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1 Introduction

1.1 About This Guide

This guide provides step-by-step procedures and reference information for Receptionist
Release 14.sp4.

1.2 Overview

Receptionist is a carrier class Internet Protocol (IP) Telephony Attendant Console,
specifically developed for hosted environments. It is used by “front-of-house” receptionists
or telephone attendants, who screen inbound calls for enterprises. BroadWorks
Receptionist realizes the promise of IP Telephony by enhancing business processes and
delivering rich services in a user-friendly way.

BroadWorks Receptionist delivers the following real benefits to users:
m  An elegant design that is aesthetically pleasing

m  An ergonomic design that follows the natural work “flow” of a call from the top to the
bottom of the screen

m  Improved business processes as only “valid” options are presented to the attendant
m  Professional call handling as critical information is available in “real time”

m  Accurate delivery of messages through a one step process when people are
unavailable

Along with this focus on design, BroadWorks Receptionist employs the latest technology
platforms and communications facilities.

1.3 Audience

This document is intended for end users of Receptionist.
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1.4 First Time Login

When starting Receptionist for the first time, several items must be correctly configured or
checked.

To start Receptionist on subsequent occasions, follow the procedure in section
1.6 Subsequent Use.

To start Receptionist:
1)
2)

Navigate to the program group BroadSoft, followed by BroadWorks Receptionist.
Click the BroadWorks Receptionist shortcut.

@ BroadsSoft (3 ) Broadworks Deployment Studio L4

™ vahoo! Messenger H || ) Broadwiorks Assistant - Enterprise #

™ Uber Call Center [ G Recoptionist » | & Broadworks Receptionist

I Snaglt 7 4 &% PBroadworks Receptionist (8er Guide

Figure 1 Start Menu.

Receptionist starts and you are presented with the following login interface:

r
B* BroadWorks Receptionist

File Tools Help

Username
Passwiord

[] Remember Me (Forget Me)

BroadWorks | @ |
Receptionist

Saturday, 18 August 2007 01:28

Figure 2 Login Interface

3)

From the Tools menu, select Options. The Receptionist - Options dialog box opens.
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4) Click on the Connection tab and enter the server’'s host name and port number for
your service provider. To obtain this information, contact your service provider.

1

[ BroadWorks Receptionist - Options

i General

'i

i? Theme %
o Updates
(&) About

~Service Connection Information

Host Address

Haost Port

[a]'4 || Cancel || Apply ||

Help

Figure 3 Options Dialog — Connection Page
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5) Click on the Update tab and enter the proxy connection settings for your network, if it
has a proxy server.

1

[ BroadWorks Receptionist - Options

© General

Ii Connection ~Proxy Connection Sektings

<" Theme

6 [[] Use a procey server ko check for updates
(&) About [% -

[a]'4 | | Cancel | | | | Help

Figure 4 Options Dialog — Updates Page

6) Click OK.
7) Click LOG IN from the login screen.
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1.5 Subsequent Use
1) Navigate to the program group BroadSoft, followed by BroadWorks Receptionist.
2) Click the BroadWorks Receptionist shortcut.

M BroadSoft
I Yahoo! Messenger
1) Uber Call Center
I Snaglt 7

I Eroadvorks Deployment Studio 4
I Broadworks Assistant - Enterprise *
& Receptionist » | B Broadworks Receptionist

& Broadworks Receptionist

> v v B4

Figure 5 Start Menu

3) Click LOG IN.

@

#* BroadWorks Receptionist

File Tools Help

Username
Password

[] Remember Me (Forget Me)

BroadWorks
Receptionist

Saturday, 18 August 2007 01:28

Figure 6 Login Interface
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1.6 Configure Queues Settings

You can configure the Queues tab to log in to queues each time you log in to Receptionist.

1) Log into Receptionist
2)
3) Click the Queues tab.

“ BroadWorks Receptionist -

Options

From the Tools menu, select Options. The Receptionist Options dialog box appears.

General

ﬁ Cannection ~Queue Management
m Cueue State Manage
P DayINi& Mode Heaveni@Hellish.com &
P Deliverance@Damnation...
3 Messaging @ ® U
5] LDAP Inkegration
| @] outoak ntegration
i? Theme
o |Updates
u’j‘ About ~Queue Monitoring Accounts
Quele ¥ Monitored Password Save Password
Heaveni@Helish. .. @ O
Deliverance@Da... @ (|
~Queue Ackivity Archive
Archive Frequency | Weskly b
Ok || Cancel || Apply || Help

Figure 7 Queues Settings

ueue. To identify the queues to join:

Identify your queue availability by checking the Manage box to indicate your

m  Check the Manage box for each queue for which you wish to control your join
status, by subsequently using the Joined drop-down list in the Queue panel on

m  Type the password in the Password text box.

m  Check the Save Password check box to save the password.

with which to archive the records from the drop-down list.

4)
participation in each q
the main interface.
5)
6)

Click OK or Apply to save the changes.

Specify the archive settings by checking the archive records and select the frequency
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2 Using Receptionist

2.1 The Main Interface
Figure 8 shows the main interface.

)
%

|
o

Figure 8 Main Interface

The following legend provides the names to the sections of the main interface. This is
followed by more detailed information.

Legend:
1. Switchboard panel

Company Notes and Profile area
Queue panel

Contact Directory panel
Alphabetical Index filter

Options panel

N o g e

Control panel
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Detailed Description
1. Switchboard panel: This is located on the second panel of the main interface.

SWITCHBEDARD

Link Line Call Ta Extn Call Fram Skatus Tirne

Figure 9 Switchboard Panel

It has the following components (from left to right):

The Link column lets you select the calls to be linked for a Consulted Transfer
and Three-Way Conference. You can select the calls to link by clicking in the
Link column cell for the required call record row.

The appearance of a chain link symbol indicates the activation of this option.
Clicking in the cell toggles the link option again.

Figure 10 Chain Link Symbol

The Line column shows the order that phone calls come in. They start from 1 and
continue.

The Call To (Called Party) column identifies the name of the party being called by
the operator. A name is typically displayed when the operator dials an internal
number that is in the Contact directory. For more information, see section 2.4.1
Dial a Contact. A number is displayed for calls made to persons not in the
Contact directory as well as most external calls.

The Extension column displays the actual number dialed by the operator for
internal calls.

The Call From (Calling Party) column identifies the person calling the operator.
For internal calls this is the contact name assigned to the extension number in the
Contact directory or the extension number, if no name has been assigned. For
external calls, the caller's number is displayed unless the number is blocked
(private) or the name is unavailable.

The Status column shows the state of calls on the operator switchboard (phone)
and is color-coded as follows:

Call State Receptionist Release 14.sp4

Active Active

Held On Hold (00:00) (blinks after 45 seconds)
Camp On Camped (00:00) (blinks after 45 seconds)
Remote Held Active

Ringing In (Remote) Incoming

Ringing In (Local) Incoming
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Call State Receptionist Release 14.sp4

Ringing Out

—  The Time column displays the duration of the call, including the Ring Time, Hold
Time, and Talk Time.

2. The Company Notes and Profile area is located next to the Switchboard Panel. It
lets the operator modify notes and profile content for a given organization. Operators
can modify the content as required. For more information, see section 2.14 Keeping
Notes.

COMPANY MOTES
COMPANY PROFILE

Figure 11 Company Notes and Profile Panel

3. The Queue panel is located in the top right-hand panel of the main interface and
provides a listing of all calls in the queue. You can show and hide the Queue panel by
selecting View and then Queue from the menu bar.

Pos v CEUE Marne Mumber Huold Skark

QUEUE

Figure 12 Queue Panel

The operator is provided with the following:
— Position, queue, name, number, hold, and start of each call in the queue
— Ability to receive calls from the queue

—  Ability to modify the position of calls in the queue

The Queue panel includes the following components:
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— The Position column displays the position of the call in the queue.

—  The Queue column shows the name of the queue each listed call belongs to.
—  The Name column displays the name of the caller in the queue.

—  The Number column displays the number of the caller.

— The Hold column is the length of time a call has been in the queue.

— The Start column displays the time a call entered the queue.

The Queue drop-down list displays the list of queues that appear in the Queue panel.
A check mark appears to the left of the queues in the Queue panel. To add or
remove a queue from the Queue panel, see section 2.12.3 Display Calls in Queue
Panel.

The Joined drop-down list determines where you are able to receive calls from the
gueues managed on the Queue tab in the Options dialog box. You can select “Join”
to receive calls from the queue or “Unjoin” if you do not wish to receive calls from the
queue.

To change the position of calls in the queue, see section 2.12.5 Change Position of
Calls in Queue.

4. The Contact Directory panel is located as the third panel of the main interface and
provides a listing of all contacts available to the operator.

i okt Caton 3, Moo Carind A —— @ Sorraok

EERERERENEERBEE

Figure 13 Contact Directory Panel

The operator is provided with the following:

— Contact details including last name, first name, extension, title, and department
— Convenient access to contact telephone numbers and voice mail

— Ability to dial contacts

— Ability to e-mail contacts

— Ability to transfer calls to contacts

— Ability to maintain and update notes for a contact

— Ability to view contact status

— Ability to search contacts using a keyword

— Ability to order contacts in an ascending or descending order

— Ability to filter ordered contacts using alphabetical indexing
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The Contact Directory panel has the following components:

— The Status column shows the contact’s phone on/off hook state. The color of the
status is customizable through the Tools — Tools — Themes dialog box. The
following colors represent the automated different states:

Status Icon Description

Green Handset Down P Contact phone is on-hook (available to receive a call)
(previously this was a green triangle).

Red Handset Up @ Contact phone is off-hook (on a call, busy) (previously
this was a red triangle).

Orange Handset Down Fh) Contact phone is ringing (previously this was a blue
triangle).

Do Not Disturb @ Contact phone has status set to DND (previously this
was an orange triangle).

Grey Handset Down o Contact phone state is currently unavailable or
unknown (previously there was no triangle or it was
blank)

Private a Contact phone state is set to “private”.

Call Forward Always L:} Contact has the Call Forward Always service turned

on. By hovering your mouse over the Call Forward
Always contact, the user can see the number the
contact has set the Call Forward Always to.

— The Last Name column displays the contact’s last name as provisioned by the
service provider. Only the group/system administrator may change this
information.

— The First Name column contains the contact’s first name as provisioned by the
service provider. Only the group/system administrator may change this
information.

— The Phone column represents the contact’s provisioned phone as entered in the
service provider directory. Only the group/system administrator may modify this
information.

—  The Mobile column shows the contact's mobile number as provisioned by the
service provider. Only the group/system administrator may change this
information.

— The Department column displays the contact’s corporate department or section
as provisioned by the service provider. Only the group/system administrator may
change this information.

— The Contact Notes column allows the operator to modify notes that are specific to
a contact. The note is retained for subsequent application sessions.

— The Alphabetical Index provides you with the ability to alphabetically search/filter
the Contact Directory.

— The Keyword Search Filter Text area allows the operator to enter a
keyword/number (or the beginning of a keyword or number) to enable a keyword
search. For example, a search for the contact with the first name David may be
made by entering “David” or the letter “D” in the Search field. In the first case all
contacts with the first name David would be listed, whereas in the latter case all
contacts whose first name starts with a “D” would be listed.
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The Keyword Search Filter drop-down list allows the operator to choose a
directory field for a keyword search. The value selected from this filter drop-down
list is the column in which Receptionist searches for the keyword entered in the
Search field, as well as the directory.

