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Every day 2 functions and features
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Telephony and agent functions
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Call window and call log
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Telephony functions

A All functions are accessible via mouse or keyboard. Only icons which are
currently usable are highlighted. The voice mail icon is only highlighted if a
voice message is recorded.

Make call On Hold Transfer Send all calls DTMF  Always on top
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On Hold Complete transfer

!,% Hang up C
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% Answer call/ Unhold &
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Agent functions

ACW duration can alternatively be configured
centrally at Avaya CM. This implies that all agents
operate with fixed ACW duration .

Logout Ready ACW AUX . An agent is automatically set to

AUX if a call is not answered

~m
’ "l' " ___________ > Lurch
) Y
i . sy Snorl Bresk
M)
Shortcuts: B ——
CTRL-I = Agent Login

CTRL- = Agent Logout
errL- = Agent Ready
BTRL- = After Call Work

8TRL- = Agent AUX
z



Colleagues - search

Search colleague will usually take Alternatively colleagues can be
place in this way. identified through the tab
Colleagues, where they are
presented according to the

- p organizational structure.

@ Colleagues

Search is supported by phonetics, and

’ ; =34 Depariments
can be applied with word elements or

EH-nI Allshare
free text format. -l GB
r-ﬂ Unknown
..g City
-4 Landsdale
Searchable data B Administraton
..m Oxford
Organizational £l Scotiand
Department
Title
Skills

Contact related

'u Long Iceland

\;;/ Favorites
Initials {B Current Searches

Local no.

Mobile no.




Colleagues - presentation

A This section presents staff/contacts in alphabetical order. When the input
(search) starts, the number of employees are reduced up to match, or until

the employee is shown in the list

CONFIDENTIAL

2 then click on this .

Todays calendar appointment (s). Reflects colors from Exchange/Notes.

Agent status

Ole Larsen (OSL)

Business Development Manager, Sales

& 003

3 20248483

10:00 12:00 14:&)\ 16:00 18:00

i e S Mlhlll ‘5"

[

Tittle and department

Further information
about the employee is
displayed by right click.

/N

Phone status/
Absence code
Calender info |_|_
I 16:00 - 17:00 Mede

Mouse over appointment
displays details
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Colleagues - details

Properties

An comprehensi ve

affiliations is displayed by right
Properties.

over vi
-click on the colleague. For further details select

ew of

a

coll eague®s

Jakob Spangslev (15P)

Developer, Development

Keld G. Hansen (KGH)
CEOQ, Development

Marvin Firestone (mfi)

IT Professional, Development

0Ole Larsen (0SL)

i I9%%

Development

ISP @scantalk.com

Remote Desktop Connection

Properties

& 4005 B 20248485
[ 4905
£+ 20248485

Developer

Business Development Manager, Sales

You can call the colleague by click on number (landline or mobile).

Send e -mail by c lick on e-mail address .
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Status icons

A lcon gross list which can represent status on employees /contacts in the
total TeamView env. Available icons depends on which TeamView
applications are used in the individual installation.

Phone ® Send All Forwarded )
. Free Busy Logout Unknown Calls @ Forwarded Jﬁﬁ VM) /ﬁ\ Ext. contact

Materity z O - Gone for Short ®
Absence leave 3 Vecation g & & Meeting today "Y Lunch @ absence Other
Agent ] After Call Pause i
9 i Free Work /AUX i Logout
A

Mobil E Free Busy E Logout Unknown
e

Not Not
In/Out @ Present present attached

Screen Not
pC g Loggon @ save @ Logout Attached



Call window

A If the name of the other part is not known by the system only phone number is
shown.

A The maximum number of call appearances is 6.

Phone status The other parts no./name Start time Duration
| nl | 14942 aJ Mona Monsen Agent = --4902 11:09:24 ;20

T T

‘@ r EI Information about recipient

. If the recipient's name appears
The 3 variants it is a direct call

Alternatively it can be either a
colleague's name (the one who
originally was called), or the
name of a hunt -group which
the recipient is a member of.



Call-log
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4301 objects .1

All calls to/from an
employee is logged
locally - sorted by
incoming, outgoing
and lost calls.

All local call -logs are
accumulated into a
central database.



Practical examples

A Consulted transfer to colleague
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Practical examples

A Direct transfer to colleague

Answer call 1 4 Complete
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Practical examples

A Call park / unpark

Answer call/unpark 1 <« 2 Call park
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Practical examples

A Make call, write to or lookup details on colleague /contact
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Queue/bar for hunt -groups

Login Free

\L \L You can insert limit values (2) for max.

number of calls in queue. When a limit
' U 3 4 a 1 is exceeded you will be alerted.

Calls in queue

% Queue Warning! | *

0in queue 'Sales'

If you are member of several hunt-grups
you are free to choose which one to be
shown here. The other groups are shown
under the tab Skill Groups.

You are free to place the queue /bar

at the top or bottom . The taskbar displays an Office Manager icon.

The icon indicates the current agent status.

- _ Busi Therefore you do not need to activate the
| == 0 a 4 a 1 Office Manager to check the current status.




Integration

The following forms of integration are possible:

A
A
A
A
A

Favorite list _J

CONFIDENTIAL

Automatic popup of inter -/intranet -pages
Automatic popup of Windows applications

Activate internet/intranet -pages (from favorite list)
Activate Windows applications (from favorite list)
Make calls from Windows applications
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