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Appendix A Copyright and Trademark Information

Copyright ©1994 1 2007 Interactive Intelligence Inc. All rights reserved. Interactive Intellige nce®, 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®, In teraction EasyScripter, Interaction Gateway, Interaction Marquee, Interaction Message
Indicator, Interaction Mobile Office, Interaction Optimizer, Interaction Recorder®, Interaction SIP Proxy,

Interaction Supervisor, Interaction Tracker®, Mobilité®, SIP In teraction 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
IntelligencephdSpogogdasi gnE are all trademarks or registered trad
Inc.

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

NOTICE

This product contai  ns 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 TE LCORDIA 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 an  d 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 use d 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 th eir 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://w  ww.openssl.org/)"

THI'S SOFTWARE | S PROVI DED BY THE OpenSSL PROJECT AAS | S'"' AND AN)Y
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 BUSINE  SS 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 p roduct 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 Netscapeds SSL.-commercgaluséablorgry i s fr e
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 holde ris 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
follo wing 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 softw are 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 dire ctory (application code)
you must include an acknowledgement:

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

THI' S SOFTWARE | S PROVI DED BY ERIC YOUNG AAS | S""' AND ANY EXPRESS
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 AN Y 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 un der another distribution license [including the GNU Public
License].

DISCLAIMER

INTERACTIVE INTELLIG ENCE (INTERACTIVE) H AS NO RESPONSIBILITY UNDER WARRANTY, INDE MNIFICATION
OR OTHERWISE, FOR MO DIFICATION OR CUSTOM IZATION OF ANY INTER ACTIVE SOFTWARE BY | NTERACTIVE,
CUSTOMER OR ANY THIR D PARTY EVEN IF SUCH CUSTOMIZATION AND/OR MODIFICATION IS DONE USING
INTERACTIVE TOOLS, T RAINING OR METHODS D OCUMENTED BY INTERAC TIVE.

Interactive Intelligence Inc.

7601 Interactive Way

Indianapolis, Indiana 46278
Telephone/F ax (317) 872 -3000
www.ININ.com
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Interaction Client .NET Edition Overview

The 3.0 Interaction Client .NET Edition provides functionality to manage electronic communications,
including phone calls, ACD routed e-mail, web chat, voicemail, speed dial directories, and conference
calls. In addition, the Interaction Client .NET Edition offers a range of presence management functions.

In an IC 3.0 Service Update, a new Mobile Edition of the Interaction Client will also run on PDAs and
Smartphones running Windows Mobile 5 or Mobile 6.

Client Connection Architecture - Session Manager

Session Manager handles the session-based connectivity between the CIC/Vonexus EIC server and

the various end user computers running Interaction Client .NET Edition or other applications based on

it such as Interaction Client Outlook Edition (ICOE). In the remainder of this docun
term A. NET Cliento t o rsaéapplicatipebased dondntedadtion Cliemt NEThy c |l i ent
Edition.

When a user logs into the .NET Client, a TCP/IP connection is established with the Session Manager

component. Session Manager acts as an intermediary between instances of the .NET Client and the

CIC/Vonexus EIC server. The first thing Session Manager does when a user logs in is try to authenticate

thatuseri ei t her using the user 6s WVonekusEIC userrnambamdt i al s or t h
password. Once authenticated, Session Manager <creates
starts acommunicatons stream with the userés . NET Client. This

if so configured. Session Manager provides a humber of services to the .NET Clients, including:

Directory Update. Session Manager compares the directory information cached locally on the machine
running the .NET Client and downloads updates (e.g. new entries in the company directory, etc.).

Directory Access. Some directories may be too big to cache locally on end-user machines. In this case,
Session Manager acts as the conduit through which directory information flows between the CIC/Vonexus
EIC server and .NET Clients.

Security Management. Session Manager checks the access rights of each logged-in user and makes
sure the .NET Client is only sent information the user is permitted to view and only performs actions the
user is authorized to perform.

Secure E-mail. Secure E-mail Messages feature supports encryption and signatures for incoming
gueued e-mail messages. If the workgroup to which a user belongs is properly configured in Interaction
Administrator, the workgroup's mailbox can process a secure e-mail message and route it to a user for
reply. Or an Interaction Attendant mailbox can be configured to receive and route secure e-mail
messages. Note that responses to the inbound e-mail will not be encrypted.