Enter kKeywaord all
All &
Lask Marme
First Mame
Full Marne
Extn
Phone
Mobile
Title -

Figure 14 Keyword Search Filter List

The Keyword Search Filter button enacts a keyword search based on the
keyword and the Search fields entered, when clicked.

The Reset button when clicked, displays the full list of contacts, removing the
effects of previous searches and filters.

The Contact Directory drop-down list allows you to choose the directory to appear
in the Contact Directory panel. The default directories include the following:

— BroadWorks Contact Directory: Other subscribers in your BroadWorks
contact directory

— BroadWorks Personal Directory: All contacts in your personal directory

— Speed Dials Directory: All numbers configured for your Speed Dial service.
(Only available in Receptionist Enterprise and Receptionist Small Business)

— Phone Status Monitoring: A list of users whose phone status you are
currently monitoring. (Only available in Receptionist Enterprise)

— LDAP Directory: All users found in the LDAP directory. (Only available in
Receptionist Enterprise)

— Custom Contact Directory. This directory is created and customized by the
group/system administrator. It has the same contact status monitoring
capabilities as the Contact Directory. (It is only available in Receptionist
Enterprise.)

The List View/Detail View button supports the display of contacts to be arranged
in two views. Click the List View/Detail View button to toggle between the two
views.

s ~
® Details
I~ Lisk

Figure 15 List View/Detail View
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— The Add button allows you to add an entry to the directory currently displayed in
the Contact Directory panel. This button is only enabled for directories in which
you have the ability to add contacts, such as the Speed Dial directory. The
Speed Dial directory is only available in Receptionist Enterprise and Receptionist
Small Business.

—  The Edit button allows you to edit the entry currently selected in the Contact
Directory Panel. This button is only enabled for directories in which you have the
ability to edit contact fields, such as the Speed Dial directory (unavailable in
Receptionist Office), or to add notes to contacts, such as in the Contact directory.

— The Delete button lets you remove the entry currently selected in the Contact
Directory panel. This button is only enabled for directories in which you have the
ability to delete contacts entirely, such as the Speed Dial directory (which is
unavailable in Receptionist Office).

5. The Alphabetical Index panel is located as the fifth panel of the main interface.

A B C
D E  F
G H I
1K L
i
2lm N O
3
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5
=
v W X
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Figure 16 Alphabetical Index Panel

This can be used to refine a search by clicking the starting letter of the contact's
name. For example, to display all contacts with a first name beginning with the letter
“M”, click M on the Alphabetical Index.

6. The Options panel is located as the fourth panel of the main interface. When the
Receptionist interface is resized (full screen or otherwise), the Options panel size
remains unchanged. This allows for the Contact Directory panel to display a
maximum number of contacts. However, the size can be changed manually. It has
the following components:

I= =1 & -

EXTH | WOICEMAIL MESSEMGER OTHER

OPTIONS

Figure 17 Options Panel
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— The EXTN button allows you to transfer a call (for more information, see section
2.7 Transfer Call) or make a call (for more information, see section 2.4 Managing
Calls) to a selected contact’s extension. If this icon is dull in appearance, the
contact does not have an extension number associated with the contact's name
in the Contact Directory. Only the group/system administrator can modify this
number.

—  The MOBILE button allows you to transfer a call (for more information, see 2.7.1
Blind Transfer Call) or make a call (for more information, see section 2.4
Managing Calls) to a selected contact’'s mobile phone. If this icon is dull in
appearance, the contact does not have a mobile number associated with the
contact's name in the computer database. Only the group/system administrator
can modify this number.

— The VOICE MAIL button allows you to transfer a call (for more information, see
section 2.7.1 Blind Transfer Call) to a selected contact’s voice mail. If this icon is
dull in appearance, the contact does not have voice mail configured. Only the
group/system administrator can modify this number.

— The MESSENGER button allows you to send messages via e-mail to a contact
listed in your Contact Directory (for more information, see section 2.15 Messaging
Contacts). If this icon is dull in appearance, the contact does not have an e-mail
address configured in the company database. Only the group/system
administrator can modify this setting.

— The QUEUE button allows you to place the call in a queue. For more information
on managing queues, see section 2.12 Managing Queues.

— The OTHER button, when clicked, displays a dial pad used to enter an ad hoc
number. This feature allows you to transfer a call (for more information, see
section 2.7.1 Blind Transfer Call) or make a call to another number (for more
information, see section 2.4 Managing Calls).

7. The Control panel is used to execute call actions. Call actions can also be performed
by clicking on Actions in the Menu panel and selecting the desired function. When
the Receptionist interface is resized (full screen or otherwise), the Control panel size
remains unchanged. This allows for the Contact Directory panel to display a
maximum number of contacts. However, the size can be changed manually. The
panel contains the following areas:

D 4

DIAL

CONTROL

Figure 18 Control Panel

— The DIAL button is used to start the dialing process to the number you have
selected. You can make a call to a contact when a contact is highlighted and you
can make a call to another number when the dial pad has been used. This button
is dull in appearance when this action is not an option. When messaging, the
“Dial” button changes to “Send”.

—  Clicking on HOLD allows you to place a call on:
— Hold: When a call is active.
— Unhold: When a call is on hold.

— Answer: When a call is ringing.
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— Hold Conference: When a conference is active.
— Unhold Conference: When a conference is on hold.
For more information, see section 2.5.1 Hold Call.

The Camp On button allows you to camp the contact selected when they are in a
busy call state. Uncamp is enabled when the contact selected is in a busy call
state. The Camp function is only available in Receptionist Enterprise and
Receptionist Small Business.

The Transfer button allows you to perform a variety of control functions depending
on the context of the active call. The following dynamics change the button based
on the call context:

— Blind Transfer: Is enabled when the contact selected is in an available call
state.

— Voice Mail Transfer: |Is enabled when the contact selected is in an available
call state.

— Consulted Transfer: Can be enabled when two call parties are linked using
the switchboard.

— Queue Transfer: Is enabled when you are logged in to a queue.

— Conference Exit: Is when a conference is in an active state and you wish to
exit it.

The Conference button allows you to perform a variety of control functions,
depending on the context of the active call. The following dynamics change the
button based on the call context:

— Conference: Is enabled when two call parties are linked on the switchboard.
— End Conference: Is enabled when a conference is active.
— Operator Barge-In: Is when the contact selected is in a busy call state.

— Directed Call Pickup: Is enabled when the contact selected is in a ringing call
state.

Click END to disconnect the selected switchboard call.
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2.2 Tools Dialog

The Tools dialog box is used to configure user/service provider settings and preferences.
The dialog box can be displayed from the Tools menu by selecting Tools — Options. Itis
available on both the login and main interface pages. The dialog box displays the
categories shown in the following sub-sections:

2.2.1 General Tab

The General tab contains miscellaneous features that improve the usability of
Receptionist.

F

" BroadWorks Receptionist - Options

'i Cnnneu:tL.\\? General Options

@ GlEUEs

r . Avuta login when connected to netvwark
) DayMight Mode L d

'39 Mezsaging
-@Iﬁ Directaries
E_=:| LOAP Integrstion Auto switch focus onincoming call

| D] cutioak rtegration
4" Theme

o Updates

L) Awout

Alerts

Ok Cancel Help

Figure 19 Options — General

The General Options are as follows:

m  Auto login when connected to network enables Receptionist to automatically connect
and log in to the server when it detects a network connection.

The Alerts are as follows:

m  Auto switch focus on incoming call enables Receptionist to automatically take window
focus over other applications when a new incoming call is received.
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2.2.2 About Tab

Click on the About tab to find version information and read the general disclaimer for
Receptionist.

@

[ BroadWorks Receptionist - Options

General
WP Connection rWersion
ity Queues .
{3 DayfMight Made ¥ Broadworks Receptionist™ 14.2 EC1
p . w [Build: 40, Rewvision: 1]
'-3 Messaging
E LDAP Inkegration Disclaimer
|£| Outloak Inteqgration
& Theme Warning : This computer program is prokected by copyright law and
o international kreaties. Unauthorized reproduction or distribution of this
0 Updates program, or any porkion of it, may result in severe civil and criminal penalties,

and will be prosecuted ko the maximum extent possible under the law,

Copyright@ 2007 Broadsoft, Al Rights Reserved, Broadworks® and
BroadWarks Receptionist™ are trademarks of BroadSaoft,

[0]'4 || Cancel || Apply || Help

Figure 20 Options — About

The information displayed is as follows:
m  BroadWorks Receptionist Version
m  BroadWorks Receptionist Disclaimer

The About information is important in providing information for the purpose of technical
support.
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2.2.3 Connection Tab

Click on the Connection tab to configure the connection information required to connect to
your service provider.

=

[ BroadWorks Receptionist - Options

General

L 4 Service Connection Informsation
@ Gligues %
D Daytlight Mode
% ) Host Port
= Meszaging
;}ﬂ Directories

5] LoaP integration

| @] outioak Integration
i? Theme
0 Updates
&) About

Host Address

Ok Cancel Help

Figure 21 Options — Connections

The Server Connection Information is as follows:

m  The Host Address is the host name/IP address for service. This is compulsory and
can be obtained from the service provider.

m  The Host Port is the port number for service. This is compulsory and can be obtained
from the service provider.
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2.2.4 Queues Tab

Click on the Queues tab to configure the queue credentials required to access queue
functionality in Receptionist.

=

" BroadWorks Receptionist - Options
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d Themea
o Updates Gueue Monitoring Accounts
)
u-' About Cueue Monitored Pazsword Save Pazswy ..
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Gueue Activity Archive
Archive Freguency  Wieekly -
4 3
Ok Cancel Help

Figure 22 Options — Queues

The Queue Management options are as follows:
m  Queue is the identification name of the Queue. It is read-only.
m  Joined displays your queue joined status. Green is joined. Red is unjoined.

m  Manage, when checked, ensures that the queue is visible and can be manipulated.

The Queue Monitoring Accounts options are as follows:
m  Queue is the identification name of the Queue. It is read-only.

m  Monitored displays the login status. Grey is not logged in. means it is
attempting to log in. Red shows that login failed. Green indicates that you are
currently logged in.

m  Password is the required Queue password.

m  Save Password saves the encrypted password. Click to save the password.

PAGE 27 OF 83



225

Day/Night Mode Tab

The Day/Night Mode tab configures day/night mode call settings. This is useful to turn on
at the end of your work day when you want to forward calls either to another number or to
your voice mail. This tab is only configured once you have logged in.

r

" BroadWorks Receptionist - Options

Genetal
fi Connection
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o
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5] LD&P Integration
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[ Miggkt mode:

Ok

Cancel Help

Figure 23 Options — Day/Night Mode

The Day/Night Mode options are as follows:

The Night mode option turns the night mode on and off.

Forward calls to forwards incoming calls to the specified phone number. All calls to

your extension are directly forwarded to this number.

Forward calls to voice mail option forwards incoming calls to your voice mail. All calls
to your extension are directly forwarded to your voice mail. Your voice mail must be
set up properly for this to work.
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2.2.6

Messaging Tab

Click on the Messaging tab to configure e-mail service settings and messaging
preferences.
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Figure 24 Options — Messaging

To be able to send e-mail messages to contacts listed in your directory, it is necessary for
you to check the Enable Email Messaging option on this tab. The section that follows the
Enable Email Messaging option configures your e-mail settings and is available only when
the option is selected.

