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Interaction Client at CSU — A How to Guide

Introduction

CSU is moving towards a new phone system using VOIP or Voice Over IP telephony. What this
means is that the telephones will work over the CSU network rather than over the old Telstra
Telephone system.

You will see an icon on your desktop to launch the ICA Client, which is the software upon which
your phone operates.

The icon looks like this:

When you double click on the icon to open the software you will see this screen where you can log
on to the Client:

¥ Interaction Client | x|

| Elptinnsl Other I

¥ Uszewindows Login Authentication

‘Host’ is- ic.csu.edu.au User D fskull_uzer

Pazzword I

[ Save Password

Hast I Ic.csu.edu.au

‘ Station type is — workstation ES
Station Type Workstation b
Wihorkztation 84008

‘ In Workstation put your Riemate Nurber I

phone extension :
Help me connect I= Rersistent

ﬂ:j Save bz | Open |
Connect I LCancel |

|' Default i3client

Once you have successfully logged on you will see this screen:



B Interaction Client: .NET Edition
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My Interactions | Call History || IC Outlook Eontactsl
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Dial Camp Properties

9 lowwiclla | 84008 (D

You are now logged in and ready to make and receive calls.

‘My Interactions’ Window
The ‘My Interactions’ 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.

T Interaction Client: .NET Edition - [O|[x]

File Edt ‘Wiew Options Help

Mumber | v|
My Interactions | Cal Histg[yl

Mame Queue Callld  mumber Duration  Skake User Skation Line Recs Lstns Wrapup Code

&

-
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Pickup Hold Mute | Transfer WYoicemail Disconnect Private

Call details are displayed in the ‘My Interactions’ 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, and the name of the calling party. The columns to view
and control the user’s 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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Receiving Calls
When you receive a call your phone will ring but you will also see a message on your screen
which looks like this:

r Bl
? unknown
External Call
Pickup

"]'_I Send To oicemnail
2 Hod

It gives you a few options. You can either:
e Pickup the call
e Send it to Voicemail
e Putiton Hold

To Pick Up the call
e You can use your mouse to click on the ‘Pickup’ option on the screen (as above) the call
will go to your phone and you will hear it via the ‘Handsfree’ function on your handset

e You can pick up the call by pressing the ‘Answer’ button on the handset. This too will go to
the ‘Handsfree’ function

e You can simply pick up the receiver on the phone to take the call

Benefit: You do not need to be in the ‘Interaction Client’ to see incoming calls. You will see the
alert appear on your screen while you are working in other applications

To put a call on Hold

You may already be on a call when another one comes in and you want to put it on hold to take as
soon as you finish the call you are on. Click on the ‘Hold’ option on the pop up window and the
caller will hear some ‘On hold’ music until you pick up their call.

When you have finished the call you are on and wish to pick up their call you have a couple of
options. These are:

e Click on the ‘Hold’ option again in the pop up window

e Click on the ‘Pickup’ icon on the ‘Interaction Client’ window. See below



My Interactions | Call H

Marmne Queue

@o Fr..
@

@\<

Pickup  Hold  Mute

e Click on the call in the ‘Interaction Client’ window. You will see an icon at the start of the line
with a telephone off the hook. See below:

My Interactions | Call History | 1C Outlook Contacts

‘On hold" icon Mame CUEUE Callld | Mumber
— !ﬁ

To send a call to Voicemail
Simply click on the ‘Send to Voicemail’ option on the pop up window and the call will divert directly
to your voicemail.

If you will be away from your desk and would like all your calls to go directly to voicemail then you
need to select ‘Away from Desk’ from the drop down list in ‘My status’.

How it works

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 user’s 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.

Listening to your voicemail messages

Voicemail messages on Email

When a caller leaves you a voicemail message you will receive an email message informing you
of the message and with the message attached. The message will tell you the time of the call,
who called and the length of the voicemail message. Just double click on the attachment.
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Reply Reply Forward | Delete Moveto Create Other Block Mot Junk d
to All Folder~ Rule Actions~ | Sender
Respond Actions Junk E-mail )
From: ICAdmin
To: # Dixon, Susanne
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Subject: IC Voicemail: from 137 -9 seconds

=] Message | [ - Voicemail_20090703014018Z.wav (14 KB)
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137

11:39:53: Offe -] Message | (- Voicemail_200907030140187 wav (14 KE)

11:39:53: ANI:

11:39:53: DNIS: 84888

11:39:53: Deferred Answer

11:39:53: Inbound DID call

11:39:53: Sent to user sdixon

11:39:53: User Alert: sdixon

11:39:53: Alerting

11:39:58: Transfer to Voicemail

11:4@:18: Disconnected [Remote Disconnect]

11:48:18: Caller has recorded and sent a voicemail message

11:39:53: Initi

9 seconds

[ID:2101367518#137]

You will then see the ‘Interaction Voicemail’ player. If you click on the play button it will play for you
via your pc speakers. See below:

A Ihteraction Yoicemail

Play Button File Tools Help
Play Te: | PC Speakers [v]
I
D@« ph @ el |
0:00:00 / 0:00:25 {8 Connected

You have options to stop, rewind fast forward and turn the sound up or down.