Connection Management. Session Manager works with the .NET Client to maintain sessions across
temporary losses of TCP/IP connectivity and to automatically reconnect after such interruptions. This is
especially important with users on WiFi-enabled laptops who may be roaming from one WiFi access point
to another. Instead of having the .NET Client shut down because of a temporary loss of network
connectivity, Session Manager makes such interruptions more or less transparent to the user.
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Presence Management. Session Manager tracks the current status of all CIC/Vonexus EIC users and
provides this information whenever a .NET Client needs to update its display. This allows end-users to
always see the current status (on the phone, in a meeting, etc.) of other users in the same company or
workgroup.

Configuration Management. Session Manager stores and retrieves configuration settings so that the
.NET Client will look and behave the same way regardless of which machine a user logs into. This also
makes the .NET Client work well with programs such as Citrix and Terminal Services.

Personal Rule Management. The .NET Client allows users to create rules to handle their interactions.
For example, a user might create a rule to have any call from a customer cause them to be alerted, even
if they are already on the phone. Session Manager handles the storage and retrieval of these personal
rules. The CIC/Vonexus EIC server handles the rules processing when a call comes in.

Call History Management. The Client Services component maintains an in-memory list of recent calls
(inbound and outbound) for each user. Session Manager then provides this information to the .NET Client
or display in the Call History tab.

Unified Messaging. Session Manager interacts with an e-mail server such as Microsoft Exchange or
Louts Dominoso t hat the . NET Client can be used to access Vo
inbox.

Denial of Service (DOS) Protection Session Manager protects against denial of service attacks that
could otherwise cause service interruptions, reducing an organizationd sulnerability to this form of hacker
attack.

Automatic Failover. When installed on its own server, Session Manager can transparently move client-
side connections from one CIC/Vonexus EIC server to another in the event of a server failure.

Off Server Configuration. In general, Session Manager takes over much of the management of end-
user connections, thereby relieving the rest of the CIC/Vonexus EIC server of this activity. In large
installations (more than 1,000 .NET Clients) or situations where a CIC/Vonexus EIC server is unusually
overburdened, Session Manager can be deployed on its own server. In fact, multiple Session Manager
servers can be used for additional scalability and fault tolerance. To ensure that each remote subsystem
that connects to the CIC/Vonexus EIC server is properly recognized and authenticated, off server Session
Manager utilizes Remote Subsystem Certificates to connect to Notifier.

Phone Support

Users may use the following, for the Interaction Client .NET Edition:

1 Analog Phones/Headsets (directly connected to station ports on the CIC/Vonexus EIC server ).

1 Remote users may be connected on any telephone number

1 A SIP station configured as a managed station on the CIC/Vonexus EIC server.

1 SIP Soft Phone - user must be logged into a SIP station, and have selected "Soft Phone Client"
as their station type. The SIP Soft Phone can be used with or without Interaction Client. It is a
system-tray based application (accessible from the lower right-hand side of the Windows
desktop). It improves audio quality and the user experience, and includes a simplified login
process. For security-conscious organizations, the SIP Soft Phone also supports the use of SRTP
to encrypt the audio stream.
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Making a Call

There are three different ways users can make a call:
1. Phone Keypad- Located on the CIC/Vonexus EIC station to which the user is logged in.
2. Keyboard- By using a keyboard with the Interaction Client, users are able to translate letters to
numbers, use 9 for an outside line (optional), or use 1 for long distance (optional).
3. Mouse- By using a mouse with Interaction Client, users may select a directory entry, select from
recently called numbers, select from numbers in call history, call a recent caller back, or cut and paste

from another application.

AMy I nteractionso Wi ndow

The AMy I nteractionsod window di s pteractyos Cliant. ITheaisetmay e
toggle from an active call, to a holding call, for desktop call control.

% Interaction Client: .NET Edition
Flle Edit Wiew Options  Help

Murmnber

&) My Interactions

Mam

2 2 P & % : & = )

Hold  Mute Transfer Voicemail Disconneck Record Private
My Statuz | § Available, No ACD | 4Daps 1:21:17  Set status details 8\,‘
4 Anki | Polycomz (1
AMy | nteractionso Window

Call details are displayedi n t he A My | nt eCalsdisplayedis the wndow dilh skow
the incoming/outgoing phone number, as well as the status of the call from start to finish, the duration
of the call, current user/station, trunk line used and the name of the calling party.