The options are as follows:

Enable Email Messaging allows/disallows messaging as a contact option on the

Options panel. It is compulsory if you want to have messaging available.

Display Name is the name of the person who is sending the message. This is the
e-mail user name and it is compulsory.

Reply-to Address is the mailbox address to which messages in reply are delivered.
This is the e-mail password for the above mentioned user name and it is compulsory.

Default Subject option defines a default subject to save you from having to type it in

each message.

SMTP Host is the compulsory SMTP mail server host address.

Mail Type option selects the formatting of message content. By default, messages

are sent as plain text.
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m  Malil Template allows you to choose a mail template to aid in the formatting of the
message sent.

2.2.7 Directories Tab

Click on the Directories tab to configure which Directory is visible on startup of
Receptionist.

r

" BroadWorks Receptionist - Options
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Figure 25 Options — Directories

The Directory Option is:

The Start-up Directory drop-down list. Click on the drop-down list to select from the last
viewed directory or any other directory available to the user.
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2.2.8 LDAP Tab
Click on the LDAP tab to modify the look and feel of Receptionist.

Contact your service provider or system administrator if you do not know the appropriate
settings.

NOTE: Make sure you have correctly imported a valid certificate in the Java Key Store (JKS)
with the keytool using the following procedure:

1. Click Start button and select “Run...".
2. Type “cmd” and click OK.

3. Type “<Java Runtime Path>\bin\keytool -import -alias <aliasname> -file <path><certificate file
name> -keystore %JAVA_HOME%\jre\lib\security\cacerts”.

To verify the certificate:
1. Click Start button and select “Run...".
2. Type “cmd” and click OK.

3. Type “<Java Runtime Path>\bin\keytool -printcert -file <path><certificate file name>".

" BroadWorks Receptionist - Options

General
@ Connection LDAP Directory
@ Gueues
(D DayMight Made
'33 Messaging
,aﬁl Directories
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|@] outiook |rrtegratic%
4’ Theme
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&) about

[ Enable LDAP Integrastion

O Cancel Helg

Figure 26 Options — Directories — LDAP Integration
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Enable LDAP Integration determines whether Receptionist provides LDAP directory
lookup services. Checking this box enables the controls on the Directory page.

Directory Address specifies the network address of the LDAP directory server.

Port is the port number for the LDAP server. This is compulsory and can be obtained
from the service provider.

Search Base determines the location in the directory server tree that Receptionist
looks in when executing a search.

Recursive, when checked, searches all sub-trees within the search base until the
specifications are found.

Use SSL (Secure Sockets Layer) determines whether Receptionist uses SSL to
connect to the directory server. Note that enabling SSL may require the use of a
different port.

Requires Authentication indicates whether Receptionist must provide a user name
and password to the directory server to conduct searches.

Authenticated DN is the user name Receptionist uses when connecting to the
directory server when Requires Authentication is checked.

Authenticated Password corresponds to the Authentication DN.

Search Filter specifies an additional search filter to apply to all directory searches. For
example, to include the search criteria in the filter you must include
(cn=*_SEARCH_TEXT__*). Alternatively, in another example,
“(telephoneNumber=*)" restricts search results to users who have a telephone
number assigned.

Retrieved attributes is a table that controls the way that Receptionist maps attributes
returned from the directory server to columns displayed in the list of search results.

In each row of the table, enter an LDAP attribute in the Remote Name column. In the
Local Name column, enter a corresponding local attribute. Possible values are:
“FullName”, “BusinessPhone”, “ExtensionNumber”, “MobilePhone”, “HomePhone”,
and “EMailAddress”.
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2.2.9 Outlook Integration Tab

Click on the Outlook Integration tab to enable and disable the use of Microsoft Outlook
with Receptionist.
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Figure 27 Options — Outlook Integration

m  The Enable Outlook Integration check box, when checked, makes sure that the
Outlook integration features are activated. When unchecked, the toolbar is
unavailable within Outlook and you are unable to dial contacts directly.

m  The Retrieve contacts from default contact folder only option searches for and
retrieves contacts stored in the default Contacts folder within Outlook.

m  The Retrieve all contacts option searches for and retrieves contacts stored in any
Outlook folder.

m  Use Outlook contacts as preferred CLID lookup (for incoming calls) when checked,
uses the information saved in your Outlook contact list when displaying information
about callers, instead of using group settings or other calling line ID information.
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2.2.10 Theme Tab

Click on the Theme tab to modify the look and feel of Receptionist.
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Figure 28 Options — Theme

The configuration of the look and feel of Receptionist is categorized as follows:

Global font type

Standard control font style
Panel header font style

Slide panel header font style
Login panel color

Login panel font color

Login panel logo

Login panel background image
Switchboard panel color
Switchboard panel font color
Contact directory panel color
Contact directory panel font color
Alpha index button font style

Contact status icon for “unknown”
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m  Contact status icon for “on hook”

m  Contact status icon for “off hook”

m  Contact status icon for “call incoming”
m  Contact status icon for “do not disturb”
m Contact status icon for “call forward always”
m  Contact status icon for “private”

m  Option panel color

m  Option panel font color

m  Option panel button font style

m Dial pad font style

m  Control panel color

m  Control panel font color

m  Control button font style

For a selected item, the components may be chosen from the Component drop-down
menu.
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Figure 29 Options — Component Selection
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Global font type

Altering this theme component enables you to change the font of all of the text used in
Receptionist. This includes numerals and menu items.

Standard control font style

Altering this theme component changes the size and font style of the text throughout
Receptionist. The size ranges from 8 to 16. The different types are plain, bold, and italic.

Panel header font style

Altering this theme component changes the size and type of the text on all the main
screen panel headers situated to the left of the panels. The affected panels are the
Switchboard panel, the Queue panel, the Contact Directory panel, the Options panel, and
the Control panel. The size ranges from 8 to 16 and the different types are plain, bold,
and italic.

Slide panel header font style

Altering this theme component changes the size and type of the text on all main screen
slide panel headers. The affected components are the Company Notes, the Company
profile, and the Alphabetical Index slide panel headers. The size ranges from 8 to 16 and
the different types are plain, bold, and italic.

Login panel color

Altering this theme component enables you to change the color of the Login screen
background. This is a standard grey unless modified.

Login panel font color

Altering this theme component changes the color of the font located on the Login screen.
The user name, password, and check boxes change to the chosen color.

The text would ideally be challenged to white for darker title bar panel colors or black for
lighter title bar panel colors. All you must do is make sure that the color combination you
decide on does not render the text illegible.

Login panel logo
Altering this theme component enables you to change the logo located at the bottom right-

hand corner of the login interface. This component can only be modified with a GIF,
JPEG, or PNG graphic file that is approximately 180 x 64 pixels in size.

Login panel background image

Altering this theme component enables you to change the login interface background
image. This component can only be modified with a GIF or JPEG graphic file that is
approximately 269 x 272 pixels wide. The interface automatically scales graphics that are
smaller or larger than needed.

Switchboard panel color

Altering this theme component enables you to modify the background color of the
Switchboard panel, Company Notes, and Profile and Queue panel. All other components
within this panel are set to black or white percentage transparencies of this panel color.
When modifying this component, make sure it is of a color depth that allows for legibility of
the text and other elements within this panel.
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Switchboard panel font color

Altering this theme component changes the color of the font located on the Switchboard
panel, Company Notes, and Profile and Queue panel. The text would ideally be
challenged to white for darker title bar panel colors or black for lighter title bar panel colors.
All you must do is make sure that the color combination you decide on does not render the
text illegible.

Contact directory panel color

Altering this theme component enables you to modify the background color of the Contact
Directory panel. All other components within this panel are set to black or white
percentage transparencies of this panel color. When modifying this component, make
sure it is of a color depth that allows for legibility of the text and other elements within this
panel.

Contact directory panel font color

Altering this theme component changes the color of the font located on the Contact
Directory panel, Alphabetical Index, and Directory tabs. The text would ideally be
challenged to white for darker title bar panel colors or black for lighter title bar panel colors.
All you must do is make sure that the color combination you decide on does not render the
text illegible.

Alphabetical index button font style

Altering this theme component changes the size and type of the text on the Alphabetical
Index buttons. The size ranges from 8 to 16 and the different types are plain, bold, and
italic.

Contact status icon —“Unknown”

Altering this theme component changes the image used to illustrate an “unknown” or
unavailable call. The standard image is a grey phone. This component can only be
modified with a GIF or JPEG graphic file that is approximately 7 x 16 pixels wide.

Contact status icon —“On Hook”

Altering this theme component changes the image used to illustrate an “on hook” or
available call. The standard image is a green phone. This component can only be
modified with a GIF or JPEG graphic file that is approximately 7 x 16 pixels wide.

Contact status icon — “ Off Hook”

Altering this theme component changes the image used to illustrate an “off hook” call. An
“off hook” calls means the contact is already on a call or is busy. The standard image is a
red phone. This component can only be modified with a GIF or JPEG graphic file that is
approximately 7 x 16 pixels wide.

Contact status icon —“Call Incoming”

Altering this theme component changes the image used to illustrate a “Call incoming” calll.
The standard image is an orange phone. This component can only be modified with a
GIF or JPEG graphic file that is approximately 7 x 16 pixels wide.

Contact status icon —“Do Not Disturb”

Altering this theme component changes the image used to illustrate a “Do Not Disturb”
call. “Do Not Disturb” is set by the contact. The standard image is a stop sign. This
component can only be modified with a GIF or JPEG graphic file that is approximately
7 x 16 pixels wide.
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Contact status icon —“Call Forward Always”

Altering this theme component changes the image used to illustrate a “Call Forward
Always” call. “Call Forward Always” is set by the contact. The standard image is a stop
sign. This component can only be modified with a GIF or JPEG graphic file that is
approximately 7 x 16 pixels wide.

Contact status icon — “Private”

Altering this theme component changes the image used to illustrate a “Private” call. A
“private call’ means the contact has chosen to withhold their number. The standard image
is a red circle with a white dash through it. This component can only be modified with a
GIF or JPEG graphic file that is approximately 7 x 16 pixels wide.

Options panel color

Altering this theme component enables you to modify the background color of the Options
panel. All other components within this panel are set to black or white percentage
transparencies of this panel color. When modifying this component, make sure it is of a
color depth that allows for legibility of the text and other elements within this panel.

Options panel font color

Altering this theme component changes the color of the font located on the Options panel
and the buttons. Inactive buttons are a greyer shade of the color chosen. The text would
ideally be challenged to white for darker title bar panel colors or black for lighter title bar
panel colors. All you must do is make sure that the color combination you decide on does
not render the text illegible.

Options panel button font style

Altering this theme component changes the size and type of the text on Options panel
buttons. The size ranges from 8 to 16 and the different types are plain, bold, and italic.

Dial pad font style

Altering this theme component changes the size and type of the text on the dial pad for the
“Other” button. This comes in to view when “Other” is clicked once. The size ranges from
8 to 16 and the different types are plain, bold, and italic.

Control panel color

Altering this theme component enables you to modify the background color of the Control
panel. All other components within this panel are set to black or white percentage
transparencies of this panel color. When modifying this component, make sure it is of a
color depth that allows for legibility of the text and other elements within this panel.

