BR&ADSOFT

Innovation calling.

BroadWorks

BroadWorks Hosted Thin Receptionist
User Guide

Release 20.0
Document Version 12

9737 Washingtonian Boulevard, Suite 350
Gaithersburg, MD 20878
Tel +1 301.977.9440

WWW.BROADSOFT.COM



BR&ADSOFT

Innovation calling.

BroadWorks® Guide

Copyright Notice
Copyright® 2017 BroadSoft, Inc.
All rights reserved.

Any technical documentation that is made available by BroadSoft, Inc. is proprietary and
confidential and is considered the copyrighted work of BroadSoft, Inc.

This publication is for distribution under BroadSoft non-disclosure agreement only. No
part of this publication may be duplicated without the express written permission of
BroadSoft, Inc., 9737 Washingtonian Boulevard, Suite 350, Gaithersburg, MD 20878.

BroadSoft reserves the right to make changes without prior notice.

Trademarks

Any product names mentioned in this document may be trademarks or registered
trademarks of BroadSoft or their respective companies and are hereby acknowledged.

This document is printed in the United States of America.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
©2017 BROADSOFT, INC. PAGE Il



BR&ADSOFT

Innovation calling.

Document Revision History

Release Version Reason for Change Date Author

17.sp2 1 Created document. October 14, 2010 Goska Auerbach

17.sp2 1 Edited document. January 24, 2011 Jessica Boyle

17.sp2 1 Updated document. January 24, 2011 Goska Auerbach

17.sp2 1 Edited changes and published January 25, 2011 Jessica Boyle
document.

17.sp2 2 Updated sections 6.4.1 Answer Call and February 23, 2011 Goska Auerbach
6.5.2 Resume Held Call for EV 126902.

17.sp2 2 Updated section 13 Configure February 24, 2011 Goska Auerbach
Receptionist for EV 126771.

17.sp2 2 Updated section 5 Explore Workspace February 28, 2011 Goska Auerbach
for EV 127180.

17.sp2 2 Updated section 5 Explore Workspace March 9, 2011 Goska Auerbach
for EV 128936.

17.sp2 2 Updated section 713.6 Settings — About March 15, 2011 Goska Auerbach
to align document with changes in the
interface.

17.sp2 2 Updated section 5 Explore Workspace March 15, 2011 Goska Auerbach
for EV 126451.

17.sp2 2 Edited changes and published March 17, 2011 Jessica Boyle
document.

17.sp2 3 Updated section 13.1.6 Workspace for March 23, 2011 Goska Auerbach
EV 119881.

17.sp2 3 Updated sections 6.2.2 View Incoming March 24, 2011 Goska Auerbach
Call Details and 13.4.2 Notification for
EV 118621.

17.sp2 & Edited changes and published April 7, 2011 Andrea Fitzwilliam
document

17.sp2 4 Updated document with changes in the April 18, 2011 Goska Auerbach
application.

17.sp2 4 Updated section 12 Manage Queued May 11, 2011 Goska Auerbach
Calls (Enterprise Edition) for
EV 141300.
Updated section Appendix C: Keyboard
Shortcuts for EV 130778.

17.sp2 4 Updated sections 6.2.2 View Incoming May 17, 2011 Goska Auerbach
Call Details and 13.4.2 Notification for
EV 131521.

17.sp2 4 Edited changes and published May 26, 2011 Jessica Boyle
document.

17.sp2 5 Updated section 12.1 Select Call June 10, 2011 Goska Auerbach
Centers to Manage for EV 141300.

17.sp2 5 Edited changes. July 26, 2011 Jessica Boyle

17.sp2 5 Edited changes. August 9, 2011 Andrea Fitzwilliam

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
©2017 BROADSOFT, INC.

40-CA5607-00
PAGE lll



BR&ADSOFT

Innovation calling.

Release Version
17.sp2 5
17.sp2 5
17.sp2 5
17.sp2 5
17.sp2 5
17.sp2 5
17.sp2 6
17.sp2 6
18.0 1
18.0 1
18.0 1
18.0 2
18.0 2
18.0 2
19.0 1
19.0 1
19.0 1
19.0 1
20.0 1
20.0 1
20.0 1

Reason for Change

Updated document for the usability
enhancements.

Updated sections 70.5 Contact States
and 15.1 Monitored User States for
EV 146017.

Updated sections 9.6 Manage Personal
Contacts and 9.7 Manage Speed Dial
Entries for EV 145992.

Updated section 5.4 Queued Calls Pane
(Enterprise Edition) for EV 146214.

Edited changes.

Updated sections 5.3 Contacts Pane
and 9.5 Make Notes about Contact
(Enterprise Edition) with comments from
testing.

Updated section 9.7 Manage Speed
Dial Entries for EV 145992.

Edited changes and finalized document.
Published document.

Updated section 72.71 Order Queued
Calls for EV 142502.

Updated section 10.1 Static Monitoring
for EV 144284.

Updated document for Release 18.0.

Updated sections 4 Get Started and
13.4.3 Microsoft Outlook for EV 153628.

Edited and published document.

Updated document to align with
changes in the interface.

Updated section 5.4 Queued Calls Pane
(Enterprise Edition) for EV 159630.

Edited changes and published
document.

Updated document for Release 19.0.

Updated section 4.2 Sign in from Web
Browser for EV 160535.

Edited changes.

Edited changes and published
document.

Updated document for Release 20.0.

Updated sections 4 Get Started and
13.4.3 Microsoft Outlook for EV 192180.

Removed section on theme for
EV 194697.

Updated sections 5 Explore Workspace
and 13.1.6 Workspace for EV 175559.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

©2017 BROADSOFT, INC.

Date

August 10, 2011

August 11, 2011

August 15, 2011

August 18, 2011

August 19, 2011
September 7, 2011
September 12, 2011

September 14, 2011

October 20, 2011

November 22, 2011

December 31, 2011

February 2, 2012

February 21, 2012

March 16, 2012

March 22, 2012

May 11, 2012

October 9, 2012
December 6, 2012

January 3, 2013

May 6, 2013

June 7, 2013

Author

Goska Auerbach

Goska Auerbach

Andrea Fitzwilliam

Goska Auerbach

Andrea Fitzwilliam
Patricia Renaud

Goska Auerbach

Goska Auerbach

Goska Auerbach

Goska Auerbach

Patricia Renaud

Goska Auerbach

Goska Auerbach

Jessica Boyle

Goska Auerbach

Goska Auerbach

Patricia Renaud

Jessica Boyle

Goska Auerbach

Goska Auerbach

Goska Auerbach

40-CA5607-00
PAGE IV



BR&ADSOFT

Innovation calling.

Release Version
20.0 1
20.0 1
20.0 1
20.0 1
20.0 1
20.0 2
20.0 2
20.0 &
20.0 3
20.0 4
20.0 4
20.0 4
20.0 5
20.0 5
20.0 6
20.0 6
20.0 7

Reason for Change

Updated sections 5.5.1 Call Action
Buttons and 10.3 Request Dynamic
Monitoring for EV 196216.

Updated section 13.4.6 Activity Archive
for EV 196539.

Updated section 6.7 End Call for
EV 198717.

Updated sections 3.2.2 Contact
Directories, 10 Monitor Contacts, and
10.2 Dynamic Monitoring (Enterprise
Edition) for EV 204600.

Edited changes and published
document.

Updated document for the Thin Clients
to Conform to Presence Rules Feature
Description (EV 192595).

Edited changes and published
document.

Updated sections 3.2.2 Contact
Directories and 5.3.13 Outlook Tab
(Enterprise Edition) for EV 216467.

Edited changes and published
document.

Updated sections 70.5 Contact States
and 15.1 Monitored User States for
EV 224630.

Revised indexing.

Edited changes and published
document.

Updated section 12 Manage Queued
Calls (Enterprise Edition) for
EV 222258.

Updated the BroadSoft legal notice.

Edited changes and published
document.

Added Appendix B: Diagnostic Tool
and updated sections 2.2 How This
Guide Is Organized and 13.6 Settings —
About for the Client Side Diagnostic
Tool For Thin Clients Feature

(EV 232627).

Edited changes and published
document.

Updated sections 71.71 View Call
History, 13.1.4 Date Format, and 13.1.5
Time Format for EV 245705.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

©2017 BROADSOFT, INC.

Date

July 8, 2013

July 26, 2013

July 29, 2013

October 29, 2013

November 21, 2013

March 3, 2014

March 14, 2014

March 25, 2014

May 30, 2014

June 19, 2014

July 7, 2014

July 8, 2014

October 30, 2014

November 21, 2014

January 5, 2015

January 21, 2015

January 28, 2015

Author

Goska Auerbach

Goska Auerbach

Goska Auerbach

Goska Auerbach

Patricia Renaud

Goska Auerbach

Jessica Boyle

Goska Auerbach

Jessica Boyle

Goska Auerbach

Goska Auerbach

Andrea Fitzwilliam

Goska Auerbach

Jessica Boyle

Goska Auerbach

Joan Renaud

Goska Auerbach

40-CA5607-00
PAGE V



BR&ADSOFT

Innovation calling.

Release

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

20.0

Version

7

10

10

10

11

11

12

12

12

Reason for Change

Updated sections 10.2 Dynamic
Monitoring (Enterprise Edition) and 10.3
Request Dynamic Monitoring for

EV 245536.

Added section 14 Configure Web
Browser for EV 245534.

Edited changes and published
document.

Updated document to add support for
the contact's title for PR-48156.

Edited changes and published
document.

Updated sections 4.7 Launch
Receptionist from Web Portal and 4.2
Sign in from Web Browser and added
sections 4.3 Launch JNLP File and
14.2 Certificate for Desktop Integration
Features for PR-49772.

Added section 14.3 Security Settings for
Desktop Integration Features for PR-
49772.

Edited changes and published
document.

Updated section 13.4 Settings — Plug-
ins for PR-50464.

Updated section 714.3.2 In Internet
Explorer for PR-51156.

Edited changes and published
document.

Updated sections 4.3 Launch JNLP File
and 14 Configure Web Browser for
PR-53301.

Edited changes and published
document.

Updated section 10.2 Dynamic
Monitoring (Enterprise Edition) for
PR-53743.

Updated section 4 Get Started and
13.4.3 Microsoft Outlook for PR-54958.

Edited changes and published
document.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

©2017 BROADSOFT, INC.

