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Copyright and Trademark Information 
Copyright ©1994 – 2007 Interactive Intelligence Inc. All rights reserved. Interactive Intelligence®, Interaction 

Center Platform®, ION, Interactive Intelligence Customer Interaction Center®, VONEXUS Enterprise Interaction 
Center, Messaging Interaction Center, Communité®, e-FAQ®, e-FAQ Knowledge Manager, Interaction Dialer®, 
Interaction Director®, Interaction EasyScripter, Interaction Gateway, Interaction Marquee, Interaction Message 
Indicator, Interaction Mobile Office, Interaction Optimizer, Interaction Recorder®, Interaction SIP Proxy, 
Interaction Supervisor, Interaction Tracker®, Mobilité®, SIP Interaction Media Server, Vocalité®, Interaction 
Administrator®, Interaction Attendant®, Interaction Client®, Interaction Console, Interaction Desktop, Interaction 
Designer®, Interaction FAQ, Interaction Fax Viewer, Interaction Melder, Interaction Migrator, Interaction Screen 
Recorder, Interaction Scripter®, Interaction Server, Interaction Voicemail, Wireless Interaction Client, Interactive 
Update, Interactive Intelligence Live Conference, icNotify, InteractiveLease, and the Interactive Intelligence 
―Spirograph‖ logo design® are all trademarks or registered trademarks of Interactive Intelligence Inc. 

Other brand and/or product names referenced in this document are the trademarks or registered trademarks of 
their respective companies. 

NOTICE 

This product contains Information and/or data of Telcordia Technologies, Inc. (Telcordia) licensed to be included 
herein. Recipient acknowledges and agrees that (1) TELCORDIA AND ITS AFFILIATES MAKE NO 
REPRESENTATIONS, EXTEND NO WARRANTIES OF ANY KIND, EXPRESSED OR IMPLIED, AND ASSUME NO 
RESPONSIBILITY OR LIABILITY WHATSOEVER WITH RESPECT TO THE USE, SUFFICIENCY OR ACCURACY OF THE 
PRODUCT, (2) RECIPIENT SHALL MAKE NO CLAIM AGAINST TELCORDIA OR ANY OF ITS AFFILIATES WITH 
RESPECT TO THE PRODUCT, AND WAIVES ALL CLAIMS AGAINST TELCORDIA OR ANY OF ITS AFFILIATES WITH 
RESPECT TO THE PRODUCT, (3) IN NO EVENT SHALL TELCORDIA OR ANY OF ITS AFFILIATES BE LIABLE FOR ANY 
DAMAGES, INCLUDING ANY LOST PROFITS OR OTHER INCIDENTAL OR CONSEQUENTIAL DAMAGES RELATING TO 
THE PRODUCT, AND, (4) THIS AGREEMENT SHALL BE ENFORCEABLE BY TELCORDIA. 

NOTICE 

This product includes software developed by the OpenSSL Project for use in the OpenSSL Toolkit 
(http://www.openssl.org/). 

Copyright © 1998-2006 The OpenSSL Project. All rights reserved. 

Redistribution and use in source and binary forms, with or without modification, are permitted provided that the 
following conditions are met: 

1. Redistributions of source code must retain the above copyright notice, this list of conditions and the following 
disclaimer. 

2. Redistributions in binary form must reproduce the above copyright notice, this list of conditions and the 
following disclaimer in the documentation and/or other materials provided with the distribution. 

3. All advertising materials mentioning features or use of this software must display the following 
acknowledgment: 

"This product includes software developed by the OpenSSL Project for use in the OpenSSL Toolkit. 
(http://www.openssl.org/)" 

4. The names "OpenSSL Toolkit" and "OpenSSL Project" must not be used to endorse or promote products 
derived from this software without prior written permission. For written permission, please contact openssl-
core@openssl.org. 

5. Products derived from this software may not be called "OpenSSL" nor may "OpenSSL" appear in their names 
without prior written permission of the OpenSSL Project. 