Control panel font color

Altering this theme component changes the color of the font located on the Control panel
and the buttons. Inactive buttons are a greyer shade of the color chosen. The text would
ideally be challenged to white for darker title bar panel colors or black for lighter title bar
panel colors. All you must do is make sure that the color combination you decide on does
not render the text illegible.

Control panel button font style

Altering this theme component changes the size and type of the text on Control panel
buttons. The size ranges from 8 to 16 and the different types are plain, bold, and italic.
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2.2.11 Theme Loading and Saving

The theme refers to how the interface appears, which includes the colors in which the
various panels, buttons, logos, and text are displayed, the size of each component, and
the manner in which they are displayed in terms of spacing and size.

The default theme such as “standard.thm” is used for the visual display of Receptionist,
and this theme is automatically loaded when the application is turned on.

If you, as a user, wish to apply a different them to the application, do the following:

1) Select a theme from the Theme drop down menu.

Theme Standard T%
Component | Global Font Type i

Figure 30 Theme Selection

2) Click on Apply at the bottom right of the Options/Theme dialog box. The settings of
the selected theme take effect.

3) You may create a new theme file by clicking on Save As at the bottom of the
Options/Theme dialog box. This brings up a new dialog box prompting you to enter a
name for your new theme file.

Enter new theme name:

My Mew Theme|

Ik Cancel

Figure 31 Theme — Save As

4) After entering the name, click OK. The theme file is saved.

5) If you would like to apply this new theme file as your default, select it as explained
above.
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2.2.12 Theme Component Modification

Color Components

To make a change to any component, click Change and make your new selection. When
you click Change to change a color component, a dialog box is displayed allowing you to
select a color. The only exception to this is the Title Bar Icon Color component, for which
only two alternatives are available; black and white.

r B

" Choose Color E|

Swatches H3E RGE

Recent:

Presiew

Sample Text Sample Text

| (0] 4 || Zancel || Reset

Figure 32 Theme Color Chooser
There are three color choice tabs available. The Swatches tab allows you to pick a

particular color, HSB allows you to change the depth of that color, and RGB allows you to
further alter that color by changing the percentage of red, green, and blue shades.
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Image/Graphic Components

1) Click Change to change an image component. A dialog box is displayed allowing you
to select an image/graphic file from your computer.

r =

F"Open @
Look In: |ﬁimages ‘7| = @ @E

D background. pnig D skatus_unknown.png
D broadsoft_logo,gif

D splash.jpg

D status_calllncoming.png

D status_dnd.png

D status_offHook, prig

D skatus_onHook.png

D skatus_private.png

File Mame: |

Files of Type: |Images files (*.jpeg, *.jpg, *.gif, *.png) | v |

Qpen Cancel

Figure 33 Theme File Chooser

2) Select a file that you want and click Open. The selected image file replaces the
component image being changed.
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2.2.13 Updates Tab

Click on the Updates tab to configure the proxy information required to connect to a proxy
server.

r

" BroadWorks Receptionist - Options

Genetal
fi Connection Proy Connection Settings
@ Glueues
(B DayMight Mode
'13 Messaging
,ﬁ Directaries
5] LD&P Integration
| @] outiook Integration
4’ Theme

@
&) Awout [}s

[ use a procy server to check for updates

K Cancel Help

Figure 34 Options — Updates

The Proxy Connection Settings options are as follows:

Use a proxy server to check for updates check box ensures that updates are checked
by a proxy server automatically.

Type is the compulsory proxy server type. HTTP is the accepted form.

Server is the compulsory proxy server URL and can be obtained from the network
administrator.

Port is the proxy server connection port number. Itis compulsory and can be
obtained from the network administrator.

User ID is the authentication user ID that is required if user authentication is required
by the proxy server.

Password is the authentication password that is required if user authentication is
required by the proxy server.
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2.2.14 About Tab

Click on the About tab to find version information and read the general disclaimer for
Receptionist.

=

" BroadWorks Receptionist - Options

General
i Connection Wersion
E CELES
') Dy Migght Mode 4 Broadworks Receptionist™ 14 4
® essasing w [Biuick 17, Revision: 1]
- .
F Directories
e Disclaimer
5] LoaP ntegration
|£| Cutlook Integration Warning ;. This computer program is protected by copyright Iy ancd
. | Theme international tresties, Unauthotized reproduction ar distribution of this
o progratn, oF any partion of it, may result in severe civil and criminal
@ updates penalties, and will be prosecuted to the maximum edert pozsible under the
u‘j =V
% Copyright® 2005 Broad>oft. All Rights Reserved. BroadWorks® and
BroadWorks Receptionizt™ are trademarks of Broad=Soft.
4 3
Ok Cancel Help

Figure 35 Options — About

The information displayed is as follows:
m  BroadWorks Receptionist Version
m  BroadWorks Receptionist Disclaimer

The About tab is important in providing information for the purpose of technical support.
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2.3 Call History

The Call History dialog box is used to view and delete the user’s call logs. The dialog box
can be displayed from the Tools menu by selecting Tools — Call History. It is available
from the main interface pages.

3

[#" BroadWorks Receptionist Call History

i
T Received Calls Call Log
Missed Calls Mame Mumber Titriz

a Ciher Uratvailable 99931169 BIZM05 14: 23 -
Unavailable 1118 24/ 051756
Urarvailable 1118 24051734
Unavailable 1118 23/ /05 163532
Urarvailable 1118 23051629
Unavailable 1118 2305 1624
Urarvailable 99932111 2305124
Unavailable 0294113157 1000105 1353
Urarvailable 94113158 1005 1328
Unavailable 0299951112 10005 1252
Urarvailable 0299932119 801105 21:10
Unavailable 94113159 401003 10:53
Urarvailable 94113158 401 105 10:53
Unavailable 0299931116 211207 1818
Urarvailable 0299932113 1TM207 21:29
Unavailable 0299952137 1FM207 21:29
Urarvailable 0299932137 1TM207 21:29
Unavailable 0299952142 1FM207 21:29 -

Select All Refresh

Clear Al QK Cancel Help

Figure 36 Call History Dialog

The dialog box displays the categories shown in the following sub-sections.
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23.1

Dialed Calls Tab
To see dialed callls, click the Dialed Calls tab.

I

[5" BroadWorks Receptionist Call History

iy
Ll

0 Received Calls Call Log
Mizzed Calls Mame
i Cither Unavailable
Linayailable
Linavailable
Linayailable
Linavailable
Linayailable
Linavailable
Linayailable
Linavailable
Linayailable
Linavailable
Linayailable
Linavailable
Linayailable
Linavailable
Linayailable
Linavailable
Linayailable

Select All

Clear Al

Mumber

99991169
1118

1115

1118

1115

1118
99952111
0284113157
94113155
0299351112
0299952119
34113159
94113155
0299351116
0299952113
0289952137
0299952137
0289352142

AmEEEA A A

Ok,

Time
Bi02005 14:23 -
24011058 17:36
2401005 17:34
23101105 16:32
2301105 16:29
23/01/08 16:24
230051241
10/01/058 13:33
1000105 13:28
10/01/05 12052
01005 21:10
4301405 10:53
4001005 10:53
21M2007 1818
17M 2007 21:29
17M 2007 21:29
17M 2007 21:29
17M 2007 21:29

AT M AT A AL

Cancel

Refresh

Help

Figure 37 Call History — Dialed Calls

The record contains the following information:

m  Name is the name of the call recipient for internal numbers (where available from the
company directory). It could also be the number of the call recipient for external

numbers or for internal numbers when no name is available.

m  Number is the number of the call recipient.

m  Time is the time of the call.
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2.3.2 Received Calls Tab
To see received calls, click the Received Calls tab.

I

[ BroadWorks Receptionist Call History

() Dialed Calls
T Call Log
Missed Calls Mame Number Time

ﬂ Cther vpnl4-2userd vpnld-2.. 0259991169 Ei0205 1444 -
vpnld-2user! vpnl4-2.. 0299991167 B0ZI03 1430
vprnld-2user! vpnld-2. . 0299991167 BI0ZI05 14: 23
atul2-a03 atul2-ag3 0299951115 30001005 17:35
Private Private 24101105 11:26
Private Private 2301051207
atul_callerd stul_callerd 0284113158 2308 1207
Private Private 2301105 1206
Private Private 1501105 16:43
atul_callers stul_callerd 0254113155 1401705 16:15
atul_callerSatul_callers... 0294113157 1401005 16:17
atul_callerGatul_callers.. 0284113157 11/01/05 17:48
atul_callerd atul_callerd 0294113155 110105 17:45
atul_callerGatul_callers.. 0284113157 T1/01/05 17:47
Private Private 1101105 13:59
Private Private 110105 13:56
atul_callerdatul_callers... 0294113157 10001105 1325
atul_callerGatul_callers... 0294113157 1000108 13:25 -

Select All Refresh

Clear Al QK Cancel Help

Figure 38 Call History — Received Calls

The records contain the following information:

m  Name is the name of the caller for internal numbers (where available from the
company directory). It could also be the number of the caller for external numbers, or
for internal numbers when no name is available.

m  Number is the number of the caller.

m  Time is the time of the call.
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2.3.3

Missed Calls Tab
To see missed calls, click on the Missed Calls tab.

=

[+ BroadWorks Rece ptionist Call History

{ Dialed Calls
T Received Calls Cal Log
- Mame Mumber

&l other [}5 atul2-sup stul2-sup 1112
Dehra Debrs 0299125531
Private Private
atul_callerd atul_call=rd 0294113158
Private Private
atul2-sup atul2-zup 1112
Private Private
atul_callerSstul_callerda... 0294113157

Select Al

Clear Al Ok

Time
502008 20:25
23M108 1351
230108122
231051221
2301081220
140108 19:11
140108 17:00
140105 17:00

Refresh

Cancel

Help

Figure 39 Call History — Missed Calls

The record contains the following information:

m  Name is the name of the caller for internal numbers (where available from the
company director). It could also be the number of the caller for external numbers or

for internal numbers when no name is available.
= Number is the number of the caller.

m  Time is the time of the call.
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2.3.4 Other Tab

Click the Other tab to view your average hold time and the number of times you have

transferred a call. Click Refresh to update the statistics.

@

[ BroadWorks Receptionist Call History

{_ Dialed Calls
U’ Received Calls
Missed Calls

=

~Statistics

Awerage Hold Time {seconds)

Transfer Counk

Ok,

| | Zancel | |

Help

Figure 40 Call History — Other
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Delete Call History Logs

You can delete one entry, multiple entries, or all entries in the Call History tab. To delete
the call logs, do the following:

1)

2)

r

Select the call entry by clicking on it with the mouse or holding down TAB and using
the arrow keys. For selecting consecutive entries, hold down SHIFT while selecting
the calls. If you want to select multiple calls that are not together, hold down CTRL
and select the desired calls. To select all the calls in the open dialog, whether that
includes the dialed, received, or missed calls, click the Select All button.

Select Al

Figure 41 Select All Button

Alternatively, if you wish to delete all of the call history entries, click the Clear All
button.

Clear All

Figure 42 Clear All Button

A warning message asks for your confirmation. Select Yes.

BroadWorks Receptionist Call History

Figure 43 Call History Confirmation Message

The entries are now cleared.