Voicemail Viewer

You have the option to listen to your voicemail messages via the ‘Voicemail Viewer'. You can add
the voicemail viewer to your ‘Interactions’ window by right clicking on the ‘My Interactions’ or ‘Call
History’ tab and choosing ‘Pages’. When you have done this the following window appears and by
selecting the ‘Voicemail’ option and then ticking the box next to ‘(Private) voicemail’ you will have
another tab on the window where you can view your voicemail messages and choose the ones
you wish to listen to via your pc speakers.

Categories Fages
u: Dial Pad [ [ Private ) Yoicemail
[=-{gl Directary
e General Directories
e Speed Dials

@l Station Groups
e ‘workgroup Directories
e ‘workgroups/Profiles
fgl Ewtemal Cortacts
@ Fax
gl Histo
(gl Queue
@l Gereral Pages
fal Station Queus
@l User Queue
@l Workgroup Qusue
(g “oicemail

The new tab on your ‘Interactions’ window will look like this:



— Download
A Iy Interactions CaI\Histmyl @ Woicemail /
Play A

R.. | Received From Subject Progress annlnﬁ t]
9 20/04/2003 42545 PM CAdmin IC Yoicemail: from Sydney (02) 8839 5300 - 57 seconds

(29 22/05/2003 313,01 PM Cédmin IC Yoicemalt from 1371 862161 - 30 seconds 2
Qay To. |PC Speakers v & Refiesh
L= ]
Do s ¢ — A

Click on the ‘Download’ option to download the message and then click on the ‘Play’ button to
listen to it.

Voicemail on your Phone handset
You can still listen to your voicemail messages as you have always done by dialling the CSU
Voicemail number and entering your pin number when prompted to do so.

Making Calls
There are a couple of different ways to make a call. You can simply pick up your handset and
punch in the numbers just as you do with a normal phone.

You can enter the number you wish to call directly into the ‘Interaction Client’ and click on the
‘Make a Call’ icon. See below:

¥ Interaction Client: .NET Edition
Enter the
number here File  Edit  Wiew  Options  Help

Murmber :5:4|:|1 ]

Click here to
make your call

v| [ MakeCal -~

| My Interactions | Call History | IC Dutlack Contacts

Or you can select the number you wish to call from the ‘Interaction Client’ - ‘Company Directory’
which you will find on the lower half of the window.

To find a number here you simply enter details into the appropriate search box (in this case |
entered ‘dixon’) and all of the records which match your search will display as well as their phone
number.

Select ‘Company |

I Directory’ tab
IC Private Contacts | Buddy List | (] Egmpaﬁﬁml_\ irectory’ ta |
| | I T i

Extenszion Department Buzsineszz Phone

Last Mame

|nfarmation Tech...

af Murzin. .

Dixar S i, Angela

Dial
Wigwing contacts 1 Double click to

@ ﬁ:}! ag ﬁ |:> o selecrt]enrl:;nber

Dial Business Business | Camp Chat | Transfer | Properties

To then call the number you wish to use you click on the number and you will then see a window
with option to click on either ‘Yes’ or ‘No’.



Or you can select the number you wish to call and click on the ‘Dial’ icon on the bottom left of the

P
A Ty
B

Dial

window.

Transferring calls

Calls can be transferred to another number after you have answered them. To forward a call follow

these simple steps.

F X|

Dial 'Dixon, Susanne' at 40037

J

[ Ves Mo ]

e Put the caller on ‘Hold’ by clicking on the ‘Hold’ icon

e They will then be showing as ‘Hold’ in the Interaction Client window

Marme CUElE Call1d = Mumber Dura
<
- -
A = X
0 L
Pickup |Hold | Mute | Transfer Yoicemail Disconneck

e Click on the ‘Transfer’ icon and you will see the following screen

[

Bl
Caller Mame | unknown
Transfer To | 84000 Dptionz ~
@ Dial "84000° as Digits
Digits 24000
[] Owerride Call Farwarding
* b e
Tranzfer Conszult

e Click on ‘Transfer’ in the IC Client window

e You will then have the option to ‘consult’ which means you can talk to the person to whom

you are transferring the call before you have transferred it.

e Once you have established that it is OK for you to transfer the call to another party you just

need to click on the ‘Transfer’ icon’

Call Information

When you are taking a call you can view information about that call by right-clicking on the active

call in the ‘My Interactions’ window.