6. Redistributions of any form whatsoever must retain the following acknowledgment: 

"This product includes software developed by the OpenSSL Project for use in the OpenSSL Toolkit 
(http://www.openssl.org/)" 

THIS SOFTWARE IS PROVIDED BY THE OpenSSL PROJECT ―AS IS'' AND ANY EXPRESSED OR IMPLIED 
WARRANTIES, INCLUDING, BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY AND 

FITNESS FOR A PARTICULAR PURPOSE ARE DISCLAIMED.  IN NO EVENT SHALL THE OpenSSL PROJECT OR ITS 
CONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL, EXEMPLARY, OR CONSEQUENTIAL 
DAMAGES (INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR SERVICES; LOSS OF 
USE, DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF LIABILITY, 
WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN 
ANY WAY OUT OF THE USE OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE. 
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This product includes cryptographic software written by Eric Young (eay@cryptsoft.com). This product includes 
software written by Tim Hudson (tjh@cryptsoft.com). 

Original SSLeay License 

Copyright © 1995-1998 Eric Young (eay@cryptsoft.com). All rights reserved. 

This package is an SSL implementation written by Eric Young (eay@cryptsoft.com). The implementation was 
written so as to conform with Netscape’s SSL. This library is free for commercial and non-commercial use as long 
as the following conditions are adhered to. The following conditions apply to all code found in this distribution, be it 
the RC4, RSA, lhash, DES, etc., code; not just the SSL code. The SSL documentation included with this distribution 
is covered by the same copyright terms except that the holder is Tim Hudson (tjh@cryptsoft.com). 

Copyright remains Eric Young's, and as such any Copyright notices in the code are not to be removed. If this 
package is used in a product, Eric Young should be given attribution as the author of the parts of the library used. 
This can be in the form of a textual message at program startup or in documentation (online or textual) provided 
with the package. 

Redistribution and use in source and binary forms, with or without modification, are permitted provided that the 
following conditions are met: 

1. Redistributions of source code must retain the copyright notice, this list of conditions and the following 
disclaimer. 

2. Redistributions in binary form must reproduce the above copyright notice, this list of conditions and the 
following disclaimer in the documentation and/or other materials provided with the distribution. 

3. All advertising materials mentioning features or use of this software must display the following 
acknowledgement: 

"This product includes cryptographic software written by Eric Young (eay@cryptsoft.com)." 

The word 'cryptographic' can be left out if the routines from the library being used are not cryptographic 

related :-). 

4. If you include any Windows specific code (or a derivative thereof) from the apps directory (application code) 
you must include an acknowledgement: 

"This product includes software written by Tim Hudson (tjh@cryptsoft.com)." 

THIS SOFTWARE IS PROVIDED BY ERIC YOUNG ―AS IS'' AND ANY EXPRESS OR IMPLIED WARRANTIES, 
INCLUDING, BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A 
PARTICULAR PURPOSE ARE DISCLAIMED.  IN NO EVENT SHALL THE AUTHOR OR CONTRIBUTORS BE LIABLE FOR 
ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL, EXEMPLARY, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT 
NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR SERVICES; LOSS OF USE, DATA, OR PROFITS; OR 
BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF LIABILITY, WHETHER IN CONTRACT, 
STRICT LIABILITY, OR TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE USE 
OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE. 

The license and distribution terms for any publicly available version or derivative of this code cannot be changed. 
i.e., this code cannot simply be copied and put under another distribution license [including the GNU Public 
License]. 

DISCLAIMER 

INTERACTIVE INTELLIGENCE (INTERACTIVE) HAS NO RESPONSIBILITY UNDER WARRANTY, INDEMNIFICATION OR 
OTHERWISE, FOR MODIFICATION OR CUSTOMIZATION OF ANY INTERACTIVE SOFTWARE BY INTERACTIVE, 
CUSTOMER OR ANY THIRD PARTY EVEN IF SUCH CUSTOMIZATION AND/OR MODIFICATION IS DONE USING 
INTERACTIVE TOOLS, TRAINING OR METHODS DOCUMENTED BY INTERACTIVE. 

Interactive Intelligence Inc.  
7601 Interactive Way 
Indianapolis, Indiana  46278 
Telephone/Fax (317) 872-3000 
www.ININ.com 

 

http://www.inin.com/
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Interaction Center Platform Statement 
This document may describe Interaction Center (IC) features that are not available or licensed in 
your IC product. Multiple products are based on the IC platform, and some features are disabled or 
unavailable in some products. 
 