NOTE: This functionality is only available if you have been assigned this service by your
group/system administrator. If you do not have sufficient permission to perform this action, a
service error message informs you of this.
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2.4 Managing Calls

You manage calls using a combination of the panels in a top to bottom work flow style.
You should be able to distribute calls typically using this work flow for most of the activities
in the following sub-sections.

2.4.1 Dial Contact
To make a call to a contact:

1) Find the contact you wish to call by searching the Contact Directory. For more
information, see section 2.13.5 Search Directory.

2) Select the contact by clicking on the contact in your directory.

iy okt Cetin 3, Mirtired Carind g ——— @ Sk

EEREREREREEREBEE

Figure 44 Contact Directory Panel

3) Select the option you wish to use for this contact. These are found on the Options
panel and include the extension, mobile, or voice mail. In most cases, an option
(usually the contact’'s extension) is selected by default. To change the selected
option, simply click on another option once. Unavailable options are dull in
appearance.

4) To dial the contact, click the DIAL button on the Control panel. Alternatively, click
Actions on the Menu panel, and select Dial from the drop-down list.

»

DIAL

Figure 45 Dial Button

NOTE: The contact's extension is dialed in preference to the number field when both are
populated. If there is no extension field provided, Receptionist attempts to dial using the number
field.

5) The called party phone rings and the call appear on the Switchboard panel as
“Ringing (Out)”. When the call is answered by the destination number, the call is
connected and you talk to the contact at that number.
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NOTE: Alternatively, you can double-click a contact to dial the contact’s default call option
(automatically selects extension, mobile, voice mail, in order of availability).

2.4.2 Dial Ad Hoc Number
To make a call to an ad hoc nhumber (a person not listed in your Contact Directory):

1) Select other from the Options panel. The dial pad appears.

1 2 3
4 5 6
K 8 9
* 1] #
|
OTHER

Figure 46 Other Button

2) Enter the number you wish to call either by typing the number on the keyboard or by
selecting each number in turn from the dial pad using your mouse.

3) Click the DIAL button on the Control panel. Alternatively, click Actions on the Menu
panel, and select Dial from the drop-down list.

»

DIAL

Figure 47 Dial Button
The called part phone rings and the call appear on the Switchboard panel as “Ringing

Out”. When the call is answered by the destination number, the call is connected and
you talk to the contact at that number.
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Dial Speed Dial

Speed Dial is only available in Receptionist Enterprise and Receptionist Small Business.
To make a call via Speed Dial, perform the following steps:

1) Select the speed dial grid from the Contact Directory section of Receptionist. This
displays the Speed Dial Directory.

iy Contact Directory A Monitored Contacts £ Personal Directory @ speed Disls ['=] Loap Directory

Key ¥ Fhone Description
#01 5555555 Victor Frankenstein
z

Figure 48 Speed Dial Directory

2) Select the Speed Dial number you want to use from the list.

3) Click the DIAL button on the Control panel. Alternatively, click Actions on the Menu
panel, and select Dial from the drop-down list.

»

CIaL

Figure 49 Dial Button

The called party phone rings and the call appears on the Switchboard panel as
“Ringing (Out)”. When the call is answered by the destination number, the call is
connected and you talk to the contact at that number.

NOTE: Double-click the Speed Dial entry to make a call to the saved number. For more
information, see section 2.13.8 Add Speed Dial Entry.

2.5 Answer Call

NOTE: You must have a phone from the supported phone’s list; otherwise, undesirable behavior
may occur. For further information, contact your service provider.

To answer a call:

1) Select the call you wish to answer from the Switchboard panel.

Lirik. Line Call To Extn Call From Staktus Time
1021 iy Shelley  Incoming on:53
2 Guy Fawkes | Incoming o005

Figure 50 Linked Switchboard

2) Click Answer on the Control panel. Alternatively, click Actions on the Menu panel,
and select Answer from the drop-down list.
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ANSWER

Figure 51 Answer Button

NOTE: You can answer the longest waiting incoming call by clicking the space bar key.
Consecutive presses of the space bar place the previous active call on hold and answer the
oldest incoming call. This does not work if you are clicking on a text field.

2.5.1 Hold Call
To place a call on hold:

1) Select the call you wish to end from the Switchboard panel.

Link Line Call To Extn Cal From Stabus Time:
1 1021 hary Shelley  Incoming 53
2 Guy Fawke:  Incoming 0005

Figure 52 Linked Switchboard

2) Click Hold on the Control panel to hold the call. Alternatively, click Actions on the
Menu panel, and select Hold from the drop-down list.

(0

HOLD

Figure 53 Hold Button

2.5.2 Unhold Call
To take a call off hold:

1) Select the call you wish to remove from being on hold from the Switchboard panel.

Link Line: Call To Extn Cal From Stabus Time
1 1021 hwary Shelley  Incoming 53
4 Guy Fawkes  Incoming o0:05

Figure 54 Linked Switchboard View

2) Click UNHOLD on the Control panel. Alternatively, click Actions on the Menu panel,
and select Unhold from the drop-down list.

i3

UMHOLD

Figure 55 Unhold Button
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The call becomes active and the call status on the switchboard panel changes from
“On Hold” to “Active”.

NOTE: Alternatively, double-click on the held call on the switchboard panel.
2.6 End Call

To end acall:

1) Select the call you wish to end from the Switchboard panel.

Link Line: Call To Extn Cal From Stabus Time
1 1021 hwary Shelley  Incoming 53
7 Guy Fawkes  Incoming o0:05

Figure 56 Linked Switchboard

2) Disconnect the calling party by clicking End on the Control panel. Alternatively, click
Actions on the Menu panel, and select End from the drop-down list.

&

EMD

Figure 57 End Button

The calling party is disconnected when the End button is clicked.

2.7 Transfer Call

There are a number of ways in which you can transfer a call to another contact.

2.7.1 Blind Transfer Call

A blind transfer occurs when a call is transferred without an introduction. Calls may be
blind transferred while active, held, or ringing (in) on your phone. If a call is ringing (in), the
blind transfer activity allows the call to be redirected before it is answered. This can be
done via “drag and drop” or through the control panel.

To conduct a blind transfer using drag and drop:

1) Click the call you wish to transfer from the Switchboard panel with your left mouse
button. Your cursor changes to a hand grip to indicate the call is moveable.

&

Figure 58 Hand Grip Cursor

2) To scroll up or down a list, move the cursor over the corresponding corner of the
contact directory. To cancel the move at any time, press Esc.
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3)

Drag the call to the target contact in your Contact Directory or Customized Directory,
and let go of the left mouse button. The call is now transferred. If the target contact is
busy, the call is camped.

To conduct a blind transfer:

1)
2)

3

Select the call you wish to transfer from the Switchboard panel.

Select the option to which you wish to blind transfer the call. This number may be the
option for a contact from the Contact Directory, a speed dial, or another number of
your choice using the Other dial pad.

Click Blind Transfer highlighted on the Control panel. If the Blind Transfer button is
not highlighted, click Actions on the Menu panel, and then select Blind Transfer.

pd

BLIND TRAMSFER

Figure 59 Blind Transfer Button

The call is now transferred and then removed from the Switchboard panel.

2.7.2 Supervised Transfer of Call

When you have an active inbound call that you wish to transfer to another contact, do the
following:

1)
2)

3

4)

Make sure that the first call is answered and active.

Dial the number you wish to transfer over to. For more information, see the directions
in section 2.4 Managing Calls. The first call is automatically held.

The last incoming call and dialed call are automatically linked on the switchboard
panel.

Click on the Blind Transfer button on the Control panel to blind transfer. If the Blind
Transfer button is not highlighted, click Actions on the Menu panel, and then select
Blind Transfer.

pd

BLIMD TRAMSFER

Figure 60 Blind Transfer Button

NOTE: If the dialed contact is busy, you can re-try or dial another contact. The call is
transferred to the first available dialed contact.
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2.7.3 Conduct Consulted Transfer

A consulted transfer allows the operator to announce or introduce the call to the called
party. A call may be consult-transferred while active, held, or ringing (out).

To conduct a consulted transfer:

1) Link the two calls to be transferred together by clicking in the Link Column on the

switchboard panel. You must do this for both calls, thereby identifying the calls being
linked.

Lirk: Line Call To Extn Call Frarm Skatus Tirme
(=1 1 Mary Shelley On Hold (00:21) 0742
=2 2 Gy Fawhkes Oukgoing 00:08

Figure 61 Linked Switchboard

2) To transfer the calls, click CONSULTED TRANSFER highlighted on the Control

panel. Alternatively, click Actions on the Menu panel, and select Consulted Transfer
from the drop-down list.

pd

COMSULTED TRAMSFER

Figure 62 Consulted Transfer Button

The calls are now transferred and removed from the Switchboard panel.

NOTE: If you have an active call and place another call, these two callers are automatically
linked on the switchboard panel.
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2.7.4 Transfer to Voice Mail
To transfer a call to Voice Mail:

1) Select the call you wish to end from the Switchboard panel.

Lirk. Line Call Ta Extn Call From Skatus Time
1 Mary Sh... ioz1 Active 00:19

Figure 63 Switchboard

2) Select the call option by clicking VOICEMAIL on the Options panel.

3) Transfer the call to Voice Mail by clicking VOICEMAIL TRANSFER on the Control
panel. Alternatively, click Actions on the Menu panel, and select Voicemail Transfer
from the drop-down list.

WOICEMAIL

Figure 64 Voice Mail Button

The calling party is transferred to your voice mail.

2.7.5 Transfer to Queue
To transfer to a queue:

1) Select the call from the switchboard. Click on the call to transfer on the switchboard
panel.

Link, Line CallTo Extn CallFr... Skatus Time
1 il W.. Inc... 0o....

Figure 65 Switchboard

2) ldentify the target queue position. Click QUEUE on the Options panel. A pop-up
menu appears. Select Front of Queue to move the call to the front of the queue or
Back of Queue to move the call to the back of the queue.

CallCenter1 v
{8 Front of Queus

) Back of Queue

(e

CIIELE

Figure 66 Queue Selection Button
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3) Totransfer the call, click QUEUE TRANSFER on the Control panel. Alternatively,
click Actions on the Menu panel, and select Queue Transfer from the drop-down list.

P4

QUEUE TRAMSHER

Figure 67 Queue Transfer Button

2.7.6 Busy Camp On

Busy Camp On can only work if the user has Camp On activated and the party the user
wants to transfer to is busy. It allows the operator to hold and automatically transfer a call
to a contact when the contact is available to take the call. Camping a call to a contact can
only occur if the call is active or held, and if the destination contact status is either “On the
Phone” or “Call Incoming”. This can be done via drag and drop or using Control buttons.
The Camp function is only available in Receptionist Enterprise and Receptionist Small
Business.

NOTE: Busy Camp On is provisioned through the BroadWorks Web Portal.

2.7.6.1 Application Managed Mode

This mode ensures the call stays on the user’s line. Thus, the user has the option of un-
holding a camped call. To find out which mode you have, contact your group/system
administrator.

To camp a call using drag and drop:

1) Click the call you wish to transfer from the Switchboard panel with your left mouse
button. Your cursor changes to a hand grip to indicate the call is moveable.

2) To cancel the move at any time, press Esc.

3) Drag the call to the target busy contact in your Contact Directory or Customized
Directory and let go of the left mouse button. The call is now camped at the contact’s
extension and shows Camped status against the call on the Switchboard panel. The
calling party is muted while camped and hears the Music on Hold. Once the contact
is ready to take the call (contact status becomes “Online”), the call is automatically
transferred and is removed from the Switchboard panel.