Date

February 10, 2015

March 25, 2015

August 14, 2015

November 10, 2015

February 4, 2016

February 25, 2016

March 2, 2016

April 1, 2016

May 27, 2016

July 26, 2016

October 25, 2016

November 24, 2016

December 12, 2016

March 31, 2017

May 3, 2017

Author

Goska Auerbach

Jessica Boyle

Goska Auerbach

Joan Renaud

Goska Auerbach

Goska Auerbach

Joan Renaud

Goska Auerbach

Goska Auerbach

Joan Renaud

Goska Auerbach

Jessica Boyle

Goska Auerbach

Goska Auerbach

Jessica Boyle

40-CA5607-00
PAGE VI



BR&ADSOFT

Innovation calling.

Table of Contents

1 Summary of Changes ..o ———— 16
1.1 Changes for Release 20.0, Document VEISioN 12..........ccoveieeieeieieseee e see e 16
1.2 Changes for Release 20.0, Document Version 11 ..o 16
1.3 Changes for Release 20.0, Document VErsion 10.........ccceiiieeieiecenene e 16
1.4  Changes for Release 20.0, Document VEersion 9 ..o ieieieieieeee e 16
1.5 Changes for Release 20.0, Document VEISION 8.........ccccceiiiieieieecesese s 16
1.6 Changes for Release 20.0, Document VErsion 7 ..........cooooeeieeenenereee e 16
1.7  Changes for Release 20.0, Document VEISION B ..........ccccvieeeeeeieeiesecece e 16
1.8 Changes for Release 20.0, Document VEersion 5 ..........cooeiiiieoiieneneeee e 17
1.9 Changes for Release 20.0, Document VEISION 4 .........ccocviueieeieieeciesece et 17
1.10 Changes for Release 20.0, Document VErsion 3 ...........ccoooiieieieienerenese e 17
1.11 Changes for Release 20.0, Document VEISION 2.........cccoceieieeieiecesece et 17
1.12 Changes for Release 20.0, Document VErsion 1 ... iieoeneieeee e 17
1.13 Changes for Release 19.0, Document VEISION 1 .........cococeiiiieieieeiesecece e 18
1.14 Changes for Release 18.0, Document VErsion 2 ............ooooeeieoereieneee e 18
1.15 Changes for Release 18.0, Document VEISION 1 .........cocociiiiiiieieiesece et 18
1.16 Changes for Release 17.sp2, Document VErsion B .............ccoceeoererenenenie e 19
1.17 Changes for Release 17.sp2, Document VErsion 5...........cccoceeieieievesece e 19
1.18 Changes for Release 17.sp2, Document VErsion 4 ............ccoooeoeoeierenienie e 19
1.19 Changes for Release 17.sp2, Document VErsion 3 ...........ccoceeieieiesesese e 19
1.20 Changes for Release 17.sp2, Document VErsion 2 ...........cccooeeoeoeienenene e e 19
1.21 Changes for Release 17.sp2, Document VErsion 1 .........cccceeeeieieieneeece e 20
2 About ThisS DOCUMENL ...ttt e s 21
2.0 AUIEINCE ...ttt ettt e et e et e et e et e eatesbeesbeesbeeaseenseeaeeeaeeeseebeenteentesaeenaeans 21
2.2  How This Guide IS Organized............cceceieieiieeieieieriese ettt sreene e 21
2.3 AdditioNal RESOUICES ......c.eiiueiiieeitieeteeee ettt ettt et et te e eae e be st e eaeaeseabeenbeeasesnnesnnans 22
3 Introduction to Receptionist......... .o s 23
3.1 Receplionist EQIIONS ........cocieeeeeeee et e 23
3.2 Receptionist ENErPriSE .......ooiiiieeieee et e eee s 24
K B U= o 101 (= o 7= o= SO S 24
3.2.2 CoNtaCt DIFECIONIES ..ottt st b e et eeennens 25
3.2.3 Call Management FUNCLONS ..........cccciiiiieicieiestcs sttt 26

3.3  Receptionist SMall BUSINESS........ccoiiiee e 27
B N B ==Y o 101 (=T 7= o= SR 27
3.3.2  CoNtacCt DIFECIONIES ..ottt re b e b e aaeeneeas 28
3.3.3 Call Management FUNCHONANILY .........ccceeuieireeiesceece e 28

3.4 Receptionist OffiCe. ... oo e 30
K B =TT 101 (= o 7= o= SRS 30
3.4.2 CoNtaCt DIFECIONMIES ..ottt e re et b e e aeeeneans 31
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE VI



BR&ADSOFT

Innovation calling.

3.4.3 Call Management FUNCHONANILY .........ccceeueiieieeiesiceece e 31

S € 7= 0 - (=Y o 33
41 Launch Receptionist from Web Portal.............ooiiie e 33
4.2 Sign in froM WED BrOWSEN ........cuoouiieieieie ettt s b e neaessesresneeneas 34
N I = T o ot o Y |\ SRS 35
4.4 SigN-in RESITICHONS .......ciiieciecticeceeee ettt s e b s sreeae e e esaessansesneereas 37
T 1= [ o SRS 37
G 1o o T 15 | TSRS 37
4.7  Set Up Your Environment (Enterprise EAition) ..........cooeiririniniinererenecresee e 38
4.8 Change Your IM&P Presence State.........cccoviiiiiirieiececce e 38
4.9  Change YOUr PaSSWOIG ..........ccciiriiriirieirieseeeeste ettt sttt se b b e b b e ne e 39
5 EXPIOre WOrKSPACE .....ccooiiiiiiiii s st n s s s s s sm s s s s m s sm s s 41
ST TR o T T TN = 1T 42
5.1.1  Global MESSAGE AFBa.......c.iiuiiiiiteeee ettt sttt 42
5.1.2 Settings, Help, and Sign OUE LINKS ........ccooiiieiericse et 42
5.1.3  Signed-in User INformation ...........c.oiiiiini e 42

ST O | 00T T ]I YRS 43
o2 I o == o Y S 44
B.2.2 DHAIET ...ttt ettt b e bt ae bt ae st e aetene 44
5.2.3  CUITENE CAllS ...ttt e e ene e e e e e eeeneenas 45
524 Conference Call PAnEl ...........ccccoiiiiiineiceeeseee et s 46
525 Call States and ACHONS .......cooieieeieeee e se e eeeenas 47

5.3 CONtACIS PANE ...t 48
5.3.1 Directory Management Bar ... 49
5.3.2  DIrECLONES LSt ... oottt et 49
TG TR S 1= = (o7 o I o S 49
5.3.4  FaVOIES TaAD ..ot e 50
5.3.5 Group/Enterprise Tab.... ... 50
5.3.6  Group/Enterprise COmMMON Tab .......cccciiiiuiiieiesicce et 51
5.3.7 Monitored Contacts Tab (Enterprise Edition)...........ccoceoriieinnenneneeneecee 51
5.3.8  Personal Tab.......oooiii e s 52
5.3.9  Speed Dial Tab ... oo e 52
5.3.10 Queues Tab (Enterprise Edition) .........cccceereriririneireree e 53
5.3.11 Custom Directories Tabs (Enterprise Edition)............ccoriiennninnneineeeeeeeee 53
5.3.12 InStant MeSSAQE Tab......c..ooiieeeee et 53
5.3.13 Outlook Tab (Enterprise EAItion) .........ccceireirininieneee e 54
5.3.14 Search RESUIS TabS ......cccciiiiiiieiee ettt e 54

54 Queued Calls Pane (Enterprise Edition) .........c.ooeeiiiininniiee e 55
TR T ©7o o1 (o SRS 56
551  Call ACtION BUIONS .....o.eeeieeeieeee e se e ee e enas 58

6 Manage Calls ... s 60
6.1 Drag and Drop Call onto CONACL ........ccccueeuiieieieieiee e 60
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE Vil



BR&ADSOFT

Innovation calling.

6.2 View Call INfOrMAtoN. ........c.coiiiriieieee ettt 61
6.2.1  VIEW CUITENL CallS.........ociieeceeceeeeeee ettt et e st eer e b e eabeeneesneans 61
6.2.2 View Incoming Call Detals..........cccccooeiiiiiiceeesee e 61
B.2.3  SAVE VAN ...ttt ettt et et e te e b st e teete st e eaeaete e reenreeneesaeans 62
LI @ o= o T RS S 62

6.3 View and Change Security Classification of Calls ..........c.cccoeoiiiinineinee e 63
6.3.1 Change Security ClassifiCation .............ccoueeriieierise e 63

B.4  ANSWET CallS ..ottt e et et e et eeaeesbe e beeeaeeteeaeeeaeeeaeareenns 64
O B N o E = o O | SRS 64
I Tt [ 6 o X | SRS 64

6.5 Hold and RESUME CallS ......ccoiiuiiriiieieesiee ettt 65
6.5.1 PULtCall ON HOIG..........ooeiiieceee ettt s et b e e eareeneeeneens 65
6.5.2 ReSUME HEId Call........cooieuiiiieieeee ettt 65

6.6 Make and ENA CallS ..ottt st ne e s re s 65
6.6.1  Dial Ad HOC NUMDET......cuiieiiiiieeee et et 65
6.6.2 Reial NUMDET .......couiee ettt ettt et e s e e re e et e e beeabeeneesneans 65
G T T = I @] g1 =T USRS 66
B.6.4  SPEEA DIAL......oeeeeee e e eeeenas 66
6.6.5 Dial from HISIOIY ......ccuiiiiiiiceeceeceee et reens 67

A = oo 07 | SRS 67

8.8 TraNSTEr CallS.......ceiuiiieieiieeere ettt ettt ne e 68
6.8.1 BlNd Transfer Call ..ottt e ere e ennens 68
6.8.2 Conduct SUPErVISEd TranSTEr ...........covviiieieieescs e 68
6.8.3 Transfer with CONSURALION ............coeiiuiiiiieeeeeee e 68
6.8.4 Transfer t0 VOICE Mall..........cooveiiiiiiiiee e 69
6.8.5 Transfer to Queue (Enterprise Edition)...........cccoveriininiiiernese e 69

6.9 Park and Camp CallS .........oceeieiieiieiesie ettt s e na et reereenn 70
6.9.1 Conduct Busy Camp On (Enterprise and Small Business Editions) ...........ccccceeenne. 70
6.9.2 Conduct Group Call Park (Enterprise Edition) ...........cccoevveieieneceieceeeceeeee e 70

6.10 Manage Conference CallS ..o e 7
6.10.1 Start Three-Way CONFErENCE........cccoceieceeeeeeeetes et 71
6.10.2 Add Participant to CONFEIENCE .........ooueiieeeeee e 72
6.10.3 HOId CONFEIENCE.......cueitieeeeeie ettt sttt e 72
6.10.4 Resume Held CONFEIENCE...........c.ooiuiiiice ettt ettt eaee s 72
6.10.5 Put Conference Participant on HOId .............ccooeiiiiii i 72
6.10.6 Resume Conference Participant..............ooeooooiiirei e 72
6.10.7 LeAVE CONFEIENCE ......coveeeuirieeeie ettt st sttt st 72
6.10.8 Remove Conference PartiCipant..............oooooeooiiii e 72
L L0 I = oo I @001 1= (=Y o o SRS 73
6.10.10  Barge in 0N Call .........cccoiiiiiiieeee e e 73

B.11 RECOM CallS ..ottt ettt e et b e e et e be st e ene e 73
6.11.1 Start Call RECOIING ......coveuiiiieiirieeee et 74

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE IX



BR&ADSOFT

Innovation calling.