The columns to view and controlt h e  uistezactidrs are customizable, where the user can change
which columns to display. By right-clicking on a column label, a menu with entries will appear,
showing each available column that can be added or removed. The columns can also be rearranged
by clicking and dragging the desired entry to be moved.
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My Interactions | Call Hiztary

Jarne == 1E
Queue «

Marme
Zall Id
Mumber
Duration
State

Iser )

Skation

-

.-' ol
Pickl Hold
ckp HoB |, e P
Fowp Hou 1

L T e e T T

Menu of Column Entries to be Added or Removed

Benefit: The user can view important information about the caller and/or the phone call, all in one single,
intuitive view.

Security

Interaction Center provides flexibility and confidentiality for security-sensitive organizations. The
Secure Sockets Layer (SSL) protocol and public/private digitally signed certificate keys are used to
ensure each client that connects to the CIC/Vonexus EIC server is properly recognized and
authenticated. Optionally, administrators can configure encrypted audio using Secure RTP (SRTP)
between devices that support SRTP, including gateways and select SIP endpoints. This applies to
station-to-station calls, IVR sessions, or ACD routed calls.

A padlock icon will appear in either an open or closed position based on how the System Administrator
has configured the IC System to use SRTP to encrypt the call audio. When a call is downgraded from a

secure to non-secure call the padlock icon willappear fAunl ockedd and a dialog box
SRTP enabled user the call is no longer secure.

@ My Interactions Call History | Dev | Faw Viewer

Queue Marne Murmber Duration | Skake

To: Interactive Inteligence, Ino. ; 10040 Connected

Padlock SRTP Icon

Security Alert

Call 3001374427 iz proceeding with security fallback. Remate audio path ta
intercom station violated configured security level in the station. Intercom
Station=Polycom] Station=Folycoma

] Dan't show this dialog again.

Security Alert
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Call Information Dialog

A call window may be opened by right-clicking on any active call. The call information dialog contains the
following features:
1 CallLogi Every event that is logged to the call may be read in the call log section (such as
IVR options selected, time call entered the queue, etc.)
1 Notes that Travel with Call

«<* Indianapolis IN - Interaction Properties [Z]

Mates | Log

152357 Call answered
15:2359: Inbound DID call
152309 Uzer dlert; April Mills
15:24:06: Remote Dizconnect

Go Indianapoliz IN- [3171 55555855 2100124785  Disconnected [Remate Dizcont
Call Information Dialog

Benefit: If a person is transferred to more than one agent/user within Interaction Client, there is
information on that particular call for the agent to view, so they have more information on how to
handle the call.

Incoming Call Alert

The Interaction Client .NET Editonus es al erts for incoming calls that por
can easily identify who is contacting them, and quickly pick up the interaction or send the caller to
voicemail.

1
Mew Interackion |:|

@ Indianapoliz 1M
[317])555-5555
Fickup

"_l_'l Send ToYoicemai
& Hold

Il ncoming CaldupAlert APop

Benefit: The user does not need to be in Interaction Client to see incoming calls; a visual alert will
appear, while users are working in other applications.
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Rules Wizard

Personal Rules in the Interaction Client .Net Edition enables business users to tailor system behavior to
meet their unique needs. When the user sets up how they want to receive their calls, there are many
fexceptions, 0 the user
indicating this rule, they can make an exception for certain situations, i.e. when their boss calls send an
alert and do not send that particular caller/number into voicemail. Other rule options for users include:
selecting the order in which the rules are processed, setting up new edit, copy and delete personal rules,

and creating a new rule with the wizard based on receipt of an incoming call.

can

& Rule Wizard

=%

Mre there any exceptions when the rule should not run?

