O
scantalk.

Office Manager

Get Started

Presented by
Scantalk ApS
+45 70 22 20 80
sales@scantalk.com

AVAYA

DEVELOPERCOMNECTION
GOLD



TeamViewe Office Manager

- Get started

POk O 8 0 l

N

B x| s

| & | clarissa Clarkson

[Agerlt 14042 <— Clarissa I 10:00:52 l 0:22 J

&L s

[m Bobby Bell

] Agent 14042 <— 4002

| w0107 | o002 |

19:00 11:00  13:00 15:00  17:00 19:00
Accounting (Group) £ 96 3 2157177346 g
| Group, Accounting gasnrmse | | [l it ll[
Allan Anderson (AA) £ 92 3 2157174942 “
| Controller, Accounting gasmns | |y bbb bl '
‘Bobby Bell (88) £ on 3 2157174902 — .
| Assisten controller, Accounting gasmrme | |y gl ledyll '
Frances Fullham (FF) £ o 3 257174914 *_l , e
Irwoice controler, Accounting 215717 7346 Calender Info
| / o D 1 L] S50 Meeting
Grace Gunson (GG) € 1w 3 2157171907 {%1%33113 1001200 Cor
Debet controler, Accounting § 257 lgaliGuliiliilisil bl s

CONFIDENTIAL

® Scantalk 2012



This iIntroduction iIs divided Iinto 2 sections

Every day functions and features

Telephony and agent functions
Colleagues

Call window and call log
Practical examples

Queue bar and queue notifying

Integration
Contacts
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Every day — functions and features

. Telephony and agent functions
. Colleagues

. Call window and call log

. Practical examples

. Queue bar and skill groups

. Integration

. Contacts
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Telephony functions

« All functions are accessible via mouse or keyboard. Only icons which are
currently usable are highlighted. The voice mail icon is only highlighted if a

voice message Is recorded.

Make call On Hold Transfer Send all calls

DTMF  Always on top

Group
Answer Hangup pickup J/ Voice mail Help

CEtE~(R @8 D

ojo
[=][=

X

1

7

On Hold Complete transfer

| |

!% Hang up

8
% Answer call/Unhold
g Sl <— Make call/search

Working at home

Bad hair day

Mot defined



Agent functions

ACW duration can alternatively be configured
centrally at Avaya CM. This implies that all agents
operate with fixed ACW duration.

. An agent is gutomancally set to
AUX if a call is not answered

Ho | <
o
(e

s s & |___ > —
Sl Break
Masting
Shortcuts: Business ravel
CTRL-l =Agent Login

CTRL- =Agent Logout
eTrRL- = Agent Ready
BTRL- = After Call Work

8TRL- = Agent AUX
z



Colleagues - search

Search colleague will usually take Alternatively colleagues can be
place in this way. identified through the tab
Colleagues, where they are
presented according to the

- p organizational structure.

@ Colleagues

Search is supported by phonetics, and

] - =84 Departments
can be applied with word elements or

EH'-I Alishare
free text format. o8l GB
--"u Unknown
..f- City
-4 Landsdale
Searchable data L Admimstaton
--i-l Oxford
Organizational B+l Scotiand
Department
Title
Skills

Contact related -8l Long lceland

\;:( Favorites
Initials {B Current Searches

Local no.

Mobile no.




Colleagues - presentation

This section presents staff/contacts in alphabetical order. When the input

(search) starts, the number of employees are reduced up to match, or until
the employee is shown in the list — then click on this.

CONFIDENTIAL

Todays calendar appointment(s). Reflects colors from Exchange/Notes.

Agent status

Ole Larsen (OSL)
Business Development Manager, Sales

3 20248483

10:00 12:00 14:60\ 16:00 18:00 20:00
\

1 S Mhn ‘5“

[

Tittle and department

Further information
about the employee is
displayed by right click.

