <X> seconds,
and enter the waiting time in seconds (from one through 1800).

- Automatically promote calls with Priority 2 to Priority 1 after waiting <X> seconds,
and enter the waiting time in seconds (from one through 1800).

- Automatically promote calls with Priority 3 to Priority 2 after waiting <X> seconds,
and enter the waiting time in seconds (from one through 1800).

8. To assign a phone number to the call center, click Edit in the line for call center.
This saves the settings on the current page and then the Call Center Setup:
Modify DNIS page appears.

llas g

Clearspan Hai - Homg
Group > Call Centers : DavesTestCC@cctesting.aastra.com Welcome Marsh Beverly [Loaout]
mns Modify DNIS

P Profile
Madify a Call Center DNIS.

Routing Policies

Calling Plans 0K I Apply | Delats | Ened |
Entrance Message Estimated Wait Message | Comfort Message | Music On Hold Message | Call Whisper Message

View Agent Usaqe (Also saves current screen data)

* DNIS Name: [140

Phone Number: | None et
Extension

Priority. | 0 - Highest »

Calling Line ID: |1D40

[~ Use custom Calling Line name settings

Calling Line ID Last Name: |

Calling Line ID First Name: |
[~ Use custom DNIS announcement settings

[~ Allow outgoing call center call

0K | Apply | Delete | cCancel |

Figure 193 Call Center Setup — Assign Call Center Phone Number and Extension

9. From the Phone Number drop-down list, select the phone number for the call
center and/or enter an extension. When you select a phone number, the system
assigns the last digits of the phone number as extension. Modify it only if required.
Note that extensions can vary in length within the limits configured for your group.
You can consult the extension rules for your group on your group's Utilities —
Extension Dialing page.

10. Select a priority from the drop-down list. Priority determines the priority of calls to
this number in relation to calls to other DNIS numbers in this call center.

11. Enter the calling line ID number for the call center. The phone number can be from
one through 20 digits (or three through 22 including the leading + sign in E.164
format). Spaces and dashes are allowed but do not count toward the length of the
phone number.
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12.

13.

14.

To use custom Calling Line name settings, check Use custom Calling Line name
settings and the calling line’s first and last name. Each can be from one through 30
characters and cannot contain % and + symbols, backslashes, double quotes, or
extended ASCII characters.

To allow agents to use this number for making calls, check Allow outgoing call
center call.

To assign a (non-Primary) DNIS to the call center, click Add Another DNIS. This
saves the settings on this page and the Call Center Setup: Add DNIS page
appears.

Call Center Setup: Add DNIS
Add a Call Center DNIS.
Cancel
* DNIE Name pr
Phone Number: [ Mone B
Extension: [1077
Priority: | 0 - Highest »
Calling Line ID: |
™ Use custom Calling Line name settings
Calling Line ID Last Name: [
Calling Line D First Name: [
I Allow outgoing call center call
ok | cancel |

Figure 194 Call Center Setup Wizard — Premium Call Center Step 2 (Add DNIS)

15.
16.

17.
18.

19.

20.

21.

22.
23.
24.

Enter a name for the DNIS (between 1 and 40 characters).

From the drop-down list, select the phone number for the DNIS and/or enter an
extension.

Select a priority from the drop-down list.

Enter the calling line ID number for the DNIS. The phone number can be from one
through 20 digits (or three through 22 including the leading + sign in E.164 format).
Spaces and dashes are allowed and do not count toward the length of the phone
number.

To use custom Calling Line ID name settings, check Use custom Calling Line name
settings and enter the calling line last and first name.

Each can be from one through 30 characters and cannot contain % and + symbols,
backslashes, double quotes, or extended ASCII characters.

To allow agents to use this number for making calls, check Allow outgoing call
center call.

Click OK. The previous page appears.
To add another DNIS, repeat steps 15 to 22.

To modify a DNIS, click Edit in the row for the DNIS. This saves the changes on
the current page and the Call Center Setup — Modify DNIS page appears.
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25. Modify the information as required. See steps 15 to 22 for information about the
parameters that can be changed on this page. Note that you cannot change the
DNIS name of the primary DNIS, that is, the call center name, from this page.

Help - Home
Group > Call Centers : DavesTestCC@cctesting aastra.com Welcome Marsh Beverly [Logou)

i Modify DNIS

» Profile )
Routing Policies Maodify a Call Center DNIS.

Calling Plans oK I Apply | Delete | Cancel |

Entrance Message Estimated Wait Message Comfort Message Music On Hold Message call whisper Message

fiew Agent Usage (Also saves current screen data

* DNIS Name: [p40

Phone Number: lm
Extension:

Priority: | 0 - Highest =
Calling Line 1D: [1040

I~ Use custom Calling Line name settings

Calling Line ID Last Name:; |

Calling Line ID First Name: I
I~ Use custom DNIS announcement settings

I~ Allow outgeing call center call

ok | apply | Dekte | Cancel |

Figure 195 Call Center Setup Wizard — Premium Call Center Step 2 (Modify DNIS)

26. Click OK. The previous page appears.
27. To save information on this page and display the next setup page, click Next >.
The Call Center Setup: Step 3 of 5 — Assign Agents page appears.

28. To go back to the previous page without saving, click < Back. To save the
information and exit the Wizard, click Finish. To exit the Wizard without saving this

information, click Cancel.

Assign Agents:

Call Center Setup: Step 3 of 5 - Assign Agents

Configure the list of agents that belong to this call center. Users are available if they have been assigned an appropriate Call Center feature. Users with Call Center - Basic may be assigned to Basic
call centers. Users with Call Center - Standard may be assigned to Basic or Standard call centers. Users with Call Center - Premium may be assigned to any call center.

Cancel | [_<Back | _New> | _ Finish |

Enter search criteria below
- Starts With = | < | Search
Available Agents Assigned Agents
03Popcarm.Poppy (Testingl3@cclesting.aastra.com) Add > 01Mylo Katie (Testingd1@ecclesting.aastra.com)
0SWitch Switch (Testingd9@cctesting.aastra.com) 02JuJu,Gewel (Testingl2@cctesting.aastra.com)
115alty.Pepper (Testing11@cctesting.aastra.com) Remove <

123nappy.Ginger (Testing12@cclesting.aastra.com)

Add All =

Remove All <
Move Up | Move Down

Cancel | <Basck | Nea> | Finsh |

Help - Close

Figure 196 Call Center Setup Wizard — Premium Call Center Step 3 (Assign Agents)

29. Find available users:
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- Tofind all available users, click Search.

- To find specific available users, enter search criteria and then click Search.

For more information on defining search criteria, see the Clearspan Getting
Started Web Interface Administration Guide.

30. Select agents to assign:

- To assign all the available agents, click Add All >>.
- To assign specific agents, in the Available Agents column, select the users to
assign as agents and click Add >.

You can select some or all of the items in a column. Items are listed in
alphabetical order. To select several items in sequential order, click the first

name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding

down the CTRL key on the keyboard.

31. To save this information and display the next setup page, click Next >. The Call

Center Setup: Step 4 of 5 — Assign Supervisors page appears.

32. To go back to the previous page without saving, click < Back. To save the

information and exit the Wizard, click Finish. To exit the Wizard without saving this

information, click Cancel.

Assign Supervisors:

Call Center Setup: Step 4 of 5 - Assign Supervisors

Configure the list of users who may supenvise this Call Center.

Cancel | [ <Back |  Next> |  Fineh |

Enter search criteria below

[Cast Name 38 Starls With = [ | Search |

Available Supervisors Assigned Supervisors

02Julu.Gewel (Testing02@cctesting.aastra.com)
03Popcom Poppy (Testingd3@cctesting.aastra.com)
05Marley,Harlee (TestingD5@cctesting.aastra.com)
06Percy Mercy (Testingd6@cctesting.aastra.com)
07Grace Gracie (Testingd7@cctesting. aastra.com)
08Rlta,Cheeta (Testingl8@cctesting aastra.com)
09Witch Switch (Testing03@cclesting.aastra.com)

10Fall Autumn (Testing10@cctesting.aastra.com) M
11Salty.Pepper (Testing11@cctesting.aastra.com)

12Snappy.Ginger (Testing12@cclesting.aastra.com) = Remave All <

01Mylo Katie (Testing01@cclesting.aastra.com) = Add > 04Pudding. Dumpling {Testingl4@cctesting.aastra.com)

Remave <

Cancel | <Back | Nex> | Finisn |

Figure 197 Call Center Setup Wizard — Premium Call Center Step 4 (Assign Supervisors)
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33. Find available users:
- Tofind all available users, click Search.
- To find specific available users, enter search criteria and then click Search.

For more information on defining search criteria, see the Clearspan Getting
Started Web Interface Administration Guide.

34. Select users to assign as supervisors:

- To assign all the available users, click Add All >>.
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To assign specific users, in the Available Supervisors column, select the users to
assign as supervisors and click Add >.

You can select some or all of the items in a column. Items are listed in
alphabetical order. To select several items in sequential order, click the first
name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard.

35. To save this information and display the next setup page, click Next >. The Call

Center Setup: Step 5 of 5 — Assign Agents to Supervisors page appears.

36. To go back to the previous page without saving, click < Back. To save the

information and exit the Wizard, click Finish. To exit the Wizard without saving this
information, click Cancel.

Assign Agents to Supervisors:

Call Center Setup: Step 5 of 5 - Assign Agents to Supervisors Help -Close

Configure agents to be supervised. Available agents are any agent available currently not supervised and can include agents that are also supervisors

Cancel Finish

Step 1: Select a Supervisor

Step 2: Search for Available Agents

LastName = Starts With * 2 Search

Step 3 : Assign Agents

Available Agents Assigned Agents

Add > 02JuJu,Gewel (Testingl2@cctesting aastra.com)

01Mylo Katie (Testingl1@cctesting aastra.com)
Remove <

Add All >>
Remave All <

Step 4 : Save Changes Apply

Cancel | <Back |  Finish |

Figure 198 Call Center Setup Wizard — Premium Call Center Step 5 (Assign Agents to

37.

38.

39.

Supervisors)

From the Supervisors drop-down list, select the supervisor to whom you want to
assign agents.

Search for available agents. To list all available agents, click Search. Or, to
search for specific available agents, enter your search criteria and then click
Search. For more information on defining search criteria, see the Clearspan
Getting Started Web Interface Administration Guide. The agents that match your
criteria appear in the Available Agents column.

Assign agents to the selected supervisor:

To assign all agents, click Add All >>,

To assign specific agents, select the agents and click Add >.

You can select some or all of the items in a column. Item names are listed in
alphabetical order. To select several items in sequential order, click the first
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name, hold down the SHIFT key on the keyboard, and click the last name. To
select several items, but not in a particular order, click the names while holding
down the CTRL key on the keyboard

40. Click Apply.
41. Repeat for the remaining supervisors.
42. To save this information and complete the setup, click Finish.

43. To go back to the previous page without saving, click < Back. To exit the Wizard
without saving this information, click Cancel.

7.1.2.4.4 Change Call Center User ID

When you go back to step 1 of the setup Wizard, the page displays the Change User ID (Also
saves current screen data) link, which you can use to change the user ID of the call center. The
link appears only if you arrive at this page from the previous step.

P=n ™
Clearspan
Group =_Call Centers : tester@cctesting.aastra.com Welcome Mars|
Opti £
i Call Center Profile
P Profile
L Modify the selected call center.
Calling Plans OK | Apply | Delete | Cancel |

Call Center Type: Premium
Call Center ID: tester@cctesting.aastra.com I Change User |D (Also saves current screen data) I

*Name: |Iester

= Calling Line ID Last Name: |tester * Calling Line ID First Name: |taster
Department: | None = Language: | English -

Time Zone: [(GMT-05:00) (US) Central Time =1

Group Policy:  Circular & Regular © Simultaneous © Uniform © Weighted Call Distribution
 Bandwidth and QoS Settings
Preferred announcement/ music codec for external calls INcne i

Preferred announcement / music codec for internal calls INnnE x

r Call Center Settings
Queue Length ID calls [~ Enable video support

[+ Play ringing when offering call ' Allow callers to diaIID to escape out of queue
™ Reset caller statistics upon entry to queue

— Reporting Settings
™ Enable Call Center External Reporting

CCRS3:|None =

rAgent Settings
[~ Allow agents to join Call Centers

[~ Allow Call Waiting on agents

[~ Enable calls to agents in wrap-up state
[~ Enable maximum ACD wrap-up timer: i (minutes:seconds)

[~ Automatically set agent state toIAva\Iable vlaﬂer call

O Automatically answer calls aﬂerwaltmgl seconds

ok | appy | Delete | cancel |

Figure 199 Call Center Setup Wizard — Configure Call Center Profile

1. To modify the user ID of the call center you are creating, click the Change User ID
(Also saves current screen data) link. The Call Center Setup: Change User ID page
appears.
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Options:
» Profile
Routing Policies

Calling Plans

Clearspan

Group =_Call Centers : tester

Change User ID

Change the ID of a user.

Conet_|

Welcome Marg

*Mew User ID |Harry

OK Cancel I

@ | cctesting aastra.com LI

Figure 200 Call Center Setup — Change User ID

2. Enter the new ID for the call center. The ID must be from six through 80 characters
and can only contain letters, digits, single quotes, periods, semicolons, or the
following symbols: #, $, %, &, +,-,/,=,2, |, _ .~ 4L . N{ }

3. To change the domain, select a new domain form the drop-down list.

4. To save your changes and go to the previous page, click OK.

To exit without saving and go back to the previous page, click Cancel.

5. Continue the call center setup procedure.

7.1.3 ACCESS CALL CENTER - PROFILE MENU

Once a call center is created, use the Call Center — Profile menu to access the pages where you
can view and configure call center information.

The available menu items depend on the call center type and services assigned to your group.
The following page shows an example page for a Premium Call Center.

Client Applications
Messaging

Clearspan’

Group = Call Centers : 976!

1040@cctesting aastra.com

Profile
Basic

Profile

Display and canfigure profile infarmation for this call center.
Addresses

Display and configure information such as phone number, eension, and
identity/device profile for this call center.

Agents

Configure the list of agents who may join this Call Center.

Password

Configure the web access and voice portal password for this call center.
Status & Statistice

Display this call center's status & statistical data,

Supervisors

Configure the list of users who may supervise this Call Center.
Announcements

Load or modify the call center announcements.

Voice Portal

Change voice portal options of the call center.

Help - Home

Welcome Marsh Beverly [Looout

Advanced

Assign Services
Assign or unassign services and service packs.

Call Application Policies
Select Call Control Applications enabled for a user.
Call Policies

Configure user Call Policies

Directory Number Hunting
Configure members for a Directory Number Hunting group

Distinctive Ringing
Gonfigure the call center distinctive ringing for calls routed to agents
DNIS

Configure DNIS numbers for a call center.

Queue Status Notification
Ceonfigure status sent to agent devices.

Call Dispositich Codes
Configure the call center call disposition codes that may be used by agents
ta tag calls with marketing promotions or other topics

Figure 201 Call Center - Profile Menu for Premium Call Center

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing call centers for the group.

Clearspan | 290




Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile

menu for the selected call center appears.

7.1.4 MODIFY CALL CENTER PROFILE OR DELETE CALL CENTER

The Call Center — Call Center Profile page is used to modify call center profile information or to

delete a call center. From this page, you can also access pages that allow you to change the Call
Center ID and Upgrade a call center.
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= ‘.
Clearspan Help -Home
Group = Call Centers - standardtest@cctesting aastra.com Welcome Marsh Beverly [Logout
Options:
E Call Center Profile
» Profile
Routing Policies Modify the selected call center.
Calling Plans oK |  appy | Delete | cancel

Call Center Type: Standard Uparade Call Center Type (Also saves current screen data)
Call Center ID: standardtest@cctesting.aastra.com Chanage UserlD (Also saves current screen data)
* Name: IStandard Test

* Calling Line ID Last Mame: |Teat * Calling Line ID First Name: ISIandard
Department: | None - Language: |English =
Time Zone: [(GMT-05:00) (US) Central Time =l

Group Policy. ™ Circular ® Regular © Simultaneous © Uniform © Weighted Call Distribution
r Bandwidth and QoS Setting:
Preferred announcement/ music codec for external calls:| None =
Preferred announcement/ music codec for internal calls: | None =

rGall Center Settings
Queue Length: |0 calls I Enable video support

[+ Play ringing when offering call ¥ Allow callers to dial |0 to escape out of queue
I~ Reset caller statistics upon entry to queue

r Reporting Settings
[~ Enable Call Center External Reporting

CCRS:|None i

rAgent Settings
[+ Allow agents ta join Call Centers

™ Allow Call Waiting on agents
[~ Enable calls to agents in wrap-up state
[~ Enable maximum ACD wrap-up timer (minutes:seconds)

I Automatically set agent state to| Available ~ | after call

ok | appy | Delete | cancel |

Figure 202 Call Center — Profile Page for Premium Call Center

1. On the Group — Services menu page, click Call Center. The Group — Call Center

page appears, listing call centers for the group.

Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu for the selected call center page appears.

Click Profile. The Call Center — Profile page appears.

To delete the Call Center, click Delete. The Call Center is deleted and previous
page appears.

Notes: When you delete a call center, the routing priorities of the remaining
call centers may become non-contiguous.

If your group is part of a service provider, use the Group — Call Center
Routing Policies page to make the routing priorities of your call centers
contiguous. For more information, see section 7.1.5.1.2 Refresh Routing
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Priority Order.
If your group is part of an enterprise, ask your enterprise administrator to set
the routing priorities of your call centers.

5. Modify the Call Center profile settings as required. Refer to section 7.1.2 Add Call
Center for more information about the different Call Center Profile settings.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.1.4.1 Change Call Center ID

Use the Call Center — Change User ID page to modify the ID of a call center.

Clearspan’

Group > Call Centers : tester@cctesting.aastra.com Welcome Mars

Options:
B Profile

Change User ID

Change the ID of a user.

Routing Policies
Calling Plans Cancel
*MNew User ID |Harry @Icctestmg.aastra.ccm LI
OK I Cancel

Figure 203 Call Center — Change User ID Page

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing call centers for the group.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu for the selected call center page appears.

3. Click Profile. The Call Center — Profile page appears.

4. Click Change User ID. The changes you made so far are saved and the Call
Center — Change User ID page appears.

5. Enter the new ID for the call center. The ID must be from six through 80 characters
and can only contain letters, digits, single quotes, periods, semicolons, or the
following symbols: #,$, %, & +,-,/,=,2, |, _~ % . N{}

6. You can also change the call center domain by selecting it from the drop-down list
following the "@" sign.

7. Click OK. The Call Center — Profile page appears with the new Call Center ID.

7.1.4.2 Upgrade Call Center

The Call Center — Upgrade Call Center page allows the administrator to upgrade the Call Center
for enhanced functionality. The drop-down list shows the possible upgrade types. A Basic Call
Center can be upgraded to either Standard or Premium. A Standard Call Center can be
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upgraded to Premium. The Find Unlicensed Agents button allows you to view any agents
assigned to this call center who do not have the necessary licenses to allow the call center

upgrade.

Help -Home

Group > Call Centers : standardtest@cctesting.aastra.com Welcome Marsh Beverly [Logout

Options: Upgrade Call Center

B Profile
Routing Policies Upagrade the Call Center for enhanced functionality. Every existing agent in the Call Center must be licenced for the upgraded Call Center type. You may view
_— the agents without the required license preventing the upgrade

e
Call Center Type: | ~ Find Unlicensed Agents
0K Cancel

Calling Plans

Figure 204 Call Center — Upgrade Call Center

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing call centers for the group.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu for the selected call center page appears.

3. Click Profile. The Call Center — Profile page appears.

4. Click Upgrade Call Center Type. The changes you made so far are saved and
the Call Center — Upgrade Call Center page appears.

5. From the Call Center Type drop-down list, select the type of call center.

6. Click Find Unlicensed Agents to find whether there are any agents assigned to
this call center that do not have the necessary services assigned to allow the
upgrade.

For more information on assigning services to users, see section 5.2.8 Assign or
Unassign User Services.

7. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.1.5 MANAGE CALL CENTER ROUTING POLICIES

For service provider groups, use the Group — Call Center Routing Policies page to select the
routing policy for the call centers in your group and to manage priorities to the call centers in the

group.

Note: If your group is part of an enterprise, your enterprise administrator
configures these settings for all groups in the enterprise.

e When you add a call center, it is automatically assigned the lowest priority. To
change that, assign it the priority you want.
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e When you delete a call center, the routing priorities of the remaining call centers may
become non-contiguous. To make them contiguous, refresh the list.

7.1.5.1.1 Set Routing Policy and Order Call Centers

Use the Group — Call Center Routing Policies page to select the routing policy for the call centers
in your group and to assign priorities to the call centers in the group.

Help - Home

System > AastraUSA > Frisco Welcome Pubs Admin [Logout

Agent Default Settings

Configure agent default sefings for the enteprise

oK | Aoply | Cancel |
Use Guard Timer Setting: | & Defautt € Enterprise

Calling Plan I Enable guara tmertor[5 =] seconas
Utilities

Use Agent Unavailable Seffings: & Defautt € Enterprise
I~ Force Agent o unavailable on Do Not Disturb activation
I~ Foree Agent to unavailable on personal calls

™ Force agentto unavailable after |3 | consecutive bounces

ok | ey | cancal |

Figure 205 Group - Call Center Routing Policies

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Routing Priority Settings. The Group — Routing Priority Settings page
appears.

3. Select the routing policy you want to apply when routing calls to call centers from
the following:

- Longest Wait Time

- Policy Order
4. Place the call centers in order of priority. For each call center, enter its priority in
the Priority text box, where 1 is the highest priority, 2 is the second highest priority,
and so on. You can enter any whole or decimal number.

When you apply the changes, the call centers are re-numbered from 1 to n, in the
relative order assigned by you and reordered accordingly. For example, if
assigned priority 7 to call center A and priority 3.5 to call center B, the call center
B will be listed first with priority 1 and the call center A will be listed second with
priority 2.

5. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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7.1.5.1.2 Refresh Routing Priority Order

Deleting a call center may make the priority order of the remaining call centers non-contiguous.
Use the Group — Call Center Routing Policies page to refresh the routing priority order of your call
centers.

1. Onthe Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Routing Priority Settings. The Group — Routing Priority Settings page
appears.

3. To refresh the priority order, click Apply or OK. The call centers are re-numbered
from 1 to n, in the relative order assigned.

To exit without changing, select another page or click Cancel to display the
previous page.

7.1.6 LIST, ACTIVATE, AND DEACTIVATE CALL CENTERS

Use the Group — Call Center page to view the list of current call centers in your group and to
activate or deactivate a call center.

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. To activate or deactivate a call center, select or unselect the Active box for the call
center.

3. Click Apply to save your changes, or click OK to save your changes and return to
the previous page.

To exit without saving, select another page or click Cancel.
7.1.7 CONFIGURE ROUTING POLICIES

Routing policies specify how calls are routed to agents and queued when no agent is available to
take the call.

The following routing policies can be configured for call centers:

e Automatic Call Distribution (ACD) Policies
- Forced Forwarding (Premium Call Centers)
- Holiday Service (Premium Call Centers)
- Night Service (Premium Call Centers)
e Queuing Policies
- Overflow

- Bounced Calls (Standard and Premium Call Centers)
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- Stranded Calls (Standard and Premium Call Centers)

- Comfort Message Bypass (Premium Call Centers)

Use the Call Center — Routing Policies page to view and configure routing policies for Standard

and Premium call centers.

Basic call centers do not have a Routing Policies page. Use the Call Center — Profile page to
access the Call Center — Overflow page and configure overflow settings for a call center of type

Basic.

The following two figures show the Call Center — Routing Policies pages for Standard and

Premium Call Centers.

Clearspan’

Group

enters : askmeAquestion@us.aastra.com

Options:
Profile
» Routing Policies

Calling Plans

Routing Policies
ACD

Mone of the menu items in this category are enabled.

Help - Home]

Welcome Frisco Group [Logout

Queue

Bounced Calls

Configure the call center routing policy for calls unanswered by agents

Overflow

Configure the call center routing policy when a large number of calls have been received|
or calls have been waiting longer than a configured threshold.

Stranded Calls

Configure the call center routing policy for calls stranded in queue when all the agents
are signed-out

Figure 206 Call Center —Routing Policies Menu for Standard Call Center

I .
Clearspan
Group = Call Centers : PremiumTesi@us.aasira.com

Options:

Routing Policies
ACD

Profile
# Routing Policies

Calling Plans

Forced Forwarding
Configure the call center to temporarily divert new incoming calls to a different route.

Holiday Service
Configure the call center to route calls differently during holidays.

Night Service
Configure the call center to route calls differently during hours when the queue is notin
senvice

Help - Home

Welcome Frisco Group [Logoul

Queue

Bounced Calls
Configure the call center routing policy for calls unanswered by agents.

Comfort Message Bypass

Configure the call center to play ringing and/or a different message instead of music
and comfort messages if the call is expected to be answered quickly.

Overflow

Configure the call center routing policy when a large number of calls have been received
or calls have been waiting longer than a configured threshold.

Stranded Calls

Configure the call center routing policy for calls stranded in queue when all the agents
are signed-out

Figure 207 Call Center — Routing Policies Menu for Premium Call Center
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7.1.7.1 Overflow

Use the Call Center — Overflow page to configure the call center routing policy when a large
number of calls have been received or calls have been waiting longer than the configured

threshold.
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Cllas " . .
Clearspan belo Home
Group > Call Centers : DavesTestCC@cctesting.aastra.com Welcome Marsh Beverly [Logout
jOptions:
Profile

® Routing Policies

Calling Plans OK I Apply Cancel

Overflow

Configure the call center routing policy when a large number of calls have been received or calls have been waiting longer than a configured threshold.

Note: The urlsfiles for audio/video will be played in the order they are listed

Action:

@ Perform busy treatment

 Transfer to phone numheriS\F’—uR\:I

 Play ringing until caller hangs up

I” Enable overflow after calls wait [30 seconds
™ Play announcement before overflow processing
Audio:
& Default
C URL

gl

|

3

«f
€ Custom
File t:[

File2:

File3:|

Filed:| | Cie=r|

ok | apely | cancel |

Figure 208 Call Center — Overflow

1. On the Group — Services menu page, click Call Center. The Group — Call Center

page appears, listing call centers for the group.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile

menu page appears.

3. To access the Overflow page do the following:

- For a Basic Call Center click Overflow.

- For the Standard or Premium Call Center select Routing Policies and then click
Overflow.

4. Configure the Action settings. Select from the following:

- Perform busy treatment

- Transfer to phone number/SIP-URI and enter the number in the text box

A phone number can be from two through 30 digits (three to 22 digits in E.164
format). Spaces and dashes are allowed but are not included in the number.

The SIP-URI must be in the user@domain format. The user part can be between
one through 80 characters and can contain a leading +, letters, digits, and the
following characters: !, ~, *, (, ), dash, underscore, period, or single quotes. The
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domain part can be from one through 80 characters and can be either a domain
name or an IP address.

- Play ringing until caller hangs up
5. Select or unselect Enable overflow after calls, wait <X> seconds and enter the
number of seconds (between 0 and 7200) in the text box.

6. Select or unselect Play announcement before overflow processing.

7. For Audio and Video files, select from the following:

- Default

- URL, and then enter up to four addresses in the provided text boxes

The URL addresses should be in the following format: http/https://<domain
name/IP address>[<:port>][path], for example,
http://abcdistributing.com/announcements.

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This
only clears the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

8. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

Click Cancel to exit without saving and display the previous page.
7.1.7.2 Bounced Calls (Standard and Premium Call Centers)

Use the Call Center — Bounced Calls page to configure the call center routing policy for calls
unanswered by agents.

The available settings depend on your Call Center service. The settings that apply to a specific
call center are identified in the procedure. The following figure shows the Call Center — Bounced
Calls page for the Premium Call Center, which has all the settings.

Clearspan’ g - Home

Group > Call Centers : PremiumTest@us.aastra.com Welcome Frisco Group [Logout

ptions: Bounced Calls

Profile

Configure the call center routing policy for calls unanswerd by agents.
P Routing Policies o 9 policy V20
Calling Plans K| _ ooy | Cancel |
W Bounce Calls afer5  rings
I Transferto phone number / SIP-URI
[~ Bounce calls if agent becomes unavailable while routing the call

ki popty | Concel |

Figure 209 Premium Call Center — Bounced Calls
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1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu page appears, listing the group call centers.

3. Select Routing Policies. The Call Center — Routing Policies page appears.
4. Click Bounced Calls. The Call Center — Bounced Calls page appears.

5. Decide whether to bounce unanswered calls. Select Bounce Calls after <number>
rings and enter the number of rings to bounce calls unanswered by agents within
<number> of rings. The number must be from one through 20.

6. Select Transfer to phone number / SIP-URI to transfer bounced calls to the
specified destination and enter the destination in the text box.

A phone number can be two to 30 digits (three to 22 digits in E.164 format).
Spaces and dashes are allowed but are not included in the number. The SIP-
URI must be in the user@domain format. The user part can be between one
through 80 characters and can contain a leading +, letters, digits, and the
following characters: !, ~, *, (, ), dash, underscore, period, or single quotes. The
domain part can be either a domain name or an IP address.