Exceptions

[ except if a callis recsived after imes

[ except if a callis received before <time>

[ except ff a callis received between <start date> and <end date>
[ except if a callis received between <start time> and <end times
[] except ff a callis recsived on <day>

[ except if | am logged in remotely

[ except if 1am on a call

[ except if my status is a do not disturb status

[ except if my status is a forward status

] except f my status is an available status

[ except if my status is set to <status>

[ except if the call has attribute <attribute> set to <value>

] except if the call is on queue <gueus>

[] except if the caller has the phone <phone numbers

[] except if the caller id contains <name in Caller 10>

Name: |When | receive a call

when | receive a call
If the caller has the phone 151
Then alert me even if 'min a DND status

[ Cancel ] [ < Back

[v Turn on Rule

1
+|

The Rules Wizard Window

Benefit: This all ows t
important and avoid missing those important calls.
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Call History

In the event a user missed an important phone call, the Interaction .NET Edition enables them to
seewhot r i
number enable the user to quickly call them back. The Call History plug-in teamed with Personal
Rules free users to focus on the business at hand, rather than focusing on how to handle each

ed to

INTERACTIVE INTELLIGENCE

cont act

t hem,

even

t

f

ed,

he

t he

Mi

cal

c a | phane

ssed

S

did not

and Unknow

added to t

individual call.
‘= Interaction Client: .NET Edition g@
File View Options
Mumber
My Interactions | Call History
Disposition Mame Start End Duration
@?Missed Beletsky, Alex (Harvard University) Thu, Mar 3, %13 A 9:21 AM 1.55
@?Mlsseﬂ Loechte, Sherri Tue, Mar 1. 225 P 227 PM 156
L’??Missed Unknown Name Tue, Mar 1, 11:13 11:14 AM 012
@?Missed Stendig. Lenny (Dizlegic Corporatio Meon, Feb 28, 5:04 5:05 PM 1.05
@?Mlsseﬂ Quear, David Mon, Feb 28, 4:51 4:52 PM 043
L’??Missed Ban, Nozh (Digital Vioice Systems) B47) 564-4387 Men, Feb 28, 3:58 353 PM 1.01
@?Misseﬂ Cognos Corporation 247) 285-2300 Maon, Feb 28, 11:3 11:37 AM 112
My Status | 2 Out of Town ™ Until: Friday, March 11, 2005 Visiting Customers and Partners in Europe
‘ Company Directory
Last Name First Name Extension Department Status Time in Status i
Able Matthew 8233 Sales ? On Vacation 11:22:19
fcree Tracy 8520 Sales 8 fvsilable, Follow-Me 1 Day 34156
Adams Chris 8645 Sales ,.a!-‘wailab\e. Forward 20:24:44
Adams Jos 122 Marketing E;Dutcfthe Office 1 Day 14:48:54
Ahmad Shahzad 2481 Technical Support Ser 3 Available, No ACD 12:00:29
Blday Gene 8550 Testing # Gone Home 122019
Alford Jared 8533 Development #- Gone Home 11.27:54
Allen Matt 210 Finance '.\ Gone Home 10:58:41
Anderson Chris 2623 Sales ﬁA‘!allah\e, Forward 10:35:33
Anderson Jennifer 8632 Facilities #} Gone Home 11:59:43 -]
A Gemni  RACHELWNE F))
The Call History tab in the .NET Edition
The Call History page has the following columns available:
91 Disposition Column-Shows Answer ed, Cal
1 Name - Name of caller or callee on the CIC/Vonexus EIC server
1 Number - For an outbound call, this indicates the number that was dialed. For an inbound call,
this indicates the number of the caller.
i StartTime-The start time is when
1 End Time - The end time is when the call disconnects
7 Duration - The difference in time between the Start and End times
9 CallID - This column holds the call identifier for the call. This can be handy if users need to

report a problem with a call to their administrator. By default, this column is not displayed.
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My Interactions | Call Histary

E

Call Id | Dizposzition M ame
2100105309 ﬁ Called Spetem
21001 04EE4 ﬁ Called Spstem
2100105435 fﬁD.t'l'mswered Oztragnai, J 2E3
2100105311 ﬁ Called Osztrognai, J 863
PINNTMARTT 2 Called dark= Cindn Mn [FRT1 M1R-AR2R

Mumber

Columns within the Call History Tab

S tart

Wed, May 18, 2:30
Wed, May 18, 2:38
Wed, May 18, 239

Wed, May 18, 2:30
Wwhed bMan 18 239

End
230 P
239 P
242 P

I3 PM
74 Phd

Notice the phone number is hyperlinked so the user can easily place a call with one click.

