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About Vertical Wave ViewPoint

Vertical’s award-winning Wave ViewPoint integrates your phone and Windows PC to make
your phone a much more powerful tool, dramatically expanding the ways in which you can
place, receive, and manage your phone calls.

Accessing Wave

You can access Wave in any of the following ways. Each method is described below.
* Wave ViewPoint

« Wave TAPI Service Provider and Contact Manager Assistant
* Your phone

Using ViewPoint

This manual describes how to use ViewPoint, Wave's easy-to-use Windows interface. With
ViewPoint you can point and click to play voice messages and place calls, access contacts and
users, and more. To jump right into using Wave ViewPoint, skip to Chapter 2.
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Using the Wave TAPI Service Provider and Contact Manager Assistant

If you make extensive use of contact management applications or customer relationship
management software that are TAPI-compatible, such as Microsoft Outlook, GoldMine or
GoldMine FrontOffice 2000, or Act!, you caninstall the Wave TAPI Service Provider and place
Wave calls to contacts from those applications. You do not need to have Wave ViewPoint
installed on your computer to use the TAPI Service Provider.

The TAPI Service Provider links your contact management applications to your Wave phone,
just as Wave ViewPoint is linked to your phone. After the TAPI Service Provider isinstalled,
you can use your contact manager application’s Place Call feature to call its contacts using your
Wave phone. Ask your Wave system administrator to install the Wave TAPI Service Provider,
and then follow the instructions in your contact manager application for placing calls.

You can also install the Wave Contact Manager Assistant (CMA) and receive screen-pops for
callsthat show the name, the Caller ID, and the time of day of the call. You do not need to have
Wave ViewPoint installed on your computer to use the CMA.

Note: With Act!, you can receive screen-pops without installing the CMA.

For more information, see the Wave TAPI Service Provider Help and the Wave Contact
Manager Assistant Help.

Using your phone

Voice prompts guide you to enter Wave phone commands viayour phone’s keypad. Depending
onyour phonetype (SIP, digital, or analog), you can a so use phone feature buttons or soft keys
to access Wave features. For more information, see the Wave Phone User Guide, or the Wave
Phone Quick Reference Guide specific to your phone type.
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Feature comparison table

The following table shows the major features that are available in Wave, via ViewPoint, the
phone menu prompts, or the Contact Manager Assistant (CMA). If your Wave system does not
include some of these features, your Wave system administrator may have made them
unavailable to you.

Feature ViewPoint | Phone CMA
Managing voice messages Yes Yes No
Placing, receiving, and handling calls Yes Yes Some
Managing participants in conference calls Yes No No
Managing contacts Yes No Yes
Screen-pops for incoming calls Yes n/a Yes
Managing Groups Yes No No
Viewing the Extensions list Yes No No
Viewing the Call Log Yes No No
Recording greetings Yes Yes No
Forwarding calls Yes Yes No
Managing routing lists Yes No No
Managing call rules Yes No No
Changing the active greeting Yes Yes No
Changing the active routing list Yes No No

Getting technical support

Contact your Wave system administrator for technical support. For information on how to report
problems, see Appendix C.

You can get help through Wave documentation as described in the next section.
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Wave documentation

Related reading

Thefollowing documents areincluded with Vertical Wavein Acraobat format, and can be found
on the Vertical Wave Documentation CD.

For information about this version of Vertica Wave, including new features, known issues, and
other late-breaking information, see the Release Notes included on the Documentation CD.

Manuals

» \Wave Phone User Guide Describes how to use digital phones, SIP phones, and analog
phones with Wave.

Quick Reference Guides

» \Wave Analog Phone Quick Reference Guide. Providesinstructions for using analog phones
with Vertical Wave.

< Wave Digital Phone Quick Reference Guide. Provides instructions for using Vertical Edge
digital phones.

» Wave SP Phone Quick Reference Guide. Providesinstructions for using Vertica Wave SIP
phones.

« Wave Voice Mail Quick Reference Guide. Providesinstructions for using Vertical Wave
voicemail features.

Accessing Help

From any Wave dialog, you can press F1 or click Help to get context-sensitive Help describing
the window and its individual fields.
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About ViewPoint

ViewPoint provides acentral place to manage your calls, voicemail, contacts and Wave account
in an easy-to-use, graphical Windows interface. In ViewPoint you can quickly and easily drag
and drop to transfer or conference calls, point and click to hear voice messages or call people
back, set up call rules and “follow me” call forwarding to handle important callers, and more.

See your Wave system administrator about installing ViewPoint on your computer.

Without ViewPoint, you can still access many Wave functions by using the phone commands.
For details, see the Wave Phone User Guide.

Using ViewPoint remotely

If your office’s network is set up so you can log on remotely viaa Virtual Private Network
(VPN) connection, you can use ViewPoint asif you were on the network at your office. Contact
your network administrator to see if you have VPN support and how to start VPN from your
remote computer.

ViewPoint will not run without a network connection to your Wave Server. Be sureyou have an
active VPN connection to your office before launching ViewPoint.
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Using ViewPoint in languages other than English

You can have the Wave ViewPoint interface display in Spanish, German, French Parisian or
French Canadian. ViewPoint will automatically adjust to the proper language when your
Windows language (as set in the Windows Control Panel) matches one of the supported
languages.

Alternatively, you can set the language manually when logging on by clicking Options, or do
the following once ViewPoint is running:

1. Choose Tools > Options. The Options dialog opens.

2. Click the ViewPoint tab.

3. Choose the language you want from the Language drop-down list.
4. Click OK. You must restart ViewPoint for the change to take effect.

Logging on to ViewPoint

To use ViewPoint, you must log on using a valid Wave user account.

Note: Eachrunning ViewPoint programislicensed. If you see amessage stating that you have
exceeded your ViewPoint licenses, you cannot log on. See your Wave system administrator for
help if such a message appears.

To log on to ViewPoint

1. Choose Start > Programs > Vertical Wave ViewPoint > Wave ViewPoint. The ViewPoint Log
On dialog opens.

Yertical Wave YiewPoint Log on

User name:

Password: I

™ automatically log on as this user

oK I Cancel | Help | Options == |

2. Typeyour user name in the User Name field. If you do not know your user name, ask your
Wave system administrator.

3. Typeyour numeric password in the Password field. Use the same password that you use to
log into your Wave voicemail account using the phone.
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4. If you want to skip the process of logging on to the Wave ViewPoint in future sessions,
check Automatically log on as this user.

Note: If youcheck Automatically log on as this user, anyone at your computer can open
your ViewPoint program and listen to your voice messages, because ViewPoint will open
without requiring a password.
5. If you need to change login options, click Options >>. See “Using ViewPoint with a
different phone or Wave Server name”’ on page 2-3

6. Click oK. ViewPoint starts.

Resetting ViewPoint so that login is required

1. Choose Tools > Options. The Options dialog opens.
2. Onthe ViewPaint tab, uncheck Log on automatically.
3. Click oK.

Using ViewPoint with a different phone or Wave Server name

By clicking Options >> in the ViewPoint Logon dialog, you can change the following login

settings:

e The associated phone. ViewPoint works best in conjunction with a phone, when you can
use the Place Call commands, make recordings, and more. ViewPoint can be associated
with only one phone at atime. You change the associated phone whenever you want to use
adifferent phone with ViewPoint (for example, your desktop computer has been moved to a
different office).

You can also change the associated phone after logging on by selecting File > Use a
different station.

e The Wave Server. ViewPoint connects to a specific Wave server. If multiple Waves are

available on your network, you can change the one to which ViewPoint is connected. You
must also change server name if the network name of its computer has changed.
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To change ViewPoint login options

1. Start the ViewPoint program as described in the previous section. If your system logs you
on automatically, choose File > Use a different station after you start ViewPoint. The
expanded ViewPoint Log On dialog opens.

Yertical Wave YiewPoint Log on

User name: IMiri Anatolia

Password: I

™ automatically log on as this user

Use this phone with YiewPaint
' Default Station ID

" Station ID:
" Mone
The station assigned by your Administrator,
Language: IEninsh j
Server: |5APPHIREDS Brawse.., |
OF | Cancel | Help | << Options

2. Under Use this phone with ViewPoint, specify the phone with which ViewPoint is
associated. This phone will ring whenever you use a ViewPoint command that requires
ringing your phone, for example, playing a voice message over the phone, using the Place
Call command, or making arecording. Specify the associated phone in one of the following

ways.
« To use ViewPoint with a Wave station, select one of the following options:
- Default Station ID. Select thisfield to automatically use your default station 1D
as configured by your Wave administrator.
- Station ID. Select thisfield and enter the phone's station ID. To learn a Wave
phone's station 1D, pick up the phone and press *00.
« To use ViewPoint without an associated phone, choose None. ViewPoint commands
that require a phone—for example, placing a call—will be unavailable.
3. In Server, type the network name of a Wave ISM on your network, or click Browse to
select one.

4. Click OK.
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Most Wave users have a default station ID, which represents the phone your Wave system
administrator assigned to you (if you roam between phones your station ID may be 0). When
you log on to ViewPoint specifying an associated phone other than your default station, the
Select Your ViewPoint Phone dialog opens, enabling you to clarify which phone you want to

use with ViewPoint.

‘ou are logging on ta station 5 (Miri Anatolia) but wour default station is 0.

{ Use station 5 as a wisitor:

" Use station 5 to place and answer calls as vin Wiliams
I~ | Eorward my calls ko this station

™ Use mry default station (station 0)
" Iam not near a Wave phone

Descripkion:

This phone is configured For Miri Anatolia, “With this option, calls placed and -
answered with this phone will continue ta use that account. Use YiewPaint

instead of the phone ko place and answer calls using your account. Calls ko you
will ot ring at this phone, although ywou can use the Call Monitar bo Eake a call j

Press *00 on your phone to hear your station 1D,

o] I Cancel | Help |

To use ViewPoint with another station

1. Inthe Select Your ViewPoint Phone dialog, choose one of the following options:

e Use station n as a visitor. This option appears only if you specified another user’s

station as your associated phone—for example, you are logging on at another user’s
desk. The phone remains set for its normal user, but ViewPoint is set for you. Calls
you place and receive using the phone use the normal user’s account (for example, the
dialing permissions) and appear in the normal user’s Call Log.

However, callsyou place and receive using ViewPoint commands use your account.
Choose this option if you do not intend to use the phone extensively during this
ViewPoint session.
Use <this phone >to place and answer calls... . The phone (station or remote number)
is set for you. Calls you place and receive using the phone use your account settings.
Choose this option if you will be using the phone as your own during this ViewPoint
session.
If you choose this option, you can also select Forward my calls to this station /
number to receive callsto your own extension here. For moreinformation about call
forwarding, see “Forwarding calls” on page 9-2.
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e Use my default station. Your default station remains ViewPoint’s associated phone.
Whenever you use a ViewPoint command that requires the phone—for example, to
play avoice message—ViewPoint uses your default station. Choose this option only
if your default station is nearby.

* lam not near a Wave phone. You log on with station ID 0, meaning that ViewPoint is
not associated with a phone. ViewPoint commands that require a phone—for
example, placing a call—are unavailable.

Note: When you run ViewPoint without an associated phone, the Call Monitor
folder title bar displays “No associated phone” as areminder.

2. Click oK. ViewPoint opens with the phone sel ection you made.

Changing your station, Wave Server name, or user name after logging on

You can log on as a different user, or with a different associated phone, without exiting and
restarting the ViewPoint program. Thisfeature makesit easy to log on to another user’s account
from your ViewPoint, or to move ViewPoint from one phone to another. To log on to another
user’s account, you must know the other user’s password.

Tolog on asadifferent user, chooseFile > Log on as a different user. The Wave ViewPoint Log
On dialog opens. See “Logging on to ViewPoint” on page 2-2.

To change ViewPoint's associated phone, choose File > Use a different station. The Wave
ViewPoint Log On dialog opens with your name and password already entered and the Options
showing.

Changing Your password

To change your password via ViewPoint
1. Choose Tools > Options. The Options dialog opens.
2. Click change Password. The Change Password dialog opens.

3. Enter your current password under Old password, enter your new password under New
password, and then retype your new password in the Verify new password field.

4. Click oK to close the Change Password dialog, and then click OK to close the Options
dialog.
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Logging on with command-line switches

You can add switches to the Windows shortcut command line that starts ViewPoint. The
command line switches enable you to run multiple copies of ViewPoint at once connected to
different phones or Wave servers, log on using a particular station, and perform other tasks. See
Appendix B for more information.

Exiting ViewPoint

To exit ViewPoint, choose File > Exit.

Elements of the ViewPoint window

ﬁlnhox - Yertical Wave YiewPoint

File  Edit  Wiew

Messages

% Saved
\91 Deleted (1)

=] e
Tools  Actions  Help Dial: Enter & number or name ko dial -
Piiew v | B | & X | ChReply CdReplvtosl 6 Forward | () Associate | @) |
#, Inbox
B| ' |é| From | Received \‘| Length| Mumber | Mo
Steve Torte 5/30/2008 11:26:27 AM 03 117

1% call Monitor

[ Contacts

:ﬁl Call Log

B

5/19/2008 12:18:31 PM

4 |

Wave - 5/19/2008 12:18:31 PM | Motes

ms

‘Welcome! Ta set up your voice mail and phone system account, we recommend that you record your

boa e | Lr|/|ﬁill?§|2I

| 21tems, 2 Unheard | Matt Wialler (x171) | FwD +| @9 wailable ~| % + 2

-

wvoice title and create a custom voice mail greeting, For instructions, please refer to the pocket reference LI

00:00.0

ViewPoint window contains the following elements:
» Themenu bar

* Thetoolbar
e Thenavigati

on pane

e The status bar
« ViewPoint folder that is currently displayed (see “Working in ViewPaint folders’ on

page 2-11)

Release 1.5 SP3

N7 VERTICAL Wave ViewPoint User Guide

September 2009



Elements of the ViewPoint window 2-8

Chapter 2: Using ViewPoint

The Menu Bar

The menu bar, at the top of ViewPoint, provides access to Wave commands. Click each menu
to see the commands that menu contains. Menu commands are referenced in this manual in the
format File > New > Contact. You can drag the menu bar from its | eft edge to detach it.

The Toolbar

The toolbar, directly under the menu bar in each folder, provides single-click accessto
frequently used Wave commands. Some folders contain toolbar buttons that are not found in
other folders. The following illustration shows the toolbar for the Messages folder.

i Mew - 9Q Cﬁ 3 X | i Reply =¥ Replytoal g Forward % Assoriate 2

In any folder, clicking the left-most toolbar button creates a new item for that folder. For
example, in the Call Monitor, clicking the left-most button lets you place a new call:
b Wew v

You can also click the small arrow to theright of that button for amenu that lets you create any
new ViewPoint item. The arrow is available in every folder.

The Navigation Pane

The navigation pane, ontheleft side of the ViewPoint window, givesyou point-and-click access
to ViewPoint'sfolders. Click afolder in the navigation paneto open that folder in the ViewPoint
main window.

The navigation pane is made up of the Folderslist and, below it, the navigation bar. You can
expand the navigation bar or Favorite Folderslist by dragging the separator bar between them.
Asyou shrink the navigation bar, itsicons minimize and appear at the bottom.
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Click an entry in the navigation bar to go to that folder and gain access to other related folders

in the Folders list. The entriesin the navigation bar are:
Call Monitor. Displaysthe Call Monitor. Folders: Extensions.

Customizing the Navigation Pane

Messages. Displays the Inbox folder. Folders: All other Messages folders, including local

folders and any foldersthat other users have shared with you.

Contacts. Displays the Contacts folder. Folders: The Public\Contacts folder.

Call Log. Displaysthe Call Log.

Configuration. Displays the Greetings folder. Folders: Greetings, Routing Lists, Groups,

Public\Groups.

Messages

‘e Saved
2 Deleted

i call Monitor

=] Contacts

ﬁ Call Log

§?§ Configuration

To add or remove buttons from the navigation pane, click the small arrow icon in thelower right
corner of the pane, then choose Add or Remove Buttons from the menu that appears. Check or
uncheck button options on the submenu to include or hide them in the pane.
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The Status Bar
The status bar islocated at the bottom of ViewPoint window.

ILast caller: Matt Heck at 941172007 2:49 PM 2 Items, 1 Unheard | Miri Anatolia (x499) FWD - "5&, = I

The status bar gives you quick access to the following information:

Last caller. Lists the name (if available) and Caller 1D of your last incoming call. You can
press F11 to place a call to that number.

Number of items. Number of items in the current folder. For example, if you have 18
contacts, the Contacts folder status bar displays “18 Items.” In any Messages folder, the
status bar also indicates the number of Unheard messages.

Name and extension. The name and extension of the user logged on to ViewPoint on this
computer.

Phone. If you see a Phone pane showing the name of another user, it indicates that user is
logged in to your station. While that user islogged in, calls you place using the phone will
be subject to that user’s dialing restrictions, and logged as coming from that user. To restore
the station to yourself, pick up the phone and dial *00.

Personal Status. The current personal status of the user logged on to ViewPoint. Click the
personal status button to choose a different personal status. See Chapter 3 for information
on personal statuses.

Audio output. You can click these buttons to switch ViewPoint's audio output between your
computer speakers and your phone. Audio output includes playing your voice messages.
Click the arrow to the right of the button to switch your audio output. If you do not have a
sound device, the speaker option may be disabled.

Call forwarding. If the FWD button is bold and has a phoneicon to the left, it meansyou are
currently forwarding your calls. Hover your mouse over the button to display the
forwarding number. You can aso click the arrow to quickly select one of your personal
numbers (which you can set via Tools > Options > My Numbers) as the forwarding number.
Double-click the button to open the Call Forwarding dialog, in which you can change or
turn off call forwarding. See “Forwarding calls’ on page 9-2.

foPwD -
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Working in ViewPoint folders

Wave ViewPoint containsfolders, which appear in the main part of ViewPoint window and give
you access to specific Wave functions.

Note: Some folders may not be available to you. Your Wave system administrator controls
which folders your ViewPoint program displays.

To open afolder, do one of the following:
e Click itsicon in the Navigation pane. See “The Navigation Pane” on page 2-8
» Choose View > Go To, then select the folder to display.

For an overview of each folder, see the following table.

Navigation Folder Description
Pane
Call Monitor
}I;:}‘__ Place calls and handle incoming calls (transfer calls, create conference

calls, monitor avoice message as it is being | eft, record a call).

M essages
Hear and manage your voice messages. To call back a message,
right-click it and choose Place Call.

Contacts
Manage an online phone book of your phone contacts.

Call Log
View arecord of all your incoming or outgoing phone cals. To return
the call, right-click it and choose Place Call.

View all Wave extensions, their persona statuses, and who is on the

s Call Monitor \ Extensions
phone now.

Configuration \ Greetings
= Record your voice-mail greetings and change the active greeting.

Configuration \ Routing Lists
Set up “follow me” call forwarding (calls ring a series of numbers to
find you), and direct calls to Groups or other extensions.

Configuration \ Groups
Define groups of users and contacts. You can then send voice messages
to the group, and more.

S S8 vEE

%
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Working with multiple Viewpoint folders at the same time

You can have several folders open at once by opening each folder in its own window. To open
afolder inits own window, right-click afolder in the Folders list and choose Open in New
Window on the shortcut menu.

Messages

| 2¢ Inbox (1)

“ Saved
2 Deleted

¢ Messages (1)

fix call Monit

Open in Mew Window

[=] Contacts

ﬁ Call Log

é@ Configuration

Adjusting the Phonebook Pane layout in the Call Monitor

The Phonebook pane—shown by default in the Call Monitor—includes the Extensions|list and
the Contacts folder. You can perform drag-and-drop call handling operations between the pane
and the Call Monitor. See “ Dragging and dropping items’ on page 2-14. With the Extensions
list, you can see whether a user is on the phone before placing a call to that user.

File  Edit  Wiew

Q’ Call Monitor - Vertical Wave ViewPoint

Tools  Actions  Help

g Extensions

SRIESSE 23 - —
# Messages (1)

i call Monitor

[=] Contacts

@ Call Log

There are no ikerns to shaw in this view,

< | b

S 0 X 8 b L5 2] e, S | 8 8 D 0]
Call Monitor "3 Call Monitor
Hﬂi Call Monitar | G| Mame o Status

| Motes |5 Parties

';;B Configuration

»

lﬁ Attendant
B‘ég o Brad Kelley
ey a Carol French
T @Y Caral Attoni
% @Y Chris Hunt
% @Y Chris Bench
e’ a Chuck Brooks
Y 0 Connie Ault
e a Danigl Rowd

Default Auto Attend... 56 ¥

Last caller: Makt Heck at 9/11/2007 2:49 FM

2 Items, 1 Unheard | Min Anatalia {x499)

FWD - | T -
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With the Phonebook pane open, click the appropriate tab to display the Extensions list or
Contacts fol der.

To move the Phonebook Pane within the Call Monitor folder, choose View > PhoneBook Pane,
and then select alocation from the sub-menu.

To remove the Phonebook Pane from the Call Monitor folder, choose View > Phonebook Pane
> Off.

Deleting voice messages and other items

To delete a voice message from your Inbox, select it and then press Delete. The voice message
moves to your Deleted folder. 1t will be permanently deleted from the Deleted folder according
to the settings defined in Tools > Options.

To permanently delete a voice message from your Inbox

1. Select the voice message. To select more than one voice message, press Ctrl and
select them.

2. Press Shift+Delete. A confirmation dialog opens.

3. Do one of the following:

« Click Yes if you want the selected voice message to be permanently removed from
your computer.

» Click No to keep the voice message in your Inbox.
To delete other items

1. Inthefolder in which the item appears, select the item. To select more than one item, press
Ctrl and click each item that you want to delete.

2. Right-click the selected item and choose Delete on the shortcut menu. A confirmation
dialog opens.

3. When you delete an item that is not a voice message, such as agreeting, theitem is
permanently and irretrievably removed from your computer. You cannot recover it after
you delete it.

4. Click OK to permanently delete the item.
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Copying and pasting items

Copying arow in any folder places acopy of theitem in that row on the clipboard astext. This
information can be pasted into other applications, such as atext program.

Choose Edit > Copy to place a copy of selected items on your clipboard. Choose Edit > Paste to
paste the items. Use this method to paste Call Log entries and voi ce message information into
the Problem Report Wizard (See “ About the Problem Report Wizard” on page C-1.).

Dragging and dropping items

You can drag and drop one item onto another item to perform actions such as making a call,
transferring acall, and adding a call to a conference. You can also move an item to afolder.

For example, if you drag an active call in your Call Monitor onto auser in the Extensions tab of
the Phonebook pane, the call transfersto that user. Conversely, you can drag a user from the
Phonebook pane to the Call Monitor to call that user.

The following table lists the drag-and-drop actions you can perform within Wave ViewPoint.
The From column showstheitemsyou can click and drag. The To column showsthe destination
items. The remaining columns show the actions that result when you drag and drop an item or
use the Shift and Ctrl keysin conjunction with dragging and dropping.

Note: Whenever you can drag an item to the Call Monitor to place acall, you can also drag it
to the Dial toolbar field.

DRAG AND DROP ITEMS

From To Drag SHIFT + Drag CTRL + Drag
Call Call No action Opensthe Conferencesthe
Conference callstogether
diaog
Extension, Performsablind  Opensthe Performs a
Contact,Call transfer Transfer dialog consultation
Log, Voice transfer
M essage

Note: Alt + Drag of acall to an extension transfersthe call
directly to that extension’s voicemail.

Call Log Call Conferencesthe  Opensthe
Call Log party Conference
with the call dialog
Empty Call Placesacall to Opensthe Place
M onitor the Call Log Call To diaog
party
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DRAG AND DROP ITEMS (continued)

From To Drag SHIFT + Drag CTRL + Drag
Contact Call Conferencesthe  Opensthe
contact’sdefault  Conference
number withthe  dialog
cal
Empty Call Placesacall to Opensthe Place
M onitor thedefault phone  Call To dialog
number
Folder Movesthe OpenstheMove  Copiesthe folder
contact to the Item dialog
folder
Folder Folder Movesthefolder ~ Opensthe Move
to another folder  Folder dialog
Contact Movesthefolder Opensthe Move
to the Contacts Folder dialog
folder
Voice Movesthefolder Opensthe Move
M essage totheMessages  Folder dialog
folder
Voice Call Conferencesthe  Opensthe
M essage message sender  Conference
with the call diaog
Empty Call Placesacall to Opensthe Place
M onitor the message Call To diaog
Caler ID
Folder Movesthe OpenstheMove  Copiesthe
message to the Item dialog ox message
folder

Chapter 2: Using ViewPoint
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DRAG AND DROP ITEMS (continued)

From To Drag SHIFT + Drag CTRL + Drag
Extension Call Conferencesthe  Opensthe
call Conference
dialog

Empty Call Places the call Opensthe Place

M onitor Call To didog
Text (for Call Monitor Placesacall to Opensthe Place
example, a thenumber that  Call To dialog
phone was dropped
number you
copied from
aweb page)

Printing items in folders

To print the contents of afolder, choose File > Print. When you print afolder that contains
several columns, you may need to change the orientation of the page to “landscape” so that all
columns that appear in the folder are printed.

Organizing items in folders

The Messages folder contains one folder already created, the Saved folder. When you listen to
avoice message on the phone and save it, the message is moved into the Saved folder.

Public folders

Most items you create or seein ViewPoint are stored in private folders so they are not shown
when a different user logs into ViewPoint. However, ViewPoint also supports public Contacts
and Groups folders that contain items that can seen by all ViewPoint users and edited by those
with the proper permission. See “Viewing public folders’ on page 2-18.
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Customizing columns

You can choose to show or hide columnsin afolder. You can also customize columnsin afolder
by moving, resizing, and resorting them. The changesyou maketo columnsin afolder are saved
when you exit ViewPoint.

Showing, hiding, and reordering columns

For each folder in ViewPoint, you can choose the columns that you want to seein the folder.
Note that by default, some folders do not show all of the available columns.

To show, hide, or reorder columns in a ViewPoint folder

1. Choose View > Show Columns (or right-click the column header). The Show Columns

dialog opens.

Available columns: Show these columns in this order:
Add - | Icon :I
Mame
<- Remaove | Status Icon LI
Status
Mumber
Duration
Cner

Custom Data
(B

Motes

Crbit Mumber
Organization
Priority
SalesPriority
Start Time LI

OF I Cancel Help

2. Do any of the following:

* To move columnsinto or out of the folder, select them and click Add or Remove. You
can aso drag and drop.

* To reorder the columnsin the folder, select the column in the Show these columns
list, and click the Up and Down arrows to move the column up or down in the list.

3. Click oK to save your changes.

Note: You can also reorder columns from within the folder by dragging the column headers.
Dragging a column off the screen until an X displays removes that column.
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Moving columns

To move a column, do either of the following:

« Inthefolder, click the column header and then drag and drop it to a new location.

» Use the Show Columns dialog to reorder the columnsin afolder, as described above.

Resizing columns

To change a column’swidth, in the folder click and drag the right-hand side of the column
header.

Sorting the contents of a column

Click acolumn header to sort theitemsin afolder by the information in that column. Click the
column header again to sort in the reverse order.

The column in thefolder that contains an arrow in its header isthe column by which the display
is currently sorted. The direction of the arrow indicates the sort order.

M arme o

Viewing public folders

Public folders contain items that all Wave users can view and use. For example, any user can
view a public contact’s information or place a call to that contact.

Example:

Your company definesits departments as public Groups. All usersin the company can view the
members of those Groups.

Note: Itemsin publicfoldersarenot generally available for editing or deleting. You must have
special permission to edit a public item.

Managing the Deleted folder

The Deleted folder contains voice messages that you have deleted from the Messages folder.
Items in the Deleted folder continue to be stored in the limited space that has been allocated to
you for your voice files. To regain space for more voice messages or other voice files, empty
your Deleted folder.

To view the contents of the Deleted folder, click it in the Folder List.
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Emptying the Deleted folder

You can delete an item from the Deleted folder just as you would from any folder. When items
are deleted from the Deleted folder, they are deleted permanently.

To empty the Deleted folder, choose Tools > Empty Deleted Folder.

To empty the Deleted folder automatically

1. Choose Tools > Options. The Options dialog opens.
2. Click the Voice Messages \ Usage tab.

3. Choose one of the following options:

* Todelete all messagesin the Deleted folder now, click Remove all items now. The
messages are del eted when you click OK to close the Options dial og.

To empty the Deleted folder automatically whenever you exit ViewPoint, check
Remove all items when exiting.

e Toremove old items automatically from the Deleted folder, check Periodically

remove old items, and then enter the age in days at which an item is automatically
removed.

4. Click OK.

Using the audio controls

Wave's audio controls make it easy to create recordings and listen to recordings and voice
messages.

Audio
b @ | | HE| 00:00.0

=’

These audio controls appear throughout ViewPoint in dialogs in which you can create
recordings and listen to voice messages.
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Creating recordings and playing voice messages
You create recordings by speaking into your phone.

@ Record When you are ready to record, pick up your phone, and then
click the button. A beep signalsthat recording has begun.

o Sop When you arefinished recording, you can either hang up or click
the button.

> Play Click the button to listen to the recording or voice message.
Click it again to pause playback.

To move forward and backward within the recording or voice message, drag the
dlider bar:

s 00:00.0

You can play audio either over your computer speakers or your phone. Choose Tools > Audio
Output to switch audio output from one to the other. You can also use the button in the status
bar. When playing audio over the phone, if your phoneis on hook, it will ring to connect you to
the audio being played.

Note: When sending audio to your phone, ViewPoint displays a message identifying the
station ID being rung.

Using voice message bookmarks

You can set bookmarks in voi ce messages by dragging the arrows that appear under the dider
bar. When you play a message you have bookmarked, only the portion of the file between the
bookmarks plays. This capability can be useful when you want to mark the location of an
important phone number in a voice message.
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Importing and exporting voice files
To import or export a voice file, use the buttons on the recording control.