7. Select Bounce calls if agent becomes unavailable while routing the call, if you want
the call to bounce if the agent becomes unavailable while the call is offered.

8. Select Alert agent if call is on hold for longer than <number> seconds, and enter
the amount of time in seconds if you want agents to be alerted about long-held
calls.

9. Decide whether to bounce long-held calls. Select Bounce calls after being on hold
by agent for longer than <number> seconds, and enter the number of seconds to
bounce calls that are on hold longer than the specified number of seconds.

In addition, for the Premium Call Center:

10. Decide whether to transfer unanswered calls. Select Transfer to phone
number/SIP-URI and enter the phone number or SIP URI to which you want to
transfer unanswered calls.

11. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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7.1.7.3 Stranded Calls (Standard and Premium Call Centers)

Use the Call Center — Stranded Calls page to configure the call center routing policy for calls
stranded in queue when all the agents have signed-out or left the queue (joined out).

The available settings depend on your Call Center service. The following two figures show the
Call Center — Stranded Calls page for the Standard and Premium Call Centers. Follow the
corresponding procedures to configure stranded calls for a Standard or Premium Call Center.

Help - Homd

Welcome Frisco Group [Logou

Options:
— Stranded Calls
rofile
» Routing Policies Configure the call center routing policy for calls stranded in queue when all the agents are signed-out
Calling Plans EETES sy | concd
Action:
" Leave in queue
' Perform busy treatment
 Transfer to phone number / SIP-URL:

ok | ooy | Cancal |

Figure 210 Standard Call Center - Stranded Calls

To configure stranded calls for a Standard Call Center:

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing the group call centers.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu page appears.

3. Select Routing Policies. The Call Center — Routing Policies page appears.
4. Click Stranded Calls. The Call Center — Stranded Calls page appears.

5. Select from the following:

- Select Leave in queue to leave stranded calls in the call center queue.
- Select Perform busy treatment to apply busy treatment to stranded calls.

- Select Transfer to phone number/SIP-URI and then enter the SIP-URI in the text
box to transfer stranded calls to the specified phone number or URI.
6. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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arspa n Help - Home

Group = Call Centers : PremiumTest@us.aastra.com ‘Welcome Frisco Group [Logout]

Stranded Calls

Configure the call center routing policy for calls siranded in queue when all the agents are signed-out

ok | mey | Cancal

Action:

# Leave in queue

 Perform busy treatment

 Transfer to phone number / SIP-URI

© Night Senvice

 Play ringing until caller hangs up

" Play announcement until caller hangs up

Audio:
& Default
o urL[
¢ Custom

Load [ Browse

ok Apy | Cancsl

Figure 211 Premium Call Center — Stranded Calls

To configure
7.

10.
11.

12.

301

stranded calls for a Premium Call Center:

On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu page appears.

Select Routing Policies. The Call Center — Routing Policies page appears.
Click Stranded Calls. The Call Center — Stranded Calls page appears.

Select from the following:

Select Leave in queue to leave stranded calls in the call center queue.
Select Perform busy treatment to apply busy treatment to stranded calls.

Select Transfer to phone number/SIP-URI and enter the number in the text box
to transfer stranded calls to the specified phone number or URI.

Select Night Service to transfer calls to the Night Service.
Select Play ringing until caller hangs up to play ringing until the call ends.

Select Play announcement until caller hangs up to play announcement until the
call ends.

For the Audio or Video files, select from the following:
Default

URL, and then enter up to four addresses in the provided text boxes

Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files

Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

A . . . .
Note: The video configuration controls are not shown when the video

capability has been disabled on the Call Center Add and Profile pages.
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13. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.1.7.4 Forced Forwarding (Premium Call Centers)

Use the Call Center — Forced Forwarding page to configure the call center to temporarily divert
new incoming calls to a different route independently of the Night Service route. Forced
Forwarding does not affect calls already in the queue.

This service is only available for Premium Call Centers.

Clearspan Haip - Home

Group = Call Centers : DavesTestCC@cctesting.aastra.com Welcome Marsh Beverly [Logout

jOptions:

Profile

Forced Forwarding

Configure the call center to temporarily divert new incoming calls to a different route independent of the Night Service route. Forced Forwarding does not
affect calls already in the queue

oKk | ey | Cancel |

® Routing Policies

Calling Plans

Nate: The urisfiles for audio/video will be played in the order they are listed

Forced forwarding: [¢* ‘on @ off

Calls Forward to phone number/ SIP-URI:
[+ Allow feature access codes to configure forced forwarding
I~ Play announcement before forwarding
Audio:
@ Default
C URL
gl
2:|
el
4:|

© Custom

File1:

F\IeE:l

F\Iea:l

o
F\I94:| LI

ok |  apey | cancel |

Figure 212 Premium Call Center — Forced Forwarding

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing the group call centers.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu page appears.

Select Routing Policies. The Call Center — Routing Policies page appears.
Click Forced Forwarding. The Call Center — Forced Forwarding page appears.

For Forced Forwarding, select On or Off to enable or disable forced forwarding.

o g~ w

Define where you would like calls forwarded. In the Calls Forward to phone
number/SIP-URI text box, enter the phone number or SIP-URI where to forward
calls.
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A phone number can be from two through 30 digits (three to 22 digits in E.164
format). Spaces and dashes are allowed but are not included in the number.

The SIP-URI must be in the user@domain format. The user part can be between
one through 80 characters and can contain a leading +, letters, digits, and the
following characters: !, ~, *, (, ), dash, underscore, period, or single quotes. The
domain part can be from one through 80 characters and can be either a domain
name or an IP address.

7. Select or unselect Allow feature access codes to configure forced forwarding to
allow or forbid the use of feature access codes.

8. Select or unselect Play announcement before forwarding to specify if an
announcement should be played before forwarding a call.

9. Select the audio or video file to be played to the caller from the following:

- Default

- URL, and then enter up to four addresses in the provided text boxes

The URL addresses should be in the following format: http/https://<domain
name/IP address>[<:port>][path], for example,
http://abcdistributing.com/announcements.

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

10. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

Clearspan |
303



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

7.1.7.5 Holiday Service (Premium Call Centers)

Use the Call Center — Holiday Service page to configure a call center to route calls differently

during holidays.

This service is only available for Premium call centers.

g -;\"—‘I]:S pa n.v Help - Home

Group =_Call Centers : DavesTestCC@cctesting.aastra.com Welcome Marsh Beverly [Logout

[Options:

Profile 5
> Routing Policies Caonfigure the call center to route calls differently during holidays
Calling Plans ok | Appy |  cancel

Holiday Service

MNote: The urisfiles for audia/video will be played in the order they are listed

Action:
{ @ Mone

' Perform busy treatment

" Transfer to phone number / SIP-URI

Holiday Schedule:| None ﬂ
™ Play announcement before holiday service action
Audio:
@ Default
© URL

1

z|

|

|

© Custom

File |

File2:

File3:|

File4:

ok | appy | cancel |

Figure 213 Premium Call Center — Holiday Service

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing the group call centers.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu page appears.

3. Select Holiday Service. The Call Center — Holiday Service page appears.

4. For the Action settings, select from the following:

Select None if you do not want call to be treated differently during holidays.

Select Perform busy treatment if you want calls to receive busy treatment during
holidays.

Select Transfer to phone number/SIP-URI: and then enter the SIP-URI where
want the calls to be forwarded during holidays.

A phone number can be from two through 30 digits (three to 22 digits in E.164
format). Spaces and dashes are allowed but are not included in the number.
The SIP-URI must be in the user@domain format. The user part can be between
one through 80 characters and can contain a leading +, letters, digits, and the
following characters: !, ~, *, (, ), dash, underscore, period, or single quotes. The
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domain part can be from one through 80 characters and can be either a domain
name or an IP address.

5. Select the holiday schedule from the Holiday Schedule drop-down list.

6. Check Play announcement before holiday service action to play an announcement
to callers before applying the configured action.

7. Select the Audio or Video files to be played to callers from the following:

- Default

- URL, and then enter up to four addresses in the provided text boxes

The URL addresses should be in the following format: http/https://<domain
name/IP address>[<:port>][path], for example,
http://abcdistributing.com/announcements.

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

8. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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7.1.7.6 Night Service (Premium Call Centers)

Use the Call Center — Night Service page to configure the call center to route calls differently
during the night hours.

This service is only available for Premium Call Centers.

@arspan ===

vesTestCC@cctesting sastra.com \Welcome Marsh Beverly [Logou
i Night Service
Confi

the call center to rou

vhen the queue is not in servios. This i det
hours to be 24x which means that no nighi

vioe shall be provided

Nete: The urisfiles for sudiorvideo wil be played in the order they are listed
Action
& None

© Parform busy trestment

 Transfer o phone number / SIF-URL:

dless of business hours schedule: = on ® Off

& night sarvice
I Fiay announcer
2 mods: # Normal announcement  Manual mod announcement

Annguncement to play in manusl ov:

Normal Wode Audio:

 Default
£ URL

g

4

4
© Custom
Filet:|
FieZ:|
Filed:|
Filest:|
Manual Mode Audio:
 Default
£ URL

b

;

4]
© Custom
Fiket:|
Fie2:|
Fie3:|
Filed: ‘

oK Apply Cancel

Figure 214 Premium Call Center — Night Service

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing the group call centers.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu page appears.

3. Select Night Service. The Call Center — Night Service page appears.

4. For the Action settings, select from the following:
- Select None if you do not want call to be treated differently during the night
schedule.

- Select Perform busy treatment if you want calls to receive busy treatment during
the night schedule.

- Select Transfer to phone number/SIP-URI: and then enter the SIP-URI where
want the calls to be forwarded during the night schedule.
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A phone number can be from two through 30 digits (three to 22 digits in E.164
format). Spaces and dashes are allowed but are not included in the number.

The SIP-URI must be in the user@domain format. The user part can be between
one through 80 characters and can contain a leading +, letters, digits, and the
following characters: !, ~, *, (, ), dash, underscore, period, or single quotes. The
domain part can be from one through 80 characters and can be either a domain
name or an IP address.

5. For Force night service now regardless of business hours schedule, check On to
enable night service immediately or Off to return to regular night schedule.

6. From the Business Hours drop-down list, select the business hours.

7. To allow Night Service Override using FACs, check Allow feature access codes to
manually override night service.

8. Check Play announcement before night service action to play an announcement to
users before applying the configured action to the call.

9. Select the announcement to play in manual override mode from the following:

- Normal announcement

- Manual mode announcement
10. Select the Normal Mode Audio, Normal Mode Video, Manual Mode Audio, and
Manual Mode Video files to be played to callers from the following:

- Default

- URL, and then enter up to four addresses in the provided text boxes

The URL addresses should be in the following format: http/https://<domain
name/IP address>[<:port>][path], for example,
http://abcdistributing.com/announcements.

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

11. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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7.1.7.7 Comfort Message Bypass (Premium Call Centers)

Use the Call Center — Comfort Message Bypass page to configure the call center to play ringing
and/or a different message instead of music and comfort messages if the call is expected to be
answered quickly. This service is only available to Premium Call Centers.

Clearspan’ Helo tome

Group = Call Centers : DavesTestCC@cctesting aastra.com Welcome Marsh Beverly [Logou

Options:
Profile
® Routing Policies

Calling Plans oK | ey | cancel |

Comfort Message Bypass

Configure the call center to play ringing andfor a different message instead of music and comfort messages ifthe call is expected to be answered gquickly.

Note: The urisfiles for audio/video will be played in the order they are listed

" Bypass comfort message when estimated wait time is less than: |30 seconds

™ Play announcement after ringing fnrl'lU— seconds

Audio:
@ Default
C URL

gl

2

3

4l

€ Custom

File1 |

Filez |

File |

Filed|

ok | appy | cancel |

Figure 215 Call Center — Comfort Message Bypass

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing the group call centers.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu page appears.

3. Select Comfort Messages Bypass. The Call Center — Comfort Messages Bypass
page appears.

4. For Comfort message Bypass, select On or Off to enable or disable bypassing
comfort messages.

5. Define the maximum allowed waiting time for bypassing comfort messages, by
entering the number of seconds for the Bypass comfort message when estimated
wait time is less than <X> seconds setting.

6. To play an announcement to callers after ringing for the configured amount of time,
check Play announcement after ringing for <X> seconds and enter the number of
seconds after which to play the announcement.

7. Select the Audio or Video files to be played to callers from the following:

- Default

- URL, and then enter up to four addresses in the provided text boxes
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- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

8. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2 GROUP-LEVEL SETTINGS

This section describes the tasks performed to configure group-level settings for the Call Center
services. It applies only to service provider groups.

A . . . L.
z Note: If your group is part of an enterprise, your enterprise administrator
configures these settings.

The settings to configure for your group depend on the services your group has been authorized.
The settings that apply to specific services are identified in each section.

7.2.1 AGENT DEFAULT SETTINGS

Use the Group — Agent Default Settings page to configure agent default settings for your group.

Note: If your group is part of an enterprise, your enterprise administrator
configures these settings.

The options that you can set on this page depend on the type of Call Center service authorized
for your group and are as follows:

e Use Guard Timer Settings are visible when any of the Call Center services are
authorized for your group.

e Use Agent Unavailable Settings are visible only when Standard and Premium Call
Center services are authorized for your group.

e Force agent to unavailable on personal calls option applies only to Premium Call
Centers.
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This is illustrated in the next three figures.

P .
Clearspan belp - e
System > Marsh - Bev Welcome Brian Admin Logout

Options:

Agent Default Settings

GConfigure agent default settings for the enteprise

oKk | sy | Concel |
Use Guard Timer Sefting: | & Default © Enterprise

Calling Plan ™ Enable guard timerfor |5 ¥/ seconds
Utilities

Use Agent Unavailable Seftings: (% Default ¢ Enterprise

[~ Force Agentto unavailable on Do Not Disturb activation

I™' Force agent fo unavailable after |3 7| consecutive bounces:

oKk | roy | Canedl |

Figure 216 Group — Agent Default Settings Page for Groups with Standard Call Center
Services Authorized

Clearspan’ el - tome

System - AasfraUSA > Frisco Welcome Pubs Admin [Logou

Agent Default Settings

Configure agent default setings for the enteprise
oK opy | Cancel |

Use Guard Timer Setting: | & Default " Enterprise

™ Enable guard imerfor |5 7| seconds

Use Agent Unavailable Settings: & Default  Enterprise

[~ Force Agentto unavailable on Do Not Disturb activation
[~ Force Agent to unavailable on personal calls

I Force agentto unavailable after |3 7| consecutive bounces

ok | sopy | Cancel |

Figure 217 Group - Agent Default Settings for Groups with Premium Call Center Service
Authorized

7.2.1.1 Configure Agent Default Settings

1. Onthe Group — Call Center page, click Agent Default Settings. The Group — Agent
Default Settings page appears.

2. Select or type the information as applicable to your type of service:

For All Call Center Services:

- For the Use Guard Timer Setting, select Default to use the system default, or
select Group to use the guard timer defined for the group.

m If you selected Group, select Enable guard timer for <x> seconds, and
select the number of seconds form the drop-down list.

In addition, for Standard and Premium Call Centers Only:

- For the Use Agent Unavailable Settings, select Default to use the system default,
or select Group to use the setting defined for the group.

m  Check Force Agent to unavailable on Do Not Disturb activation if you
want the agent’s status to be set to “Unavailable” when they activate the
Do Not Disturb option.

m  Check Force agent to unavailable after <number> consecutive bounces
and select the number of bounces from the drop-down list if you want the
agent’s status to become unavailable after the set number of consecutive
bounced calls delivered to that agent.
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m  Check Force agent to unavailable on not reachable to change the
agent's status to unavailable when the agent becomes unreachable.

In addition, for Premium Call Center Only:

m  Check Force Agent to unavailable on personal calls if you want the agent’s
status to become “Unavailable” when the agent is answering a personal call.

3. Click Apply to save your changes, or click OK to save your changes and return to
the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2.1.2 Agent Threshold Profiles (Call Center — Premium and Call Center — Standard)

Use this item on the Group — Call Center menu page to configure thresholds for various statistical
measurements about agents’ performance.

Note: If your group is part of an enterprise, your enterprise administrator
configures agent thresholds profiles for all groups in the enterprise.
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An agent threshold profile consists of a set of thresholds and a list of agents to which those
thresholds apply.

For each measurement that can have thresholds set, you can configure a yellow threshold and a
red threshold, with the red threshold having higher severity.

When a threshold is crossed, the system sends an alert to the Call Center client, so that it can
display a visible indicator of the appropriate color to the user.

In addition, agent threshold profiles allow you to configure up to eight e-mail addresses where a
notification should be sent when a threshold configured in this profile is crossed.

An agent can be assigned to only one profile. A default profile without any thresholds is
automatically created by the system. This profile applies to all agents who are not assigned to
any other profile. If you remove an agent from a profile, the agent is automatically assigned to
the default profile. The only way to remove the agent from the default profile is to assign the
agent to another profile.

7.2.1.3 View Agent Threshold Profiles

Use the Group — Agent Thresholds Profiles page to view agent thresholds profiles defined for
your group.

Group Welcome Ruth Margolis [Logout]
Options:

Agent Threshold Profiles

Create new and manage existing Agent Threshold Profiles

Senvices [ ok [ ad || cence |
Call Center
g ” — m f'_ Default Name 4] Description Edit
AgentPerformance Edit
AgentPerformance2 Edit
AgentTimeUsage Edit
v Default Agent Threshold Profile Default Agent Threshold Profile Edit
[Page 10f1]

IName |4 Starts With » Find  Find Al

[ ok J[ ad  J[ cance |

Figure 218 Group - Agent Threshold Profiles

1. Onthe Group — Call Center menu page, click Agent Threshold Profiles. The Group
— Agent Threshold Profiles page appears.

2. Click OK. The previous page appears.
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7.2.1.4 Add Agent Threshold Profile

Use the Group — Agent Threshold Profile Add page to define a new agent threshold profile for
your group.

313

1.

2.
3.

Group Welcome Ruth Margolis [Logout]

Agent Threshold Profile Add

Add a new Agent Threshold Profile

erencing *MName: [

B Call Center
Meet-I1

Description:
 Thresholds
Statistic Name Yellow threshold  Red threshold
Current Call State Idle Time 1 [mm:ss) 1 mm:ss)
Current Gall State On-Call Time 1 |imm:ss) 1 limm:ss)
Current Agent State Unavailable Time 1 (mm:ss) ‘| (mrm:ss)
Average Busy In 1 (mm:ss) | (mm:ss)
Average Busy Out 1 (mm:ss) [ (mm:ss)
Average Wrap-Up 1 (mm:ss) . (mm:ss)

r Motification email
[] Enable Email Notification

Email Addresses:

r Assign agents
Enter search criteria below

UserID | | Starts With '~ L - ]
Available Agents Assigned Agents

Figure 219 Group - Agent Threshold Profile Add

On the Group — Call Center menu page, click Agent Threshold Profiles. The Group
— Agent Threshold Profiles page appears.

Click Add. The Group — Agent Threshold Profile Add page appears.
Enter a name and a description of the profile.

For each statistical measurement listed on this page, you can configure a yellow
threshold and/or a red threshold in hours and minutes. A threshold cannot be set
to "0:00", and a yellow threshold must be assigned a lower value than the
corresponding red threshold. You can leave a field empty if you do not want to
assign a threshold.
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The following table lists the measurements for which thresholds can be

configured:
MEASUREM ALLOWED VALUES NOTES
ENT
Current Call  00:01 to 1440:00 (up to a day) When the agent is idle, this is the time that has
State Idle elapsed since the agent has become idle.
Time
Current Call  00:01 to 1440:00 (up to a day) When the agent is on a call, this is the time the
State On- agent has spent on the current call. If the agent
Call Time is involved in multiple calls, this is the time spent

on the longest call.

Current 00:01 to 1440:00 (up to a day) When the agent is unavailable, this is the time
Agent State that has elapsed since the agent has become
Unavailable unavailable or since that agent last updated their
Time unavailable code.
Average 00:01 to 1440:00 (up to a day) The average time spent by an agent on an
Busy In incoming ACD call since the last sign-in.
Average 00:01 to 1440:00 (up to a day) The average time spent by an agent on an
Busy Out outgoing ACD call since the last sign-in.
Average 00:01 to 1440:00 (up to a day) The average time spent by an agent to wrap up
Wrap-Up a call since the last sign-in.

5. To send e-mail notifications when a threshold in this profile is crossed, check the
Enable Email Notification check box and enter up to eight e-mail addresses. The
e-mail address must be from three through 80 characters in user@domain format.
It can contain only one @ symbol, letters, digits, and the following characters: !, #,

$1 %l &1 *l +1 Ty /! =, s {l }l Il ™ \!

., ?, " orsingle quotes.

6. Use the search function to find available agents.

7. To assign agents to the profile, select the agents in the Available Agents column
and click Add >. Or to select all agents click Add All >>,

8. Toremove some assigned agents, select the agents to remove in the Assigned
Agents column and click Remove <. Or to remove all assigned agents, click
Remove All <<.

Note: When an agent is assigned to a profile, they are automatically
unassigned from the previous profile to which they were assigned. When an
agent is unassigned from a profile, they are automatically assigned to the

default profile.

An agent cannot be explicitly unassigned from the default profile. To
unassign an agent from the default profile, you have to assign the agent to

another profile.

9. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without changing, click Cancel or select another page.
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7.2.1.5 Modify Agent Threshold Profile

Use the Group — Agent Threshold Profile Modify page to modify an existing agent threshold

profile.

Group

Agent Threshold Profile Modify

View, delete or medify an existing Agent Threshold Profile.

Welcome Ruth Margolis [Logout

[ QK 1 [ Apply ] [ Delete ] [ Cancel ]
*Name: |agentThreshaldProfile
B Call Center Description
Calling Plan
f— - Thresholds
i onferencing Statistic Name

Yellow threshold  Red threshold

Current Call State Idle Time: 1100 (mm:ss) 5100 {mm:ss)
Current Call State On-Call Time: 5 (mm:ss)|  15}{00 (mm:ss)
Current Agent State Unavailable Time (mm:ss) (mm:ss)
Average Busy In: (mm:ss} (mm:ss}
Average Busy Out: (mm:ss} (mm:ss}
Average Wrap-Up: (mm:ss} (mm:ss)
- Metification email
Enable Email Notification
Email Addresses: | supervisor@abedistributing.com
 Assign agents
Enter search criteria below
User ID e Starts With |+ E
Available Agents Assigned Agents
Maldini,Pacla (paclomaldini) Add >

Richard.Jean (jeanrichard)

Smith.Stan (stansmith@abcdistributing.com)
Valdez.Gregorio (gregoriovaldezi@abedistibuting.com)
Wladic,Milan {milanvladic)

Wyoming.Madoline (madolinewyoming)

Remove <

Baldwin,Cheryl (cherylbaldwin)

Bueno.Mario (mariobuena)

Dumas.Marie (mariedumas@abcdistibuting.com)
Jones,Shirley (shirleyjones)

Lo JI i

Apply Delte | [ Cancel |

Figure 220 Group - Agent Threshold Profile Modify

1. Onthe Group — Call Center menu page, click Agent Threshold Profiles. The Group

— Agent Threshold Profiles page appears.

2. Click Edit on the row of the profile to edit. The Group — Agent Threshold Profile

Modify page appears.

To delete the profile, click Delete. The previous page appears.

é WARNING: The Delete operation is final and cannot be undone.

3. Modify profile information as required. For information about the settings that can
be configured for a profile, see section 7.2.1.4 Add Agent Threshold Profile.
4. Click Apply or OK. Apply saves your changes. OK saves your changes and

displays the previous page.

To exit without changing, click Cancel or select another page.
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7.2.2 AGENT UNAVAILABLE CODES (STANDARD AND PREMIUM CALL
CENTERS)

Agent unavailable codes can be used to better track agents’ unavailability. You may require
agents in your group who change their status to Unavailable to enter an unavailability that
explains the reason for their unavailability. You can also configure the feature to automatically
assign a predefined unavailable code to agents in specific situations, such as receiving a
personal call or activating the Do Not Disturb service.

Use the Group — Agent Unavailable Codes page to configure agent unavailable codes for your
group.

Note: If your group is part of an enterprise, your enterprise administrator
configures agent unavailable codes for all groups in the enterprise.

Cle ]

Help - Home
Welcome Brian Admin [Logout

Agent Unavailable Codes

Add, modify, or remove Agent Unavailable Codes for Call Centers and Route Points.

oKk | ey | add | cancel |

F Enable Agent Unavailable Codes

Default Code on Do Mot Disturb activation lm
Default Code on personal calls lm
Default Code on consecutive bounces lm
[~ Force use of Agent Unavailable Codes with Default Code: lﬁ

Active Code [4] Description Edit
28 01 Lunch Edit
28 02 Doggie Walk Edit
2l 03 Cleanup Edit
[Page 10f1]
ok | apply |  add | cancel |

Figure 221 Group - Agent Unavailable Codes (Premium Call Center)
7.2.2.1 Configure Agent Unavailable Codes Settings

Use the Group — Agent Unavailable Codes page to enable the use of agent unavailable codes for
your group and to configure unavailable codes defaults.

1. On the Group — Call Center menu page, click Agent Unavailable Codes. The
Group — Agent Unavailable Codes page appears.

2. Configure the settings as follows:

PARAMETER DESCRIPTION

Enable Agent Check or uncheck this option to enable or disable agent

Unavailable Codes unavailable codes. When disabled, agent unavailable codes
received from any client or device are ignored and no error is
generated.

Force use of Agent Check this option to force the use of agent unavailable codes;
Unavailable Codes then select a default code. A default code must be specified if
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PARAMETER DESCRIPTION

with Default Code Force use of Agent Unavailable Codes is checked. When this
option is enabled, this generic agent unavailable code is used
when a code is required but no code or an invalid code is
provided.

Default Code on Do  Select a code from the drop-down list. When this code is

Not Disturb activation configured, it is automatically assigned to agents when their ACD
state changes to “Unavailable” on activation of the Do Not Disturb
service. If no code is configured and Force use of Agent
Unavailable Codes is enabled, the generic default code set on this

page is used.
Default Code on Select a code from the drop-down list. When this code is
personal calls configured, it is automatically assigned to agents when they make
(Premium call or receive personal calls. If no code is specified and Force use of
centers) Agent Unavailable Codes is enabled, the generic default code set

on this page is used.

Default Code on Select a code from the drop-down list. When this code is

consecutive bounces configured, it is automatically assigned to agents when a
configurable number of consecutive calls delivered to them
bounce. If no code is specified and Force use of Agent
Unavailable Codes is enabled, the generic default code (set on
this page) is used.

Default code on not  Select a code from the drop-down list. When this code is

reachable configured, it is automatically assigned to agents when they
become unreachable. If no code is specified and Force use of
Agent Unavailable Codes is enabled, the generic default code (set
on this page) is used.

3. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without changing, click Cancel or select another page.
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7.2.2.2 View, Activate, or Deactivate Agent Unavailable Codes

Use the Group — Agent Unavailable Codes page to enable or disable selected Agent Unavailable
Codes.

Clearspan’ Help -Home
System = CallCenterTestin

Welcome Brian Admin [Logout
Options:

= Agent Unavailable Codes

Add, modify, or remove Agent Unavailable Codes for Call Centers and Route Points.

ok | apply | Add |  cancel |

Senices
Call Center
Utiliies

i~ Enable Agent Unavailable Codes

Default Code on Do Not Disturd activation: [None =]
Default Code on personal calls: m
Default Code on consecutive bounces: m

[ Force use of Agent Unavailable Codes withDefault Code:[Fone =]

Active Code[a] Description

Edit
= 01 Lunch Edit
o 02 Doggie Walk Edit
= 03 Cleanup Eait
[Page 10f1]
[Code =] [Starts witn =] | Eind  FindAll
ok | Ay | A | cancel |

Figure 222 Group - Agent Unavailable Codes

1. On the Group — Call Center menu page, click Agent Unavailable Codes. The
Group — Agent Unavailable Codes page appears.

2. To activate a code, check the Active box in the row for the code. To deactivate the
code, deselect the box.

3. To save your changes click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

7.2.2.3 Add Agent Unavailable Code

Use the Group — Agent Unavailable Codes Add page to create agent unavailable codes.

Clearspan’ Hap iome
System = CallCenterTestin

Welcome Brian Admin [Logou
Options:

— Agent Unavailable Codes Add
rofile

T Agent Unavailable Codes Add allows you to add a new Unavailable Code entry. Specify the code and description you would like for it

Senvices oK Cancel
» Call Center

Ulilities

[ Active
*Code: |99
Description: |Undeﬁned Break
OK Cancel

Figure 223 Group — Agent Unavailable Codes - Add

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.
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2. Click Agent Unavailable Codes. The Group — Agent Unavailable Codes page
appears.

3. Click Add. The Group — Agent Unavailable Codes Add page appears.

4. Enter the code name and description. The name must be unique in your group and
can be from one through ten characters.