Products are based on the IC platform include: 

 Customer Interaction Center (CIC) 

 VONEXUS Enterprise Interaction Center (Vonexus EIC) 

 Messaging Interaction Center (MIC) 
Since these products share common features, this document is intended for use with all IC 
products, unless specifically stated otherwise. 
 
How do I know if I have a documented feature? 
Here are some indications that the documented feature is not available in your version: 

 The menu, menu item, or button that accesses the feature appears grayed out. 

 One or more options or fields in a dialog box appear grayed-out. 

 The feature is not selectable from a list of options. 
If you have questions about feature availability, contact your vendor regarding the feature set 
available in your version of this product.



 

 

 

 
© 2007 Interactive Intelligence   Interaction Client Web Edition    8/20/07 

5 

Interaction Center Detailed Feature Overview- Web Edition 
 
 

Table of Contents 
 
Copyright and Trademark Information ................................................................................. 2 
Interaction Center Platform Statement ................................................................................ 4 
Interaction Client Web Edition Overview ............................................................................. 6 
Client Connection Architecture - Session Manager ............................................................. 6 
Web Edition Overview ......................................................................................................... 6 
Call Control Features .......................................................................................................... 7 

Phone Support ................................................................................................................. 7 
Making a Call ................................................................................................................... 7 
“My Interactions” Window ................................................................................................ 7 
Call Control Toolbar ......................................................................................................... 7 
Record Calls .................................................................................................................... 8 
Conference Calls ............................................................................................................. 8 
Voice Mail ........................................................................................................................ 8 
Company Directories ....................................................................................................... 8 
Company Directory toolbar .............................................................................................. 9 
Transferring Calls .......................................................................................................... 10 
Camp ............................................................................................................................. 10 
Presence Management – A Virtual In/Out Board ........................................................... 10 

Login ................................................................................................................................. 11 
Zero Effort Deployment ..................................................................................................... 11 
Auto Re-Connect ............................................................................................................... 11 
Auto Update ......................................................................... Error! Bookmark not defined. 
User Help Menu Item ........................................................................................................ 12 
System Requirements ....................................................................................................... 12 
Appendix A Interaction Client Edition Feature Comparison ............................................... 13 



 

 

 

 
© 2007 Interactive Intelligence   Interaction Client Web Edition    8/20/07 

6 

Interaction Client Web Edition Overview 
For users who simply want to connect with a browser based application, or who are using Macintosh or 
Linux machines, the new 3.0 Interaction Client Web Edition will allow them to perform all the standard call 
control operations in an intuitive interface. End users can access their phone system or call center 
functionality from any location through a web browser. Users who travel or otherwise work from different 
locations have easy access to Interaction Client’s essential call control features, intuitive toolbars and 
directories. The 3.0 Interaction Client Web Edition will handle calls only; additional features such as a 
voicemail player or fax viewer are anticipated to be in a future release. 

Client Connection Architecture - Session Manager 
The Session Manager architecture is available to deploy large numbers of concurrent IC clients, which 
will enable those clients to gracefully handle low-bandwidth, intermittent connectivity and intelligent 
caching.  The Session Manager server subsystem holds user login data and performs all IC-related tasks 
on behalf of the clients. For example, when the Interaction Client Web Edition wants to disconnect a call, 
the request is sent to the Session Manager, and the Session Manager performs the command.  This 
architecture increases system scalability by allowing the distribution of Session Manager off the IC 
Server. 

  

Web Edition Overview 
The 3.0 Interaction Client Web 
Edition offers users a calls-only 
version of Interaction Client, 
without having to install anything 
on their desktop or laptop. 
Interaction Client Web Edition 
provides basic functionality (call 
control, company directory access, 
and user status) to handle phone 
calls and perform standard tasks 
such as transferring, conferencing, 
and using Presence Management. 
It runs entirely in a browser 
window.  

Like the Interaction Client .NET 
and Outlook Editions, Interaction 
Client Web Edition is operated and 
managed by Session Manager. 
However, Interaction Client Web 
Edition is installed on the Web                                                                                                      
server and users access it from a           I nteraction Client Web Edition version 3.0  
browser via a Web address.     