When the resulting menu opens click to select ‘Properties’. The following window will display
giving you information about that call.

= BEa|
AP @ % e

—
Hold Mute | Transfer Woicemail Disconnect = Record =

Motes | Log

09:50:10: [nitializing

09:50:10; Offering

09:50:10: ANI: sip:137.166.2.161:5060
09:50:10: DNIS: 24008

09%:50:10: Deferred Answer

09:50:10: Inbound DID cal

0%:50:10: Sent to uzer sdixan

03:50:10: Usger Alert: sdixon

09:50:10: Alerting

03:50:12: Connected

{ﬁ urknown | External Call | 3101453164 | Connected

Rules

Interaction Client gives you the ability to apply rules to your incoming calls so you can dictate how
you wish to handle them. You may wish to send all your calls to voicemail. You can set Interaction
Client to do this. You can then set exceptions to this rule. For example:

You may wish to send all calls to voicemail except those calls coming from your supervisor.
In this case you would set a rule to send all calls to voicemail with the exception being all calls
from your supervisor, which would come through as normal.

Setting rules using the ‘Rules Wizard’
To set up a rule you first have to open the ‘Rules Wizard’. To do this:

e Click on ‘Options’ on the top of the IC window

e From the resulting ‘Drop Down'’ list select ‘Rules’
e Click on ‘New’

e Choose either ‘A Template’ or ‘An Event’

e Choose your options and follow through with the ‘Next’ prompts at the bottom of each
window

e When your new rule is complete click on ‘Finish’
e You then need to click on ‘Apply’ and ‘OK’ and your new rule will operate

Call History

If you happen to miss an important phone call, the ’Interaction Client’ allows you to see who has
tried to contact you. You can view who tried to call and use the ‘Call History’ window to call them
back.

The Call History page has the following columns available:



e Disposition Column - Shows Answered, Called, Missed and Unknown (i.e. —N.A.) calls
e Name - Name of caller or callee

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

e Start Time - The start time is when the call is added to the user’s queue
e End Time - The end time is when the call disconnects
e Duration - The difference in time between the Start and End times

e 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.

My Interactions | Call History
CallId | Digposition MName MHumber S tart End Duration
2100105309 ﬁ‘a Call=d Spstem Wed, Map 18, 3:30 230 P4 0.00
2100104664 :ﬁ Called System Wed, May 18, 2:38 233 PM 029
2100105435 :"j'DAnswered Ostroghai, J 863 wed, Map 18, 329 342 PM 212
2100105311 :ﬁ Called Ostrognai, J BE3 Wed, May 18, 3:30 331 P 112
2100104571 22 Called Lacl: Ciredu I [FE71 M5B-A5758  wied bdan1o 2309 240 Phd 127

The ‘Call History Tab’ with the columns
The phone number is hyperlinked so you can easily call back the missed call with one click.

Call Control Toolbar

Interaction Client’s 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:

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

e 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.

= > 0 ~ ° a3

0 L
Hold Mute | Transfer ‘oicemail Disconnect Record Private

The Call Control Toolbar

As well as 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. )

e Pickup (Ctrl+P)
e Hold (Ctrl+H)
e Mute (Ctrl+U)



Transfer (Ctrl+T)
e Voice Mail (Ctrl+M)
e Disconnect (Ctrl+D)

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

e Listen (Ctrl+L)

e Coach (Ctrl+O) — Authorized users can join a conversation to provide assistance. The agent
can hear the ‘coach’ side of the conversation but the external caller cannot

e Record (Ctrl+R)
e Pause Recording (Ctrl+E)
e Private- disables Listening (Ctrl+I)

e Assistance (Ctrl+N) — Authorized users can notify supervisors they require assistance

Camping on an Internal Extension

The Camp feature works on any ‘not available’ status, whether the person is on the phone or away
from their desk. When you want to contact another person, within a directory, you can ‘Camp’ on
that person’s extension. When you select an individual in your directory, and use the ‘Camp’
feature, a notification dialog pops up when the selected person’s status becomes *available’.

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

Conference Calls

In the Interaction Client 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 user’s call will always be the
top item on that list. 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 user’s telephony
server hardware.

© My Interactions | Call History | Fax Viewer | Voicemail

Queue Marm Cal1d  Mumber Duration 3 User Station Line

Col ce 1055395301 8820 0:00:04 nnecte

tlﬂ Weather Phone 1055335295 (317 2222 0:00:40 Connected SIP-G.
@?! Interactive Intelligence, Inc 1055395293 (7] 6723 0:00:09 Connected SIP-G.

Conference Call Window

Benefit: You can handle impromptu conferencing easily without having to call in to the University’s
‘Teleconference’ system



Recording
Calls can be recorded using the ‘Interaction Client’. This can be quite useful for a number of
different reasons.