5. To activate the code, check Active.

6. Click OK to save your changes or click Cancel to exit the page without saving.

7.2.2.4 Modify or Delete Agent Unavailable Code

Use the Group — Agent Unavailable Codes Modify page to edit or delete an agent unavailable
code.

=P "
Clearspan Hep - Home
System - CallCenterTestin Welcome Brian Admin [Logout

Lol Agent Unavailable Codes Modify

Profile

Agent Unavailable Codes Modify allows you to medify an existing Unavailable Code entry.

Services OK | Delete | cancel |
» Call Center
Utilites &
i | Active
Code: 01
Description |Lunch
oK | Deete || Cancal |

Figure 224 Group - Agent Unavailable Codes Modify

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Agent Unavailable Codes. The Group — Agent Unavailable Codes page
appears.

3. Onthe Group — Agent Unavailable Codes page, click Edit in the row for the code
you want to modify or delete. The Group — Agent Unavailable Codes Modify page
appears.

4. To delete the code, click Delete. The code is deleted and the previous page
appears.

é WARNING: The Delete operation is final and cannot be undone.

5. To modify the code, change information as required.

6. To save your changes, click OK. To exit without changing, click Cancel.
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7.2.3 CALL DISPOSITION CODES (PREMIUM CALL CENTERS)

Disposition codes are additional attributes that can be applied to inbound and outbound calls to
tag calls with comments, results, and so on. More than one disposition code can be assigned to
a call.

Disposition codes can be defined at the group level, in which case they apply to all Premium call
centers in the group, or at the call center level, in which case they apply only to the call center
where they are defined.

Use the Group — Call Disposition Codes page to configure group-level disposition codes.

Clearspan b - Home
System > Bulk Provisioning Welcome Brian Admin [Logout

Options:

Call Disposition Codes

Add or Modify Call Disposition Codes. Disposition Codes are attributes applied to a call to identify marketing promotions or other topics pertaining to a call

Profile

e
Senices oKk | aoy |  add | cancel
B Call Center
Utities Active Code[d] Description. Edit
2 001 Company Wide Code 1 Edit
Il 002 Company Wide Code 2 Edit
[Page 10f1]
Code * Starts With = | FEind FEind All
oK | meey |  add | cancel |

Figure 225 Group - Call Disposition Codes
7.2.3.1 View, Activate, or Deactivate Group-level Disposition Codes

Use the Group — Call Disposition Codes page to view and activate call disposition codes for your
group’s call centers.

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Disposition Codes. The Group — Call Disposition Codes page appears.

3. To activate a call disposition code, check the Active box in the row for the code. To
deactivate the code, deselect the box.

4. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

Clearspan | 320



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

7.2.3.2 Add Group-Level Disposition Code

Use the Group — Call Disposition Code Add page to add a group-level disposition code.

= ™
Clearspan
System > Bulk Provisionin Welcome Brian Admin [Logout
Options: - e
= Call Disposition Codes Add
rofi
o Call Disposition Codes Add allows you to add a new Disposition Code entry. Specify the code and description
o
B Call Center
Utilities
[ Acdlive
*Code: ||
Description |
oK Cancel

Figure 226 Group - Call Disposition Codes Add

On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

Click Disposition Codes. The Group — Call Disposition Codes page appears.
Click Add. The Group - Call Disposition Codes Add page appears.

Enter the code. The code has to be unique in your group and can be from one

through ten characters.
5. Enter the description of the disposition code.
6. To activate the disposition code you are creating, check Active.

7. To save your changes and return to the previous page, click OK.

To exit without saving, click Cancel or select another page.

7.2.3.3 Modify or Delete Disposition Code

Use the Code tab (default) on the Group — Call Disposition Codes Modify page
a group-level disposition code.

to modify or delete

Clearspan
System = Bulk Provisionin

Options:

Call Disposition Codes Modify

Profile
FEEe Call Disposition Codes Modify allows you to modify and delete an existing Disposition Code entry.
Sewices 0K | Delete | Cancel |
B Call Center
Utilities
[ | Active

Code: 001

Description: ICumpaﬂyW\dE Code 1

oK | Delete | cancel |

Help - Home

Welcome Brian Admin [Logout

Figure 227 Group - Call Disposition Codes Modify

321

Clearspan |



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Disposition Codes. The Group — Call Disposition Codes page appears.

3. Click Edit in the row for the disposition code you want to modify or delete. The
Group - Call Disposition Codes Add page appears.

4. To delete the code, click Delete. The code is deleted and the previous page
appears.

é WARNING: The Delete operation is final and cannot be undone.

5. To modify the code, change information as required. For information about the
parameters on this page, see section 7.2.3.2 Add Group-Level Disposition Code.

6. To save your changes and return to the previous page, click OK.

To exit without saving, click Cancel or select another page.
7.2.3.4 View Call Disposition Code Usage

Use the Usage tab on the Group — Call Disposition Code Modify page to view a disposition code
usage.

=N ~
Clearspan e e
System > Bulk Provisioning Welcome Brian Admin [Logout
Options: " age
”Ppma Call Disposition Codes Usage
5 I”‘_us Call Disposition Codes Usage allows you to see the list of call centers using the specified disposition code as default.
Semvices oK
B Call Center
Utiities Disposition Code:001
Group ID[4] L} Name Type Edit
Mo Entries Present
[Page 10f1)
fGroup D Starts With = | Find Eind All
OK

Figure 228 Group - Call Disposition Codes Modify

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Disposition Codes. The Group — Call Disposition Codes page appears.

3. Click Edit in the row for the disposition code you want to view. The Group - Call
Disposition Codes Modify page appears.

4. Click the Usage tab. The page displays the usage of the selected disposition code.

5. Click OK to display the previous page.
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7.2.4 ROUTING PRIORITY SETTINGS (ALL CALL CENTER SERVICES)

Use the Group — Call Center Routing Policies page to select the routing policy for your group call
centers and to prioritize the call centers in your group.

When you add a call center, it is automatically assigned the lowest priority. To change that,
assign it the priority you want.

When you delete a call center, the routing priorities of the remaining call centers may become
non-contiguous. To make them contiguous, refresh the list.

7.2.4.1 Set Routing Policy and Order Call Centers

Use the Group — Call Center Routing Policies page to select the routing policy for the call centers
in your group and to assign priorities to the call centers in the group.

roup Welcome Ruth Margolis [Logout
e Call Center Routing Policies

Select the Call Center rauting palicy and place the call centers in the group In prionty arder,

B Senices [ ok N[ ey || Cance |
Routing Policy: () Longest Wait Time (& Palicy Order
Call Center Hame Priority
Raception
Troubledesk 2

Figure 229 Group - Call Center Routing Policies

1. Onthe Group — Call Center menu page, click Routing Priority Settings. The Group
— Routing Priority Settings page appears.

2. Select the routing policy to apply when routing Call Center calls to agents from the
following:

- Longest Wait Time to first answer calls that have been waiting the longest

- Priority Order to answer all the calls in a higher priority queue before answering
any call in a lower priority queue
3. Place the call centers in order of priority. For each call center, enter its priority in
the Priority text box, where 1 is the highest priority, 2 is the second highest priority,
and so on. You can enter any whole or decimal number.

When you apply the changes, the call centers are renumbered from 1 to n, in the
relative order assigned by you and reordered accordingly. For example, if there
are two call centers: A and B, and you assign priority 7 to call center A and
priority 3.5 to call center B, the call center B will be listed first with priority 1 and
the call center A will be listed second with priority 2.
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4. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

zj Note: If call center priorities have become non-contiguous even though you
did not renumber them, for example, when a call center is deleted, clicking
Apply or OK on this page will assign contiguous priorities to the call centers,
while preserving their order of priority.

7.2.5 ASSIGN OR UNASSIGN AGENTS

Users in the same group or enterprise are available if they have been assigned an appropriate
Call Center service.

o Users with Call Center - Basic may be assigned to Basic call centers.
o Users with Call Center - Standard may be assigned to Basic or Standard call centers.

o Users with Call Center - Premium may be assigned to any call center.

Refer to section 5.2.8 Assign or Unassign User Services for more information on assigning
services to users.

4 Note: Un-assigning the Call Center (Basic, Standard, or Premium) service
from an agent automatically removes the agent from the Call Center(s) for
which they are no longer licensed.

Use the Call Center — Agents page to assign to or unassign users from the call center.

=1 _ -
(‘-’H ':”iﬂspan Help - Home
Group = Call Centers - DavesTestCC@cctesting aastra com Welcome Marsh Beverly Locout

Options:

Agents
Configure the list of agents that belong to this call center. Users are available if they have been assigned an appropriate Call Center feature. Users with Call

Center - Basic may be assigned to Basic call centers. Users with Call Center - Standard may be assigned to Basic or Standard call centers. Users with Cal
Calling Plans Center - Premium may be assigned ta any call center.

ok | #pply | cancel |

Enter search criteria below

B Profile
Routing Policies

- Starts With | + Search
Available Agents Assigned Agents
01Mylo.Katie (Testingl1@cctesting aastra.com) Add > 09Witch,Switch (T esting09@cctesting.aastra.com)
02JuJuGewel (Testingl2@cctesting.aastra.com) 11Salty.Pepper (Testing11@cctesting.aastra.com)
03Popcorn Poppy (Testingd3@cctesting.aastra.com) [ — 12Snappy.Ginger (Testing12@cctesting. aastra.com)
Add All =5
Remove All 4
Move Up | Move Down
ok | appy | cancel |

Figure 230 Call Center — Agents
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1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu appears.

3. Click Agents. The Call Center — Agents page appears.

4. To find desired users, enter search criteria in the fields provided and click Search.
For more information on defining search criteria, see the Clearspan Getting Started
Web Interface Administration Guide.

5. Inthe Available Agents column, select the users to be assigned as agents. You
can select some or all of the items in a column. Item names are listed in
alphabetical order. To select several items in sequential order, click the first name,
hold down the SHIFT key on the keyboard, and click the last name. To select
several items, but not in a particular order, click the names while holding down the
CTRL key on the keyboard.

6. To assign the selected users, click Add >. To unassign all users at once, click Add
All >>,

7. To unassign users, select users in the Assigned Agents column. Then, to unassign
the selected users, click Remove <; to assign all users (unselected) at once, click
Remove All >>

8. Click Apply to save your changes, or click OK to save your changes and return to
the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2.6 CONFIGURE CALL CENTER DISPOSITION CODES (PREMIUM CALL
CENTERS)

Use the Call Center — Call Disposition Codes page to configure call disposition codes for a
selected call center.

Note: From this page, you can view or use group-level disposition codes,
but you cannot modify them.

Clearspan |
325



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22
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B Add or Modify Call Disposition Codes. Disposition Codes are attributes applied to a call to identify marketing promotions or other topics pertaining to a call.
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Figure 231 Call Center — Call Disposition Codes
7.2.6.1 Add Disposition Code
Use the Call Center — Call Disposition Code Add page to add a call center disposition code.
Clearspan’ A
Group = Call Centers : 9763331040@cctesting.aastra.com Welcome Marsh Beverly [Logout
e Call Disposition Codes Add

1.

B Profile

T Call Disposition Codes Add allows you to add a new Disposition Code entry. Specify the code and description.

Cance
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*Code: |6

Description: |RoyaICamne|
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Figure 232 Call Center — Call Disposition Codes Add

On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

Click Edit on the row for the Call Center. The Call Center — Profile menu appears.
Click Disposition Codes. The Call Center — Call Disposition Codes page appears.
Click Add. The Call Center — Call Disposition Codes Add page appears.

Enter the code (one through 10 characters). This is a required field.

Enter the code description.

To activate the code, check the Active box.

To save your changes, click Apply or OK. Apply saves your changes. OK saves

your changes and returns to the previous page.

To exit without saving, click Cancel or select another page.
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7.2.6.2 Modify or Delete Disposition Code

Use the Call Center — Call Disposition Code Modify page to delete or modify a call center
disposition code.

Note: You can only modify or delete call center disposition codes from this

page.
Sl -
Clearspan Help -Home
Group >_Call Centers : DavesTesiCC@cctesting.aastra.com Welcome Marsh Beverly [Logout
Lo Call Disposition Codes Modify

B Profile
N Call Disposition Codes Modify allows you to modify and delete an existing Disposition Code entry.

OK | Delete | Cancel |

Call Center
Calling Plan

Utilities Description IPendmg|

[ Active
Code: 7

oK | Deete | cancel |

Figure 233 Call Center — Call Disposition Codes Modify

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Edit on the row for the call center. The Call Center — Profile menu appeatrs.

3. Click Disposition Codes. The Call Center — Call Disposition Codes page
appears.

4. Click Edit on the row for the disposition code you want. The Call Center — Call
Disposition Code Modify page appears.

5. To delete the disposition code, click Delete. The disposition code is deleted and
the previous page appears.

é WARNING: The Delete operation is final and cannot be undone.

6. To modify the code, change information as required. For a description of the fields
on this page, see section 7.2.3.2 Add Group-Level Disposition Code.

7. To save your changes, click OK.

To exit without changing, click Cancel or select another page.
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7.2.6.3 Activate or Deactivate Disposition Codes

Use the Call Center — Call Disposition Codes page to activate or deactivate call center disposition
codes.
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Figure 234 Call Center — Call Disposition Codes

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Disposition Codes. The Call Center — Call Disposition Codes page appears.

3. To activate a disposition code, check the Active box in the row for the code. To
deactivate a code, uncheck the box.

Note: You can only activate or deactivate call center disposition codes from
this page.

4. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and returns to the previous page.

Clearspan | 328



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

7.2.6.4 Configure Disposition Codes Defaults

Use the Call Center — Call Disposition Codes page to configure default disposition codes settings
for the selected call center.
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Figure 235 Call Center - Call Disposition Codes

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Disposition Codes. The Call Center — Call Disposition Codes page appears.

3. To enable the use of the disposition codes for the call center, check Enable Call
Disposition Codes.

4. To use the group and call center disposition codes, check Use group codes in
addition to call center code. To use only the call center disposition codes, uncheck
the box.

5. To force the use of disposition codes for the call center, check Force use of call
disposition codes with Default Code and select the default disposition code from
the drop-down list.

6. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and returns to the previous page.

To exit without saving, click Cancel or select another page.
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7.2.7 ASSIGN OR UNASSIGN SUPERVISORS (STANDARD AND PREMIUM
CALL CENTERS)

This procedure applies only to Standard and Premium Call Centers.

Use the Call Center — Supervisors page to assign or unassign the users who supervise agents in
this call center. A supervisor can be any member of the group or enterprise and can be assigned
to more than one call center. A supervisor then selects agents to supervise.

2 .
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Figure 236 Call Center — Supervisors

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears.

2. Click Edit on any item on the row for the call center. The Call Center — Profile
menu page appears.

3. Click Supervisors. The Call Center — Supervisors page appears.

4. Assign supervisors for the call center.

In the Available Supervisors column, select the supervisors to be assigned to the call center. You
can select some or all of the items in a column. Item names are listed in alphabetical order. To
select several items in sequential order, click the first name, hold down the SHIFT key on the
keyboard, and click the last name. To select several items, but not in a particular order, click the
names while holding down the CTRL key on the keyboard.

To assign the selected supervisors, click Add >. To assign all supervisors (unselected) at once,
click Add All >>,

5. To unassign supervisors, in the Assigned Supervisors column, select the
supervisors and click Remove <. To unassign all supervisors (unselected) at once,
click Remove All <<,
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6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel.
7.2.7.1 Assign Agents to Supervise (Standard and Premium Call Centers)

Use the Supervisors — Supervised Agents page to assign or unassign the agents to be
supervised by a supervisor.
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Figure 237 Call Center — Supervised Agents

1. On the Group - Services menu page, click Call Center. The Group — Call Center
page appears.

2. Tofind a desired call center, enter search criteria and click Search. For more
information on defining search criteria, see the Clearspan Getting Started Web
Interface Administration Guide.

3. Click Edit or any item on the row for the call center. The Call Center — Profile
menu page appears.

4. Click Supervisors. The Call Center — Supervisors page appears.
5. Click the Assign Agents tab. The Call Center — Supervised Agents page appears.

6. From the Supervisors drop-down list, select the supervisor to whom you want to
assign agents to supervise.

7. Assign agents to be supervised.

To assign all agents, click Add All >>.

- To assign the specific agents, in the Available Agents column, select the agents
and click Add >.
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To select several agents in sequential order, click the first name, hold down the
SHIFT key, and click the last name. To select several agents, but not in a

particular order, click the names while holding down the CTRL key.

8. Repeat steps 6 and 7 for other supervisors.

9. Save your changes. Click Apply or OK. Apply saves your changes. OK saves

your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous

page.

7.2.8 VIEW CALL CENTER STATUS AND STATISTICS (STANDARD AND

PREMIUM CALL CENTERS)

Use the Call Center — Call Center Status & Statistics page to view the status and statistics of
activity for this call center for today and yesterday and, as required, configure e-mail statistics

reporting.

The Call Center Status and Statistics page has three tabs:

e Statistics Report Settings — Use this tab to configure e-mail statistics report settings.

e Queue Status — Use this page to view the call center queue status

e Queue & Agent Statistics — Use this page to generate and view queue and agent

statistics.

Clicking on a tab other than the current tab saves your changes.

7.2.8.1 Configure Statistics Report Settings

Use the Call Center Status & Statistics — Statistics Report tab to view and configure the Call
Center statistics report settings. The lowest reporting granularity is determined by the value of

the statistics sampling period configured at the system level.

Clearspan’
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Routing Policies reporting

ok | apy | cancel |

Calling Plans

Start Date T2 (mmiddiyyy) Start Time: [ 12am = | : (00 »
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ok | sppy | cancel |

Help - Home

Group = Call Centers - standardiest@cctesting aastra com Welcome Marsh Beverly [Looout
opiot Call Center Status & Statistics

Call Center Status and Statistics allows you to view the status and statistics of this Call Center's activity and, as required, configure e-mail statistics

Figure 238 Call Center — Call Center Status & Statistics

1. On the Group — Services menu page, click Call Center. The Group — Call Center

page appears, listing call centers for the group.
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2. Click Edit or any item on the row for the Call Center. The Call Center — Profile
menu appears.

3. Click Status & Statistics. The Call Center — Call Center Status & Statistics page
appears. The Statistics Report Settings tab is displayed by default.

4. Configure statistics reporting:

- To enable or disable daily statistics reporting, select, or unselect Daily Report.
- Select the Reporting Period for the collection of statistics.

- Type one or two e-mail addresses to receive the daily statistics report via e-mail.
5. Save your changes. Click Apply, OK, or another tab. Apply saves your changes.
OK saves your changes and displays the previous page. Selecting another tab
saves your changes and displays the tab you selected.

To exit without saving, select another page or click Cancel to display the previous
page.

Note: Clicking another tab saves your changes, but clicking another page
ignores your changes.

7.2.8.2 View Call Center Queue Status

Use the Call Center Status & Statistics — Queue Status tab to view the call center queue status.

A ™
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0K

Figure 239 Call Center Status & Statistics — Queue Status Tab

1. On the Call Center Status & Statistics page, click the Queue Status tab. The Call
Center Status & Statistics — Queue Status page appears.

2. Click OK to return to the previous page.
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7.2.8.3 Generate and View Queue and Agent Statistics

Use the Call Center Status & Statistics — Queue and Agent Statistics tab to request the queue
and agent statistics for any given time period within the 48 hour-retention period.
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Routing Policies Call Center Status and Statistics allows you to view the status and statistics ofthis Call Center's activity and, as required, configure e-mail statistics

reporting

Calling Plans

ok | apy | concel |

i Display current-ime statistics

Start Date: [3/01/2012 Tl mmiganyyy) St Time: [12am =] - [o0 =]
End Date: [4/20/2012 & (mmvddivyy) End Time: |12am x| - [00 =

415112 11:00 AM - 41712 11:16 AM

Number of busy overflows:
Number of calls answered
Number of calls abandoned
Number of calls ransferred
Number of calls timed out

coooo

Average number of agents talking 00
Average number of agants staffed: 00
Average wait time: 00:00:00
Average abandonment time: 00:00:00

Number of calls handied
Number of calls unanswered
Average call time
Total talk time
‘ Total staffed time

Agent Statistics

ok | Aoy | cancal |

Figure 240 Call Center Status & Statistics — Queue & Agent Statistics Tab
1. On the Call Center Status & Statistics page, click the Queue & Agent Statistics tab.

2. Select Display current —time statistics to display statistics for the period ending at
the present time.

Enter the start date and time.

3
4. If you did not select Display current —time statistics, enter the end date and time.
5. Click Apply to view the statistics for the selected period.

6

View queue statistics, which provide the following information:

STATISTIC DESCRIPTION

Number of busy overflows  This is the number of calls that came in after the queue limit was
exceeded. Such calls are likely forwarded to voice mail.

Number of calls answered  This is the total number of calls answered handled by an agent.

Number of calls abandoned This is the total number of calls for which the caller has hung up or
selected to leave a message before an agent became available.

Number of calls transferred  This is the total number of calls that are transferred out of the Call
Center queue.

Typically, a call is transferred from a given Call Center queue to
another Call Center queue using a client application (for example,
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STATISTIC

DESCRIPTION

using the Clearspan Supervisor client).

Number of calls timed out

This is the total number of calls that remain unanswered and that are
forwarded out of the Call Center queue upon timeout.

Average wait time

This is the average amount of time that callers spend waiting for the
next available agent to answer the call.

Average abandonment time

This is the average time that callers spend waiting for an agent before
hanging up or selecting the option to leave a message.

Average number of agents
staffed

This is the average number of agents staffed during the period for this
Call Center instance.

An agent who has joined the Call Center campaign and who is not in
the sign-out state is considered as staffed.

Average number of agents
talking

This is the average number of agents who were in the talking state
during the period for this Call Center instance.

7. View statistics for individual agents, which are as follows:

STATISTIC

DESCRIPTION

Number of calls handled

This is the total number of calls that the agent has handled.

This statistic accounts for all Call Center calls that are released by the
agent during the specified period.

Average call time

This is the average time that an agent spends on calls from the Call
Center instance.

This statistic accounts for all Call Center calls that are released or
transferred by the agent during the specified period.

If the agent transfers a call (for example, to another queue), then the
call time only accounts for the time spent on the call by the agent
prior to the call transfer. In previous releases, the call time after the
call transfer would be allocated to both the redirecting agent and the
agent answering the call from the other queue. This behavior is
changed upon upgrade and is not available for activation.

Number of calls
unanswered

This is the total number of calls extended to the agent that are not
answered (for any reason other than because the agent is busy).

Notice that for a single call to a Call Center instance, an agent may
be rung multiple times as the call can be placed in the queue and
presented to the agent again. Therefore, this statistic may be
incremented more than once for a given call to the Call Center
instance.

Total Talk Time

The amount of time that the agent was busy handling calls for this
Call Center instance.

Total staffed time

The amount of time that the agent has joined the Call Center instance
and was not in the sign-out state.

8. Click OK or Cancel to return to the previous page.
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7.2.9 CUSTOMIZE CALL CENTER ANNOUNCEMENTS

Use the Call Center — Announcements page to customize the call center voice and video prompts
that are played to callers while they are waiting in queues.

The following prompts can be customized:

e Entrance Message

e Estimated Wait Message
e Comfort Message

e Music-On-Hold Message

e Whisper Message (Premium Call Center)

@ Notes: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add or Call Center Profile
page.

You can configure up to four files/URLs for each message. All four
announcements are chained and played back to the caller one after another.

If you select one or more defaults, these announcements or music sources are played:

MESSAGE SYSTEM ANNOUNCEMENT OR AUDIO SOURCE

Entrance message Your call is very important to us; please wait for the next
available agent, or press zero to leave a message.

Estimated wait message There are two possible default announcements for the
estimated wait message:

Your call should be answered in approximately <X>
minutes; please hold.

You are caller number <X> in the queue; please hold.

Periodic comfort message Your call is very important to us; please wait for the next
available agent.

Music/Video On Hold Audio source selected for the Music/Video On Hold service.
To enable Music/Video On Hold, see the Clearspan
Application Server Group Web Interface Administration
Guide — Part 1.

Call whisper message New call from queue.

7.2.9.1 Access Announcements Page

1. Onthe Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing call centers for the group.

2. Click Edit or any item on the row for the call center. The Call Center — Profile
menu page appears.
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3. Click Announcements. The Call Center — Announcements page appears.

4. To return to the previous page, click Cancel.

7.2.9.2 Customize the Entrance Message

Use the Announcements — Entrance Message page to customize the entrance message.

Clearspan

Group > Call Centers

3331040@cctesting aastra.com

Announcements

Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue.
oK Apply | Cancel |

Note: The urlsfiles for audiovideo will be played in the order they are listed

.
anoptns o nperssge

lessaging

{7 Piay entrance message

[” Entrance message is mandatory when played

Audio:

@ Default

C URL
gl
z|
el

4l

C Custom
File [

File2:[

File3:]

EEEL

Files:|

ok | Aoy | _ GCancel

Figure 241 Call Center — Announcements (Entrance Message)
1. Onthe Announcements page, click Entrance Message. The Call Center -
Announcements (Entrance Message) page appears.

2. To play the entrance message to callers, check Play entrance message.

3. To play the message to completion before transferring or re-ordering the call,
check Entrance message is mandatory when played.

4. Select the Audio or Video files to use in the message from the following:

- Default
- URL, and then enter up to four URL address in the provided text boxes.

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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7.2.9.3 Customize Estimated Wait Message

Use the Announcements — Estimated Wait Message page to customize the estimated wait
message.

Announcements

Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue

oo | o
Entrance Message Comfort Message Music On Hold Message Call Whisper Message

{" iEnable estimated wait message for queued calls
€ Announce queue position
* Play message for callers in queue position: [100 | or tower

= Play high volume message
unce wait time
* Play message for callers with awaittime of. [100 | minutes or lower

[ Play high volume message

* Default handling ime: [5 minu

oK Apply Cancel

Figure 242 Call Center - Announcements (Estimated Wait Message)

1. On the Announcements page, click Estimated Wait Message. The Call Center —-
Announcements (Estimated Wait Message) page appears.

2. To play the estimated wait message to callers, check Enable estimated wait
message for queued calls.

3. Select and configure the message option you want to use for this call center:

- To announce their position in the queue to callers, check Announce Queue
position and in the Play message for callers in queue position <X> or lower text
box, enter the maximum queue position to play this announcement to. The
number must be from one through 100.

m  To play the high volume message to callers whose position in the queue
is higher than the configured maximum, check Play high volume
message.

- To announce their approximate waiting time to callers, check the Announce wait
time and in the Play message for callers with wait time of <X> minutes or lower
text box, enter the maximum waiting time (in minutes) during which the message
can play. The number must be from one through 100.

m  To play the high volume message to callers whose estimated waiting

time is longer than the configured maximum, check Play high volume
message.

m In the Default handling time text box, enter the estimated handling time
per-call (in minutes) to use when calculating the waiting time.

@ Note: The estimated waiting time = ([position in queue * average call
handling time] / [number of agents available or wrap-up]). The default
handling time is used when the average call handling time is not available.

4. To save your changes, click Apply or OK. Apply saves your changes and OK
saves your changes and displays the previous page.
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5. To exit without saving, click Cancel or select another page.

7.2.9.4 Customize the Comfort Message

Use the Announcements — Comfort Message page to customize the comfort message.

Clearspan’

Group = Call Centers : 9763331040@cctesting.aastra.com

Options

Announcements
» Profile

Announcements allows you to customize the Call Centervoice prompts that are played to callers while waiting in queue

ok | appy | cancel |

Note: The unisfiles for audio/video will be played in the order they are listed

[ Play comfort message

Time Between Messages:|10 seconds

Audio:

© Defauit

{FURL
1:[http://1.2.3.4jvoice/msg23
2:[http://1.2.3.4/voice/msg24
3
4

© custom

File':

File2:

File3:

Filed:

ok |  appy | Cancel

Entrance Message Estimated Wait Message Music On Hold Message Call Whisper Message

Figure 243 Call Center - Announcements (Comfort Message)

1. On the Announcements page, click Comfort Message. The Call Center —
Announcements (Comfort Message) page appears.

2. To play the comfort message to callers, check Play comfort message.

3. Specify the time between comfort messages; in the Time Between Messages text

box, enter the time in seconds.

Note: The Time Between Messages option determines how frequently these

messages are played.

4. Specify the Audio or Video files to use in comfort messages, selecting from the

following:

- Default

- URL, and then enter up to four addresses in the provided text boxes

- Custom, and then select up to four custom files by clicking Browse next to each

entry and then finding and selecting the files

Click Clear next to an entry to clear the corresponding text box. This only clears

the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves

your changes and displays the previous page.
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7.2.9.5 Customize the Music On Hold Message

Use the Announcements — Music On Hold Message page to customize the Music On Hold

message.

1.

2.