 

The 3.0 Interaction Client Web Edition is ideal for users who work on a machine that has a browser, but 
does not use Windows as its operating system. It is also appropriate for business users with limited needs 
and mobile workers with access only to a browser. 
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Call Control Features 

Phone Support 
Users may use the following, for the Web edition of Interaction Client: 

 Analog Phones/Headsets (directly connected to station ports on the CIC server) 

 Remote users may be connected on any telephone number 

 SIP station configured as a managed station on the CIC system 

Making a Call 
There are a number of ways to make a call in Interaction Client Web Edition. In addition to using the 
buttons on the telephone, a user can enter a number in the Number field, double-click a row or extension 
in the directory, or use the Dial button in the directory toolbar after selecting a directory entry. The call 
appears in the My Interactions window, where the user can see the status of the call. 
 

ñMy Interactionsò Window 
In the 3.0 Interaction Client Web Edition, the “My Interactions” window features an improved interface that 
displays all active calls for the user of the Interaction Client.  The user may toggle from an active call, to a 
holding call, for browser call control.  

 

Call details are displayed in the 
“My Interactions” window.  Calls 
displayed will show the name of 
the calling party and incoming 
phone number, queue, status of 
the call, call ID, and duration of 
the call.     
    
      
                       ñMy Interactionsò Window 

Benefit:  The user can view important information about the caller and/or the phone call in one single, 
intuitive view. This allows the user to be more productive with their phone calls as they can juggle multiple 
calls. 

Call Control Toolbar 
Along with the 3.0 Interaction Client Web Edition’s enhanced interaction viewing, there are new toolbar 
buttons, and in-row icons for Private calls and Listen and Record activities. The toolbar buttons help the 
user manage telephone calls, enabling them to perform all the same phone functions as they would in 
other Interaction Client editions. These call control functions include Pickup, Hold, Mute, Conference, 
Send to Voicemail, Disconnect, Listen, Record, Pause (recording) and make a call Private. 
 

 
 Call Control Toolbar  
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Benefit:  Users are more apt to use advanced features right from the toolbar on their browser, rather than 
using these same types of features on their phone.  This point-and-click efficiency improves user 
productivity, and can speed responsiveness to customers. 

Record Calls 
The user may record a selected call by clicking on the “Record” icon, in their “My Interactions” window.  
On the call control tool bar, the user may also pause the recording by clicking on the “Pause” icon.  The 
recording is performed on the IC server, stored as a standard .wav file, then sent to the user via e-mail. If 
the user is on a private call, he or she may click on the “Private” icon, to avoid the call from being 
recorded by others such as supervisors.  
 
Recording calls is beneficial when coaching new agents, as is listening in on calls (with notification to the 
listened party as required).  If the user has been given authority to listen in on a call, they can simply click 
on the Listen icon, after they select the call they want to listen to in their “My Interactions” window. 

Conference Calls 
Conference calls are displayed in 
My Interactions in a tree fashion. A 
user can click the Conference link 
to expand or collapse the 
conference display. A new 
Conference button simplifies the 
process of making conference 
calls. The new conference call 
display in My Interactions shows 
each participant's name and 
number.            Conference ñTreeò Display 
 
 
Creating a conference call is as easy as making or receiving several individual calls, then selecting them 
one by one and adding them to a conference by clicking the Conference button. 

Benefit:  Save on conference bridges for business calls and give users ñon demandò conferencing 
capability to quickly address issues. 

Voice Mail 
If the user sees an incoming call that they want to send to voicemail, they can simply select the incoming 
call (in their “My Interactions” window) and click on the voicemail icon, within their toolbar. With Interaction 
Client, the user will receive voice mail in the same place they receive email. Any time a caller leaves a 
voice mail message; it is attached to an email and sent to the recipient’s email account.  The user may 
play, replay, rewind, fast forward, save, and change the volume of the message. The user can also 
forward the message to another person, just as they would any other email message.   