Record Calls

You may record a selected call by clicking on the ‘Record’ icon (or Ctrl+R) on the call control
toolbar in your ‘My Interactions’ window. You may also pause the recording by clicking on the
‘Pause’ 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 you via e-mail. If you are on a private call,
you may click on the ‘Private’ icon or press Ctrl+l, to avoid the call from being recorded. Other
recording functions are:

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

e You can initiate multiple recordings on separate interactions from the same Interaction
Client interface

e Multiple users can record an interaction simultaneously
e Record actions create an optional Record Object in the Interaction Client

Benefits

Recording calls is beneficial when you are coaching new agents. Recordings can be saved as
examples of both good and bad behaviour. You may monitor individual queues if you have been
given the appropriate rights. You can configure the monitored queue so that it appears next to
your ‘My Interactions’ window. If granted the right, a supervisor may record an employee’s 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 ‘Listen’ icon (or Ctrl+L) on their keyboard, after
they select the call to which they want to listen in the monitored queue view.

Other:

e Multiple users can listen in on the same interaction simultaneously

e Listen actions create an optional Listen Object in the Interaction Client
Recording and Listening Indicators

You can view the Record or Listen columns in the ‘My Interactions’ window to see whether a call is
being monitored or recorded. The ‘red dot’ . 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.

When you have recorded a call you will receive an email message with the recording attached.
See below:

B, 45 [ From Subject
’?-'_4* 11 ICAdmIn IC Voicemail: Call Recording (Call ID: 2101379476)




Disable Recording Indicator

Under specific conditions, Interaction Client users may disable the ‘red dot’ . indicator in the
‘My Interactions’ window, when Interaction Recorder is automatically recording. This option is
configured in ‘Interaction Administrator’, with the default setting showing the indicator. When the
recording ‘red dot’ is disabled, the listen icon is disabled too.

Contact Dial Directories

Directories are lists of contact details and phone numbers put together so you can find details
when you wish to find another staff member and contact them. The ‘Company Directory’ within the
‘Interaction Client’ is very similar to the ‘Global Address List’ which CSU have on Microsoft
Outlook.

The directories within ‘Interaction Client’ support customisable columns, user status columns, and
local cache for offline browsing and fast reconnects. Directories also offer list filtering to narrow the
users search (see Directory Filtering). Whether the user is looking at a Company, Workgroup, or
other speed dialling directory, there is no difference in functionality other than content. Larger
organizations may prefer to have users see a subset of employees when transferring, or checking
the company directory. Directories can be filtered so users will only see those which they have
permissions to see.

Options available in the Company Directory
From the company directory tab, the user may do the following:

1. Double-click a person’s name to call the person.
2. Right-click a person’s name to:
e Dial the default number
e View the person's status
e Camp on the person’s extension
e View the person's properties (address and other information)
e Change the person's status (If the IC administrator has granted the right)

Transfer connected call

e Dial the person’s phone (business, home, mobile)
3. Drop a call onto a name in the Company Directory to transfer a call to that person.
4. Sort the users listed in the Company Directory by clicking on any of the column headings.

5. Reorder columns by clicking on a column heading, dragging it over the desired location, and
releasing the column heading.

6. Search for a person by clicking the area (line) directly above the column heading to expand the
search area. Enter the first few letters of the column (if alphabetical), or enter the first few numbers
of the column (if numeric). The user cannot perform a search in a column which is in a time format.
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I Private Contacts| @ Company Directory | IC Outlook Contacts | Orbit Queue
4 Marne
Last Name First Mame Mame Extension Department Business Phone Business Phone 2 | Business State ] !
Abbas Swyed Abbas, Syed Biomedical Scien... 57532 Lask Mame
Abbott Lesley Abbott, Lesley Animal & Weterina... 32066
Abbatt Dianne Abbott, Dianne Corporate Affairs.... 24200 Cornpany
Abbott Kym Abbott, Kym Animal & Wetenina... 34353 Department
Abbatt Alizon Abbott, Alizon Library Services. ... 84208
Abu-lzneid Tareq Abu-lzneid, Tareq Biomedical Scien... 57559 Esxtension
Ackropd D avid Ackroyd, David Information Tech... Qaoog
Aidams willam Adams, Mark Farilties Manage... 86137 Business Phone
Adamz Peter Adamsz, Peter Centre for Resear... 32540 Horme Phone
Adamns I argaret Adams, Margaret Mursing & Midwif... 24641

< S S = Dhiied e Status Columns

) i L. i Cither Columns
These options can be added by right clicking on a column heading M /

Directory Filtering

With any directory view selected, you can start typing in the column, to quickly filter the list to find
a particular person, phone number, department, etc. Any column within the directory can be
filtered by using the ‘filter bar’:

Filter Bar |C Private Contacts %) Company Directory | IC Outlook Contacts || Orbit Gueue

d

Laszt Mame First Mame Marme Estenzion Department Buzsiness Phone
CHart Alewis DHart, Alexis Biomedical Scien.. 57836

D Onize Anthany [ Onige, Anthary Wirery Qaooo

Da Silva Debra [1a Sikva, Debra Business & Inform... 19843
Dai John Dai, John Buszinesz, Faculty 00000
Dale Jaobkin Dale, Jaokn School of Dentist... Qogaa

Benefit: Easy to use filtering and sorting, aids in quickly finding the right contact to assist with an
issue

Dialling from Directories
Phone Number columns are hyperlinked so you can simply click on the number for easy dialling.

d Hyperlinked numbers
Lazt Mame First Mame M arne Buziness Phone

Dirayton, Rodney

Devenish Anthory Devenish, dnthorny 26171

Crrirkwater Eric: Drrinkwater, Eric BE116E

Chwmer Maora Dhwwer, Frances aE030

Duncan Roderick. Duncan, Roderick 24932

Benefit: You do not need to leave the directory to dial a phone number; you can quickly click on
the person’s number and dial straight from the directory.

Presence Management

Core to the Interaction Centre Platform’s functionality is the concept of presence. Users all have
an active status. Time in status is reported on, which can assist managers to determine on which
tasks team members are focusing their time. To provide more detailed reporting, statuses can be
filtered and be unique to a team or even to an individual user. Users can set their status from:

e The Interaction Client interface

e Phone prompts using key presses



¢ Interaction Mobile Office — Speech enabled phone prompts

Depending on the status you select, you can set status details including status notes, forward
number, and date and/or time you will become available. The date and time information you enter
is played for all their incoming calls while in this status.

»
o’ = Select your status from the drop down
list here
My Status |8 Available -
&8 swvailable
4 Do Mot Dizturb
OnVacation

[o® Auway from desk
Ak a Training Seszion
At Lunch

Available

Available, Follow-he
i Available, Fonmard
8 Awailable, Mo ACD
e Ay from desh
A Do Mat Disturb
¥ Gone Home

It a Meeting

\Dn Y acation j

Once you have selected your status you can add some status details by selecting the ‘Set Status
Details’ option and filling in the dialogue boxed. See below:

Click here to add details

My Status {7 0:01:30 Set ztatus details
IC Private

|':I User Mame: sdixan |_ﬁ:.ﬁ.t a Training 5ession " |
Last Ham

Diraytan Statuz Nobes: |I am at training | [ ake: | E/AN7/2009 " |
Drevenizh

Drrirkate] | | Tirme: | 2:00 - |:|
Dhyer

Dunean I Ok ] [ Cancel ]

Time in Status View

You may also want to see how long you have been in a particular status to remind you when you
have run over time on a break or on your lunch period. The Interaction Client will show you the
duration of time you have been on your status immediately next to the ‘My Status’ section of the

screen. Time in
Status

iy Statuz |_i'E.-’-‘-.t a Training Session w | 00603 Set status details

Benefit: User status allows others, including the supervisor, to know who is available. There is no
need to run down the hall or call a person, if they are working in a remote location, to see if he or
she is available.



Configuring your Interaction Client
You can do a certain amount of configuration on your interaction client and set what options you
want to activate and how you want it to look.

Configuration Options
To configure your phone click on ‘Options’ at the top of your ‘Interaction Client’ window and from
the resulting menu select ‘Configuration’. You will then see this window:

El Configuration

=% Aletting
== ‘Yoicemail / Fax Paging Call Covera

ﬂ:, My Interaction Ring Sounds

ﬁ Desktop Alerts This feature allows another user to answer pour calls. IF you want to set up the system
=-[4% Calls to forward calls directly o you at anather number, use the Fonwarding figld in the Set

3- Follow Me Status dialog
Call Coverage
7 Personal Prompts
B Monitored Appearances

Coverage Dptions

E Pages [ Fanward Al Calls -
5 General
& Plugins [ 1F I'm "'do not disturb™, forward All Calls -
[
B Auto Statue Changer [ 1F I'm on the phane, forward Al Ealls b
[CJ1F 1 don't answer. forward All Calls -
Coverage Mumber
Send my calls bo:
It the caller leaves voicemail, send it to: My Voicemai Box L
K i

Configuration Options within Interaction Client

You can set up the following client options from the configuration dialog box:

Alerting - Settings for interaction alerts like ring phone, ring pc and pop client
Voicemail/Fax Paging - Options for alerts when a new fax or voicemail arrives

My Interaction Ring Sounds - Allows ring sounds to be set for each different interaction type
(Calls, Faxes, Voicemails)