Group > Call Centers : 9763331040@cctesting aastra.com

Options:
» Profile

Announcements

Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue.
0K I
Note: The urisfiles for audioivideo will be played in the order they are listed

Entrance Message Estimated Wait Message Comfort Message

Aoply | Cancel |

Client Applications

Messaging

’F’EHEME music or video on hold for queued calls
Audio:
 Default
C URL
il
2]
&l
4

© Custom

Filet:[

Browse... ﬂl
Browse... ﬁl
_ Browse | Clear|
_ Browse | Clear|

File2 [

File3: |

File:|

 External Source

oK | oty | cancel |

Figure 244 Call Center - Announcements (Music On Hold Message)

On the Announcements page, click Music On Hold Message. The Call Center —
Announcements (Music On Hold Message) page appears.

To play the Music On Hold message, check Enable music or video on hold for
queued calls.

Select the Audio or Video files to use in the Music On Hold messages from the
following:

- Default

- URL, and then enter up to four addresses in the provided text boxes

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files

Click Clear next to an entry to clear the corresponding text box. This
only clears the display and does not save changes.

External Source

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

For Basic and Standard call centers:

Note: You can play different messages to internal and external callers.
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Clearspan’

Group > Call Centers : Basic Test@cctesting.aastra.com

ptions:

Profile

Calling Plans

Announcements
Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue.
ooy || _Gareo
Note: The urisfiles for audio/video will be played in the order they are listed
Estimated Wait Message Comfort Message

{FIEnable music orvideo on hold for queued calls
Audio:
 Default
C URL
gl
2]
3
4l
€ custom

File [

File2 [

File3:|

File4|

" Exemal Source

[~ Use Altemate Source for Internal Calls
Internal Audio:
@ Default
C URL
al
2
el
4
€ Custom

File [

File2: |

File3:[

Filed:|

C Bxemal Source

Figure 245 Call Center — Announcements (Music On Hold) for Basic and Standard Call

4.

For all call centers:

Centers

To use a different message for internal calls, check Use Alternate Source for
Internal Calls.

Select the Internal Audio or Internal Video files to use in the Music On Hold
messages from the following:

Default

URL, and then enter up to four addresses in the provided text boxes

Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files

Click Clear next to an entry to clear the corresponding text box. This
only clears the display and does not save changes.

External Source

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

6. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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To exit without saving, select another page or click Cancel to display the previous
page.

7.2.9.6 Customize the Call Whisper Message (Premium Call Center)

Use the Announcements — Call Whisper Message page to customize the message played to
agents when offering them a call.

Clearspan’

Group = Call Centers : 9763331040@cctesting aastra com

Options: Announcements
P Profile

R Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue.

Ok | Aeob | _ canesl |

Note: The urisfiles for audio/video will be played in the erder they are listed

Estimated Wait Message Comfort Message Music On Hold Message

|7 [Play call whisper message
Audio:
@ Default
© URL
o
z[
3

4

C Custom
Filet:|

File2:|

File3:|

Filed:|

ok | appy | cancel

Figure 246 Call Center - Announcements (Call Whisper Message)

1. On the Announcements page, click Call Whisper Message. The Call Center —
Announcements (Call Whisper Message) page appears.

2. To play the whisper message, check Play call whisper message.

3. Select the Audio or Video files to use in the Music On Hold messages:

- Default
- URL, and then enter up to four addresses in the provided text boxes

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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7.2.10 CONFIGURE WEIGHTED CALL DISTRIBUTION

If you selected Weighted Call Distribution as Group Policy for your call center, the Weighted Call
Distribution menu item appears on the call center’s profile page.

You can assign a percentage value to each user in the hunt group. When a new call comes in,
the system is more or less likely to assign that call to a given user according to the values you set
on this page. Users already occupied with a call are not included in the random determination.

4 Note: The percentage values represent the statistical likelihood of each user
receiving the next incoming call. They are not exact guarantees or quotas.
Agents assigned a value of “0” may be presented with calls as a last resort if
all other non-zero agents are unavailable.

To make sure that an agent assigned to a call center does not receive calls,
the agent should either sign out or set their status to “unavailable”.

Use the Call Center — Weighted Call Distribution page to configure the Weighted Call Distribution
policy within your call center.

Help - Home

Group = Hunt Groups : ABChuntgroup@us.aastra.com Welcome Frisco Group [Logout)

JOptions: - - . .
.“P . Weighted Call Distribution
rofile
(e, 4 Call Configure assigned users’ weighted call distribution allocation. With weighted call distribution, any incoming calls to the Hunt Group are dispatched to the agents randomly
ML ie B according to specified percentage weight of each agent

ok | _ oy | caned |

Calling Plans

= Aaslra, Antonio (aaastra@us.aastra.com): [50 o
* Callaway, Cab (4693654170@1b20hg aastracom): [50 g

ok | oy | ceneat |

Figure 247 Call Center - Weighted Call Distribution

To configure weighted call distribution for the call center:
1. Onthe Group - Services menu page, click Call Center. The Group — Call Center
page appears.
2. Click Edit or any item on the row for the call center. The Call Center — Profile
menu page appears.

3. Click Weighted Call Distribution. The Call Center — Weighted Call Distribution
page appears. This link only appears if you have enabled the Weighted Call
Distribution policy on the profile page for this call center.

4. Assign a percentage value for each user in your call center using the input boxes
provided. The values must add up to exactly 100.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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7.2.11 CONFIGURE DISTINCTIVE RINGING

Use the Call Center — Distinctive Ringing page to configure the Call Center Ringing policies.

Help - Home
Group - Call Centers : DavesTestCC@cctesting.aastra.com Welcome Marsh Beverly [Logout
Options: T} - - o
e Distinctive Ringing
rofhle
Routing Policies Configure the call center distinctive ringing policies for calls routed to the agent.
Calling Plans 0K | Apply | Cancal |
;i:’Ename distinctive ringing for call center calls
Ring Pattern:| Normal =

Ring Pattern for forced delivered call center calls:| Normal -

ok | appy | cancel |

Figure 248 Call Center - Distinctive Ringing

1. On the Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing the call centers for the group.

2. Click Edit or any item on the row for the target call center. The Call Center —
Profile menu page appears.

3. Click Distinctive Ringing. The Call Center — Distinctive Ringing page appears.
4. To enable distinctive ringing, check Enable distinctive ringing for call center calls.

5. From the Ring Pattern drop-down list, select the ringing pattern for the call center.

In addition, for call center of type Premium:

6. From the Ringing Pattern for forced delivered call center calls drop-down list, select
the ringing pattern for the force-delivered calls.

For any call center:

7. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2.12 CONFIGURE DNIS (PREMIUM CALL CENTERS)

A call center can be assigned up to 63 different dialed number identification service (DNIS)
telephone numbers in addition to the call center primary number. The primary number is also
considered a call center DNIS number and referred to as primary DNIS.

Using DNIS numbers allows prioritizing call center calls so that more important calls are
distributed to agents first. To prioritize calls, you assign priorities to the different DNIS numbers
associated with the call center. When a call comes in on a given DNIS number, it is assigned the
priority associated with the number. To prevent lower-priority calls from being stranded, you can
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configure calls to be promoted to a higher priority after waiting in queue a specified amount of
time.

Various DNIS settings are configurable at the queue level or per DNIS.

The following figure shows the Call Center DNIS page where you can view and manage the call
center DNIS numbers.

= -
Clearspan Help - tome
Group = Call Centers : DavesTestCC@cctesting.aastra.com Welcome Marsh Beverly [Logout)
Options:
Call Center DNIS

» Profile

Routing Policies Configure the call center DNIS to distribute calls to agents

Calling Plans OK I Apply | Add Cancel |

DNIS Display settings:
l_ Display DNIS Mumber to agent when presenting call instead of Calling Number

[~ Display DNIS Mame to agent when presenting call instead of Calling Name

DNIS Priority settings
=2 Automatically promote calls with Priority 1 to Priority 0 after waiting IS‘DD seconds
~ Automatically promaote calls with Priority 2 to Priority 1 after waiting I9DU seconds
W Automatically promaote calls with Priority 3 to Priority 2 after waiting IQDD seconds

Name [4] Phone Number E i Priority Edit
Dave's Call Center(Primary) 0 - Highest Edit
ok |  appy |  add | cancel |

Figure 249 Call Center — Call Center DNIS

The call center DNIS numbers, including the call center primary number, are listed at the bottom
of the page along with the following information:

COLUMN LABEL DESCRIPTION

Name The name given to the DNIS number and displayed to agents when
presenting calls. The primary number is denoted by “(Primary)” next to
its name.

Phone Number The DNIS telephone number

Extension The DNIS extension

Priority The priority assigned to the DNIS number and associated with calls

received on that number. It is used to prioritize call center calls. The
priority is a number between 0 and 3, with O representing the highest and
3 the lowest priority.

You can also customize announcements for each DNIS.

Use the following administrative procedures to manage the call center DNIS numbers:

e Access Call Center DNIS Page
e Configure Call Center-level DNIS Settings
e AddDNIS
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e Configure DNIS Announcements

e Modify or Delete DNIS

7.2.12.1 Access Call Center DNIS Page

Use the DNIS link on the Call Center — Profile menu page to access the call center DNIS page.

1. Onthe Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing call centers for the group.

2. Click Edit or any item on the row for the call center. The Call Center — Profile
menu page appears.

3. From the Advanced menu, select DNIS. The Call Center — Call Center DNIS page
appears.

4. To return to the previous page, click Cancel.

7.2.12.2 Configure Call Center-level DNIS Settings

Use the Call Center — Call Center DNIS page to configure the call center-level DNIS settings.

all== "

Clea rspan Help - Home
Group > Call Centers : DavesTestCC@cctesting aastra com Welcome Marsh Beverly [Logout]
e Call Center DNIS
B Profile

B Configure the call center DNIS to distribute calls to agents.

Calling Plans ok | sy | Add Cancel

DHNIS Display settings:
l_ Display DNIS Number to agent when presenting call instead of Calling Mumber

[~ Display DNIS Name to agent when presenting call instead of Calling Name

DNIS Priority settings
¥ Automatically promote calls with Priority 1 to Priority 0 after waiting |300 seconds
=2 Automatically promote calls with Priority 2 to Priority 1 after waiting 900 seconds

¥ Automatically promote calls with Priority 3 to Priority 2 after waiting |300 seconds

Name [4] Phone Number E i Priority Edit
Dave's Call Center(Primary) 0 - Highest Edit
ok | aepy | Add | cancel |

Figure 250 Call Center — Call Center DNIS Settings

On the Call Center DNIS page of the selected call center:
1. Configure DNIS display settings:

- Check Display DNIS Number to agent when presenting call instead of Calling
Number to display the DNIS number of the DNIS, which received the call to
agent instead of the calling number.

- Check Display DNIS Name to agent when presenting call instead of Calling
Name to display to the agent the name of the DNIS on which the call was
received instead of the calling name.

2. To prevent calls from being stranded in the queue, configure DNIS Priority settings:
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- Check Automatically promote calls with priority 1 to priority O after waiting <X1>
seconds, and enter the number of seconds after which to promote calls.

- Check Automatically promote calls with priority 2 to priority 1 after waiting <X2>
seconds, and enter the number of seconds after which to promote calls

- Check Automatically promote calls with priority 3 to priority 2 after waiting <X3>
seconds, and enter the number of seconds after which to promote calls

Note: To promote high-priority calls faster than low-priority calls, set X1 <
X2 < X3.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2.12.3 Add DNIS

Use the Call Center — Add DNIS page to assign a DNIS number to the call center and to
configure its settings.

Note: The call center phone number, which is also a primary DNIS, is not
configured on this page. To configure the phone number for the call center,
use the Call Center — Addresses page.

= ™

Clearspan et - tome
Group = Call Centers - DavesTestCC@cciesting aastra.com Welcome Marsh Beverly [Logout
[Options: Add DNIS

® Profile
Routing Policies Add a Call Center DNIS.

Calling Plans Cancel
: Entrance Message Estimated Wait Message Comfort Message Music On Hold Message ‘Call Whisper Message

* DNIS Name: [1040

Phane Number: lm
Extension

Priority: | 0 - Highest =

Calling Line ID: |1D40-(

[~ Use custom Calling Line name settings

Calling Line ID Last Name I

Calling Line ID First Name I
[~ Use custom DNIS announcement settings

I~ Allow outgoing call center call

ok | cancel |

Figure 251 Call Center — Add DNIS (Configure DNIS Tab)

1. On the Call Center — Call Center DNIS page of the selected call center, click Add.
The Call Center — Add DNIS page appears.

2. Enter the name by which you want to identify the DNIS, such as “Reception” or
“Help Desk”.

3. From the list of available numbers, select the DNIS phone number.
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@ Note: If number activation is enabled, the activation status of the selected
phone number is displayed to the right of the number.

4. Enter the DNIS extension. Extensions can vary in length within the limits
configured for your group.

5. From the drop-down list, select the DNIS priority.
6. Enter the DNIS calling line ID.

7. To use custom calling line name:

- Check Use custom Calling Line name settings

- Enter the Calling Line ID Last Name and Calling Line ID First Name
8. To use custom messages for the DNIS number, check Use custom DNIS
announcement settings.

Note: For information on configuring DNIS custom messages, see section
7.2.12.4 Configure DNIS Announcements.

9. To allow agents to use the DNIS number to make calls, check Allow outgoing call
center call.

10. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2.12.4 Configure DNIS Announcements

Use the Call Center — DNIS Announcements page to customize the call center voice and video
prompts that are played to callers while they are waiting in queue.

The following prompts can be customized:

e Entrance Message

o Estimated Wait Message
e Comfort Message

e Music On Hold Message

e Whisper Message (Premium Call Center)

2 e e o |
Notes: The video configuration controls are not shown when the video

capability has been disabled on the Call Center Add or Call Center Profile

pages.

You can configure up to four files/URLs for each message. All four

announcements are chained and played back to the caller one after another.
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7.2.12.4.1 Configure DNIS Entrance Message

Use the DNIS Announcements — Entrance Message page to configure the entrance message for

the selected DNIS.

1.

2.
3.

5.
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DNIS Announcements
> Profile

allows you to cusis

Routing Policies nr mize the Call Center voice prompts that are played to callers while waiting in queue.
Calling Plans ’TI

apply | Cancel |

Note: The urlsfiles for audio/video will be played in the order they are listed
Configure DNIS : Estimated Wait Message Comfort Message Music On Hold Message Call Whisper Message

DNIS Name : 1040
Use custom DNIS announcement settings - false

E_IZ;P\ay entrance message

[~ Entrance message is mandatory when played

Audio:

@ Default

© URL
o
2
Ed|
|

© custom
File:

File2:

Filed:

Filed:

ok | meey | cancel |

Figure 252 Call Center — DNIS Announcements (Entrance Message)

On the Call Center — Add DNIS, Call Center — Modify DNIS, or Call Center — DNIS
Announcements page, click Entrance Message.

To play the entrance message, check Play entrance message.

To play the entrance message to completion, when started, check Entrance
message is mandatory when played.

Select the Audio or Video files to be played to callers from the following:

- Default
- URL, and then enter up to four addresses in the provided text boxes

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files

Click Clear next to an entry to clear the corresponding text box. This only clears

the display and does not save changes.

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.
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To exit without saving, select another page or click Cancel to display the previous
page.

7.2.12.4.2 Configure DNIS Estimated Wait Message

Use the DNIS Announcements — Estimated Wait Message page to configure the estimated wait
message for the selected DNIS.

=l "
Clearspan el -Home
Group > Call Centers : DavesTestCC@cctesting aastra.com Welcome Marsh Beverly [Logout

Options:
» Profile

DNIS Announcements

Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue

Routing Policies

Calling Plans ok | Aoy | cancel |

Configure DNIS Entrance Message _ Comfort Message Music On Hold Message Call Whisper Message

DNIS Name: 040
Use custom DNIS announcement settings:false

El_lEnab\e estimated wait message for queued calls
 Announce queue position
* Play message for callers in queue pasition: W or lower
I+ Play highvolume message
@ Announce waittime
* Play message for callers with a wait time of. | 100 minutes or lower.
[+ Play high volume message

* Default handling time: |5 minutes per call

ok | Ay | cancel |

Figure 253 Call Center — DNIS Announcements (Estimated Wait Message)

1. On the Call Center — Add DNIS, Call Center — Modify DNIS, or Call Center — DNIS
Announcements page, click Estimated Wait Message.

2. To play the estimated wait message to callers, check Enable estimated wait
message for queued calls.

3. Select and configure the message option you want to use for this DNIS:

- To announce their position in the queue to callers, check Announce Queue
position and in the Play message for callers in queue position <X> or lower text
box, enter the maximum queue position to play this announcement to. The
number must be from one through 100.

To play the high volume message to callers whose position in the queue is higher
than the configured maximum, check Play high volume message.

- To announce their approximate waiting time to callers, check the Announce wait
time and in the Play message for callers with wait time of <X> minutes or lower
text box, enter the maximum waiting time (in minutes) during which the message
can play. The number must be from one through 100.

- To play the high volume message to callers whose estimated waiting time is
longer than the configured maximum, check Play high volume message.

- Inthe Default handling time text box, enter the estimated handling time per-call
(in minutes) to use when calculating the waiting time.
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Note: The estimated waiting time = ([position in queue * average call
handling time] / [number of agents available or wrap-up]). The default
handling time is used when the average call handling time is not available.

4. To save your changes, click Apply or OK. Apply saves your changes and OK
saves your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

7.2.12.4.3 Configure DNIS Comfort Message

Use the DNIS Announcements — Comfort Message page to configure the comfort message for
the selected DNIS.

=i w
Clearspan e tiome
Group > Call Centers : DavesTesICC@cclesting aastra.com Welcome Marsh Beverly [Logout

Options:

DNIS Announcements
B Profile

Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue.

Routin licies

Calling Plans ok | Apply | cancal |

Note: The uris/files for audio/video will bé played in the order they are listed
Configure DNIS | Entrance Message | Estimated wait Message : Music On Hold Message | call Whisper Message

DNIS Name : 040
Use custom DNIS announcement seffings : false

{7 iPlay comfort message

Time Between Messages[10 | seconds

Audio:

© Default

© URL
il
2]
3]
4l

© Custom

File1:

File2:

File3:

Filed: |

ok | apply | cancel |

Figure 254 Call Center — DNIS Announcements (Comfort Message)

1. On the Call Center — Add DNIS, Call Center — Modify DNIS, or Call Center — DNIS
Announcements page, click Comfort Message.

2. To play the comfort message, check Play comfort message.

3. Inthe Time Between Messages <X> seconds box, enter the amount of time in
seconds required to elapse before replaying the message.

4. Select the Audio or Video files to be played to callers from the following:

- Default
- URL, and then enter up to four addresses in the provided text boxes

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files

Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.
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Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

5. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous

page.

7.2.12.4.4 Configure DNIS Music On Hold Message

Use the DNIS Announcements — Music On Hold Message page to configure the Music On Hold

message for the selected DNIS.

=T -
Clearspan Help - Home
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Welcome Marsh Beverly [Logout

Options:
B Profile
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Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue
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Calling Plans
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DNIS Name - 040
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Audio:
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1
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2|

© Custom

File -

File2: [
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© External Source
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Figure 255 Call Center — DNIS Announcements (Music On Hold Message)

1. On the Call Center — Add DNIS, Call Center — Modify DNIS, or Call Center — DNIS
Announcements page, click the Music On Hold Message tab.

2. To play Music/Video On Hold for queued calls, check Enable music or video on
hold for queued calls.

3. Select the Audio or Video files to be played to callers from the following:

- Default
- URL, and then enter up to four addresses in the provided text boxes

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
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Click Clear next to an entry to clear the corresponding text box. This
only clears the display and does not save changes.

- External Source

Note: The video configuration controls are not shown when the video
capability has been disabled on the Call Center Add and Profile pages.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2.12.4.5 Configure DNIS Call Whisper Message

Use the DNIS Announcements — Call Whisper Message page to configure the DNIS call whisper

message played to the agent when offering a call.
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Figure 256 Call Center — DNIS Announcements (Call Whisper Message)

1. On the Call Center — Add DNIS, Call Center — Modify DNIS, or Call Center — DNIS
Announcements page, click the Call Whisper Message tab.

2. To play the call whisper message when offering calls to agents, check Play call
whisper message.

3. Select the Audio or Video files to be played to callers from the following:

- Default
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- URL, and then enter up to four addresses in the provided text boxes

- Custom, and then select up to four custom files by clicking Browse next to each
entry and then finding and selecting the files
Click Clear next to an entry to clear the corresponding text box. This only clears
the display and does not save changes.

z/ Notes: The whisper message typically includes information about the DNIS
number on which the call was received.
The video configuration controls are not shown when the video capability
has been disabled on the Call Center Add and Profile pages.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.

7.2.12.5 Modify or Delete DNIS

Use the Call Center — Modify DNIS page to modify DNIS number settings.

s .

Clearspan D
Group = Call Centers : DavesTestCC@cctesting aastra.com Welcome Marsh Beverly [Logout)
optone: Modify DNIS

» Profile
Routing Policies Modify a Call Center DNIS

Calling Plans 0K |  Aeply | Delete | cancel |

Estimated Wait Message | Comfort Message | Music On Hold Message | Call Whisper Message

View Agent Usage (Also saves current screen data)

* DNIS Name: [p40

Phone Number: | None =
Extension

Priority: |0 - Highest =
Calling Line ID: [1040

[~ Use custom Calling Line name settings

Calling Line ID Last Name: [

Calling Line ID First Name |
I~ Use custom DNIS announcement settings

™ Allow outgoing call center call

ok | apoy | Delete |  Cancel |

Figure 257 Call Center — Modify DNIS (Configure DNIS Tab)

Note: You cannot change the name, phone number, or extension of a
primary DNIS, as illustrated in the following figure. The name of the primary
DNIS is the call center name.
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Figure 258 Call Center —Delete DNIS (Configure DNIS Tab) for Primary DNIS

To modify a DNIS:

1. On the Call Center DNIS page for the selected call center, click any item in the row
for the DNIS you want to modify. The Call Center — Modify DNIS page appears.

2. To delete the DNIS, click Delete. The DNIS is deleted and the Call Center DNIS
page appears.

Note: You cannot delete the primary DNIS.
A DNIS cannot be deleted if an agent has configured the DNIS as the

agent’s number for outgoing calls. If you try to delete such a DNIS, you get
an error message.

WARNING: The delete action cannot be undone. Once Delete has been clicked,

the DNIS is permanently disassociated from the call center and all the
associated settings are lost.

3. To modify the DNIS settings, enter or modify information as required. For
information about the different fields, see section 7.2.12.3 Add DNIS.

4. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous
page.
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7.2.13 CONFIGURE QUEUE STATUS NOTIFICATION (PREMIUM CALL
CENTER)

A call center monitoring and synchronization mechanism on Clearspan allows agents to get
notified of the status of the call center queues they are staffing, that is, of the queues they are
assigned to and joined, and to modify call handling appropriately.

Use the Call Center — Queue Status Notification page, to configure queue status notification
settings for the selected call center.

Cllas -
Clearspan e - ome
Group = Call Centers : 9763331040@cclesting.aastra.com Welcome Marsh Beverly [Logout

Queue Status Notification

Configure status sent to agent devices and control the thresholds for high volume notifications
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Calling Plans ']7 Enable notification of queue status to agent devices

Client Applications
Messaging High volume notification thresholds:
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™ Longest waiting time: [1200 | seconds

ok | sy | Cancel |

Figure 259 Call Center - Queue Status Notification

1. Onthe Group — Services menu page, click Call Center. The Group — Call Center
page appears, listing call centers for the group.

2. Click Edit or any item in the row for the target call center. The Call Center — Profile
page appears.

3. Click Queue Status Notification. The Call Center — Queue Status Notification
page appears.

4. Check Enable notification of queue status to agent devices to enable notification of
agents of the call center status.

5. For High volume notification thresholds, set call thresholds that trigger the sending
of notification to agents.

- To set a threshold on the number of calls in queue, check Number of calls in
gueue and enter the number.

- To set a threshold on the longest waiting time, check Longest waiting time and
enter the time in seconds.

6. To save your changes, click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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7.3 REPORTING (STANDARD AND PREMIUM CALL CENTERS)

This section describes the tasks performed to configure and manage Call Center Reporting. It
applies only to service provider groups.

Note: If your group is part of an enterprise, your enterprise administrator
configures these settings.

Links to the following pages from the Call Center menu page are included in this section:

o External Reporting Settings
¢ Report Branding
¢ Report Templates

e Scheduled Reports

7.3.1 EXTERNAL REPORTING SETTINGS

Use this menu item on the Group — Call Center menu page to configure external reporting
settings for your group.

External reporting settings allow you to specify whether to store Call Center statistics in a
centralized database and whether reporting is enabled for the call centers in your group.

7.3.1.1 Configure External Reporting Settings

Use the Group — Call Center External Reporting Settings page to enable or disable external
reporting for your group.

Grou Welcome Ruth Margolis [Logout]

|Options:

Call Center External Reporting Settings

Configure Call Center External Reporting settings for the group.

L ok N Aoy N Cance |

External Reporting: O off

® Enhanced

[ ok Jo[ 2oy J[ cancel |

Figure 260 Group - Call Center External Reporting Settings

1. On the Group — Call Center menu page, click External Reporting Settings. The
Group — Call Center External Reporting Settings page appears.

2. For External Reporting select one of the following options:

- Select Enhanced to store reporting data in a centralized database and enable
Call Center reporting.
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- Select Off to disable Call Center reporting and collect statistics on the local
server.

3. Save your changes. Click Apply or OK. Apply saves your changes. OK saves
your changes and displays the previous page.

To exit without saving, click Cancel to display the previous page.

7.3.2 REPORT BRANDING

Use this menu item on the Group — Call Center menu page to personalize report branding for
your group. You can customize the header and footer of the reports.

To use custom branding, define a custom branding file and store it in a location you can access
while performing the procedure in this section.

The branding template is an XSL-FO document that defines the contents of headers and footers
through the use of specific XML tags. The XSL-FO file can be created using the Oracle Business
Intelligence Publisher Add-in for Microsoft Word in the same way that the style templates are
created. The same header and footer must be defined for all pages of the report. For more
information, see the Clearspan Call Center Reports Customization Guide and Clearspan Call
Center Solution Guide.

7.3.2.1 Customize Report Branding

Use the Group - Report Branding page to customize Call Center report branding for your group.

Group Welcome Cheryl Baldwin [Logout

Options:

Report Branding

Configure the group-level Call Center Enhanced Reporting branding seftings.

| ok || ey || Cencel |
O system
@ Custom
Branding File:
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Figure 261 Group - Report Branding

1. On the Group - Call Center menu page, click Report Branding. The Group — Report
Branding page appears.

2. To use system-level branding, check System. Or to define custom branding for
your group, check Custom and click Browse to find and upload a custom branding
file.

3. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, click Cancel to display the previous page.
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7.3.3 REPORT TEMPLATES

Use this menu item on the Group — Call Center menu page to manage custom report templates
for your group. Clearspan provides canned report templates, but also allows administrators to
define additional templates. When generating reports, you can use templates made available by
the system administrator. In addition, you can define custom templates that satisfy particular
needs of your organization.

This section provides the following procedures for managing custom report templates for your
group:

e List Report Templates

¢ Add Report Template

¢ Modify, Delete, Enable, or Disable Report Template

e View Report Template Usage

7.3.3.1 List Report Templates

Use the Group — Report Templates page to list report templates created for your group.

Group Welcome Ruth Margolis [Logout]

i Report Templates

Add and manage Call Center report templates.

[ ok || Ad [ Cancel

Report Template Name [4] Type Enabled Edit

» Call Center callCentersStatistics Call Center v Edit
. | [Page10f1]

Report Template Name |4 Starts With |+ Find Find All
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Figure 262 Group - Report Templates

1. On the Group — Call Center menu page, click Report Templates. The Group —
Report Templates page appears listing group-level templates. The template type
specifies whether the template is used to generate agent or call center reports.

2. Click OK to return to the previous page.

Clearspan |
359



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

7.3.3.2 Add Report Template

You use the Group — Report Template Add page to create a custom report template for your
group.

Before you add a report template, you need to:

¢ Identify data requirements for the reports and select the appropriate data template.
The data template determines whether the report template is an agent or call center
report template, a real-time or historical report template, and whether it is an interval-
based report template or not.

e Design a style template you want to use for the reports generated using this
template. The style template is an XSL-FO document designed using the Oracle
Business Intelligence Publisher Add-in for Microsoft Word. For more information, see
the Clearspan Call Center Reports Customization Guide.

Group Welcome Ruth Margolis [Logout

otions: Report Template Add

Create a new report template

* Name:
Description:
Data Template: v
* Style Template:

Enable for Report Generation
Report Type: Call Center
Interval Scope: @ Real Time O Historical
r Filtering Variables
Filter Number:

Value 1:
Value 2:
Value 3:
Value 4:

Value 5:

r Input Parameters
Required:
List of Call Centers/DNIS
Sampling Period
Optional:
Senice Level Performance Parameter. &) Required O Hidden| 1 &

Senvice Level Objective Performance Parameter: &) Required () Hidden

Abandoned Call Performance Parameter: &) Required O Hidden| 1

Figure 263 Group — Report Template Add

1. On the Group — Call Center menu page, click Report Templates. The Group —
Report Templates page appears.

2. Click Add. The Group — Report Template Add page appears.

3. Provide a name and description for the template (up to 80 characters each).
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4. From the Data Template drop-down list, select the data template to use for this
report template.