Company Directories 
With the 3.0 Interaction Client Web Edition users are able to view company directories (workgroup and 
other speed dialing directories will not display) in their browser, based on assigned rights in Interaction 
Administrator. New filter boxes in the Company directory enable searches for a specific user or groups of 
users. The new Status column displays the current status of each user. Icons in the first column indicate 
at-a-glance if a user is available, not available or on the phone.   
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Directory View  

 
Hovering over the status provides additional information such as notes if they have been provided with 
the status. 
 

 
Status Notes  

 
Benefits: Offer remote users a company directory at their fingertips. Easy-to-use filtering aids in quickly 
finding the right contact to assist with an issue. 

Company Directory toolbar 
A new Company Directory toolbar simplifies the process of dialing any number associated with a directory 
entry, transferring calls, sending e-mail messages to another user, camping on an extension, or viewing 
directory properties. The Directory toolbar provides actions involving directory entries and active 
interactions.  
 

 
Company Directory Toolbar  
 

The new Properties icon enables a user to view extended information such as home or cell phone 
numbers for a selected directory entry. 

 
Properties Icon: View Extended In formation for Directory E ntries  
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Transferring Calls 

Transferring a phone call can be done from the toolbar.  A user can transfer a call to another person in 
the Company Directory, or outside the organization, using the associated numbers for any entry in the 
Company Directory.  While drag-and-drop functionality is not available in the browser, a user can use this 
button to transfer a call to a specific number associated with a selected directory entry by doing one of the 
following: 
 

 Select an entry in the Company Directory, and then click the Transfer button to transfer the call 
to the default number. 

 

 Select an entry in the Company Directory, and then click the arrow on the Transfer button. Click 
one of the displayed "Transfer" entries to transfer the call to the associated number.  

 

 
 
Benefit:  Rather than having to remember how to transfer a call using multi-step phone instructions, users 
can simply click on the transfer icon, right from their browser.   

Camp 
The new Camp feature allows a user to monitor another user's status and receive an alert when that 
status changes. If another Interaction Client user in your organization is currently unable to take your call, 

you can camp on that person’s extension until that person becomes available. 

Presence Management ï A Virtual In/Out Board 
Core to the Interaction Center Platform’s functionality is the concept of presence, or status. Users all have 
an active status. Users can set their status from: 

 Interaction Client Web Edition 

 Phone prompts using key presses  

 Interaction Mobile Office – Speech enabled phone prompts 
 

 
Depending on the status a user selects, a user can set status 
details including status notes, forward number, and date and time 
they will become available. The date and time information 
entered is played for all incoming calls while in this status. The 
user will not be able to change other user’s statuses in the Web 
Edition of the Interaction Client; however, he or she will still be 
able to do the following from their browser:  set their own status 
details including status notes, indicate date and/or time they will 
become available, and have multiple forwarding statuses for 
different numbers.           Set S tatus Detail View  
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Time in Status View 
Users may also want to see how long they’ve been in a particular status to remind them when they’ve run 
long on a break or on their lunch period. The Interaction Client Web Edition will show the duration of a 
user’s status immediately next to the “My Status” section of the screen. 
 

  
Time in St atus View  

 
Benefit:  User status allows others within a particular workgroup, including the supervisor, to know who is 
available, and/or when they will become available.  If the user is remote, he or she can still indicate their 
status right from their browser. 

Login 
The new 3.0 Interaction Client Web Edition Login page enables users to save settings and speed up 
subsequent logins. Users can also select a Host and specify a Station Type. Users who work remotely 
now have the option to establish a Persistent connection.   
 

 
Login page  

Zero Effort Deployment 

The Interaction Client Web Edition is very simple to access. All users simply go to their browser and 
navigate to a URL. There is no install on the desktop. Administrators may simply e-mail all users with the 
link to access the client in their browser to deploy.  

Auto Re-Connect 
If Interaction Client Web Edition loses the connection to the web server, it automatically attempts to re-
establish the connection. 

Dynamically Updated Display 
For increased interactivity, speed, functionality, and usability, Interaction Client Web Edition leverages the 
AJAX web development technique to dynamically update the client display, eliminating the need for page 
refreshes. 
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User Help- Online Reference 
Interaction Client Web Edition contains an online help system, available by clicking the Help hyperlink in 
the Web Client page. 