B Import You can import avoice filein WAV format to use for any
ViewPoint recording (greetings, voice titles, and so on).

Wave can import WAV files with afrequency of 8Khz, 11.025
Khz, 22.05 Khz, or 44.1 Khz.

Export  You can export any of your ViewPoint recordings, including
E voice messages and recorded conversations, to aWAV or MP3
file on your hard disk.

Importing and exporting Wave items

See the following topics for more about importing and exporting Wave items:
» Contacts. See“Importing and exporting contacts’ on page 2-21.

« ViewPoint recordings (voice messages and call recordings). See page “ Exporting
ViewPoint recordings’ on page 2-25.

» Archived call recordings. See“Acting on archived call recordings’ on page A-10.

Importing and exporting contacts
You can import contacts into Wave;
* FromaCSV file generated via Wave
« FromaCSV file generated from another contact manager such as Microsoft Outlook

You can export contacts from Wave to a CSV file that you can import into another Wave
ViewPoint, Outlook, GoldMine, FrontOffice 2000, Act!, or other contact management software.
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To import contacts from a CSYV file

1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

Description

Import contacts information from a file of comma separated values

[ Mexk ] [ Cancel

2. Select Import Contacts, and then click Next.

Import and Export Wizard

File ta import: | |[ Browse. .. ]

Destination Folder: (%) personal
Options
() Replace duplicates with items imported
O allow duplicates ko be created
(%) Do not import duplicats ikems

Use phone numbers as caller identification For these contacts

[ < Back H Mesxk ] [ Cancel ]

3. InFile to Import, click Browse and select the CSV file that you want to import.

4. In Destination folder, select the Wave Contact folder into which you want to import the
contactsin the CSV file.

5. Under Options, select one of the following:
e Replace duplicates with items imported. If Wave finds a duplicate contact in the CSV
file, the contact from the file will replace the existing Wave contact.
e Allow duplicates to be created. If Wave finds a duplicate contact in the CSV file, it
will import al contacts, even those that are duplicates of Wave contacts.
e Do not import duplicate items. If Wave finds duplicate contactsin the CSV file, it will
not import them.
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6. Select Use phone numbers as caller identification for these contacts to add the imported
contacts phone numbersto Wave'slist of Caller ID numbers so that contacts can be
identified when they call. For more information, see “ Teaching Wave to recognize your

contacts” on page 10-7.

7. If you are importing a CSV file that was created by Wave or Outlook, go to step 10.

8. If you areimporting contacts from another application and have not previously mapped the
fields, click Map Custom Fields. The Map Custom Fields dialog opens using the default
map, showing the first contact record to be imported, and how the existing fields will be

mapped to Wave fields.

Map Custom Fields

Drag the fields or values from the source file on the left and drop them on the appropriate destination
field on the right. Drag an item From the right: to the left to remaove it From the Field mapping.

[=]

r~From: Ta
C:\Program Files) TeleYantage! ClientiMiri IMiri Anatolia i Contacts
Contacts.csy
Source Field |walue [« Destination Field |Mapped From | =
First Marne Damon First Marne First Marne
Last Mame Salathe B Last Mame Last Mame B
Company Title Title
Title Comment
PIMN Company Company
Mokes Business Phone Business Phone
Account Code - Business Phone Access Cor Business Phone
Kl B _’l_I Rl L _’l_I
< Previous | Mext = | Clear Map | Save Map... |
Default Map | Load Map... |
¥ First record contains Field names
OF I Cancel | Help

9. If you have saved a different map and want to useiit, click Load Map and select it.

Otherwise, map the fields manually as follows:

e Check First record contains field names at the bottom of the dialog if the CSV file's
first record consists of the names of fields. Then drag fields or values from the left
pane (the CSV file) to the fieldsin the right pane (Wave contacts) in which you want
the valuesto appear. Drag unwanted field mapping from the right pane to the left pane

to clear them.

» Click Previous or Next to view other records in the CSV file to see how they

will map.
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Click Clear Map to remove all mapping from the right pane.
e Click Default Map to restore the default mapping.

Chapter 2: Using ViewPoint

Click save Map to save the current mapping to a new file (this can be useful if you
regularly import contacts from several different sources). If you do not click Save

Map, the default map is saved when you click OK.

To export contacts to a CSV file

1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

Choose an action to perform:
Import Conkacks
Export Contacts

[ Mexk ] [ Cancel ]

Description

Import contacts information from a file of comma separated values

Save exported file as: | WEpeaeR | [ Browse, .. ]
Source Folder: (®) personal ) Public
< Back ] [ Mexk ] [ Cancel

When you are finished mapping fields, click oK. Any changes to the default or custom
map are saved for future importing.

10. Click Next inthe Import and Export Wizard, and then click Finish. The contactsin the CSV
file are imported.

Note: WhentextisimportedfromaCSV file, acommain thetext breaksthetext between
fields unless the text is within quotation marks.

2. Under Choose an action to perform, select Export Contacts, and then click Next.

Import and Export Wizard
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3. In save exported file as, browse to the folder in which you want to save the CSV file.
4. In Source folder, choose the Contacts file that you want to export, and then click Next.

5. Click Finish. The CSV fileis exported.

Exporting ViewPoint recordings
You can export voice messages and call recordingsin WAV or MP3 format.
1. Inthe ViewPoint Messages folder, select the voice message or call recording.
2. Click the Export audio button.
3. Specify the target location.
4. Select WAV or MP3 from the Save as type drop-down list.
5. Click save.

Note: If acall recording has already been archived, you must use the Archived Recording
Browser to export it. See Appendix A.
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Using Personal Statuses

Chapter Contents

About personal statuses. . . . ... ... . 3-1
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About personal statuses

Your personal status lets your colleagues know where you are and what you are doing. It also
specifies how your calls are handled under specific circumstances. Changing your personal
statusisaquick way to change your call handling. For example, the Do Not Disturb status sends
your incoming calls directly to voicemail without ringing your phone.

Note: Tochangeyour personal status, you must have permission to do so. If you cannot change
your personal status, see your Wave system administrator.
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Available personal statuses
The following table lists the 5 personal statuses that are predefined for all users.

Chapter 3: Using Personal Statuses

Icon Status Description
Available Lets people know that you are availableto take calls. All calls

't" ring your phone. You can turn call forwarding on if you want
to take calls at a different location, for example, if you are
working from home.

@ Do Not Lets people know that you are not taking calls. No callsring

Disturb your phone. Calls are sent straight to the “unanswered” final
action of your routing list (usually your voicemail).
Note: You can create acall rule that overrides the Do Not
Disturb personal status by allowing calls from specific people
to ring your phone. See Chapter 11.

p:_# In a Meeting These three personal statuses |et people know where you are
when you are away from your desk. Like Do Not Disturb,
these persona statuses send your calls directly to the
“unanswered” final action of your routing list (usually your

[+ Out of the voicemail) without ringing your phone.

Office
On Vacation
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Selecting a personal status

This section explains how to select a personal status using ViewPoint or the phone.

Selecting a personal status in Viewpoint

The ViewPoint status bar contains a button that shows your current personal status. Click that
button to select a different personal status.

@& Available |F| b R |

e Available

@ Do Mok Disturh

:3" In A Meeting

s Out Of The Office

M. ©On Yacation

You can also use the Tools > Personal Status submenu.

Selecting a personal status using your phone

You can select a personal status on the phone by logging on and press 6 1. You can select the
Available personal status quickly by picking up the phone and pressing *50.

Changing the personal status of another user

You can change the personal status of another Wave user if you know that user’s password (or
you can do it without entering a password if you have the appropriate permission). Thisfeature
is useful when users want to change their personal status but do not want to log on to Wave

themselves. For exampl e, asecretary can changethe personal statusfor the boss, or the user who

is acting as the Operator user can change the Operator’s personal status without logging on as
the Operator user.

To change another user’s personal status in ViewPoint
1. Inthe Extensions list, right-click the user.
2. Choose Apply Personal Status and click a personal status.

3. If you do not have permission, you will be prompted for that user's password. Enter it and
press OK if prompted.
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Viewing Wave extensions

You can see al Wave extensions, along with information about the current status of each
extension, in the Extensions|list. You can use the Extensions list to quickly place callsto other
Wave extensions or to change another user’s personal status if you have permission to do so.

You can display the Extensions list in the Call Monitor for quick access, including
drag-and-drop calling. See “Adjusting the Phonebook Pane layout in the Call Monitor” on
page 2-12.

A glance at the Extensions list can tell you:
* A user’s extension number

e Whether auser is currently on acall

e A user’scurrent personal status

«  Whether a user has call forwarding turned on, and the location to which the calls are
forwarded

« The extensions of your office’s auto attendants.
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The Extensions list automatically updatesin real time.

E’ Extensions - Yertical Wave ViewPoint

File Edit Wew Tools Actions Help Dial:
Patew -] o | | Bpsuenviss | @) |
Call Monitor = Extensions ]
I Call Maritor sonal Status ... Title DD Forwardir #
& Extensions o A
“‘ég 6 ACT Hunkgroup Yoic,., 280 Available
% @Y Admin 00 Available Admin user 100 To
@ Attendant
% @ Brad Kelley 245 Available 245
% @Y Caral French 110 Available 110
i ) n‘ég 6 Carol Atkoni 129 Available 129
" essages
) % @Y Chris Hunt 10z Available 10z
fi call Monitor % @Y Chris Bench 305 Available 305
1 Chuck Brooks 259 Available 259
[E] Contacts KD
% @Y Connie Ault 172 Available 172
£ rallLog % @Y Daniel Rowd 192 Available 192
Y - =f  Defaulk Auto Attend... 56
onfiguration
g % &Y Dick Huntley 4184 Awvailable 154 3
=7 i
- ||¢ >
Last caller: Matt Heck at 97112007 2:49 PM 2 Items, 1 Unheard | Miri Anatolia (x499) FWD - "?\\, -

Searching the Extensions list

To find someone quickly, you can type their first or last name (fully or partialy) in the Search
field. The Extensionslist displaysall itemswhosefirst or last name beginswith the entered text.

Extensions list tabs

The Extensions list can optionally contain tabs that display related groups of extensions. Tabs
are located at the bottom of the Extensionslist. Click each tab to view its contents.

e All tab. Thistab displays all Wave extensions. Note that your Wave system may be
configured to not show this tab.

* Group tabs. The Extensions list can optionally display atab for each public ViewPoint
Group of which you are a member, and atab for any personal ViewPoint Groups that you

created. Click a Group tab to see the extensions within that Group. See “Using ViewPoint
Groups® on page 10-14.
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Showing, hiding, and reordering Extensions list tabs
To show or hide individual tabs, aswell as choose their order, do the following:

1. Inthe Extensionslist, choose View > Show Tabs. (You can also right-click anywhere in the
the Extensions list and then choose Show Tabs.)

2. Select atab name and click Add or Remove to set up the Show these tabs in this order list.
Use the up and down arrow buttons to arrange the order of tabsin thelist.

3. Click oK. The specified tabs are displayed at the bottom of the Extensions list.

Extensions list columns

Some Extensionslist columns are hidden by default. PressF1 for Help to see acomplete list of
columns with explanations. To show or hide columns, see “ Customizing columns’ on
page 2-17.

Placing calls to an extension
To place acall to an extension, double-click the extension. If your phoneis on hook, it ringsto
connect you to the call being placed.

Changing another user’s personal status from the Extensions list

From the Extensions list you can change another user’s personal statusif you know that user’'s
password, or have the proper permission. For instructions, see “ Changing the personal status of
another user” on page 3-3.
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Receiving and Handling Calls in ViewPoint

Chapter Contents

Using the Call Monitorfolder. .. ........ ... .. .. i
Displaying the Call Monitor folder automatically
Selecting and acting on a call in the Call Monitor folder

Commands while a call is ringing

Commands while you’re on a call

Incoming call indicators

Using the Call Monitor folder

Inthe Wave ViewPoint, the Call Monitor folder isthevisual counterpart to your phone. The Call
Monitor lets you see all your incoming calls and any outgoing calls at once, often with the

callersidentified by name.

ﬁ- Call Monitor - ¥ertical Wave YiewPoint

File  Edit Wiew Tools  Actions  Help Dial: Enter a number or name to dial =
‘;:'QNSW A =T 1 Transfer & conference i) 1 @
Call Monitor | :* Call Monitor (My Phone) Extensions |Cnntacts|
[ 2 veme |2 status | Mumber [5eaich
: =
g Extensions There are noitems ko show in this view, o ° L Rt
@ Attendant as 257
@ AttendantE 223
™y @Y Admin 100,
T S— @ Attendant a
I Messages (3) || 4| | *| ™% @Y Erad Analog 267 .
|| ™% @) Brian Sadfer 246 .
= <Enter notes here > al | . - nam
=] Contacts J q L,J
:§ ';‘e. > LI Al I Iy Team I
| D1tems | Matt wellx171) | FwD - @9 Avalable -] Y v

Note: You must have a phone associated with ViewPoint in order to use most Call Monitor

features
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In the Call Monitor folder you can:

See who is calling you and take the call or send it to voicemail

Click callsto transfer them, put them on hold, send them to voicemail, or perform other
actions

Move among multiple calls on hold with aclick of the mouse
Record calls
Conference calls (including creating or starting a conference)

Each row in the Call Monitor folder is an item that contains information about one call, or one
party inacall. Conference calls appear in aspecial Conference panethat showsthe parties other
than yourself.

For an explanation of Call Monitor folder columns, press F1 for online Help. For information
about changing the Call Monitor folder columnsthat are displayed, see* Customizing columns’
on page 12-8.

Call Monitor folder tabs

For most people, the Call Monitor folder contains one tab, called My Phone. However, the Call
Monitor can display other tabs that group related calls. Click each tab to view the related call
activity at your phone.

My Phone tab: This tab always appearsin your Call Monitor folder and displays all callsto
or from your phone. Thisincludes calls that are forwarded to your extension (in this case,
the called party who forwarded the call isidentified in the Owner column), and callsto your
DID number if you have one.

Parked tab: The Parked tab shows all current parked calls.
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Showing, hiding, and reordering Call Monitor tabs
To show or hide individual Call Monitor tabs, as well as choose their order, do the following:

1. Choose View > Show Tabs. (You can aso right-click the Call Monitor column headers or

tabs.)
Call Monitor - Show Tabs [ %]
Available tabs: Show these tabs in this order:
Parked Add - = | MMy Phone _I

== Remove | \/|

OF I Cancel | Help |

2. Select atab name and click Add or Remove to show or hideit. Use the up and down arrow
buttons to arrange the order of tabs.

3. Click oK.

Using the My Phone tab to handle calls

The My Phone tab appears if you have other tabs showing. After you answer acall, the Call
Monitor automatically switches to the My Phone tab. It isthe only tab from which you can
perform call-handling commands on a call. If you select an active call in another tab, the
call-handling commands are unavailable.

Call Monitor folder panes
The Call Monitor folder contains the following panes that you can hide or show:
» The Phonebook Pane, which shows the Extensions list and the Contacts folder and enables
drag-and-drop call handling. See “ Adjusting the Phonebook Pane layout in the Call
Monitor” on page 2-12 and “ Dragging and dropping items’ on page 2-14.
« The Notes Pane, which enables you to type and add call notes. See “ Adding notesto acall”
on page 5-10.

» The Parties pane, which shows the partiesin a conference call other than yourself.
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Call Monitor folder columns

The Call Monitor folder contains several columns that show detailed information about acall,
such as Trunk Name and Target Station. Some of the columns are hidden by default. For an
explanation of the columns, pressF1 in the Call Monitor folder for its online Help. For
instructions on hiding and showing columns, see “ Customizing columns’ on page 12-8.
Viewing a custom data column in the Call Monitor

If your WavelSM isconfigured to display custom data (for example, acaller’s account number)
inthe Call Monitor, the custom dataappearsin one or more columns. You can view theavailable
columns in the Show Columns dialog. You can hide and show custom data columns the same
way you can hide and show normal columns (see “ Customizing columns’ on page 2-17.)

Contact your Wave system administrator to seeif any custom datacolumnsare availablein your
Call Monitor folder.

Displaying the Call Monitor folder automatically

Wave can open the Call Monitor folder automatically in the following situations:
*  When you receive an incoming call

«  When you place or return calls from other ViewPoint folders
When the Call Monitor folder opensautomatically, it appearsin front of al other open windows

0n your computer.

To display the Call Monitor folder automatically

1. Choose Tools > Options. The Options dialog opens.
2. Click the ViewPoint \ Call Monitor tab.

3. Under Display Call Monitor in the following situations, check one or both of the following
options:

¢ Placing new calls from Contacts or Extensions

¢ Returning calls from Voice Messages or Call Log

4. To display the Call Monitor folder automatically on incoming calls, click the ViewPoint \
Call Alertstab and check Display the Call Monitor.

5. Click OK.
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Selecting and acting on a call in the Call Monitor folder

Click acall inthe Call Monitor folder to select it. After it is selected, you can choose commands
to apply to that call.

To use acommand on acall in the Call Monitor folder, do one of the following actions:

* Right-click the call and choose a command on the shortcut menu. This option is often the
fastest way of choosing a command, but it may be difficult to do so during times when
phone traffic is heavy. Thisis due to the fact that calls change position in the Call Monitor
folder as new calls arrive and transferred calls leave the Call Monitor folder.

 Click abutton on the toolbar.

» Choose a command from the Actions menu.

» PressEnter. This puts the selected call on hold, or retrievesit if it isaready on hold.

Important: Do not use the ViewPoint Call Monitor to select and act on acall to a virtual
extension—use the phone commands (as described in the Wave Phone User Guide) to control
these calls. A virtual extension number can be assigned to a user who does not need a physical
phone, for example because the user works on the road using a cell phone. Ask your system
administrator if there are any virtual extensions assigned on your system.

Call ownership

In the Call Monitor you can perform call-handling commands only on calls that you own. You
own acall if you are the one who answered it. If you select a call that you do not own, the
call-handling commands are unavailable.

To determine who owns a call, look at the name in the Owner column.

Double-clicking calls
Double-clicking in the Call Monitor folder has the following effects:
» Double-clicking an active call putsit on hold.

« Double-clicking any other type of call takes the call (connects you to the caller). This
includes incoming calls, calls on hold, parked calls, and callsto which you are listening
while the caller leaves a message.
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Commands while a call is ringing

While calls are ringing at your phone, the Call Monitor folder displays“Incoming Call.” If
Wave canidentify the caller, theitem inthe Call Monitor folder also displaysthe caller’s phone
number and name, which enables you to screen your calls. (See “ Teaching Wave to recognize
your contacts’ on page 10-7.) While calls are ringing, you can perform the following actions:

» Takethecal
* Send the call to voicemail
» Transfer the call without talking to the caller first

Taking the call

If you are already on another call, select theincoming call and choose Actions > Take Call. Your
current call is put on hold. You can easily move among multiple calls by choosing Take Call

again.

Sending the call to voicemail
Select the call, and then choose Actions > Take Message. The call is sent to your voicemail.

Screening a voice message as it is being left
You can listen to avoice message asthe caller isleaving it and pick up the call if needed. To do
so:

1. Select the call whileitisringing or while the caller isleaving a message.
2. Choose Actions > Screen Message.
3.

Pick up your phone and listen to the message asit is being left. Thisis aone-way
connection. The caller cannot hear you.

4. Tointerrupt the message and take the call, choose Actions > Take Call. You are connected
tothe caller.

You can also listen to a voice message as it is being left via the phone.
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Commands while you’re on a call

Once you are on an active call, you can perform actions on that call, including the following:
« Putting acall on hold. See page 5-7.

» Transferring acall. See page 5-8.

« Adding notesto acall. See page 5-10.

» Recording acall. See page 5-10.

 Including the call as part of a conference call. See page 5-9 for stepsto transfer a call and
then conference all partiestogether. (Conferencing is described in more detail in Chapter 6.)

» Associating acall with acontact. See page 5-11.

e Parking acall. See page 5-11.

» Sending acall to voicemail. See page 5-12.

« Playing a caller's name over your speakers. See page 5-12.

« Disconnecting acall while staying on the phone. See page 5-12.
« Entering an account code for acall. See page 5-13.

» Flagging aproblem call to report later. See page 5-13.

Instructions for each of these commands appear in the following sections.

Note: To perform aCall Monitor command on acall, you must first select the call.

Putting a call on hold

Toput acall on hold, select the call, and then choose Actions > Hold. Alternatively, double-click
the call or select the call and press Enter.

Toretrievethecall from hold, select the call and either choose Actions > Take Call, double-click
the call, or press Enter.

You can put as many calls on hold at one time as you want. The Duration column in the Call
Monitor folder shows how long each call has been waiting on hold.

Note:

e UseActions > Hold instead of the Hold button on your phone. When on hold, callers hear
music (if your system has music on hold), but they hear only silenceif you use your phone's
Hold button.

« If you'reusing adigital feature phone with multiple line appearances, you do not hear dial
tone after putting a call on hold. To get dial tone, select an unoccupied line.
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Ringback for calls on hold

By default, if you hang up with one or more calls on hold, Wave's ringback feature rings your
phone to remind you. When the call rings back, the call’s statusin the Call Monitor changesto
Ringing (On Hold). Talk to your Wave system administrator about configuring ringback
behavior.

Transferring a call

The Call Monitor folder allows you to easily transfer a call to any party, either another Wave
user or someone at an external phone number. You can look up users and contacts by name, and
you can seein advanceif an extension is busy. You can also transfer acall to an auto attendant
or to a user’s voicemail.

Drag-and-drop transferring

With the Phonebook pane showing in the Call Monitor folder, you can drag a call from the Call

Monitor to an extension to transfer the call to that extension, or to a contact’s name to transfer

the call to the contact’s default number. For more information about drag-and-drop commands,

see “Dragging and dropping items” on page 2-14. To show the Phonebook pane, see“ Adjusting

the Phonebook Pane layout in the Call Monitor” on page 2-12.

Blind, supervised, and direct-to-voicemail transfers

You can transfer acall in one of the following ways:

* Blind transfer, sometimes called an unattended transfer. You transfer the call without first
speaking to the recipient. When the recipient answers the phone, the call is connected.

Note: Blind transfers occur automatically when transferring aringing call, and when
transferring to voicemail or an auto attendant.

» Supervised transfer, sometimes called an attended or consultation transfer. You speak to the
transfer recipient first, while the caller is placed on hold. You can then complete the
transfer, or conference the three of you together, or cancel the transfer and return to the
caler.

 Direct to voicemail. You transfer the call directly to an extension’s voicemail.

To transfer a call
1. Select the call that you want to transfer.
2. Choose Actions > Transfer. The Transfer To dialog opens.
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3. Select the person or enter the number to which to you want to transfer the call. See
“Placing acall” on page 6-1 for instructions.

Note: You may be prohibited from transferring an external caller to an external number.
See your Wave system administrator for more information.

4. Inthe Transfer field at the bottom of the dialog, click either Blind, Supervised, or to
Voicemail. See the beginning of this section for more information.

IExtension: 182 j

Transfer: * Blind = Supervised " ko Yoice Mail

5. Click oK. If you selected Blind or to Voicemail, the transfer is completed and the call
disappears from your Call Monitor.

» |If you selected Supervised, you are connected to the recipient’s extension, and the
caller is put on hold. The incomplete transfer displays as alinked three-party call in
the Call Monitor.

6. Speak to the recipient and announce the caller. A dialog opens and asks you if you want to
complete the transfer or cancel it.

Supervised Transfer

ﬁ> Transferring ko Adam O'Toe:

Complete | Conference |

7. Choose one of the following options:

e Complete. Thetransfer is completed and the call disappears from your Call Monitor.
You can also complete the transfer by hanging up the phone.

e Conference. The caller, the recipient, and you are all connected in a conference call.

e cCancel. Thetransfer process ends and you are reconnected to the caller, so you can
transfer him or her to voicemail or another destination.

Transfer tips for operators

By using Groups and showing the Extensions tab of the Phonebook pane in the Call Monitor
folder, you can easily find and choose the recipient of a call that you want to transfer. Define
Groups to represent the departments of your office. When transferring acall you can then view
only the members of a Group, for example, the Marketing Group. You can see at a glance the
names of members of the Marketing department and who is availableto take acall. See“Using
ViewPoint Groups’ on page 10-14 and “ Adjusting the Phonebook Pane layout in the Call
Monitor” on page 2-12.

You can also transfer callsmore easily by resizing the Transfer To dial og, by showing and hiding
columns, and by sorting calls by column. See“ Customizing ViewPoint for operators’ on
page 12-7.

Release 1.5 SP3

N7 vERTICAL Wave ViewPoint User Guide September 2009



Commands while you’re on a call 5-10

Chapter 5: Receiving and Handling Calls in ViewPoint

Adding notes to a call

Whileacall isvisiblein your Call Monitor folder, you can type notes about the call inthe Notes
Pane. If the Notes Pane is not showing, click Notes in the bottom pane.

If the call istransferred to someone else, notes that you created about the call are sent with the
call (for example, you can add anote such as* Customer wantsto track invoice #123987” before
transferring the call to your shipping department). When the call is complete, you can view or
edit the notes for the call in the Call Log folder (see Chapter 8, “Using the Call Log Folder” ).

If the call isrecorded or transferred to voicemail, you will see the notes associated with the
recording.

Recording a call

If your Wave system administrator has given you the required permission, you can record your
Wave conversations, including conference calls. By default, recordings appear in your
Voicemail Inbox folder, although the system may be configured to send them to another
extension’s Inbox.

The maximum length of a single recording is equal to the total number of minutes availablein

your voice mailbox. By default thisis 20 minutes, but your Wave administrator may have set a
different limit.

Note: You cannot receive more voice messages when your voice mailbox is full. You should
check your available mailbox space after recording any conversation to be sure that you have

space for new voice messages. See “Managing your voicemail maximums’ on page 7-8 for
more information.

To record a call

1. During an active call, choose Actions > Start Recording. Wave startsto record the call. You
may hear aregular beep while recording, depending on your system configuration.

2. To stop recording before the call is finished, choose Actions > Stop Recording.

To play a call you just recorded

1. Go to your Voicemail \ Inbox folder, or open another mailbox if your system is set up
differently.

2. Select the recording.

3. Choose Actions > Play.
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Using the phone commands

You can start and stop recording your calls using the *16 phone command. You can also use the
phone commands to listen to recordings in your Inbox. For more information, see the Wave
Phone User Guide.

Privacy

It isthe responsibility of you and your Wave system administrator to comply with any federal
or other applicable statutes regarding the recording of phone calls. Vertical Communications,
Inc. disclaims any responsibility for failing to comply with such regulations.

Associating a call with a contact

Unidentified calls appear in the Call Monitor folder as being from “Unknown.” You can
associate a particular unidentified call with one of your contacts, so that the Call Monitor and
Call Log folders display a name with the call. You can also permanently associate the call’s
Caller ID phone number or text with the contact, so that Wave automatically identifies the
contact on all subsequent calls from that phone.

To associate acall with acontact, choose Actions > Associate. See“Associating acall or Caller
ID number with a contact” on page 10-9.

Parking a call

Parking acall putsacall on hold and lets any Wave user retrieve it from any Wave phone or
ViewPoint program in your office.

To park a call
1. Inthe Call Monitor, select the call you want to park.

2. Choose Actions > Park. The Status column in the Call Monitor folder displays “Parked on
<orbit number>.

Note: To display parked callsin the Call Monitor, choose View > Show Tabs from the Call
Monitor, and check Show all parked calls.

Ringback for parked calls

By default, if you hang up with one or more calls on hold, Wave's ringback feature rings your
phone to remind you. When the call rings back, the call’s statusin the Call Monitor changesto
Ringing (Parked). Talk to your Wave system administrator about configuring ringback behavior.
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Unparking a call
You can retrieve a parked call from any Wave phone or from any PC running ViewPoint.

To answer a parked call from any ViewPoint program
1. Click Tools > Unpark. The Unpark dialog opens.

2. Select the call that you want to unpark and answer and click OK.

You can also answer a parked call by picking up a Wave phone, pressing *53, and then entering
the parking slot number.

Sending a call to voicemail
To send an active call to voicemail, choose Actions > Take Message.

Playing a caller's name over your speakers
You can play arecording of acaller’s name over your speakers at any time during a call by
choosing Actions > Announce Caller.
Therecording that playsis either the caller’svoicetitle, if one has been recorded, or the caller’s
answer to the call announcing prompt, “Please say your name.” If you choose Actions >
Announce Caller and hear nothing, then either the caller has no voice title recorded, you have
the call announcing prompt turned off, or the caller did not answer the prompt.

Disconnecting a call while staying on the phone

You can disconnect acall without hanging up the phone. Select the call, and then choose Actions

> Disconnect. Thiscommand is useful if:

* You want to disconnect a single party in a conference call. Hanging up your phone would
disconnect you from the whol e conference.

* You are going to immediately dial another call. If you hang up and pick up your analog
phone too quickly, Wave can read that as a Flash command, which would put the call on
hold instead of disconnecting it.
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Entering an account code for a call
While on acall, you can enter an account code for the call or change the one already entered.
1. Select the call, and then choose Actions > Enter Account Code.

Account Code: I

OF I Cancel | Help |

2. Enter an account code. You can enter numbers, letters, or other characters.
3. Click oK.

You can aso enter an account code from the Call Log after the call is complete. See “Entering
an account code for a Call Log entry” on page 8-6.

Flagging a problem call to report later

The“Flag aProblem” button in the Call Monitor toolbar lets you click once to flag a problem
call, for example, acall that isnot displayed correctly in the Call Monitor, or acall in ViewPoint
that doesn’'t match the call on your phone. Any time after flagging calls, you can run the
Problem Report Wizard once and gather the logs for all of the flagged calls.