To camp a call:
1) Select the call that you wish to camp on the Switchboard panel.

2) Open adirectory in the Contact Directory panel and click a contact name that you
wish to camp.

Link Line Call To Extn Call Fr... Status Tirme
1 1.. W... Inc... 00:....

Figure 68 Switchboard View
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3) Click EXTN on the Options panel.

@ Contact Directory & Monitored Contacks ¢y Fersonal Directory @ Speed Dials E:::] LDAP Directory
f Skatus Last Mame First Mame Fhone Mobii;a Department MNaokes
(] [LEMET errick 0444397546
L] “fon Trapp Gearg, Captain G7E7SE728 Human Resources
e Savage John 739564516 Expariments |
(%] Shelley Mary §736487619 Experiments

Figure 69 Directory Panel

4) Click CAMP ON highlighted on the Control panel. Alternatively, click Actions on the
Menu panel, and select Camp-On from the drop-down list.

sl

Figure 70 Camp On Button

The call is now camped at the contact’s extension and shows Camped status against
the call on the Switchboard panel. The calling party is muted while camped and
hears the Music on Hold. Once the contact is ready to take the call (contact status
becomes “Online”), the call is automatically transferred and is removed from the
Switchboard panel.

5) If you wish to uncamp the call, select it on the switchboard panel, if you have not done
this. Click UNCAMP, which should be highlighted on the Control panel. Alternatively,
click Actions on the Menu panel, and select Uncamp from the drop-down list.

| nicanp |

Figure 71 Uncamp Button

The call is now uncamped from the destination contact and shows “On Hold” status
on the switchboard panel. This is useful if, for any reason, you want to retrieve a call
from being camped.

2.7.6.2 Service Managed Mode

This mode ensures that the BroadWorks service manages the camped call. This
functionality is only available if you have been assigned this service by your group/system
administrator.

To transfer a call to a busy user:

1) Select the call from the Switchboard.

Link. Line Call To Extn Call Fr... Status Time
1 1.. W... Inc... 00:...

Figure 72 Switchboard View

2) Select a busy contact from the Contact Directory.
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@ Contact Direckory 63 Monitared Contacts @ Personal Directory @ Speed Dials E_::| LDAP Directary

Status Last Mame First Mame Phaone Maobile Department Notes

L] Wy tair Merrick 0444397546

(] on Trapp Geary, Captain 876758728 Human Resources
(] Savage John 739564816 Experiments

%] Shelley Mary 8736487619 Experiments

Figure 73 Directory Panel

3

Click the Camp On button. Alternatively, click Actions on the Menu panel, and select
Camp-On from the drop-down list. The call is held on your device and displays the
Camped status in the Switchboard.

| catmp.on |

Figure 74 Camp On Button
The call is transferred after the receiving party becomes available and they are
alerted.

If the camped call reaches the designated expiration timer, the call is recalled to the
original user and flagged in the Switchboard as Recalled.

2.8 Conduct Group Call Park

Group Call Park, when selected, searches within a pre-defined hunt group for an available
line to park a call. After a designated time, the call returns to the originating operator. If
the parking attempt fails for any reason, the call remains on the Switchboard. This is only
available in Receptionist Enterprise.

To perform a Group Call Park:

1)
2)

3)

Select an active or held call from the Switchboard.

Click the Group Call Park button. Alternatively, click Actions. Then select Group
Call Park from the drop-down list.

(.E.}

GROUF CALL FARE

Figure 75 Group Call Park Button

The parked line shows the following information:

— Line No: The Line Number is dependent on the other calls on the Switchboard.
— Call To: Empty, unless the call was previously diverted.

— Call From: Is the name and number of the original calling party.

— Status: Parked. In brackets, is the parked extension.

— Time: Is displayed in minutes and seconds (mm:ss).

If designated, there is a parked announcement.
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4) The call is released after the display time expires or the parked announcement has
finished and the call is now parked.

2.9 Conduct Directed Call Pickup

Directed Call Pickup allows the operator to pick up a call that is incoming on a contact.
This is useful for when you want to answer a call on the contact’s behalf, or if the contact is
currently not on hand to answer the call. This functionality is only available if you have
been assigned this service by your group/system administrator.

To conduct a directed call pickup:

1) Select a contact who you wish to pick up the call for. The contact’s status must be
“Ringing"”.

2) Click CALL PICKUP highlighted on the Control panel. Alternatively, click Actions on
the Menu panel, and select Call Pick-Up from the drop-down list.

3) You answer the call on the contact’s behalf and the Switchboard panel shows a new
“Active” line representing this call.

2.10 Conduct Operator Call Barge-In

Operator Call Barge-In allows the operator to barge in on a contact’s call. This is useful for
when you want to enter an already established call between two other people. This
functionality is only available if you have been assigned this service by your group/system
administrator.

To conduct a call barge-in:

1) Select a contact who you wish to barge in on. The contact’s status must be “On the

Phone”.
Link Ling Call Ta Extn Zall From Status Tirne:
=1 1 Shelley, Mary = On Hold {D0:20) 06:03
(&2 2 Fawkes, G Active 00:42

Figure 76 Linked Switchboard Panel

2) Click CALL BARGE-IN highlighted on the Control panel. Alternatively, click Actions
on the Menu panel, and select Call Barge-In from the drop-down list.

QAL BARGE-TH

Figure 77 Call Barge-In Button
You enter the contact’s call that has already been established, thereby establishing a

Three-Way Conference. The Switchboard panel shows that you are in a conference
with two other calls.
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2.11 Conference Calls

Click Conference so you are allowed to participate in Three-Way Conference calls. The
button is dull in appearance when this action is not an option. Alternatively, click Actions

on the Menu panel, and select Conference from the drop-down list.

™

GCNFERENCE

Figure 78 Conference Button

2.11.1 Start Conference Call

To start a conference:

1) Selectthe calls. Choose both parties with whom you wish to conduct a conference

from the Switchboard panel.

2) Link the two calls by clicking on both their “LINK” entries. One chain link should

appear in each respective entry.

Lirik. Lire Call Ta Extn Call Fram
= 1 Shelley, Mary  On Hold {DD:20)
(=] bs Fawkes, G

Figure 79 Linked Switchboard Panel

The CONFERENCE button should light up.

3) Click on the CONFERENCE button to begin the conference. Alternatively, click
Actions on the Menu panel, and select Conference from the drop-down list.

4

GCNFERENCE

Figure 80 Conference Button

Both calls become “Active”.
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2.11.2 Hold Conference Call
To hold an active conference:

Click HOLD CONFERENCE on the Control panel. Alternatively, click Actions on the
Menu panel, and select Hold Conference from the drop-down list.

HOLD CONFEREMCE

Figure 81 Hold Conference Button

Link Line Call Ta Extn Call Fram Skatus Time
i 2 333 Mary Shelley = Active 04:45
i 2 Guy Fawkes  Ackive 03:31

Figure 82 Held Conference Switchboard Panel

The conference link icon changes when this button is pressed. The conference is held.

Lk, Line Call To Extn Call Fram Status Time
3 z 333 Mary Shelley | Active 09:49
P 2 Guy Fawkes  Active 08:35

Figure 83 Active Conference Switchboard Panel

2.11.3 Unhold Conference Call
To re-activate a held conference:
When a conference is held, the call status for the parties involved shows “On Hold”.

5

UNHOLD COMFEREMNCE

Figure 84 Unhold Conference Button

Click UNHOLD CONFERENCE on the Control panel. Alternatively, click Actions on the
Menu panel, and select Unhold Conference from the drop-down list. Both call states
change to “Active” when the action is complete.

Lirk, Line Zall To Extn all From Skatus Time
i 2 333 Mary Shelley | Active 09:49
A 2 Guy Fawkes  Active 08:35

Figure 85 Active Conference Switchboard Panel
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2.11.4 Leave Conference Call

To exit from a conference, click LEAVE CONFERENCE on the Control panel.
Alternatively, click Actions on the Menu panel, and select Leave Conference from the
drop-down list.

e

LEAYE COMFEREMCE

Figure 86 Leave Conference button

This removes the user from the conference call, although the two other parties involved in
the conference call are still connected. The two parties are removed from the Switchboard
panel.

2.11.5 End Conference Call

To end a conference call, click END CONFERENCE on the Control panel. Alternatively,
click Actions on the Menu panel, and select End Conference from the drop-down list.

%

EMD COMFEREMCE

Figure 87 End Conference Button

The calls are removed from the switchboard and terminated.
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2.12 Managing Queues

You manage queues using a combination of the panels in a top to bottom work flow style.

To manage the queues you are assigned to perform the tasks in the following sub-
sections.

2.12.1 Change your Join Status

To change your status to Joined:

From the Joined drop-down list, select Joined. Your status is now available to receive

calls from the queues configured in the Options — Queues dialog box. You start to receive
calls.

Pos » Queue  Mame Mumber  Hold  Stark

QUEUE

Jain Ad Queuss [1 af 1] -

@ —| Jain
(3 Phone Status Monitol Ulifats

Figure 88 Queue — Join Drop-down List

To change your status to Unjoined:

From the Joined drop-down list, select Unjoin. Your status is now unavailable to receive
calls from the queues configured in the Options — Queues dialog box. You no longer

receive calls.
2.12.2 View Queue Panel

Managing and joining queues allows you to monitor the queues.
To view the queue panel:

Display the Queue panel by clicking Queue from the View menu.

“iewy  Actioms  Toolz  Hy

[ company Informstion
CiLeue

CIIELIE Cn:lﬁ}mns »
[

Directories

Figure 89 View Menu — Queue Check Box
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2.12.3 Display Calls in Queue Panel

You can monitor queues by displaying the calls for those queues in the Queues drop-
down list.

To display queues:

Click on the Queue list and check each queue that you want to display as configured in
the Options — Queues dialog box.

Pos Queue  MName Mumber  Hold — Skart

QUEUE

[ e
All Queues [0 Calls]
ZallCenter1 [0 Calls]

E} Phone Staktus Monitaring l

Figure 90 Queue — Checked Monitoring

NOTE: Check All Queues to display calls from all of the queues you have configured to monitor.

2.12.4 Filter Calls in Queue Panel

You cannot monitor queues by filtering the calls for those queues in the Queues drop-
down list.

To filter out queues:

Click on the Queue list and uncheck the queue name to filter all calls related to the
unchecked queues previously configured in the Options - Queues dialog box.

Paos * Queue  Mame Mumber  Hold  Skark
(7]
=
(T}
=
(=]
o || (G

[J &l Queues [0 Calls]
E} Phone Skakus Monitoring l

[JcaliCenter1 [0 Calls] I

Figure 91 Queue — Unchecked Monitoring
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2.12.5 Change Position of Calls in Queue

To change the position of a call in a Queue panel:
1) Select a call in the Queue panel by clicking on it.

2) Specify the new position by clicking the POS column corresponding to the selected
call in the Queue panel. A drop-down list appears, containing the available positions
for the call. Select a position from the list.

3) Click Apply to reposition the call. Click Reset instead to cancel your changes.

2.13 Using Directory

The Contact Directory panel in Receptionist allows you to view, search, and edit a variety
of different types of directories.