System Requirements   
This section describes the software requirements for Interaction Client Web Edition. 

Web server 

 Microsoft IIS 6.0 on Microsoft Server 2003 SP1
1
 

 Microsoft ASP.NET 2.0 (installed with Microsoft .NET Framework 3.0)
2
 

Browser 

 Microsoft Internet Explorer 7 

 Firefox 2.0 

 Safari 2.0 (Mac OS X) 

Server Components 

Interaction Client Web Edition requires Session Manager/Bridge Host server components which 
may be installed on the IC Server. 

 

 
 
 

                                                 
1
 We recommend that you do not install Microsoft IIS on the IC Server to service IC Web clients. 

2
 ASP.NET is not installed by default on a Windows 2003 server. 
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Appendix A Interaction Client Edition Feature Comparison 
Interaction Center (IC) 3.0 offers three editions of Interaction Client. 

 

Interaction Cli ent .NET Edition  is our standard version of the Interaction Client.  Microsoft .NET 
framework must be installed on the desktop to use this Client Edition. Feature-rich, the Interaction 
Client .NET Edition provides low bandwidth usage for larger deployments. 

Interaction Client Outlook Edition  is a .NET version of Interaction Client that runs inside Microsoft 
Outlook. Interaction Client Outlook Edition contains most of the .NET Edition functionality and 
integrates with Microsoft Outlook features. 

Intera ction Client Web Edition  is a browser-based interaction manager offering call control 

functionality to manage phone calls and conference calls. Interaction Client Web Edition is run from 
the browser — no components are installed on the desktop. 

Note s:  

 The Interaction Client Win32 Edition  (the legacy Interaction Client) has been replaced by 

Interaction Client .NET Edition, and is no longer available.  

 Reporting, Lines Monitoring, Queue Monitoring, and Workgroup and Queue Statistics – features 
previously available in Interaction Client Win32 Edition, are now available in Interaction 
Supervisor . 

 An additional Interaction Client Edition, Interaction Client LCS/OCS Edition , will be available in 
an IC 3.0 Service Release.  

 

Feature  .NET Edition  
Outlook 

Edition  
Web Edition  

Communications  

AES Symmetric Key Encryption Using an RSA Asymmetric 
Key Exchange 

X X  

Supports HTTPS   X 

Work Off-line X X  

Auto Restart X   

Auto Reconnect (after lost IP connection) X X X 

Automatic Updates X X X 

No User Installation Required 

X 

Network Policy 

Deployment 

X 

Network Policy 
Deployment 

X 

Available from 
URL 

Switchover X X X 

Change Station While in Use (e.g. cell phone to SIP) X X  

Volume Control X X  

Login Page X X X 

SIP Soft Phone Security (TLS & SRTP) X X  

SIP Soft Phone QoS Support X X  

Session Manager Connection X X X 

blocked::http://www.inin.com/support/librarydocs/24/WebHelp/mergedProjects/wh_icne/Introduction.htm
http://www.inin.com/support/librarydocs/231/Documentation/WebHelp/cic/english/mergedProjects/icoe/introduction.htm
http://www.inin.com/support/librarydocs/231/Documentation/WebHelp/cic/english/mergedProjects/icwe/introduction.htm
http://www.inin.com/support/librarydocs/231/Documentation/WebHelp/cic/english/mergedProjects/ic/interaction_client.htm
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Feature  .NET Edition  
Outlook 

Edition  
Web Edition  

My Interactions  

Phone Interactions X X X 

Multimedia Interactions (ACD-routed web chat, email, generic 
objects, callback objects) 

X X  

ACD-routed Encrypted Email X X  

Multi-party Internal Chat X X  

Intercom Chat X X  

Tree-view Conferencing X X X 

Drag Calls Together to Conference X X  

Configurable Columns X X  

Configurable Toolbar X X  

Pickup, Hold, Mute, Transfer, Voicemail, Disconnect, Listen,  
Record, Pause, Private Buttons 

X X X 

Join, Coach, Assistance Buttons X X  

Conference Button   X 

Interaction Notes X X  

Interaction Log X X  

Dial Pad X X  

Desktop Alerts (Toast) X X X (Camp) 