A

Phone status/
Absence code

Calender info
16:00 - 17:00 Mede

Ll

Mouse over appointment
displays details
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Colleagues - detalls

Properties

An comprehensive overview of a colleague’s contact points and organizational
affiliations is displayed by right-click on the colleague. For further details select

Properties.
Jakob Spangslev (JSP) & 4005 B 20243485
Developer, Development ﬂ=> 4905 | | | | | | | | |
Keld G. Hansen (KGH) (= 20248485 A
CEQ, Development Developer | | | | | | Ll

Marvin Firestone (mfi)

IT Professional, Development

0Ole Larsen (0SL)

2 E0Y Y

Development
ISP @scantalk.com

Remote Desktop Connection

Properties

Business Development Manager, Sales

You can call the colleague by click on number (landline or mobile).
Send e-mail by click on e-mail address.

4921 - Jakob Spangslev (J5P) 3
“Genwrel | Dotads | Presence | Command.

8 Jakeb Spangelev USP]

Exercnn o Fox 20248485

Mobie AUUB  Backip  4BI045

Diect 10805 Home

Emat SSP@scanial com

T CTI Developes

Compary. Scartak AgS

Depsamert  Devekopmert

Funchion

Descrptionc Soltware Expert

Comment: Rejen i Sstun

4921 - Jakob Spangsley (J5P) X

Gonevel| Detads | Prosence | Command

Ofice Abeved
Busines: urt AR

Boss MiKG, Hansen
Secretory Susanne Blonde
Addrest CTl Huset
Zpeode/Ciy. Abesod
State/County Darvnak DK

4921, - Jakob Spangslev. (JSP)

| Generel | Detais || Presence | Command|

%)

- i St
Maobile l Stales

PunchClock: 4 Status

Conputer - @

Callfornerc g

Avilsble

Appoiniments

11:00-13.00 23102008 Mode (ke t stede)
15:30- 16:30 23102008 Testmads (forelatia)
18.00-20.00 23102008 Mode (ikke i stede]
21:00-2200 23102008 Test mads (Forelobia)
22.30-23:30 23102008 Test mads (forelabia)
10.00- 1100 27-102008 Monthly meetings

02.00-10:00 23102008 BUSY TEST (Oplaget)

|/

Clase




Status icons

lcon gross list which can represent status on employees/contacts in the
total TeamView env. Available icons depends on which TeamView
applications are used in the individual installation.

- Send All Forwarded
Free Busy Logout Unknown Calls Forwarded VM) SHTETIE !
## Gone for ' Short
Abcense b Maternity '@Vecation a M1 m Meeting ’.f today ‘@1 Lunch . absence @ Other

leave
S T $UA. G JE
Mobile g Free l Busy ‘ Logout . Unknown
In/Out @presem .Er(()atsent ' e’;lt(t)etxched

PC -' Logon E‘gg\ien - Logout o

—, attached



Call window

- If the name of the other part is not known by the system only phone number is
shown.

- The maximum number of call appearances is 6.

Phone status The other parts no./name Start time Duration
| El | 14942 aJ Mona Monsen Agent = --4902 11:09:24 ;20

T T

‘% r EI Information about recipient

. If the recipient's name appears
The 3 variants itis a direct call

Alternatively it can be either a
colleague's name (the one who
originally was called), or the
name of a hunt-group which
the recipientis a member of.



Call-log

E@t v | Scantalk ApS -p‘c@‘c\- E ﬁcc&’g a'l\p’ggl‘r@
[? 0. & 3
_Sa_les {AVAYA CISCO)
‘ @ Colleagues
m Contacts
3 Skill Groups ‘ Date Time ] From ] To ] Duration i Description -
- | < 2010-11-10 15:54:19 4941 4902 0:04  Agent—->4902
(j History | X 2010-11-10 13:57:53 ok 4902 0:06  ?2(MFI)>KGH
| “2010-11-10 13:55:56 ook 4910 2:03  77(Sales)>CTI Huset —
| < 2010-11-10 13:55:38 4905 0:05
V | “%2010-11-10 13:55:37 ok 4911 0:01
| < 2010-11-10 13:50:53 sokok 0:00
Al % 2010-11-10 13:50:53 4905 0:01
< 2010-11-10 13:40:23 ok 0:00
< 2010-11-10 13:40:18 63159190 4910 0:03 63159190(Sales)>CTI
F < 2010-11-10 13:10:23 4905 0:04
| X 2010-11-10 13:10:12 4905 0:01
Inbound |34 2010-11-10 12:57:32 29277660 4999 0:10  29277660>CTI Huset
| < 2010-11-10 12:27:57 44882957 4911 0:11 44882957 >Support
| “342010-11-10 11:50:07 28997791 4903 0:33  28997791(MFI)>05L
, | 3 2010-11-10 11:49:15 ik 0:00
| 3 2010-11-10 11:01:48 4305 0:00
Sl | < 2010-11-10 11:01:26 4905 0:00
| X 2010-11-10 10:40:58 44517610 4911 0:04  44517610>Support
| %< 2010-11-10 10:26:04 44500256 4911 0:11  44500256>Support
| < 2010-11-10 10:15:44 0046515761206 4910 0:05 0046515761206(Sales
x | % 2010-11-10 09:38:13 4905 0:02
| “342010-11-09 15:13:45 44517610 4911 7:55  44517610>Support
Missed X 2010-11-09 14:49:46 4905 0:04
| < 2010-11-09 14:19:44 79420122 4905 0:07 794201223MF]
< 2010-11-09 13:00:16 4905 4906 0:04
9 2010-11-09 12:24:32 44517610 4911 1:03  44517610>Support
| % 2010-11-09 12:08:51 4905 70302020 10:16