Flagging a call streamlines the process of using the Problem Report Wizard (see Appendix C)
to report problems about individual callsto your system administrator. For example, acompany
operator might have too many calls coming in and cannot afford the time away to run the
Problem Report Wizard for each individual call.

To flag a problem call
1. Inthe Call Monitor, select the problem call.

. ¥ o
2. Click the“Flag a Problem” button on the toolbar.

3. If prompted in the Problem Notes dial og, enter notes about the problem, and then click OK.
(By default, you will not be prompted to enter notes. To configure this behavior, contact
your Vertical support representative.)
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Incoming call indicators

To gather logs for all flagged calls

1. Atalessbusy time, run the Wave Problem Report Wizard from the Start menu by choosing
All Programs > Vertical Wave ViewPoint > Wave Problem Report Wizard.

Note: Running the Problem Report Wizard from the Start menu picks up the appropriate
logs for any flagged calls across multiple ViewPoint sessions. You can aso run the
Wizard from within ViewPoint by choosing Help > Report a Problem, but thiswill only
gather thelogs for calls flagged during the current ViewPoint session.

2. Follow the onscreen instructions. On the second Wizard screen, deselect the This problem
involved a specific call or message checkbox.

Incoming call indicators

When you receiveacall, apopup indicator appears, displaying who is calling by phone number
and name, if available.

0 0
8 Lillian Grau
x6294

> o

Click theiconsin the popup to (from left to right) send the call to voicemail, send to voicemail
and screen the massage, transfer the call, or take the call.
Also, if you have a phonewith aCaller ID display, you can useit asan incoming call indicator.
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Placing a call

ViewPoint provides the following ways for you to place calls:
» Placing calls using the Dial bar

» Using the Place Call To dialog

e Quick-dialing from ViewPoint folders

» Placing calls using drag-and-drop

« Placing calls using other contact managers

Placing calls with the phone on- or off-hook

When placing calls from ViewPoint you can choose the command with the phone either
on-hook or off-hook. If the phone is on-hook when you place a call, your phone rings
immediately after you finish dialing the number. If the phoneis off-hook when you placeacall,
you hear Wave dialing the number.
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Placing calls using the Dial bar
ViewPoint hasaDial bar on the menu bar that you can use to place calls.

| Dial: Enter a number or name ko dial = |

To place a call using the Dial bar

1. Type either of the following in the Dial bar:

e The number to dial. If it isan external number, type the full number including area
code (10 digitsin North America, for example 6173540600). Do not enter a Wave
access code (such as 9). To dia international numbers enter + followed by the country
code and the number, for example +44 020 7323 8299. Do not add the international
access code (for example, 011 in North America).

Hyphens, spaces, periods and parentheses are allowed.

e The name or partial name of a user, contact, or contact company name. Wave
searches al of the Contacts, Extensions, and Groups for amatch. If only one matchis
found, the system places the call immediately. If there is more than one match, a
dialog opens and you can select aname on thelist and click Dial to place the call.

2. To specify an account code for the call, add a vertical bar character ( |) after the number,
followed by the account code.

3. PressEnter to place the call.

* You can aso drag-and-drop itemsinto the Dial bar, including a text phone number
from another application. See “Placing calls using drag-and-drop” on page 6-6.

To redial a call using the Dial bar

Click thearrow ontheright of the Dial bar for alist of recently dialed namesand numbers. Click
anumber to redial it.
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Using the Place Call To dialog

The Place Call To dialog visually guides you to place acall. It is not as efficient as using the
Did bar (if you know the person's name or number) or the Call Monitor's Phonebook pane.

1. ChooseFile > New > Call. The Place Call To dialog opens.

# Place Call To

New Call
Mame/MNumber: il 1:5‘;
5@ MName + Ext  PersonalStatus...| Title ~
- @ 4Public Test 122 =
% @Y ACT Huntgraup Yoic... 280 Available -
My Mumbers % @Y Admin 00 Avalable Admin user

iﬂ Attendant

% @Y Brad Kelley 245 Awvailable

% @Y Carol French 110 Available

% @Y Carol Attoni 129 Available

% @Y Chris Hunt 102 Available

4 @Y Chris Bench 305 Availsble

% @Y Chuck Brooks 259 Avallable

Ty @Y Connie Ault 172 Available b

4 >
Dial Nurnber;

[ ak, ] [ Cancel ] [ Help ]

2. Enter or select the number to dia in one of the following ways:
« Enter the number to dial in the Name/Number field. You can aso type the name of a
contact or user.
» Click Ccontacts and select a contact on the list.
The contact’s default phone number appears in the drop-down list below the main
list. If the contact has more than one phone number associated with it, you can
select a different number to call on the drop-down list.

To create a new contact, click =] to open anew Contact dialog. To edit the
currently selected contact, press Alt and click =]. See “Entering a new contact” on
page 10-4 for more information.
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» Click Extensions and select an extension inthelist. Thelist isidentical to other
Extensionslistsin ViewPoint (see “Viewing Wave extensions’ on page 4-1).

If the extension is a user with public numbers (My Numbers marked as public), you
can choose one of those numbers from the drop-down list below the main list. See
“Entering My Numbers’ on page 6-4 for more about public numbers.

» Click My Numbers. To place acall to one of your own phone numbers, such as your
home or mobile phone, select it on thelist. You can double-click a blank category to
enter anew number for it.

Note: To verify that the phone number is entered in a correct format, click ~l.

3. To enter an account code for the call, type avertical bar character ( |) after the number,
followed by the account code.

4. Click oK to placethe call.

Note: Another way to place acall to auser isto double-click the user in the Extensions list.

Entering My Numbers

You can store your own phone numbers in your Wave account, such as your home number or
your mobile phone number. When placing, forwarding, or transferring acall, you can click My
Numbers and select one of your numbers.

To enter a number or address in the My Numbers list
1. Choose Tools > Options. The Options dialog opens.
2. Click the Personal \ My Numbers tab.

3. Click the type of number you want to enter or modify, for example Home or Mobile, then
click Edit.

To delete anumber, click it, then click Clear.

4. IntheNumber, Email, or IM address field, enter the phone number, email address or instant
messaging address.

5. Check Public to make the number publicly available. This has the following effects:

e Other users can quick-dial your public numbers (or make speed-dial shortcutsto
them) by right-clicking your name in their ViewPoint Extensions list. If unchecked,
the number is kept private and does not appear on this right-click menu.
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* When acall comesinto Wave from one of your public numbers, your name appearsin
the From column, and can be used to identify you, for example by other users' call
rules. If unchecked, calls from the number display as from “Unknown.”

Note: Incaseswherethe same number isdefined in different places, Wave chooses
thenameto display by prioritizing asfollows: (1) auser’s public number, (2) apublic
contact, (3) a private contact.

Note: Other programs can access to the number, for example, an ViewPoint Add-in that

automatically dials certain numbers. If unchecked, other programs cannot read or access
the number, though your system administrator can still view it.

6. Click oK to return to the Options dialog.
7. Click ok to close the Options dialog.

Quick-dialing from ViewPoint folders

In certain ViewPoint folders you can quickly place calls by either right-clicking an item or
selecting it and using the Actions menu. You can choose the following commands:

» Speed Dial. Immediately places a call to the default number of the selected item. For auser,
itishisor her extension. For a contact, it is the contact’s default phone number.

* Place Call. Opens a sub-menu that lets you choose from all the available numbers for the
selected item (for example, al of acontact’s numbers). You can also choose Other to open
the Place Call To dialog with that item selected (see “ Using the Place Call To dialog” on
page 6-3).

You can quick-dial the following types of call from ViewPoint folders:

To quick-dial... Use this folder Notes

A user or other Extensions (or the

extension ExtensionslistintheCall
Monitor’s Phonebook
pane)

A caller (call back) Call Log Placesacall tothe Caller 1D or callback number

associated with the call.

A message (call back) M essages (Inbox or Placesacall tothe Caller 1D or callback number
other folder) associated with the message.

A contact Contacts (or the

Contacts list in the Call
Monitor’s Phonebook
pane)
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Speed dialing by double-clicking
In the Extensions list, double-clicking an extension speed-dials that extension.

In the Contacts folder, double-clicking a contact may speed-dial the contact’s default number,
depending on how you have configured your Contacts folder (see “ Defining double-click
behavior in the Contacts folder” on page 12-8).

Placing calls using drag-and-drop

You can place acall to an extension, contact, or Group by dragging and dropping it either into
the Call Monitor or the Dial bar. When dropped, Wave places the call using the default phone
number.

For acompletelist of ViewPoint drag-and-drop operations, see“ Dragging and dropping items”
on page 2-14.

Placing calls using other contact managers

You can place calls by using other contact managers such as Microsoft Outlook, GoldMine or
FrontOffice 2000, or I nteract Commerce Corporation’s Act!. For moreinformation, see“Using
the Wave TAPI Service Provider and Contact Manager Assistant” on page 1-2.

Checking a number

To confirm that Wave has correctly interpreted a number or address that you have entered—for
example, that it has recognized the correct country on an international call—click next to
the Number or Address field. The Check Phone Number dialog opens. You can correct any
dialing errors here before you place the call.

Note: The Check Phone Number dialog opens automatically if the number you entered was
unclear or ambiguous.

Check Phone Number EHE

| &nother Mumber: 9, +1 {206) 115-1160

Call using: |9 - Phone number

=
Counitry/Region: IUnited Skakes (1) ﬂ

City/area Code: |206

Local number: |1 15-1160

v Use country code and area code dialing rules

v Show this again when a phone number is unclear

OF I Cancel Help
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To check a phone number
1. Under call Using, make sure the appropriate dialing service is selected for the type of call.
2. Under Country/Region, make sure the correct country is selected.

3. Under City/Area code and Local number, confirm that Wave has interpreted the number
correctly.

4, Select Use country code and area code dialing rules if you want Wave to apply dialing
rules that determine if anumber isalocal or long-distance call. Clear it to have Wave dial
the number exactly as entered, asif you had dialed it on the phone.

5. Click oK to close the Check Phone Number dialog.

Redialing numbers and returning calls

You can quickly perform the following dialing actionsin ViewPoint:

e Redial the last number you dialed. Press F12 on your keyboard.

* Return the last call you received. Press F11 on your keyboard. The name of the last caller
and the phone number appear in the status bar at the bottom of ViewPoint window.

Both these features are available from the File menu, including redial options for the last four
calls you placed while ViewPoint was running. You can redial older calls from the Call Log.
You can aso redial and return calls using the Dial bar (see“Placing calls using the Dial bar” on
page 6-2) or the phone commands (see the Wave Phone User Guide for more information).

Creating conference calls

Wave lets you easily conference multiple calls together. The Call Monitor folder treats a
conference call asasingle call.

The maximum number of parties that can be in a single conference can be between 4 and 30,
depending on your system's configuration. Ask your Wave system administrator for details.
You can create a conference call by:

* Adding partiesone at atimeto acall
e Combining separate active callsinto one
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Conference calls appear in the Parties pane of the Call Monitor. The pane showsall participants

other than yourself.
S Name & Status Number Duration  DID

5 Name & Status Humber Duration |~ Owner

You can right-click a participant in the Parties pane to perform commands on that participant,
like Hold or Disconnect.

Adding parties to a conference

Use this procedure to start and build a conference call. The call is placed on hold while you are
adding new parties, but the parties already conferenced can continue to talk to each other.

1

Dial thefirst party and wait for an answer.

2. Click the cal in the Call Monitor folder.
3.
4. Select the second party for the conference call or enter a phone number to dial, and then

Choose Actions > Conference. The Conference dialog opens.

click OK. See “Placing acall” on page 6-1 for more information.

Note: If you have more than one active call when you choose the Conference command,
click the New Call tab in the Conference dialog to place the call.

Conference

(%% Conferencing in Admin:
Complete

When the call is answered, you are connected to the new party in a separate call. The
Conferencing dialog opens giving you the option of adding the party to the conference or
not.

Release 1.5 SP3

N7 vERTICAL Wave ViewPoint User Guide September 2009



Creating conference calls 6-9

Chapter 6: Placing Calls in ViewPoint

5. Determine whether you want to add the new party to the conference. Then click one of the
following:
e Complete. The new party joins the conference call.
e cCancel. The new party’s call is disconnected, and you return to the conference call.

6. Repeat steps 2-5 to add more parties to the conference.

Adding parties to a conference using drag-and-drop

To drag and drop partiesinto aconference, you must have the Calls pane open in the Extensions
or Contacts folder, or the Phonebook pane open in the Call Monitor folder. For more
information, see “ Adjusting the Phonebook Pane layout in the Call Monitor” on page 2-12 for
instructions.

Drag and drop parties to the conference as follows:

» Using the Calls Pane in the Extensions or Contacts folder, you can drag users or contacts
onto the active call in the Calls Pane to automatically add them as partiesto the conference.
If you press Shift while you drag a user from the Extensions list, the Conference dialog
opens and provides further options.

« Using the Phonebook Pane in the Call Monitor folder, you can create a conference call by
pressing Shift and dragging and dropping a call, contact, or extension onto another call.

Note: For other drag-and-drop operations you can perform in ViewPoint, see “ Dragging and
dropping items’ on page 2-14.

Conferencing multiple active calls together

Use the following procedure when you have two or more separate existing calls that you want
to conference together with yourself. Note that you cannot conference two conference calls
together.

To conference separate existing calls together:

1. Select dl the callsthat you want to conference together. Press Ctrl on your computer
keyboard as you select multiple calls.

2. Choose Actions > Conference. The selected calls are now conferenced with you.

Release 1.5 SP3 N7 VERTICAL Wave ViewPoint User Guide September 2009



Supervising other users’ calls 6-10

Chapter 6: Placing Calls in ViewPoint

Ending a conference call

A conference call normally endswhen all parties hang up at roughly the sametime. If you leave
the conference call early, by default the conference call continues without you. The other
participants can continueto talk, evenif you started the conference and your company is paying
for the outgoing calls used to createit. To terminate the call, each participant must hang up, or
you must disconnect al parties.

Your system may be configured to disconnect the conference when you leave.

Supervising other users’ calls

With the proper permissions, you can enter another user’s call as a third party without being

invited. Thisis usually done by a manager to supervise the other user, or by an operator to

briefly join someone's call to announce something that needs immediate attention.

You can supervise callsin the following ways:

* Monitor. You can listen to the other user’s call without being heard by the other partiesin the
call.

e Coach. You can speak to the other user without being heard by other partiesin the call. The
other user isthe only party to hear you. You hear al parties.

« Join. You join the call asafull participant, able to hear and be heard by al partiesin the
call. Essentially, you create a conference call by inviting yourself in.

Each supervise command is available only if you have permission to use that command and the

user is configured to alow being supervised with that command. Talk to your Wave system

administrator about whether you can monitor, coach, and join other users’ calls, and which users
you can supervise, if any.

Note: When supervising acall with multiple users, all other usersin the call must be
configured to allow being supervised with that mode. If even one user already in the call does
not permit being supervised, you cannot supervise the call.

Depending onyour system setup, if the person you are supervising leavesthe call—for example,
transfers it to someone el se—you are disconnected.

To supervise another user’s call using ViewPoint

1. Select one of the following:
e A calintheCal Monitor.
e A userinthe Extensionslist who is currently on acall.

2. ChooseActions > Supervise, and select the supervisor mode you want to use. The optionis
available only if both you and the other usersin the call permit that supervisor mode.
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To supervise another user’s call using the phone

1. Pick up the phone and enter one of the following commands at the dial tone:
e *57.Join.
» *58. Coach.
* *59. Monitor.

2. Enter the extension of the user whose call you want to monitor, coach, or join, followed by
#.

3. Press 1 to confirm the extension, or press * to enter a different extension.

Note: You can enter the complete digit string rapidly without waiting for the prompts.
For example, *58 102# 1 to coach extension 102.

4. Once connected to the call, you can use the following phone command options:

» To change the supervising mode—for example, from monitoring to coaching—press
Flash, then enter the code for the new mode.

» To supervise adifferent user, press Flash # to return to the dial tone, then begin again.
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About managing voice messages in ViewPoint

You can manage your voice messages and call recordings in the Wave ViewPoint in the same
way that you manage e-mail messagesin your e-mail program. Your new voice messages or
recordings appear in alist in your Inbox folder according to the time and the caller. You can
listen to them in any order you want, and you can easily forward them, reply to them, or save

them.

For instructions on how to listen to voice messages or recordings using the phone commands,

see the Wave Phone User Guide.
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The Messages folder

The Messages folder is your complete voice mailbox. It contains your Inbox, Saved, and
Deleted folders, which hold your voice messages aswell as any call recordings sent to your
mailbox. New messages appear in the Inbox folder. Use the audio controls above the status bar

to play your voice messages. When you play a message, the audio bar shows elapsed message
playback time in minutes and seconds.

ﬁlnhox - ¥Yertical Wave YiewPoint H=]E3
File  Edit Wew Tools Actions  Help Dial: Enter & number or name ko dial -
DB New - _I | s X | LgReply o Reply to Al B Forward | [Eé]nssoci_ate 7)) |
_ B| ' |é| From | Received \‘| Length| Mumber | Mo
% Saved Steve Torte 5/30/2008 11:26:27 AM 03 117 m
\ﬂ Deleted (1) 5/19/2008 12:18:31 PM =

4| | 7]
1% call Monitor

Wave - 5/19/2008 12:18:31 PM | Motes
[ Contacts

‘Welcome! Ta set up your voice mail and phone system account, we recommend that you record your -
:ﬁ, Call Log wvoice title and create a custom voice mail greeting, For instructions, please refer to the pocket reference LI

r 1
Azl ae|un |HG| } 00:00.0

| 21tems, 2 Unheard | Matt Wialler (x171) | FwD +| @9 wailable ~| % + 2

Voice messages have the following display attributes:
< Bold text indicates a new (Unheard) message.

e Fw: in the From column indicates a message that was forwarded to you.

Note: You can view the date on which aforwarded message was created by showing the
Created column in the Messages folder. See “ Customizing columns’ on page 12-8.

e RE: inthe From column indicates a message that was sent to you in reply to another
message.

Release 1.5 SP3 N7 VERTICAL Wave ViewPoint User Guide September 2009



About managing voice messages in ViewPoint 7-3

Chapter 7: Managing Voice Messages in ViewPoint

Messages folders

You can store your voice messages in multiple folders. The Messages folder contains three

predefined folders:

* Inbox folder. New voice messages appear here. After you listen to them, they remain here
unless you move or delete them.

* Saved folder. Saved messages appear here. When you save a message by using the phone
commands, it moves to the Saved folder.

* Deleted folder. When you delete a voice message in ViewPoint, it is moved to the Deleted
folder. Voice messages del eted using the phone commands do not appear in the Deleted
folder. To empty the Deleted folder, see “ Emptying the Deleted folder” on page 2-19.

Note: Thelnbox and Saved folders are the only voice message fol ders accessible through the
phone commands. Voice messages in other folders are not accessible using the phone.

Viewing Custom Data

M essages fol ders contains a Custom Data column that is hidden by default. By showing it you
can view all custom data that your office might have associated with the call, for example,
customer ID or caller priority. To show columns, choose View > Current View > Show Columns.

Archiving voice messages and call recordings

The system may be set up to periodically archive your ol der voice messagesand call recordings.
If you find that your messages disappear from your voice mailbox, ask your Wave system
administrator whether they have been archived. You can access archived messages using the
Wave Archived Recording Browser (see Appendix A).

Managing thousands of voice messages or call recordings

If you need to manage thousands or millions of messages or call recordings, you should have
your Wave system administrator set up automatic archiving, or manually archive your
messages. This eases the performance burden on ViewPoint and the Wave |SM, and you can
still use the Archived Recording Browser to quickly review, search, and manage the recordings
(see Appendix A).
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Listening to your voice messages and call recordings

To listen to a voice message or call recording, double-click it in any Messages folder. For
instructions on using the audio controls, see “Using the audio controls’ on page 2-19.

You can play the message or recording either over your computer's speakersor over your phone.
Choose Tools > Audio Output to switch audio output from one to the other. You can also use the
button on the right side of the status bar.

Note: You can open other ViewPoint folders while a message is playing and the message will
continue to play. The message stops playing, however, if you open afolder with another audio
control visible, for example, the Greetings folder.

Listening to a voice message as it is being left

To listen to a voice message as the caller isleaving it, without being heard by the caller, see
“Screening a voice message asit is being left” on page 5-6.

Handling your voice messages

You can perform the following tasks on a voice message using afew mouse clicks:

» Forward it to other users. See page 7-5.

» Reply to one or more users directly with a voice message of your own. See page 7-5.
* Returnthecall, if the Caler ID or contact information is available. See page 7-6.

« Export the voice message as a WAV or MP3 file. See page “Exporting ViewPoint
recordings’ on page 2-25.

« E-mail the voice message as a WAV or MP3 file attachment. See page 7-6.

« Open the contact record of the contact who left the message. See page 7-6.

» Call back the person who left you the message. See page 7-6.

« Associate a message with a contact so the caller is recognized. See page 7-7.
» Delete avoice message. See page 7-7.

* Mark an existing message Private, Unheard, or Urgent. See page 7-7.

* Add notes to an existing message. See page 7-8.

« Send a new voice message to other users. See page 7-9.
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Forwarding a voice message

You can forward a voice message, except if it is marked Private, to one or more users. A copy
of the message is sent directly to the voicemail of al recipients.
You can also attach arecording of your own at the beginning of the forwarded message. For

example, “Bob, thisisJim. | received thismessage and thought you would want to hear it.” Your
recording precedes the forwarded message.

To forward a voice message

1. Inany Messages folder, right-click avoice message that you want to forward and select
Forward on the shortcut menu. The Forward M essage dialog opens.

2. Inthe Available Users list, select the users or groups to whom you want to forward the
message. Selecting a group forwards the message to all members of the group. Select
multiple items by holding the Ctrl key while you select.

3. Click Add to move the selected users/groups to the Recipients list.

4. Optionally, record a short message that introduces the message you are forwarding. Usethe
audio contrals (for detailed instructions, see “Using the audio controls’ on page 2-19).

5. Click send. A copy of the selected voice message, preceded by your short introductory
message, is forwarded to the recipients. When recipients select the message, they can view
(intheTo field) alist of other users who received the same message. Users can reply to the
sender or to all recipients.

Replying to a voice message

Replying to avoice message | ets you send arecorded reply directly to the voicemail of the user
who sent you the message. You can send thereply to other usersaswell. Select the message and

choose Actions > Reply. Then perform steps 3-5 of “To forward a voice message” in the
previous section.

You can reply in thisway only to a message |eft by another Wave user. You cannot send a
message in reply to a message |eft by an external caller.

Note: Replying to a message sends a new message to another user's voicemail. To call back
the person who left you the voice message, choose Actions > Place Call instead (see the next
section).

To reply to all recipients of a message
1. Select the message.
2. Click Actions > Reply to all.

The recipients are listed in the Recipients pane of the Reply to Message dialog.

Release 1.5 SP3

N7 vERTICAL Wave ViewPoint User Guide September 2009



Handling your voice messages 7-6

Chapter 7: Managing Voice Messages in ViewPoint

Calling back the person who left a voice message

You can call back the person who left you a voice message by using the Wave Place Call or the
Speed Dial command. Place Call lets you choose the number to call if several numbers are
available. Speed Dial returns the call to the default number.

Note: On messages from unidentified callers, Wave places a call to the phone number from

which the message originated. If the message was | eft by someone calling from an office (PBX)
extension, you might not be able to connect to the correct party.

To call a person back

1. Select the voice message left by the person you want to call back.
2. Onthe Actions menu, choose Place Call or Speed Dial.

E-mailing a voice message

You can e-mail avoice message asa WAV or MP3 file attachment to someone who is outside
the Wave system.

To e-mail avoice message, you must have an e-mail reader that supportsMAPI installed on your
computer, such as Microsoft Outlook or Eudora Pro.

To e-mail a voice message
1. Select the message you want to send by e-mail.

2. ChooseFile > Send To, and select the desired format for the Mail Recipient. Your MAPI
mail ViewPoint Send dialog opens with the message attached.

3. Address and send the e-mail as you normally would.

Opening the contact record from a voice message

If avoice message was left by an identified contact (see Chapter 10), you can open the contact

record to view or change information about the contact. To do so, choose Actions > Open
Contact.
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Deleting voice messages

By default, messagesin the Deleted folder that are older than three days are permanently
removed from Wave. For information about how to change the default, see “ Emptying the
Deleted folder” on page 2-19.

To move a voice message to the Deleted folder

1. Select the message.

2. Choose Edit > Delete. The message is moved to the Deleted folder. You can still play it or
retrieve it if necessary.

Deleting a voice message permanently

To delete a message permanently, hold down the Shift key while you choose the Delete
command. A messageis al so deleted permanently when you deleteit from the Deleted folder or
empty the Deleted folder. See “Managing the Deleted folder” on page 2-18.

Associating a voice message from “Unknown” with a contact

A voice message that appears from “Unknown,” means that Wave could not identify the caller
as aWave contact or user (Caller ID, if present, is still shown inthe Number column). You can
associate the message with a contact, so that the correct name appears in the Call Monitor and
so that Wave identifies the contact on subsequent calls from that phone.

See “Associating acall or Caller ID number with a contact” on page 10-9 for complete
instructions.

Marking a voice message unheard
To mark an old (heard) voice message as new (Unheard), select the message and then choose
Actions > Mark As Unheard.

Marking a voice message urgent or private

You can mark avoice message Urgent, Private, or both. Private messages cannot be forwarded,
and users who share your mailbox cannot play them, reply to them, or call back the sender.

Theiconsin the columns to the right of the envelope icon show whether a message is Urgent
17 or Private 3 .
» To mark avoice message Urgent, select the message and choose Actions > Urgent. Select
the command again to remove its Urgent status.

» To mark avoice message Private, select the message and choose Actions > Mark As Private.
After amessage is marked Private, it cannot be made not Private again.
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Adding notes to a voice message

To add written notesto avoice message, click the message and type your notesin the Notes Pane
at the bottom of the Messages folder. Notes that you enter during a recorded call are
automatically saved with the recording in your Inbox.

Any notes on a message accompany that message if it isforwarded to other users.

Hiding and showing notes

To hide or display the Notes Pane, choose View > Notes Pane. To hide the Notes column, see
“Showing and hiding columns’ on page 12-8.

Managing call recordings

The following types of call recordings can appear in your Inbox:
* Recordings that you made yourself using the Call Monitor (see “Recording acall” on
page 5-10).
» Recordings made automatically by the system. Usually such recordings are sent to the voice

mailbox of a Wave system administrator. If you are receiving such recordingsin error,
speak to your Wave system administrator.

You can listen to a call recording by double-clicking it, just as you listen to a voice message.
Any command you can use on a voice message you can also use on acall recording.

Managing your voicemail maximums

Your voice mailbox has alimited amount of disk space (in minutes) to store your voice
messages. In addition, your mailbox has a maximum length for any individual message (by
default 180 seconds, or three minutes). You can change your maximum message length in
Tools > Options > Voice Messages, but check with your Wave system administrator before
increasing it.

If you log on to Wave by using the phone commands and your mailbox is nearly full, Wave
prompts you to empty your Deleted folder.

Setting a maximum length for your voice messages

You can set amaximum length for voice messages. If a message exceeds the time limit, Wave
sends the message. The default maximum is 180 seconds (three minutes). The highest
maximum you can set is 300 seconds (5 minutes), unless your administrator changes the limit.

Note: Call recordings are not limited by message length, only by the size of your mailbox.
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To set the maximum length for voice messages

1. Choose Tools > Options. The Options dialog opens.

2. Click the Voice Messages tab.

3. Inthe Maximum message length field, enter a number of seconds.
4. Click OK.

Sending a message directly to a user’s voicemail

You can record a message and send it directly to the voicemail of one or more Wave users.
1. ChooseFile > New > Voice Message. The New Message window opens.

#; New Message

Ayailable Users: Fecipients:
&8 4Public Test A
Q ACT Huntgroup Yaice. ..
& Admin
Q Brad Kelley
Carol French
s Carol Atroni v

Options
[ Private [ Urgert

Audio

H 00:00.0

HMotes

Send [ Cancel ][ Help ]

2. Click the recipients who you want receive the message in the Available Users list. Hold
down the Ctrl key as you click to select multiple users. If you select a Group, the message
is sent to every user within the Group.

3. Click Add to move the selected users to the Recipients list.

4. Usethe audio controls to record the message. For instructions, see “Using the audio
controls’ on page 2-19.
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5. Select any of the following options:
« Private. The voice message is marked Private and cannot be shared by the recipients.
e Urgent. The voice message is marked Urgent.

6. In Notes, type any notes that you want to accompany the message. The notes appear in the
Notes column of the recipients Messages folders.

7. Click send to send the message.

Knowing when you have new voice messages
New voice messages appear in the Inbox folder soon after they are left. Wave indicates new
voice messages in the following ways:
* Number in navigation pane
* Stutter dial tone
* Message-waiting light (if supported by your phone)
« Sound played
« E-mail, pager, and call notifications

Number displayed in the Navigation Pane
ViewPoint's navigation pane displays the number of new messagesin two

Messages

places: next to Inbox in the navigation bar, and next to the specific folder .

(for example, Messages) in the Favorite Folders list. |f: ;:\'j:;“’ |
Stutter dial tone # pelted

A dial tone that begins with a stutter when you pick up the phone indicates

that you have Unheard voice messages.

“f Messages (1)

Message waiting light ki

If your phone has amessage waiting light that Wave supports, you can have || = contacts

it flash to indicate new voice messages. £3 calliog
Sound p|ayed ';I‘% Eonﬁguratior;

You can have Wave play a sound whenever a new voice message arrives.
Choose Tools > Options, click the Voice Messages tab, and check Play a
sound when a new message arrives.
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E-mail, pager, and call notifications

Wave can aert you by e-mail, page, or phone call whenever you receive a new voice message.
Thisfeature is handy if you are working at aremote |ocation without ViewPoint. You can then

call your office and hear your messages. Your Wave system administrator can set up e-mail,
pager, and call naotification for you.