Note: Once the template is created, the data template selection cannot be
modified.

5. Upload the style template. Click the Browse button to the right of Style Template
and then select the style template to upload.

6. To make the template available for report generation, check Enable for Report
Generation.

7. If you selected a data template of type Agent, specify who can use the template in
addition to administrators. For Scope, select:

- Supervisors only to allow only supervisors to use the template.

- Supervisors and Agents to allow call center supervisors and agents to use the
template.

8. For Interval scope, specify whether the template will be used for real-time or
historical reports. This option can only be set if the selected data template is a
real-time data template. Otherwise, the report template is defined as historical and
the scope cannot be changed.

9. Provide the filtering variables, if applicable. For Filtering Variables, enter the filter
number and the required values. The filtering variables further refine the set of
data used for report generation. The number and type of filtering variables
depends on the data template selected.

- Filter Number is an index that references a specific filter for the selected data
template.

- Value 1 up to Value 5 are the filtering values used in the selected filter during
report generation and depend on the filter you select.

Note: Currently, all filters require only zero or one value to be provided.
Values “2” through “4” are designed to allow future changes.

10. Specify which optional parameters to include in the report. In the Input Parameters
section, do the following for each optional parameter:

- Check Required to include the parameter in the report. When a parameter is set
to Required, a value must be supplied when generating a report.

- Check Hidden to ignore the parameter.
11. Click OK. OK saves your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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7.3.3.3 Modify, Delete, Enable, or Disable Report Template

You use the Group — Report Template Modify page to modify, delete, enable, or disable a custom
report template.

Group Welcome Ruth Margolis [Logout]
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Figure 264 Group - Report Template Modify

1. On the Group — Call Center menu page, click Report Templates. The Group -
Report Templates page appears.

2. Click Edit in the row for the template you want to modify or delete. The Group -
Report Template Modify page appears.

3. Moadify information as required. See section 7.3.3.2 Add Report Template for
information about the options available on this page.

4. Click OK or Apply. Apply saves your changes. OK saves your changes and
displays the previous page.
5. To exit without saving, click Cancel to display the previous page.

7.3.3.4 View Report Template Usage

Use the Usage tab on the Group — Report Template Modify page to view the reports scheduled
using a selected report template. The page lists all the scheduled reports that are using the
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template. The Edit link navigates you to the Call Center — Scheduled Report Modify page of the
selected report.

Group Welcome Ruth Margolis [Logouy
il Report Template Modify
; Modify or delete an existing report template

Report Template: callCentersStatistics
B Call Center

Schedule Name [4] Created By Status. Edit
Mo Entries Present
[Page10f1]

L
S

Eind All

Schedule Name |54 Starts With |+

Figure 265 Group - Report Template Modify (Usage Tab)

1. On the Group — Call Center menu page, click Report Templates. The Group -
Report Templates page appears.

2. Click Edit in the row for the template for which you want to view usage. The Group
— Report Template Modify page appears.

3. Click the Usage tab. A list of reports scheduled using this template appears.
4. To access a specific report, click Edit in the row for the report.

5. Click OK to return to the previous page.
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7.3.4 SCHEDULED REPORTS

You use this item on the Group — Call Center menu page to schedule reports and to view, delete,
or modify scheduled reports for your group.

The Call Center Reporting feature allows you to schedule reports about the call centers and
agents in your group. Reports can be scheduled to run only once or to run periodically according
to the specified schedule.

A scheduled report is called active when is has occurrences scheduled to run in the future. When
all occurrences of the report have run, the report is called completed. Completed reports are
deleted after a time period configured by the system administrator. You can view both active and
completed reports, as long as they are not deleted. You can also reschedule a completed report
to make it active again.

Reports are generated at the specified time and sent to the e-mail address indicated in the
scheduled report request.

7.3.4.1 View Scheduled Reports

You use the Group — Scheduled Reports page to view a list of scheduled reports created within
your group. This includes scheduled reports created at the group and individual user (supervisor
or agent) level.

The Active tab (default) displays the reports that still have occurrences scheduled to run in the
future. The Completed tab displays the reports for which all occurrences have run.

Group Welcome Ruth Margolis [Logout

pouons: Scheduled Reports

Display, add, modify or remove Call Center Scheduled Reports in the group

[ ok J[ A ][ cance
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Mo Enftries Present

[Page 10f1]

[ ok J[ Ad ][ cece |

Figure 266 Group - Scheduled Reports

1. On the Group — Call Center menu page, click Scheduled Reports. The Group —
Scheduled Reports page appears, listing active reports.

2. To view the completed reports, click the Completed tab.

3. Click OK to return to the previous page.
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7.3.4.2 Schedule Reports

You use the Group — Scheduled Report Add page to schedule a report.

The options available on this page depend on the report template you choose, the type of report:
Agent or Call Center, and the recurrence pattern you choose for the report.

365

Group

Profile
Resources

Welcome Ruth Margolis [Logout

Scheduled Report Add

Add a Call Center Scheduled Report in the group.

Services
Service Scripts

AcctiAuth Codes

Call Center
Calling Plan

Meet-Me Conferencing

Utilities

OK Cancel

’Name'| |

Descnpliun.| |

Report Template Name: |Abandoned Call Report (System) [3|

r Scheduling Details
Report Time:

Time Zone | (GMT-04:00) (Canada) Eastern Time [3|

*Schedule Date I:l El(mm,‘ddfm'y) *Schedule Time -

Recurrence Pattern:

~ Report Details
Selection: & By Call Center By DNIS

Sampling Period:| 15-Min ﬂ

Time Zone:| (GMT-04:00) (Canada) Eastemn Time L§|
Date Format & mm/ddfyyyy O dd-mm-yyyy

Time Format & AMPW O 24 Hour
Report Timeframe:

N T T T
cendDate| | Climmiayyy  CEndTme[  [AM v

File Format & ppF O XLS

r Call Center Selection
[ Include All Call Centers

|CaIICem.erName g‘ ‘Stans With lg| |

[ Seach |

=)

r Performance Parameters

*Include Service Level (Seconds): l:l

*Include Abandoned Cal\(sacnnd&)" ”

r Destinations for Report Generation
*E-mail Address: ‘ |

Additional E-mail addresses" ”

Figure 267 Group - Scheduled Report Add
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1. On the Group — Call Center menu page, click Scheduled Reports. The Group —
Scheduled Reports page appears.

2. Click Add. The Group - Scheduled Report Add page appears.
3. Provide a name and description for the report (up to 80 characters each).

4. Select areport template. From the Report Template Name drop-down list, select
the report template to use for this report.

Scheduling Details:
5. Specify the recurrence pattern of the report. From the Recurs drop-down list,
select one of the following options:
- Never to make it a one-time report.

- Daily and specify the start date and the time to run the report and the frequency
of occurrence in days between one through 999.

Recurrence Pattern:
Recurs: Daily  »

Every: |2 day(s)

Figure 268 Scheduled Report Add - Daily Recurrence Pattern

- Weekly and specify the start date, the time to generate the report, the frequency
of occurrence in weeks (between one through 999), and the day or days of the
week on which the report should run.

Recurrence Pattern:

Recurs: |0 v

Every:|1 week(s) on: [] Sunday [] Monday [] Tuesday []Wednesday [] Thursday [ Friday [] Saturday

Figure 269 Scheduled Report Add — Weekly Recurrence Pattern

- Monthly and specify the start date, the time to run the report, the frequency of
occurrence in months (between one through 999), and the day and the day for
the recurrence of the report from the following options:

= To schedule the report on a specific day of the month, for example the
27th, check Day <X> of the month and enter the day between one
through 31. If you select 29, 30, or 31, the occurrence will fall on the last
day of the month for months that are shorter than 29, 30, or 31 days
respectively.

= To schedule the report on a specific day of the week within the month,
for example the second Monday of the month, check The <Xth> <Day-of-
Week> of the month, and select Xth and Day-of-Week from the drop-
down lists.
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Recurrence Pattern:
Recurs: m v
Every:|1 maenth(s) on &) Day| of the maonth
(O The| First * | | Sunday ¥ |ofthe month

Figure 270 Scheduled Report Add — Monthly Recurrence Pattern

- Yearly and specify the start date, the time to run the report, the frequency of
occurrence in years, for example every 2 years, and the day for the recurrence of
the report from the following options:

= To schedule the report on a specific day of the year, check Day <X> of
<Month>, enter the day, and select the month. For example, if you
select April, you can enter a day between one through 30, and if you
select February, you can enter a day between one through 29.

» To schedule the report on a specific day of the week and month, for
example the first Sunday of January, check The <Xth> <Day-of-Week>
of <Month> and select Xth, Day-of-Week, and Month from the drop-down
lists.

Recurrence Pattern:
Recurs:| Yearly |+

Every:|1 year(s) on ) Day of | January v

@ The First | | Sunday v | of v

Figure 271 Scheduled Report Add - Yearly Recurrence Pattern

6. Specify when the report should run. In the Report Time section, provide the
following information:

- From the Time Zone drop-down list, select a time zone.

- For a non-recurrent report, specify the actual date and time to generate the
report.

- For arecurrent report, specify when the report should be generated for the first
time. The subsequent times are determined by the recurrence pattern and
range.

7. For recurring reports, specify when the report generation should end. In the
Recurrence Range section, select one of the following options:

- Never to run the report continuously.

- After <X> occurrences to end the report generation after X occurrences and
enter the number of occurrences between one through 999.

- Date to end the report generation on a specific date and enter a date in the
MM/DD/YYYY format.
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Recurrence Range:

Start Date:
End: () Mever
O After OCCUMences
O Date H (mm/ddhyyyy)

Figure 272 Scheduled Report Add - Recurrence Range

Report Details:

8. For a call center report, specify whether the report data should be grouped by call
center or by DNIS.

9. Select the sampling period. The sampling period is only applicable to interval-
based report templates. It can be one of the following: every quarter hour, every
half hour, hourly, daily, weekly, or monthly.

10. Select the report time zone from the drop-down list.

11. Select the date and time format. The selected format is used for all dates that
appear in the generated report.

12. Specify the report time frame, that is, the period for which you are requesting the
report. The report time frame always has a beginning date and time and an end
date and time.

- For a non-recurrent report, specify the actual dates and times.

- For arecurring report, select the time frame relative to the report generation time,
for example, the previous month, previous five days, and so on; at the time of
report generation, the time frame is converted to absolute dates and times.

13. For a weekly sampling period, select the day of the week when the sampling
should start. This is only applicable for interval-based report templates.

14. Select the file format of the report, which can be either XLS or PDF.

Agent/Call Center Selection:

15. Depending on the report type, select either agents or call centers to include in the
report.

- Torun the report for all agents/call centers in your group, check the Include All
Agents or Include All Call Centers box.

Note: If you check this box you cannot select agents/call centers
individually.

- Toinclude specific agents/call centers, use the search function to display
available agents/call centers, select agents/call centers in the Available
Agents/Call Centers column, and click Add >. Or to select all agents/call
centers, click Add All >>.

Note: An explicit list of agents/call centers cannot have more than 100
elements.
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- To exclude some agents/call centers from the report, select the agents to remove
in the Selected Agents/Call Centers for the report column and click Remove. Or
to remove all selected agents, click Remove All.

Note: Agents deleted from a call center can be included in the report. They
are identified by a “*” next to their name.

Performance Parameters:
16. Enter or select a value/option for each required performance parameter.

The number and type of parameters depends on the selected report template.
Some reports do not have any performance parameters.

Destinations for Report Generation:

17. In the E-Mail Address text box, enter the e-mail address to send the report to. The
e-mail address must be from three through 80 characters in user@domain format.
It can contain only one @ symbol, letters, digits, and the following characters: !, #,
$,%, & * +-/,= _,{}L]~ ", . 2 " orsingle quotes.

18. In the Additional E-Mail addresses text box, enter up to eight additional e-mail
addresses where to send the report.

19. Click OK. OK saves your changes and displays the previous page.

To exit without saving, click Cancel or select another page.
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7.3.4.3 Modify or Delete Scheduled Report
You use the Group — Scheduled Report Modify page to modify or delete a scheduled report.
You can modify both active and completed reports.

Completed reports are removed from the system after a time period configured by the system
administrator. However, as long as a report exists in the system, it can be modified and
rescheduled to run in the future. In such a case, the status of the report changes to active.

Group Welcome Ruth Margolis [Logout
e Scheduled Report Modify
rofile

Iadify or delete a Call Center Scheduled Reportin the group

Resources
I oK ] l Apply ] [ Delete ] [ Cancel
Tip
AcctiAuth Codes
B Call Center *Mame: |AbandonedCalls
Calling Plan ez

onferencing

Utilities Report Template Name

[ Scheduling Details

Report Time:
Time Zone:| (GMT-04:00) (Canada) Eastern Time |
* Bchedule Date:|06/23/2012 E[nm].\jd.‘-ﬂ'-'-- * Bchedule Time:| 3:00 AM v

JJJJJ

Recurrence Pattern:
Recurs:| Never v

 Report Details
Selection: & By Call Center O By DNIS
Sampling Period:| 15-Min
Time Zone:| (GMT-04:00) (Canada) Eastern Time v
Date Format: & mmiddiyyyy
Time Format: & AMPM O 24 Hour
Report Timeframe:
* Start Date T (mmiddiyyyy)  * Start Time AN v

YY)

*End Date: T3l mmiddiyyyy) " End Time: AM v
File Format: &) PDF O ¥LS

Figure 273 Group - Scheduled Report Modify (Top of Page)

1. On the Group — Call Centers page, click Scheduled Reports. The Group -
Scheduled Reports page appears.

2. Click Edit in the row for the report to modify. The Group — Scheduled Report
Modify page appears.

3. To delete a scheduled report, click Delete. The report is deleted and the previous
page appears.

é WARNING: This operation is final and cannot be undone.

4. To modify a report, change information as required. For information about the
settings available on this page, See section 7.3.4.2 Schedule Reports for
information about the settings available on this page.
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5. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, click Cancel or select another page.
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8 CONFIGURE MEET-ME CONFERENCING

The Meet-Me Conferencing service allows you to create conference bridges and designate
conference hosts who can then create and manage conferences.

This chapter contains sections that correspond to items on the Group — Meet-Me Conferencing
menu page.

Group > ABCDistributing Welcome Ruth Margolis [Logout

Qoflons: Meet-Me Conferencing

Basic

Meet-Me Conference Ports

Configure the number of Meet-lle Conference Ports
Meet-Me Conference Bridges

Create and manage Meet-he Conference Bridges

® Meet-Me Conferencing

Figure 274 Group - Meet-Me Conferencing Menu

The Group — Meet-Me Conferencing menu contains these items:

¢ Meet-Me Conference Ports

e Meet-Me Conference Bridges
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8.1 ACCESS MEET-ME CONFERENCING MENU

Use the Group — Meet-Me Conferencing menu page to view Meet-Me Conferencing ports
assigned to your group and to configure and manage Meet-Me Conferencing bridges for your

group.

On your Home page, in the Options list, click Meet-Me Conferencing. The Group — Meet-Me
Conferencing menu page appears.

8.2 MEET-ME CONFERENCE PORTS

Use this item on the Group — Meet-Me Conferencing menu page to list the conference ports for
your group.

8.2.1 LIST CONFERENCE PORTS

The Group — Meet-Me Conference Ports page displays the number of conference ports allocated
to your group.

Group Welcome Ruth Margolis [Logout]

Meet-Me Conference Ports

Displays the number of Meet-Me conference ports available for your group

|Options:

Profile

» Resources

Allocated Ports To This Group: 300

Figure 275 Group — Conference Ports

1. On the Group — Meet-Me Conferencing menu page, click Meet-Me Conference
Ports. The Group — Meet-Me Conference Ports page appears.

2. Note the number allocated to your group. This is the total number of ports that you
can allocate to Meet-Me conference bridges in your group.

3. Todisplay the previous page, click OK.
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8.3 MEET-ME CONFERENCE BRIDGES

You use the Group — Meet-Me Conference Bridges page to access pages used to manage Meet-
Me conference bridges for your group.

A Meet-Me conference bridge is a virtual user and shares some configuration tasks that are
performed for all users, such as assigning services and configuring the Outgoing Calling Plan.
These tasks are described in the appropriate subsection in section 5 Configure Users.

Meet-Me conference bridges share personal service configuration tasks with users, that is, tasks
that regular users perform themselves, such as enabling or disabling forwarding of calls. For
information on how to perform those tasks, see the Clearspan Application Server User Web
Interface Administration Guide.

Meet-Me conference bridges also share some administrative tasks with other virtual users.
These tasks are described in section 6.2 Configure Shared Tasks.

This section describes how to perform the following specific administrative procedures to manage
Meet-Me conference bridges:

e Add Meet-Me Conference Bridge

¢ Modify or Delete Meet-Me Conference Bridge
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8.3.1 ADD MEET-ME CONFERENCE BRIDGE

Use the Group — Meet-Me Conference Bridge Add page, to create a Meet-Me conference bridge
for your group.

Group Welcome Ruth Margolis [Logout
Options: -
i Meet-Me Conference Bridge Add

Create a new Meet-le conference bridge.

* Conference Bridge ID @ | vx86sanity.mtl broadsoftcam v
Calling Plan = Name:
B Meet.Me Conferencing
Utilities * Calling Line ID Last Mame: * Calling Line ID First Name:

Calling Line 1D Phane Number:
Department: | None Language: | English A
Time Zone: | (GMT-04:00) (Canada) Eastern Time ||  MNetwork Class of Senvice: | None (v
Security Pin Length: |6 |digits
Operator Phone Number / SIP-URI:

Iaximum Ports Available For This

Bridge E

* Allecated Ports To This Bridae:
Allow Individual Outdial
Play Warning Prompt 10 |% | minutes before

the conference end

Maximum Conference Duration| 3 ™ | hours

O

00 | minutes

Maximum Scheduled Conference

Duration: | 23 ¥ nours| 45 ¥ |minutes

Enter search criteria below
User D v Starts With » E

Available Users Conference Hosts

Remove <

Figure 276 Group — Meet-Me Conference Bridge Add

1. On the Group — Meet-Me Conferencing menu page, click Meet-Me Conference
Bridges. The Group — Meet-Me Conference Bridges page appears.

2. Click Add. The Group — Meet-Me Conference Bridge Add page appears.

3. Type or select information for the bridge. Following is a table of the input boxes
and the data required for each. Required data is indicated with an asterisk (*).

INPUT BOX ALLOWED VALUES DESCRIPTION

NAME

Conference  Up to 161 characters in user@domain A unique identifier of the conference
Bridge ID*  format. The user part must be from 6 bridge.

through 80 characters and can only
contain letters, digits, single quotes,
periods, semicolons, or the following
symbols: #,$,%, & +,-,/,=2,|, _~ ",
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INPUT BOX ALLOWED VALUES DESCRIPTION
NAME
N
The drop-down box lists the domains
available for your group.
Name 1 to 30 characters. The display name of the conference
bridge.
Calling Line 1 to 30 characters. Cannot contain % and + The last name to use for the calling line
ID Last Name symbols, backslashes, double quotes, or identity.
extended ASCII characters.
Calling Line 1 to 30 characters. Cannot contain % and + The first name to use for the calling line
ID First Name symbols, backslashes, double quotes, or identity.
extended ASCII characters.
Calling Line 1 to 20 digits (or 3 to 22 digits including the  The phone number to use for the calling
ID Phone leading + sign in E.164 format). Spaces and line identity.
Number dashes are allowed and do not count toward -
NOTE 1: This input box only appears
the length of the phone number. when the CLID policy in effect for the
virtual subscriber is to use a configurable
CLID.
NOTE 2: Upon saving, the CLID phone
number is stored either as entered or
after being normalized to E.164 format.
The format is decided by the system
administrator and specified below the text
box.
Department  The drop-down list displays all departments The department that owns the bridge.
in your group, and if your group is part of an Assigning a conference bridge to a
enterprise, all departments created at the department allows department
enterprise level by your enterprise administrators to modify the bridge.
administrator.
Language The drop-down box lists all languages Language in which service
configured for your system. announcements and treatments are
played.
Time Zone The drop-down box lists time zones from The time zone of the bridge.
which to choose.
Network The drop-down box lists network classes of The network class of service to assign to
Class of service assigned to your group. this conference bridge, which determines
Service how outgoing and transferred calls are
processed.
Network classes of service are defined by
the system administrator. You can use
the classes assigned to your group.
Security PIN 410 12 The length of the security PIN that the
Length participants must provide to join the
conference.
Operator A phone number can be 2 to 30 digits (3 The phone number or SIP URI where
Phone calls to the operator during a conference
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INPUT BOX ALLOWED VALUES DESCRIPTION
NAME
Number / to 22 digits including the leading plus sign are transferred.
SIP-URI in E.164 format). Spaces and dashes are
allowed but are not included in the
number.
A SIP-URI must be in the user@domain
format. The user part can be 1 to 80
characters and can contain a leading +,
letters, digits, and the following characters:
I, ~,* (,), dash, underscore, period, or
single quotes. The domain part can be
either a domain name or an IP address.
Maximum Not applicable. This is a read-only field. A read-only field that specifies the
Ports maximum number of ports that can be
Available For allocated to this bridge.
This Bridge
Allocated 2 to Maximum Ports Available For This The number or ports available on this

Ports To This
Bridge

Bridge.

bridge. It cannot exceed the Maximum
Ports Available For This Bridge.

Allow This is a check box. Checking this option allows out-dialing to
Individual individual participants for conferences
Outdial defined on this bridge.
Maximum 00:15 to 23:45 The maximum allowed duration for
Conference conferences created on this bridge.
Duration NOTE: When this parameter is later
modified, it cannot be changed to a value
that is lower than the length of any
existing conference on this bridge.
Maximum 00:15 to 23:45 The maximum allowed duration of
Scheduled scheduled conferences defined on this
Conference bridge. It cannot be set to a value that is
Duration greater than the Maximum Conference
Duration.
NOTE: When this parameter is later
modified, it cannot be changed to a value
that is lower than the length of any
existing scheduled conference on this
bridge.
Play Warning 1to 15 When this option is defined, a warning
Prompt <X> announcement is played <X> minutes
minutes before the scheduled end of the
before the conference to make participants aware
conference that the conference will be forcefully
end. terminated by the system. However the

conference can be forcefully terminated
only if the maximum conference duration
is set. If Maximum Conference Duration
is set and a warning announcement is not
enabled then it's automatically enabled
and set to 10 minutes.
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4. Use the search function to display users who can be assigned as conference
hosts.

5. Assign users as hosts on this bridge. In the Available Users column, select the
names you want and click Add. Or to assign all available users, click Add All.

6. To remove some of the assigned hosts, select users in the Conference Hosts
column and click Remove. Or to remove all assigned hosts, click Remove All.

7. Click OK. OK saves your changes and displays the previous page.

To exit without saving, click Cancel or select another page.

8.3.2 MODIFY OR DELETE MEET-ME CONFERENCE BRIDGE

Use the Meet-Me Conference Bridge — Meet-Me Conference Bridge Profile page to modify a
Meet-Me conference bridge profile information or to delete a bridge.

Group =Meet-le Conference Bridges - hrbridge Welcome Ruth Margolis [Logout
i”‘:“r‘l Meet-Me Conference Bridge Profile
rofile
- IMadify the selected Meet-Me conference bridge
Calling Plans
Utilities [ OK l [ Apply ] [ Delete ] [ Caneel ]

Conference Bridae ID: hrbridge Chanage User ID (Also saves current screen data)
*MName: |HR Bridge

* Calling Ling ID Last Name: | Bridge * Calling Ling 1D First Name: |HR
Department: | Human Resources % Language: | English b
Time Zone: | (GMT-04:00) (Canada) Eastern Time % |  Network Class of Service: | DefauliNCOS
Security Fin Length: | 6~ gigits
Operator Phone Number / SIP-URL:

Maximum Ports Available For This Unlimited
ridge:

Allocated Ports To This Bridge: O Unlimited

@ Limited To: |8
Allow Individual Qutdial

Play Warning Prompt 10 % | minutes before
the conference end

Maximum Cenference Duration | 3 | hours

O
00 ¥ | minutes
Maximum Echeduled Conference

Duration: 23 ™ hours| 45 ¥ minutes

Enter search criteria below

User ID R Starts With + :]
Available Users Conference Hosts
Wyoming.Madoline (madolinewyoming) Add > Baldwin,Cheryl (cherylbaldwin)
Bueno,Mario {mariobueno)
Add All »>

ok | [ ey | [ Delmte | [ Coneal

Figure 277 Meet-Me Conference Bridge — Meet-Me Conference Bridge Profile
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1. Onthe Meet-Me Conference Bridge — Profile menu page, click Profile. The Meet Me
Conference Bridge — Meet Me Conference Bridge Profile page appears.

2. To delete the bridge, click Delete. The previous page appears.

3. To change the bridge ID, click Change User ID. On the Meet-Me Conference
Bridge — Change User ID page that appears; enter the new conference bridge ID,
select the domain from the drop-down list, and then click OK.

4. To modify the profile information for the bridge, type or select new information.
See section 8.3.1 Add Meet-Me Conference Bridge for information about the
editable fields on this page.

5. Click Apply or OK. Apply saves your changes. OK saves your changes and
displays the previous page.

To exit without saving, click Cancel or select another page.
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9 LOUDSPEAKER PAGING

The Loudspeaker Paging service enables group members to access an intercom paging system
by dialing a group extension. The paging system is configured in Clearspan as a user and
connected to the access gateway using a standard analog interface. A user who wants to access
the paging loudspeaker dials the paging system extension number and is connected to the
paging loudspeaker system. By assigning the Selective Call Acceptance service to the paging
system user, Clearspan allows only assigned users access to the paging system. Users allowed
to access the paging system are added to the Selective Call Acceptance list of the paging
system.

The access gateway is set up with one port reserved for the paging system and the others
assigned to the users. The paging system consists of a telephone access module, a paging
amplifier, and the loudspeaker system. The telephone access module is the interface component
from the telephone system to the paging system. The telephone-paging amplifier amplifies the
signal delivered to the loudspeaker system. Paging system equipment is available from Bogen
Communications, Inc. Following is a list of the equipment:

e Telephone Access Module Model (TAM-B)
e Telephone Paging Amplifier (TPU-35B, TPU-60B, or TPU-100B)

9.1 ADD LOUDSPEAKER PAGING AS USER

For information on the procedures referred to in the following steps, see section.

1. Add a new user account representing the loudspeaker.

2. Onthe Users — Addresses page for the new user, specify a phone number and
extension for the loudspeaker account.

3. Select an identity/device profile for the new user that represents an IAD/Gateway
device, and specify a port number.

4. Assign these services to the new user:

- Selective Call Acceptance

- Call Management

E’ Note: For Selective Call Acceptance, type the description and select the
days and times that the calling criteria are valid. In the Specific phone
numbers boxes, add the national phone number of the users allowed to
access the paging system.

5. Configure Incoming Calling Plan for paging user to accept calls only from within the
group. For more information, see section 5.6.2 Configure Incoming Calling Plan.