‘ a Personal

N 2010-11.00 12:06:27

<«

Aok

nnn

| o

¥ 1%

& 301 objects a

All calls to/from an
employee is logged
locally - sorted by
incoming, outgoing
and lost calls.

All local call-logs are
accumulated into a
central database.



Practical examples

« Consulted transfer to colleague

a
v

Answer call 1 4 Complete
a Ole Larsen 14903 (4903) - TeamView Office Manager LE‘@E
EIEESR pc»c»nx--cm ©8 # ‘0
=e0B481 b 20240483 £ olevarsen UL 2. | 1456
| e
Search (== ———
w Development = - .
L Seles £ 8 3 [ = |
2 Sl meem R Gt leLl.Ll.'xhhhi 7’;
AT S oot | [oremaromson o) ¢ o 3 wwer | ‘ ‘ }70
on e et P R P T T
‘Spangsiev (15P) £ o B mases ‘
m«wmv ‘KMIM\‘]MMMIKMM
G onsen (o L ) |
T \.u‘.h‘m.uhl.hl“
Lars Gyldholm (1 £ 0 22046 |
- S«ux::v—wn::)uﬂ ‘lll‘lllllllll]lll(sa
Kontakter | (o sieen Jorpensen ¢ o 3 o
[ | e, s = ‘m‘.l}‘wmmm i
- Harvin Feesions (n) ¢ »u 1 |
(D: T rofessinal, Cevelogment ‘111,J,1li41,|,11111|J1}J_‘
ﬁ-mAmmAm* Do — e — ; : -T'q— g

2 —

Search

& Ote Larsen 14903 (4903) - TeamView Offce Manager

BT

=~ foB8aB1

Pee

BlR O & *0

A mearaton
B
5 88 Atdeinger W w0 2o
. Devecpment
o Stles Carl Johan Esbensen (CES) £ 2s 3 20203 oo
& Support Develaper, Development: “J
Fovontr .
" Devogment | Christina Hanson (CHA) £ o P ‘ | | J
on Saney, Dot s fuslimlogulNgebugsle
Jakob Spangsiev (ISP) £ s 3 waess | l
Deveoour, Drveopmen e ‘Ml\\hlxhllx a4
Kekd G Hansen (KGH) £ o [T T — Y
20, Devebpment \\1.\\\.Ixmm|\\1|“
Lars Gyldholm (LGY) £ s B 22use ‘ I(
Spou btk ettt g [ G
ﬁ ntabing Lars Steen-Jorgensen (153) £ w0 T ‘ | | P ‘
4 Smcpper | s ssheslsisiolsainleitsinlunill
O e HarvinFrestone (mf) £ o 1 ‘ | | I
D T holesmtne, Cevekomert M I Jllx 41|7&
et aecan 01 Vv ueerye— L L L [ o _al
I CSTAINVALID_CSTA DEVICE IDENTIFIER ﬂubhp-