You can receive notification for all voice messages, or for urgent messages only. You can also
receive notifications only on specific days or at specific times. See “ Scheduling notifications”
on page 7-14.

Note the following:
« For email notification to work properly, the Wave ISM must be configured correctly. See
your Wave system administrator if you encounter any problems.

* Notification is sent only for new voice messages, not new call recordings.

Setting up e-mail notification

E-mail notification messagesincludethe caller'sname (if available), the phone number at which
the call originated, the extension at which the message was | eft, the message length, and any
notes associated with the message. You can even have Wave attach the voice message itself to
the e-mail as an audio file so that you can play it wherever you are.

To set up voice mail notification
1. Choose Tools > Options. The Options dialog opens.
2. Click the Voice Messages\ E-Mail Notification tab.

3. Select one of the following notification options on the drop-down list:
* Do not send e-mail notifications. You do not receive e-mail notification of new voice
messages.
* Send e-mail for all messages. You receive an e-mail notification whenever you
receive a new voice message.

* Send e-mail for Urgent messages only. You receive an e-mail natification whenever
you receive a voice message marked Urgent.

4. Inthe E-mail address(es) field, type one or more e-mail addresses to which you want Wave
to send natifications. Separate addresses by semicolons.
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5. Toinstruct Wave whether to attach the voice message to the e-mail asa WAV file, select
one of the following options on the drop-down list:

e Do not attach voice message. Messages are not attached to the e-mail.

e Attach voice message. Messages are attached to the e-mail and also appear in the
Inbox folder marked as new (Unheard).

e Attach voice message and mark as heard. Messages are attached to the e-mail and
appear in the Inbox folder marked as old (heard).

e Attach voice message and delete from Inbox. Messages are attached to the e-mail and
are moved to the Deleted folder.

6. Click oK.

Setting up pager notification

Pager notifications can include the Caller ID of the voice message, the Wave extension that the
caller dialed, and the length of the voice message.

To set up pager notification
1. Choose Tools > Options. The Options dialog opens.
2. Click the Voice Messages \ Pager Notification tab.

3. Select one of the following notification options on the drop-down list:
* Do not send pager notifications. You do not receive pager notification of new voice

messages.

* Send a page for all messages. YOU receive a page whenever you receive a new voice
message.

e Send a page for Urgent messages only. YOU receive a page whenever you receive a
voice message marked Urgent.

4. Inthe Dial Sequence field, enter the dial string for your pager, including the phone number
of the paging service and your pager's PIN, if required. The dial string can contain any
touch tone digit (0-9, *, #). You can enter commas to indicate 2-second pauses in the dial
sequence.

You can also use the following special charactersto add information to the page:

e | ori sendsthe Caler ID number (for an external call) or Wave extension (for an
internal call).

« E or e sends the Wave extension that the caller dialed.
e L orl sendsthe length of the voice message in seconds.
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For example, the dial sequence 18007771000, ,,1245983#E causes Waveto dial your
paging service, pause for 6 seconds, enter your pager’'s PIN (1245983) followed by # to
indicate end-of-PIN, enter your extension (the extension at which the voice message was
left), and then hang up. Your pager would display only the extension, 103 for example.

5. Click OK.
Note:

« |If youreceive only the last portion of the pager data that you specify, you may not
have placed enough pauses between the pager number to be dialed and the

information to send. If this problem occurs, add more commas to the Dial Sequence
field.

« Do not enter multiple stars (*) in arow in the pager string. Use only one star to send a
dash. Multiple consecutive stars can terminate the page message.
Setting up call notifications

Wave places notification callsto the number of your choice. The natification call says, “<voice
title> has a new voice message from <caller’s voice title if available>. Press # to hear your

message.” By pressing #, you can log onto the account and hear the new message, and even
press 4 3 to call the person back.

To set up call notification
1. Choose Tools > Options. The Options dialog opens.
2. Click the Voice Messages\ Call Notification tab.

3. Select one of the following notification options from the drop-down list:
* Do not place call notifications. Calls are not placed for new voice messages.
* Place call for all messages. A call is placed whenever a new voice message arrives.

Place call for urgent messages only. A call is placed whenever a voice message
marked urgent arrives.

4. Enter the phone number to which natification calls are placed in the Number field. You can

asoclick _-| to openthe Notify Me via Call dialog, where you can select the number to
call (see“Using the Place Call To dialog” on page 6-3).

5. Click oK.

Note: You can enter or change the phone number to which notification calls are sent using the
phone commands. To do so, log on and press 6 4. By logging on from aremote phone, you can
have call notifications sent to wherever you are.
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Scheduling notifications

If you do not want to receive notifications 24 hours aday, 7 days aweek, you can schedule
notificationsto occur at specific times only. For example, you can have Wave send notifications
only during business hours or after business hours on work days. You can also set up custom
hours. You can create different schedules for e-mail, pager, and call notification.

Note: Notifications are never queued for later delivery. When you use a schedule, voice
messages that arrive during an unscheduled time do not produce notifications at all.
To schedule notifications

1. Choose Tools > Options. The Options dialog opens.

2. Under Voice Messages, choose the notification tab for the type of notification that you
want to schedule.

3. Click schedule. The Schedule Notifications dialog opens.

Schedule Email Notifications [ %]
" Always send a notification
& Only send a notification during the Following times:
Description Enabled
T e
OF I Cancel | Help |
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4. Click only send a notification during the following times. Then click Add. The During
Dates and Times Wizard opens.

During Dates and Times E

This schedule applies during the days and times specified.

During business hours
During non-business hours
After business hours on workdays

On non-workdays

i Bie Bie e BiC |

On holidays
Wiew Business Hours, Waorkdays and Holidays

o During custom hours

v Enable this schedule action = Back | Finish | Cancel |

5. To base the natification times on your system’s business hours, click one of the optionsin
the top group. Click the link to view your system’s schedule for business hours and
holidays. After making your selection, click Finish.

To base notification times on another schedule, click During custom hours, then click
Next. See the next section, “ Specifying custom hours.”

Check Enable this schedule action to make this schedule action active. Unchecking it
means that notifications will not be sent during the time frame specified in this schedule
action.
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Specifying custom hours

To specify custom hours

1. If you selected During custom hours as your schedule action, click Next on the During
Dates and Times page to open the next Wizard page, where you can specify when the
notification activates.

During Dates and Times E

Weekly | n a Specific Date and Time I

The following weekdays and hours define the schedule:
r Monday I
r Tuesday I
r Wednesday I
r Thursday
r Friday
r Saturday
r Sunday

V¥ Enable this schedule action < Back | Finish I Cancel |

To have the notification activate on a daily or weekly basis

1. Onthe Weekly tab, check the days on which you the call rule to activate. The notification
will activate every week on that day during the times specified.

2. Toedit the active hours for aday, click the | button for that day. You can also typein the
hours using hyphens for a range and commas to separate multiple ranges. For example:
9:00 AM - 12:00 PM, 1:00 PM - 5:00 PM.

3. Click Finish.
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To have the notification activate on one or more individual dates
1. Click the On a Specific Date and Time tab.

During Dates and Times E
Weekly |

Add specific dates and times to your schedule:

Date: | ei13izoos x|

Time Ranges:  [3:00 M - 5:00 P _I ﬂ_ddl

Dates and Times:

Date A | Time Ranges | REemove |

v Enable this schedule action < Back | Finish | Cancel |

2. Enter or select aDate from the drop-down calendar control to specify when the notification
will be active.

3. To edit the active hours for that date, click _.|. You can also type in the hours using
hyphens for arange and commas to separate multiple ranges. For example: 9:00 AM -
12:00 PM, 1:00 PM - 5:00 PM.

4. Click Add to add that date, with its selected hours, to the Dates and Times list.

5. Repeat steps 2 through 4 to add other dates to the Dates and Times list, if needed. The
notification will activate on each date/time specified in the Dates and Times list.

6. Toremove adate from the Dates and Times list, click it and click Remove.

7. Click Finish when done.
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Managing voicemail greetings

Greetings are recorded messagesthat call ers hear when they reach your voicemail. For example,

“Thisis Steve. I'm not at my desk at the moment, but leave me a message and I’ll get back to
you soon.”

With Wave you can record and store multiple greetings and specify when you want Waveto use
each one. For example, you can have anormal greeting for everyday use, another greeting for
extended absences, and a third greeting for vacations. You can aso create and use custom
greetings for individual callers (see Chapter 11).

Space for greetings

You have alimited amount of disk space for greeting and voicetitle recordings. See your Wave

system administrator to find out how much space has been allocated to you and how much you
have used.

The Greetings folder

The Greetings folder lets you view and manage your greetings. To open the Greetings folder,
click configuration in the navigation bar, and then click Greetings.

E‘Matt Valler - Greetings - Yertical Wave YiewPoinkt

File  Edit Wiew Tools Actions  Help Dial: Enter a number or name ko dial -

Shew -] o | @ X | W@

€ Greetings

QQ- Routing Lists
@ GEroups

[% PublicGroups

(4 Messages {2)

Initial Greeting . | Maotes
1% call Monitor

The person you have attempted to reach is unavailable, Please leave a message after the tone, When -
finished, hang up or press the pound key For more options. To leave a callback number, press 7. I you j

b o4 @ |-I\I b |EE}| )' 00:00.0

| 1 1tem | matt weallet (21713 | FuD | @9 available | 9 -

[ Contacts
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The Greetings folder contains three sections:
e The Greetings list. Your existing greetings appear here.

* The Notes Pane. This pane displays the contents of the greeting. To hide or show the Notes
Pane, choose View > Notes Pane.

e The audio controls. Use these controls to record a new greeting, import a greeting from
disk, or rerecord a selected greeting. See “ Using the audio controls’ on page 2-19.
The active greeting
Theactive greeting isthe greeting that Wave plays by default when callersreach your voicemail.
Only one greeting at atime can be the active greeting.
Greeting hierarchy

A routing list, acall rule, and your active greeting can all specify a different greeting to play
when the caller reaches the final action of your routing list (usually the final action is your
voicemail). In cases of conflict, Wave uses the following rules:

 If therouting list being followed specifies a greeting, that greeting plays, overriding all
other settings.

« If therouting list does not specify a greeting, then Wave uses the standard hierarchy for
active settings.

Recording a new greeting

To record a new greeting
1. ChooseFile > New > Greeting. The Greeting dialog opens.
2. Enter aName for the greeting.

3. Inthe contents field, enter adescription of the greeting. This description can be the text of
the statements used in the greeting.

4. Record the greeting by using the audio controls. See “Using the audio controls’ on
page 2-19.

5. Click OK.

To rerecord or edit an existing greeting, double-click the greeting in the Greetings folder and
edit the greeting by using the audio controls.
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E-mailing a greeting

You can e-mail agreeting asaWAV file attachment.
To e-mail a greeting
1. Select the greeting that you want to e-mail.

2. ChooseFile > Send To, and select the desired format for the Mail Recipient. Your MAPI
mail ViewPoint Send dialog opens with the message attached.

3. Address and send the e-mail as you normally would.
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Using the Call Log Folder

Chapter Contents

The Call Log folder
Taking notes on a Call Log entry
Associating a call from “Unknown” with a contact
Returning a call in the Call Log
Entering an account code for a Call Log entry
Opening the contact record from a contact’s call

The Call Log folder

The Call Log folder contains arecord of al incoming and outgoing phone calls associated with
your extension. Internal calls (calls between Wave users) may or may not be logged, depending

on how your Wave system administrator set up the system.To open the Call Log folder, click its
entry in the navigation bar.

File  Edit  View

e -] @

B can Log - Vertical Wave ViewPoint

Tools  Actions  Help

|| | 1D=y

Dial:

- InjOutbound calls = | @) J

ﬁ Call Log

AL AL ——|
“¢ Messages (1)

fi call Monitor

=] contacts

ﬁ Call Log

ﬁ Configuration

»

£ CallLog

Gb From To

Murnber Start Time

There are no items ko show in this view,

% Durati

3

- | Mates

Last caller: Matt Heck at 9/11/2007 2:49 PM

2 Items, 1 Unheard | Mi Anatolia (x499)

FwD v | Yy v
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Call Log folder filters
The Call Log folder toolbar containsthe following drop-down liststhat enable you to view only
the calls you want.

1Day * Infoutbound cals =

Use either or both of the following:

* Time filter. View the most recent calls according to the time frame you select. The time
frame begins at midnight for the range selected; for example, “1 day” shows calls since
midnight of the current day, and “1 month” shows calls since midnight of this date last
month.

 Inbound/outbound filter. View only inbound calls, only outbound calls, or both.

Call Log folder columns
Press F1 to see adescription of the columns availableinthe Call Log. Many columnsare hidden
by default.
You can view more information for a call in the following ways:
» Double-click acall to view it in the Call Details dialog, in which more columns are
displayed. See the next section.

« Add more columnsto the Call Log folder itself. See “ Customizing columns’ on page 12-8.

Viewing call details
You can view more information about your callsby double-clickingacall inthe Call Logfolder.
The Call Details dialog opens.

£ call Details H=]E3 I
ﬂ“ Unknown 4/24/2008 11:55:33 AM  4/24/2008 11:56:42 M 1:09 4,!’
KN | i
Copy ko Clipboard | Help |

The Call Details dialog displays a separate line for each party in the call.

Note: TheCall Detailsdialog shows current information about the partiesin thecall, whilethe
Call Log folder shows the information as it was at the time of the call. Therefore the two can
sometimes be different, for example, if the call was from a contact and you changed the
contact’s name since the time of the call.
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Column Description
#3 oW Indicates the incoming and outgoing components of the call,
. * respectively.

Name Name of the partiesin the call. On incoming calls,
“Unknown” appears unless the user identified the caler asa
contact. On outgoing calls, the user’s name appears.

Start Time Date and time that each party began participating in the call.

End Time Date and time that each party left the call.

Duration Duration of the call.

Answered Time
Answered By

Account Code

Number

Number Type

Access Code

DID

Device

Date and time that the call was answered.
Name of the users for whom this was an incoming call.

Account code associated withthecall, if any. See” Entering an
account code for a Call Log entry” on page 8-6.

On incoming lines, Caller ID name and number, if available.
On outgoing lines, the number dialed. On acall to or from
another Wave user, thisfield contains <NA>.

The type of number displayed in the Number column. Types
are:

Phone: External phone number
Internet: Internet or | P network address
Extension: Internal extension

On outgoing calls and incoming calls over an | P gateway, the
access code of the dialing service used to place the call.

On incoming lines, your Direct Inward Dia number if the
caller used it to call you. DID is not applicable for outgoing
lines.

On incoming lines, the trunk or station number at which the
call was placed. On outgoing lines, your station number.
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Call Details Columns (continued)

Column Description

Dial String Digitsthat Wave actually dialed over the trunk, which can be
different than the digits Wave displays in a contact's phone
number. For example, adia string can contain an international
or long-distance access code, least-cost routing information,
or dialing prefix or suffix.

Left Message A check in thisfield indicates that the caller |eft avoice
message.
Result How the call ended. The possible outcomes are:

Abandoned: The caller hung up before the call was answered.
Connected: The call was answered.

To voicemail: The call was sent to voicemail.

Blind Transfer: A blind transfer sent the call to another
extension.

Supervised Transfer: A supervised transfer sent the call to
another extension.

Unknown: Wave was unable to identify the outcome of the call.
Login: The user logged in to Wave at a remote phone.

Custom Data Custom data, if any, associated with the call. Custom data can
be collected by VR Plug-ins or Contact Center queues that
prompt the caller for information.
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Taking notes on a Call Log entry

By clicking Notes in the bottom pane, you can take notes on a Call Log entry. Notes can help
identify acall in the list or summarize important information about a call.

To take notes on a Call Log entry, select the entry, click in the Notes Pane, and then type your
notes. When you are done, you can press Enter or click your mouse anywhere. The notes you
just created appear in the Notes column for that Call Log entry.

Associating a call from “Unknown” with a contact

When aCall Log entry appearsfrom “Unknown,” it means that Wave was unableto identify the
caller as aWave contact or user. You can associate the call with a contact, so that the correct
name displays and Wave identifies the contact on subsequent calls from that phone.

See “Associating acall or Caller ID number with a contact” on page 10-9 for complete
instructions.

Returning a call in the Call Log

To return a call in the Call Log
1. Select the call in the Call Log folder that you want to return.

2. Onthe Actions menu, choose one of the following:

* Place Call. This command lets you choose the number to dial from a submenu. If the
caller is acontact, you can choose the phone number to call from the list of the
contact’s phone numbers. You can aso choose to call by using the Caller ID number
of the call.

* Speed Dial. Thiscommand places a call immediately to auser’s extension, acontact’'s
default number, or an unknown caller’s Caller ID number. You can also choose Speed
Dial by double-clicking the call.

3. Click ok. Wave dials the number.
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Chapter 8: Using the Call Log Folder

account code for a Call Log entry

You can enter an account code or change the one already entered for acall inthe Call Log. You
must have permission to view and edit the Call Log to enter or change account codes.
To enter an account code for a Call Log entry

1. Select the call, and then choose Actions > Enter Account Code.

Account Code: I

OF I Cancel | Help |

2. Enter an account code. You can enter numbers, letters, or other characters.
3. Click oK.

You can also enter an account code during acall using ViewPoint (see “ Entering an account
code for acall” on page 5-13) or the phone commands.

contact record from a contact’s call

If acall wasidentified as being from a contact, you can open the contact’s record to view or

change information about that contact. To do so, select the call and choose Actions > Open
Contact.
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About call forwarding and routing lists

Vertical Wave provides two ways of receiving your calls at a phone other than your own,

ensuring that you do not miss important calls when you are away from your desk:

« Call forwarding. Your incoming callsring at another phone. You can use another extension
or an external number (for example, your home phone number). Click Tools > Call
Forwarding to forward your calls to another number (see “Forwarding calls’ on page 9-2).

* Routinglists. Your incoming callstry a series of phone numbers until you answer at one of
them. You can also specify how your calls are handled when you are on the phone or do not
answer. Open the Routing Lists folder to create routing lists (see “ Using routing lists’” on
page 9-4).
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Forwarding calls
To turn call forwarding on:
1. Choose Tools > Call Forwarding. The Call Forwarding dialog opens.

6+ call Forwarding g\ﬁ\@
Call Fowarding Settings
O On [enter or select a number below]
@ Off: Station 0
General | Advanced
Name/bumber, | v

Ty

by Mumbers | | Admin o

Atkendant

Brad Kelley 245

Carol French 110

Carol Attoni 129

Chris Hunk 102

Chris Bench 305

Churk Erooks 259 b

Disl Number

ok [ caneel | [ He

2. Click on.
3. Enter or select the number to dial in one of the following ways:

« Enter the number to which calls are forwarded in the Name/Number field. You can
also type the name of a contact or user.

» Click Extensions and select an extension on the list. You can also select an auto
attendant, IVR Plug-in, or Group.

» Click contacts and select a contact on the list. The contact’s default phone number
appears in the drop-down list below the main list. If the contact has more than one
phone number associated with it, you can select a different number on the drop-down
list.

» To create anew contact, click =] to open anew Contact dialog. To edit the currently
selected contact, press Alt and click =]. See “Entering a new contact” on page 10-4
for more information.

« Toforward your callsto one of your own phone numbers, such as your home or
mobile phone, click My Numbers and select it on the list. To edit your My Numbers
list, click . See “Entering My Numbers’ on page 6-4.
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4. To enter an account code that will automatically be associated with all calls forwarded to
this number, type avertical bar character (]) after the number, followed by the account
code.

At this point most users can click OK to complete call forwarding. The following step is
for advanced Wave users.

5. To set other call forwarding options, click the Advanced tab.

{-':-l Call Forwarding M= B3
"Call Forwarding Settings

" On (enter or select a number below)

' Off: Station 17

General

‘When Forwarding calls to an external number
v Prompt recipient ko accept or decline call

r Prompt recipient for password

‘Wait For answer: ISD seconds

OF I Cancel Help |

You can set any of the following options:

e Prompt recipient to accept or decline call. If checked, when you pick up the phone at
an external number, Wave announces the caller (“Call from”) and intended recipient
(“Cadll for") and asks you to accept or decline the call. Unaccepted calls proceed to the
next action in your routing list, usually your voicemail.

You can use this checkbox to have all your unanswered calls go to your Wave
voicemail, rather than voicemail at your forwarded number(s).

The call announcing prompt loops, so you might not hear it from the beginning
when you pick up the phone. Press any key on your phone other than 1 or 2 to start
the prompt at the beginning.

This option is used only when forwarding calls to an external number. When
forwarding to an internal extension, your normal call announcing settings are used.
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e Prompt recipient for password. |f checked, the person who picks up the phone hears,
“Call for <your voice title>. Please connect me.” To be connected to the caller, you
must enter your Wave password. Entering a password ensures that only you can
receive your forwarded calls. Thisis useful when forwarding callsto ahotel or a
company with an operator.

This option works only when calls are forwarded to an external number and when
you have avoice title for yourself recorded. If you have not recorded a voicetitle,
Wave ignores your selection of this option. For more about recording your voice
title, see the Wave Phone User Guide.

e Wait for answer. Enter the length of time in seconds that you want a call to ring the
forwarding number before going to proceeding to the next action on your routing list
(usually your voicemail). If you are using the option Prompt recipient for password
(described below) or Prompt recipient to accept or decline call (described later in this
step), you should enter at least 30 seconds. If you enter less time, the call might be
sent to your voicemail before you finish listening and responding to the prompts.

6. Click OK.

Turning forwarding on and off via the FWD button

When your calls are forwarded, the FWD button in the status bar appears with an active
forwarding icon [#F4 - Click the button to open the Call Forwarding dialog to turn call
forwarding on or off or make other changes. Click the down arrow on the FWD button to turn
call forwarding off, or choose a different forwarding number.

Call forwarding and voicemail

If no oneanswersat your call forwarding location, the call is sent to your voicemail (unlessyou
have specified a different behavior using arouting list or call rule.

Using routing lists

A routing list is a series of phone numbers that Wave dials when callsfor you arrive. If you do
not answer at one location, Wave proceeds to the next. For example, you can set up arouting
list that tries you at your desk, then at your home, and finally at your mobile phone.

A routing list also contains afinal action that determines what happens if no one answers.
Usually thecaller is sent to your voicemail, but you can specify other final actions. For example,
you can transfer calls to another extension, put callers on hold and try the series of humbers
again, or hang up. You can specify adifferent final action for when you’ re on the phonevs. when
you’'re away from your desk. For example, if your phone is busy you can play a voicemail
greeting such as“I'm sorry I'm on the phone, please |leave a message and I'll return your call as
soon as possible.”
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You can create as many routing lists as you want and make any one of them the active routing
list at any time.

Important: To use arouting list with multiple numbers, you must check Prompt recipient to
accept or decline call in'your call forwarding setup (Tools > Call Forwarding, Advanced tab). If
thisis unchecked, calls that are unanswered at the first routing list step will be “answered” by
voicemail, and will not proceed further.

Routing lists for individual callers

By using call rules, you can have Wave use a specific routing list for a specific caller or group
of callers. For example, you can have arouting list for important customersthat includestrying
your mobile phone and another routing list for everyone else that only ringsyour extension. See
Chapter 11 for more information.

How routing lists move from action to action
A routing list tries calling the next phone number in the series after it rings unanswered for a
number of seconds that you specify.

You can also have Wave prompt the recipient to accept or decline the call. In that case, the
routing list moves on unless someone presses 1 to accept the call. You can choose to prompt the
recipient at external phone numbers only. See “ Creating a routing list using the Routing List
Editor” on page 9-9 for more information.

Caller options while following a routing list
When arouting list moves to the next action, Wave can alert the caller and offer the following
choices:

e Press1 or stay on theline to try the next number.

* Press2 toleave avoice message.

* Press 3to return to the auto attendant.

. Press 0 to transfer to the Operator. If you have defined a personal Operator, the call

istransferred to that extension. If you have not defined a personal Operator, the call
istransferred to your office's Operator extension.

You can specify whether Wave offers these choices for each action in the routing list. See
“Creating arouting list using the Routing List Editor” on page 9-9.
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The Routing Lists folder
The Routing Lists folder lets you view and manage your routing lists.

ﬁ- Routing Lists - Yertical Wave YiewPoint

File Edit Wew Tools Actions  Help Dial: Enter a number or name ko dial -
B - % |9 X || @

¥ Routing Lists

°| i | Mame + | Routing List Actions |

Routing List 1 Call my Preferred Location, Call: {(111) 222-3333, Take a message (Play Ac...
*® Standard Call my Preferred Location, Take a message (Play Active Greetin...:

Configuration

[% Public\Groups

(45 Messages {1}

1% call Monitor

[ Contacts

Last caller: Unknown - WASHINGTON 2066333392 at 4/24/20... | 2 Items | Matt wallet (x171) | FWD +| g available - % ~+ :

The standard routing list

The Standard routing list isthe default routing list that is built into Wave. It consists of one
action: trying you at your Preferred Location. (See” Call Forwarding and Routing Lists” on page
9-1.) If you are busy or do not answer, the routing list sends the caller to voicemail.

You cannot edit the Standard routing list. To have callsfollow adifferent route, you must create
anew routing list and make it the active routing list.
The active routing List

The active routing list isthe routing list that all incoming calls follow. Calls can follow another
routing list if you have created call rules for them (see Chapter 11). Only onerouting list at a
time can be the active routing list. The active routing list is marked by bold text and i .
You cannot delete the active routing list.

To make a routing list the active routing list:

1. Right-click the routing list that you want to make the active routing list.
2. Choose Actions > Set as Default and Active.
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Using the Routing List Wizard vs. the Routing List Editor
When you create a new routing list, Wave offers two ways of proceeding:

e TheRouting List Wizard. For new users. The Wizard provides asimple interface to guide
you through the creation process.

e TheRouting List Editor. For advanced users. The editor gives you accessto the full range
of routing list editing options.
"3 Add New Routing List M= B3

‘f;ﬁ Welcome to the Routing List Wizard

Routing lists determine how your incoming calls are handled including what numbers are called to find
wou, and what ko do if you are busy or don't answer,

Howe do you want to create your Routing List?

é_) Routing List Wizard

The Wizard guides vou step by step to create simple Routing Lists that can call multiple numbers, or
handle calls differently when busy or not answering.

Actions | | not answered o busy

Gep G dcton Routing List Editor
L™y cak (517)333 M58

The Editor allows you to quickly create any Routing List, no matter how simple or comples.

r Do nok prompk me again

Note: To skip this prompt when creating subseguent routing lists, check Do not prompt me
again. Whichever choice you make will automatically occur for subsequent routing lists. To
later change the choice or reactivate the prompt, choose Tools > Options, go to the ViewPoint
tab, and change the New routing lists field.

Creating a routing list using the Routing List Wizard
Choose File > New > Routing List. If prompted to choose between the Wizard and the Editor,
choose Routing List Wizard.

Follow the on-screen promptsto create the type of routing list you want. For each Wizard page,
you can press F1 for online Help.
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Note: When you create arouting list using the Wizard that routes calls to an external number,
the routing list uses the advanced settings (Prompt recipient for password, Prompt recipient to
accept or decline call, Wait for answer) that you have specified for call forwarding. See
“Forwarding calls’ on page 9-2.

"3 add New Routing List |- (O]

Add New Routing List )

What do you want thiz Routing List to do?

| 6% Call me at different locations

9 Call me at my Preferred Location {x171)

‘é% Custom Rouking List

< Back Mexk = Cancel
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Creating a routing list using the Routing List Editor

To create a routing list using the Editor

1. ChooseFile > New > Routing List. If prompted to choose between the Wizard and the
Editor, choose Routing List Editor. The Routing List dialog opens.

"3 Routing List - Routing List M=l B3

Mame:

Actions | If not answered or busy I

& New Action Edit Action | 4 Delete

Step | S |Acti0n
1 s Call my Preferred Location: x171

€

If niok answered or busy: Take a message

[T Use this routing list as the default For incoming calls

OF I Cancel | Help |

The Actions tab shows the actions of your routing list in the order that they will be
performed. You can reorder the actions by dragging-and-dropping or clicking the arrow
buttons.

2. Enter aname for the routing list in the Name field.

3. To makethisrouting list the personal status default, check Use this routing list as the
default for incoming calls.

4. Click New Action to add arouting list action. The Routing List Action dialog opens.

"3 Edit Routing List Action |- (O]

I g Call Preferred Location {x171) j

General | Advanced |

Ring this number For I 18 seconds

Ring duration does not apply when forwarding calls to an external number,

OF I Cancel Help
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5. From the drop-down list, choose one of the following actions. The other elementsin the
dialog change depending on your selection.

Call Preferred Location. This action sends calls to your Preferred L ocation phone,
which isyour station unless you have changed it (see “ Call Forwarding and Routing
Lists’ on page 9-1). Specify the length of time the phone should ring in the Ring this
phone for __seconds field.

Call Another Location. Thisaction directs callsto the internal or external number that
you specify. You can specify an internal number by entering the extension or the
Wave user’s name. Click Browse to open the Place Call To dialog for assistance in
selecting the call destination. For information about using this dialog, see “Placing a
cal” on page 6-1.

Specify the length of time the phone should ring in the Ring duration field.

Calls routed to another extension do not follow call forwarding or routing listsin
effect at that extension. To send calls to another extension so that they follow that
extension’s forwarding or routing list, use afinal action of Transfer To extension.

Call Group. This action directs calls to one or all members of a Group. For
instructions on selecting a Method, see “Routing callsto groups’ on page 9-13.

Specify the length of time the phone or phones should ring in the Ring duration
field.
Play Greeting. This action does not ring a phone, but instead plays the caller the
greeting that you select on the Greeting drop-down list. You can also play a greeting
as part of each action and before the final action. To record a new greeting from this
dialog, click = . See “Recording anew greeting” on page 7-19.
While any greeting is playing, the caller can press O to transfer to the Operator or 1
to leave a voice message. You might want your greeting to mention these options.