6.11.2 Pause and Resume Call RECOrAING ........ccveieieriiieie et 74
6.11.3 StOp Call RECOIAING.......cceeuireeeiiirtereee ettt 74

7 Message Contacts (Enterprise Edition)........c..cceivniriinsnnnnnssnssnssssssssssss s 75
7.1 Send E-mail 10 CONLACE .......ceiuiiiiieeee e 75
8 Monitor IM&P Contacts and Chat with Contacts ...........c.ccocuererrrnicrnnnnsssrse s 76
8.1 MONItor IM&P CONACES ........ooeeeieeeeee e e e s e 76
8.1.1  Subscribe t0 CONtACE ........c.oiuiieieee e 76
8.1.2 Add Contact to Instant Message DIr€ClOry .........ccoooiririiienninerneeesee e 77
8.1.3  Modify CONtACt NAME.........c.eceiiieiesee e s st a e ereens 78
8.1.4 Unsubscribe from Contact...........cooiieiiieeeeee e 78
8.1.5 Accept or Reject Subscription REQUEST...........ccceiuieieiieiicicecesee e 78
8.1.6 View Presence State of CoONtacts .........cooeeieieeeiie e 79

8.2  Chat With IM&P CONLACES ......ccueieiieiiieeere et 80
8.2.1 Start Instant Messaging SESSION .........ccceiiiriririree e e 80
8.2.2 Place Call from Chat WINOW ..........ccoiiririieieeseee et 81
8.2.3 Establish Multiuser Chat SeSSION ...........coiiriiiee e 81
8.24 Manage Instant Messaging SESSIONS .........cccevreririrennesereee et 83

L I\ 1 F= o T= R 0o g1 =T £ 84
9.1 ShOW/HIAE DIrECIOIES .......c.eeeeeetecece et ettt ettt re e ae e e e ereeaeenns 85
9.2 VieW DireCtory CONENL.........c.ecuieeeieceeee ettt st ere e a e aesresreens 85
9.3 SEAICN CONACES ...t ettt e te et e s ae e s beesneeteeanesaneeaeenreenns 86
9.3.1  Perform QUICK SEAICH..........cooiiiiee et 86
9.3.2 Perform Regular SEarch ............coo e 87
9.3.3 Create Directory from Search RESUILS...........cccceivieeiiiiciceeee e 89
9.3.4 Perform Search on Search RESUIS............ccoooieiiiie e 90

9.4 Order DiIreCIOry ENTHES........ocueeuieeeiesieete ettt sttt sttt s saanaesnesreens 90
9.5 Make Notes about Contact (Enterprise Edition) ..o 91
9.6 Manage Personal CONtACES ........cccceiiieiiiiciceeesee et st s a st neereenas 92
9.6.1  Add Personal CONLACL .........coo oo 92
9.6.2 Delete Personal CONaC ..........cccoeieirenieiieeesereee et 93

9.7  Manage Speed Dial ENHES ........ccooiiiiiiiiie e e 94
9.7.1 Add Speed Dial ENMrY ....c.ocueeeieeeese et et 94
9.7.2 Modify Speed Dial ENtry..... oot 95
9.7.3 Delete Speed Dial ENMrY.......co oottt 95

10 MONItOr CONEACES ......cocerircirirci e e e 96
10.1  Static MONIOING ...ttt bbb e bbb e st seenenre e 96
10.2 Dynamic Monitoring (Enterprise Edition)...........cccccveiieieiiciie e 97
10.3 Request DynamiC MONILOMING........ccceiiirieiiireere ettt sre e 97
10.4 Monitored User’s Calendar (Enterprise and Small Business Editions) ...........ccccccccevveeiennene 99
105 CoNtaCE SEAIES ..ottt ettt e r e n e e neeanas 99
11 Manage Call HiStOry ... s sssssssssens 101
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE X



BR&ADSOFT

Innovation calling.

111 VIEW Call HISTOTY ...ttt sttt st n e e s neen e ne e 101
11.2  Delete Call HISTOrY ........ooeiuiiiiieiiece ettt 101
12 Manage Queued Calls (Enterprise Edition)..........cococusncrmsmnssnnnsnnnssnssnsssesssseens 103
12.1 Select Call Centers t0 ManagE ..........ccveceeeciiiiececeeee et 103
12.2  Modify Number of Calls t0 DiSPIAY ......cccccereriririeiiierieece e 104
12.3  VIeW QUEUEA CallS.......ccoouiieeieiiiieee ettt sttt 104
124 Retrieve Call from QUEUE............ooiieeeee et e e eee e 104
12.5 Transfer Call to Ad HOC NUMDET ..o 105
12.6 Transfer Call Between QUEUES ..........coooiiiieeee e 105
12.7 Change Position of Call iNn QUEUE ...........cooeririierieirereee et 105
12.8 Transfer Call to Top of Queue (Premium Call Center).........cccooeirineinineieeeeeeeeeee 106
12.9 Promote Call in Queue (Premium Call CeNnter) .........ccoeiveieireneeeee e 106
2 L0 101U o I 7= S 106
12.11 Order QUEUEA CallS ........coiuiieiiieieeeieree ettt sttt ettt ene 107
13 Configure ReCEPLiONISt.........cccceeerrericrirrnrsss s s s ss s sn e ssessessns s s s san s e sanssessmssnsasnsnsane 108
13,1 SettiNgS — GENEIAL ...ttt s n e re et ne e 108
G T I Voo 1 o | AP S PPN 109
1312 LABNQUAGE ...ttt b et h bbb bt bt h e bbbt b e b nre e 109
13.1.3 SCIEEN POP ...ttt ettt e s a et e ae e reeae e e e s e s e tenreereens 109
G T I 7= (= oo = | S 111
13.1.5 TIME FOMMAL.......eee e et 111
O T B G oo 7= Vo S 111
ST B A = To IF=TaTo I I o] o TSRS 112
13.2  Settings — APPIICALION ......coeiiiieeeeee e s reereene e 112
13.2.1 QUEUE MEMDEISIID ....c.ecviitiieicree ettt sttt sre e 112
13.2.2 Operator POICIES .........coiieeee et enas 113
13.3  SEiNGS — SEIVICES ... et bbb 113
134 SettiNgS — PIUG-INS ...t et 114
T34 PIUGAINS ettt e h bbbttt a et e e nr e 114
13.4.2 NOfICALION. ...ttt sttt st se st eseeneseeneas 115
13.4.3 MiCrOSOft OULIOOK .........eeueeeeeeeeeee et e e eeeenas 115
I I Y PSSO 115
13.4.5 Program ShOMCULS..........cciiririiiieere et 116
13.4.6 ACHVITY ArCRIVE......eiiiieece ettt st 117
13.5 Settings — MESSAGING ...cuveveititiitieeeeee ettt sttt e et r et e aeereeae e e e sesreeresne e 118
G TS T B /1= Vo 1 o o RSN 118
13.5.2 Instant Messaging and PreSENCE ..........cocoveiririiereriicneree et 119
13.6  SettiNgS — ADOUL......ceiie e 119
14 Configure Web BrOWSET ..........ccoicerecrimsnssssessnssessessssssssssssssssssssssssssssssnsssssssssssssssssnssnsansansans 120
14.1 Internet Explorer Settings for Full Screen Mode............cocooeiiiiinnineineeeeee e 120
14.2 Certificate for Desktop Integration FEAUres ............cceceveeiiieicieceecec e 121
14.2.1 Microsoft Windows Certificate Store............ocoooiiiiieee e 121
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE XI



BR&ADSOFT

Innovation calling.

14.2.2 Apple System KEYChAIN ........couiiiii e 122
14.2.3 Firefox Certificate StOre..... ..o 123
14.3 Security Settings for Desktop Integration Features ............cccooveieveiecicece e 124
T4.3.1 INIMAC OS X .ottt sttt st s st saesesteseese st e seesesteseesessessenessessenensenas 124
14.3.2 ININEEINEL EXPIOTEN ...ttt ae et reenaenneen 124

15 Appendix A: Glossary and Definitions ..........cccccceememisensnrssnsscssesssssssss s sessessssssssssnns 127
15.1 Monitored USEr STates........ooui e 127
IS T O | S = 1 (T SR 127
15.3 Unified Instant Messaging and Presence States..........ccoiirienineinneneceeeeseeeee 128
16 Appendix B: Diagnostic TOOL ... s 129
B 700 O = TH g Ued D= T g T X3 1T e T S 129
16.2  DiIagnoStC TOOI GUI ...ttt 129
16.2.1 SESSION TAD ...ttt 129
16.2.2 Long POllING TaD ..ot 130
16.2.3 Calls TAD ...ttt sttt s s et n et sttt neene e e e nenre e 131
LT T ot 1= o S 132
16.2.5 MONIOMING TAD .....ooieeieeeee et esae et e enseeneenneens 132
BT G T ] o] A 1= o S 133
16.3 KNOWN ISSUES ...ttt st b e sttt e et b e sae st e et a e e b e 133
17 Appendix C: Keyboard ShOrCULS ..........cccccrcirirercrssssssn s ssessesssssssssssss e sssssessmssssssssssns 134
3T = 136
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE XIlI



BR&ADSOFT

Innovation calling.