Benefit: It is very easy for the user to quickly view past incoming and outgoing calls, and to
return/make calls right from within theiri Ca | |

Call Control Toolbar

Interaction Cl i ent 6s

clicking on the toolbar and selecting one of the options:

OHitsatbo.r y

Diwration
.00
23
212
112
1-27

but t omandgateleptorelcalls. Each directory gage has a
call control toolbar. The user can change the appearance of the call control toolbar buttons by right

1 Show Text - This option turns on or off the text displayed below the button icon.
i Customize Button Order - This option allows the user to rearrange the button order or delete
buttons by clicking and dragging. Click Done to save the changes.

s A 2

x|

Hold Mute | Transfer Waoicemall Disconnect

Call Control Toolbar

Other than clicking on the above icons, the Interaction Client .NET Edition has easy keyboard

Recard

(=)

Private

navigation for the user to type in the following commands. Note that .NET toolbar shortcuts work
only if the user selects an interaction by clicking on it before using the shortcut keys.

Pickup (Ctrl+P)
Hold (Ctrl+H)

Mute (Ctrl+U)
Transfer (Ctrl+T)
Voice Mail (Ctrl+M)
Disconnect (Ctrl+D)

Join (Ctrl+J) - Authorized users can automatically join a current interaction (automatically creates
a conference including all parties)

Listen (Ctrl+L)

Coach (Ctrl+O) 1 Authorized users can join a conversation to provide assistance. The agent can

hear the Acoacho si deeexternadallercanoohver sat.i

Record (Ctrl+R)
Pause Recording (Ctrl+E)

Private- disables Listening (Ctrl+I)

Assistance (Ctrl+N) i Authorized users can notify supervisors they require assistance.

© Interactive Intelligence, Inc.
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INTERACTIVE INTELLIGENCE

Benefit: Users are more apt to use advanced features right from the toolbar on their desktop, rather than
using these same types of features on their phone.

Windows Explorer Call Control Toolbar

The Windows Call Control toolbar helps the user manage telephone calls while working in applications
other than Interaction Client. When using the Windows Explorer Call Control toolbar, a user can minimize
the client window and continue to answer and place calls.

: & = ,‘_I:. x) 2 © (317) 222-2222 - Weather Phone

Windows Explorer Call Control Toolbar

Camp on an Internal Extension

The Campfeaturewor ks on anyabhed avatus, whether the person i
their desk. When an Interaction Client user wants to contact another person, within a directory, they can

fi @npoont hat p extessiom &/hen the user selects an individual in the directory, and uses the

Campfeature,a noti fi cation dialog pops up when the selected

Benefit: This helps save time, eliminating the need to check back several times to see when a
contact becomes available.

Transferring Calls

Within the Interaction Client, users may transfer internal or external calls.

Ways to transfer a call include:
1. Using the Transfer button on the Call Control toolbar or one of many Transfer buttons that can placed

on a Directory toolbar.

Transfer: Took, M A. X

Caller [Taok, N A, |
Transfer To:  |5555 [ Hake Consui tai |
Tranzfer Maw | Park | Send ta Yaice Mail | Cancel |

Transfer Dialog Box

The user

2. Left-click and draggingacallwi | | perform a blind transfer
t the directory

I nteractionsdo window and drag it 0O one
General node to confirm that action).

© Interactive Intelligence, Inc. Interaction Client .Net Edition - Feature Overview 8/16/07
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3. By right-click and dragging a call, a transfer menu will pop up with all the different transfer options on
the main menu:

Transfer

Consult Transfer

Park

Send to Voicemail
There are also sub menus to transfer and consult transfer to other numbers that are set for the contact
like Home and Mobile Numbers.

Benefit: Rather than having to remember how to transfer a call using the phone, users may simply drag
the call and drop the call in the software interface. The user transferring the call may also check on the
r e c i pstatus liefdre the call is transferred, ensuring the call is transferred to an available
person/station/workgroup.

Conference Calls

In the Interaction Client .NET Edition there is no conference button or separate dialog to handle

conferences. Conferences will show up in the main queue listinatreef as hi on. The userods ca
always be the root item. Next to it will be a plus or minus icon that can be clicked on to expand or

collapse the conference.

To add parties to a conference, the user may drag a connected call to another call that is on the
conference. The number of parties is dependent on the u s e teléphony server hardware.