The Status column of the Contact Directory and any custom contact directory shows the
contact’s phone on/off hook state. The color of the state is customizable through the Tools
— Options — Themes dialog box. The following colors represent the different automated

states:

Status Icon Description

Green Handset Down & Contact phone is on-hook (available to receive a call)
(previously this was a green triangle).

Red Handset Up o] Contact phone is off-hook (on a call, busy)
(previously this was a red triangle).

Orange Handset Down fian] Contact phone is ringing
(previously this was a blue triangle).

Do Not Disturb @ Contact phone has status set to DND
(previously this was an orange triangle).

Grey Handset Down P Contact phone state is currently unavailable or
unknown
(previously there was no triangle or it was blank).

Private : Contact phone state is set to “private”.

Call Forward Always |_> Contact has the Call Forward Always service turned

on. By hovering your mouse over the contact, the user
can see the phone number the contact has set the Call
Forward to.

2.13.1 View Directory
To view a directory, click View in the Menu panel.

From the Directories drop-down list, check the directory you want visible. This includes
custom contact directories.

2.13.2 Hide Directory
To hide a directory, click View in the Menu panel.
From the Directories drop-down list, uncheck the directory you want invisible.

Alternatively, click the x on the Directory tab.
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2.13.3 Select Directory

Use the Contact Directory tab list to select the directory displayed in the Contact Directory

panel.

|. !ﬁ Contact Directory I 5 Moritored Contacts | | ﬁ Personal Directory [ @ Speed Dials I E LDAP Directary

Figure 92 Directory Heading Tabs

2.13.4 Order Columns (with Alphabetical Filter)

To order a directory by column:

1) Click the top of a column in the Contact Directory to arrange the contacts in ascending
order for that column. Words are ordered alphabetically; numbers are ordered

numerically.

2) Click the column again to arrange the contacts in descending order.

Ascending
‘ [ & Conkact Direckory T & Monitared Conkacts Il 'ﬁ‘ Personal Direckary @ Speed Dials T Eﬂ LDAF Direckary
Status Last Mame First Manne Phione

L] Wallstanecraft Mary 1234 567
] on Trapp Geaorge, Captain 555666
a Taylar Corey 78465876
oo Savage John 85756974

z ] hurray Iina 7B529457

E ) Mayfair Merrick 6547570

E ] Mlars Karl 95786472

8 o Joplin Janis 0934637 1

2 oo Jean Norrma 87629094

§ L] Helmer Torvald 15637839
o Harker Johnathan £2830186
o Frankenstein Wictor 68190515
oo de Lioncourt Lestat 7B346327
] Capulet Tyhalt 24378200

Enter Keyword |r,.\_—i | L Y] |

Figure 93 Contact Directory Panel — Sort Ascending
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Descending

‘ Qb Conkact Direckory ,& Monitared Conkacks h Personal Direckary I @ Speed Dials Eg] LDAR Direckory
Status Last Mame First Mame Phione
L] Wallstanecraft Mary 1234 567
(] Yian Trapp Gearge, Captain 555666
) Taylor Corey 78465875
o Savage John 98756974
z ] hurray Wina 76529457
E o Wayfair Merrick BEATATO
E ] Marx Karl 85786472
2 oo Joplin Janis 09346571
z oo Jean Morma 67629094
§ ] Helmer Torvald 15637839
] Harker Johnathan 52830186
) Frankenstein ictar 68190515
oo de Lioncourt Lestat 76346327
] Capulet Tyhalt 24378200

Enter Keyward

n -]} |

.

Figure 94 Contact Directory Panel — Sort Descending

To filter a directory alphabetically:

You can refine the search via the alphabet display, by pressing the starting letter of the

contact's name (or title, or department in the case of sorting by those columns

respectively). This is only available in Receptionist Enterprise.

For example, to display all contacts with a first name beginning with the letter “M”, click M

on the alphabetic index.

A B C D
E F G H
sl 101 kL
=]
Z
;:NEIP
G
I
gl g R 57T
I
&
2l u v w X
¥y 2z

Figure 95 Alphabetical Index
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2.13.5 Search Directory

The keyword search feature is located below the Contact Directory list area.

. @ Conkack Direckory ﬁ% Maonitored Contacks h Personal Directory @ Speed Dials E‘ LDAP Directory
&

E Skatus Lask Mame + First Mame Phone
g L [ ETY Karl 84668762

E ) Jean Marma BiEEEER

= L] \Wollstonecraft Mary 642564211

z

8| M al v

Figure 96 Search Directory

To conduct a keyword search:

1) Select the search by clicking inside the Text Search area of the Contact Directory.
2) Enter a keyword (or part of a keyword).

3) Select the directory from the Contact Directory drop-down list.

4) Select the search criteria filter from the Keyword Search Filter drop-down list section
of the Contact Directory. Available criteria filters are All (default), Full Name —a
combination of the first and last name, First Name, Last Name, Title, Department,
Extension, Phone Number, and Notes.

5) Click Search. Receptionist returns filters to the contacts matching the search criteria
in the Contact Directory. To return to the full directory, click Reset.

2.13.6 Create Custom Directory from Search Results

Use the custom search feature to create a custom directory from a set of search results.
Once created, the custom directory is displayed in the Contact Directory drop-down list,
and can be used until you click CLOSE in the Contact Directory panel while viewing the
custom directory.

To create a custom search filter:

1) Select the type of search by clicking inside the Text Search area of the Contact
Directory.

Text Search all - |

Figure 97 Contact Directory — Text Search Box

2) Enter a keyword (or part of a keyword).
3) Select a directory from the Contact Directory drop-down list.

4) Select the search criteria filter from the Keyword Search Filter drop list section of the
Contact Directory. Available criteria filters are All (default), Full Name — a combination
of the last and first name, Last Name, First Name, Title, Department, Extension,
Phone Number, and Notes.

5) Press Ctrl and click Search or Enter.
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The definition of this search is appended to the current directory in the Contact
Directory drop-down list. For example, a search for the keyword “operations” within
the Contact Directory would display the following:

Contact Directory: Operations
To perform a search within an existing custom directory:

1) Click inside the Text Search area of the Contact Directory.

Figure 98 Contact Directory — Text Search Box

2) Enter a keyword (or part of a keyword).
3) Select the custom directory from the Contact Directory drop-down list.

4) Select the search criteria filter from the Keyword Search Filter drop-list section of
the Contact Directory. Available criteria filters are All (default), Full Name —a
combination of the last and first name, Last Name, First Name, Title, Department,
Extension, Phone Number and Notes.

5) Click Search. The results of the search appear in the Contact Directory panel.

2.13.7 Edit Contact Notes

You can create and edit notes for user accounts in the Contact directory from the Contact
Directory panel.

1) Select Contact Directory tab.

rd

Figure 99 Edit Icon

2) Click the desired entry in the Contact Directory.

Receptionist opens a new window in which you can edit and save notes for the
selected user account.

Maokes |

oK Cancel

Figure 100 Edit Dialog Box

PAGE 71 OF 83



3) Edit the notes by changing the displayed value as desired.

Mates |

oK Cancel

Figure 101 Edit Dialog Box

4) Save the entry by clicking OK. Click Cancel to exit without saving your changes.

Receptionist opens a new window in which you can edit and save notes for the
selected user account.

2.13.8 Add Speed Dial Entry

The Speed Dial directory is only available in Receptionist Enterprise and Receptionist
Small Business.

You can add a Speed Dial entry from the Contact Directory panel.
1) Select Speed Dials Directory tab.

2) Click on the Add New Contact button located on the bottom right-hand corner of the
Contact Directory panel.

i

Figure 102 Add New Contact Button

An Add dialog box appears.

Key
Phone

Description

Ik | | Cancel

Figure 103 Add Speed Dial Dialog Box

3) Select a key value from the drop-down list. The key value determines what numbers
you have to press on your phone to dial this Speed Dial entry.

4) Specify the phone number by entering the number in the Phone field.

5) Enter the description in the Description field.
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6) Save the new Speed Dial entry by clicking OK. Click Cancel to exit without creating

the new entry.

NOTE: Speed Dial 8 entries are created in Receptionist for you. These can only be edited.
When you add a speed dial it is always in the Speed Dial 100 range.

2.13.9 Edit Speed Dial Entry

The Speed Dial directory is only available in Receptionist Enterprise and Receptionist
Small Business.

You can edit an existing Speed Dial entry from the Contact Directory panel.

1)
2)
3

4)

5)
6)

Select Speed Dial Directory tab.
Click the desired entry in the Contact Directory.
Click the Edit button at the bottom right-hand corner.

Figure 104 Edit Speed Dial Button

Receptionist opens a new window in which you can edit the notes saved for the
selected user account.

Fhone |

Description

K Cancel

Figure 105 Edit Speed Dial 8

Change the displayed value as desired.

To save the entry, click OK. Click Cancel to exit without saving your changes.

2.13.10 Delete Speed Dial Entry

The Speed Dial directory is only available in Receptionist Enterprise and Receptionist
Small Business.

You can delete an existing Speed Dial entry from the Contact Directory panel.

1)
2)
3)

Select the Speed Dial Directory tab.
Click the desired entry in the Speed Dial Directory.

Click the Delete button located at the bottom right-hand corner of the Contact
Directory panel.

Receptionist opens a Delete dialog box that verifies your action.
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4) Click Yes to ensure that Receptionist deletes the Speed Dial entry.

#

Delete

Are you sure you wank ko delete this entry?

Yes {a]

Figure 106 Delete Dialog Box

2.14 Keeping Notes

Receptionist incorporates two areas in which the operator can retain different types of
notes. Company Notes and Company Profile is only available in Receptionist Enterprise.

2.14.1 Company Notes

Company Notes are located at the right-hand side of the Switchboard panel. To view the
Company Notes, go to View menu, and then check Company Information on the drop-
down list.

“iewy  Actionz  Toolz  He

Compary Information

CILEUE %
Celue Columns b
Directaries [

Figure 107 View Menu — Company Information

To modify content in the Company Notes area:

1) Open the Company Notes area by clicking the slider that contains the words
COMPANY NOTES.

2) Toadd, edit, or delete content, click the text area and type to change content.

The content is saved and is available when Receptionist is started the next time.
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To add, edit ar
delete conkent
click the kext
area and bype ko
change conkent,
The conkent is
saved and is
available when
Receptionist is
started the next
kirne,

COMPAMY MOTES
COMPANY PROFILE

Figure 108 Company Notes — Modified

2.14.2 Company Profile

The Company Profile area is located at the right-hand side of the Switchboard panel. By
default, this is hidden. To view the Company Profile, go to View menu, and then check
Company Information on the drop-down list.

“iewy  Actionz  Toolz  He

Company Information

CiLEUE [:'S
Cliele Columns [
Directaries [

Figure 109 View Menu — Company Information

To modify content in the Company Profile area:

1) Open the Company Profile area by clicking on the slider that contains the words
COMPANY PROFILE.

2) Toadd, edit, or delete content, click the text area and type to change content. The
content is saved and is available when Receptionist is started next time.
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To add, edit ar
delete conkent
click the kext
area and bype ko
change conkent,
The conkent is
saved and is
available when
Receptionist is
started the next
kirne,

COMPAMY MOTES
COMPANY PROFILE

Figure 110 Company Notes — Modified

2.15 Messaging Contacts

Receptionist allows you to select and message contacts that have e-mail configured in the
system. You must also have messaging enabled within Receptionist options. The
MESSENGER button lights up when selecting a contact who has e-mail configured.
Clicking the MESSENGER button displays a messaging pop-up.