Desktop Alerts - Displays a desktop dialog box (toast) for alerting interactions and camped
calls. The desktop alert dialog box pops up in the bottom right corner of the Windows
desktop. The dialog box fades automatically depending on the type of alert

Calls - Various options for Calls

Follow Me - Allows entering the list of phone numbers used when the system tries to find a
user if their status is ‘Available’ or ‘Follow Me’

Call Coverage - Allows user to configure which interactions will be forwarded to another
user. Typical use may be for an assistant to take calls

Personal Prompts - Allows a user to record different prompts and to configure when Out Of
Office and Agent Greeting prompts are active

Monitored Appearances - Set up monitored appearances to observe the activity of several
users at the same time

Pages - Allows pages to be added and removed. Also see Docking Views

General - Various other settings



Viewing Multiple Extensions

If you have been given permission by the system administrator, you can monitor another user’s
‘My Interactions’ window. This means that on the Interaction Client, you can open a view to
another user’s interactions. An administrative assistant for instance may view their boss’s
telephone calls, answer calls for their boss, etc.

Picking up nearby Extensions

If you have been given permission by the system administrator, you can monitor the ‘My
Interactions’ window of a particular extension. This means that you can monitor a standalone
telephone that is nearby and answer it if it rings. This can be used for a lobby telephone which is
near a receptionist desk.

Call Forward (Available, Follow Me)

If you will be away from your desk but wish to be accessible at another telephone number, you can
forward your calls. You can forward calls to an internal extension, a local number, a long distance
number, or even a mobile phone.

When you choose to forward calls to a remote telephone number, you must set your status to
Available, Forward. Interaction Client will then route all calls sent to your local extension on to your
remote number. If your remote telephone number is long distance, you must have rights to place
long distance calls. If you can't normally make long distance calls from Interaction Client, you will
not be able to forward your calls to a long distance number.

To configure your ‘Call Forward’ click on ‘Options’ at the top of your ‘Interaction Client’ window and
from the resulting menu select ‘Configuration’. You will then see this window:

=% Aletting
S
== Yoicemail / Fax Paging FOIIOW Me
ﬂj My Interaction Ring Sounds
p [7] Desktop Alerts Phone Number Timeout  Use Pin
=7 Calls 84014 15 Ma

3 Follow Me 4950 15 Mo
A8 Call Coverage

Personal Prampts

& IP Phone . ‘ ,

B Moritored Appearances Click on ‘New’ to enter
5l Pages phone numbers

ios General

i Pluging

8 Auto Status Changer

Once this window opens you need to select ‘New’ to enter each of the numbers to which you wish
to forward your phone.

Benefit: This function allows you to receive calls at a remote location and increases contact rates
for field technical and sales staff as well as business users who travel.

Rearranging your Screen (Docking Views)

Using ‘flexible docking architecture’, you can rearrange pages within the Interaction Client .Net
window. The pages can be dragged from zone to zone. By allowing you to dock views, this gives
you the flexibility to display exactly what you want to see and in a view that makes sense for how
you work. You can also choose to view a number of different ‘pages’

Adding and Removing Pages
You can add and remove pages by using the ‘Configuration’ window. Click on ‘Options’, choose
‘Configuration’ then choose ‘Pages’.



E Configuration

= ‘,‘3 Alerting
== Voicemal £ Fax Paging
;&, My Interaction Ring Sounds
[T Desktop Alerts
-7 Calls
E\. Follow ke
,ﬂ Call Coverage
/ Personal Prompts
% IP Phone
\ i Monitored Appearances
B Pages
{25 General
o Pluging
a Ao Status Changer

Pages

Client Page Lapout

To uze a default page lapout, zelect a layout from the dropdown list and click

Rezet.

Basic Client

battom of the main client window,

Client Pages

Click on the button Below to custoni
client window:

[ M anage Pages... l

hd | Reset

Thig layout hag My Interactions at the top and the Company Directory at the

Choose ‘Manage Pag

ages are displayed in the main

Select ‘Manage Pages’ and then within the resulting window select the pages you wish to view by
placing a tick next to the option you require . See below:

= Client Pages

Categories

Pages

Select a category

(@l Dial Pad
=g Directary
@l General Directories
@ Speed Diaks
@ Station Groups
H ‘wiorkgroup Directories
@ workgroups/Profiles
{@l Estemal Contacts
i@ Fax
@ History
=gl Queue
@l General Pages
@l Station Queue
@l User Queue
@ Wworkgroup Queue
@l “oicemai

[ _SystemP outingHub_
[ CampanyOperatar

|>

|1 Information T echpoles-

[ Library Servie Select a page or pages
[] Queus-%2TEMPLAT

to view :|

[ QueueT Service Desk

[ QueueT Service Desk Pazsword

[ Queus-RGT Dentisty Fezponse

[ Queusiden Conference Suppart

[] School of Dentistry and Health Sciences

[ staff

[ Student Admiriztration

[ Student Services

[ Students

[ Woicemail Group-%LOCATION %-%BUILDING %

Any additional ‘Pages’ you choose to view will appear as tabs on the top of your ‘My Interactions’

window.