© My Interactions Call Histary || Fax Viewer | Yoicemai

Queus Mame Duration  State User Skakion Line

Conference 05! 8620 0:00:04 Connected

ries .
tﬁ ‘wheather Phone 1095335295 (317) 2222.. 0:00:40 Connected SIP-G
@g Interactive Inteligence, Inc. 1085395299 [317) 8723, 0:00:09 Connected SIP-G.

Conference Call Window

Benefit: Handle impromptu conferencing easily and save on conference bridges for business calls.

Record Calls

The user may record a selected call by clickingont h Re dio icahdor Ctrl+R) on the call control toolbar

in their fAMy | ntTheuaet may also pabse the racdrding by clickihgonthe A Paeos e 0 i
(or Ctrl+E) on the call control tool bar. The recording will be stored as a standard .wav file. The default

system behavior sends the recording to the user via e-mail.

I f the user is on a privat e c dcbnorprebseCtrlelnoasofdthecalay cl i ¢k
from being recorded.

Other recording functions:
1 With the addition of Interaction Recorder, the call can be imported into the Interaction Recorder
database for storage
1 Initiate multiple recordings on separate interactions from the same Interaction Client interface
1 Multiple users can record an interaction simultaneously
1 Record actions create an optional Record Obiject in the Interaction Client

© Interactive Intelligence, Inc. Interaction Client .Net Edition - Feature Overview 8/16/07
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Recording calls is beneficial when coaching new agents. Recordings can be saved as examples of both
good and bad behavior. Users may monitor individual queues if given the appropriate rights. They may
configure the monitored queue so that it appears next |
right, asupervis or may record an employeebs call they are monit

If the supervisor has been given authority to listen in on a call, they can simply click on the fi istenoicon
(or Ctrl+L) on their keyboard, after they select the call to which they want to listen in the monitored queue
view.

Other:
1 Multiple users can listen in on the same interaction simultaneously
i Listen actions create an optional Listen Object in the Interaction Client

Recording and Listening Indicators

Users can view the Record or Listen columns in the My Interactions window to indicate whether a call is

being monitored or recorded. The Ared doto indicator
on the client to record an interaction on the fly. It also appears when Interaction Recorder (and Interaction

Media Server) is automatically recording the interaction.

Disable Recording Indicator

Under specific conditions, Interaction Client .NET Edition and Outlook Editonus er s may di sabl e th
d ot 0 ator mdhe My Interactions window, when Interaction Recorder (and Interaction Media Server) is

automatically recording. This option is configured in Interaction Administrator, with the default setting

showing the indicator. When the recordi n g f r edisabted, thélistendcon is disabled too.

Voice Mail Feature to Send to Voicemail

When the user has an incoming call the incoming call alert will give the user an option to send the caller
to voice mail without answering. The user can then listen in on the caller leaving the voice mail and has
the option to pick up the call out of voice mail by selectingt h e A poptiok. up o

New Interaction =

? |ndianapaolis (M
[317])555-5555
Pickup

"!I Send ToVoicemail
- Hold

© Interactive Intelligence, Inc. Interaction Client .Net Edition - Feature Overview 8/16/07
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Interaction Voicemalil

With Interaction Voicemail, the user will receive voice mail in the same place they receive e-mail. Any
time a caller leaves a voice mail message; it is attached to an e-mail and senttot h e uesneail 6 s
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 e-mail message.

If Interaction Voicemail is installed on the workstation, when an e-mail with a voicemail attachment is
opened, the Interaction Voicemail player opens and begins playing the message.

Eile Edit Wiew Insert Format  Tools  Actions  Help

CaReply | C@Reply ko All | £ Forward | =4 B | v |3 X e - e - z
Fram: Woice Mail, C5 Sent:  Fri 4272007 1:56 PM

To: Jones, Roe

[t

Subject:  Gemini Yoice Mail: from Toll Free £800) 267-1367 - 25 seconds
Attachrents: ¢ 8 Yoicemail.way (26 KE)

Toll Free =

(S00) ZE7-1367

nieraction

13:55:14: Imitiali
13:55:14: Offering -
13:55:14: Call ansi|Play To | PC Speakers -

13:55:14: Defaulc g —

13:55:14: Defaultc

13:55:27: Offering l> O <d B> @ —4 EC'

13:55:27: Sent to

13:55:27: User &lell (@] 0:00:00/ 0:00:25 & Connected
13:55:27: alerting
13:55:37: Transfer to Voicemail

13:56:12: Disconnected [Remote Disconnect]

13:56:15: Caller has recorded and sent = voicemail message

File Tools Help

Interaction Voicemail

Voice Mail Viewer

For users that do not use an e-mail connector, the Interaction Client .NET Edition allows the user to
retrieve voicemail messages right from their desktop. The voice mail viewer will play the selected
voice mail to the PC speakers, phone handset or to a remote number.