6. Configure the Outgoing Calling Plan so that calls cannot originate from the paging
phone number (no checked call type check boxes). For more information, see
section 5.6.3 Configure Outgoing Calling Plan.
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10ACRONYMS AND ABBREVIATIONS

This section lists the acronyms and abbreviations found in Clearspan documents, web interfaces,
and online help. The acronyms and abbreviations are listed in alphabetical order along with their

meanings.
3DES Triple Digital Encryption Standard
3PCC Third Party Call Control
AA Auto Attendant
AAA Authentication, Authorization, and Accounting
AAC Account/Authorization Code
AAL ATM Adaptation Layer
AAST Average Answer Setup Time
ABNF Augmented Backus-Naur Format
AC Active Calls
AC Alarm Count
AC Attendant Console
ACA Accounting Answer
ACB Automatic Callback
ACC Agent Call Control
ACC Advanced Call Control
ACD Automatic Call Distribution
ACI Alternate Call Indicator
ACL Access Control List
ACM Audio Compression Manager
ACR Accounting Request
ACR Anonymous Call Rejection
ACS Advanced Communications Server
ACST Average Call Setup Time
Admin Administrator

381
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AES Advanced Encryption Standard

AGA Admin Group Add

AGD Admin Group Delete

AH Authentication Header

AHR Automatic Hold Retrieve

AHTBCL Average Hold Time Before Call Loss
ALaw ITU Standard for Analog to Digital Audio Data Conversion
ALG Application Layer Gateway

ALI DB Automatic Location Identification Database
AMR Adaptive Multi-Rate

AMS Access Mediation Server

ANAB Average Number of Agents Busy

ANALO Average Number of Agents Logged Off
ANI Automatic Number Identification

ANSI American National Standards Institute
AOR Address Of Record

AORT Average OCI Response Time

AP Application Patch

API Application Programming Interface

APN Application Processing Node

APPN Advanced Peer-to-Peer Networking

ARP Address Resolution Protocol

ARPA Advanced Research Projects Agency
ARPU Average Revenue Per Unit

ART Answer Response Time

AS Application Server

ASA Admin Service Provider Add

ASCII American Standard Code for Information Interchange
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ASD Admin Service Provider Delete

ASN Abstract Syntax Notation

ASN.1 Abstract Syntax Notation 1

ASR Application Server Redundancy

ASR Application Server Registration

ASR Automated Speech Recognition
ASRQD Average SIP Redirection Queue Delay
ATA analog telephone adapters

ATABC Amount of Time Agent Busy With Call
ATALO Amount of Time Each Agent Logged Off
ATALOI Amount of Time Each Agent Logged On and Idle
ATASC Average Time Agents Spends on Call
ATM Asynchronous Transfer Mode

ATQ Average Time in Queue

AUA Admin User Add

AUCX Audit Connection

AUD Admin User Delete

AUEP Audit Endpoint

AVP Attribute Value Pair

B2BUA Back-to-Back User Agent

CA Clearspan Anywhere

BCCT Clearspan Common Communication Transport
BCL Basic Call Log

BCO Busy Camp-On

BE Back End Server

BER Basic Encoding Rules

BHCA Busy Hour Call Attempts

BLF Busy Lamp Field
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BNF Backus-Naur Format

BPS Bits Per Second

BRI Basic Rate Interface

BS Billing System

BSAM Basic Sequential Access Method

BW Clearspan

BWAMS Clearspan Assistant—Mobile Service

BWCCA Clearspan Call Center Agent

BWCCS Clearspan Call Center Supervisor

CA Certification Authority

CAC Carrier Access Code

CALA Central America/Latin America (Spanish)

CALEA Communication Assistance for the Law Enforcement Act
CALLP Call a Prototyped Procedure or Program

CAMA Centralized Automatic Message Accounting

CAP Client Application Protocol

CAP-C Client Application Protocol-Client

CAP-S- Client Application Protocol-Server-Call Center
CallCenter

CAS Conferencing Application Server or Channel Associated Signaling
CBC Cipher Block Chaining

CBF Communication Barring-Fixed

CB-UC Communication Barring User-Control

CcC Country Code

CCA Call Center Agent

CCA Call Center Agent License

CCA Credit Control Answer

CC-APDU Call Content Delivery - Application Protocol Data Unit
CCBS Completion of Communications to Busy Subscriber
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CcccC Call Content Channels

CCC Client Call Control

CCCF Call Continuity Control Function

CCF Charging Collection Function (used for off-line charging)
CCFH Credit-Control-Failure-Handling

CCLID CC Link Identifier

CCLink Call Content Link

CCM Call Capacity Management

CCNR Completion of Communications by No Reply
CCR Call Center Reporting

CCR Credit Control Request

CCRS Call Center Reporting Server

CCs Call Center Supervisor

CCs Call Center Supervisor License

CCSR Call Center Supervisor Reporting License
CCXML Call Control eXtensible Markup Language
CD Compact Disc

CDC Call Data Channel

CDF Charging Data Function

CDMA Code Division Multiple Access

CDP Charge Determination Point

CDR Call Detail Record

CDR Charging Data Record

CD-ROM Compact Disc Read-Only Memory

CDS Call Detail Server

CERN Conseil Européen pour la Recherche Nucléaire
CF Collection Function

CFA Call Forwarding Always
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CFA Charging Function Addresses

CFB Call Forwarding Busy

CFGNA Call Forwarding Group No Answer
CFNA Call Forwarding No Answer

CFNR Call Forwarding Not Reachable
CFNRc Call Forwarding Not Reachable
CFNRY Call Forward No Reply (No Answer)
CFSs Call Forwarding Selective

CFW Control Channel Framework

CGF Charging Gateway Function

CGl Common Gateway Interface

CGP Charge Generation Point

CiC Carrier Identification Code

CID Communication Identifier (related to Lawful Intercept Interface)
CID Calling Number Identification

CiDB Calling Line ID Blocking

CIF Common Intermediate Format

CJK Chinese, Japanese, and Korean
Class Custom Local Area Signaling Service
CLEC Competitive Local Exchange Carrier
CLI Command Line Interface

CLID Calling Line ID

CLIR Calling Line ID Delivery Blocking
CLNP Connectionless Network Protocol
CM Call Manager

CMI/IAC Call Manager/Attendant Console
CMA Congestion Management Applied
CMAS or Client Management Access Server (NOT Application Server)
CM-AS
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CwmI Client Management Interface

CMPS or Client Management Profile Server

CM-PS

CMR Congestion Management Requested
CMR Codec Mode Request

CMS Conferencing Media Server

CMS Concurrent Mark Sweep (which is a phase of the Java Garbage collector)
CNAM Caller ID with NAMe

COLP Connected Line Identification Presentation
COLR Connected Line Identification Restriction
COM Component Object Model

CORBA Common Object Request Broker Architecture
COS Class of Service

coT Customer Originated Trace

CP Call Pickup

CPCF Content Provider Charging Function
CPCS Common Part Convergence Sub-Layer
CPE Customer Premises Equipment

CPE CommPilot Express

CPL Call Processing Language

CPR Call Park Retrieve

CPS Calls Per Second

CPU Central Processing Unit

CR Call Rate

CRC Cyclic Redundancy Check

CRCX Create Connection

CRM Customer Relationship Management

CRN Contingency Routing Number

CSs Conferencing Server
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Cs Circuit Switched

CS-AS Conferencing Server—Application Server

CSCF Call Session Control Function

CSEL Carrier Selection

CSl Client Service Interface

CSMA/CD Carrier Sense Multiple Access with Collision Detection

CS-MGW Circuit-Switched Media GateWay

CS-MS Conferencing Server—Media Server

CSR Certificate Signing Request

CSS Cascading Style Sheets

CSTA Computer Supported Telecommunications Applications

Csv Comma Separated Value

CT Call Transfer

CT Call Type

CTI Computer Telephony Integration

cw Call Waiting

cwcC City-Wide Center

CcwcC City-Wide Centrex

CWT Call Waiting Tone

DB Database

DBA Doing Business As

dBm The power ratio in decibel (dB) of the measured power referenced to one
milliwatt (mW).

Dbmo The level of a signal as specified in dBmO, is the level of that signal (in dBm)

as measured at the reference point of the network.

DBMS Database Management System
DCE Data Circuit Terminating Equipment
DCE Distributed Computing Environment
DCE Data Communications Equipment
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DDE Dialed Digit Extraction

DDFH Direct-Debiting-Failure-Handling
DDNS Dynamic Domain Name System
DEN Directory-Enabled Networking
DES Data Encryption Standard

DFN Diameter Front Node

DFS Distributed File Service

DGC Distributed Group Calls

DHCP Dynamic Host Configuration Protocol
DID Direct Inward Dialing

DiffServ Differentiated Services

DLC Data Link Control

DLCI Data Link Connection Identifier
DLCX Delete Connection

DLL Dynamic Link Library

DLSw Data Link Switching

DME Distributed Management Environment
DMH Dual Mode Handset

DMI Digit Manipulation Index

DMI Desktop Management Interface
DMOB Device Management On Clearspan

NOTE: Do not use this term; use Device Management instead.

DMS Device Management System
DMTF Desktop Management Task Force
DMz Demilitarized Zone

DN Directory Number

DN Distinguished Name

DNC Distributed Network Calls
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DND Do Not Disturb

DNH Directory Number Hunting
DNS Domain Name Server

DNS Domain Name System

DOD Direct Outward Dialing

DOI Domain of Interpretation
DOM Document Object Model
DOS Disk Operating System

DoS Denial of service

DPUBI Directed Call Pickup with Barge-in
DSA Digital Signature Algorithm
DSAP Destination Service Access Point
DSl Deployment Studio Image
DSL Digital Subscriber Line

DSN Database Store Name

DSO Data Source Object

DSP Digital Signal Processor
DSP Deployment Studio Project
DSR Direct Signal Reporting

DSS Digital Signature Standard
DST Daylight Savings Time

DST Deployment Studio Template
DTD Document Type Definition
DTE Data Terminal Equipment
DTG Destination Trunk Group
DTMF Dual-Tone Multi-Frequency
DTP Data Transfer Process

DTX Discontinuous Transmission
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E 164 An ITU-T recommendation for international telecommunication numbering
El European Equivalent to North America T1

E911 Emergency 911

EA Equal Access

EA External Authentication

ECF Event Charging Function (used for on-line charging)
ECL Enhanced Call Log

E-CLIP External Calling Line ID Delivery

ECMA European Computer Manufacturers Association
ECN Expensive Call Notification

ECUR Event Charging with Unit Reservation

EDCDIC Extended Binary Communication Data Interchange Code
EDT Eastern Daylight Time

EGP Exterior Gateway Protocol

EM Emergency

EMS Element Management System

EOCP Enhanced Outgoing Calling Plan

EOL End of Line

EP Emergency Patch

ERDB ESZ Routing Database

ESCA Enhanced Shared Call Appearance

ESGW Emergency Service Gateway

ESN Emergency Service Number

ESP Encapsulating Security Payload

ESPOSREQ Emergency Positioning Request

ESQK Emergency Services Query Key

ESRN Emergency Services Routing Number

ESZ Emergency Service Zone
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ETSI European Telecommunications Standards Institute
EWS External Web Server

FAC Feature Access Codes

FAQ Frequently Asked Questions

FCAPS Fault, Configuration, Accounting, Performance, and Security
FCC Federal Communications Commission
FCOF Forwarding Counter Override feature
FDDI Fiber Distributed Data Interface

FE Front End (server)

FEC Front-End Clipping

FIFO First In, First Out

FM Simultaneous Ringing/Sequential Ringing
FMC Fixed-mobile Convergence

FPU Floating Point Unit

FQDN Fully Qualified Domain Name

FR Failure Rate

FR Frame Relay

FR Feature Request

FS Functional Specification

FTP File Transfer Protocol

FX Firefox

FXS Foreign Exchange Subscriber

GA Group Administrator

GB Gigabyte

GC Garbage Collection

GCP Group Call Park

GGP Gateway-to-Gateway Protocol

GGSN GPRS Gateway Support Node
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GIF Graphics Interchange Format

GMT Greenwich Mean Time

GPRS General Packet Radio Service

GSM Group Spéciale Mobile

GSM Global System for Mobile Communications
GT Global Title

GTD Generic Transparency Descriptor

GUI Graphical User Interface

GW Gateway

HDLC High-level Data Link Control

HLR Home Location Register

HMAC Hashed Message Authentication Code
HMC Hosted Messaging and Collaboration
HPR High Performance Routing

HSS Home Subscriber Server

HTML Hypertext Markup Language

HTTP Hypertext Transfer Protocol

HTTPD Hypertext Transfer Protocol Daemon
HTTPS Hypertext Transfer Protocol Secure Sockets
Hz Hertz

110 Input/Output

IAB Internet Activities Board

IAC Interpret As Command

IAD Integrated Access Device

1AM Initial Address Message

IANA Internet Assigned Numbers Authority
IC Instant Conferencing

ICA Independent Computing Architecture
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I-CLIP Internal Calling Line ID Delivery

ICMP Internet Control Message Protocol

ICP Incoming Calling Plan

ICSA In-Call Service Activation

I-CSCF Interrogating Call Session Control Function
ICSS Internet Connection Secure Server

ICV Integrity Check Value

IDD International Direct Dial

IDE Integrated Development Environment
IDEA International Data Encryption Algorithm
IDLC Integrated Data Link Control

IDRP Inter-Domain Routing Protocol

IE Internet Explorer

IEC InterExchange Carrier

IEC International Electrotechnical Commission
IEC Immediate Event Charging

IEEE Institute of Electrical and Electronics Engineers
IESG Internet Engineering Steering Group

IETF Internet Engineering Task Force

IFC Initial Filter Criteria

IGC Instant Group Call

IGMP Internet Group Management Protocol

IGP Interior Gateway Protocol

IIOP Internet Inter-ORB Protocol

IKE Internet Key Exchange

ILEC Incumbent Local Exchange Carrier

IM Instant Messaging

IM&P Instant Messaging and Presence
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IMAP Internet Message Access Protocol

IMRN Intermediate Routing Number

IN International

IN Intelligent Network

INDG Invalid Digit Range

INSC Intelligent Network Service Control

InterLATA Crossing over and terminating in another Local Access Transport Area
IntraLATA Originating and terminating in the same Local Access Transport Area
10 Input Output

101 Inter-operator Identifier

P Internet Protocol

IPDC Internet Protocol Device Control

IPNet Internet Protocol Network

IPSec IP Security Architecture

IPTEL IP Telephony

IPv4 Internet Protocol Version 4

IPv6 Internet Protocol Version 6

IPX Internet Packet Exchange

IRFT Internet Research Task Force

IRI Intercept Related Information

IS Interim Standard

ISA Industry Standard Architecture

ISAKMP Internet Security Association and Key Management Protocol
ISDN Integrated Services Digital Network

ISO International Organization for Standardization

ISP Internet Service Provider

ISR Integrated Services Router

ISUP Integrated Services User Part
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ISUP IAM ISUP Initial Address Message

ITSO International Technical Support Organization

ITU International Telecommunications Union

ITU-T International Telecommunication Union — Telecommunication Standardization
Sector

IVR Interactive Voice Response

IXC Inter Exchange Carrier

JAR Java Application Resource

JASS JumpsStart Architecture and Security Scripts

JDBC Java Database Connection

JDBC Java Database Connectivity

JDK Java Development Toolkit

JIT Java Just-in-Time Compiler

JMAPI Java Management API

JNLP Java Network Launch Protocol

JPEG Joint Photographic Experts Group

JRE Java Runtime Environment

JSP Java Server Pages

JVM Java Virtual Machine

JWS Java Web Start

KB Kilobyte

Kbps Kilobits per Second

KTS Key Telephone System

L2F Layer 2 Forwarding

L2TP Layer 2 Tunneling Protocol

LAES Lawfully Authorized Electronic Surveillance

LAN Local Area Network

LAPB Link Access Protocol Balanced

LATA Local Access Transport Area
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LCA Local Calling Area

LCD Liquid Crystal Display

LCP Link Control Protocol

LCS Microsoft Live Communications Service - Microsoft Office Live
Communications Server

LD Long Distance

LDAP Lightweight Directory Access Protocol

LDCAE long duration call accounting events

LEA Law Enforcement Agency

LEA/MD Law Enforcement Agency/Mediation Device

LEC Local Exchange Carrier

LERG Local Exchange Routing Guide

LGPL Lesser General Public License

LI Lawful Intercept

LIE Location Information Element

LIID Lawful Interception Identifier

LIS Location Information Server

LIS ID Location Information Server Identifier

LK Location Key

LLC Logical Link Layer

LNP Local Number Portability

LNRD Last Number Redial

LO Location Object

Lr Loose Route

LRO Last Routing Option

LSAP Link Service Access Point

LSSGR LATA Switching Systems Generic Requirements

MAC Media Access Control

MAC Message Authentication Code
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MAC address Media Access Control address
MACs Moves, Adds, and Changes
MAST Maximum Answer Setup Time

MB Megabyte

MCA Multiple Call Arrangement

MCST Maximum Call Setup Time

MCT Malicious Call Trace

MD Mediation Device

MD5 Message Digest 5 Algorithm
MDCX Modify Connection

MEDGACO Media Gateway Control

MEED Mobile Extension to Extension Dialing
MGC Media Gateway Controller

MGCF Media Gateway Control Function
MGCP Media Gateway Control Protocol
MHz Megahertz

MIB Management Information Base
MIME Multipurpose Internet Mail Extensions
MIN Mobile Identification Number

MLD Multicast Listener Discovery

MMS Multimedia Messaging Service
MO Managed Object

MOSPF Multicast Open Shortest Path First
MP Maintenance Patch

MPC Multi-Path Channel

MPEG Moving Pictures Experts Group
MPLS Multiprotocol Label Switching
MPM Multi-Processing Modules
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MPOA Multiprotocol Over ATM

MPS Messages Per Second

MPTN Multiprotocol Transport Network

MRCP Media Resource Control Protocol

MRF Media Resource Function

MRFC Multimedia Resource Function Controller
MRFP Multimedia Resource Function Processor
MS Media Server

MS Milliseconds

MSAG Master Street Address Guide

MSC Mobile Switching Center

MSCML Media Server Control Markup Language
MSEC Milliseconds

MSI Microsoft Installer

MSISDN Mobile Station ISDN Number

MSN Microsoft Network

MSN Multiple Subscriber Number

MSP Programmable Switch

MSR Multiservice Switch Router

MSRQD Maximum SIP Redirection Queue Delay
MSS Media Server Selection

MTA Message Transfer Agent

MTP Message Transfer Part

MTU Maximum Transmission Unit

MVNO Mobile Virtual Network Operators

MVS Multiple Virtual Storage Operating System
MWI Message Waiting Indicator or Indication
MX Mail Exchanger
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NADP North American Dial Plan

NAI Network Access ldentifier

NANP North American Numbering Plan
NAPTR Naming Authority Pointer

NAT Network Address Translation

NCF Network Computing Framework
NCNAA Number of Calls Not Answered By Agent
NCOS Network Class of Service

NCP Network Control Protocol

NCR Numeric Character Reference

NCS Network-based Call Signaling

NCS Network Call Signaling

NCSA National Computer Security Association
NDC National Destination Code

NDIS Network Driver Interface Specification
NE Network Element

NEBS Network Equipment Building Standards
NETANN NETwork ANNouncments

NetBIOS Network Basic Input/Output System
NFS Network File System

NGN Next Generation Network

NIC Network Information Center

NIC Network Interface Card

NIS Network Information Systems

NIST National Institute of Standards and Technology
NMS Network Management System

NNACL NPA-NXX Active Code List

NNTP Network News Transfer Protocol
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NOC Network Operations Center

NPA Numbering Plan Area

NRS Network Resource Selection

NS Network Server

NSAP Network Service Access Point

NSF National Science Foundation

NSOSS Network Server Operations Support System
NSPS Network Server Provisioning Server
NSSync Network Server Synchronization

NSXS Network Server Execution Server

NTFS NT File System (used with Windows NT)
NTP Network Time Protocol

NUC Non-upward Compatible

NVT Network Virtual Terminal

NWC N-Way Calling

OA Operator Assisted

OAC Outside Access Code

OAMP Operations, Administration, Maintenance, and Provisioning
OClI Open Client Interface

OcCI-C Open Client Interface-Call Control
OCI-P Open Client Interface-Provisioning
OCI-R Open Client Interface-Reporting

OCP Outgoing Calling Plan

ocCs Open Client Server

OCSs Online Charging System

ODB Operator Determined Barring

ODBC Open Database Connectivity

ODI Open Datalink Interface
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ODM Original Device Manufacturer
ODP Outgoing Digit Plan

OEM Original Equipment Manufacturer
OID Object Identifier

ONC Open Network Computing

Oo0TB Out-of-the-Blue

ORB Object Request Broker

oS Operating System

OSA Open Systems Adapter

OSF Open Software Foundation

oSl Open Systems Interconnect
OSPF Open Shortest Path First

OSPM Operating System-level Performance Measurement
0SS Operations Support System
OSsP OSS Protocol

oT Originating Treatment

OTA Over-The-Air

OoTG Originating Trunk Group

PAD Packet Assembler/Disassembler
PAI P-Asserted-ldentity

PAM Presence and Availability Management
PAP Password Authentication Protocol
PB Patch Bundle

PBX Private Branch Exchange

PC Personal Computer

P-CFA P-Charging-Function-Addresses
PCMM PacketCable Multimedia

PCPI P-Called-Party-ID
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P-CSCF Proxy Call Session Control Function

PCV P-Charging-Vector

PDA Personal Digital Assistant

PDF Portable Document Format

PDP Private Dial Plan

PDSN Packet Data Serving Node

PDU Protocol Data Unit

Pl Protocol Interpreter

PIC Primary Interexchange Carrier

PIDF LO Presence Information Data Form - Location Object
PIM Personal Information Manager

PIM Protocol Independent Multicast

PINX Private Integrated Services Network eXchanges
PISN Private Integrated Services Networks

PIU Ports in Use

PKCS Public Key Cryptosystem

PKI Public Key Infrastructure

PLMN Public Land Mobile Network

PM Performance Measurement

PMT Protocol Monitor Tool

PNA Push-Notification-Answer

PNNI Private Network-to-Network Interface

PNR Push-Notification-Request

PoC Push-to-Talk over Cellular (Part of the Instant Group Call Capabilities)
POP Point Of Presence

POP Post Office Protocol

POTS Plain Old Telephone Service

PPI P-Preferred-Identity
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PPP Point-to-Point Protocol

PPTP Point-to-Point Tunneling Protocol
PRACK Provisional Response Acknowledgement
PRC People’s Republic of China

PRFX Prefixing Digits

PRI Primary Rate Interface

PS Profile Server

PS Provisioning Server

PSAP Public Safety Answering Point

PSDN Public Switched Data Network

PSI Public Service Identities

PSM Phone Status Monitoring

PSTN Public Switched Telephone Network
PSUI P-Served-User-ldentity

PTPS Provisioning Transactions Per Second
PTT Push To Talk

PUIs Public User Identities

PVC Permanent Virtual Circuit

PVI PriVate user Identity

PVP Provisioning Validation Protocol

PWD Print Working Directory

QA Quality Assurance

QCIF Quarter Common Intermediate Format
QLLC Qualified Logical Link Control

QoS Quality of Service

QSIG Q (point of the ISDN model) Signaling
RAC Real Application Cluster

RACF Resource Access Control Facility
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RADIUS Remote Authentication Dial-In User Service
RAID Redundant Array of Independent Disks
RAM Random Access Memory

RARP Reverse Address Resolution Protocol
RAS Registration, Admission, and Status Protocol
RAS Remote Access Service

RBOC Regional Bell Operating Company

RC Release Candidate

RC Rate Center

RCC Remote Call Control

RCF Registration Confirmation

RDB Reporting Database

RDP Remote Desktop Protocol

REXEC Remote Execution Command Protocol
RFC Request for Comments

RFN Rating Function Application

RIP Routing Information Protocol

RIPE Réseaux IP Européens

RISC Reduced Instruction-Set Computer
RMI Remote Method Invocation

RMPS REGISTER Messages Per Second

RO Remote Office

RoHS Restriction of Hazardous Substance
ROM Read-Only Memory

RPC Remote Procedure Call

RPID Remote-Party-ID

RPS Registrations Per Second

RONT Notification Request
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RR Retransmission Rate

RR Resource Record

RRQ Registration Request

RS Redirect Server

RS Reporting Service

RSH Remote Shell

RSIP Realm-specific Internet Protocol
RSVP Resource Reservation Protocol
RTCP Real-Time Control Protocol

RTP Real-Time Transport Protocol
RTSP Real-Time Streaming Protocol

RTTI Real-time Tariff Information

RTTTL Ring Tone Text Transfer Language
RW Read Write

SA System Administrator

SA Security Association

SaaS Software as a Service

SAC Sustained Authorization Codes
SAP Service Access Point

SBC Session Border Control

SCA Shared Call Appearance

SCA Selective Call Appearance

SCCF Subscriber Content Charging Function
SCCP Signaling Connection Control Part
SCCP Simple Conference Control Protocol
SCE Service Creation Environment

SCF Selective Call Forwarding

SCIM Service Capability Interaction Manager
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SCP Service Control Point

SCP Simple Control Protocol

SCP Secure Copy

SCR Selective Call Rejection

SCRL Service Center Routing List

S-CSCF Serving - Call Session Control Function
SCTP Stream Control Transmission Protocol
SCUR Session Charging with Unit Reservation
SDH Synchronous Digital Hierarchy

SDK Software Development Kit

SDLC Synchronous Data Link Control

SDP Session Definition Protocol

SDP Session Description Protocol

SET Secure Electronic Transaction

SFTP Secure File Transfer Protocol

SGML Standard Generalized Markup Language
SGW Signaling Gateway Function

SHA Secure Hash Algorithm

SHLR Smart Home Location Register

S-HTTP Secure Hypertext Transfer Protocol

SID Silence Indicator

SIMPLE Session Initiation Messaging and Presence Leveraging Enhancements
SIP Session Initiation Protocol

SIU Signaling Interface Unit

SLA Service Level Agreement

SLF Subscription Locator Functional Entity
SLIP Serial Line Internet Protocol

SMAP Software Management Application Protocol
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SMB Small Medium Business

SMC Standard Management Committee
SMDI Simplified Message Desk Interface
SMDR Station Management Server

SME Small to Medium-sized Enterprises
SMI Structure of Management Information
S-MIME Secure Multipurpose Internet Mail Extension
SMPP Short Message Peer-to-Peer Protocol
SMS Short Message Service

SMS-C Short Message Service Center

SMTP Simple Mail Transfer Protocol

SN Significant Numbers

SNA System Network Architecture

SNA Subscribe-Notifications-Answer

SNAP Sub-network Access Protocol

SNMP Simple Network Management Protocol
SNR Subscribe-Notifications-Request
SNTP Simple Network Time Protocol

SOA Start of Authority

SOAP Simple Object Access Protocol

SOHO Small-Office/Home-Office

SONET Synchronous Optical Network

SORM Russian acronym for LI

SP Service Provider

SP Server Process

SPAN Services and Protocols for Advanced Networks
SPE Service Price Enquiry

SPE Service Provider Equipment
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SPI Security Parameter Index

SQCIF Sub-Quarter Common Interchange Format
SQL Structured Query Language

SR Selective Router

SRGS Speech Recognition Grammar Specification
SRT Setup Response Time

SRTP Secure Real-time Transport Protocol

SRV Service Locator

SS7 Signaling System 7

SSAP Source Service Access Point

SSH Secure Shell

SSL Secure Sockets Layer

SSN Sub-System Number

SSO Single Sign-On

SSP Switch-to-Switch Protocol

SSRC Synchronization Source

STNC Station Code

STP Signal Transfer Point

STUN Simple Traversal of UDP through NAT
SUT System Under Test

SvC Switched Virtual Circuit

SwW Software

T1 Trunk level 1

TAPI Telephony API

TC Total Calls

TCAP Transactional Capabilities Application Part
TCC Trunking Call Capacity

TCP Transmission Control Protocol
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TCP/IP Transmission Control Protocol/Internet Protocol
TDM Time Division Multiplexing

TDMA Time Division Multiple Access

TFTP Trivial File Transfer Protocol

TIPHON Telecommunications and Internet Protocol Harmonization Over Networks
TLPB Transport-Layer Protocol Boundary

TLS Transport Layer Security

TMN Telecommunications Management Network
TON Type of Network Information

TOS Type of Service

TPS Transactions Per Second

TPVM Third-Party Voice Mall

TR Terminating Redirection

TRD Transit Routing Domain

TRMT Treatment

TSD Two-Stage Dialing

TT Termination Treatment

TT TimesTen

TTL Time to Live

TTRep TimesTen Replication

TTS Text-to-Speech

TUI Telephony User Interface

TZ Timezone

UA User Agent

UAC User Agent Client

uaCSTA User Agent Computer Supported Telecommunications Applications
UAS User Agent Server

UDA User-Data-Answer
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UDP User Datagram Protocol

UDPTL User Datagram Protocol Transport Layer
UDR User-Data-Request

UE Unit Equipment

UE User Equipment

uG User Get

ul User Interface

uiD Unique Identifier

Uid Unique Ildentifier

ulQ User Interface Quartz

uLaw North American Standard for Analog to Digital Audio Data Conversion
UM Unified Messaging

UMP User Managed Privacy

UNDT Undetermined Destination

uo User Originating

URI Uniform Resource ldentifier

URL Uniform Resource Locator

us User Set

USM User-based Security Model

uT Universal Time

uTC Coordinated Universal Time

UuID Universally Unique Identifier

uus User-to-User

V&H Vertical and Horizontal

VACM View-Based Access Control Model
VAD Voice Activity Detection

VAIL VolIP Application Interface Layer
VAO Video Add-On
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VAR Value-Added Reseller

VC Virtual Circuit

vCard Virtual (business) Card

VCC Voice Call Continuity

VCPU Virtual Central Processing Unit
VDB Validation Database

VDN VCC Domain transfer Number
VLAN Virtual Local Area Network

VLS Virtual Licensing Server

VM Virtual Machine

VM Voice Malil

VMD Voice Mail Deposit

VMR Voice Mail Retrieval

VMR Violation Monitoring and Removal
VMS Voice Mail System

VolP Voice Over Internet Protocol

VON Virtual On-Net

VP Voice Portal

VPB Virtual Patch Bundle

VPC Voice Portal Calling

VPC VolIP Positioning Center

VPN Virtual Private Network

VRML Virtual Reality Modeling Language
VRRP Virtual Router Redundancy Protocol
VSP Voice over IP Service Provider
Vsubs Virtual Subscribers

VTAM Virtual Telecommunications Access Method
VTR Verify Translation
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VTRI Verification TRanslation Input

VXML Voice Extensible Markup Language
w3cC World Wide Web Consortium

WAN Wide Area Network

WAP Wireless Application Protocol

WAS Web-based Authentication Server

WAV Wave (file extension)