6. Click the Advanced tab to set additional options relating to the chosen action. See the next

section, “Using the Advanced tab.”

7. Click oK to add this action to your routing list. The Routing List Action dialog closes, and

the new action appears on the Actions tab of the Routing List dialog.
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Using the Advanced tab

Click the Advanced tab of the Routing List Action dialog to set additional options related to the
action you' ve chosen. Depending on the action selected, not al of the following options may

appear:

Ring this number for __seconds. Enter the length of time in seconds that you want acall to
ring the number before proceeding to the next action on your routing list.

Prompt recipient to accept or decline call. Wave announcesthe caller (“Call from”) and the
intended recipient (“Call for”), and offers the option to accept or decline the call. Declined
calls proceed to the next routing list action.

With this option checked, the call will not be connected unless someone presses 1 to
accept it. For this reason, leave the field unchecked when routing to a pager.

Prompt recipient for password. The person who answers the phone hears, “ Call for <your
voice title>. Please connect me.” To be connected to the caller, you must enter your Wave
password. Using this option ensures that only you can receive your calls at the external
phone number.

Prompt caller before trying this action, Check to play the caller a message before the
routing list tries this action. Select the message from the drop-down list. You can select one
of your greetings or System menu to try the next location, which says “ There was no
answer at that location. To try the next location, press 1. To leave a message, press 2. To
return to the main menu, press 3.” Click = to create a new greeting.

Handling calls differently if you do not answer or are busy

When you have finished creating the routing list’ s actions, click the If not answered or busy tab
of the Routing List dialog, to set the routing list's final action. Final actions are performed on
callsthat are still unanswered after trying all the actions.

Note: To specify different final actionsfor busy and no-answer states, see the next section,
“Handling busy station calls differently than calls not answered.”

To specify a final action, make the following choices

Play Greeting. Check to play a greeting before the final action, then choose the greeting
from the drop-down list. For information about the System hold greeting, see the Pause and
repeat final action in the following list.

Important: Under most circumstances you should select thischeck box and select Active
asthe greeting. For information, see “Using greetings with routing list final actions’ on
page 9-14.
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» Action. Select the final action from the drop-down list. The following table describes the

possible final actions.
List of Actions

Take a message. The call is sent to your voicemail.
Hang up. The call is disconnected.
Prompt to hang up. Internal callers are disconnected. External callers

are prompted to choose to end the call or to stay
on the line for more options. Callers who want
more options are transferred back to your
company'’s auto attendant if one exists.

Transfer to extension. The call is transferred to an extension that you
select on the Extension drop-down list, for
example, an operator, a coworker who handles
your calls, or an auto attendant. The transferred
call is treated as a new call to that extension. If no
one answers at that extension, the call follows that
extension's routing list.

Transfer to external The call is transferred to the external number that
number. you enter in the Number field.

Transfer to other The call is sent directly to another extension’s
voicemail. voicemail. Select an extension from the Mailbox

drop-down list.

Pause and repeat. The caller holds for the number of seconds you
define in the Pause duration field, and then begins
the routing list again. During the pause, callers can
press 0 for the operator or 1 to leave a voice
message. The greeting you choose can mention
these options.

The special prerecorded greeting called the
System Hold Greeting says, “The person you are
calling is unavailable. To hold, please stay on the
line. To leave a message, press 1.” It does not
mention the option to press 0 for the operator.
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Handling busy station calls differently than calls not answered

You can optionally specify two final actions—one for situations when your station is busy, one
for situations when each action rings and goes unanswered. This allows you to handle calls
differently when you're on acall vs. when you' re away from your phone(s). For example, you
can have a special greeting that plays when you're on acall, that says, “1'm on the phone right
now, please leave a message.”

To usethisfeature, check Handle busy calls differently, and specify afinal action for when your
lineis busy. See the next section for additional information. If unchecked, the one fina action
isused in both situations.

Note: Wave can detect arouting list action as “busy” only when it isaWave station. External
numbers and Groups cannot trigger the “busy” final action.

Using “Handle Busy Calls Differently”

When you check Handle busy calls differently, the action you pick behaves differently from a
normal final action. As soon as the routing list encounters a busy station, the final action
triggers, skipping any subsequent actions. For example, if you have one action that tries your
office station and a second that tries your cell phone, with Handle busy calls differently set to
“Take amessage,” and acall comesin while your station is busy, the call is sent to your
voicemail without trying your cell phone.

Note: If whileyou are on the phone you receive an incoming call on an availableline
appearance (for example, with call waiting or on adigital phone with multiple primary line
appearances), the call goesto the “Final action if the station is busy” after the ring duration
expires for your phone.

Routing calls to groups

A routing list action can send acall to Group by using the action Call Group. Thefirst personin
the Group to answer the call is connected to the caller.

See “Creating a Group” on page 10-16 for instructions on creating a Group.

When arouting list calls a Group, the only numbers called are contacts' default numbers and
users extensions. Note that users' call forwarding is not followed. If you want to call a group
that includes two numbers from one person (for instance, your desk phone and cell phone), you
must define them astwo members (for example, yourself asauser and acontact containing your
cell phone).

To route calls to a Group as an action in an existing routing list

1. Double-click the routing list in the Routing Lists folder. The Routing List dialog for that
routing list opens.

2. Click Add. The Routing List Action dialog opens.
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3. Inthe Action field, select Call a Group.
4. Select aGroup or click @ to create a new Group.

Note: Your system administrator may have defined alimit to the number of contactsin
agroup that’s called by arouting list. If you are unable to select alarge group, talk to your
system administrator.

5. Under Method, choose one of the following ways to ring the Group’s phones:

* Sequentially from the top down. The call tries each user or contact in the Group in
order until it is answered, starting with the first.

e Individually in a round robin. The call tries each user or contact in the Group in order
until it is answered, starting with the next member in line after the one who answered
the preceding call.

e Simultaneously. The default numbers or Preferred Locations of all users and contacts
in the Group ring simultaneously, and the call goes to the first who acceptsiit.

6. IntheRing duration field, specify the length of time each Group phone should ring before
the call tries the next phone in the Group.

7. For any external numbers in the Group, you can choose Prompt recipient for password.
When calling a Group, Prompt recipient to accept or decline call is automatically selected.

8. To play callers amessage before they are routed to the Group, check Prompt caller before
trying this action, and select the message on the Prompt drop-down list.

9. Click oK. You return to the Routing List dialog, in which the new routing list action
appearsin the Actions list.

10. Use the arrows next to the Actions list to reorder any actionsin the routing list and then
click oK.

Note: When routing callsto aGroup, you also can usethe Pause and repeat final action. This
action keeps callers on hold until a member of the Group answers the call. Calls are answered
in the order of longest hold time, or “first in, first out” (FIFO).

Using greetings with routing list final actions

For most routing lists, you should check Play greeting before the final action and select Active.
This ensures that callers who reach the routing list’s final action (for example, your voicemail)
hear agreeting. It also allows the greeting to change based on your other settings. For example,
you can use acall ruleto play adifferent greeting when your friend Jim calls (see Chapter 11),
or have a different greeting play when you select the personal status On Vacation.

If you select a specific greeting under Play greeting, that greeting overrides the active greeting
and playsto al callers who reach the final action of the routing list, even if adifferent greeting
isspecified inacall rule or personal status.

If you clear the Play greeting checkbox, no greeting playsto callers who reach the final action
of thisrouting list, even if agreeting is specified in acall rule or personal status. If the final
action is Take a Message, callers who reach your voicemail hear only the beep that signals that
recording has begun.
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When to use a specific greeting with a routing list

It is highly recommended that you select a specific greeting to play if your routing list’s final

actionisnot ‘ TakeaMessage.” In such acase, you want to be sure that the greeting that callers

hear matchesthe action that is about to happen. Examples of greetings for other final actionsare

the following:

e Hang Up. “I"'m sorry you couldn’t find me. I’ m not taking messages at the moment.
Good-bye.”

* Transfer to extension. “1’m sorry you couldn’t find me. I’ m transferring you now to my
administrative assistant.”

e Pause and repeat. “The person you are calling is unavailable. To hold, please stay on the
line. To leave amessage, press 1.” Thisisthetext of the System Hold Greeting, agreeting
provided with Wave for just this circumstance. You can aso record your own version. See
“Recording anew greeting” on page 7-19.
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Managing Contacts and Groups

Chapter Contents

About contact management and Wave
The Contacts folder
Managing contacts

Teaching Wave to recognize your contacts
Opening contacts from within other folders

Using contacts maintained in another contact manager

Using ViewPoint Groups

About contact management and Wave

ViewPoint's Contacts folder provides you with an online phone book of your phone contactsin
which you can enter the names, phone numbers, and other information about people you talk

with frequently on the phone. After you enter contacts, you can place callsto them with afew
clicks of the mouse.

This chapter describes the Contacts folder and then explains the following aspects of working
with contacts:

Managing contacts
Teaching Wave to recognize your contacts
Using ViewPoint Groups
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The Contacts folder

To open the Contacts folder, click itsicon in the navigation bar.

H“ Contacts - Vertical Wave ViewPoint

File Edit Wew Tools Actions Help Dial:
gmten (]2 X ¥ 0
g\gContacts Mame + | Company Job Title PIN = Phone Mumber Vai...

% PublichContacts

There are no items ko show in this view,

if Messages (1)

hx call Monitor

[=] Contacts

ﬁ Call Log

ﬁ Configuration

»

Last caller: Matt Heck at 97112007 2:49 PM 2 Items, 1 Unheard | Miri Anatolia (x499) FWD - ”?\\, =

Searching the Contacts folder

To find someone quickly, you can type their first or last name (fully or partialy) in the Search

field. The Contacts folder displays all items whose first or last name begins with the entered
text.

Private and public contacts
In Wave, contacts can be private or public:

« Private contacts are your own personal contacts. These contacts appear only in the
Contacts folder of your ViewPoint on your computer. Other users cannot see your contacts
unless you explicitly share your Contacts folder with them.

» Public contacts are available to all usersin your office. When public contacts call your
office, Wave identifies them no matter which extension or user they are calling.

Public contacts contained in the Public\Contacts folder and can al so be accessed viathe
Phonebook pane's Contacts tab, and by choosing Actions > Place Call. To enter or edit apublic
contact, you must have public contact editing permissions. If you do not have those permissions,
you can view and place a call to public contacts, but you cannot edit them.
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Viewing shared contacts

To view contacts that another user has shared with you, click that user’s name under Public
Folders in the Folder List and click the Contacts folder.

Contacts folder tabs
The Contacts folder can optionally contain tabs that display related groups of extensions. Tabs
are located at the bottom of the Contacts folder. Click each tab to view its contents.
e All tab.
« Inthe Contacts folder, the All tab displays all of your personal contacts.
* Inthe Public\Contacts folder, the All tab displays all public contacts.
* Group tabs. The Contacts folder can optionally display atab for each public ViewPoint
Group of which you are a member, and atab for any personal ViewPoint Groups that you

created. Click a Group tab to see the extensions within that Group. See “Using ViewPoint
Groups® on page 10-14.

Showing, hiding, and reordering Contacts folder tabs

To show or hide individual tabs, as well as choose their order

1. Inthe Contactsfolder, choose View > Show Tabs. (You can also right-click anywherein the
the Contacts pane and then choose Show Tabs.)

2. Select atab name and click Add or Remove to set up the Show these tabs in this order list.
Use the up and down arrow buttons to arrange the order of tabsin thelist.

3. Click oK. The specified tabs are displayed at the bottom of the Contacts folder.

Changing double-click behavior

You can choose whether double-clicking acontact opens the contact for editing or placesacall

to the contact. See “ Defining double-click behavior in the Contacts folder” on page 12-8 for
more information.

Managing contacts

You can manage your contacts using Wave ViewPoint, or you can use another contact manager
application or customer relationship management program with Wave if you prefer. You can
also import contacts from other contact managers into Wave. See “Importing contacts from
other contact managersinto Wave” on page 10-13.

Release 1.5 SP3 N7 VERTICAL Wave ViewPoint User Guide September 2009



Managing contacts

10-4

Entering a new contact
Entering a new contact involves the following tasks, which are explained in detail in the three

procedures that follow:

Chapter 10: Managing Contacts and Groups

« Entering a contact's name and basic infor mation. Other basic information includes the
contact’s company, any account code, and the language used for prompts for this contact.
You can also enter up to 5,000 charactersin the Notes Pane of the Contact dialog. See page

10-4.

« Entering a contact's phone number s and addr esses. When you enter a contact’s phone
numbers, you can specify the number used for Caller ID and the number that is the default
number to dial when you call the contact. You can also specify a contact's e-mail and instant
messaging addresses for reference. See page 10-5.

« Recording avoicetitlefor a contact. Like your own voice title, a contact’s voicetitleisa
short recording that you create of the contact's name. See page 10-6.
Note: You havealimited amount of spacefor al voicefiles, including voicetitles. Therefore,

if you have many contacts, you can save space by recording voice titles for the most important
ones only. Ask your Wave system administrator how much space you have been allocated and

how much you have used.

Entering a contact's name and basic information

1. ChooseFile > New > Contact. The Contact dialog opens to the General tab.

B Untitled - Contact E|§|g|

Create new contact in folder:

General | Caller |dentification

First name: |
Last name:
LCompary:

Title:

Account code:

English

HMotes

Preferred telephone prompts:

Contacts [Personal]

v

Phone numbers and addreszes

Mame Address Description
Business

Business2

Home:

Home2

Iabile

Other

Email

Email2

IMaddress

QK H Cancel H Help
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If you have permission to create public contacts, select which folder to create the contact
in, using the Create new contact in folder drop-down list.

If you have permission to create public contacts, you can make this contact a public
contact by choosing Contacts (Public). Public contacts can be seen and used by all Wave
users. All other selections create a private contact, which only you can see and use.
Enter the appropriate information about the contact in the First Name, Last Name,
Company, and Title fields. The first and last names are displayed in the Call Monitor folder
when this contact calls you.
If your office uses account codes, you can enter an Account code for the contact. Wave

automatically uses the account code for the call when it identifies the contact on an
incoming call or when you dial one of the contact’s numbers on an outgoing call.

If you are prompted to enter account codes when you place calls, you will hear a double
beep instead of a single beep to indicate you are dialing a contact who has an account
code already entered. When you hear the double beep, you can press # on your phone to
accept the contact’s existing account code, or you can enter another account code.

For moreinformation, see “ Entering an account code for a Call Log entry” on page 8-6.

. Inthe Preferred telephone prompts drop-down list, select the language that you want Wave

to use when it plays voicemail and other prompts to this contact. The available languages
are the languages that were installed on your system.

Entering a contact's phone numbers and addresses
1. Onthe Genera tab in the Contact dialog, double-click the appropriate linein the Phone

Numbers and addresses list. The related Address dialog opens.

Business - Address

Humber: |

Description:
This number is the contact's default

Use this number as caller identification for this contact

Ok ][ Cancel ][ Help
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» For Business, Home, Mobile, or Other., enter the following information:
* Number: Enter the phone number to dial for the contact.

e This number is the contact’s default: Select this checkbox if thisis the phone
number you dial most frequently to reach the contact. The number you choose
asthe default is dightly faster to select when you place calls.

* Use this number as caller identification for this contact: Select this checkbox if
you want Wave to identify calls from this number as calls from the contact.
Checking this box adds the phone number to the contact’s Incoming Caller ID
list (see “Teaching Wave to recognize your contacts’ on page 10-7). If this
option is unchecked, callsfrom this number appear in the Call Monitor and Call
Log folders as being from “Unknown.”

e For Email or IMaddress. Enter the e-mail or instant message address for the contact.
You can enter notes about the address in the Description field.

2. Enter notes about the phone number or address in the Description field. For example, for a
business number, this is a good place to enter the contact’s extension.

3. Click oK to close the Phone Number dialog.

4. To enter more phone numbers or addresses for this contact, repeat steps 1-3 for the other
categoriesin the Phone numbers and addresses list.

5. Click oK to close the Contact dialog. The new contact now appears in the Contacts fol der.

Recording a voice title for a contact

1. Inthe Contacts folder, select the contact for whom you want to record a voice title and
choose File > Open.

2. Inthe Contact dialog, click the Caller Identification tab.

3. Record the Voice Title by using the audio controls. See “Using the audio controls’ on
page 2-19 for instructions.

4. Click OK.

Notes:

« Wave can play the voicetitles of contacts over your computer speakers automatically when
those contacts call. See“ Customizing incoming call behavior” on page 12-5 for more
information.

» Wave can also capture the names of contactsin the voices of the contacts when they respond
to the call announcing prompt. Wave can then use those recordings as voicetitles. See
“Associating a call or Caller ID number with a contact” on page 10-10 for more
information.
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Placing calls to your contacts

You can place acall to acontact with a phone number using ViewPoint. See“Placing acall” on
page 6-1 for instructions.

Teaching Wave to recognize your contacts

Wave's more advanced features depend on Wave recognizing your contacts. You can teach
Wave to recognize your contactsin the following ways:

» By recognizing the Caller ID number or name of the contact’s phone.

» By recognizing a special number you give to the contact to dial after your extension, called
aContact PIN. By using Contact PINs, Wave can recognize contacts regardless of the phone
they useto call.

Note: Wave automatically identifies other Wave users when they call from their stations or

their public numbers.

The benefits of having Wave recognize contacts include:

» Their names appear in the Call Monitor while the phoneis ringing to let you know who is
caling.
e Their names are displayed on your Caller ID phone, if you have one.

* Their names appear in the Call Log and Messages folders, so that you can easily see
contacts in your phone record and quickly call them back.

« You can hear your contact's name announced over your phone or PC speakers—without
forcing your callersto say their name every time they call—by saving arecorded voicetitle
with the contact.

* You can use call rulesto set up individualized call handling for them, such as playing a
unique voicemail greeting or routing their calls according to a specific routing list (see
Chapter 11).

Oneform of identification, Caller ID from the phone company, is available automatically for

every call. The phone number and Caller ID name of the caller appear in the Number column
of the Call Monitor, the Call Log, and the M essages folders.
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Identifying contacts by name

Each contact has alist of associated phone numbers called the Incoming Caller ID list. When a
call arrives from one of those phone numbers, Wave identifies that contact.

The Incoming Caller ID list caninclude Caller ID names as well as phone numbers. See
“Understanding name and number on Caller ID” on page 10-11 for pointers on which itemis
more useful for identifying a given contact.

To view acontact's Incoming Caller ID list, select the contact in the Contact’s folder, choose
File > Open, and then click the Caller Identification tab.

E3 Untitled - Contact E“E\@
Create new contact in folder: | Contacts [Personal] v
General | Caller Identification

Contact PIN

() Hone

) Use PIN:

Incoming Caller 1D
Yoice Title

=H 00:00,0
[ 0K 1 [ Cancsl ] [ Help ]

To guarantee that Wave recognizes contacts, regardless of the phone number from which they
are calling, use a contact PIN. See “Using contact PINs for guaranteed recognition” on
page 10-12 for more information.

Adding phone numbers for contact recognition

You can add a phone number to a contact’s Incoming Caller ID list by doing one of the

following:

* Add anew phone number for the contact in the General tab and check Use phone number
as caller identification for this contact. See " Entering anew contact” on page 10-4 for more
information.

» Associate the phone number from a call or voice message with the contact. See
“Associating acall or Caller ID number with a contact” on page 10-9 for more information.
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Deleting a number from the Incoming Caller ID list

If Wavewrongly identifies acontact asthe caller, it islikely that the Incoming Caller ID list for
that contact includes an incorrect phone number. You can prevent further misidentification by
deleting the phone number from the list.

To delete a number from the Incoming Caller ID list

1. Double-click the contact from whom you want to delete a phone number. The Contact
dialog opens.

2. Click the Caller Identification tab.

3. Intheincoming Caller ID list, select the incorrect phone number.

4. Click Delete and then click OK.

Associating a call or Caller ID number with a contact

If Wave showsacaller’'snameas*“Unknown,” but you know who the caller is, you can associate
the call with one of your contacts. Doing this replaces “ Unknown” with the contact’s name.
You can also associate the Caller D number or the name from the call with acontact. Doing this
adds the number to the contact’s Incoming Caller 1D list. Future callsfrom that phone show that
contact as the caller. In thisway you can “teach” Wave to recognize the people who call you.
For example, the following illustration shows a voice message before association, showing
“Unknown” asthe caller.

T |Length |Mumber

Unknown Mon 9,/19/2005 1:32 PM 08

The next illustration shows the same message after you associate it with your contact Nathaniel
Chestnut.

% |Length | Murmber
Mathaniel Chestnut  ™on 9/19,/2005 1:32 PM 08

You can teach Wave to recognize acaller by Caller ID nameinstead of the phone number. This
can be useful, for example, if the contact calls from a company with a PBX that randomly
assigns phone numbers to trunks but uses a Caller ID name that remains the same.

Note: You cannot associate a phone number or Caller 1D text with apublic contact unlessyou
have permissions to edit public contacts. You can, however, label an individual call as being
from a public contact.
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To associate a call with a contact

1. Click one of the following:
* Anactivecdl in the Call Monitor folder
e Anentry for acal inthe Call Log folder
e A voice message in any Messages folder
2. Click @ on thetoolbar. The Associate dialog opens.

% Associate Message From Unknown =HEC X
Message Date: 8/14/2007 12.07 PM
[V]iAss
= Irish Painting -
[E=] 1575 Build
=] 1670 Private
3COM .

[ Save the following number in this contact
Number: 173540600 - N

Save As: [Business:{ﬁ‘l?’j‘l‘l‘l 1575 v]

Use caller identification for this contact

@ Number: 6173540600

©) Name: VERTCIAL COMMUN
<MNA= 0
[ ok [ cacel |[ hHep |

e

3. To associate this call with a contact, select the Associate the following contact with this
call checkbox. Then, identify the contact to associate with the call in any of the following
ways:

* Typeall or bart of the contact’sfirst, last or company namein the Search field and
then click =7,

» Scroll to the contact in the list, and then select it.

+ Create anew contact directly from this dialog. To do so, click [=]. (See “Entering a
new contact” on page 10-4 for instructions.) When you finish creating the contact and
return to this dialog, the new contact is displayed in the list.

4. To cancel an association and revert the call to its original identification, uncheck Associate
the following contact with this call.
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5. If the cal came from a phone number that is new for this contact, you can add the new

number to the contact’s phone number list now. To do so, check Save the following number
in this contact, and then select the phone number category to save it asviathe Save As
drop-down list.

If you want only to label the individual call or voice message with the contact’s name,
deselect the Use caller identification for this contact checkbox.
If you want Wave to associate all subsequent calls from that phone with the contact,
check Use caller identification for this contact and select one of the following:
e Number. Wave uses the phone number to recognize subsequent calls.
* Name. Wave usesthe Caller ID text to recognize subsequent calls.
« Callback. Wave uses the callback number entered by the caller. (This optionis only
availableif the caller entered a callback number.)

See the next section for more information.

7. Click oK.

Understanding name and number on Caller ID

When you receive acall, Wave receives two pieces of information about where the call
originated: the phone number and the Caller ID name. You can associate either of these items
with a contact.

Depending on where the call originated, one item may work better than the other, asthe
following examplesillustrate:

If thecall isfrom a home phone (for example, ANTANDER, LOU - 6178380405). Inthiscase,
where both the number and name are unique, either could be used for association.

If the call isfrom a company with many phone lines (for example, Vertical Comm -
6175641121). In this case the phone number may change with every call, because the
office’s PBX system uses arandom trunk for all outgoing calls. The Caller ID name,
however, remains constant, so you should use that for association.

If thecall isfrom a standardized Caller ID name (for example, california -
7605550807). In cases where the Caller ID nameis standardized for many different phones,
you should use the phone number for association.
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Using contact PINs for guaranteed recognition

Contact PINs provide a guaranteed way for callers to be recognized by Wave whenever they
call. A contact with aPIN can call from any phone number and be identified by Wave.

Contact PINs are unique numbersthat you give out to contacts. Contacts add their PINsto your
extension when they call you.

Note: You cannot enter a contact PIN for a public contact.

Examples:

* Your extensionis 177, and you give Mr. Jones a contact PIN of 55. Mr. Jones calls your
office, and when prompted to enter your extension, he typesin 17755. Wave is thus assured
of identifying this call as coming from Mr. Jones.

« If you have acar for sale, you could advertise it in the paper with your extension plus a
contact PIN (for example, “Call me at ext. 17756"). Set up the contact as “ Car buyer” with

aPIN of 56. Now when anyone calls about the ad, it appears as from “Car buyer” in your
Call Monitor.

To enter a contact PIN

1. Inthe Contactsfolder, double-click the contact for whom you want to create a contact PIN.
The Contact dialog opens.

2. Click the Caller Identification tab.

3. Under Contact PIN, enter the number that you intend to give to this contact. If the contact
PIN you entered conflicts with one already created, Wave prompts you to enter a different
number.

4. Click oK.

Opening contacts from within other folders

After an incoming call has been identified as coming from a contact, you can easily open the
contact record from a Messages folder (if the contact |eft a voice message) or the Call Log
folder. Select the call or voice message, and then choose Actions > Open Contact.
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Using contacts maintained in another contact manager

If you make extensive use of another TAPI-compatible contact manager or customer
relationship management application such as Microsoft Outlook, GoldMine or FrontOffice
2000, or Interact Commerce Corporation’s Act!, you can place Wave callsto your contactsfrom
those applications by using the Wave TAPI Service Provider. See your Wave system
administrator about installing the TAPI Service Provider, and then follow your contact
manager’sinstructions for placing calls. Calls placed by other applications still appear in your
Wave Call Log and Call Monitor folders.

You can also install the Wave Contact Manager Assistant (CMA) and receive screen-pops
showing the name, the Caller ID, and the time of day of the call. Act! users can receive
screen-pops without installing the CMA.

You do not need to have the Wave ViewPoint installed to use the TAPI Service Provider or the
CMA.

Using the Wave Contact Manager Assistant

The Contact Manager Assistant enables Outlook, GoldMine, or FrontOffice 2000 contact
managers to pop up contact information automatically when contacts in one of your contact
managers call. Wave recognizes the incoming Caller ID number, Caller ID, or name.

To run the Contact Manager Assistant

1. Choose start > Programs > Vertical Wave > Contact Manager Assistant. The program
starts and runsin the background.

2. Right-click g% in the system tray for a shortcut menu of commands that you can use to
configure and personalize the program. For further instructions, see the CMA’s online
Help.

Importing contacts from other contact managers into Wave

You can export contacts from other contact managers and import them into Wave.

Exporting contacts from Microsoft Outlook

The following instructions show how to export contacts from Microsoft Outlook:
In Outlook, Select File > Import and Export.

Select Export to a file from the list and click Next.

Select Comma Separated Values (Windows) and click Next.

Select afolder in which to store the contacts file and click Next.

Enter afilename and click Next.

Click Finish.

o bk wbdDPE

Release 1.5 SP3

N7 vERTICAL Wave ViewPoint User Guide September 2009



Using ViewPoint Groups 10-14

Chapter 10: Managing Contacts and Groups

Importing contacts into Wave
See “Importing and exporting Wave items’ on page 2-21.

Using ViewPoint Groups

A ViewPoint Group isagroup of related extensions or contacts. Extensionsin Wave include
users and auto attendants. With a Group you can:

Send, reply, or forward a voice message to the Group. All users with voice mailboxesin the
Group receive the message at once. See “ Sending a message directly to a user’s voicemail”
on page 7-9.

Create acal rule for the Group. Incoming calls from any user or contact in the Group are
handled according to the call rule. For example, you can have a custom voicemail greeting
that playsfor all the membersin your “VIP group.” See Chapter 11 for more information.

View any extension in your Group when transferring calls, which makesit easier to pick the
right recipient. You can set any Group to appear as a tab in the Extensions section of the
Transfer To dialog. For example, you can define the members of your Sales department asa
Group, including a Station Hunt Group or a specia Sales auto attendant. When you have a
call for the Sales department, you can click the Sales tab and see all the department
members at a glance, along with their current personal statuses. See “ Transferring acall” on
page 5-8, and “Extensionslist tabs’ on page 4-2.

Create arouting list that distributes calls to the users and contacts in a Group according to
the distribution algorithm you choose. See “Routing calls to groups’ on page 9-13.

Personal and public Groups
Generally, the Groups you will create in Wave are personal Groups. Only you can see the
personal Groups that you create. Other users cannot see Groups that you create.

Public Groups, which are accessible to all Wave users who have permission to see them, can
only be created in ViewPoint if you have the proper permission.
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The Groups folder
The Groups folder lets you view and manage your Groups.

E- Groups - Yertical Wave YiewPoint

File Edit Wew Tools Actions Help Dial: Enter a number or name ko dial -
Brew -| | X | @

= Greetings
43': Routing Lists
[

@ PublichGroups

['.'é: Messages (1)

1% call Monitor

[ Contacts
j Call Log

Last caller: Unknown - WASHINGTON 2066332592 at 3/11/200... | 1 Item | Matt wallet (x171) | FWD +| @Y available - % +

To open the Groups folder, click the Configuration icon in the navigation bar. The Favorite
Folders list offers access to your office’s Public Groups folder.
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Creating a Group

To create a new Group
1. ChooseFile > New > Group. The Group dialog opens.