The user can see the details of the call: who the voicemail is from, the length of the voicemail, etc.
before they listen to it. Users may also save a voicemail by right clicking on a selected message.

- )

# Interaction Client: "N dition) E@g
File  Edit ¥iew Options Help
Humber [

My Interactiarss | Call Histor | Fax Wiewer [} € Woicemail |
R.. Received From Subject Progress Dawnload “
[£ 4/5/2007 10:58:22 &M Voice Mail, C3 Bemini Yoice Mail from Indianapalis IN (317) 7158320 - 45 seconds 3
[7 47277200715613PM  Voice Mail CS GeminiVoice Mail from Toll Free (800)267-1367 - 25 seconds

[£% 6/4/2007 5:42.05 PM Zetbe, Todd Fw. IC Voicemal: fram Ciliix Systems Inc (354] 267-3000 - 45 seconds

Flay To: | FC Speakers *| The voicemail must be downinaded for PC Speaker playback. Fishiesh List

[ ]
DO <dih @ el [

My Status | < Avaiable v| 00021 Set status detsiks 8

Voice Mail Viewer

Benefit: Users do not have to leave Interaction Client to retrieve their voicemail messages.
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ACD routed Web Chat, Voicemail and E-mail

ACD routed web chat and e-mail are supported in Interaction Client .NET and Outlook Editions. ACD

routed voicemail are routed as e-mail. The following illustration shows an ACD routed e-mail. When an e-
mail response is sent, the e-mail window automatically closes.

I.'! Enclavelser - NOTES:C| nclaveUser,

=10l x|
Fil= Edit ©Options Yew Actions Help
-
» + % | @
Send | Pickup Hold | Transfer Disconnect | Record | Assistance
From | Starskyddmin; | Account Code
To | Starskpddmin:  hutchddmin; | I[D‘I] Customer Service j
LCc | Enclavellzer; | Ul Cisiles
. = ICustomel Feedback j
Subject |F|E: IC Fax: Incoming Fax from 555-1111 |
L
Flease review the relevant attachments. itigfizs | LoD
- [12:56:12: Acd email answered.
----- Original Meszage---- - :56:13: Offering
Fram: Enclavellser ¢ |10:56:13: Entered Workaroup
Sent: Wednesday, August 18, 2006 10:51 AM i [Marketing :
Tar : 10:66:13: Acd email ransferred
Cc: i |t “Workgroup QueL_,le:M._alketing.
Subject; Re: IC Fax Incoming Fas from 555-1111 ¢ |10:96:13: Acd email ssigned to
i |Starskyddmin.
¢ [10:56:13: ACD - Alerting:
F | Starskpddrmin. .
Starskpddmin/M atesE53de L 10:56:13: Alerting
08/11/2006 02:12 P 10:56:13: Sent to user
To Enclavel)ser/Notesf53do@M otesf53de Starskpédmin
=] 10:56:13: Connected
Subject IC Fax: Incoming Fax from 555-1111 10:56:13: ACD - Assigned:
Starskpddmin,
i 10:56:19: Acd email connected
Original Attachments ka Faw.13F Event log.itf e Sl
| ID: 100850750 | 0:15:09 [-ay ACD - Assigned: Starskyédmin, 4
ACD Routed E-mail
.Sample user - CAROLYNWPC - Chat =]
Fle Edt Options Yiew Actions Hslp
- A N 9 @
Pickup Hold = Tiansfer  Voicemail Disconnect = Record Frivate
Chat Membx Account Code
IC saps: [001] General v
,C"::y'gme ol whapup Codes
Interaction transferred to Marketing. Technical v
IC saps
&l agents are busy assisting other customers Notes | Loa
e sosion e 1 105212 Entered Werkaom
IC saps: arketing
Vo estimated wat time is Spprosimately one minute. 10:53:12: Interaction transferred to
IC zays: Marketing.
“our position in queus and estimated wait fime will be updated in approximately thiee 10,5312, ACD - Wiait Agent
inutes. 10:53:12: Interaction waiting for agent.
IC saps 10:53:31: Interaction assigned to

to hold and the next available agent will assist you as s0on as possible.
|

I says
Interaction alerting Carolyriv/.
IC saps:
‘wehsite visitor has joired the corvers stion
Carolpniwf saps:
Hello, how can | help vou today?
S ample User says:
I'm looking for information about pour wonderful products