Table of Figures

Figure 1 Receptionist Enterprise Main Interface........ ..o 24
Figure 2 Receptionist Small Business Main Interface. ... 27
Figure 3 Receptionist Office Main INterface ... 30
Figure 4 BroadWorks Web Portal Logo Pane — Launch Receptionist ...............cccooioiiiiiinicn 33
Figure 5 Receptionist Sign-in Page ..ot 34
Figure 6 Receptionist Sign-in Page — Advanced OpLioNS ..........cccccveieieieceece s 35
Figure 7 Downloading and Verifying Application Pop-up WIiNAOW ...........cccecievieeiececeeeecieseee e 36
Figure 8 “Do you want to run this application” Dialog BOX .........ccccoeeireeirneie s 36
Figure 9 Sign-in Dialog Box With Error MESSAgE ........c.cceeieiieiieiieciececeeee ettt 37
Figure 10 Receptionist Main Interface (Top of Page) with Error Message ..........cccccveeeeveevieseecececnenee. 37
Figure 11 Main Interface (Top of Page) — Help LinK...........ccooiiiieeeeee s 37
Figure 12 Question Dialog BOX.........cociririeiririesiert et 38
Figure 13 Logo Pane — IM&P Presence State Control............occriiiirenieinineeeeeseseeeeseese s 39
Figure 14 Set IM Status Dialog BOX .......cciueiriiriiiriieerierieee sttt 39
Figure 15 IM&P Status MESSAGE..........ceruirieiriiieirt ettt 39
Figure 16 Account — Change PasSWOId.............cccceiiiirieiierieie ettt sttt ae e ae e sreens 40
Figure 17 Receptionist Enterprise Main Interface............cccovvieiiiiiiciceeeesee e 41
Figure 18 Receptionist LOGO Pane ...........ooiiiieiieece ettt nnee s 42
Figure 19 Signed-in User INfOrMAtioN ...........ccceceiiiiiiiieiesiese st ae e sreenas 42
Figure 20 Call CONSOIE........ccueiieieieticieceeeieeete ettt e st et e s ae st eaeese e s e sessestesbesseeseessessensasessesrenns 43
Figure 21 Call CoONSOIE — DIAIET .........ooueeueeieie ettt sre st re s eeaess e sesresreens 44
Figure 22 Call Console — CUITENt CallS ..........cooeiririiiierereert e 45
Figure 23 Call Console — Security ClassifiCation .............coeriiirinireee s 45
Figure 24 Conference Call Panel............cooiiiiiiere e 46
Figure 25 Conference Call Panel — Security Classification .............cocoviinniinncseeeece 46
Figure 26 Receptionist Enterprise Contacts Pane............cccocvoeiiiicicecieceeseee e 48
Figure 27 Group Tab — Contact in Focus with Action BUttonS ............cccccveveieiecece e 49
Figure 28 Directories ManagemMent Bar .............oooiiiicicieeicseeee ettt enee s 49
Figure 29 Contacts Pane — Search Tab .........cccocviiiiiicecesee et 49
Figure 30 Contacts Pane — Favorites Tab...........cccoiiriiiicreer s 50
Figure 31 Contacts Pane — Group Tab ..o 51
Figure 32 Contacts Pane — Group COMMON Tab .......cccciiiiririiiriniesiesieesiesee e 51
Figure 33 Contacts Pane — Monitored Contacts Tab ... 52
Figure 34 Contacts Pane — Personal Tab...........ccociiiiieiecee et 52
Figure 35 Contacts Pane — Speed Dial Tab..........cccceiirieiieriecese e 52
Figure 36 Contacts Pane — QUEUES Tab.........ccoeiririririireeesieeese et 53
Figure 37 Contacts Pane — Custom (Directory) Tab ..........ccoeveriiiininereeeeeeseseeee s 53
Figure 38 Contacts Pane — Instant Message Tab ... 54
Figure 39 Contacts Pane — OUHOOK Tab ..........cociiiriiiiiireree s 54
Figure 40 Contacts Pane — Search Results Tab ... 54
Figure 41 QuEeUEd CallS PANE ........cooiiiieieeiee ettt seenes 55
Figure 42 Queued Calls Pane — Call Center Panel (Expanded)..........cccoeererennerennenceeseeeeseenes 55
Figure 43 Group Directory — Contact in Focus with Action BUttons...........cccccoeeeeveciccceececece e, 58
Figure 44 Call CONSOIE.........ccueiieieeetieieceeeeeetete ettt st et e s te st aeeaeeae e e e sesaesteeseeseeseeseensesasensesrennes 60
Figure 45 Drag Call and Drop Call on Contact ...........cccecveierieieiecececeee e 60
Figure 46 Call Notification Pop-up Window for Non-ACD Call ...........ccooioeieiiieeeeee e 61
Figure 47 Call Notification Pop-up Window — Call from Call Center...........ccccoiiririiiieieeeeeee e 61
Figure 48 Call Notification Pop-up Window with Diversion Information ..............ccccooeoiiiiiiinnnnee 62
Figure 49 Security Classification of CallS ..o 63
Figure 50 Security Classification LEVEIS...........cociiiiiiireer s 63
(Lo U= T 1= SRS 65
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE Xill



BR&ADSOFT

Innovation calling.

Figure 52 Dialer — Select Recently Dialed NUMDET ...........cciiiiniiineeeeee s 65
Figure 53 Dialer — Redial NUMDET .........coo ittt 66
Figure 54 Group Directory — Contact in Focus with Call and Mobile Buttons ... 66
Figure 55 Call History Dialog BOX.........cccueiieieiiieie sttt sre e 67
Figure 56 Call Console — Conference Call Panel .............cccoovieiiiieicieeeee e 71
Figure 57 Start CONTEIENCE. .........cceeeeeeeeeeeeee ettt ettt s ae st e be s ae e e esae s e sesresreens 71
Figure 58 Callin Call Console with Record BUtton.............ccceiiiiiiiiciceeece e 73
Figure 59 Call BEINg RECOUEM........ccuoiuieeiiieece ettt st a e s nesreens 74
Figure 60 Contact (IM) Subscribe Dialog BOX..........cccoiririiiririririerieseee s 76
Figure 61 Contact (IM) Re-Subscribe Dialog BOX .........cccoiiririiririiirriereseeee s 77
Figure 62 Edit Instant Message Contacts Dialog Box — Add Contact ...........ccoeceeniinenenicncncnne 77
Figure 63 Edit Instant Message Contacts Dialog Box — Modify Contact..............cccveerniinncincnnes 78
Figure 64 Contact (IM) Unsubscribe Dialog BOX ..........ccoiiueiririiiininiin s 78
Figure 65 Contact (IM) Request Dialog BOX ..........cceiieieierieie ettt s 78
Figure 66 Instant Message Tab — Unified Presence State of Contacts...........cccccevevveeveeceecesecececne, 79
Figure 67 IM&P Contact with Chat BUHtON............ccoiiiieceee s 80
Figure 68 Chat WINGOW...........cciiuiiiiicieeeiee ettt st eaa e e sesaesbesseeseese s e essesasessesrenns 81
Figure 69 Add Participants t0 Chat...........cceceiiiiii et 82
FIigure 70 MUIUSEI CRat.........c.oiiiiiieeeee ettt 82
Figure 71 ContactS PANE ..ottt 84
Figure 72 Contacts Pane — Expanded Directories List............coeoriiiiiniinereeeee s 85
Figure 73 Group Directory — Contact Detals ...........coeoriiiirinine s 86
Figure 74 Contacts Pane — Perform QUICK Search ... 87
Figure 75 Contacts Pane — Perform Regular Search..........cccooviiiiicecieceeesese e 87
Figure 76 Contacts Pane — Search RESUILS .............cooeeeeiecicece e 88
Figure 77 Perform Search Using S€arch Tab...........ccccueieieiieieie e 88
Figure 78 Contacts Pane — Search Results in Search Tab...........cccoeveieieieiecceceeeeee e 89
FIQUrEe 79 SOrt DIFECIOTY ....c.ccueriieeiiiteieetrte ettt b bbbt ea e e bt e e e s s 9N
Figure 80 Notes for Cheryl Baldwin Dialog BOX..........ccriiiiririiininieneesieeeses s 9N
Figure 81 Group Directory — Contact NOES ..o 92
Figure 82 Personal Tab........cooiii ettt 92
Figure 83 Edit Personal Contacts Dialog Box — Add ENfry ........c.cccoeeeeeeieceie e 93
Figure 84 Edit Personal Contacts Dialog Box — Delete Entry ..........cccooveieveieiecece e 93
Figure 85 Speed Dial Tab .......ccocuiiiiiiceceees ettt s a e ae s neereens 94
Figure 86 Edit Speed Dials Dialog Box — Add ENtry.........cccoviieiiiiciceceeee et 94
Figure 87 Edit Speed Dials Dialog Box — Modify ENtIY ........ccccoeiiiiiieiceseese e 95
Figure 88 Edit Speed Dials Dialog Box — Delete ENtry..........ccoeoriiiininineseeseeeeseesees 95
Figure 89 Favorites Directory with Monitored Contacts ............cceeriiiniinneeee s 96
Figure 90 Group Directory with Monitored Contacts ... 97
Figure 91 Group Directory — Request Contact MONItOrNg .........ccovieirerieerrerereee s 98
Figure 92 Group Directory — Monitored COoNntact ..o 98
Figure 93 Dynamic Unmonitoring Dialog BOX...........cuicieieiienieieee et e e snaens 98
Figure 94 Dynamic Monitoring Dialog BOX.........cecieriiieieseeseeeee ettt 99
Figure 95 Contacts Pane — Monitored User’s Calendar Detalils .............ccccceeevieeieiicceeceececece e 99
Figure 96 Call History Dialog BOX........ccccueiieiiiiciiececieeeie sttt st e e snasresnenneas 101
Figure 97 Queued CallsS PANE ..ot 103
Figure 98 Queued Calls — Options — Edit Queue Favorite Dialog ............cccoveveeninnininenenecnees 103
Figure 99 Edit Queue Favorites Dialog BOX..........coooveiririiiniiirereese e 104
Figure 100 Ad HOC QUEUE TTaNnSTer.........oouciiiiiiiereeeee et 105
Figure 101 Reorder QUEUEA Call ..........cooiiiiriiiiiieeeeee et 105
Figure 102 Transfer Call to TOP Of QUEUE ..........cueiiiiieiricerieee e 106
Figure 103 Queued Calls — OptiONS — GrOUP ......c.coirieuiriirieirie ettt s seseeseeneseeneas 106
Figure 104 Queued Calls — OPHONS — SOM.........coviireiiirere e 107
Figure 105 Settings — GENEIAL.........c.coeeuieieec ettt e et e e aesaestesreeneas 108
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE XIV



BR&ADSOFT

Innovation calling.