File  Edit  Wiew  Options Help

Mumber |

Qitional pages will display here

tu Interactions || Call Histary || Waicerail || Fax Viewerl 6 'w-Fage-p4Eh

Firzt M ame Estenzion

Lazt Mame

WwPa aep 4E5
W-Page-pdE5

36222

Department

Arranging your Windows on the screen (Docking Views)
You can move your different ‘pages’ around the screen and place them in a configuration to match
your work flows and make it easier to view which are the most important ones to you.

If you click on one of the tabs and hold the mouse button down you will see a docking icon appear
on the screen. By choosing one of the directional icons you can move the ‘Page’ to the
corresponding area of the screen. For instance, in the image below the right hand icon has been
chosen and the area of the screen where the page will be moved to is highlighted in blue. You just
need to drag the ‘Tab’ and drop it on the icon corresponding to the area of the window you would

like it to display and it will move to there.



& Interaction Client: .NET Edition

File  Edit Wiew Options Help

Humber |

My Interactions Aistory | Vuu:amaill © FaxViewer
W From Subject

Click and drag on
the ‘tab’ for the
page you wish to
move

(01

Selected docking
zone

If you select the right
= hand docking button the
& @ ‘page’ will move to there
N— _/

The window below shows the ‘Page’ docked in its new position in the ‘Interaction Client’ window.

File  Edit  Wiew  Options Help

MHumber | 3 | MW . Fan Yiewer

; Received
@ My Interactions | Call Histary || Voicemail
Manne Queus Calld | Mumber Duration | Skate User Skakion
The ‘Page’ in its new
position
£ 1l ] =
. » B X 2| O ||lam >
Fickup Hold Muke | Transfer ‘Woicemail Disconnect Pause | Private | Park | Properties | ﬁ
My Status |9 Available v| 2Daps 230452 Setstab@ed & @

Using your phone from another Workstation

Because your phone runs through the network you can get it to follow you and answer it wherever

you happen to be logged on to a computer if that computer has the IC Client installed. This is
called ‘Changing Workstations’

Changing workstations
To change the workstation through which you receive your phone calls follow these steps:



' Interaction Client: .NET Edi

File: Edit View Options H Select ‘Change Station’ |

Click on ‘File’

Login

g Logout

/

hange Station...
Change Passward. ..

Clase (Hide)
Exit

You will then see a dialogue box showing your ‘Station Type’ and ‘Workstation’. Change the
‘Workstation’ number to your extension number. See below:

! Change Station [x]

? Station Type |Work3talion L | put your extension

‘Workstation | 84008 ~——————F number here
Femate Mumber | N

Perziztent

o ) [ ]

Interaction Client Fax

Using the IC Client you can send, receive, print, annotate, and rotate fax documents. Faxes are
received as .i3f files but the system may be configured to receive faxes as .TIF files as well.

When you receive a fax it will look like this:

& PRVZT3E = Interaction Fax

Fle  Mew Page Tools  Hep

2 d & a a @ N 8

MNew Fai  OpenFax Save Fax Send Fax Frint Zoom In Zoom oot Rotaks Left  Rotate Right  Invert

D\vﬁaﬂﬁ

2

_z EATERALTY T b

Interaction Center Detailed Feature Overview- NET Edition
Table of Centents:

User Help ‘Tah.

To send a fax using Interaction Client:

e Create the document you wish to fax
e Choose ‘Print’
e From the Printer Options choose ‘Interaction Fax'.



| Choose ‘Interaction Fax’
%

é’ Ricoh_Mopier F Properties
-~
% - Find Printer...
Type:
where: 0 [ print ta file
Comment: = Microsoft Office Document Image Wiriker [ Manual duples
Page range | 1 \
® al & Microsoft KPS Document Wriker :|
O Current | 39
(=3 Ricoh_Mopier
Orages: | & e bie
Typepal |
ranges = Snagit 9 =
from thef @ ¥

section. For example, tvpe 1, 3, 5-12
or plsl, pls2, pls3—pas3

Print: Al pages in range +|  Pages per shest:
Scale bo paper size: | Mo Scalng w

e Select OK
e The resulting window will look like this:

J9/PRN1.13F - Interaction Fax

File  Miew Page Tools Help

B 2 H saa e [ M >

Mew Fax ©OpenFax SaveFax SendFax Print ZoomIn Zoom Out  Rotate Left  Rotate Right  Inwert

D\i%.n@

This is a test for the IC Client Fax

If this window does not immediately appear then select OK from the screen which is showing and
it will. It may have appeared but be minimised on the ‘Task Bar’ at the bottom of the screen.