Webapp Web Application

WIFI Wireless Fidelity

WIX Windows Installer XML

WLAN Wireless Local Area Network

WLSS WebLogic SIP Server

WS Web Server

WSDL Web Service Description Language
WSP Wireless Session Protocol

WSP Wholesale Protocol

WTS Windows Terminal Services

wWww World Wide Web

X.25 CCITT Packet Switching Standard
X.400 CCITT and ISO Message-handling Service Standard
X.500 ITU and ISO Directory Service Standard
X.509 ITU and ISO Digital Certificate Standard
X11 X Window System Version 11

XAS eXternal Database Application Server
XCAP XML Configuration Access Protocol
xDSL External Digital Subscriber Line

XLA Transaction Log API (TimesTen term)
XML eXtensible Markup Language
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XOIP X-Origin-IP

XS Execution Server

XSD XML Schema Definition

Xsi Xtended Services Interface

XSL eXtensible Stylesheet Language
Xsp Xtended Services Platform

ZCR Zone Calling Restrictions

Clearspan | 414



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

11INDEX

A

Accessing
User Profile.......cccoooe 25
USEIS PAJE ..ocvviiiieieiiieeiitin e e e 19

Activating and deactivating
Call disposition codes

Route POINt.........coociiiiiiee e 233
Activating or deactivating
Call Center .......uvevveeeeiiieee e 295
Call Center Call Disposition Codes............ 328
Group Agent Unavailable Codes................ 318
Group Call Disposition Codes.................... 320
Virtual USErsS ....c.ovvvvveeeeiiieieee e 122
Adding

Addresses for Virtual Users ...........cccee.nee. 123
Announcements for virtual users................ 125
Auto Attendant...........cccceevvniiiiiiieiee e 132
Call Center Call Disposition Codes............ 326
Call Center Report Template ...........c......... 360
Call Center using Wizard ..........cccceeeviveenne 269
Call Centers........ccveeiiiiiiiieeeee e 262
Call disposition codes

RouUte POINt.......coooiiiiiiiiiee e 232
Call Park group.......cocceeeeiniieeeiiiieeeeiiieeene 157
Call Pickup group ......cooovvvvvviiiiiiiiiiiiiiieee 161
Clearspan Anywhere Portal ..............cc.ce.... 175
Collaborate bridges........ccccccccvvvvvvviivinennnne. 179
Conference Bridges .........cccceevviieeeiiinenenne 213
Find-me/Follow-me groups .............ceeee..... 183
Group Agent Unavailable Codes................ 318
Group Call Disposition Codes.................... 321
HUNt Groups ..., 164
Instant Group Call .......cccoeevvevvvnnnnnnnn. 209, 219
Loudspeaker Paging User...........cccccceeeennne 380
Meet-Me Conference bridge ...................... 375
Paging group ......coooiieieeiieieeiieeeeee e 203
Portal Passwords for Virtual Users ............ 128
ROULE POINTS ... 222
Scheduled Reports for Call Center ............ 365

Shared Call Appearance..........cccccceeeviieeeenne 73
TrUNK GroUP ...oveieiiiiiee e 240
USEIS . it 21
Users in Bulk to Trunk Group using Directory
NUMDEIS. ...t 251
Users in Bulk to Trunk Group using
EXtensions.........ccccoci . 253
Addresses
Adding or modifying for Virtual Users ........ 123
Users, Managing.........cccovcveeeeriieeennineeennanns 28
Administrators
Conference Bridges .......cccccceveevvvivvvnennnn. 213
Responsibilities ........cccceeeeviviiie 18
Advanced Services, Group .......ccccvcvvvveveveeennn. 119
After hours service
Route poiNtS.....ccooeeeeieeieii e, 236
After Hours, Auto Attendant greeting, setting 148
Agent
Assigning to Call Centers............cc.uuues 46, 324
Assigning to Call Centers Supervisors ...... 331
Call Center StatisticS........cccccvvvvveveveveeenennnn. 334
Agent Defaults
CallCenter......ovvveveveviiiiiiiiieeeeee 309
Agent Thresholds Profiles..........ccccccovieeennen 311
Alternate Numbers, Configuring .............c........ 60
Alternate Recall User
Assigning for Call Park...........cccccceeevinnnneee. 156
Assigning for Call Park group ...........c........ 159
Announcement page, accessing...........c........ 336
Announcement Repository, managing for virtual
USEIS iieieeiiiiie e e e e e eeviean s e e e e eeaanan s e e e e e eaeneanns 124
Announcements
Adding for vistual Users...........ccccceeevriinnnen 125
Deleting for virtual users ...........ccccccceeeeene 127
Listing for virtual USers..........cccccvvveveeernnns 124
Modifying for vistual users ............cccccoeene 126
Route points
DNIS, Music/Video On Hold ................... 228
Music/Video On Hold ............cccocvvvvnnnnnn. 224
Announcements, Call Centers........ccccccc........ 336

Clearspan | 415



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Assign
Security Class to USEr ........cccceevvvveeeviinenenne 115
Assigning
Agents to Call Centers ........cccceeeeeneeee 46, 324
Agents to Call Centers Supervisors............ 331
Alternate Recall User for Call Park ............ 156
Alternate Recall User for Call Park group..159
Call Center DNIS Numbers..........ccccvvveeeee.. 347
Hunt Group members to Directory Number
HUNting Group ........ccoccveeeiiiieeeiniieeeee 172
Office Zone and Primary Zone..................... 47
Services to USErS ......occuvveeeeeeeiiiiiiiieeeeee e 39
Supervisors to Call Centers ..........ccceeeeee... 330
Authorization Codes, configuring ..................... 86
Auto Attendants
AdING e 132
After hours greeting, setting .............cccc...... 148
Business hours greeting, setting................ 144
Configuring as Virtual User .........ccccceee..... 130
Holiday Service greeting, setting................ 150
Modifying or Deleting .........cccoccveeeviieeennnee. 152
SUDMEeNUS ... 136
Creating ...occeveeeeeeee e 137
LIStING oot 136
MOdIfYING...eeeiiiiieeiiiiee e 142
VIEWING USAQE.....uveeeeiiiieee e 143
B
Basic Call Centers.......ccccovviiiieeieiiiiiiiieeee. 262
Basic Services, GroUp.......ccccvvveremerernrnnnnnnnnnn. 119
Bounced Calls policy
ROULE POINTS ...ooviiiiiiiiiii e 237
Bounced Calls Policy, Call Center ................. 298
Branding Call Center Reports..........ccccccuvvnnneee 358
Business Hours, Auto Attendant greeting, setting
Busy Lamp Field, configuring...........cccoccveeenee. 95
C
Call Center
Agent Thresholds Profiles............cccvveeen... 311
External Reporting.........cccccevviiiiieeeieannnnne 357
Report Branding ........ccueevieeiiiiiiiiiiieeeee 358
Report Templates
AddiNg ..eveeeeiiie 360

Clearspan | 416

Deleting........veeeieieiiiiie e 362
Enabling or disabling ..........cccecveveinnnnnn. 362
Y[ o 113771 s o [ 362
VIBWING .evvviieieeei e 359
Viewing Usage......cccoceveeeiniiiinnineeeeeeeinns 362
Scheduled RePOrtS ........ooevvvvveeiiiieieiiieen, 364
Call Center DNIS page, accessing ................ 346
Call Center Menu
Agent Thresholds Profiles...........c.cccceenee 311
External Reporting Settings ........ccccceeeeens 357
Report Branding........cccoocoveeiiiiiiiniieeen 358
Report Templates ......cccccceeevvviciviieeeeeenenns 359
Scheduled RepOrts .......ccoovvvveeeiiiieie e, 364
Call Center Wizard.........ccccceeeiniiiiiiieieeeees 269
Call Centers
ACCESSING GrOUP ...evveeeiiiieieeiiee e 261
Activating or deactivating............ccccccvvvvnnnns 295
AdAiNG .. 262
Adding using Wizard ...........cccccvvvvvninnnnnnnnns 269
Agent Defaults ... 309
ANNOUNCEMENTS ...t 336
Comfort Message ........ccccccvvvvvveeeeenennnenn, 339
DNIS Comfort Message.............ccoeeeeennnn. 351
DNIS Entrance Message..........ccccceeennn. 349
DNIS Music On Hold Message............... 352
DNIS Whisper Message ...........ccceeeeeennnn. 353
Entrance Message.......cccccovvveevviviiiinnnnn, 337
Estimated Wait Message.........ccccceevuveee. 338
Music On Hold Message .........cccceeevuneee. 340
Whisper Message ........cccvveevnieeeeinieeaenns 342
AsSIgNINg AQENtS ........ovvvvvvvieviiniiinininnns 46, 324
Assigning Agents to Supervisors................ 331
ASSIgNING SUPEIVISOIS ........evvvvvivrnenineninnnnns 330
BaSIC .o 262

Configuring as Virtual User

Configuring Disposition Codes .................. 325
Deleting .....coevvveieeiiiiiee e 291
Distinctive RiNGING ......ceevvieiiiiiiiieiieeeeee 344
DNIS Announcements .........cccoeeeeeeeeeeeeeennn. 348
DNIS NUMDbErS.....coiiiiiiieeeiiiieece e 344



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Assigning and Configuring...................... 347
Display and Priority Settings................... 346
Modifying and Removing .........cccccceeeenne 354
MOdIfyiNG ID ...t 292
Modifying Profile.........cccccoeiiiiii 291
Premium ... 268
Configuring Agent Unavailable Codes....316
Queue Status Notification .............cccocueeenne 356
Routing Policies..........ccccccveeeenne 293, 295, 323
Bounced CallS........ccccevviveeeiiiiiee e 298
Comfort Message Bypass....................... 308
Forced Forwarding..........cc.ccoveviinicninnnn, 302
Holiday Service ........ccccvveeeiiiieeciiiieeens 304
Night ServiCe.......ccocovvevniiiiiiie e, 306
OVErflOW ... 297
Stranded Calls .........ccccvvvieeieiiiiiiieee. 300
Setting .oooovvvveiiie e, 309
Standard........cccccceee e 265
Configuring Agent Unavailable Codes....316
StatiSHCS ..o 332
AGENE.cceiiii 334
QUEUE ...t 333
Report Settings ......cccccevvvveviriiiiiiiiiinnnnnns 332
UPGrading........ceeeeviveeeeiniiee e 292
User, Configuring Defaults............................ 66
VIBWING .eeiiieeiiiiiiieee e 295
Weighted Call Distribution, configuring ...... 343
Call Control
Group Night Forwarding, USers.........c.......... 70
Hoteling Host, users..........cccccceeeeeeeeeeeeeee, 71
Shared Call Appearance...........cccceevvveeennnee. 73
Adding Devices and Lines ............cccceen.e. 74
Deleting Location ...........cccceevvieeeiniieeennne 77
Modifying Location ...........ccccccvvvvvenenennnnnns 77
USEIS. . 72
Video Add-On, USErS.........coevvvveeeeeeeereeeinnnnnn. 79
Call Control Menu
ACCESSING USEI ...iieiiiiieeae et 64
US I e 64
Call disposition codes
ROULE POINTS ... 232
Activating and deactivating ..................... 233
AddiNg .eeeeeeii 232
Defaults, configuring .........cccccoeeeirineeenns 234
Modifying and deleting.............cccccceeeennne 233
Call Disposition Codes, Configuring for Call
L1201 =7 = 325

Call Forwarding Always User, Trunk Groups.247

Call Park

Assigning Alternate Recall User ................ 156
Call Park group ......cocceeeeineieeennieee e 153

AddiNG ... 157

MOAIFYING ... 159
Call Park Group

Assigning Alternate Recall User ................ 159
Call Pickup group

AddiNG ..o 161

Configuring as Virtual User...........cccceee.... 161

Modifying or deleting...........ccoccceeeiviierennee 162
Call Processing Policies, Configuring.............. 41
Call Recoding, configuring for Virtual Users.. 130
Calling Party category, configuring.................. 62
Calling Plans

Incoming Calling Plan, users ....................... 82

Outgoing Authorization Codes, users.......... 86

Outgoing Calling Plan, users .......cccccccveee..... 83

Outgoing Digit Plan, users..........cccccceveveeenenn. 87

Outgoing Pinhole Digit Plan, users.............. 91

Transfer Numbers, USers ........cccccceeeivninnnen 90
Calling Plans Menu

ACCESSING USEI ....eeiiiiiiieeeeeiiiiiieee e 81

USBI et 81
Capacity Management, Trunk Groups........... 248
Changing Pilot User, Trunk Groups............... 246
Charge Number, configuring............cccceevnnneen. 68
Clearspan Anywhere ............ccccceeevevieeieeeeee, 175
Clearspan Anywhere Portal

AAAING - 175

1Y/ To o 1Y/ ] o PSR 177
Clearspan, Group Administrator Role.............. 18
Client Applications Menu

ACCESSING USEN....ueiiriiereeeeeiiinieeeeeeeeeseneneeens 94

USEr i, 94
Collaborate bridges

AAAING - 179

LIStING .. 179

Modifying or deleting.........ccoveccvvieeieeennnns 181
Comfort Message Bypass, Call Center.......... 308
Comfort Message, Call Center .........cc..cc...... 339

Conference Bridges

Clearspan | 417



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Group Agent Unavailable Codes Settings . 316

AdAING .o 213
Configuring as Virtual User ..........cccccuveeen. 213
Configuring Phone Number Line/Port........ 216
Modifying or Deleting .........ccoooecvvveeeneennnns 218
Conferences
Deleting .....vvveeeieeeeiiiieee e 117
(IS 1] o PRSP 117
MOAIfYING .. 117
Conferencing Menu
ACCESSING USEN ..vvvvieeeeeeiiiiiieeeeeeeeesinvnineeens 116
USEI 116
Configuring
Agent DefaultS........ccccoeviieiiiii e 309
Agent Thresholds Profiles...........cccccecunnnnns 311
Alternate NUMDbErS ........ccccooiiiiiiiiiiieiiie 60
Authorization CodesS..........coovvvvveveeeeeiiinnee, 86
Auto Attendant as Virtual User................... 130
Call Application Policies.........c.ccceeviiirennnee. 41
Call Center Agent Unavailable Codes........ 316
Call Center as Virtual User...........ccccvvveeen... 258
Call Center Call Disposition Codes............ 325
Call Center Call Disposition Codes Defaults
................................................................ 329
Call Center DNIS Numbers...........ccccvvveeee... 347
Call Center External Reporting .................. 357
Call Center Report Branding .............cc.c..... 358
Call Center Report Templates.................... 359
Call Center StatistiCS.......ccccvvveeririciiineennnn. 332
Call Center Statistics Report..........cc......... 332
Call Park.......ccuviiiie 153
Call Pickup group as Virtual User .............. 161
Call Processing Policies.......cccccccvvvveviveennnnne. 41
Calling Party category .......cccccevvveeeevnieeeenne. 62
Charge Number.........occceiiiiiieee 68
Conference Bridges as Virtual Users......... 213
Custom Ringback.........cccocooeiiviiiiniineee 49
Device POIlIiCIES ......cuuveieiiieiiiiiiieee e 45
Directed Call Pickup with Barge-in............... 65
Directory Number Hunting Group............... 172
Fax MeSSsaging ........coceeevvveeeeniieeeeiieeee e 103
Find-me/Follow-me group as virtual user...183
Flexible Seating Host as Virtual User......... 195

Clearspan | 418

Group Night Forwarding........cccccceevvcvvvvneennnn. 70
Group Paging as Virtual User .................... 203
Group-level Disposition Codes .................. 320
Hoteling HOStS........c.cvvvveeeeiivieeece e 71
Hunt Group as Virtual User..........ccccceeeenee 163
Incoming Calling Plan ..........cccoocveveeeiiiinnee, 82
Instant Group Call as Virtual User .....209, 218
Meet-Me Conferencing as Virtual User...... 372
Outgoing Calling Plan ..........cccccceevviivvnneennnn. 83
Outgoing Digit Plan ............ccccceeviiveeiiiieeeene 87
Outgoing Pinhole Digit Plan......................... 91
Paging group originators...........ccccccveeeenee 207
Paging group targets............cccceeeeeeeeeeeeeenn, 208
Phone Number Line/Port for Conference
Bridge ...coooovvieieiiiee e 216
Physical Location ............cccccevviiienniiieeennnn 72
SMDI Message DesK .........ccccevvvevevivenennnnn, 168
Transfer numbers..........cccoecc i, 90
Trunk Group as Virtual User ...........cccuvveeee 239
User Call Center Defaults ..........ccccoecvveeenen 66
Video Add-ON ......ovvieiiiiiiii 79
Virtual USErs ......ccevveeveeeeeieee e 119
Voice MeSSaging.......ccoocvveeerniveeenniiieeeeennns 104
Weighted Call Distribution, Hunt Group..... 171
Creating
Auto Attendant submenu ..............ccooee 137
Custom Ringback, Configuring ............cccoecueee.. 49
D
Defaults, call disposition codes, route point ..234
Deleting
Announcements for virtual users ............... 127
Auto Attendant ..o 152
Call Center .....cccvvvvee e 291
Call Center Call Disposition Codes............ 327
Call Center DNIS Numbers...........cccuveeeeeen. 354
Call Center Report Template...................... 362
Call disposition codes
ROUtE POINt ..o 233
Call Pickup groups ........cceevveeeeinieeeeinneenn 162
Collaborate bridges........cccccceeeeiiiiiiiieeenenn. 181



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Completed task to add users in bulk for Trunk

GrOUP...uvieiieeiieiiieie e 256
Conference Bridges .......ccccccvveeeviicvvnnnnnnnn. 218
CoNferenCes .......vvveeiiiiiiiiieeee e 117
Group Agent Unavailable Codes................ 319
Group Call Disposition Codes.................... 321
HUNE Groups ....oooooviiiiiiiee e 174
Instant Group Calls.............coccvvvvveeennn. 212, 220
Meet-Me Conference bridge ...................... 378
ROUtE POINTS ..ocvveeei e 224
Scheduled Call Center Reports.................. 370
Shared Call Appearance...........cccceevvieeeennee. 73
Shared Call Appearance Location ............... 77
TrUNK GroUPS ..ooovvvveeeeiiiie e 245
USEIS i 26
Device Policies, Configuring .........ccccccevcveeeennee. 45
Directed Call Pickup with Barge-in, turning On or

Off e 65
Directory Number Hunting Group, Assigning

Members of Hunt Group...............ceeeeeeee. 172
Disabling................... See Enabling and disabling
Displaying, status of task to add users in bulk to

TrUNK GrOUP ..vvvvvvveieieiiiiiiiiriiinneennnnennnennnnnnnes 256
Disposition Codes

Group-level ... 320
Distinctive ringing

Route point.........ccccoeeee 226
Distinctive Ringing

Call Center .........eeveveeiiiiiieee e 344
DNIS Announcements Call Center ................ 348
DNIS numbers

ROULE POINTS ...ooviiiiiiiiiii e 226

Agent usage, VIEWING.........ccccvvvvnnnnnnnnnnnns 230

ASSIONING .evvvvviiiiiiiiiiiiii. 227

Display settings, configuring ................... 226

Music ON Hold .......ccccvvveeeeiiiiieeee e 228

DNIS Numbers, Call Center.............occvvveeeeen. 344
Assigning and Configuring ................c........ 347
Comfort Message.........cccevvveeeeviiieee i 351
Display and Priority Settings .........ccccceeennn. 346
Entrance Message ...........cccceeeeeeieiiieeeeeee 349
Modifying and Removing...........ccccccceeeeennne 354
Music On Hold Message .........ccccceevveeennee. 352
Whisper Message..........occuveeeeiieiiiiiiiieeenn. 353

E
Enabling

Call Center Report Template...................... 362
Enabling and disabling

Feature access codes, USer...........ccceeennee. 110
Entrance Message

Call Center ......cooveeeeeiiiiee e 337

Call Center DNIS ..o, 349
Estimated Wait Message, Call Center........... 338

External Reporting Settings, for Call Center..357
F

Failover policy, route points............ccccvvveeennn. 231
Fax MesSaging.........uuuvvuvevrvrmimeminnnrennnnnnnnnnnnnn 103
CoNfIGUIING ...eveeeiiieiee e 103
Feature access codes, USEr...........coevvvvvnnnnnn.. 110
Find-me/Follow-me ..., 183
AddiNg groupS......c.eveeeiiiieeeiiiieee e 183
Find-me/Follow-me group
configuring as virtual User............cccccveee.... 183
Flexible Seating HOSt.............vvvvviieiniiiiinininnns 195
Configuring as Virtual User..........cccceee..... 195
Forced Forwarding policy
Route poiNtS.....cccooeveeeeieie e, 235
Forced Forwarding Policy, Call Center .......... 302
G
Greetings
Auto Attendant after hours..............o....e. 148
Auto Attendant business hours.................. 144
Auto Attendant Holiday Service.................. 150
Call Centers ......ccveeeeeiccieeeee e 336
Comfort Message .......ccccevveveeeeiiineeennnn 339
DNIS Comfort Message...........ccceevnuveen. 351
DNIS Entrance Message............cceeeeennnn. 349
DNIS Music On Hold Message................ 352
DNIS Whisper Message ..........cccvveeeeennn. 353
Entrance Message...........ccceevveeieieeeeennn, 337
Estimated Wait Message...........ccccceeee... 338
Music On Hold Message ...........ccccceeeee... 340
Whisper MeSSage .......ccoeeevviiuiieeneaannnne 342
Group
Administrator home page........ccccccceeiininnnnen. 19
Administrators
Responsibilities........cccovvieeiiiiieieiieeeee 18

Clearspan | 419



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Agent Unavailable Codes

Activating or deactivating........................ 318
AddiNG .ceeeeei 318
Configuring Settings..........ccccvevvvvererninnen. 316
Modifying or deleting..........c.ccoeeeiriieeenns 319
Call Disposition Codes
FYo (o ]9 To SRR 321
Modifying or Deleting ...........cccccvvveeeeennns 321
Viewing and activating ..........c.cccocceeeennee 320
Viewing USage .......coovvvveeeviiieeeiiiee e 322
Clearspan Anywhere........ccccccceeevevcivnnnnnnnn. 175
Disposition Codes ..........cccceevviereiniieeennnne. 320
Profile menu ... 19
Services List of Advanced.............cccvveeeeen. 119
ServiceS MeNU.......cceevveiviiiiiiee e 119
SIZE 21
USEIS PAJE ..oovviiiieeeeieeeiiiie et 19
Group Night Forwarding, configuring ............... 70
Group Paging ..., 203
Adding paging group ..........cccceeeeereeeiennnnnee. 203
Configuring as Virtual User ............cccceeeee... 203
Configuring paging group originators......... 207
Configuring paging group targets............... 208
Modifying paging group .........cocecvvvevereeeennnne 206
Group-level Disposition Codes....................... 320
H
Hiliday Service, Auto Attendant greeting, setting
..................................................................... 150
Holiday service
ROULE POINTS ...ooviiiiiiiiiiieece e 235
Holiday Service Policy, Call Center ............... 304
Host
Flexible Seating.........ccuvevveieiiiiiiiiiiieeeee 195
Hoteling Hosts, configuring ...........cccceevvveeeennee 71
HUNE GroUPS .....veviiiiiiiiiiiiiii e 163
AAING e 164
Assigning Members to a Directory Number
HUNtiNg Group .....cooovviiiiiiiiieeeeeiiieeenen 172
Configuring as Virtual User ...........ccccveee... 163
Modifying or Deleting .........cccooecvvieeeieennnn. 174
SMDI Message DeskK .......cccccceeeviiiiiiineenenn. 168
Weighted Call Distribution..............cc.c....... 171

Clearspan | 420

I
Incoming Calling Plan, configuring .................. 82
Incoming Calls
ACCESSING USEIS ....ouviieiiiiiieiiiieeesiieeee e 48
Alternate Numbers, Users.........ccccccvevnnnenn. 60
Call Centers, User Defaults ...........cccvveeeenn. 66
Custom Ringback, USers........ccccccovvvvvvveennnn. 49
Instant Group Call
AddiNg ...ceeeeeiii 209, 219
Configuring as Virtual User ................ 209, 218
Modifying or Deleting ..........ccccovveenee. 212, 220
INtercept USErIS.......cvvviiiiiiiiiiiiiieee e 111
L
Listing
Announcements for virtual users ............... 124
Auto Attendant submenus.............ccocee 136
Collaborate bridges........cccocvveeeiiiieeeinnnnen. 179
CONfEreNCES......uuvvviiiiiiiiiieeie e 117
Tasks to Add Users in Bulk to a Trunk Group
............................................................... 255
USEIS . i 20
Virtual USers ......cevveeveeeeeiieeeee e 120
Loudspeaker Paging.........ccccvvvvvvvvvvivinininnnnnnns 380
AddiNg USEr ... 380
M
Maximum number of USers ........cccccevvvvvevnnnnnn. 21
Meet-Me conference bridge
=T [0 11 o S 375
modifying or deleting........cccccooveiiieveeennnns 378
Meet-Me conference ports, viewing............... 373
Meet-Me Conferencing
Configuring as Virtual User...........ccccceeee.... 372
Incoming CallS .....c.ooevviiiiiii e 48
Menus
Call Control, USer.........oocuvvieieieiiiiiiiiieeenn. 64
Calling Plans, USer ........cccccccveveeeienciiieeeeenn, 81
Client Applications, USer........c..cccooiuuvieeennn. 94
Conferencing, USer.......cccoocvveeeviiiiiinnnnenn, 116
Incoming Calls, USer........ccooiiiiiiiiieiiiiiiin 48
Messaging, USer.....ccccccceeevevivvvnnnnnnn. 102, 107



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Outgoing Calls, USer ........ccccceeiiiiiiiiiiieaaenne 61
Profile, Group .......coccvvveeieeee e 19
Profile, USer.....cccccoviiiiiiiii e 24
ServiCes, GroUP......coovereeirieeeeiiireee s 119
Utilities, USEr ......ccovvieeeiiriiieeeiiee e 109
Messaging
Fax for USErs ... 103
Menu, ACCESSING USEr ......c.cccevriereeriiieeenne. 103
Menu, USer........ccoeviiiii 102, 107
VOICE fOr USEIS ..oooviiiiiiiiiii e 104
Modifying

Addresses for Virtual Users .............oo..e.e. 123
Announcements for virtual users................ 126
Auto Attendant...........ccccoevviiiiiiiiiie e 152
Auto Attendant submenu..................o.. 142
Call Center Call Disposition Codes............ 327
Call Center DNIS Numbers..........ccccvvveeeeen. 354
Call Center ID......cveveeviiciiiiieeee e 292
Call Center Profile .........ccvvveeeieiiiiiiiiieeen. 291
Call Center Report Template ..................... 362
Call disposition codes

Route PoiNt.........ooocuviiiiiieieiiiiieeeee e 233
Call Park group.......cooceeeeiniieeeiiiiiee e 159
Call Pickup groups ........ccoocueeeeinieeeennineeens 162
Clearspan Anywhere Portal ....................... 177
Collaborate bridges ........c.occeeeviiiieeiniinennnne 181
Conference Bridges .......cccccccvvvvvvviiiennnnnnn. 218
CoNfErenCes .......uvvvveevieeiiiiieeee e 117
Group Agent Unavailable Codes................ 319
Group Call Disposition Codes.................... 321
HUNE GroUPS ...coveeeiiiiieeeeeceeeee e 174
Instant Group Calls..........cccccvvvvvnnnnnns 212, 220
Meet-Me Conference bridge ...................... 378
Paging group ......coooiieieeiieieeiieeeeee e 206
Portal passwords for Virtual Users............. 128
ROULE POINTS ... 224
Scheduled Call Center Reports.................. 370
Shared Call Appearance Location ............... 77
Shared Call Appearance Settings................ 73
TruNK GroUPS ..ooovveeeeeriiiee e 245
User Profile.......ccooiiiiie e 26

Music On Hold Message

Call Center ... 340
Call Center DNIS ......ocvvvveiiiiiie e, 352
Music/Video On Hold
ROUE POINt....ccoeiiiiiiiiiiiicee e 224
Route point DNIS ........occoovieiiieieee 228
N
Night service
ROUtE POINES ...cceeeiiiiiiiiiiiee e 236
Night Service Policy, Call Center................... 306
Number Of USErS ......ccccevviiiiiiiiiieeeeeeee, 21
@]
Office Zone, AsSIgNINg..........cccceeeeeeeeeeee e, 47
Outgoing Calling Plan, configuring .................. 83
Outgoing Calls Menu
ACCESSING USEI ....eeiiiieeieeeeeiiiiiieee e 61
USBI .ot 61
Outgoing Calls, Communication Barring User-
CONLIOL. i 63
Outgoing Digit Plan, configuring ...................... 87
Outgoing Pinhole Digit Plan, configuring ......... 91
Overflow policy
ROULE POINES ...oeeeeieiiiiiieee e 238
Overflow Policy, Call Center...............ccoee.. 297
P
Paging group........cceeeeeiieeeiiiiiee e 203
AAAING - 203
Configuring originators..........ccccccvevvvevenennn. 207
Configuring targets........ccccovvveeeiiineee e, 208
1Y/ T0To 1117/ 1 e 206
Paging groups
Viewing Group Profile Menu............... 185, 206
Paging, Loudspeaker..........coccevviieeiiiiieennnne 380
Password, Resetting for user............ccccoceeenee 35
Physical Location, turning On or Off ................ 72
Policies
Route POINtS......ccoviiiiiiiiie e 234
Bounced Calls..........ccouvveeeeiiiiiiiiiiieee, 237
Failover ... 231
Forced Forwarding .........cccccoevviiiiiineennnn. 235
Holiday Service.........ccoooveiiiiiniiiiiieeeen, 235
Night Service .......cccovveineieiieee e, 236
OVErflOW....eeieeieee e 238