Figure 106 Account — Change PasSWOrd............cciiiiiriniiiriereeriereeiese et 109
Figure 107 Settings — APPLICALION .....o.eouiiiiieeiee e 112
Figure 108 SettiNgS — SEIVICES ......oitiriiiriiicere ettt et nenre e 113
Figure 109 Settings — Plug-ins (TOP Of PAge) .......c.ooiiieieeseee e 114
Figure 110 Settings — MESSAGING ......ccveieiieieiececie ettt sttt e e s re st re s e e esesnestessenneas 118
Figure 111 Settings — ADOUE PAgE ........ccuoiiieeceecceee ettt st eneas 119
Figure 112 Security Settings — Internet Zone Dialog BOX..........ccocvieeeeiereie e 120
Figure 113 Microsoft Windows — Security Warning...........ccccoererirenenneneneeeseseeeseseeesie e 121
Figure 114 Microsoft Windows — User Account CONtrol............cccvereirinieneneenesee e 122
Figure 115 Mac OS — Certificate WINAOW...........coiiriiricee e 122
Figure 116 Receptionist — Relaunching FIrefOX.........ccuiriiiiiiniic e 123
Figure 117 Mac OS X — SeCUrity & PrIVACY ........cccoiirieiriiieirieneecreree st 124
Figure 118 Internet Explorer — Internet Options — SECUNItY ..........cceeieeeiecece e 125
Figure 119 Internet EXplorer — TruSted SIteS ........cviiiieieeiecece et 125
Figure 120 Internet Explorer — Security Settings — Trusted Sites Zone ..........cccoevveeeeeeceececececeene, 126
Figure 121 Settings — About (Launching Diagnostic TOOI) .........ccccveirceeieieie e 129
Figure 122 Diagnostic TOOl — SESSION TaAD .......cccccieuiiiiieiesece et eneas 130
Figure 123 Diagnostic Tool —Long Polling Tab ..o 131
Figure 124 Diagnostic TOOI — Calls Tab ........coiiiiiiiiiiicrere e 131
Figure 125 Diagnostic TOOI — SErvIiCE Tab ........c.cciiiiiriiireree e 132
Figure 126 Diagnostic Tool — Monitoring Tab ..........ccceeviecr e 132
Figure 127 Diagnostic TOOl — SUPPOI Tab........cccociiuiiiiieiesece e 133
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00

©2017 BROADSOFT, INC. PAGE XV



BR&ADSOFT

Innovation calling.

1

Summary of Changes

1.1

1.2

1.3

1.4

1.5

1.6

1.7

This'section describes the changes to this document for each release and document
version.
Changes for Release 20.0, Document Version 12
This version of the document includes the following changes:
m  Updated section 70.2 Dynamic Monitoring (Enterprise Edition) for PR-53743.
m  Updated section 4 Get Started and 13.4.3 Microsoft Outlook for PR-54958.

Changes for Release 20.0, Document Version 11
This version of the document includes the following changes:
m Updated sections 4.3 Launch JNLP File and 14 Configure Web Browser for
PR-53301.
Changes for Release 20.0, Document Version 10
This version of the document includes the following changes:
m Updated section 713.4 Settings — Plug-ins for PR-50464.
m  Updated section 74.3.2 In Internet Explorer for PR-51156.

Changes for Release 20.0, Document Version 9
This version of the document includes the following change:

m  Updated sections 4.1 Launch Receptionist from Web Portal and 4.2 Sign in from Web
Browser and added sections 4.3 Launch JNLP File, 14.2 Certificate for Desktop
Integration Features, and 14.3 Security Settings for Desktop Integration Features for
PR-49772.

Changes for Release 20.0, Document Version 8
This version of the document includes the following change:

m  Updated document to add support for the contact's title for PR-48156.

Changes for Release 20.0, Document Version 7
This version of the document includes the following changes:

m Updated sections 711.1 View Call History, 13.1.4 Date Format, and 13.1.5 Time
Format for EV 245705.

m  Updated sections 70.2 Dynamic Monitoring (Enterprise Edition) and 10.3 Request
Dynamic Monitoring for EV 245536.

m  Added section 74 Configure Web Browser for EV 245534.

Changes for Release 20.0, Document Version 6

This version of the document includes the following changes:
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m  Added Appendix B: Diagnostic Tool and updated sections 2.2 How This Guide Is
Organized and 13.6 Settings — About for the Client Side Diagnostic Tool For Thin
Clients Feature (EV 232627).

1.8 Changes for Release 20.0, Document Version 5
This version of the document includes the following changes:
m  Updated section 72 Manage Queued Calls (Enterprise Edition) for EV 222258.

1.9 Changes for Release 20.0, Document Version 4
This version of the document includes the following changes:

m Updated sections 70.5 Contact States and 15.1 Monitored User States for
EV 224630.

m  Revised indexing.

1.10 Changes for Release 20.0, Document Version 3
This version of the document includes the following changes:
m  Updated sections 3.2.2 Contact Directories and 5.3.13 Outlook Tab (Enterprise
Edition) for EV 216467.
1.11 Changes for Release 20.0, Document Version 2
This version of the document includes the following changes:

m  Updated sections 4.8 Change Your IM&P Presence State, 5.1.3 Signed-in User
Information, 5.3 Contacts Pane, 8 Monitor IM&P Contacts and Chat with Contacts,
8.1.6 View Presence State of Contacts, and 15.3 Unified Instant Messaging and
Presence States for the Thin Clients to Conform to Presence Rules Feature
Description (EV 192595).

1.12 Changes for Release 20.0, Document Version 1

This version of the document includes the following changes:

m  Updated for the Receptionist Usability Update for Directories Feature Description
(EVs 172852, 182502).

m  Updated for the Visual Security Classification for Active Call Feature Description
(EV 174096).

m  Updated sections 5.5.1 Call Action Buttons and 6.11 Record Calls for the Call
Recording — Start/Stop/Pause/Resume User Control Feature Description
(EV 172506).

m  Updated sections 5.2.3 Current Calls, 6.2.2 View Incoming Call Details, and 13.1.3
Screen Pop for the Diversion Info Availability for Queued Calls Feature Description
(EV 175543).

m  Updated sections 4 Get Started and 13.4.3 Microsoft Outlook for EV 192180.
m  Removed section on theme for EV 194697.
m  Updated sections 5 Explore Workspace and 13.1.6 Workspace for EV 175559.

m  Updated sections 5.5.1 Call Action Buttons and 10.3 Request Dynamic Monitoring for
EV 196216.
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m Updated section 713.4.6 Activity Archive for EV 196539.
m Updated section 6.7 End Call for EV 198717.

m  Updated sections 3.2.2 Contact Directories, 10 Monitor Contacts, and 10.2 Dynamic
Monitoring (Enterprise Edition) for EV 204600.

1.13 Changes for Release 19.0, Document Version 1
This version of the document includes the following changes:

m  Updated document for the Web Pop URL Enhancement — Call Center and
Receptionist Feature Description (EV 150425).

m Updated the description of the Unknown phone state in sections 70.5 Contact States
and 15.1 Monitored User States.

m  Updated document for the IM&P for Call Center and Receptionist Clients Feature
Description (EV 150369).

m  Updated section 4.2 Sign in from Web Browser for EV 160535.

m  Added section 4.4 Sign-in Restrictions for the Thin Client Single User Login
Restrictions Feature Description (EV 163737).

m  Updated sections 5.1.3 Signed-in User Information, 10 Monitor Contacts, and
Appendix A: Glossary and Definitions for the Calendar Presence Integration Feature
Description (EV 142625).

m  Added sections 4.8 Change Your IM&P Presence State and 8 Monitor IM&P Contacts
and Chat with Contacts and updated section 9 Manage Contacts for the IM&P for Call
Center and Receptionist Clients Feature Description (EV 150369).

m  Updated document for changes in the user interface and added section 5.3.6
Group/Enterprise Common Tab.

1.14 Changes for Release 18.0, Document Version 2
This version of the document includes the following changes:

m Updated sections 3.2.1 User Interface, 3.3.1 User Interface, 3.4.1 User Interface, 5
Explore Workspace, 5.4 Queued Calls Pane (Enterprise Edition), and 12 Manage
Queued Calls (Enterprise Edition) to align document with changes in the application.

m  Updated section 5.4 Queued Calls Pane (Enterprise Edition) for EV 159630. The
position of some information in the Queued Calls pane has changed. The position
has changed for the name and number of the remote party and the name and number
of the DNIS/call center that took the call.

1.15 Changes for Release 18.0, Document Version 1

This version of the document includes the following changes:

m  Added section 6.17 Record Calls for the Call Recording — Thin Clients Feature
Description (EVs 46939 and 141973).

m  Updated sections 5.1.3 Signed-in User Information, 5.2.3 Current Calls, 5.2.5 Call
States and Actions, and 10 Monitor Contacts for the Call Park and Recall
Enhancements — Receptionist Thin Feature Description (EV 105267).

m  Updated sections 4 Get Started and 13.4.3 Microsoft Outlook for EV 153628.
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1.16 Changes for Release 17.sp2, Document Version 6
This version of the document includes the following changes:
m  Updated section 72.11 Order Queued Calls for EV 142502.
m  Updated section 710 Monitor Contacts for EV 144284.

1.17 Changes for Release 17.sp2, Document Version 5
This version of the document includes the following changes:
m  Updated section 72.7 Select Call Centers to Manage for EV 141300.
m  Updated document for the usability enhancements.

m Updated sections 70.5 Contact States and 15.1 Monitored User States for
EV 146017.

m  Updated sections 9.6 Manage Personal Contacts and 9.7 Manage Speed Dial Entries
for EV 145992.

m  Updated section 5.4 Queued Calls Pane (Enterprise Edition) for EV 146214.
m Updated sections 5.3 Contacts Pane and 9.5 Make Notes about Contact (Enterprise
Edition) with comments from testing.
1.18 Changes for Release 17.sp2, Document Version 4
This version of the document includes the following changes:
m  Updated document with changes in the application.
m  Updated section 712 Manage Queued Calls (Enterprise Edition) for EV 141300.
m  Updated Appendix C: Keyboard Shortcuts for EV 130778.
m  Updated sections 6.2.2 View Incoming Call Details and 13.4.2 Notification for
EV 131521.
1.19 Changes for Release 17.sp2, Document Version 3
This version of the document includes the following changes:
m  Updated section 713.1.6 Workspace for EV 119881.
m  Updated sections 6.2.2 View Incoming Call Details and 13.4.2 Notification for
EV 118621.
1.20 Changes for Release 17.sp2, Document Version 2
This version of the document includes the following changes:
m  Updated sections 6.4.1 Answer Call and 6.5.2 Resume Held Call for EV 126902.
m  Updated section 73 Configure Receptionist for EV 126771.
m  Updated section 5 Explore Workspace for EVs 127180 and 128936.

m  Updated section 713.6 Settings — About to align document with changes in the
interface.

m  Updated section 5 Explore Workspace for EV 126451.
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1.21 Changes for Release 17.sp2, Document Version 1

This is a new document in this release.
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2 About This Document

This guide provides step-by-step procedures and reference information for BroadWorks
Hosted Thin Receptionist Release 20.0.