To leave @ vaicemall, type YES and dick the send bution now, Otherwise, please continue |_||Carolml.

v |[10:53:31: ACD - Alerting: Carolynivw.
:|[10:53:31: Sent to user Carolyriw/
0:52:31: Alerting

0:53:38 Interaction connected to
Carolyniw.

1D: 100460232 | 0:02:11 aelinnr\e:ted

ACD routed web chat
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Generic Objects

Some organizations choose to send work objects via ACD queue to groups of users. Whether the
objects are loan applications to process, CRM tickets to handle, or other items, they may be sent to
users as Generic Objects. Managers may use real time monitoring and ACD reporting to track
progress on these Generic Objects.

Callback Objects

The purpose of the Callback Object is to allow customers to request that an agent/employee to call
them back. The agent is presented with a form containing the name of the person requesting the
callback and the number at which an agent can contact them. The agent can then place a call
directly from the form and confirm the callback as a successful or failure.

B2 Chad|Campbell - localhost - Callback (=13

File Edic Wew Actions Help

» X

Transter  Disconnect

Chad Campbell re

Motes | Log

Fequest
From: Chad Camnpbell
& Mumber: [B17.440 8100 | [(Makecal |

Subject: [Testing a calback request far
daocumentation purposes.

Call Disposition

Call Succeeded Call Failed

Add Mote
10: 2101672308 0:00:14 m Connected
Callback Object in Interaction Client .NET Edition
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Interaction Fax

Interaction Fax allows the user to send, receive, print, annotate, and rotate fax documents. By default
faxes are received as .i3f files but the system may be configured to receive faxes as .TIF files as well.

3 PENZ.ISF = Interaction Fax

File  Wiew Page Tools Help

B g d saa a [ N N

Mew Fax OpenFax SaveFax Send Fax Print ZoomIn Zoom Out  Rotate Left  Rotate Right  Invert

ED\VHaﬂ@

~
e I S —

Interaction Center Detailed Feature Overview- NET Edition

Table of Contents:

Phone Suppert. ..
Making 2 Call .o
Ay Infrativns” Windaw
Call Information Dialog

«

List ...
Contact Dial Directoris
Diccking Views - Ne

Fax Viewer

Interaction Fax Monitor

Interaction Fax Monitor displays status information about faxes that the user is currently sending. When a
user sends a fax, the Interaction Fax Monitor starts and is minimized to the system tray.

& Interaction Fax

File:

FaxTo Submitted Status Pages | Info
4171 317-7581 1 FA1A06 517 AM Holding untl 717/06 5124 0 Mo Remote Fax Tone
2 Hydra

Interaction Fax Monitor

© Interactive Intelligence, Inc. Interaction Client .Net Edition - Feature Overview 8/16/07

20



INTERACTIVE INTELLIGENCE

Fax Viewer List

The Fax Viewer List provides a convenient place for users to view all the faxes that have been delivered
to them by Interaction Center. Users can also delete, save, or remove copies of faxes from this page.

File  Edit Wiew Options Help

MHurnber [v]

Iy Interactions CaIIHistor_l,l| © Faxviewsr |Vaicemail

FReceived From Subject
L@ 4/24/2007 Woice Mail, C5 Gemini Fax: Incoming Fax from 3173057002
L@ E420/2007 Vaoice Mail IC Fax: Incoming Fax from 3172741536
=)
[ &
My Status | W Available [v] 0:33:33  Set status details

Fax Viewer List

Intercom Chat

Within Intercom Chat, an individual user may initiate a web chat with a fellow employee or group of fellow

employees. Intercom chats may be used to quickly obtain an answer to a question from a fellow

employee, or to pull a remote group together for a qui
Intercom chats may be recorded. Please note that in the Interaction Client .NET and Outlook Editions the

user will be able to create an Intercom chat only with other internal users that reside on the same server.

Intercom window
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