Clearspan | 421



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Policies, Call Processing, creating................... 41
Policies, Device, configuring ........c.cccccecuvvveenen.. 45
Portal passwords, adding or modifying for Virtual
USEIS o 128
Premium Call Centers........ccoccevevviveeeiiieenenns 268
Primary Zone, ASSIgNINGg .......cccccevvivreeniiieeennnn. a7
Privacy, configuring for Virtual Users............. 129
Profile Menu
Accessing Call Center.........ccccoveevieeennne. 290
Displaying for Virtual Users..........ccccceeeen. 121
USEIS o 24
Users, Configuring a Charge Number.......... 68
Profile, USer........veeiiiiiiiiiee e, 26
Q
Queue Status Notification, Call Center .......... 356
R
Registrations, Trunk Groups ..........ccccccvvvennns 257
Report Templates
Configuring for Call Center...........ccccvveeee... 359
Report, Call Center StatistiCS...........ccccuvnnnnes 332
ConfiguriNg .....cvveeeeeee e 332
Resetting, User Password............ccccccevvvnnnnnnnn. 35
Ringing, route point..........cccoocveeeiiiieee e 226
Route List service
OVEIVIEW ... 37
Route Point service, group........cccocveeeerieeeenns 221
Route points
Yo [0 11T 222
Call disposition codes ..........ccccoevvviirineeenn. 232
Activating or deactivating..............c.c....... 233
2o [ 11 o [ 232
Defaults, configuring ..........ccccccceennnnnnnnns 234
Modifying and deleting..............ccccceeeenne 233
Distinctive ringing .....cccvvvvvveeeeiiiiiiieeeee e 226
DNIS numMbers.........ccouvvieeiiiiiiiieeeeeee 226
Agent usage, VIEWING.......cccuveeeeeeeinnnnee. 230
ASSIGNING ceoiiiiiiiiie e 227
Display settings, configuring ................... 226
Music On Hold .......cccvvvveeeeiiiieceee e 228
Modifying and deleting ............cccocoeeeeeennn. 224
Music/Video On Hold ..........coovecviveivrennnnn. 224
Routing policies ... 234
Bounced Calls..........cccceeeiiiiiiiiiiiiieeee 237

Clearspan | 422

Failover ... 231
Forced Forwarding ..........ccceeeeviveeeinnnnnn. 235
Holiday Service........ccocvveveeeeiviiciiiieeee, 235
Night SErvice ........cooevvviveeieee e, 236
OVEIflOW.....cvveieiiiiie 238
Routing Policies, Call Center......... 293, 295, 323
S
Scheduled Reports
FXo [0 1 oo ST 365
Call Center ......ueeeveeeeiiiiiieee e 364
Modifying or Deleting ........cccoocceeeiviieeenee 370
VIBWING...eeiiiiieiiiiiiiieeee e 364
Scheduling Call Center Reports ................... 365
Security Classification
Assigning security class to user................. 115
Services
Auto Attendant .......cccoeeevviiviiiiiiineeenenn, 130, 132
Call Center .......cceeveeeiiiiiiieee e 258
Call Park Group ........occeeeeinveeeeiiiieeennieennn 153
Call PickUp group ......ccueeeevnveeeeiniieeeiieeee. 161
Clearspan Anywhere........cccccccccvvvevevevnnnnnn. 175
Find-me/Follow-me .......cccccovviiiiienieeeinnns 183
Flexible Seating Host..............coooeeeeeeeen, 195
Group
Route POoiNt.......ccoovviiiiee e, 221
Group Paging......cccccevevvveveiiiiiiiiieieieeeeeeee 203
HUNE GIOUP .ooevveeiiicece e 163
Instant Group Call.............ccoeeeeeeeenn. 209, 218
Loudspeaker Paging..........ccccoeeeeeeeeeeeeenenn, 380
Meet-Me Conferencing ..........cccceeevvveeennne 372
ROULE LiSt....evviieiiiiiiiiieieeeiieeee e 37
TrUNK GroUP ..cceeeeiiiiiie e 239
User, ASSIigNiNg .........oooeeeveeeiiiee e, 39
Services Menu
ACCESSING GrOUP «.vvvvvreeeeeiiieniirereeeeeeeneneeens 120
Configuring group ........ccceveeeeeeeiniiiiiieeeenn. 120
Setting, Call Center.......cccccceeevvviiiiieeee e 309
Shared Call Appearance
Adding Device or Line.........ccccvveveeeeeiiinnnnn, 74
ConfigUING.....eeviiieiiee e 72
Deleting Location .........c.cccoovevviiiieienniiniinne, 77
Listing Devices and Lines ..........ccccceeevvvnnen 73



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Modifying Location ...........cccoecuiieeiieinnnnnnee. 77
Modifying SettingsS........coocvveeviiiieeiniieeeee 73
Shared Tasks, Virtual Users ..........cccceeevneen. 120
SMDI Message DeskK .......c.ccoovvveeeiiiieeeeninnnn. 168
Standard Call Centers.........cccocvvveeiiieeeeinnnnn. 265
Statistics, Call Centers.........occvvvveeeeeeiinnnnee. 332
Stranded Calls Policy, Call Center................. 300
Submenus for Auto Attendant........................ 136
Creating......oocevveeeeeee e 137
(IS 1] o PRSP 136
MOAIfYING .. 142
ViIiewing USage ........ceeevveerinniiiiieeeee e 143
Supervisor
Assigning Call Centers Agents................... 331
Assigning to Call Centers..........cccccccuvnnnnns 330
T
Transfer....ooo 90
Trunk Groups
AdING e 240
Adding Users in Bulk using Directory
NUMDEIS ... 251
Adding Users in Bulk using Extensions .....253
Call Forwarding Always User ............ccce.... 247
Capacity Management ...........ccccevvvvveeeeeenn. 248
Changing Pilot USer ..........cccccovviiieeiniinenenne 246
Configuring as Virtual User .........cccccceee...... 239
Deleting completed task to add users in bulk
................................................................ 256
Displaying status of task to add users in bulk
................................................................ 256
Listing Tasks to Add Users in Bulk............. 255
Modifying or Deleting .................oooeeeeee. 245
RegiStrations ..........occcvveeeieiiiiiiiiieeeeeeeeee 257
Unreachable Destination..............ccccceenee. 250
VIBWING ..eiiiiiiiiiiiiiie e 246
Viewing Group Profile Menu ...................... 244
U
Unreachable Destination, Trunk Groups........ 250

Usage, viewing for Auto Attendant submenu.143
User Communication Barring PIN, Configuring63
User ID, Changing......ccccoeviiveieeiieeieeniiieeeenn 27

User Profile, Accessing menu.........ccccoeoeuveeee. 25
Users
ACCESSING Group PAgE ....eeeevvvveeeiriiieeenniiennes 19
Yo [0 1 oo SR 21
Adding in Bulk to Trunk Group using Directory
NUMDEIS. ... 251
Adding in Bulk to Trunk Group using
EXIENSIONS...cviiiiiieiiee e 253
Alternate Numbers, Configuring .................. 60
Authorization Codes, Configuring................ 86
Busy Lamp Field, configuring ...................... 95
Call Center Defaults, Configuring ................ 66
Call Control MenuU .........cccovvveeeiiineeeeiieeeene 64
Calling Party category, configuring .............. 62
Calling Plans MenU...........ccccceveveviieieninennn, 81
Changing USer ID .......ccccoeviveeeiiiiiieeeiieeeee 27
Charge Number, configuring..........c.cccceeene 68
Client Aplications Menu ..........cccccvvvvveveeennn. 94
Conferencing Menu.........ccccvveeiiiieneinnnnen. 116
Configuring.....cccveveviviiiiiiieeeeeeeee 19
Configuring Call Application Policies ........... 41
Custom Ringback, Configuring .................... 49
Deleting ....eeeveiiiiiieiiieee e 26
Directed Call Pickup with Barge-in, Turning
ON O Off oo 65
Fax Messaging, configuring....................... 103
Group Night Forwarding, configuring........... 70
Hoteling Hosts, configuring..............ccoooon. 71
Incoming Calling Plan, configuring .............. 82
Incoming Calls Menu ............ccoeeeeeeeeeeeeeeenn, 48
INTEICEPT ... 111
LISTING . eee it 20
Managing Addresses ..........ccccceeeeeeeeeeeeeeeenn, 28
Messaging Menu.........ccccceeevvineeennne 102, 107
Modifying Profile .........cccccoonii 26
Outgoing Calling Plan, configuring .............. 83
Outgoing Calls Menu .........ccccceeiiiniiiiieeennn. 61
Outgoing calls, Calling Party category......... 62
Outgoing Digit Plan, configuring .................. 87
Outgoing Pinhole Digit Plan, configuring .....91
Physical Location, Turning On or Off........... 72
Profile MenU ... 24

Clearspan | 423



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Resetting Password ...........cooccvvieeiieiinnnnnee. 35
Services, ASSIGNING ......c.cvvveeeeeeiiiiiiieeeeee e 39
Shared Call Appearance
Adding Device or Line........cccccceveveeeinnnnnee, 74
ConfiguIiNGg....coovveeeiiiieee e 72
Modifying or Deleting ..........ccccocveeiiieeeennee. 77
Transfer numbers, configuring ..................... 90
Utilities MeNU..........occvvvieeieieiiiiiiieeeee e 109
Video Add-On, configuring ..........cccceeevivveeenne 79
Voice Messaging, configuring .................... 104
Utilities Menu
ACCESSING USEN ..vvvvieeeeeeiiiiiieeeeeeeeesvnvneeeens 109
USBI e 109
\Y
Video Add-On, configuring .........cccccevevveeeninnen. 79
Viewing
Auto Attendant submenu usage.................. 143
Call Center .........eeeveeeiiiiiieeeee e 295
Call Center Report Template Usage........... 362
Call Center Report Templates.................... 359
Group Agent Unavailable Codes................ 318
Group Call Disposition Codes.................... 320
Group Call Disposition Codes Usage......... 322
Meet-Me Conference ports ..........cccueeenee 373
Paging Group .........cooooeeevieie 185, 206
Scheduled RepOrtS.......cccoocveeeiiiiieeiiiieeenne 364
TrUNK GrOUP ..oceeiiiiieeiiieee e 244
Trunk Group USEFS ...ccevvvvvevieeveieeeeeeeeeeeeeeee 246
Virtual users
Find-me/Follow-me group .........cccccceeeeeennnne 183
ROUtE POINTS ..oovvieeiiieie e 221

Virtual Users
Activating or deactivating ...........cc....oeuuueee 122

Clearspan | 424

Adding or modifying portal passwords....... 128
Auto Attendant .........cccoovcieee i 130
Call Center ......coovveeieiiiiiee e 258
Call PickUp group .....cccveeeeieieeeeniiieee i 161
Conference Bridges .......cccooccveeeeiiicivneennnn. 213
CoNfIGUIe.....eeeieeiieie e 119
Configuring Addresses.......cccceeeevvvvvvveeennnn. 123
Configuring Call Recording............cccccuuee... 130
Configuring privacy ........cccoccvveeevivnereinnene. 129
Configuring Voice Portal ..............cccvvveeen.n. 128
Displaying Profile Menu .............cccocoeeenee 121
Flexible seating host ...............oooeeeeeeee, 195
HUNE GroupsS...ccoooeeeeeeeeeeeeeeeeeeeeen 163, 164
Instant Group Call...................... 209, 218, 219
S]] Vo 120
Loudspeaker Paging.........cccoocveeeinineeennnn 380
Managing Announcement Repository........ 124
Meet-Me Conferencing ..........cccceeevvveeeennne 372
Paging Group ......cccoeeeeevieeeieee e, 185, 206
Paging groups........ccceeeeviieeeiniieee e 203
Shared TaskS....cccccveviiiciiiiiieeeieeee, 120
Trunk Group.......eeeeeveeeeeenienennnnnn 239, 240, 244
Trunk Group USEIS ......occvveeeiniieeeeiiieee e 246
Voice MeSSagiNg.......cccccvvveveveieiiieiiieieieeeeeeeee 104
(O] 01T [0 1o 104
Voice Portal, configuring for Virtual Users..... 128
W
Weighted Call Distribution, Call Center ......... 343
Weighted Call Distribution, Hunt Group......... 171
Whisper Message
Call Center .....cceeeveeeeeieieee e 342
Call Center DNIS ..o, 353



Clearspan Application Server Group Web Interface Admin Guide Part 2 R22

Clearspan



	1 Revision History
	2 Summary of Changes
	Changes for Release 22.0
	2.1 Changes for Release 21.0
	2.2 Changes for Release 20.0
	2.3 Changes for Release 17.0

	3 About This Guide
	4 Group Administrator Tasks and Responsibilities
	5 Configure Users
	5.1 Group – Users Page
	5.1.1 Access Group – Users Page
	5.1.2 List Users
	5.1.3 Add User

	5.2 User – Profile Menu
	5.2.1 Access User – Profile Menu
	5.2.2 Modify User Profile or Delete User
	5.2.3 Change User ID
	5.2.4 Manage User Addresses
	5.2.5 Reset User Password
	5.2.6 Configure Direct Route
	5.2.7 Configure Route List
	5.2.8 Assign or Unassign User Services
	5.2.9 Configure Call Application Policies
	5.2.10 Configure Call Processing Policies
	5.2.11 Configure Device Policies
	5.2.12 Assign Call Centers
	5.2.13 View or Assign an Office Zone and Primary Zone

	5.3 User – Incoming Calls Menu
	5.3.1 Access User – Incoming Calls Menu
	5.3.2 Configure Custom Ringback User Profiles
	5.3.2.1 List or Activate/Deactivate Custom Ringback User Profiles
	5.3.2.2 Add a Custom Ringback User Profile
	5.3.2.3 Modify a Custom Ringback User Profile
	5.3.2.3.1 Modify Ringback Media Settings for Initial Calls
	5.3.2.3.2 Modify Ringback Media Settings for Call Waiting

	5.3.2.4 Delete a Custom Ringback User Entry

	5.3.3 Configure Alternate Numbers

	5.4 User – Outgoing Calls Menu
	5.4.1 Access User – Outgoing Calls Menu
	5.4.2 Configure Calling Party Category
	5.4.3 Configure Communication Barring User-Control

	5.5 User – Call Control
	5.5.1 Access Users – Call Control Menu
	5.5.2 Configure Directed Call Pickup with Barge-in Options
	5.5.3 Configure Call Center Defaults
	5.5.4 Configure Charge Number
	5.5.5 Configure Flexible Seating Guest Device
	5.5.6 Configure Group Night Forwarding
	5.5.7 Configure Hoteling Host
	5.5.8 Turn Physical Location On or Off
	5.5.9 Configure Shared Call Appearance Locations
	5.5.9.1 Configure Shared Call Appearance Settings
	5.5.9.2 Add a Shared Call Appearance Location
	5.5.9.3 Modify Shared Call Appearance Locations

	5.5.10 Configure Video Add-On

	5.6 User – Calling Plans Menu
	5.6.1 Access User – Calling Plans Menu
	5.6.2 Configure Incoming Calling Plan
	5.6.3 Configure Outgoing Calling Plan
	5.6.4 Configure Outgoing Authorization Codes
	5.6.4.1 Delete User Outgoing Authorization Codes
	5.6.4.2 Add an Outgoing Authorization Code

	5.6.5 Configure Outgoing Digit Plan
	5.6.6 Configure Transfer Numbers
	5.6.7 Configure Outgoing Pinhole Digit Plan

	5.7 User – Client Applications Menu
	5.7.1 Access User – Client Applications Menu
	5.7.2 Configure Busy Lamp Field

	5.8 User – Meet-Me Conferencing Menu
	5.8.1 Access the User – Meet-Me Conferencing Menu
	5.8.2 Restrict Number of Conference Participants
	5.8.3 Create Conference with Restricted Number of Participants

	5.9 User – Messaging Menu
	5.9.1 Access User – Messaging Menu
	5.9.2 Configure Fax Messaging
	5.9.3 Configure Voice Messaging
	5.9.3.1 Modify Voice Mailbox Size
	5.9.3.2 Modify Advanced Settings


	5.10  User – Communication Barring Menu
	5.10.1 Access User – Communication Barring Menu
	5.10.2 Assign Communication Barring Profile

	5.11 User – Utilities Menu
	5.11.1 Access Users – Utilities Menu
	5.11.2 Disable Feature Access Codes
	5.11.3 Intercept User
	5.11.4 Assign Security Classification Level

	5.12 Users – Conferencing Menu
	5.12.1 Access Users – Conferencing Menu
	5.12.2 List or Delete Conferences
	5.12.3 Modify Conference Start Date and Time


	6 Configure Services as Virtual Users
	6.1 Access Group – Services Menu
	6.2 Configure Shared Tasks
	6.2.1 List Virtual Users
	6.2.2 Display Profile Menu Page for Selected Virtual User
	6.2.3 Activate or Deactivate Virtual User
	6.2.4 Configure Addresses for Virtual User
	6.2.5 Configure Announcement Repository for Virtual User (AS Mode)
	6.2.5.1 List Announcements
	6.2.5.2 Add Announcements
	6.2.5.3 Modify Announcements
	6.2.5.4 Delete Announcements

	6.2.6 Add or Modify One or More Portal Passwords
	6.2.7 Configure the Voice Portal
	6.2.8 Configure Privacy
	6.2.9 Configure Call Recording Mode

	6.3 Auto Attendant
	6.3.1 List Auto Attendants
	6.3.2 Add an Auto Attendant
	6.3.3 Access Auto Attendant Profile Menu
	6.3.4 Manage Submenus (Standard Auto Attendant)
	6.3.4.1 List or Delete Submenus
	6.3.4.2 Add Submenu
	6.3.4.3 Modify Submenu from Within Another Menu
	6.3.4.4 Modify or Delete Submenu
	6.3.4.5 View Submenu Usage

	6.3.5 Access Auto Attendant Menus Menu
	6.3.6 Define Business Hours Service
	6.3.7 Define After Hours Service
	6.3.8 Define Holiday Service (Standard Auto Attendant)
	6.3.9 Modify or Delete Auto Attendant

	6.4 Call Park
	6.4.1 Configure Call Park and Group Call Park Settings
	6.4.2 Assign Alternate Recall User for Call Park
	6.4.3 Add Call Park Group
	6.4.4 Modify or Delete Call Park Group
	6.4.5 Assign Alternate Recall User for Call Park Group

	6.5 Call Pickup
	6.5.1 Add Call Pickup Group
	6.5.2 Modify or Delete Call Pickup Group

	6.6 Hunt Group
	6.6.1 Add Hunt Group
	6.6.2 Configure SMDI Message Desk Service
	6.6.3 Configure Weighted Call Distribution
	6.6.4 Configure Directory Number Hunting
	6.6.5 Modify or Delete Hunt Group

	6.7 Clearspan Anywhere
	6.7.1 Add Clearspan Anywhere Portal
	6.7.2 Modify or Delete Clearspan Anywhere Portal

	6.8 Collaborate Bridges
	6.8.1 List Collaborate Bridges
	6.8.2 Add Collaborate Bridge
	6.8.3 Modify or Delete Collaborate Bridge

	6.9 Find-me/Follow-me
	6.9.1 Add Find-me/Follow-me Group
	6.9.2 View Find-Me/Follow-me Group Profile Menu
	6.9.3 List and Order Alerting Groups for Find-me/Follow-me Group
	6.9.4 Create Alerting Group for Find-me/Follow-me Group
	6.9.5 View and Manage Selective Criteria for Alerting Group
	6.9.6 Add Selective Criteria Entry for Alerting Group
	6.9.7 Modify or Delete Selective Criteria Entry for Alerting Group
	6.9.8 Modify or Delete Alerting Group
	6.9.9 Modify Find-me/Follow-me Group Profile or Delete Find-me/Follow-me Group

	6.10 Flexible Seating Host
	6.10.1 Add Flexible Seating Host
	6.10.2 View Flexible Seating Host Profile Menu
	6.10.3 Configure Flexible Seating Host Addresses
	6.10.4 Configure Flexible Seating Host Routing Policies
	6.10.5 Configure Host-Guest Association Settings
	6.10.6 Modify Flexible Seating Host Profile or Delete Flexible Seating Host

	6.11  Group Paging
	6.11.1 Add Paging Group
	6.11.2 View Paging Group Profile Menu
	6.11.3 Modify or Delete Paging Group
	6.11.4 Configure Paging Group Originators
	6.11.5 Configure Paging Group Targets

	6.12  Instant Group Call
	6.12.1 Add an Instant Group Call
	6.12.2 Modify or Delete Instant Group Call

	6.13 Conference Bridges
	6.13.1 Add Conference Bridge
	6.13.2 Configure Phone Number Line/Port for New Conference Bridge
	6.13.3 Modify or Delete Conference Bridge

	6.14   Instant Group Call
	6.14.1 Add an Instant Group Call
	6.14.2 Modify or Delete Instant Group Call Profile

	6.15   Route Point
	6.15.1 Add Route Point
	6.15.2 Access Route Point – Profile Menu
	6.15.3 Modify Route Point Profile or Delete Route Point
	6.15.4 Configure Music/Video On Hold
	6.15.5 Configure Distinctive Ringing
	6.15.6 Configure DNIS Numbers
	6.15.6.1 View DNIS Numbers and Configure DNIS Display Settings
	6.15.6.2 Assign and Configure DNIS Number
	6.15.6.3 Configure DNIS Music/Video On Hold Message
	6.15.6.4 Modify or Delete DNIS Number
	6.15.6.5 View Agents Use of DNIS

	6.15.7 Configure Failover Policy
	6.15.8 Configure Route Point Disposition Codes
	6.15.8.1 Add Disposition Code
	6.15.8.2 Modify or Delete Disposition Code
	6.15.8.3 Activate or Deactivate Disposition Codes
	6.15.8.4 Configure Disposition Codes Defaults

	6.15.9 Configure Routing Policies
	6.15.9.1 Forced Forwarding
	6.15.9.2 Holiday Service
	6.15.9.3 Night Service
	6.15.9.4 Bounced Calls
	6.15.9.5 Overflow


	6.16 Trunk Group
	6.16.1 Add a Trunk Group
	6.16.2 View Trunk Group Profile Menu
	6.16.3 Modify Trunk Group Profile or Delete Trunk Group
	6.16.4 View Trunk Group Users and Change the Pilot User
	6.16.5 Call Forwarding Always User
	6.16.6 Capacity Management
	6.16.7 Unreachable Destination
	6.16.8 Add Users in Bulk Using Directory Numbers
	6.16.9 Add Users in Bulk Using Extensions
	6.16.10 View Tasks to Add Users in Bulk
	6.16.11 Display Status of or Delete Bulk Task
	6.16.12 Registrations for Trunk Group


	7 Configure Call Centers
	7.1 Call Centers
	7.1.1 Access Group – Call Center Page
	7.1.2 Add Call Center
	7.1.2.1 Add Basic Call Center
	7.1.2.2 Add Standard Call Center
	7.1.2.3 Add Premium Call Center
	7.1.2.4 Add Call Center with Call Center Wizard
	7.1.2.4.1 Add Basic Call Center with Call Center Wizard
	7.1.2.4.2 Add Standard Call Center with Call Center Wizard
	7.1.2.4.3 Add Premium Call Center with Call Center Wizard
	7.1.2.4.4 Change Call Center User ID


	7.1.3 Access Call Center – Profile Menu
	7.1.4 Modify Call Center Profile or Delete Call Center
	7.1.4.1 Change Call Center ID
	7.1.4.2 Upgrade Call Center

	7.1.5 Manage Call Center Routing Policies
	7.1.5.1.1 Set Routing Policy and Order Call Centers
	7.1.5.1.2 Refresh Routing Priority Order

	7.1.6 List, Activate, and Deactivate Call Centers
	7.1.7 Configure Routing Policies
	7.1.7.1 Overflow
	7.1.7.2 Bounced Calls (Standard and Premium Call Centers)
	7.1.7.3 Stranded Calls (Standard and Premium Call Centers)
	7.1.7.4 Forced Forwarding (Premium Call Centers)
	7.1.7.5 Holiday Service (Premium Call Centers)
	7.1.7.6 Night Service (Premium Call Centers)
	7.1.7.7 Comfort Message Bypass (Premium Call Centers)


	7.2 Group-Level Settings
	7.2.1 Agent Default Settings
	7.2.1.1 Configure Agent Default Settings
	7.2.1.2 Agent Threshold Profiles (Call Center – Premium and Call Center – Standard)
	7.2.1.3 View Agent Threshold Profiles
	7.2.1.4 Add Agent Threshold Profile
	7.2.1.5 Modify Agent Threshold Profile

	7.2.2 Agent Unavailable Codes (Standard and Premium Call Centers)
	7.2.2.1 Configure Agent Unavailable Codes Settings
	7.2.2.2 View, Activate, or Deactivate Agent Unavailable Codes
	7.2.2.3 Add Agent Unavailable Code
	7.2.2.4 Modify or Delete Agent Unavailable Code

	7.2.3 Call Disposition Codes (Premium Call Centers)
	7.2.3.1 View, Activate, or Deactivate Group-level Disposition Codes
	7.2.3.2 Add Group-Level Disposition Code
	7.2.3.3 Modify or Delete Disposition Code
	7.2.3.4 View Call Disposition Code Usage

	7.2.4 Routing Priority Settings (All Call Center Services)
	7.2.4.1 Set Routing Policy and Order Call Centers

	7.2.5 Assign or Unassign Agents
	7.2.6 Configure Call Center Disposition Codes (Premium Call Centers)
	7.2.6.1 Add Disposition Code
	7.2.6.2 Modify or Delete Disposition Code
	7.2.6.3 Activate or Deactivate Disposition Codes
	7.2.6.4 Configure Disposition Codes Defaults

	7.2.7 Assign or Unassign Supervisors (Standard and Premium Call Centers)
	7.2.7.1 Assign Agents to Supervise (Standard and Premium Call Centers)

	7.2.8 View Call Center Status and Statistics (Standard and Premium Call Centers)
	7.2.8.1 Configure Statistics Report Settings
	7.2.8.2 View Call Center Queue Status
	7.2.8.3 Generate and View Queue and Agent Statistics

	7.2.9 Customize Call Center Announcements
	7.2.9.1 Access Announcements Page
	7.2.9.2 Customize the Entrance Message
	7.2.9.3 Customize Estimated Wait Message
	7.2.9.4 Customize the Comfort Message
	7.2.9.5 Customize the Music On Hold Message
	7.2.9.6 Customize the Call Whisper Message (Premium Call Center)

	7.2.10 Configure Weighted Call Distribution
	7.2.11 Configure Distinctive Ringing
	7.2.12 Configure DNIS (Premium Call Centers)
	7.2.12.1 Access Call Center DNIS Page
	7.2.12.2 Configure Call Center-level DNIS Settings
	7.2.12.3 Add DNIS
	7.2.12.4 Configure DNIS Announcements
	7.2.12.4.1 Configure DNIS Entrance Message
	7.2.12.4.2 Configure DNIS Estimated Wait Message
	7.2.12.4.3 Configure DNIS Comfort Message
	7.2.12.4.4 Configure DNIS Music On Hold Message
	7.2.12.4.5 Configure DNIS Call Whisper Message

	7.2.12.5 Modify or Delete DNIS

	7.2.13 Configure Queue Status Notification (Premium Call Center)
	7.2.14

	7.3 Reporting (Standard and Premium Call Centers)
	7.3.1 External Reporting Settings
	7.3.1.1 Configure External Reporting Settings

	7.3.2 Report Branding
	7.3.2.1 Customize Report Branding

	7.3.3 Report Templates
	7.3.3.1 List Report Templates
	7.3.3.2 Add Report Template
	7.3.3.3 Modify, Delete, Enable, or Disable Report Template
	7.3.3.4 View Report Template Usage

	7.3.4 Scheduled Reports
	7.3.4.1 View Scheduled Reports
	7.3.4.2 Schedule Reports
	7.3.4.3 Modify or Delete Scheduled Report



	8 Configure Meet-Me Conferencing
	8.1 Access Meet-Me Conferencing Menu
	8.2 Meet-Me Conference Ports
	8.2.1 List Conference Ports

	8.3 Meet-Me Conference Bridges
	8.3.1 Add Meet-Me Conference Bridge
	8.3.2 Modify or Delete Meet-Me Conference Bridge


	9 Loudspeaker Paging
	9.1 Add Loudspeaker Paging as User

	10 Acronyms and Abbreviations
	11 Index