BroadWorks Hosted Thin Receptionist herein is referred to as Receptionist, Receptionist
client, or client.

Receptionist exists in three editions: Enterprise, Small Business, and Office, each tailored
to the specific needs of its target users. This guide covers all three editions of
Receptionist.

2.1 Audience

This document is intended for end users of Hosted Thin Receptionist Enterprise, Small
Business, and Office.

2.2 How This Guide Is Organized

The following table identifies the sections to refer to for information about the functionality
provided by Receptionist.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

Section

Introduction to
Receptionist

Get Started

Explore Workspace

Manage Calls

Message Contacts
(Enterprise Edition)

Monitor IM&P Contacts
and Chat with Contacts

Manage Contacts
Monitor Contacts
Manage Call History
Manage Queued Calls
(Enterprise Edition)

Configure Receptionist

Configure Web Browser

Appendix A: Glossary and

Definitions

Appendix B: Diagnostic
Tool

©2017 BROADSOFT, INC.

Overview

This section provides an overview of Receptionist and its three
editions: Enterprise, Small Business, and Office.

This section describes how to sign in and out of Receptionist, perform
the initial setup, change password, and obtain help.

This section provides an overview of the user interface.

This section provides information on how to make and manage calls.
This includes using your contacts to make calls or perform actions on
existing calls.

This section includes information on how to send e-mail messages to
contacts.

This section provides information about monitoring your IM&P
contacts and chatting with them.

This section provides information on managing contact directories
and searching for contacts.

This section describes static and dynamic monitoring and includes
information on how to select contacts to monitor.

This section provides information on managing call logs.

This section provides information on managing queued calls.

This section describes the settings you can configure to set up and
customize Receptionist for improved usability.

This section describes how to configure the settings for different web
browsers in which Receptionist runs.

This appendix contains definitions of call states and phone states
used in Receptionist.

This appendix describes a diagnostic tool available in some versions
of Receptionist used to troubleshoot performance problems with the
help of support personnel.

40-CA5607-00
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Section Overview
Appendix C: Keyboard This appendix describes keyboard shortcuts available in Receptionist.
Shortcuts

2.3 Additional Resources

For more information on Receptionist and on Application Server procedures used by
group administrators, department administrators, and users, see the following
BroadWorks guides:

m  BroadWorks Hosted Thin Receptionist Configuration and Administration Guide

m  BroadWorks Application Server Group Web Interface Administration Guide
(Parts 1 and 2)

m  BroadWorks Getting Started Web Interface Administration Guide
m  BroadWorks CommpPilot Call Manager and Attendant Console User Guide

m  BroadWorks Application Server User Web Interface Administration Guide

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
©2017 BROADSOFT, INC. PAGE 22



BR&ADSOFT

Innovation calling.

3 Introduction to Receptionist

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

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

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

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

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

m  Web-based interface, accessible from a web browser
In Release 20.0, BroadWorks Receptionist is offered in two architectural variants:

m  Hosted Thick Receptionist — Introduced in Release 16.0, Hosted Thick Receptionist
is a Software as a Service (SaaS) application hosted on BroadWorks and launched
from the BroadWorks web portal.

m  Hosted Thin Receptionist — Introduced in Release 17.sp2, Hosted Thin Receptionist
is a SaaS Rich Internet Application (RIA) hosted on BroadWorks and allows you to
manage calls from a web browser.

NOTE: For information about the web browsers supported by Receptionist, see the BroadWorks
Hosted Thin Receptionist Configuration and Administration Guide or contact your administrator.

This document describes the BroadWorks Hosted Thin Receptionist client.

3.1 Receptionist Editions

Receptionist exists in three editions: Enterprise, Small Business, and Office, each tailored
to the specific needs of its target users.

The following sections provide an overview of the Receptionist Enterprise, Small
Business, and Office interface and functionality and refer you to other sections of the
document for more information.

NOTE: Features available in a specific version are identified and tagged with the edition’s name.
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3.2 Receptionist Enterprise

The Receptionist Enterprise edition is a BroadWorks full-featured client, designed to
support the needs of front-office personnel in any environment. It supports the full set of
call control options, large-scale line monitoring, queuing, multiple directory options, and
views, Outlook integration, and other features required in large or distributed
organizations.

3.2.1 User Interface

Figure 1 shows the main interface of Receptionist Enterprise.

Settings Help Full Screen Sign Oult|

o
Receptionist Cheryt Bakdwn
CALL CONSOLE = CONTACTS
> & A
1 Enter Number &l Rocl Q. SEARCH || Z* FAWORITES x m 8 GROUP COM.. x || (& PERSONAL x || fi SPEEDDIAL X
I Mario Bueno (1001) Active D1:53 % @ | Dlauik search b
END Status Last Name * First Name * Humber Extension Mobile Department ¥ Hotes
() Baldwin Cheryl 2025551009 1009 Notes
() basicAA Auto Attendart Motes
COMNFERENCE CALL b4 ) Bueno Mario +12025551001 1001 2021112223 Notes
@
No ftems to show =
O Dumas Merie 2025551005 1005 Notes
O hitline Call Certer +12025551000 1000 MNotes
O Jones Shirley +12025551002 1002 Notes
----- N O meni Pacla 2025551003 1003 Notes
Q D O snith Stan +12025551004 1004 Notes
Hotline 2025551000 010 (020) X R tanre fhuto Altercart L
() waice Portal “oice Messaging ... Motes
() wwoming Macloline +12025551008 1008 Notes

Figure 1 Receptionist Enterprise Main Interface

The interface contains the following main work areas:

m  Logo pane — The Logo pane displays links to other pages or functions of Receptionist
and provides information about the logged user. It also displays error, warning, and
information messages to the user.

Call Console — This is where you view and manage your current calls.

Queued Calls pane — This is where you manage queued calls. You need to have
the BroadWorks Supervisor service assigned to have access to this feature.

m  Contacts pane — This pane contains your contact directories, which you use to make
calls to contacts and monitor selected contacts.

m  Settings pages - You use the Settings pages, accessed via the Settings link, to
configure various aspects of Receptionist.

m Call History dialog box — You use the Call History dialog box to view and return your
past calls.

m  Chat windows — You use a Chat window to chat with Instant Messaging and
Presence (IM&P) contacts.

For more information, see section 5 Explore Workspace.
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3.2.2 Contact Directories

This following table lists the contact directories available in Receptionist Enterprise. The
Comments column specifies additional settings required to access the directory.

Directory Name

Favorites

Group/Enterprise

Group/Enterprise
Common

Monitored

Contacts

Personal

Speed Dial

Instant Message

Queues

LDAP
(search only)

Custom:
<custom contact
directory name>

QOutlook

Contents

This consists of the contacts whose
phone status you are currently statically
monitoring. The list of contacts to
monitor must be configured for you or by
you on the web portal.

This consists of all contacts in your
BroadWorks group or enterprise
directory. You can access this same
directory through the web portal.
However, if your enterprise administrator
restricted your access to your enterprise
directory, you can only see the contacts
in your group.

This consists of all contacts in your
group’s or enterprise’s common phone
list configured by your administrator on
BroadWorks.

This consists of contacts whose phone
status you are currently dynamically
monitoring.

This consists of all contacts in your
personal directory on the BroadWorks
web portal.

This consists of all speed dial codes
configured for you or by you for your
Speed Dial services.

This consists of the IM&P users to which
you are subscribed.

This consists of the call centers and
associated DNIS numbers that you are
staffing as an agent or supervising. It
allows you to transfer calls into queues
quickly.

This consists of all users found in the
configured LDAP directory. Receptionist
provides you with search access to LDAP
and results are displayed in the Search
tab.

This consists of all contacts in your
custom contact directories configured by
your administrator on the web portal.
Each custom directory is displayed in a
separate tab.

This consists of all your Outlook contacts.

Comments

Monitoring is limited to 200 static
contacts enterprise-wide.

You can dynamically monitor
contacts in your Group/Enterprise
directory. The maximum number
of contacts you can dynamically
monitor is configured by your
administrator and it cannot exceed
100.

The directory may be empty if your
administrator has not configured
any contacts.

If the directory is empty, it is not
shown.

You need to have Speed Dial 8
and/or Speed Dial 100 services
assigned.

You need to have the Integrated
IM&P or Third-Party IM&P service
assigned.

You need to have Call Center
service assigned.

The directory needs to be
configured by your system
administrator. Otherwise, it is not
visible.

You may not have any contact
directories or you may have
several.

For information on managing your contact directories, see section 9 Manage Contacts; for
information on using your contacts to make and manage calls, see section 6 Manage
Calls; for information on monitoring contacts, see section 10 Monitor Contacts.
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3.23

Call Management Functions

The Receptionist Enterprise provides the following call management functions:

Function

View Call Details

Dial Contact

Dial Ad Hoc Number
Redial

Speed Dial

Dial From Call History
Answer Call

Hold Call

Resume Held Call

End Call

Blind Call Transfer
Supervised Call Transfer
Consulted Call Transfer
Transfer to Voice Mail
Transfer to Queue

Busy Camp On

Group Call Park
Directed Call Pickup
Operator Call Barge-in
Start Conference Call
Add Participant

Hold Conference Call
Resume Conference Call
Put Participant on Hold
Take Participant off Hold
End Participant

Leave Conference Call

End Conference Call

Quick Reference

View Call Information

Dial Contact

Dial Ad Hoc Number
Redial Number

Speed Dial

Dial from History

Answer Call

Put Call on Hold

Resume Held Call

End Call

Blind Transfer Call
Conduct Supervised Transfer
Transfer with Consultation
Transfer to Voice Mail

Transfer to Queue (Enterprise Edition)

Conduct Busy Camp On (Enterprise and Small Business Editions)

Conduct Group Call Park (Enterprise Edition)
Pick Up Call

Barge in on Call

Start Three-Way Conference

Add Participant to Conference
Hold Conference

Resume Held Conference

Put Conference Participant on Hold
Resume Conference Participant
Remove Conference Participant
Leave Conference

End Conference

For more information, see section 6 Manage Calls.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

©2017 BROADSOFT, INC.

40-CA5607-00
PAGE 26



BRSADSOFT

Innovation calling.

3.3 Receptionist Small Business

The Receptionist Small Business edition is a lower-priced version of the client, targeted at
front-office personnel in small and mid-sized organizations that do not require multiple
directories, call queuing, or other advanced features. It supports a full set of call control
functions and monitoring of up to 30 lines in the directory.