£2 Untitled - Group [_ (D] %]
General |
Mame: I
Motes: ;I
[
Show:
IUsers j
Available extensions: Members:

fdd == | d
=- Remove | il

Acclaropp Lead

Q Acclaropp Two
Q ACD Workgroup User

Q Admin EI
Q Brad Analog
Q Brad Osger -
_'l_I || ][]

OF I Cancel | Help |

2. Enter aName for the Group and any Notes to describe the Group.

3. Add one or more members to the Group by selecting the category in Show, then selecting
the item from the list, then clicking Add. (You can a so drag-and-drop.) Press Ctrl to select
multiple names from the list. The members you selected appear in the Members list. Use
the arrows next to the list to arrange the order of the members. Click Remove to delete

members from the list.
Note: Theorder of the Group isimportant only if you have set up arouting list to route
callsto it according to the Top Down or Round Robin algorithms. See “Routing callsto
groups’ on page 9-13. You can reorder the members by dragging-and-dropping or by
clicking the arrow buttons.
4. Click oK.
Each ViewPoint Group can appear as atab in your Extensions list. For more information, see
“Extensions list tabs’ on page 4-2.
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About call rules

Wave call rules enable you to handle specific incoming calls differently from other calls. For
example, you can create acall rule for your friend Jim so that he is routed to your cell phone
and hears a specia voicemail greeting whenever he calls. A call rule can trigger on calls from
specific people and/or the dates and times that the call is received.

Call rules overview
To create acall rule, you determine two things:
*  Which incoming calls activate the call rule

» How the call rule handles those calls differently than calls that do not match acall rule

Distinguishing which incoming calls activate the call rule

You can distinguish which incoming calls are handled by acall rule by using one or both of the
following conditions:

* People or Group condition. The rule activates depending on who is calling. In addition to
having call rulesfor individual callers, you can have call rulesthat apply to al internal
calers, all external callers, unidentified callers, or any member of a Group.

Example: A call rule for your important client Jim activates whenever Jim calls.

» Dates/Times condition. The rule activates depending on when the call arrives. You can

handle calls differently during business hours, after business hours, and at specific dates or
times.

Example: A call rule handles all incoming calls after business hours.
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When you combine caller and schedule conditions, the call rule handles calls only when both
conditionsare met. For example, acall rulefor your client Jim after business hours handles only
callsfrom Jim that occur after business hours. If Jim calls during business hours, the call rule
doesnot activate. Likewise, if anyone other than Jim calls after business hours, thecall rule does
not activate.

Determining how the call rule handles calls

A matching call rule can handle incoming calls differently than other callsin the following
ways:

e Greeting. You can choose which greeting playsif the caller reaches your voicemail.

e Routing List. You can choose which routing list the call follows.

e Send to voicemail. You can send the call straight to voicemail without ringing your phone,
asif you werein Do Not Disturb status.

e Always ring. You can override Do Not Disturb so that the call always rings your phone.

Examples of how you can use call rules

» Callsfromyour “Prospects’ Group can follow arouting list that tries you at severa
locations in the office during business hours.

 During your lunch hour, you can have a special “At lunch” greeting that playsto callers
before sending them to voicemail.

* You can have the privacy of Do Not Disturb activate automatically every day at 6:00 pm,
but only for internal callers.

* You can create a contact called “Nuisance Callers’ and associate the phone numbers of
salespeople with that contact. Those callers can follow arouting list that plays a greeting
and then hangs up without ringing your phone. The greeting can say, “I’'m sorry. | don’t
accept calls from salespeople during business hours.”
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The Call Rules dialog

The Call Rulesdialog lets you view and manage your call rules. To open the Call Rules dialog,
choose Tools > Call Rules.
i call Rules =] 3

E;Juew Rule Edit Rule | X Delete | Disable Maove Lp Mave Diown

Enabled

Call Rule {applied in the order shown)

Rule description {click an underlined value ko edit):

Apply this rule for all incoming calls

on holidays
send the call directly to voicemail {or my Routing List's Mo Answer action)

Calls that do not match any rule will be handled according to vour active settings

Close | Help |
Vi

Thetop pane of the Call Rules dialog displaysthe call rulesyou have created. Call rulesthat are
active display with a check mark in the Enabled column. Click acall ruleto see its description
in the bottom pane. You can click the links in the bottom pane description to edit elements of

the selected call rule.

Enabling and disabling a call rule
Todisableacall rule, select it in thetop pane and click Disable. Disabled call rules are not used.
To enableit again, click Enable.

Organizing the priority of call rules
Call rulesarelisted in the top panein order of priority, with the highest-priority call rule on top.
To change a call rule's priority, select it and moveit in the list by clicking Move Up or Move
Down.
See “Call rule priority” on page 11-10 for more information.

Release 1.5 SP3 N7 VERTICAL Wave ViewPoint User Guide September 2009



Creating a new call rule 11-4
Chapter 11: Using Call Rules

Creating a new call rule
The following procedure explains how to create a call rule.

To create a new call rule

1. From the Call Rules window, click New Rule. To edit an existing call rule, select it in the
top pane and click Edit Rule. The Conditions page of the Call Rule Wizard opens, where
you can choose which incoming calls are trigger the rule.

“ Call Rule Wizard - Conditions EHE
Incoming personal calls will be handled by this call rule, Which conditions do yvou want to check?

Step 1: Choose condition(s):
[] fram people or workaroup
[] during dates and times

Step 2; Edit the rule description by clicking the underlined valuels):

Apply this rule for all incoming calls

< Back | Mext = I Cancel |

2. Check either or both of the following options:

* From people or Group. Check to have the call rule trigger on calls from certain
individuals, groups, or categories of calls. Click people or Group in the bottom pane
to select which people trigger the rule. See “ Specifying people that trigger acall rule’
on page 11-6 for instructions.

e During dates and times. Check to have the call rule trigger on calls that arrive during
certain dates and times. Click dates and times in the bottom pane to specify when the
rule triggers. See “ Specifying dates and times to trigger acall rule” on page 11-7 for
instructions.
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3. Click Next. The Actions page of the Call Rule Wizard opens, where you can specify what
actions the call rule performs on calls that trigger it.

“ Call Rule Wizard - Actions EHE
‘what do you want ko do with the call?

Step 1: Select actions:
[] play the specified Gresting, if the call goes to vaicemai
[7] send the call directly ko vaicemail {ar my Routing List's No Answer action)
[] affer the call ta me, even if I am nat taking calls
[] Fallaws the specified Rauting List

Step 2; Edit the rule description by clicking the underlined valuels):

Apply this rule for all incoming calls
on holidays

< Back | Mext = I Cancel |

4. Check the following options singly or in combination:

* Play the specified greeting, if the call goes to voicemail. Check, then click the
greeting link in the bottom pane, to specify a greeting that the caller hearsiif the call
goes to your voicemail.

* Send the call directly to voicemail. Check to have the call rule send incoming callsto
your voicemail without ringing your phone.

e Offer the call to me, even if | am not taking calls. If checked, callsthat trigger the rule
will always ring your phone, overriding your Do Not Disturb.

* Follow the specified routing list. Check, then click the routing list link in the bottom
pane, to specify arouting list that the call rule uses to route the call.

5. Click Next. The Finish page of the Call Rule Wizard opens.

6. Enter aname for the call rule. Use the bottom pane to edit elements of to the call ruleif
needed. When the call ruleis complete, click Finish.

Release 1.5 SP3 N7 VERTICAL Wave ViewPoint User Guide September 2009



Creating a new call rule

11-6

Specifying people that trigger a call rule

If you check From people or Group on the Condition page of the Call Rule Wizard, click people
or Group in the bottom pane to specify which callerstrigger the call rule. The From People or

Group dialog opens.

This Call Rule will apply ta:
the d Contact

| Searci
Mame 4 | Company =
[ adt 27 @ naan
'3 seraplan Air Canada
rJ Akhil Madhani & Sha... Walt Disney Imaginesring
r,‘l Alan & Dinny Gordon MIT Technology Licensing Office
[ Y} j

OF I Cancel | Help |

%

Chapter 11: Using Call Rules

From the This call rule will apply to drop-down list, choose one of the following options:

* The selected contact/user/Group. Click an item in the list. Type the beginning of the name
in the Search field to narrow the search. The call rule triggers on all calls from the selected

contact, user, or Group member.

e Allinternal callers. The call rule triggers on al calls from within the Wave system.
* All external callers. The cal ruletriggers on al calls from outside the Wave system.
e All “Unknown” callers. The cal rule triggers on all external calls not associated with a

personal or public Wave contact.

e All “Unknown” callers without Caller ID name and number. The call ruletriggers on external
callsthat are not associated with a personal or public Wave contact, and also do not have a

Caller ID name and number.
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Specifying dates and times to trigger a call rule

If you check During dates and times on the Conditions page of the Call Rule Wizard, click the
dates and times link in the bottom pane to specify when the call ruletriggers. The During Dates
and Times Wizard opens.

gDuring Dates and Times !E[ E

This schedule applies during the days and times specified.

During business hours
During non-business hours
After business hours on workdays

On non-workdays

O Nie Nie Nie e

On holidays
Wiew Business Hours, Waorkdays and Holidays

o During custom hours

= Back | Finish | Cancel |

To basethe call rule'sactivation on your system’sbusiness hours, click one of the optionsin the
top group. Click thelink to view your system'’s schedul e for business hours and holidays. After
making your selection, click Finish.

To activate the call rule according to another schedule, click During custom hours, then click
Next. See the next section, “ Specifying custom hours.”
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Specifying custom hours

If you selected During custom hours asyour schedule condition, click Next on the During Dates
and Times page to open the next Wizard page, where you can specify when the call rule
activates.

During Dates and Times E

Weekly | n a Specific Date and Time I

The following weekdays and hours define the schedule:
r Monday I

r Tuesday I

r Wednesday I

r Thursday
r Friday
r Saturday
r Sunday

V¥ Enable this schedule action < Back | Finish I Cancel |

To have the call rule activate on a daily or weekly basis
1. Onthe Weekly tab, check the days on which you the call rule to activate. The call rule will
activate every week on that day during the times specified.

2. To edit the active hours for aday, click the .| button for that day. You can also typein the
hours using hyphens for arange and commas to separate multiple ranges. For example:
9:00 AM - 12:00 PM, 1:00 PM - 5:00 PM.

3. Click Finish.
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To have the call rule activate on one or more individual dates
1. Click the On a Specific Date and Time tab.

wWeekly On a Specific Date and Time |

Add specific dates and times to your schedule:

Date: | 8222008 x|

Time Ranges: |9:00 AM - 5:00 PM | Add |
Dates and Times:

Date A | Time Ranges | REemove |

< Back | Finish |

2. Enter aDate on which the call rule will be active.

3. To edit the active hours for that date, click _.|. You can also type in the hours using

hyphens for arange and commas to separate multiple ranges. For example: 9:00 AM -
12:00 PM, 1:00 PM - 5:00 PM.

4, Click Add to add that date, with its selected hours, to the Dates and Times list.

5. Repeat steps 2 through 4 to add other dates to the Dates and Times lit, if needed. The call
rule will activate on each date/time specified in the Dates and Times list.

6. Toremove adate from the Dates and Times list, click it and click Remove.
7. Click Finish when done.

Quickly creating call rules for contacts or groups

To quickly create acall rulethat triggers on callsfrom a contact or amember of a Group, do the
following:

1. Select the contact or Group in the appropriate ViewPoint folder.
2. Choose Actions > Create Call Rule.

The Call Rule Wizard opens with that contact or Group already entered. See “ Creating a new
call rule” on page 11-4 for further instructions.
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Call rule priority

Wave handles incoming calls according to the priority of your call rules. The cal rulesin the
Call Rules window are ordered from the top down. If two call rules apply to the same call, the
call rule highest in the list is the one used.

You can create multiple call rules that contain similar caller and schedule conditions, and then
prioritizethem to ensurethat the correct greeting and routing list are used for calls. For example,
if you create acall rule for a Group, but want calls from a certain individual within that Group
to be handled differently, you can create acall rulefor that individual and giveit ahigher priority
than the Group’s call rule.

To set the priority of a call rule
1. Select acall rulein the Call Rules window.
2. Click Move Up or Move Down to move the call rule to ahigher or lower priority position.

How Wave resolves call rule conflicts

When acall is subject to multiple call rules, the actions taken (greeting, routing list, etc.) are
determined by the highest call rulein thelist for which an action is selected. If the highest rule
sets an action, that actionis used. But if it has an unsel ected action, while alower rule sets that
action, the action from the lower rule is used. This can result in actions from different call rules
being used on asingle call.

Example: A call rule for Paul plays a custom greeting, but leaves the routing list action

unsel ected. Paul is also amember of the Sales Group, for which you have alower call rule that
specifiesarouting list to follow. When Paul calls, Wave plays the custom greeting from the
higher call rule, and uses the routing list from the lower call rule.
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About customizing ViewPoint

You can customize ViewPoint and your Wave account to suit the way you work.

Most customization options presented in this chapter are set in the Options dial og, accessed by
choosing Tools > Options. Your Wave system administrator may have made some or al tabs of
the Options dialog unavailable to you. See your system administrator if you cannot access a
particular option that is described in this chapter.

Guide to the Options dialog

Note: Depending on your system configuration, some Options tabs may not be visible to you.
See your system administrator to see whether agiven featureis turned on.

Use the following table to locate instructions for the fields in the Options dial og.
Options dialog Fields

Tab Field See...
Personal Voice Title “Recording avoicetitle’ on page 12-3
Telephone Prompts “Changing the language of phone com-
mand prompts’ on page 12-3
Personal Operator “Changing your personal operator” on
page 12-4
\My Numbers “Entering My Numbers’ on page 6-4
Phone Default Ring Duration “Customizing how long your phone
rings’ on page 12-5
Enable Call Waiting “Customizing or turning off call wait-

ing” on page 12-4

Release 1.5 SP3 N7 VERTICAL Wave ViewPoint User Guide September 2009



About customizing ViewPoint

12-2

Chapter 12: Customizing ViewPoint

Options dialog Fields (continued)

Tab

Field

See...

Voice Messages

\ Usage

\ E-Mail Notification

\ Pager Notification

\ Call Notification

ViewPoint

\ Call Monitor

\ Call Alerts

Maximum message length

Voice message playback
order
Play a sound...

Usage

Remove Iltems from
Deleted folder

Log on automatically

Double clicking contacts...

Language

Display Call Monitor...

“ Setting a maximum length for your
Voice messages’ on page 7-8

“ Setting voice message playback order”
on page 12-6

“Playing a sound when a new message
arrives’ on page 12-6

“Managing your voicemail maximums’
on page 7-8

“Managing the Deleted folder” on
page 2-18

“Setting up e-mail notification” on
page 7-11

“ Setting up pager notification” on
page 7-12

“Setting up call natifications’ on

page 7-13

“Resetting ViewPoint so that login is
required” on page 2-3

“Defining double-click behavior in the
Contacts folder” on page 12-8

“Displaying the Call Monitor folder
automatically” on page 5-4

“Customizing incoming call behavior”
on page 12-5
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Customizing phone behavior

The options described in this section allow you to customize your interaction with Wave on the
phone. These optionsinclude:

» Recording avoicetitle. See this page.

« Changing the language of phone command prompts. See page 12-3.

» Customizing or turning off call waiting. See page 12-4.

« Changing your personal operator. See page 12-4

» Customizing your listing in the dial-by-name directory. See page 12-4
e Customizing how long your phone rings. See page 12-5.

Recording a voice title
A voicetitleisashort recording of just your name that Wave fitsinto its own recorded prompts.
To record a voice title in ViewPoint

1. Choose Tools > Options. The Options dialog opens.

2. On the Personal tab, use the audio controls for Voice Title to record your voice title. See
“Using the audio controls’ on page 2-19 for more information.
3. Click oK.

You have alimited amount of space for your voice title, your contacts' voice titles, your
greetings, and recorded conversations. Ask your Wave system administrator how much space
you have been allocated and how much you have used.

Changing the language of phone command prompts

Wave can play the phone command prompts in any language that was installed with Wave.

Whenever you log on or press Flash (on an analog phone), the prompts are played in the
language you choose.

To change the phone commands language
1. Choose Tools > Options. The Options dialog opens.

2. Onthe Personal tab, select the language that you want on the Telephone prompts
drop-down list. All languages that were installed with Wave appear on the list.

3. Click oK. You will be prompted to restart ViewPoint.
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Customizing or turning off call waiting

With call waiting turned off, incoming calls that arrive while you are on the phone go directly
to your voicemail.

However, if call waiting isturned off, you can easily intercept anincoming call visually in your
Call Monitor folder. See Chapter 5 for more information.

Note: Call Waiting can only be customized if your phone supportsit.
To customize call waiting or turn it off
1. Choose Tools > Options. The Options dialog opens.

2. On the Phone tab, check Enable call waiting if you want to use call waiting. Uncheck it if
you want to turn call waiting off.

3. Click oK.

Changing your personal operator

Callers who reach your voicemail can always press 0. By default, 0 transfers them to your

system’s Operator, but you can transfer them to any other extension, for example, your
company’s auto attendant.

To change the extension to which callers transfer when they press 0
1. Choose Tools > Options. The Options dialog opens.
2. Onthe Personal tab, choose an extension on the Personal Operator drop-down list.
3. Click oK.
Customizing your listing in the dial-by-name directory
The dial-by-name directory lets callers dial auser by entering the first few letters of the user’s
name. Callers who know your name but not your extension can find you quickly in the
dial-by-name directory.
You can remove your name from the dial-by-name directory if you want only callers who know

your extension to call you. You can al so specify whether or not the dial-by-name directory reads
your extension to callers.

To customize your dial-by-name listing

1. Choose Tools > Options. The Options dialog opens.

2. Onthe Personal tab, uncheck List in dial-by-name directory to remove yourself from the
directory. If checked, callers can dial you by name.
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3. If you choose to be listed in the dial-by-name directory, you can check Play extension to
the caller to have Wave read your extension to callers who find you by using the
dial-by-name directory. Callers hear “ Transferring to <your voice title> at extension <your
extension>."

If unchecked, callers who find you by using the dial-by-name directory hear only
“Transferring to <your voicetitle>.”

4. Click oK.

Customizing how long your phone rings

Customizing

You can specify how long acall rings your phone before it proceeds to your voicemail. Ring
duration for call forwarding is determined elsewhere.

To specify how long your phone rings

1. Choose Tools > Options.The Options dialog opens.

2. Click the Phone tab.

3. Inthe Default ring duration field, enter the number of seconds your phone should ring
beforeacall is sent to your voicemail.

The ring duration you enter here can be overridden by the ring duration specified in a
personal status.

Note: By default the minimum ring duration is 5 seconds and the maximum is 120
seconds. Your system administrator can extend the possible range from 1 to 999 seconds.
4. Click oK.

Note: Caler ID istransmitted between thefirst and second ring. If your phone supports Caller
ID, you may want to increase this setting so that there is enough time for Caller ID to be
displayed and read before the call is sent to your voicemail.

incoming call behavior

You can set various call alert behaviorsto occur when you receive an incoming call. If you have
Call Monitor tabs other than “My Phone,” you can set call alerts separately for each
tab-category of calls (see “Call Monitor folder tabs’ on page 5-2). For example, you can have
the ViewPoint title bar flash only on calls for your colleague whose Call Monitor you are
sharing.

To set call alerts

1. Choose Tools > Options. The Options dialog opens.
2. Click the ViewPoint \ Call Alerts tab.
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3. Usethe drop-down list to choose the category of incoming call for which you want to set
call alerts. The categories correspond to your Call Monitor tabs. You can set aerts
differently for each category. To set alertsthat trigger on al incoming calls, select “For al
incoming calls.”

Note: With “For al incoming calls” selected, a half-selection mark indicates that the
option is selected in another category.

4. Select any of the following options:

* Display a pop-up notification window. A pop-up window appears showing call
information and allowing you to act on the call.

e Play the caller’'s name over the speakers. Announces the caller's name over your
computer speakersif therecording isavailable. Wave users and identified contacts are
announced if they have voicetitles already recorded.

* Flash the title bar. Flashes ViewPoint's title bar.

« Display the Call Monitor. Brings ViewPoint to the front of your desktop with the Call
Monitor showing when acall arrives. If you are actively working in another folder,
ViewPoint opens the Call Monitor folder.

5. Click oK.

Customizing voice message behavior

You can customize use of stutter dial tone, the message waiting light, and the order in which you
hear your voice messages. For example, you can hear your Unheard (new) messagesin the order
newest to oldest, and then you can hear your heard (old) messages in the order oldest to newest.

Setting voice message playback order

To set voice message playback order

1. Choose Tools > Options. The Options dialog opens.
2. Click the Voice Messages tab.

3. Under Voice message playback order, choose the order you prefer.
4. Click OK.

Playing a sound when a new message arrives

To play a sound when a new message arrives

1. Choose Tools > Options. The Options dialog opens.
2. Click the Voice Messages tab.
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3. Check Play a sound when a new message arrives.
4. Click OK.

Note: ThesoundfileplayedisChord.wav, located inthe Wave ViewPoint directory (by default
C:\Program Files\Wave\Client). To play a custom sound file, name it Chord.wav and placeitin
that directory.

Customizing ViewPoint for operators

If you are an Operator user, you can use the following options to make your tasks easier and

faster:

e Transfer calls by dragging-and-dropping to the Phonebook pane. If you display the
Phonebook pane in the Call Monitor folder, you can transfer a call by dragging it from the
Call Monitor to a contact or an extension. This action performs a blind transfer. See
“Adjusting the Phonebook Pane layout in the Call Monitor” on page 2-12 and “ Dragging
and dropping items’ on page 2-14.

* Resize the Transfer To dialog. You can make the Transfer To dialog larger so that you can
see more users and more columns at a glance. Wave remembers the new size of the Transfer
To dialog whenever you open it.

* View users by Group. In the Extensions list and Transfer To dialog, each Group can be
represented by atab that listsits members. You can create Groups that represent the
departments of your office, so that when transferring calls, you can see at aglance all the
usersin agiven department. For example, if you have to transfer a call to Sales, you can
click the Sales tab (for the Sales Group) and see all the members of the Sales department
and their current personal statuses. See “Extensions|list tabs’ on page 4-2.

e Manage all parked calls together. Right-click any Call Monitor tab, choose Show Tabs, and
add the Parked tab.

Customizing the ViewPoint display

You can customize your ViewPoint display in any of the following ways.

Changing ViewPoint’s language

You can change the language of the ViewPoint user interface. To do so:
1. Choose Tools > Options. The Options dialog opens.
2. Click the ViewPoint tab.

3. Select the desired language from the Language drop-down list.
4. Click oK. You must restart ViewPoint for the change to take effect.
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Defining double-click behavior in the Contacts folder

Double-clicking a contact lets you either edit the information for the contact or place acall to
the contact.

To set double-click behavior

1. Choose Tools > Options. The Options dialog opens.
2. Click the ViewPoint tab.

3. Under Double clicking contacts behavior, select the desired behavior.
4. Click oK.

Customizing columns

You can chooseto show or hide columnsin afolder. You can also customize columnsin afolder
by moving, resizing, and sorting them. The changes you make to columnsin afolder are saved
when you exit ViewPoint.

Showing and hiding columns

For each folder in ViewPoint, you can choose the columns that you want to seein the folder.
Some folders do not show al the available columns by default.

To show or hide columns in a ViewPoint folder

1. Choose View > Current View > Show Columns. You can also right-click in the folder and

select Show Columns. The Show Columns dialog opens. For an explanation of the
columns, click Help.

Call Monitor - Show Columns [ %]

i 8 Show these columns in this order:

............................................. add-> | Fo— :I

Mame
<- Remaove | Status Icon LI
Status
Mumber
Duration
Cner

Custom Data
(B

Motes

Crbit Mumber
Organization
Priority
SalesPriority

Start Time LI

OF I Cancel Help
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2. Do any of the following:
* IntheAvailable columns list, select a column and click Add to show it.
* IntheShow these columns in this order list, select acolumn and click Remove to
hideit.
« Usethearrowsto arrange the columns in the left-to-right order you want. The highest
columns appear furthest to the left.
You can also drag and drop to move columns between panes and reorder them.

3. Click oK.

Moving columns

To move a column, click its header and then drag and drop it to a new location. You can also
move columns by using the Show Columns dialog (see the previous section).

Resizing columns
You can change column widths by dragging the sides of the column headers.

Sorting by column
Click acolumn header to sort theitemsin afolder by the information in that column. Click the
column header again to sort in the reverse order.

The column in the folder that contains an arrow is the column by which the display is currently
sorted. The direction of the arrow indicates the order.

ETE \¥
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The following table refers you to customization options described elsewhere in this manual.

Feature Description See

Recording greetings Create recordings that callers hear when page 7-18
they reach your voicemail.

Automatically logging on Log on to ViewPaint without needing to page 2-2
enter your password.

Displaying the Call Monitor Bring ViewPoint to the front with the page 5-4

folder automatically Call Monitor showing when you place
calls from ViewPoint.

Setting e-mail and pager notifica- | Receive an e-mail message or a page page 7-11

tion whenever you have new voice messages.

Setting deletion options Choose how voice messages are perma- page 2-18
nently deleted from the Deleted folder.

Release 1.5 SP3

N7 VERTICAL Wave ViewPoint User Guide

September 2009



Chapter 13

Running Contact Center Reports

CHAPTER CONTENTS

About the Contact Center Reporter . . . ........... . ... . ... . ... ....... 13-1
Runningareport ... ... e 13-3
Setting Reporteroptions . ... ... .. .. 13-7
Using Excel tabs to view reportresults ............. ... ... ... ... ... 13-11
Printing and scheduling reports with the Report Runner . . .............. 13-12
Available reportsoverview . . . .. ... ... 13-15
Individual report descriptions . . .. ...... ... ... ... ... beginning on 13-16

Important: The full Wave Contact Center has not yet been officially released. However, you
can use the Contact Center Reporter now to report on non-queue call activity and phone usage.
Theavailablereportsarelisted on the next page, and are described in moredetail on page 13-15.
Once Wave Contact Center is generally available, additional reports will be available.

About the Contact Center Reporter

The Contact Center Reporter allows you to run more than a dozen detailed reports on call
activity and phone usage in Wave. You run reports on both queue calls and activity that has
nothing to do with queues, such as general user and trunk usage. By carefully tracking the
relevant call activity, you can quickly identify how effectively your phone system isbeing used
by agents, queues, or trunks.

With the Contact Center Reporter, you can also anayze general system data not related to call
distribution systems, such as the activity on your trunks.

You can configure each report to show information over any time period, from a single day to
months or even years.
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Note the following:

* You cannot run reports on time periods for which you have archived the Call Log.
Archiving removes information from the Wave database and makes it unavailable for
reports.

» If you are running the Contact Center Reporter on a computer other than the Wave
Server, make sure that the clocks on the two computers are synchronized. All report times
and dates are based on the clock of the local PC.

Contact Center Reporter requirements

To run the Contact Center Reporter, you need the following:
» Microsoft Excel 2003 SP3 or higher must be installed on the ViewPoint PC.

* Wave permission to run reports. You must have the permission Access Contact Center
Reporter set to Allow. See Chapter 11 in the Wave Global Administrator Guide for
instructions on setting permissions.

» A Contact Center Reporter licenseis required to run many reports. However, you do not
need a Contact Center Reporter license to run the following reports:

e Cdl Log report

e Cdl Transfer report

» Grouped Service Level report

» Outbound Call Comparison report

» Outbound Calls By Phone Number report
» Outbound Long Distance Summary report
e Unanswered During Business Hours report
e User Call Trends report

» Toavoid apotential error when running reports, you must obtain the following updates
from the Microsoft Download Center (www.microsoft.com/downloads) and install them
on the ViewPoint PC:

» KB955466 (Excel 2003 update)
» KB907417 (Office 2003 update)
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Running a report

The following steps describe how to start the Contact Center Reporter and run areport.

Note: To run somereports, you must first define general Reporter options. See* Setting general
Reporter options’ on page 13-8.

To run a Contact Center report
1 InViewPoint, choose Tools > Reports. The Contact Center Reporter dialog opens.

2 Click the name of the report that you want to run. The report template opens in Microsoft
Excel and shows data according to the options most recently selected for that report.

If the following prompt regarding macros appears while Excel is opening, check Always trust
macros from this source. Then click Enable Macros.

Security Warning (2]

Call Center Queue Information. xt

conkains macros by

Artisoft, Incorporated _Det;alls;__‘j

Macros may conkain viruses, It is always safe to disable macros, but if
the macros are legitimate, you might lose some functionality

V! Abways brust macros From this source.

Enable Macros | More Infa 1

3 The Options dialog for the selected report opens. If it does not, click “Repartoptians o the
Excel Reporter toolbar. (See “ Using the Contact Center Reporter toolbar in Excel” on page
13-4)

4 Inthe Options dialog, modify the report parameters to focus on the time period or other
information that you are interested in. See “ Setting individual report options” on page
13-10 for more information.

5 Click oK. Thereport runs and is displayed in Excel. Use Excel’s optionsto view the report
in graphical or spreadsheet format.

6 The Reporter dialog remains open. To run another report, click another report name.
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Viewing report headers and footers

Y ou must have a printer installed on your computer in order to view the headers and footers on
reports. The headers and footersinclude such data as report title, agent and queue name, date range,
date printed, and the days of the week for the report. If you do not have a printer (Ilocal or network)
configured on your computer, the headers and footers will be blank.

Using the Contact Center Reporter toolbar in Excel

Wave makes Contact Center Reporter options available to you from within Excel on the
Reporter toolbar. To display the Contact Center Reporter Toolbar in Excel, choose View >
Toolbars > Contact Center Reporter Toolbar.

_] Mew Wave Repart %Export without Macros -1?] Repart Options  |#] Refresh Repart ‘? Help

Note: For the Contact Center Reporter toolbar to be available, you must have opened a report
from the Contact Center Reporter dialog.

The Contact Center Reporter toolbar offers buttons for the commands listed in the following
table.

Contact Center Reporter toolbar buttons

New Wave Report. Opens the Reporter dialog or brings it to the front if
_’] it is already open, so that you can select a report to run. See “Running
a report” on page 13-3.

Export without Macros. Saves the report so that it can be opened in
--.1_*/17 Excel on any PC. Reports saved with macros can be opened only on
h PCs with Wave applications installed.