— 3 Double click on employee

Num I l
7 8 o |
Homc f PgUp

1  Answer call

Move focus to employee



Practical examples

« Direct transfer to colleague

e

3 Click on employee

Answer call 1 4 Complete
& O Larsen 14903 (4903) - TeamView Office Manager [EEI=)
(21888 ))@Cvﬂ‘ﬂcrﬂ o8 4 10
= 08481 | @ & 20248983 £ olevarsen BI04 e 202 526
B
Search {82 —
= eveopment
- Soles | Johan Esbensen £ 20 3 0% P
2 S} gum pebiog iy 1J_1_LLLJ_1MJJ.MJLL} i i
p anson. F o 2 oo |
osmx:m :::"“"""“m “IlllllllJlll‘Jllill 121~
£ s § 202s4s
)“::*'s”m i s 7I|[‘JJI\\JI|KMJI1[J‘3‘
s R PO .. P8 PO 3
Lars 6 £ o6 B 2020246
& Wx"“::"‘ ‘I|\‘JJI\HI||MIIH1,{§Q
Uontahter: Lars Steen- a4 28193373
4 SnGrupper *”‘_";'3;;:@),,' ,I,, l-l;‘xlnhhlxhh\ﬂ ‘,
e Marvin Firestone £ Ba [ |
Cmmn nr:a»«mﬂg@«;‘:"m IIIIIHIMJ!!I“]IH[ <
T =
i CSTAINVALID CSTA DEVICE IDENTIRER

i i §

& Ole Larsen 14903 (4903) - TeamView Offce Manager = O
23 Peto~UROd = ‘0
- P08481
A egraton
£ xotesaer
5 88 Afdeinger W00 00 wa we) @@ 20
- s Cart2ohan Esbensen (c5) LT 3 woues i | ‘ J l I oo’
:asuw' ‘Develaper, Development PV BT B N I B ”EJ
sener re—
i Development | Chistina Hanson (CHA) £ ou 3 w2we1 ‘ ) | @
on e Pt leidsslsliadnledeleidn
Jakob Spangsiev (15P) £ s 3 mases | <
Oevelper, Deveiopment eludel Jl\\[llll ‘3‘
Keld G. Hansen (KGH) £ o 3 w2ewH0 _ ‘
20, Devebpment M\yr\\li\\wlv\\ll
LanGydbolm(@GY) 4" a0 3 2 l
Suppert Engreer, Spport |I\JJ|M|J|HI
P s —rry £ 3 wmn \ ‘
B SGrpper | Soks e 5o \JI'}‘IJIM‘!IP‘\II
G Harvin Frestans (al) £ 9n ] ] | |
> 7 rofessos, Cevelogment ‘LJIILLIIIIIJIII Ll <
” ooy L LA a”
B CSTA VAL CSTA DPYICE IDENTIRER. - - %

7 8 o |
Homc f PgUp

.-l
\ _J _l_l@

\

Move focus to employee

Num ' I 4

1 Answer call



Practical examples

« Call park / unpark

Answer call/unpark = 1 «—— 2 Call park

& Ole Larsen 14903 (£903) - TeamView Offce Manager [E=rEr==)|
28238 P(»CbﬂﬂCCQ o0& 4 10
= #0881 ¢ & 20218483 a Ole Larsen AR 202 | 145165
B earaton
5 88 Aldenger

We  mes  we  ww  ww  »e
& Devecpment - > s -
o sees Carl Johan Esbensen (CES) £ s 3 0s43 ';,
& Suport Develaper, Development.

&t Povrter —— - —

i Development || Chistina Hanson (CHA) £ ou PR ‘ ‘ |

- semetay, Devement T I T T P Y

O'E

Jakob Spangsiev (JSP) £ s § m2ssus ‘ 3
||x|1J||\ 1 I I T

@ -
v

Keld G. Hansen (KGH) £ 3 wamm0

€20, Devetment \l‘\hmnhhni“

Lars Gyldholm (L6Y) £ o |m<{a‘ I

Support Engrer, Support 1||‘1J|11111|1|I|,$a
S5 omaicer Lars Steen-Jorgensen (152) £ o e ‘ ‘ ‘
4§ SmGnpper | o e N ) O B A BT

e prer—— LA a— ‘
S| ‘m‘mmdmm.‘;
glmu«.nn..m;'_'”m‘ o FRe—— | L L L 1--3 - 1

L]

{

— 2 Call park

!