3.3.1 User Interface

Figure 2 shows the main interface of Receptionist Small Business.

BROADWORKS Settings Help Full Screen Sign Out
Receptionist T
CALL CONSOLE =3 CONTACTS
[ Enter Nurnber (| = Q. SEARCH m &, GROUP x || &% GROUP COM... x |[ (& PERSONAL x -
 Cheryl Baldwin (1003} Active 1850 Begnswihlal  [v|o | [k search | %
END Status ¥ LastName © First lame * Humber ¥ Extension ¢ Mobile ¥ Department &
@  sowin Chery 12025551009 1009
0 Dumas Matie +12025551005 1005
@ o tan 12025551004 1004
CONFERENCE CALL x

Mo ftems to show

Figure 2 Receptionist Small Business Main Interface

The interface contains the following work areas:

m  Logo pane — The Logo pane displays links to other pages or functions of Receptionist
and provides information about the logged user. It also displays error, warning, and
information messages to the user.

m  Call Console — This is where you view and manage your current calls.

m  Contacts pane — This pane contains your contact directories and allows you to use
contacts to manage calls. You also use the Contacts pane to monitor contacts.

m Settings pages - You use the Settings pages, accessed via the Settings link, to
configure various aspects of Receptionist.

m Call History dialog box — You use the Call History to view and return your past calls.
m  Chat windows — You use a chat window to chat with an IM&P contact.

For more information, see section 5 Explore Workspace.
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3.3.2 Contact Directories

This following table lists the contact directories available in Receptionist Small Business.
The Comments column specifies additional settings required to access a directory.

Directory Name

Favorites

Group/Enterprise

Group/Enterprise
Common

Personal

Speed Dial

Instant Message

Contents

This consists of the contacts whose phone
status you are currently monitoring. The list
of contacts to monitor must be configured for
you or by you on the web portal.

This consists of all contacts in your
BroadWorks group or enterprise directory.
You can access this same directory through
the web portal. However, if your enterprise
administrator restricted your access to your
enterprise directory, you can only see the
contacts in your group.

This consists of all contacts in your group’s
or enterprise’s common phone list configured
by your administrator on BroadWorks.

This consists of all contacts in your personal
directory on the BroadWorks web portal.

This consists of all speed dial codes
configured for you or by you for your Speed
Dial services.

This consists of your IM&P contacts, that is,
the IM&P users to which you subscribed.

Comments

Monitoring is limited to 30
static users company-wide.

The directory may be empty if
your administrator has not
configured any contacts.

You need to have Speed Dial
8 and/or Speed Dial 100
services assigned.

You need to have the
Integrated IM&P or Third-
Party IM&P service assigned.

For information on managing your contact directories, see section 9 Manage Contacts; for
information on using your contacts to make and manage calls, see section 6 Manage
Calls; for information about monitoring contacts, see section 10 Monitor Contacts.

3.3.3 Call Management Functionality

This section lists call management functions of Receptionist Small Business and provides
you with pointers to sections of this document where they are described.

Function

View Call Details
Dial Contact

Dial Ad Hoc Number
Redial

Speed Dial

Dial From Call History
Answer Call

Hold Call

Resume Held Call
End Call

Blind Call Transfer

Quick Reference
View Call Information
Dial Contact

Dial Ad Hoc Number
Redial Number
Speed Dial

Dial from History
Answer Call

Put Call on Hold
Resume Held Call
End Call

Blind Transfer Call
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Function

Supervised Call Transfer
Consulted Call Transfer
Transfer to Voice Mail

Busy Camp On

Directed Call Pickup
Operator Call Barge-in
Start Conference Call
Add Participant

Hold Conference Call
Resume Conference Call
Put Participant on Hold
Take Participant off Hold
End Participant

Leave Conference Call

End Conference Call

Quick Reference
Conduct Supervised Transfer
Transfer with Consultation

Transfer to Voice Mail

Conduct Busy Camp On (Enterprise and Small Business Editions)

Pick Up Call

Barge in on Call

Start Three-Way Conference

Add Participant to Conference
Hold Conference

Resume Held Conference

Put Conference Participant on Hold
Resume Conference Participant
Remove Conference Participant
Leave Conference

End Conference
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3.4 Receptionist Office

The Receptionist Office edition is targeted at a small office environment with a limited
number of employees. It supports the standard set of Call Control features and the
monitoring of up to eight lines in the directory.

3.4.1 User Interface

Figure 3 shows the main interface of Receptionist Office.

Settings Help Full Screen Sign Out

Receptionist e

CALL CONSOLE =3 CONTACTS

1 Enter Nurmber l o i @ Q. SEARCH &, GROUP x || & GROUP COM.. x |[ (& PERSONAL x =
 Cheryl Baldwin (1003) Active 1850 Bagnawihl  [v|o | [Jeuicicsearch | %
Status ¥ LastName * First Hame * Humber * Extension ¢ Mobile ¥ Department &
@  Beldwin Cheryl 12025551009 1009
O Dumas Marie +12025551005 1005
@  smin Stan +12025551004 1004
CONFERENCE CALL X

Mo ftems to show

Figure 3 Receptionist Office Main Interface

The interface contains the following work areas:

m  Logo pane — The Logo pane displays links to other pages or functions of Receptionist
and provides information about the logged user. It also displays error, warning, and
information messages to the user.

m Call Console — This is where you view and manage your current calls.

m  Contacts pane — This pane contains your contact directories and allows you to use
contacts to manage calls. It also allows you to monitor selected contacts.

m Settings pages - You use the Settings pages, accessed via the Settings link, to
configure various aspects of Receptionist.

m Call History dialog box — You use the Call History dialog box to view and return your
past calls.

m  Chat windows — You use a chat window to chat with an IM&P contact.

For more information, see section 5 Explore Workspace.
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3.4.2 Contact Directories

This following table lists the contact directories available in Receptionist Office. The
Comments column specifies any additional settings required to have access to a directory.

Directory Name

Favorites

Group/Enterprise
Group/Enterprise
Common

Personal

Speed Dial

Instant Message

Contents

This consists of the contacts whose phone
status you are currently monitoring. The list
of contacts to monitor must be configured for
you or by you on the web portal.

This consists of all contacts in your group.

This consists of all contacts in your group’s
or enterprise’s common phone list configured
by your administrator on BroadWorks.

This consists of all contacts in your personal
directory on the BroadWorks web portal.

This consists of all speed dial codes
configured for you or by you for your Speed
Dial services.

This consists of your IM&P contacts, that is,
the IM&P users to which you subscribed.

Comments

Monitoring is limited to eight
static users group-wide.

The directory may be empty if
your administrator has not
configured any contacts.

You need to have Speed Dial 8
and/or Speed Dial 100 services
assigned.

You need to have the
Integrated IM&P or Third-Party
IM&P service assigned.

For information on managing your contact directories, see section 9 Manage Contacts; for
information on using your contacts to make and manage calls, see section 6 Manage
Calls; for information about monitoring contacts, see section 10 Monitor Contacts.

343

Call Management Functionality

The Receptionist Office provides the following call management functions:

Function
View Call Details

Dial Contact

Dial Ad Hoc Number

Redial

Speed Dial

Dial From Call History

Answer Call

Hold Call
Resume Held Call
End Call

Blind Call Transfer

Supervised Call Transfer

Quick Reference
View Call Information
Dial Contact

Dial Ad Hoc Number
Redial Number
Speed Dial

Dial from History
Answer Call

Put Call on Hold
Resume Held Call
End Call

Blind Transfer Call

Conduct Supervised Transfer

Consulted Call Transfer Transfer with Consultation

Transfer to Voice Mail Transfer to Voice Mail
Directed Call Pickup Pick Up Call
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Function

Operator Call Barge-in
Start Conference Call
Add Participant

Hold Conference Call
Resume Conference Call
Put Participant on Hold
Take Participant off Hold
End Participant

Leave Conference Call

End Conference Call

Quick Reference

Barge in on Call

Start Three-Way Conference

Add Participant to Conference
Hold Conference

Resume Held Conference

Put Conference Participant on Hold
Resume Conference Participant
Remove Conference Participant
Leave Conference

End Conference
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4 Get Started

Receptionist is hosted on BroadWorks and you access it over the network either from your
web portal or from a web browser. The sign-in procedure is the same for all Receptionist
editions.

NOTE 1: The minimum required screen resolution for Receptionist is 1024 x 768 pixels.

NOTE 2: Receptionist does not support signing in as different users from the same machine at
the same time.

NOTE 3: When using the Outlook Integration feature), make sure Outlook is running before
Receptionist is launched; otherwise, Outlook Integration functionality might not work.

4.1 Launch Receptionist from Web Portal

BroadWorks has a Single Sign-On feature. When you access the Receptionist client from
the web portal, you do not need to provide your credentials since you are already logged
in to the web portal.

To access Receptionist from the web portal:

1) Log in to your BroadWorks web portal.

2) From the Launch drop-down list at the top right-hand side of the BroadWorks Logo
pane, select the link for your Receptionist service.

BRADSOFT 5 -t -

Launch..

Call Center Agent reen [Logouf]
Receptionist Enterprise,

Figure 4 BroadWorks Web Portal Logo Pane — Launch Receptionist

You are automatically signed in. As Receptionist starts, a Java Network Launch Protocol
(JNLP) file required to run some of the Receptionist features is downloaded to your
machine. You must agree to run the file; otherwise, the features will not be available. For
more information, see section 4.3 Launch JNLP File.
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4.2 Sign in from Web Browser

When signing in to the client, use the same credentials you use to connect to the web
portal.
To access Receptionist from a web browser:

1) In your web browser, enter the URL of the Receptionist client on BroadWorks. The
Receptionist Sign-in page appears.

User D peclomaldinig@yvirtsanty milbroadsoft.co
Password wesssssseees

Stay signed in

Sign In

Shovw options Bookmark this page

/@\ Receptionist

Figure 5 Receptionist Sign-in Page

2) Enter your BroadWorks user ID in user@domain format and your password.

If you are unsure of your user ID and password, contact your company (group or
enterprise) administrator.

If you use the default domain, you can enter just the user part of your ID. The system
then appends the default domain to it before authenticating you. If your domain is
different from the default domain, you have to enter your user ID with the domain
name.

Optionally, if your system has been configured to allow it, you can configure your
domain name.

3) To configure your domain or the Receptionist language, click Show options. The
area expands displaying advanced options.
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Uszer ID paclomaldini@yvirtsanity mtl broadsoft co
Password sessssssswsw

Stay signed in

Sign In

Hicle options Bookmark this page

Append
Dhomain

Language : |Engli3h us) | v |

Figure 6 Receptionist Sign-in Page — Advanced Options

4) To configure your domain, in the Append Domain text box, enter your domain name.
When you enter your user ID without a domain, the system appends the configured
domain instead of the default domain.