Report Options. Opens the Report Options dialog for the report cur-
-'J[._,] rently showing, so that you can change the report parameters and run
the report again.

Refresh Report. Runs the report again with the same options as were
used to generate the current report. Use to update the report with the
latest data.

=

.;E Help. Opens the Contact Center Reporter online Help.
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Shared and local reports

Reports can be either shared or local, asfollows:

e Shared reportsare stored on the Vertical Wave Server and can be run from any
ViewPoint PC. Shared reports are indicated in the Reporter dialog by ] (blank report)
or Jw (report with data) in the Shared/Data column.

The default path for shared reports on the Wave Server is:
C:\Program Files\Vertical Wave Server\Reports

» Local reportsare stored on the ViewPoint PC itself, and can only be run from that PC.
Local reports are indicated in the Reporter dialog by in the Shared/Data column.

The default path for local reportsis:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\Reports

The reports that come with Wave are al shared reports.

To share a local report
1 Select the report in the Reporter dialog.
2 ChooseFile > Share.

After sharing areport, click the Refresh Report button on the Reporter dialog toolbar to see the
shared report in the Reporter dialog.
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Reporting on internal calls

To specify whether or not to log internal calls

In the Administrator, choose Tools > System Settings.

2 Click the Call Log tab.

{‘.‘ System Settings

[#- Server ¥ Logcalls
[#-Call Data i
- Organizations ¥ Log intemal calls

- Business Hours

- Dial-by-name Directory
[#- E-mail Motification

[+ Security

- Audio

¥ Log call histary events

Delete call history events older than |5 days

e drchive
- |nternal Dialing
- External Dialing
[#-Recordings
- Queue
[+- Storage

o]

Cancel |

Help

You can optionally include internal (station-to-station) call information in your reports.

Tolog internal calls, select the Log internal calls checkbox. To stop logging internal calls,

desel ect the check box.
Click oK.
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Reporting on outbound Contact Center calls

For agents’ outbound calls to appear in reports, the agents must mark their outbound calls as
callsthat are placed from the Contact Center. See“ Placing callsfrom aqueuevs. calling asuser”
on page 5-9 and “Placing ACD workgroup calls’ on page 7-18.

Backups of original reports

Because a user can accidentally overwrite a shared report by sharing one of his own reportswith the
same name, backup copies of the origina Wave report templates are provided in the
Reports_backup directory in the Wave Server directory.

Do not modify Contact Center report templates!

Important: Wave maintains report template (.XLT) files on the ViewPoint PC for its internal

use. Do not modify these as a means of editing the Wave reports. If you do, your changes will
be lost, because Wave regularly overwrites the reports. To modify areport template, save the

XLT filewith a different name so that it is not overwritten by the Reporter.

Setting Reporter options

You set Reporter optionsin several ways:
» Setting general Reporter options. See page 13-8.
» Setting individual report options. See page 13-10.
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Somereportswill not run unlessyou have set general Reporter options. To do so, you must have
Administrator permissions.

To set general Reporter options

1

From the Reporter, choose Tools > Options. The Options dialog opens.

h] Options E

—Toll free options

Enter toll free or local area codesfexchanges separated by commas:

500, 666,677,555

Example: 800, 77, 617, 508452, 508673

=
[

—In-state options

Label For in-state category: In-state

Enter in-state area codes/exchanges separated by commas:

Example: 617, 978, 508452, 508673

—Criteria For counting calls

Minimum outbound number length: |1D— digits

Minimum outbound call duration: |3— seconds
Minimurm inbound call duration: ID— seconds
Short: call duration: |1D— seconds

Cancel

Help |

Under Toll-free options, enter the prefixes of phone numbers that are free to dia from the
local Wave Server. These include your local area code as well as any toll-free area codes
such as 800 and 888. Separate entries with commas. You do not need to enter long-distance

prefix digits, such asthe “1” inthe U.S.

If your entire local areacodeis not free, you can enter each free exchange as the area code

plus exchange, for example 508452, 508673.
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3 Under In-state options, use the following fields to define how in-state calls appear on the
outbound call reports:
» Label for in-state category. Type the name for in-state calls that will appear on the
x-axis of reports that use this option.
* Enter in-state... Enter alist of area code and exchanges that are in your State but not
free, for example area codes in your State other than your local one. You do not need
to enter long-distance prefix digits, such asthe“1” inthe U.S.

4 Under Criteria for counting outbound calls, use the following fields to define which calls
are counted in various report categories:

e Minimum outbound number length. In North Americathisfield should be |eft at 10 so
that the reports pick up all long-distance calls. Further filtering, for example for the
Outbound L ong Distance Summary report, will be provided by the toll-free and
in-state fields above.

e Minimum inbound/outbound call duration. These two fields ensure that the reports
count only calls that were connected. You can adjust the setting as desired. A setting
of 1 second is generally sufficient to include all connected calls.

* Short call duration. Enter the number of seconds at or below which acall is
considered a“short call” by various reports, such as the Agent Performance by Skill

report.
5 Click OK.
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Setting individual report options

The Options dialog appears automatically whenever you run areport, letting you specify the
parameters for the report. You can also click Report Options on the Reporter toolbar to change
areport’s parameters and run it again, for example, with a different date range.
The following options are available for most reports:

* Queue. Select the queue on which you want to run the report.

» Agent. Select the agent on whom you want to run the report.

» Period. Select the time frame for which you want to report. Use the Start and End fields
for custom time frames.

» Interval. Select the length of time reflected by the report, such as hours, days, or months.
The time periods appear on the x-axis of the report.

Click OK in the Report Options dialog to run the report according to the options that you selected.
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Using Excel tabs to view report results

Most Wave reports contain the following tabsin Excel:
* Report. A graphical presentation of the data.
e Data. A numerical presentation of the data.

* Report Options. A worksheet showing the options selected for the report.

Totals on the Data tab

Sometimes total s on the Data tab appear to be inaccurate. Thisis usually due to the way Excel
presents numbers, rounding them to the number of displayed digits. Thetotal is always formed
by taking the sum of the complete numbers, then rounding. For example:

Displayed numbers  Complete numbers

6.47 6.4650
5.87 5.8699
Totals 12.33 12.3349

Using the Report Options tab in Excel

Most users should not try to change the report parameters by changing the data on the Report

Optionstab. Instead, click Report Options on the Reporter toolbar and enter new parametersin
the Options dialog, as described earlier in this section.

The Report Options tab in Excel isfor those who want to print out the full workbook, with a
record of the selected options. Macro writers and other skilled spreadshest users can also use
the tab to generate reports without using the Report Options dialog.
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Printing and scheduling reports with the Report Runner

The Report Runner enables you to create a desktop shortcut for running and printing a report.
You can then run the report just by clicking the shortcut. You can choose whether to send the
report to a printer or afile.

You can also use the Windows Task Scheduler to run the Report Runner at any time and interval
you choose. See Windows Online Help for the Task Scheduler for more information.

To create a Report Runner shortcut for running a report

1 Create ashortcut to the Report Runner file, Tvrrun. exe. The default location for the Report
Runner fileis:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\Tvrrun.exe
For instructions on creating a shortcut, see your Microsoft Windows documentation.
2 Right-click the shortcut and choose Properties.

3 IntheTarget field, add the following after the path:
e The path to the XL Sfile of the report you want to run.
» (optional) -C to send the chart report to your default printer.
» (optional) -T to send the data report to your default printer.

» (optional) -S <output file> to print the report to afile. If you do not specify an output
file, the new report overwrites the source XL Sfile. Note: Do not use quotes around
the file path.

See the next section for examples of the Target statement.

4 To set report options, such as queue name or selected hours, use the Report Optionstab in
your saved XL S spreadsheet file. See “Using the Report Options tab in Excel” on page
13-11.

5 Click OK.
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Examples of the shortcut Target statement

The following are examples of how the shortcut’s Target field might 1ook:

¢ C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\Wait by Outcomel.xls -C

The chart for the Wait by Outcomel.xIs report is sent to the printer.

¢ C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\Trunk Performance.xls -C -T

The chart and the data sheet for the Trunk Performance Report are sent to the printer.

e C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\User Activity.xls -S

The XLSfile of the User Activity report is overwritten with the new report.

¢ C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\User Activity.xls -S C:\Program Files\Vertical
Wave\ViewPoint\Reporter\Reports\Fred_Sanders.xls

The User Activity report iswritten to the file Fred_Sanders.xls in the Reports directory
(Note no quotes around the file path).

Using the Report Runner
When running or scheduling reports automatically with the Report Runner, you must do the
following:
1 Runthereport manually for the user you want and for the period you want.

2 Clear all sheets except for the “Report Options” sheet. (Click the top left cell to select al,
then press Delete.)
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3 Onthe“Report Options’ sheet, do the following:
e Clear the date range in the “Period” row (column B).
» Clear the datain the “Days’ row (columns B and C).
e In“Days’ row (column B) enter 1,2,3,4,5,6,7.
* Inthe“Days’ row (column C) enter Sunday, Monday, Tuesday, Wednesday,
Thursday, Friday, Saturday.
4 Savethereport (name it something like “User Template.xIs").

5 Set up the Report Runner to use this template every day to generate the report. An example
command line would look like this:

C:\Reports\User Template.xls -S C:\Reports\User3.xls

Note the following:

» If the query generates no data, the existing report will be cleared, so you won't see the
data from the previous execution.

» The"Days’ option in the template will be ignored if the period is“ Today” or
“Yesterday.” In that case the day used will be the appropriate one for the period chosen.

Running the Report Runner without a command line statement

If you run thefile Tvrrun. exe without modifying its command line, the system opens a Help topic
that explains the Report Runner commands.

4 Report Runner E

The Report Runner command line switches determine how a report iz printed and saved after
being run by the Report Runner.

Syntax:  tvrunexe InputFile -C -T -5 DOutputFile

Input File Fequired Fath and filename of a Teleantage Report workbook
[.ul file] .

- Optional Frint the chart

-T Optional Frint the tabular report

-5 Output File Optional Save the report. |F no Output File is specified, the

Input File will be ovenwritten.

Example: c:Mvreportsibviun exe o h\vreportsiiwait by Outcomel . xls -C-T -5

In the above example, the ‘Wait by Outcome report is run, the chart and tabular report are
printed, and the input fil is replaced with the new repart.
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Available reports overview

You can produce the reports listed in the following table. For detailed examples of the reports, see
the sections referenced in the table.

Contact Center Reports

Name Description

By any time interval, shows all the information that appears in the Call Log
for the entire system or the selected user or queue, in a spreadsheet form
that is easy to sort or filter.

Call Log report
(see page 13-16)

Call Transfer report By any time interval, reports on all of the calls that a user or queue trans-
(see page 13-17) ferred to other entities.

Grouped Service Level
report
(see page 13-18)

By five-second increments, shows wait time for all external calls that were
answered by a user.

Outbound Call Compari-
son report
(see page 13-19)

Shows the number and duration of outbound calls in the following catego-
ries: In-state, Toll-free, and Other.

Outbound Calls by Phone
Number report
(see page 13-20)

Shows the number and duration of outbound calls placed to prefixes that
you specify, for example 800 or 212.

Outbound Long Distance
Summary report
(see page 13-21)

By any time interval, shows your outbound long-distance phone traffic and
estimates your phone bill.

Unanswered Calls During
Business Hours report
(see page 13-23)

By any time interval, shows external inbound calls during your Wave busi-
ness hours that were not answered by a user.

User Call Trends report Shows the number of calls a user made or received and the user’s average
(see page 13-24) talk time.
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The Call Log report shows al theinformation that appearsinthe Call Log for auser or aqueue,
in aspreadsheet form that is easy to sort or filter. Using Microsoft Excel’s drop-down filtering
tools, you can filter by any column to see just the calls you want.

This report should only be run for asmall number of days due to the quantity of datait can

jor

oduce.

Note: By default you can report only on your Call Log and all Call Logs that are shown to you
in ViewPoint (for example, aqueue’s Call Log if you have permission to view it, and any Call
L ogs that have been shared with you). To report on any Call Log, you must have the Wave
permission Report on all call logs set to Allow. See Chapter 11 in the Wave Global

Administrator Guide for more about setting general Wave permissions.

E [ F I H [ M -
Start Time End Time Duration Result _ILeft MiNo Org Acci Answered By

1 - - - -
| 35 1011472002 7:06:29 PR 101142002 7:068:23 PR 00:00:00  Supervised transfer Mo Tech Support Afte
| 36 101472002 7:62:26 PR 10M142002 7:52:26 PR 00:00:00  Supervised transfer Mo Tech Support Afte
| 37 10152002 9:.02:04 AW 1011552002 9:.02:04 AW 00:00:00  Supervised transfer Yes Tech Support Afte
| 38 |10/15/2002 9:21:45 AM  10/15/2002 9:22:55 AWM 00:01:10  Connected Mo Rob Simsox
| 39 |10/15/2002 9:26:40 AM  10/15/2002 9:31:53 AWM 00:05:13  To voice mail Mo Shane Wilcoh
| 40 |10/15/2002 9:38:17 AM  10/15/2002 9:35:17 AW 00:00:00  Blind transfer Mo Shane Wilcoh
| 41 10152002 9:32:81 AWM 10M1502002 9:44:26 AWM 00:11:35 Ta vaice mail Mo Unknown
| 42 |10/15/2002 9:44:13 AM  10/15/2002 9:46:53 AW 00:02:40  Connected Mo Rob Simsox
| 43 101152002 9:43:41 AW 101552002 9:80:27 A 00:00:46  Connected Mo Unknown

44 101552002 2:50:33 AWM 101552002 2:55:56 AWM 00:05:23  To voice mail Mo Rob Simsox
| 45 [1NAE20N2 9-573-43 At TNARLNND 9-5R-57 Ak nn&s14  (Toownice mail Mn Shane Wilrnh

For a description of the Call Log columns, see Chapter 8 in the Wave ViewPoint User Guide.

Filtering Call Log data by column

To filter the report by column, click the arrow on any column header. From the drop-down list,
select the column entry that you want to display. The report shows only calls with that column
entry. Alternately, select Custom to filter by more complex criteria.
A

Direction |

“|iTop 10...)

_| Inbound

{Custom,..)

Cuthbound
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Examples of using the filter include viewing the following:
» All callswith account code 55 (Account Code column)
» Allinbound or al outbound calls (Direction column)
» All calslonger than 30 minutes (Duration column, select Custom)
» All abandoned calls (Result column)
e All calsthat were automatically recorded by the queue (Recorded by Queue column)

Call Transfer report
This report shows how many calls a user or queue transferred, and to whom they were

transferred.

Call Transfer - Janice Dowan
(21112004 - 2126/2004)

Number of Transfers

a T T T T T T

Andrew Geck Greg Blano Wark Quinn Mary Ellen el Psar Man Kerpor  Tech Support
Fimber Call Center

Transfer Target

BMurnber of Transfers

Reading the Call Transfer report

The following fields appear in this report:
* Number of transfers. Read against the y-axis of the report.

* Transfer Target. Each entity transferred to appears as a bar along the x-axis of the report.
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Grouped Service Level report

Thisreport showswait timefor all external calls, displayed in five-second groupings. Wait time
includes the amount of time that the caller waited between the extension being dialed and the
user picking up, plusany time spent in ablind transfer later in the call. Note that wait time does
not include time that the caller spent on hold, parked, or in a supervised transfer.

Grouped Service Level - All Calls
(2/26/12004 - 2126/2004)

100%
90%
80%
0%
B0%
a0%
40%
30%

20%-:|_
10% - —D_D_D D»
0% 0O 0O . . A B e — == =3
0-5 B-10 11-15 16-20 21-25 26-30 31-35 35-40 41-45 46-50 51-55 56-60 =60
Wait Time (sec)
B% of Calls (out of 110 calls) |

% of Calls

Reading the Grouped Service Level report

The following fields appear in the Grouped Service Level report:
* Wait Time. Displays on the x-axis of the report as five-second groupings

* 9% of Calls. Shows how each grouping compares as a percentage of the total number of calls.
Displays on the y-axis of the report. The total number of callsis displayed at the bottom of the
report.
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Outbound Call Comparison report

The Outbound Call Comparison report separates your outbound callsinto three categories:
In-state, Toll-free, and Other. The In-state and Toll-free categories depend on your settingsin
the general Reporter Options dialog (see “ Setting general Reporter options” on page 13-8).

Standard long-distance calls (calls made to non-free area codes) are included under “Other.”

Number of Calls

a0
g0
70
60
a0
40
30
20

QOutbound Call Comparison - All Calls
(2/26/12004 - 2126/2004)

350

F 300

F 250

- 200

F 150

F 100

F 50

Total Duration (minutes)

z(@a

&Q\\

-

||:|Numher of Calls —s— Total Duration (minutes) |

Reading the Outbound Call Comparison report

The following fields appear in the Outbound Call Comparison report:

Interval. Displays as the x-axis of the report.

.

Number of Calls. Displays as bars. Read against the left y-axis of the report.

Total Duration. Displays as aline. Read against the right y-axis of the report.
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Outbound Calls by Phone Number report

Thisreport countsthe number and duration of outbound calls placed to a specified list of phone
number prefixes. Enter the prefixesin the Number prefixes field in the Options dialog for this
report (separate prefixes with commas).

Qutbound Calls By Phone Number - All Calls
(2222004 - 2128/2004)

200 450

180 s F 400

160 —= L 350 %
)
T L300 £
O 0 £
2 o [ 250 5
3 L 200 &
g @ 5
f o L 150 &
=z =

A0 F 100 <

= V—I/./l—| o )

0 T T T 0

< P & e

||:|Numher of Calls —s— Total Duration (minutes) |

Note: If your prefixes overlap, acall can show up in more than one column. For example, if
you enter a prefix of 6 and another of 617, calls beginning with 617 will be counted in both
columns.

Reading the Outbound Call by Phone Number report

The following fields appear in the Outbound Calls by Phone Number report:
* Number prefixes. The prefixes you entered appear as the x-axis of the report.
* Number of Calls. Displays as bars. Read against the left y-axis of the report.
e Total Duration. Displays as aline. Read against the right y-axis of the report.
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Outbound Long Distance Summary report

You can use thisreport to track your outbound long-distance phone traffic and estimate a phone
bill for agiven period. The chart displays the total number of outbound long distance calls and
the duration of each. The Data tab shows the estimated cost of your long distance calls.

QOutbound Long Distance Summary - ABC
(6/1/2003 - 6/712003)

70 180.00
_ L 160.00

L] B0 /\
= — L 140.00
8 a0 /\ \.
> - L 12000 ¢
(%)
£ 40 10000 £
i) ]
B8 . L5000 5
S Lso00 @
c
s | }aooo

107 —t 2000

o : : : : : : 0.00

& & & & & & &
&% & o o & R &%
Days

||:|L0ng Distance Calls —s— Duration (minutes) |

Before running the Outbound Long Distance Summary report
You cannot run the Outbound Long Distance Summary report unless your system has been set
up in the following way:

e Oneor more Organizations are defined. See Chapter 20 in the Wave Global
Administrator Guide for more about using Organizations.

» In-state area codes are defined in the Reporter Options dial og.
When setting up the Options for this report, specify the following additional fields. Your long
distance carrier can provide you with exact numbers.

* Cost per minute. Enter the per-minute cost in dollars of your long-distance calls. For
example, enter .05 for five cents a minute.

* Costinterval in seconds. Thelength of theintervalsaminuteisdivided into for the purposes
of calculating the cost of the call.
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Reading the Outbound Long Distance Summary report

The following fields appear on the Outbound L ong Distance Summary report:
* Interval. Displays along the x-axis of the report.

* Long Distance Calls. All outbound trunk calls whose numbers do not begin with any of
the digit sequenceslisted in the Toll free options field in the Reporter Options dialog.
Displays as bars. Read against the left y-axis of the report.

» Duration. Displaysasaline. Read against the right y-axis of the report.

The following fields appear on the Data tab of this report. Each is totaled at the bottom.
* Interval. Thetimeinterval chosen.

* Outbound calls. The total number of outbound trunk calls, long distance or otherwise.
Note that to count as an outbound call, a call must match the Criteria for counting
outbound calls defined in the Reporter Options dialog (see “ Setting general Reporter
options’ on page 13-8).

e Long distance calls. The total number of long distance calls.
e Duration. Thetotal duration of long distance calls for each interval.

* Cost. Thetotal cost of long distance callsfor each interval, based on the Cost per minute and
Cost interval in seconds datayou entered.
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Unanswered Calls During Business Hours report

The Unanswered Calls report shows external inbound calls during your Wave business hours
that were not answered by a user. Thisincludes calls that were answered by another extension
type, such as an auto attendant, but never picked up by a user.

Unanswered Calls During Business Hours - All Calls
{6/1/2003 - 6/18/2003)

12 . . 100%
4 90%
2 1 1 80% o
S 0s + T0% 2
= 1 60% £
5 06 50% 2
: 1aos E
- 0.4 T 30% ;
4 20%
=02 1 109%
0 : 0%
S S
< <
& &
) b
& &
@c"‘{l’ @N&
Hours

||:|Unanswered Calls —=— % Unanswered |

Note: Thereport counts callsthat show aResult of “ Abandoned” or “To voicemail” in the Call
Log. Because of this, callsthat auser answered and then sent to voicemail count as unanswered.

Reading the Unanswered Calls During Business Hours report

Thefollowing fields appear on the Report tab of the Unanswered Calls During Business Hours
report:

* Time interval. Displays as the x-axis of the report.

* Unanswered Calls. Total number of unanswered calls. Displays as stacked bars. Read
against the left y-axis of the report.

* 9% Unanswered Calls. Unanswered calls as a percentage of all calls. Displays as aline. Read
against the right y-axis of the report.
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User Call Trends report

The User Call Trendsreport displays the number of inbound calls auser received and outbound
calls the user placed, with the average talk time for each category.

User Call Trends - Chris Bronk
(22612004 - 2/12612004)

1.80

: - g
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3o R S
© 2 ,/ \\ 0ED B
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0 . . . . . . — 0.00
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& & & s
& & » a¥
S S S B
Dl Dl Dl
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||:|Inh0und Calls mmmm Outhound Calls —&— Average Talk Time Inbound (minutes) —s—Average Talk Time Outbound (minutes) |

Reading the User Call Trends report

The following fields appear in this report:
* Time interval. Displays as the x-axis of the report.
* Calls. The number of calls. Displays as the y-axis of the report.
* Inbound calls / Outbound calls. Displays as different-colored bars.

e Average talk time Inbound/Outbound. In minutes. Displays as two lines.
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Appendix Contents
About the Wave Archived Recording Browser
Running the Archived Recording Browser
Searching for recordings
Managing individual recordings
Acting on archived call recordings
Checking the archive for missing audio files
Purging archived recordings

About the Wave Archived Recording Browser

The Wave Archived Recording Browser is atool for listening to and managing thousands of
mailbox recordings (voice messages or call recordings) that have been archived by Wave. You
can search for recordings using avariety of criteria, edit or delete recordings, flag recordingsfor
follow up, or restore them to the appropriate Inbox or other folder from which they were

archived.
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Running the Archived Recording Browser

In order to use the Archive Recording Browser, you must know the network location of the
archive and have network access to that location. See your Wave system administrator for
details.

To run the Archived Recording Browser

1. Choose Start > Programs > Vertical Wave > Wave Archived Recording Browser. The Wave
Archived Recording Browser dialog opens:

& Wave Archived Recording Browser [ %]
Uszer Mame: |Archive Admin

Password: I

Server: IWA\.-’E

[ Automatically log on as this user

QK I Cancel | Help |

2. Enter your archive user User Name and Password. These can be different than your Wave
user name and password—ask your Wave system administrator for the user name and
password to use.

3. Tolog on to adifferent archive PC, enter that PC’'s name or |P address in the Server text
box.

4. Click oK.

After using the Archived Recording Browser, to log on as another archive user (for example, as
auser with different access privileges), click File > Log On as a Different User, and then enter
that archive user’s User Name and Password.
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Searching for recordings

The Archived Recording Browser does not display any entries when you run it. To view
recordingsin the Browser window, you must first search for recordings that match criteriathat
you set.

To search for recordings, use either of the following methods:
e Start anew search. See page A-3.
» Load asaved search. See page A-8.

Starting a new search

To start a new search
1. Click ™ on the toolbar. The Search Archived Recordings dialog opens.

i+ Search Archived Recordings
Search Mame: |<Untitled> j Save s | * |
Basic | Advanced I
Show me recordings that match these criteria
\Wave Server: I(,q||) j
Mailbo: I(,q||) j
[ From Mame ar Mumber: I
[~ ToMame ar Mumber: I
[~ Received: Jvesterday =l
[ Length IGreater than j |1 mit,
[~ Flagged far fallaw up
[~ call Maotes: I
[ Archive Notes I
Order results by: IReceived j IAscending j
Reset | Find Mow | Close I Help |

2. Do one of the following:
« If your search only involves the criteria shown on the Basic tab:

On the Basic tab, you can quickly specify commonly-used criteria, and anything
you enter istreated as a partial search. For example, entering “617” in the From
Name or Number field will return all records with 617 in that field, including
“61755511212", and “5126175555".

For a description of each field on the Basic tab, see “ Search criterid’ on page A-5.
When you are done specifying your search criteriaon the Basic tab, go to step 3.
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» |If you want to specify more complex search criteria:

Click the Advanced tab to search on additional fields in the mailbox recording’'s
Call Log entry, or to define more complex search criteria than you can specify on
the Basic tab.

1 search Archived Recordings

Search Mame: |<Untitled> j Save s |X|

Basic  Advanced |

Show me recordings that match these criteria

Field |Condition |value

Remayve |

Define mare criteria
Field Condition Walue

IReceived j IEquaIs j I
For a description of each field on the Advanced tab, see “ Search criterid” on
page A-5.
Click Add to List after defining each entry. To remove an entry from thelist, select it
and then click Remove.

3. On either tab, you can specify how the results will be sorted. From the Order results by
drop-down lists, select the Browser column on which to sort the search results. Then select
Ascending or Descending from the drop-down list to specify how to sort the contents of
that column.

Note: Search results can also be sorted by clicking any column header in the Archived
Recording Browser.

4. When you are done specifying your search criteria on either tab, do any of the following:
» To execute the search, click Find Now.

» Toreusethe search criteriaagain at alater time, click Save As. In the Save Search As
dialog, Enter a name for your search and then click Save.

» Toreset the contents of the Search Archived Recordings dialog to the default settings,
click Reset.
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The following table describes the search criteria that you can set up on either the Basic or
Advanced tab in the Search Archived Recordings dial og:

Search Criteria

Description

Tab Field
Basic Wave Server
Mailbox

From Name or
Number

To Name or
Number

Received

Length

Flagged for
follow up

Call Notes

Archive Notes

If your system archives mailbox recordings from more than one
Wave Server, you can search all of the Servers, or select aspecific
Server from the drop-down list.

You can search all users’ mailbox folders, or select aspecific user
from the drop-down list.

To search for recordings related to calls from a specific user or
number, select this checkbox, and then enter all or part of the
user’s name (for example, “Janice” or “Jan”) or phone number
(for example, “17815551212", or “781".) To search for callsfrom
an external caller, enter “Unknown”.

To search for recordings related to calls placed to a specific user
or number, select this checkbox, and then enter all or part of the
user’s name or phone number.

To limit your search to a specific time period, select this
checkbox, and then select atime period from the drop-down list
(for example, “ Yesterday” or “Last 3 months’.) If you select
“Specific date”, enter the date in the text box using the format
provided, or click (] to select adate from a calendar.

To search for recordings of a specific length, select this
checkbox. Select an option from the drop-down list, and then
enter the number of minutesin the text box (for example,
“Within 30 sec.of 5 minutes’.)

Note: To enter seconds, use the hh:ss format or decimal places.
For example, to indicate 1 minute 30 seconds, enter either “1:30”
or“15".

To search for recordings that were previously flagged for follow
up, select this checkbox.

To search for recordings that contain a specific text string in
the Call Notes field, select the checkbox, and then enter the
string in the text box.

To search for recordings that contain a specific text string in
the Archive Notes field, select this checkbox, and then enter
the string in the text box.
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Search Criteria (continued)

Tab

Field

Description

Advanced

Show me
recordings that
match these
criteria

Define more
criteria

Field

Condition

Lists one or more criteria that you specify on the Advanced
tab. Toremove an entry fromthecriterialist, select it and then
click Remove.

To add an entry to the criterialist, select aField and Condi-
tion from the drop-down lists, and then select a Value from
the drop-down list or enter it in the text box (for example,
“Account Code Equals 1074".)

To search for recordings that match one of several valuesin a
single field, select the condition Or. When you use Or, you
must specify the complete field contents that you are search-
ing for, asin:

“From Or Nancy Jones OR Pete Smith OR Irene Orleans’.

Field on which the search criteriais based. For a description of
each field, see “Using the Call Log view” in Chapter 22 in the
Wave Global Administrator Guide.

Select any of the following conditions.

Equals, Does  Useto search based on the exact contents of

not equal afield. For example, to search for record-
ings of callsfrom Kevin McDonough, add
the criteria“ From Equals Kevin McDon-
ough”.

Note that when you use Equals and Does
not equal, you cannot search based on part
of the field's contents—the criteria “ From
Equals Irene” would not return any
matches.

Equals isthe only valid condition for some
fields (Flagged for follow-up, Message
Heard, Call Direction, Call Result, Left
Message, and Recorded By.) For these
fields, select one of the values offered in the
drop-down list, for example, “Call Result
Equals Left Message”.
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Search Criteria (continued)

Tab Field Description

Greater than,  Useto search based on the numeric contents of

Less than afield. For example, to search for recordings
of callsthat were on hold for more than 10
minutes, add the criteria“Hold Time Greater
than 10”.

Between Use to search based on arange of valuesfor a
field. For example, to search for recordings of
calls that lasted more than 10 but less than 20
minutes, add the criteria“ Call Duration
Between 10 and 20".

