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Appendix A Copyright and Trademark Information 
Copyright ©1994 ï 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 
Intelligence ñSpirographò logo designÈ 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 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/)"  

THIS SOFTWARE IS PROVIDED BY THE OpenSSL PROJECT ñAS 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 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 Netscapeôs 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 holde r 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 
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)."  

THIS SOFTWARE IS PROVIDED BY ERIC YOUNG ñAS 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 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 I 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  

 

http://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 document, weôll use the 
term ñ.NET Clientò to refer generically to any client-side application based on Interaction Client .NET 
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 
that user ï either using the userôs Windows credentials or their CIC/Vonexus EIC user name and 
password. Once authenticated, Session Manager creates an object representing the userôs session and 
starts a communications stream with the userôs .NET Client. This communication stream will be encrypted 
if so configured. Session Manager provides a number 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 
queued 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 Domino so that the .NET Client can be used to access voice mail and faxes messages in a userôs 
inbox. 

Denial of Service (DOS) Protection Session Manager protects against denial of service attacks that 
could otherwise cause service interruptions, reducing an organizationôs vulnerability 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: 

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

¶ Remote users may be connected on any telephone number 

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

¶ 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.  

http://i3wiki.inin.com/bin/view/ClientTeam/SIP
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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. 

 

ñMy Interactionsò Window 
The ñMy Interactionsò window displays all active calls for the user of the Interaction Client.  The user may 
toggle from an active call, to a holding call, for desktop call control.   

 

 
ñMy Interactionsò Window 
 

Call details are displayed in the ñMy Interactionsò window.  Calls displayed in the window will show 
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 control the userôs interactions 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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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 will appear ñunlockedò and a dialog box will pop to notify the 
SRTP enabled user the call is no longer secure.  

 
Padlock SRTP Icon 

 

 
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: 

¶ Call Log ï 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.) 

¶ Notes that Travel with Call 
 

 
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 Edition uses alerts for incoming calls that pop up on the userôs desktop. Users 
can easily identify who is contacting them, and quickly pick up the interaction or send the caller to 
voicemail.  
 

     
Incoming Call Alert ñPop-upò 
 

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 
ñexceptions,ò the user can choose from.  For example, if the user wants to send all calls to voicemail, after 
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. 

 

 

The Rules Wizard Window 
 
Benefit:  This allows the user to ñprioritizeò their calls.  The user can choose which calls are most 
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 
see who tried to contact them, even if the caller did not leave a voicemail. Links to the callerôs phone 
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 
individual call.  
 

                          

The Call History tab in the .NET Edition 

The Call History page has the following columns available:  

¶ Disposition Column - Shows Answered, Called, Missed and Unknown (i.e. ñN.A.ò) calls 

¶ Name - Name of caller or callee on the CIC/Vonexus EIC server  

¶ Number - For an outbound call, this indicates the number that was dialed.  For an inbound call, 

this indicates the number of the caller. 

¶ Start Time -  The start time is when the call is added to the userôs queue 

¶ End Time -  The end time is when the call disconnects 

¶ Duration -  The difference in time between the Start and End times 

¶ Call ID - 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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Columns within the Call History Tab 

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 their ñCall Historyò tab. 

 

Call Control Toolbar 

Interaction Clientôs button bar helps the user manage telephone calls.  Each directory page has a 
call control toolbar.  The user can change the appearance of the call control toolbar buttons by right 
clicking on the toolbar and selecting one of the options: 

¶ Show Text - This option turns on or off the text displayed below the button icon. 

¶ 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. 

 

 
 Call Control Toolbar 
 

Other than clicking on the above icons, the Interaction Client .NET Edition has easy keyboard 
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) ï Authorized users can join a conversation to provide assistance.  The agent can 
hear the ñcoachò side of the conversation but the external caller cannot.   
Record (Ctrl+R) 
Pause Recording (Ctrl+E) 
Private- disables Listening (Ctrl+I) 
Assistance (Ctrl+N) ï Authorized users can notify supervisors they require assistance.  
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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. 
 

 
Windows Explorer Call Control Toolbar  

 

Camp on an Internal Extension 
The Camp feature works on any ñnot availableò status, whether the person is on the phone or away from 
their desk.  When an Interaction Client user wants to contact another person, within a directory, they can 
ñCampò on that personôs extension.  When the user selects an individual in the directory, and uses the 
Camp feature, a notification dialog pops up when the selected personôs status becomes ñavailable.ò 

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 Dialog Box 
 
2. Left-click and dragging a call will perform a blind transfer.  The user will select the call, in their ñMy 
Interactionsò window and drag it to one the directory entries.  (There is a configuration option on the 
General node to confirm that action). 
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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 
recipientôs status before 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 list in a tree fashion.  The userôs call will 
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 userôs telephony server hardware. 
 

 
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 clicking on the ñRecordò icon (or Ctrl+R) on the call control toolbar 
in their ñMy Interactionsò window.   The user may also pause the recording by clicking on the ñPauseò icon 
(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. 
 
If the user is on a private call, he or she may click on the ñPrivateò icon or press Ctrl+I, to avoid the call 
from being recorded. 
 
Other recording functions: 

¶ With the addition of Interaction Recorder, the call can be imported into the Interaction Recorder 
database for storage 

¶ Initiate multiple recordings on separate interactions from the same Interaction Client interface  

¶ Multiple users can record an interaction simultaneously  

¶ Record actions create an optional Record Object in the Interaction Client  
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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 to their ñMy Interactionsò window.   If granted the 
right, a supervisor may record an employeeôs call they are monitoring from an individual monitored queue. 
 
If the supervisor has been given authority to listen in on a call, they can simply click on the ñListenò icon 
(or Ctrl+L) on their keyboard, after they select the call to which they want to listen in the monitored queue 
view. 
 
Other: 

¶ Multiple users can listen in on the same interaction simultaneously  

¶ 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 ñred dotò indicator appears when the user presses the Record button 
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 Edition users may disable the ñred 
dotò indicator in the 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 recording ñred dotò is disabled, the listen icon 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 selecting the ñpick upò option.   
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Interaction Voicemail  
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 sent to the userôs e-mail 
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. 

 

 
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.  
 

             
Voice Mail Viewer 
 
Benefit:  Users do not have to leave Interaction Client to retrieve their voicemail messages. 



 

 

 

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

 

18 

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. 

 

 

ACD Routed E-mail 

 

 

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. 
 

  

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.  

  
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 Monitor  
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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.   

 

 
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 quick ñdiscussionò, fostering team collaboration. 
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 