Recording and Listening Indicators X X X 

Disable Recording Indicator X X X 

Operator Features  

Operator Console License X   

Orbit Queue X X  

Configurable Quick Keys 

X 

Operator 
Console License 

Required 

  

Rapid Transfer 

X 

Operator 
Console License 

Required 

  

Speed Dial with Busy Lamp Field (BLF) 

X 

Operator 
Console License 

Required 

  

Directory Transfer Keyboard Shortcuts 
X 

Operator 
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Feature  .NET Edition  
Outlook 

Edition  
Web Edition  

Console License 
Required 

Enhanced Keyboard Shortcuts X   

Monitored Appearances X X  

Whisper (Coach)  X   

Enhanced Docking (Rearrange main GUI elements) X X  

Directories  

Configurable Columns X X  

Filterable Columns X X X 

View User Properties  X X X 

Workgroup Directories X X  

Station Directories X X  

Public and Private Contacts X X  

Custom Search Outlook Contact Folders  X  

Speed Dial X X  

View User Status in Company Directory X X X 

Camp X X X 

Right-click Status Information X X  

Hover Status Information    X 

Administrative Filters for Controlled Directory and Transfer 
Views 

X X X 

Local Cache for Less Bandwidth Use at Startup X X  

View Where Users are Logged In (even if remote) X X  

Directory Toolbar: Transfer\Consult\Park\Send to VM  X X X (No Consult) 

Large User Directory and Status Searching X   

Status Filtering by Workgroup or User X X 
X (Running 

Against an IC 
3.0 Server) 

Transfer  

Basic Transfer  X X X 

Consult X X  

Park X X X 

Drag and Drop Transfer to Any Directory X X  

Drag and Drop Consult\Park\Send to VM X X  

Right Click Transfer\Consult\Park\Send to VM X X  
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Feature  .NET Edition  
Outlook 

Edition  
Web Edition  

Status  

Status Until Time X X X 

Status Notes X X X 

Multiple Forwarding Statuses  X X X 

Auto Status Changer X X  

Change Other User's Status X X  

Unavailable Status Reminder X X  

Configuration Options  

Alerting / Ring Sounds X X  

Record Personal Prompts X X  

Call Coverage X X  

Forward and Follow Me Configuration X X  

Voicemail and Fax Paging X X  

Customized Buttons Support X X  

Miscellaneous Features  

Fax Viewer List 1 X X  

Refresh Fax List 1 X X  

Voicemail List 2 X X  

Refresh Voicemail List 2 X X  

Playback Voicemail 2 X X  

Listen to Someone Leaving a Voicemail 2 X X X 

Pickup Call From Voicemail in Progress 2 X X X 

Voicemail Playback Controls (Volume and Speed) 2 X X  

Voicemail Playback Control Remote Number 2 X X  

Easy Keyboard Navigation X   

Personal Rules X X  

Call History X X  

Plug-in Architecture X X  

Plug-in Permissions X X  

Recently Dialed Number History X X  

Supervisory Messages in Status Bar/Toast X X  

Supervisory Assistance Response X X  

Wrap-up Codes X X  
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Feature  .NET Edition  
Outlook 

Edition  
Web Edition  

Account Codes X X  

Response Management X X  

Tracker Directories 

X 

Interaction 
Tracker License 

Required 

X 

Interaction 
Tracker License 

Required 

 

Dial on Behalf of Workgroup X X  

TAPI Dial (e.g. from Outlook) X X  

Workgroup Activation X X  

Workgroup and Queue Statistics for Agents (Basic) X X  

Screen Pop X X  

Outlook Contact Screen Pop  X  

1    These fax features are available from within Interaction Client. See ―Interaction Fax Features‖ for a list of 
features available in the stand-alone Interaction Fax application. 

2    These voicemail features are available from within Interaction Client. See ―Interaction Voicemail Player Features‖ 
for a list of features available in the stand-alone Interaction Voicemail Player application. 

 
 
 
 
This document is a marketing features list. Final product technical documentation is available through the 
product release notes, Getting Started Guides, and product documentation. These documents are 
available to customers and partners on the product DVD. 
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