Or Use to search for recordings based on two or
more valuesfor afield. For example, to search
for recordingsof callsfrom several callers, add
acriterialike “From Or Nancy Jones OR Pete
Smith OR Irene Orleans’.

Like Useto search based on wildcard charactersthat
represent one or more characters.

Use aquestion mark (?) to represent asingle
alphanumeric character. For example, to
searchfor recordingsof callsfromthe617 area
code and 555 exchange, add the criteria,
“Number Like 6175557777".

Use an asterisk (*) to represent one or more
alphanumeric characters. For example, to
search for recordingsof callsfrom anyonewith
afirst name of Nancy, add the criteria“From
Like Nancy”.

You can combine wildcard charactersin a
single search criteria. For example, to search
for recordings from calls from an area code
that begins with 8 and has the 555 exchange,
add the criteria“Number Like “8?7?7555*”.

Note that if you want to search for the actua
character * or ?, usethe Equals or Does not
equal condition.
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Search Criteria (continued)

Tab Field Description

Contains Useto search based on aportion of afield. For
example, to search for recordings of calls
where 555 appears anywhere in the number,
add the criteria“Number Contains 555".

Value Field contents for which to search. Note that when searching on
the contents of atime-based fields (Call Duration, Hold Time,
and so forth), the value is always entered in minutes.

Saving your current search

There aretwo waysto save your current search criteriain order to search using the same criteria
at alater time:

1. Inthe Search Archived Recordings dialog, click Save As.
-or-
In the Browser, click H| on the toolbar.
The Save Search As dialog opens.

Save Search As

Enter a name for your search: i |

[ Save ” Cancel ][ Help ]

2. Enter aname for your search and then click Save.

Loading a saved search
To load a saved search, select it in the drop-down list on the toolbar. To change the search
criteriafor a saved search, select it and then choose Tools > Find. The Search Archived
Recordings dialog opens where you can make your changes.
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Managing individual recordings

Mailbox recordings that match your search criteria are displayed in the Browser.
EEX

¥& Archived Recording Browser
Fle Edt Tools Help

% X | | <urtideds - E
Recordngs| 1 |totooofzoos 4] <[k |M]
~

Custom Data | hiotes

H Server Mailbox Received  |Length | Number Created
> Tw40400  Reco Olser 99 T 101 AN 112
% TWdD400  Recordings Liser - System Tue 9/L3{2005 11:02 AM
® Tv40400  Recordings User - System  140User 98 Tue 9/13/2005 11:02 AM
® T¥40400 Recordings User - System  140User 57 Tue 9/13/2005 11:02 AR
® T¥40400  Recordngs User - System  L40User 100 Tue 9/13/2005 11:03 AM
B TVaD400  Recordngs User - System  140User 93 Tue 5/13/2005 11:03 AM
£ TW4D400  Recordings User - System  140User 100 Tue 9/13/2005 11:04 AM
- Tv40400  Recordings User - System  140User 98 Tue 9/13{200S 11:04 AM
® TW40400 Recordings User - System  140User 57 Tue 8/13/2005 11:04 AR
© Tv40400  Recordings User - System  140User 99 Tue 9/13/2005 11:05 AM
® Tvap400  Recordngs User - System  L40User 100 Tue 9/13/2005 11:05 AM
9 TWdD400  Recordings User - System  140User 35 Tue 9/13/2005 11:06 AM
@ Tvan400  Recordings User - System  L40User 55 Tue 9/13/2005 11:06 AM
® V40400  Recordings User - System  140User 97 Tue 9/13/2005 11:06 AM
® T¥40400 Recordings User - System  140User 100 Tue 9/13/2005 11:07 AR 1000000006 Tue H1H2005 11:07 AM Station 100/ SER One -> Trunk 51/ Unk.
® T¥40400 Recordngs User - System  140User 98 Tue 9/13/2005 11:07 AM 0980000005 Tue 9/13j2005 L1:07 AM Station 98/ SR One -> Trunk 54/ Unkn
< >

12 03¢ 02
0990000003 Tue 9/13j2005
0980000002 Tue 913{2005 11:02 AM
0970000002 Tue 9132005 11:02 AM
1000000003 Tue 9132005 11:03 AM
0990000004 Tue 9Y13j2005 11:03 AM
1000000004 Tue 9132005 L1:04 AM
0980000003 Tue 9/13i2005 11:04 AM
0570000003 Tue 913{2005 11:04 AM
0980000005 Tus (132005 11:05 AM
1000000005 Tue 9f13(2005 11:05 AM
0990000006 Tue 9Y13i2005 11:06 AM
0980000004 Tue 913j2005 11:06 AM
0970000004 Tue 913{2005 11:06 AM

-3 Trunk 51 Unkn)
Station 99/ 5BR One ->» Trunk §17 Unkn
Station 98/ SBR One - Trunk 52/ Unkn
Station 97/ SER One -3 Trunk 54 Unkn
Station 100f SER. One -» Trurk 53/ Unk
Stakion 39 SR One - Trunk 517 Unkn
Station 100/ SBR. One > Trunk 53/ Unk
Station 98/ SBR One -3» Trunk 547 Unkn
Station 97/ SR One - Trunk 52/ Unkn
Station 99 SER One -3 Trunk S1f Urkn
Station 100f SBR One - Trunk 53/ Unk
Station 99/ SBR One - Trunk 53 Unkn
Station 98/ SBR One -> Trunk 547 Unkn
Station 97 SBR One - Trunk 52/ Unkn

archive Notes: Cal Notes:
Station 99/ SBR. One -3 Trunk 517 Unknown

[Fiag this recording for Follow-up
IR TAT T

1\Twga330 - 41,729 Total recordings 100 Items

The following information is displayed for each recording:
. ! , recording has been flagged for follow-up.
+ & |dentifies the recording type:
e =1 Voice message
« & Cdll recording
» Server. Wave Server from which the recording was archived.

e Mailbox. User's mailbox folder from which the recording was archived. If you restore the

recording, it will be returned to this mailbox.

* From. Name of the person who placed the call. Onincoming calls, “Unknown” is displayed
unlessthe user identified the caller as a contact. On outgoing calls, this column contains the

user’s name.
* Received. Date and time when a voice message was |eft, or acall recorded.
e Length. Length of the recording in minutes:seconds format.

e Number. Onincoming calls, the extension, Caller ID name and number (if available), or
external number that was dialed. On outgoing calls, the extension or external number that

was dialed.
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* Created. Date and time when the mailbox recording was archived.
e Custom Data. Custom data, if any, associated with the call.

* Notes. Starting text of any notes added to a voice message or call recording viathe Call
Monitor or Call Log. The complete notes appear in the Call Notes pane at the bottom of the
Browser. For acall recording, Wave automatically adds information about the stations
and/or trunksinvolved in the call.

If you make changesto Call Notes viathe Archived Recording Browser, those changes
areincluded if you restore the recording to its original Inbox or other folder, but the Call
L og notes remain unchanged.

« Archive Notes. Notes added to the archived recording viathe Archived Recording Browser.

Archive notes are maintained only in the archive, and are not included if the recording is
restored to its original Inbox or other folder.

Acting on archived call recordings

To act on archived recordings:

1. Adjust the display in any of the following ways:

e Click on any column heading to sort the search results on that column. You can type
characters or words to jump to the first matching record in the sorted column that
begins with that text.

« Enter anumber in the Recordings text box at the top right of the Browser and press
Enter to go to that entry in thelist. Use the » [ M| buttons to browse through the
search results.

» To change the number of entries displayed per page, choose Tools > Options. In the
Options dialog, enter the Number of recordings to display per page.

2. Click an archived fileto select it. You can perform the following actions on a selected file:

e Play. Double-click any column except the first column to play the recording, or use
the audio controls at the bottom of the Browser.

To set a bookmark while listening to a recording, click and drag the orange triangle
0 under the progress indicator at the bottom of the Browser. The next time
that you play the recording, playback will start at the bookmark location.
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» Open Call Log Details. Click &/ on the toolbar to view details about the Call Log
entry associated with the mailbox recording.

& Call Details

orecton N
| From SBR One

|To Unknowsn

| Murniber 6001

éStart Time 913/2005 11:05:44 AM

| Duraticn 1:49

| Result Left Message

|Left Message

| Answered By Unkniown

| From Murnber 6001

| To Mumber 1000000006

| Called Mumber 1000000006

| Whtait Tirne: :00

| Account Code

| Custom Diata

éDial Skring 1000000006

| From Device Station 100

| To Dievice: Trunk 51

| Placed By 140User 100 |

Note: Youcanview Call Log detailsfor all call recordings, and for voice messages
that wereleft by acaller viathe Wave phone commands. I nternal voice messageswill
only have associated Call Log detailsif internal (station-to-station) call logging is
turned on viaTools > System Settings > Call Log tab inthe TV Admin applet in the
Wave Remote Management Console. Voice messages sent directly to a user’s voice
mailbox by another user via ViewPoint do not have any associated Call Log details.

* Flag recording. Double-click the first column for a recording to flag the selected
recording for follow up. Double-click it again to remove the flag. (You can also use
the Flag this recording for follow-up checkbox for the selected recording.)

e Add notes. To add new notes or edit existing notes to the selected recording, typein
the Call Notes or Archive Notes panes.

* Restore recording. Click *= on the toolbar to move the selected recording back to
the mailbox from which it was archived. It also staysin the archive until purged.

» Export recording. Click &, one of the audio controls at the bottom of the Browser,
to export one or more selected recordings to alocation on a hard drive other than the
folders from which they were archived. (Exported recordings are not deleted from the
archivefolder.)
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* Refresh. Click & on thetoolbar to refresh thelist of mailbox recordingsdisplayed in
the Browser.

* Delete recording. Click X| on the toolbar to delete one or more selected recordings
from the archive folder. (To del ete recordings based on criteria that you set, see
“Purging archived recordings’ on page A-12.)

Checking the archive for missing audio files

When you check the archivefor missing audiofiles, all archive database entriesthat do not have
acorresponding audio file in the archive folder are deleted from the database.

To check the archive for missing audio files

1. Choose Tools > Check Archive. Note: If this option is not available, ask your Wave system
administrator to grant you Archive Admin privileges.

2. Click ok at the warning message to check the archive.

Purging archived recordings

You must have Administrator privileges to perform this operation. When you purge archived
recordings, all mailbox recordingsin the archive folder that match the criteria that you set are
deleted permanently, as well as the corresponding archive database entries.
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To purge archived recordings

1. Choose Tools > Purge Recordings. Note: If thisoption is not available, ask your Wave
system administrator to grant you Archive Admin privileges. The Purge Archived
Recordings dialog opens:

Delete all recordings that match these criteria:

\Wave Server: I(,q||) j
Mailbo: I(,q||) j
[ From Mame ar Mumber: I

[~ ToMame ar Mumber: I

[~ Received: Jolder than this date 7| [5/22j2008 _|
[~ Length IGreater than j |1 min.
[~ Flagged for Follow up

[~ call Maotes: I

[ Archive Notes I

Reset | Delete | Cancel | Help I

2. Specify the recordings that you want to delete from the archive. Selecting recordings to
purge works the same as using the Basic tab to search for recordings. See* Search Criteria”
on page A-5 for adescription of each field.

3. Click Delete to purge mailbox recordings that match your criteria from the archive. Click
OK at the warning message to confirm the purge.
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About Viewpoint command line switches

You can add various switches to the command line that ViewPoint shortcut uses to start
ViewPoint. To change the command line, right-click ViewPoint shortcut icon, choose
Properties, and then click the Shortcut tab. The Target field shows the command line.

Add switches to the end of the command line (after the quote mark) with a space before the
switch. You can add multiple switches separated by spaces. For example:

“C:\Program Files\Vertical Wave\ViewPoint\Vertical .Wave.ViewPoint.exe” /Server:Wave
/station=77

ViewPoint command line switch reference

The ViewPoint command line switches include the following:

e Jallowmultiple. Enablesyou to run multiple instances of ViewPoint at the same time on your
computer.

e /Server. Syntax: /server:<servername>. Example: /server:Wave. Runs ViewPoint against
a specific Wave Server on your network. Thisis useful when you want to have one
ViewPoint session using a Server other than the one your ViewPoint runs against by default.

e Juser /password. Syntax: /user:<username> /password:<password>. Example:
/user:Neil Pratt /password:2112.(Thetwo switches can be used separately.) Useto
automatically log on to ViewPoint as a specific user. With both /user and /password
present, ViewPoint skips the Logon dialog.
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e /language. Syntax: /language=<language directory name>. Changesthe ViewPoint
interface language to any installed language. (A list of installed languages appears in the
Language drop-down in the ViewPoint Log On dialog. See page 2-4). Specify one of the
language directory names found in your C:\Program Files\Vertical Wave\ViewPoint
directory. For example, the four languagesinstalled with ViewPoint 1.5 are de (Deutsch), es
(Espanal), fr (Francais), and fr-ca (Francais - Canada). You would use /1anguage=de to start
ViewPoint with a German (Deutsch) language interface.

* /station. See the next section, “Using the /station command.”

Using the /station command

The /station command associates ViewPoint with a specific phone. You can use this switch to
set up various ViewPoint shortcutsfor different phones, so you don’'t have to wait for ViewPoint
to launch, then choose File > Use a different station, and wait for it to launch again.

Syntax
[/station:<station number/default station>
For <station number>, specify astation ID, for example /station:77.

For <default station>, enter either of the following: /station:default ; /station:-1.
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About the Problem Report Wizard

If you experience a problem with one of the Wave workstation applications—ViewPoint, the
Contact Center Reporter, the Contact Manager Assistant, the TAPI Service Provider, or the
Archived Recording Browser—report the problem to your Wave system administrator by using
the Problem Report Wizard. The Problem Report Wizard is atool that collects appropriate log
files and prompts you for information that can help solve the problem.

The Problem Report Wizard creates a problem report package as a ZIP file in the location of
your choice. You can then send the ZIP file to your Wave system administrator.

To prevent ZIP files from being overwritten, the Wizard gives each problem report package a
unique name based on your company name and a unique sequence humber, as shown in the
following example.

%! vertical Wave Problem Report Wizard - Step 9 of 10 H= B3

Enter the directary For the Problem Report Package:
IC:'l,Documents and SettingsiMattwiDeskiop

Browse, ., |

Problem Report Package name: Atisoft_001.zip

The Wizard incrementsthe sequence number inthefile name each timeit createsanew problem
report package.

Release 1.5 SP3 N7 VERTICAL Wave ViewPoint User Guide September 2009



Reporting a problem that involves a specific call C-2
Appendix C: Reporting Problems

Reporting a problem that involves a specific call

If you encountered a problem that involved a call, there are two ways to report it:

To report a problem via an active call in the Call Monitor
1. Select the problem call in the Call Monitor.

2. Choose Actions > Report a Problem. The Problem Report Wizard opens with details about
the call already entered.

3. Complete the Problem Report Wizard screens.

To report a problem via a call record in the Call Log

1. InViewPoint, go to the Call Log folder and select the call during which the problem
occurred.

2. Choose Actions > Report a Problem. The Problem Report Wizard opens with details about
the call already entered.

3. Complete the Problem Report Wizard screens.

Reporting other problems

If your problem does not involve a specific call, run the Problem Report Wizard as follows:
1. Do one of the following:

* From ViewPoint, choose Help > Report a Problem.

¢ RunthefileC:\Program Files\Common Files\Vertical\Wave\TVPRWizard.exe.
2. Answer the questions presented in each Wizard window.

3. Optionally, check send Problem Report Package via e-mail in the final window to e-mail
the problem report package to your Wave system administrator. It can be helpful to include
in your e-mail the time at which the problem occurred, as closely as you can identify it.

Note: Because aproblem report package can be large, after you send it to your Wave system
administrator, you should delete it from your system to regain disk space.
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A-12
Archived Recording Browser
about, A-1
acting on recordings, A-10
adding notesto recordings, A-11
browsing search results, A-10
changing number of entries per page, A-10
checking archive for missing audio files, A-12
deleting recordings, A-12
exporting recordings, A-11
flagging recordings for follow-up, A-11
loading saved search, A-8
logging on, A-2
managing recordings, A-9
opening Call Log details for recordings, A-11
playing recordings, A-10
purging recordings, A-12
refreshing search results, A-12
restoring recordingsto Servers, A-11
running, A-2
saving current search, A-8
searching for recordings, A-3
sorting search results, A-10
specifying search criteria, A-5
archived recordings
managing individual recordings, A-9
purging, A-12
searching for, A-3
archived voicemail, 7-3
associating
fromaCall Log entry, 8-5
from an active call, 5-11
from voicemail, 7-7

audio controls, using, 2-19
audio output, changing, 2-10
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backup reports, 13-7

beep, with call waiting, 12-4
blind transfers, 5-8

bookmarks for voicemail, 2-20
busy, handling callswhen, 9-13

c

callback number, using to identify contacts, 10-11

Call Center Reporter
overview, 13-1
requirements, 13-2
using Excedl toolbar, 13-4
caler ID
including with pager natification, 7-12
selecting name or number as contact
identification, 10-11
used to identify contacts, 10-8
calling back
aCal Log entry, 8-5, 8-6, 9-9
voicemail, 7-6
your last caler, 6-7
Call Log folder
overview, 8-1
adding notesto calsin, 8-5
associating a call with a contact, 8-5
filtersfor, 8-2
opening a contact record from, 8-6
returning calls from, 8-5, 8-6, 9-9
viewing additional call details, 8-2
Call Log report, 13-16
Call Monitor folder
overview, 5-1
adding Phonebook paneto, 2-12
commands
associate with contact, 5-11
disconnect, 5-12
park, 5-11

play caler'sname, 5-12
put on hold, 5-7
record call, 5-10
send incoming call to voicemail, 5-6
takecal, 5-6
transfer, 5-8
unpark, 5-12
displaying on incoming cals, 12-6
double-clickingin, 5-5
opening automatically, 5-4
ownership of callsin, 5-5
panesin, 5-3
selecting callsin, 5-5
tabs
overview, 5-2
showing and hiding, 4-3, 5-3, 10-3
call notification of voicemail, 7-11
call ownership, 5-5

cal rules
overview, 11-1
creating, 11-4

examples of, 11-2
how system resolves conflicts, 11-10
organizing by priority, 11-10

Cdl Ruleswindow, 11-3

cals
answering, 5-6
associating with acontact, 5-11
checking a phone number to dial, 6-6
conferencing, 6-7
using drag-and-drop, 6-9
disconnecting without hanging up, 5-12
forwarding
asdisplayed in Extensionslist, 4-1
prompting for password, 9-4
prompting to accept or decline, 9-3
status bar button for, 2-10
turning on or off, 9-2
and voicemail, 9-4
when logging on, 2-5
handling differently when busy, 9-13
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handling individual ones differently, 11-1
hold, 5-7
indications of incoming, 5-14
notification of voicemail, 7-11
parking, 5-11
placing
overview, 6-1
from Extensionslist, 4-3
from other contact manager applications, 1-2
quickly from ViewPoint folders, 6-5
to contacts, 6-3
to extensions, 6-4
to My Numbers, 6-4
using the toolbar’s dial field, 6-2
recording, 5-10
screening with ViewPoint, 5-6
selecting in Call Monitor, 5-5
sending incoming to voicemail, 5-6
taking noteson, 5-10
transferring, 5-8
using drag-and-drop, 5-8
unparking, 5-12
Call Transfer report, 13-17
call waiting
customizing, 12-4
turning off, 12-4
checking numbers, 6-6
coaching users calls, 6-10

columns
moving and resizing, 12-9
showing and hiding, 12-8
sorting by, 12-9
conference calls
creating, 6-7
using drag-and-drop, 6-9
Contact Manager Assistant, 10-13

contacts
overview, 10-1
account codes for, 10-5
adding and deleting phone numbers for

identification, 10-8
associating "Unknown" callerswith, 10-9
benefits of recognition, 10-7
default phone number, 10-6
deleting phone numbers used for identification,
10-9
entering, 10-4
entering phone numbers for, 10-5
identifying by caller ID, 10-8
importing and exporting, 2-21
in other contact manager applications, 10-13
phone prompt language for, 10-5
PINsfor, 10-12
placing calsto, 6-3
private and public, 10-2
recording voicetitlesfor, 10-6
searching for, 10-2
Contacts folder
adding as apanein Call Monitor, 2-12
double-click behavior in, 12-8
copying and pasting ViewPoint items, 2-14
CSV files, importing and exporting, 2-21
custom data, viewing, 5-4
custom hours, for call rules, 7-16, 11-8

D

default phone number, for contacts, 10-6

default station, changing, 2-6

Deleted folder, 2-18

deleting ViewPoint items, 2-13

deleting voicemail, 2-13

dial bar, 6-2

dial-by-name, customizing your listing in, 12-4

dialing. See placing calls

disconnecting calls without hanging up, 5-12

distribution algorithms for routing calls to groups,
9-14

documentation, 1-4
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drag-and-drop, in ViewPoint, 2-14
drag-and-drop transferring, 5-8

E
E, special character in page strings, 7-12
e-mailing greetings, 7-20
e-mailing voicemail, 7-6
e-mail notification of voicemail, 7-11
emptying the Deleted folder, 2-18
ending calls without hanging up, 5-12
Examples

printing reports with Report Runner, 13-13
Excel, using reportstoolbar in, 13-4
exiting ViewPoint, 2-7
exporting

contacts, 2-21

Extensionslist, 2-25

voicefiles, 2-21
extensions, placing callsto, 6-4
Extensions list

overview, 4-1

adding as pane in Call Monitor, 2-12

exporting, 2-25

tabsin, 4-2, 10-3

F

F11 (return your last cal), 6-7
F12 (redial your last cal), 6-7
feature comparison table, 1-3
final actionsin routing lists, 9-12
folders

overview, 2-16

columnsin, 12-8

for voicemail, 7-3

opening in new windows, 2-12

private and public, 2-16

sorting by column, 12-9
Folderslist, 2-8

forwarding calls
asdisplayed in Extensions list, 4-1
prompting for password, 9-4
prompting to accept or decline, 9-3
status bar button for, 2-10
turning on or off, 9-2
and voicemail, 9-4
when logging on, 2-5
forwarding voicemail, 7-5
FrontOffice 2000, 1-2
FWD button on status bar, 2-10

G

GoldMine, 1-2
greetings
overview, 7-18
active, 7-19
e-mailing, 7-20
for when you' re on the phone, 9-13
hierarchy for, 7-19
recording, 7-19
System Hold Greeting, 9-12
used with
routing list final actions, 9-14
routing lists as an action, 9-10
Greetings folder, 7-18
Grouped Service Level report, 13-18
groups
overview, 10-14
benefits of using, 10-14
personal and public, 10-14
routing callsto, 9-13

groups folder, 10-15
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H M

headers and footers, viewing in reports, 13-4 menu bar, 2-8

Help, online, 1-4 message waiting light, enabling and disabling, 7-10
hiding columns, 12-8 Microsoft Outlook, 1-2

hold monitoring users’ calls, 6-10

putting callson, 5-7
retrieving from other phones (call parking), 5-11

I, special character in page strings, 7-12
identifying contacts
adding and deleting phone numbers for, 10-8
by caler ID, 10-8
by PIN, 10-12
importing
contacts, 2-21
voicefiles, 2-21

J
joining users’ calls, 6-10

L

L, special character in page strings, 7-12

language, changing, 12-7

local reports, 13-5

logging on
asavisitor, 2-5
changing default station, 2-6
skipping, 2-3
to ViewPoint with another phone, 2-5
with command line switches, B-1
with new options, 2-6

logging on to ViewPoint, 2-2

My Numbers
entering, 6-4
placing calsto, 6-4
My Phonetab in Call Monitor, 5-2

N

names
of calersdisplayedin Call Monitor, 5-6
playing caller’s over speakers, 5-12
playing caller’s over speakers automatically,
12-6
yoursin dial-by-name directory, 12-4
navigation pane, 2-8
notes
adding to active calls, 5-10
adding to callsin Call Log, 8-5
adding to voicemail, 7-8
notifications of new voicemail, 7-11

(o)

online Help, 1-4
Operators

changing your personal one, 12-4

customizing ViewPoint for, 12-7
Options dialog, guideto, 12-1
orbit number, 5-11
Outbound Call Comparison report, 13-19
Outbound Calls by Phone Number report, 13-20
Outbound Long Distance Summary report, 13-21
Outlook, 1-2

Release 1.5 SP3

N7 VERTICAL Wave ViewPoint User Guide

September 2009



Index IND-6

ownership of callsin the Call Monitor, 5-5 to contacts, 6-3
to extensions, 6-4
to My Numbers, 6-4
P using the dial bar, 6-2
priority
of call rules, 11-10
of greetings, 7-19

pager notification of voicemail, 7-11
page string, special charactersfor, 7-12
panes

in Call Monitor folder, 5-3 pncvoatn;eact& 10-2
Phonebook, 2-12 folders, 2-16
parked calls, 5-11 groups, 10-14
parked calls, Call Monitor tab for, 4-3, 5-3, 10-3 voicemail, 7-7
parking cals, 5-11 Problem Report Wizard, C-1
password problems, reporting, C-1
changing, 2-6 prompts
prompting for in routing lists, 9-11 changing language of for contacts, 10-5
prompting for when forwarding calls, 9-4 for password with call forwarding, 9-4
resetting if you have turned off, 2-3 for password with routing lists, 9-11
Skipping entry at ogon, 2-3 selecting language of, 12-3
pasting ViewPoint items, 2-14 to accept or decline calls from routing lists, 9-11
Pause and repeat, routing list final action, 9-12 to accept or decline forwarded calls, 9-3
personal status to callers following routing lists, 9-11
overview, 3-1 public
changing another user’s, 3-3 contacts, 10-2
list of pre-defined, 3-2 folders, 2-16
viewing in Extensionslist, 4-1 groups, 10-14
phone My Numbers, 6-4
audio output from, 2-10 purging archived recordings, A-12
changing ViewPoint's, 2-3
phone commands, selecting language of, 12-3
phone notifications for new voicemail, 7-13 R
phone numbers, checking, 6-6 recording calls, 5-10
"Phone" pane on status bar, 2-10 recordings, how to make and play, 2-19
PINSs, for contacts, 10-12 redialing your last call, 6-7
Place Call command, 6-5 replying to voicemail, 7-5
placing calls reporting problems, C-1
from Extensionslist, 4-3 reports
from other contact manager applications, 1-2 overview, 13-1
quickly from ViewPoint folders, 6-5 backups for, 13-7
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Call Log, 13-16 searching for contacts, 10-2
Call Transfer, 13-17 Server, changing ViewPoint's, 2-3
Grquped Service Level, 13-18 shared reports, 13-5
optionsfor, 13-10 showing columns, 12-8
Outbound Call Comparison, 13-19 )
Outbound Calls by Phone Number, 13-20 speakers, audio output from, 2-10
Outbound Long Distance Summary, 13-21 Speed Dial command, 6-5
running, 13-3 Standard routing list, 9-6
shared and local, 13-5 status bar, 2-10
Unanswered Calls During Business Hours, 13-23 stutter dial tone, turning on and off, 7-10
using Excel toolbar to run, 13-4 supervised transfers, 5-8
viewing headers and footers, 13-4 - o
returning your last call, 6-7 SUPEIVISIng Users cals, 6-10
ringback, 5-11 support, technical, .1-3
for callson hOld, 5-8 System Hold Gresti ng, 9-12
ringer, customizing duration of ringing, 12-5
routing lists T
overview, 9-4
active, 9-6 tabs
caller options while following, 9-5 in Call Monitor folder, 5-2
creating, 9-9 in Extensionslist, 4-2, 10-3
final actionsfor, 9-12 TAPI Service Provider
greetings and final actions, 9-14 overview, 1-2
prompting for password, 9-11 using from other contact manager applications,
prompting to accept or decline, 9-11 10-13

routing calls to groups, 9-13

Standard, 9-6

when station is busy, 9-13
Routing Listsfolder, 9-6
Routing List Wizard, using, 9-7

S

scheduling
cal rules, 11-7
notifications of voicemail, 7-14

screening

cals, 56

voicemail, 5-6
screen-pops for calls, 1-2

technical support, 1-3
title bar, flashing on incoming calls, 12-6
toolbar
overview, 2-8
dia field on, 6-2
toolbar, for reports, using in Microsoft Excel, 13-4
transferring calls, 5-8
using drag-and-drop, 5-8
triangles in audio controls, 2-20

U

Unanswered Calls During Business Hours report,
13-23
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"Unknown" callers, associating with contacts, 10-9
unparking calls, 5-12
urgent voicemail, 7-7

Vv
ViewPoint
changing Server and phone, 2-3
columnsin, 12-8
customizing for Operators, 12-7
exiting, 2-7
layout, 2-7
logging on, 2-2
reporting problems with, C-1
starting using with command line switches, B-1
using drag-and-drop in, 2-14
visitor, logging on as, 2-5
voicefiles
importing and exporting, 2-21
recording and playing, 2-19
voicemall
overview, 7-1
adding notesto, 7-8
associating with acontact, 7-7
bookmarks, 2-20
and call forwarding, 9-4

caling back, 7-6

deleting, 2-13

disappearing from ViewPoint, 7-3

e-mailing, 7-6

folders, 7-3

forwarding, 7-5

heard, 7-7

listening to, 7-4

listening to while caller leaves, 5-6

new, indications of, 7-10

notification of, 7-11

playback order of, 12-6

playing asound for, 12-6

private, 7-7

replying to, 7-5

scheduling notifications, 7-14

screening, 5-6

sending, 7-9

sending a call directly to, 5-6

setting maximum length of, 7-8

unheard, 7-7

urgent, 7-7

viewing contact record for, 7-6
voicemail folder, 7-2

voicetitles
recording for contacts, 10-6
recording for yourself, 12-3
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w
windows, opening foldersin new, 2-12
Wizard for routing lists, using, 9-7
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