— 1 Answer call/unpark

e |
a |




Practical examples

« Make call, write to or lookup details on colleague/contact

& Ote Larsen 14903 (4903) - TeamView Office Manager = | b 4905
2828 PR Qﬂ #+0 £ 20248485
=084 8 1 i 20208483 [ DleLarsen [ oL | aamas | 72 Developer
: tilawenr /) Development
Search | T — (1 JsP@scantalk.com
b~ ::’m | Carl Johan Esbensen (CES) £ =n 3 2203 | I l ‘ ] I & Remote Desktop Connection
1 F=p. o e Develoe, Deveiopment A T 0 N Y O A Y .
] it % Properties

::::.(‘n') o b mﬂwhﬁil\\hlﬁ

QEEMM mm":” i A i}‘lll'\l'l\\'l}‘l J
A === = = | ||l S@#& 2 Rightclickon employee

e — N O N - " Click on desired function (no./e-mail).
B | i S ' : :
e T 2 |m1||‘1|||1mm‘-| 2 For more details select Properties
e W I W Y e e |
PN Z T et
1 & Ote Larsen 14903 (4903) - TeamView Office Manager =) :‘ 1905
N : ‘pC"C‘EJ"CCQQs i#*+0 € 2028885
0 RIR1 2 Developer
Search (s s | D! Deveiogment
o= === E—
& S | Cart Johan Esbensen (CES) £ w0 3 2200 T & Remote Desktop Connection
:l"-.v::“ Devekoout, Ovelogment [|I|I|I|]t||||lll|l|l J & Propeties
® esce cace cese con B e W IR
g = BN meme = = sl SS % 3 Right click on employee
2 - | |
et e . N, .. VR 5
T —— P R R Click on desired function (no./e-mail).
%‘L:**wm = W o T | For more details select Properties.
Skl Grupper Lot 1 11 1 L 1 ] 1 1 L
O 1 Marvi Feestone (mb) £ B4 [ 7‘ . L l 7‘:
1 Fofessnns,Devicoment ' L Lugolegsls l 1
fa— T ————— | 2 Move focus to employee




Queue/bar for hunt-groups

Login Free

\L \L You can insert limit values (2) for max.

number of calls in queue. When a limit
- ' U 3 4 a 1 is exceeded you will be alerted.

Calls in queue

% Queue Warning! | *

0in queue 'Sales'

If you are member of several hunt-grups
you are free to choose which one to be
shown here. The other groups are shown
under the tab Skill Groups.

You are free to place the queue/bar

at the top or bottom. The taskbar displays an Office Manager icon.

- The icon indicates the current agent status.
a Busi Therefore you do not need to activate the
[== @0 Q4Q1

Office Manager to check the current status.




Integration

Favorite list

—

The following forms of integration are possible:

- Automatic popup of inter-/intranet-pages

- Automatic popup of Windows applications

- Activate internet/intranet-pages (from favorite list)
- Activate Windows applications (from favorite list)

. Make calls from Windows applications

» BN o o 1 < o
2838 PECEa~R ©E
0 E-4 1 -4 L
t (POfiice, BLsnessSMS, TeamView
-‘—-n—-— - —
@ S @ o E -
Sageindstilinger 2
Popupmtegation  Google ok Netat Kod merz v 1 |
‘ Oogle Stral < | Seg Dreite er aitiveret v
‘ Ca. 21,700 000 resuteer (0,04 sekunder) Avenceret sogring
‘Web Phane book
2 Alle » The Centre for Strategic Development Home Page - | Dversmt denne side |
Strategy, . culture, i
@ Bileder \won strategycenirs net/ - Cached - Lignende
W Videoer i
e Strategic Development - | Overst denne side |
W Beger Filtype. MicrosoR Powerpoint - Hurlig wsning
v/ Mere Strategic Development Product Life Cycle (Revisited in Product); Bawman's Competitive
Strategy Options; New Product Development (NPD) ...
Strategi 206, ppt
S#g pa nettet
Seg sider p dansk Strategic Development - | “versxt denne <ide |
Oversatte as well as. Executive Leadership Development coaching; for a
7 . B FREE 60-minute intial ct dial 1-B00-849-8326 nowl
£ cotesgues et wiw strategicdevelopment gnende
ﬁ Contacts: Seneste 24 timer Strategic Development e side |
= Managing Padner, Research Triangle Park NC ...
O History i php - Cached - Lignende
R ftater fra strategicdevslopment @
Personal < >
Y i icograeon




Contacts

Contacts (common and private) can be entered in a traditional folder structure, as users
themselves are responsible for.