Information for the first time you use the Interaction Fax

The first time you use the software to send a fax you need to select a couple of options. To do this,

from the above screen select ‘Tools’, then select ‘Options’.
53 PRN5.I3F - Interaction Fax

Tools | Help

= Cptions...

B = -
Mew Fax OpenFax Save Fax  Send Fax  Print 4

BONgE=EHE

Tools, Options

From the resulting screen click on ‘OK’ to see the options available. It will look like the screen

below and you will need to put a tick in the boxes labelled ‘The send succeeded’ and ‘The send
failed'.

Once you have done this you will also see an option to ‘Include a copy of the outbound fax in the
notification’.



You may select this option
after you have selected the
other 2

General

Show Monitor when Fay is

Default Cover Page:

|N0ne

‘ Select this option

>

MDLFCS UkaIN fen=R ecipients/cn=gdixo

Maotification

== Matification e-mail address:

Send notification when owing fax actiohs have ocoured:

‘ Select this option

Incude a copy of the outbound fax in the notification

— [ The send failed

T

Send failure notices to an altemate address:

Configure the default appearance for annaotations.

Annotations

[Tl

[ Annotation Preferences. .. ]

......

Advahced
;—*i; Configure Fax devices and advanced settings.

] [ Cancel ] [

|

DF. Help |

Back to the instructions for sending a fax:

Directory

below:

Enter ‘Fax’ or ‘Phone’
number here

Click on ‘Send Fax’
If you see a window asking you to connect, click on OK. The window looks like this:

[x]

Conneck

R Connect a3 CSUMAINYsdixan

Uzer namme | zdivon |

Pazzword | |

Save Pazsword

| . ceu. edu. au |

ﬁ Host

|

[1]4 J [ Cancel ]

You will then see a window asking you to enter some information.
You enter the ‘Fax or phone number’ in the ‘Fax number text box or search the

To search the Directory select ‘Click here to add recipients from an address book’. See

Send Fax |X|

Fiecipients:

b

Click here to search
the directory

i

Fax Mumber:

Company:

|
R |
|
Phane: |

[ Add ][ Remove ]

7E|ic:k here to add recipients from an address boak...

Cowver Page:

| Mone w Figlds...

Send [ Cancel ] [ Help




e To search the resulting directory type in the last name of the person to whom you are
sending the fax into the ‘Search’ box

e You will see an entry for the person to whom you wish to send the fax. This entry will
contain both a fax number and a phone number for this person. Double click on the
entry and the details will then show in the ‘Send to’ box on the top right of the screen.

See below:
Send Fax [E|
Recipisnts:
FaxNumber: || | 84181 [Divon, Susanne]
Narne: | | =
Compary: | |
Phone: | |
[ Add ] [ Remove ]
Click here to hide the address book... G
Search: Show Contacts From:
| | | Compary Directary w |
Dizplay Mamme Fax Compary Business Phone
Dixon, Suzanne 84181 Charles Sturt University | 84008

¢ This will automatically send the fax to their fax machine.

e If you wish to send the fax directly to their PC you need to click on this entry and enter
their ‘Phone’ number in the ‘Fax number’ box. See below:

Send Fax FS_<

Fecipients:

Fax Mumber: | 53384008 B [02) 5330 4008 (Dixan, Susarine]
-
Phone: ,w

Put phone number
here

Click here to add recipients from an address book. . 0

Cover Page:

Mone -

Send I [ Cancel ] [ Help

e Click on ‘Send’ and the fax will be sent

Fax Viewer List

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

This is the ‘Fax Viewer’ list:



& Interaction Client: .MET Edition

File  Edit  Wiew  Options  Help

Murnber |

My Interactions " CaIIHistory| 0 Faw Wiewer |\-"0ic:emai|

Received From Subject
Woice Mail, C3 Gemini Fax: Incoming Fax from 3178057002
Woice hail IC Fax: Incoming Fax from 3172741596

My Stabus |QAvaiIable 0:33:33  Set status details

Receiving a Fax
When you receive a fax via ICAdmin it will come as an email and it will look like this:

Do)\ |9 6 « % |+ IC Fax: Incoming Fax
wway—
| Message ] Adddns  Adobe PDF

Qoo X3S D4

Reply Reply Forward % Call - || Delete Move to Create Other Bl

to All Folder~ Rule Acdions~ | Sen
Respond Actions
From: . ICAdmin
To: ‘# Dixon, Susanne
Cc
Subject: IC Fax: Incoming Fax from 0263386525

/| Message | [Z] Fax_20090825023738Z.TIF (4 KB)

(21@1858075#8263386525)
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