To message a contact:

1) Find the contact you wish to call and select this contact by clicking on the contact in
the directory.

o
@3

MESSAGE

Figure 111 Message Button

2) Click MESSENGER. This displays a Message pop-up with two editable fields, one for
the subject of the message, and one for the body.

Message from ...

Message Text .|

Kﬁ@

MESSAGE

Figure 112 Send Message
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3) The subject area is pre-populated if you have a default subject for your messages
configured on the Messaging tab of the Options dialog box. Otherwise, enter a
subject for the message you wish to send.

4) Edit the message body by clicking the Main Message Body field and enter the text for
the message.

5) Click SEND from the Control panel to send the message.

SEMD

Figure 113 Send Button
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3 Glossary

Name Description

Active Call This is the call you are currently talking to or dealing with.

Ringing (In) This is the equivalent to a phone ringing locally.

Calling Party This is the party who you are receiving a call from.

Called Party This is the party that you have dialed.

Music on Hold This is music that is streaming from the service provider for a
held call.

Ringing (Out) TEis is equivalent to a phone ringing on the called party’s
phone.
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4 Keyboard Shortcuts

The following is a listing of keystrokes (shortcut keyboard entries) that are available in

Receptionist.

4.1 General Control Keys
Key Strokes
ESCAPE

Ctrl+P

Equivalent Mouse Action
Click OK/CANCEL/EXIT.

Click on Company Notes or
Company Notes tab.

4.2 Menu Bar Control Keys

Key Strokes
Alt + O

Alt + R

Alt+H

Alt + L

F11

Equivalent Mouse Action
Click on Tools and then Tools.

Click on Tools and then Call
History.

Click on Help and then User Guide.

Click on File and then Logout.

Click on Full Screen.

4.3 Switchboard Control Keys

Key Strokes

Ctrl + F1...F10

Shift + F1...F10

Equivalent Mouse Action

Click on the Link column for a call on

the switchboard.

Click on a call on the switchboard.

Function
Exits from the active window.

Toggles between Company Notes
and Company Profile.

Function
Displays Tools dialog box.

Displays Call History dialog box.

Opens BroadWorks Receptionist
User Guide.

Logs out current user from
Receptionist and returns to login
screen.

Toggles full screen mode on and off
for the application window.

Function

Displays the link symbol in the Link
column for the call. F1 links the first
call, F2 links the second call, and so
on. Two calls must be selected for a
successful link.

Select the call. F1 selects the first

call, F2 selects the second call, and
SO on.

PAGE 79 OF 83



4.4 Contact Directory Control Keys

Key Strokes

Ctrl+ F
Ctrl+R

Ctrl + Shift + <alpha>

Ctrl + S

Ctrl + UP/DOWN

UP/DOWN ARROW
UP/DOWN/RIGHT/LEFT ARROW

Page UP/DOWN

4.5 Option Control Keys

Key Strokes

<Number Pad />
<Number Pad *>
<Number Pad ->
Home

<Number Pad 0,1...9>

Equivalent Mouse Action

Click on text entry space for keyword
search.

Click on Reset.

Enter a single alphabetical character
in the Search field and then select a
filter from the search filter drop-down

list.

Click List View or Detail View.
Select a filter from the Search Filter.
Click on each contact on the Contact

panel in Detail view.

Click on each contact on the Contact
panel in List view.

Scroll through the contact list.

Equivalent Mouse Action

Click on Extension.

Click on Mobile.

Click on Voice Mail.

Click on Messenger.

Click on Number Pad 0, 1,...9.

Function

Cursor appears in text entry space
for entry of search keyword.

Resets the search filter and shows
the current directory.

Apply filter on sorted column.

Toggles between the two displayed
views of the Contact Directory panel.

Traverses through the Search Filter
values.

Selects the contacts on the list.

Selects the contacts on the list.

Pages through the contacts on the
list.

Function

Selects the extension number of the
selected contact.

Selects the mobile number of the
selected contact.

Selects the voice mail number of the
selected contact.

Selects the messenger for the
selected contact.

Enters the corresponding number in
the dialing pad.
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4.6 Control Keys

Key Strokes
ENTER
+

Shift + <Number Pad +>

Space Bar

F1...F10

F1...F10

F1...F10

Shift + Ctrl + F1...F10
OR
<Number Pad/Del>

<Number Pad +>

Ctrl + <Number Pad +>

Ctrl + Alt + <Number Pad +>

Ctrl + Shift + <Number Pad +>

Equivalent Mouse Action
Click on Dial.

Click on Transfer.

Click on Camp On/Camp Off.
Click on End.

Click on Answer after selecting a
call on the switchboard, or double-
click an incoming call on the
Switchboard panel.

Click on Answer after selecting a
call on the switchboard, or double-
click an active call on the
Switchboard panel.

Click on Hold after selecting a call
on the switchboard, or double-click
an active call on the Switchboard
panel.

Click on Unhold after selecting a
call on the switchboard, or double-
click a held call on the Switchboard
panel.

Click on a call on the switchboard to
select it and then click on End to
end the call.

Click on Blind Transfer/Consult

Transfer/Queue Transfer/Voice
Mail Transfer/Exit Conference.

Click on Conference/Call
Pickup/Barge-In.

Click on Conference
Hold/Conference Unhold.

Click on End Conference.

Function

Dials the selected number.
Transfers the selected call.
Camps on/off the selected call.
Ends the selected call.

Answers the longest waiting incoming
call. Multiple presses of the space
bar answers the next call while
placing the previous active call on
hold.

Sets a call to Active from Ringing. F1
applies to the first call listed on the
switchboard; F2 applies to the
second call and so on.

Sets a call to On Hold from Active.

F1 applies to the first call listed on the
switchboard; F2 applies to the
second call and so on.

Sets a call to Active from On Hold.

F1 applies to the first call listed on the
switchboard; F2 applies to the
second call, and so on.

Ends the call. F1 ends the first call;
F2 ends the second call and so on.

Blind Transfers/Voice mail
transfers/Camps/Uncamps/Exits
conferences to selected call or call
option.

Initiates a conference with linked call
lines. Performs Pickup/Barge-In on
selected contact.

Toggles a conference from Held to
Active state.

Ends a conference. Releases all
parties from the conference.
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Index

About tab, Tools, 26, 44
Ad hoc number, dial, 52
Additional resources, 10
Alphabetical index button font style, 38
Answer call, 53
End call, 55
Hold call, 54
Transfer call, 55
Blind Transfer call, 55
Busy Camp On call, 59
Call
Blind Transfer, 55
Busy Camp On, 59
Consulted Transfer, 57
End, 55
Hold, 54
Supervised Transfer, 56
Transfer, 55
Transfer to Queue, 58
Transfer to Voice Mail, 58
Unhold, 54
Call Barge-In, operator, 62
Call History, 45
Delete Call History logs, 50
Dialed Calls tab, 46
Missed Calls tab, 48
Other tab, 49
Received Calls tab, 47
Call Park, group, 61
Columns, Contact Directory, 69
Company notes, 75
Company profile, 76
Conference calls, 63
End, 65
Hold, 64
Leave, 65
Start, 63
Unhold, 64
Configuring queues settings, 15
Connection tab, Tools, 27
Consulted transfer, 57
Contact Directory
Adding speed dial entry, 73
Control keys, 81
Creating custom, 71
Deleting speed dial entry, 74
Editing contact notes, 72
Editing speed dial entry, 74
Order of columns, 69
Panel color, 38
Panel front color, 38
Searching, 71
Selecting directory, 69
Using, 68
Contact notes, editing, 72

Contact status icon
Call Forward Always, 39
Call Incoming, 38
Do Not Disturb, 38
Off Hook, 38
On Hook, 38
Private, 39
Unknown, 38
Contacts, messaging, 77
Control keys, 82
Contact Directory, 81
General, 80
Menu bar, 80
Option, 81
Switchboard, 80
Control panel button font style, 39
Control panel color, 39
Control panel font color, 39
Custom Contact Directory, creating, 71
Day/Night Mode tab, 29
Delete Call History logs, Call History, 50
Dial ad hoc number, 52
Dial contact, 51
Dial pad font style, 39
Dial Speed Dial, 53
Dialed Calls tab, Call History, 46
Directed Call Pickup, 62
Directory
Hiding, 68
Viewing, 68
Displaying calls in Queue panel, 67
End call, 55
End, conference calls, 65
Filtering calls, queues, 67
First time login, 11
General control keys, 80
General tab, Tools, 25
Global font type, 37
Glossary, 79
Group Call Park, 61
Hiding directory, 68
Hold call, 54
Hold, conference calls, 64
Interface, main, 16
Join status, changing, 66
Keeping notes, 75
Keyboard shortcuts, 80
Keys
Contact Directory control, 81
Control, 82
General control, 80
Menu bar, 80
Option control, 81
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Switchboard control, 80
LDAP tab, Tools, 32
Leave, conference call, 65
Login panel background image, 37
Login panel color, 37
Login panel font color, 37
Login panel logo, 37
Login, first time, 11
Login, subsequent, 14
Main Interface, 16

Managing calls
Dial ad hoc number, 52
Dial contact, 51
Dial Speed Dial, 53

Managing, queues, 66
Menu bar control keys, 80
Messaging contacts, 77
Messaging tab, Tools, 30
Missed Calls tab, Call History, 48
Notes, contact, 72
Notes, keeping, 75
Operator Call Barge-In, 62
Option control keys, 81
Options panel button font style, 39
Options panel, color, 39
Options panel, font color, 39
Other tab, Call History, 49
Outlook Integration tab, Tools, 34
Overview, 10
Panel header font style, 37
Pickup, directed call, 62
Queue panel
Displaying calls, 67
Viewing, 66
Queue, transfer to, 58
Queues
Changing join status, 66
Changing position of calls, 638
Filtering calls, 67
Managing, 66
Queues settings, configure, 15
Queues tab, Toals, 28
Received Calls tab, Call History, 47
Receptionist, using, 16
Searching in Contact Directory, 71

Selecting directory, 69

Settings, queues, 15

Shortcuts, keyboard, 80

Side panel header font style, 37
Speed dial entry, adding, 73
Speed dial entry, deleting, 74
Speed dial entry, editing, 74
Speed Dial, dial, 53

Standard control font style, 37
Start, conference calls, 63
Subsequent login, 14
Supervised transfer of call, 56
Switchboard control keys, 80
Switchboard panel color, 37
Switchboard panel font color, 38

Theme component modification, Tools, 41

Theme loading and saving, Tools, 40

Theme tab, Tools, 35

Tools, 25
About tab, 26, 44
Connection tab, 27
Day/Night Mode tab, 29
General tab, 25
LDAP tab, 32
Messaging tab, 30
Outlook Integration tab, 34
Queues tab, 28

Theme component modification, 41

Theme loading and saving, 40
Theme tab, 35
Update tab, 43

Transfer call, 55

Transfer, blind, 55
Transfer, consulted, 57
Transfer, supervised, 56
Transfer, to Queue, 58
Transfer, to Voice Mail, 58
Unhold call, 54

Unhold, conference calls, 64
Update tab, Tools, 43
Using Receptionist, 16
Viewing directory, 68
Viewing Queue panel, 66
Voice Mail, Transfer to, 58
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