Contacts can be imported from Outlook to a private folder, which then individually can be
transferred to shared folders with drag & drop.

@ Contacts Mame Phone Mobile email Company | Title Department Address ZipfiCity
=42 Common Q Jane Doe 12345678 12378945 x@hotmail.com  visiob FindMe  LostAndFound  Found Road 10
* a John Doe 123456673 12345765 x@hotmail.com  Your Office FindLost  Lost person Lost Road 1

| Adrmiristration
=0 CTI Huset
[ Jysk ejendomsinvest

] Mirsk
7| Onapplications
=0 Scantalk
[ 1 Ansatte
[| Konella

| tidigereansat

=1/ Distributgrer
| Euroline
[0 Lemvig-Maler afs B Jysk ejendomsinvest
0 SEC B Mirsk
.| Emner i OnApplications
~ B Scantalk
| Forhandlere firma tosts
[l Leverandgrer :‘ Red & Yellow ol
=) Partnere & Taxa 46755005
| Resellers o 47“00 i
| Saerlige wd
= Private B 22474408
7| Import “f Open
A e You can call or send e-
8 Mew Contact mall by rlght C||Ck
2z MNew Company
IZ)  New Folder
A xx@xxxx.com
@ www.xxx.com




Personal Configuration

e!m“’""" PR~ RO DHE 40

This section only deals with the issues as the
individual user has influence on.

Agerk

— EIEES P~ ©F D& 4O

[ 4 srorown e | 7S, . U N f—

e | e— All other issues are handled centrally.
3 R oeerme e

Contacts

skill Groups

Office Manager Configuration

History

MR

Personal
Phone Configuration
Setup Phone and Server settings
Phone Configuration Options
t Generel options and settings
Inbegrations Agent &, 5kds — ¢ Phone
.
Options
Agent Confiquration | 1
.
& P ntegration
c
Agent

ikllv i Personal .




Phone (call & forward)

. enter your extension, country mask (and direct number)
. checkmark for show new Voicemail (=highlight icon)
. automatic minimization of the application by end call

. erase search text field by end call

Phone Configuration |£|
| System |Ea||s| Forwards || Presence |
Fhone End Call
E stermion: |4941 [ Minimize if no cal
Prefix: | Delete Search Test
Country b ask: |+45
Direct: |
Voicemal: 32000
i‘t [ Show rew vaoicemai
Phone Configuration |Z|

Fonwards
G Fonward 1 |
Fonward 2 |
Fonward 3 |
Mote:

Fonmard permizsions is configured on the Phone Central/PBE

You can enter up to 3 numbers, which complements
the absences messages (see next page). The numbers
are presented together with the absences messages
when the forwarding icon is activated.




Phone (Presence)

Phone Configuration

3

Frezence Configuration

Display text Mumber Display test Mumber

[Lunch [[1 1@ [Mesting R : !
L [sheBek |7 | (D)
|Matumity Leave | |3 | m |Working Home | |8 | @
[Gore for Today | [4 o5 [BusinessTravel |3 | @
i 5 | |padhaidy [0 | @

Up to 10 numbers (VDN) can be booked (centrally)
for handling absence causes. When you forward
your phone to one of these numbers (by click on an
icon), the icon will show your phone status with
your colleagues.

PS: For each VDN it is possible to attach voice
messages (centrally) - eg. one being played by
internal calls and one covering the external
calls.



Options (General & Calendar)

Options

X

| Calendar || Contacts || Language || Advanced || Search|
Generel Options

Application Pop-Up (incomming calls]
Focus Window on Pop-Up

[] Hide Trunk and Channel on Secret [dentity

Show Ballaon Tip [incomming calls]

Show Agent Statuz Color [in Call list]

[ Corffirmn before didling

Minimize to tray

Cloge ta tray

Generel

; ontactsl Languagel Advancedl Searchl

r— Calender Optionz

IV Show Calender for Collegaues

r— Start Time

& Use fived start time in calendar

Start Time: IDS:DD 'l

£ Use curent time a3 start

Cancel |

. Popup in front of all applications on incoming calls

. Hide caller (garbage-)information on secret identity

. Show balloon tip on incoming calls (alt. to automatic popup)

. Show Agent status color in call window (previously described)
. Confirm outbound call before dialling

. Minimize to systray (alternative to taskbar)

. Close to systray (alternatively exit the application)
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Show calendar appointments for colleagues
Use either fixed or current time as start
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Options (Contacts & Language)

Options |X|

| Language || Advanced || Searchl

(& Micmsoft Outlook 200

Latus Motes

Impart Contacts...

Options |z|

| Generel | Calendar | Contacts i Landuage ;| Advanced | Search|

Select Language: | Englizh [Default) £ |

Mate: Language file must be placed in the Language falder

You can import contacts from MS Outlook. The contacts
are placed in your private folder, from which you can
transfer selected or all to common folder - with drag &
drop.

Here you have the option to select language.



Options (Advanced & Search)

Options

[ Show hidden users

Show Login Dialog on Startup

Save window position and size on exit

Save last selected Taskpane on exit

Log file level (0s disabled);

Options

| Generel | Calendar | Contacts | Language | Advanced| Search ]

Search options

] Sort by ltemType (Users, Contacts, Groups)

Reverse order [Groups, Contacts, Users)

3

. Show hidden users (eg. deleted)

. Show login dialog on startup
. Save window position and size on exit
. Save last selected task panel on exit

Auto search is not supported (you
have to enter search criteria and press
Enter).

Sort by item type (the order in which
data (colleagues/contacts) is
presented when searching).

If no checkmark, data is presented in
alphabetical order.
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Integration

Automatic popup

The system support automatic popup of inter-/intranet-pages and Windows
applications (centrally defined).

Which system to popup depends on what B-number (hunt-group) is called, and
the content is based on either A-number or input from an IVR system.

Manual activation

Manual activation of internet/intranet-pages and Windows applications is possible (from the Favorites list).
Which system to popup in a given situation depends on an organizational guidance, and the content is based on
either A-number, input from an IVR system or based on manual input from the user (eg. policy number).
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All configuration parameters related to the integration
is carried out centrally.

It is also possible to make calls from Windows applications. This function must be
supported by the individual application.
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Agent (configuration, Skills & Queues)

Agent Configuration (Version 2.0.14.239)

Agent Config | Skills & Queues | Motifying | Skill Graups |

Agent
g AgentID:  [14941 |
Pazzword: | |
Femember Agent 1D & Pagzwond
Search tags:

Agent Configuration (Version 2.0.14.239)

Agent Config [{ Skils & Husues | Metifying | Skil Groups |

Skills & Queves

Shows My Queue' on Taskpanel:

|Supp0rt [IPOffice, BusinessSMS, Teamiiew) w

& Top () Baottam

3 Show Agent Groups

Enable Agent Skills and Groups [Queues)

Enter your Agent ID (and password)

Show Agent groups
It is centrally defined which groups are relevant (see next page)

-S!My — | 3 My Skills f' g

Skilt
Skils
i Ssles
Support
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Sales (Group 1) 1001 AVAYA, CISCO 0 3

Support (Huntgroup 2... 1002  IPOffice, BusinessSMS, ... 0 3
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Agent (Queue notifying & Skill groups)

Agent Configuration (Yersion 2.0.14.23%)

| Agent Config || Skills & Queues [{ Halifying | 5kl Groups |
M atifying

ﬁ [[] Enable Queue Matifying

Murmnber of callz in queue before notifying:

Show 1. waming after | 1 | calls Enable queue notifying (2 levels)

FRepeat everny minutes
- calls

minutes

\ Show 2. warning after

Repeat every

1 Queue Warning! %

0in queue 'Sales'

Agent Configuration (Version 2.0.14.239)

| Agent Config | Skills & Queues | Natifving |§‘__5_3k'” Gra

Fonuards
a- Available Skill Groups:
Mame Estenzion  CallEst. Skills . .
Sales 00 4346 BB, . Shows available (relevant) skill groups
Support 1002 4347 IPOffice, ...