5) To change the language, from the Language drop-down list, select a new language.

6) Check Stay signed in to instruct the client to automatically connect and sign in to the
server when it detects a network connection.

This should generally be enabled to help mitigate intermittent internet connections.
When disabled, the client signs out the user when the connection is lost.

7) To add a bookmark to the Receptionist Sign-in page in your browser, click Bookmark
this page and follow the instructions of your browser.

8) Click Sign In.

You are signed in. As Receptionist starts, a JNLP file required to run some of the
Receptionist features is downloaded to your machine. You must agree to run the file;
otherwise, the features will not be available. For more information, see section 4.3
Launch JNLP File.

NOTE: In some browser/operating system combinations, when you press ENTER instead of the
Sign In button, a blank page appears and not the Receptionist main interface.

4.3 Launch JNLP File

Receptionist needs the Java HTTPS server to run desktop integration features. To view
the list of desktop integration features available in Receptionist, see section 73.4 Settings
- Plug-ins.

NOTE: You should run Java JRE 1.6 or higher.

As you sign in, Receptionist starts downloading a Java Network Launch Protocol (JNLP)
file containing the Java HTTPS server to your machine. Perform the following steps to
accept the download and install the server.

1)  When a file download pop-up window appears in your browser asking you whether
you want to open or save the file, select save.
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Messages about downloading and verifying the application contained in the file
appear, followed by a dialog box asking you whether you want to run the application.

e R~
P
Dowmloading application, L3
Lecation: hbos: 1099, 15, T
| | Canced |
Starteny spplcabon..
Verifying application. 3,
‘=-..-
Location: hitos:{15.59. 15, T3
| Carcel

Figure 7 Downloading and Verifying Application Pop-up Window

Do you want to run this application?

Name: BroadWorks
=2 Publisher: Broadsoft, Inc
Location: hitps:/fxsp.ihs.broadsoft.com

This application will run with unrestricted access which may put your computer and personal
information at risk. Run this application only if you trust the location and publisher above.

" Do not show this again for apps from the publisher and bcation above

g Mare Infarmation E- Run | [ cancal -\

Figure 8 “Do you want to run this application” Dialog Box

2) Click Run. This starts Java HTTPS server allowing Receptionist to access the
desktop integration features.

NOTE: Desktop integration features will not be avalibale if you click Cancel.

3) Due to security restrictions, the application may not run. If this occurs, perform the
steps specified in section 74.3 Security Settings for Desktop Integration Features.

4) If the browser certificate required to run the HTTPS server is not yet imported to your
device, a dialog-box appears asking for your permission to install it. Follow the steps
in section 714.2 Certificate for Desktop Integration Features to allow the certificate to be
installed. This happens only once when the certificate is not yet imported to any
browser. If the certificate is already imported, a message appears informing you that
it already exists, and Receptionist continues loading the plug-ins.
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NOTE: If you refresh the browser after the local HTTPS server has started, the JNLP file is not
downloaded again and the HTTPS server simply continues initializing the desktop integration
features.

4.4 Sign-in Restrictions

You can only have one active Receptionist session at a time. When you sign in from a
second location, you are automatically signed out from the original location with the
following message: “You have been signed out as you have signed in from another
location.”

S You have heen signed-out as you have signed-in
from another location.

Uszer ID mzellersi@devciuster synapse.com
Passward

| Stay signed in

Sign In

Showy options Bookmark this pane

Figure 9 Sign-in Dialog Box with Error Message

BROADWORKS Settings Help Full Screen Sign Out

. e
Receptlonlst & Error: couldn't retrieve service settings Mario Bueno

Figure 10 Receptionist Main Interface (Top of Page) with Error Message

4.5 Get Help

Receptionist provides you with online access to a portable document format (PDF) version
of this guide.

BROADWORKS Settings Help Full Screen Sign Out

Receptionist Mario Bueno

Figure 11 Main Interface (Top of Page) — Help Link

To access this document:
Click the Help link at the top right-hand side of the main interface.

4.6 Sign Out

To sign out of Receptionist:
1)  Click the Sign Out link at the top right-hand side of the main interface.

A message appears asking you whether you would like to save your current
workspace.
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. Do you want to save your workspace?
[E——

Figure 12 Question Dialog Box

2) Click Yes to save your current workspace. This allows you to retain the same setup
at your next session.

3) For information on workspace elements that can be customized, see section 13.1.6
Workspace.

4.7 Set Up Your Environment (Enterprise Edition)
It is recommended that you configure Receptionist as follows when you first log in.
m  Select call centers to manage — see section 712.1 Select Call Centers to Manage.

m  Join queues and set your post sign-in ACD state — see section 13.2 Setftings —
Application.

For information about other Receptionist configuration options, see section 13 Configure
Receptionist.

4.8 Change Your IM&P Presence State

When you sign in to Receptionist, Receptionist connects to the Instant Messaging and
Presence (IM&P) server and sets your presence state to “Available”.

Subsequently, Receptionist displays your unified instant messaging presence, which
reflects your presence in various instant messaging clients when you are logged in
through several devices and applications.

Your unified presence state can change either when you manually change it or when
Receptionist receives information about your presence state change from other clients.

The possible states are Available, Busy, Away, and Offline. When you are in the
Available, Busy, or Away state, you are considered to be online. For more information,
see section 15.3 Unified Instant Messaging and Presence States.

Receptionist also allows you to provide a status message to display to your contacts.

IM&P capabilities are only available when you are online. For more information about the
IM&P capabilities of Receptionist, see section 8 Monitor IM&P Contacts and Chat with
Contacts.

To change your presence state:

Click the Presence box at the top right-hand side of the main window and select the new
state from the drop-down list.
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Settings Help Full Screen Sign Out

Pres ”..@ Mario Bueno

Availabe

Busy
Aoaany
Oifline

Figure 13 Logo Pane - IM&P Presence State Control

When you are online, you can set a status message to display to your contacts.

To set an IM&P status message:

|
1) Click the Edit button next to the Presence box. The Set IM Status dialog box
appears.

I Status || am available till 5200 PR, ﬂ

Figure 14 Set IM Status Dialog Box

2) Enter your message and click OK.

|
3) To see your message, move the mouse over the Edit button . A ToolTip with
your presence massage appears.

Settings Help Full Screen Sign Out

Sence:  daisidhd ¥ Mario Bueno

| am available til
.00 PM.

Figure 15 IM&P Status Message

49 Change Your Password

Remember that this is your web portal password and that you have to use this new

password when accessing your web portal. The password must follow the password rules

set on BroadWorks.

To change your password:

1) At the top right-hand side of the main interface, click the Settings link. The Settings —
General page appears.

2) Inthe Account area, click the Change Password link. The area expands allowing
you to change your password.
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Change Password . . .

Old Passswword
Mewy Passward |

Caonfirm Pazsword

Change Password

Figure 16 Account — Change Password

3) Enter your current and new password and click Change Password.

Note that the Reset button does not reset your password. It only clears the input
boxes.
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5 Explore Workspace

When you sign in to Receptionist, the main page appears where you perform most of your
call management and monitoring tasks. In addition, the main page provides a link to the
Settings pages, where you configure various Receptionist settings.

eceptio
ONSO = 0
B Enter Number (2] (el G SEARCH || S FAVORITES x @ &3 cRoUP coM... x |[ (& PERSONAL x || i SPEEDDIAL x
> Mario Bueno (1001) Active 01363 g = & | Lluik sesrch [*
E] END Status  Last Name * First Name + Number Extension Mobile Department + Notes
() Beldwin Cheryl +2025551008 1009 Mot
() basicAd Aute Attendart Motes
CONFERENCE CALL x ) Bueno Mario +12025551001 1001 2021112223 Notes
@
Mo tems to show .
() Dumas Mariz +2025551005 1005 Motz
() hatine call Certer +12025551000 1000 Notes
O Jones Skirley 2025551002 1002 Noles
----- N O i Paoln +2025551003 1003 Motz
Q D O snith Stan 2025551004 1004 Noles
Hotline 2025551000 010 (020) X O stendaraaa I Notes
() oice Portal Voice Messaing Dotes
() waming Madaline 2025551008 1003 Noles

Figure 17 Receptionist Enterprise Main Interface

Many visual aspects of Receptionist are configurable. For example, you can decide which
windows should be open and change the size and placement of windows on the screen.
You can then save your workspace and retrieve it the next time you log in. For more
information on saving your settings, see section 13.1.6 Workspace.

To work in full screen mode, click the Full Screen link in the top-right corner of the main
window. The link changes to Exit Full Screen, which you can click to exit full screen mode.

NOTE 1: To work in full screen mode, you can also click F11 when the main window is in focus.

NOTE 2: The Back, Forward, and Refresh operations of the web browser are not supported by
Receptionist; and if performed, the results are inconsistent.

NOTE 3: When a window is vertically resized, the panes do not always resize to fill the window.
To resize a window, drag the window from the bottom right-hand corner or collapse and then
expand the panes after resizing to adjust them to the window.

You can also resize the Call Console and the Contacts panes by moving the bar between
the two to the left or to the right. Receptionist remembers the position of the bar at sign
out, and the bar is at the same position the next time you sign in.
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Most Receptionist controls are context-based, which means that they appear only when
the action they represent can be taken. Context-based controls that allow you to take
actions on calls are called action buttons. For the list of controls available in Receptionist,
see section 5.5 Controls. The action buttons are described in section 5.5.1 Call Action
Buttons.

This section describes the following elements of the Receptionist main interface:
m  Logo Pane

m Call Console

m  Contacts Pane

m  Queued Calls Pane (Enterprise Edition)

m  Controls

The Settings pages, accessed via the Settings link and used to configure Receptionist, are
described in section 13 Configure Receptionist.

The Call History dialog box is described in section 71 Manage Call History.

The Chat windows are described in section 8 Monitor IM&P Contacts and Chat with
Contacts.

5.1 Logo Pane
The Receptionist main page and Setftings pages contain a Logo pane, which displays the
Receptionist client or company logo, global messages, links to other interface elements or
Receptionist functions, and information about the signed-in user.
E?Rmégheptionist 1/ Unable to create program shortcut, plugin failed to initialize. “ LBz
Figure 18 Receptionist Logo Pane
5.1.1 Global Message Area
The Global Message Area, that is, the center area of the Logo pane, is used by
Receptionist to display information, warning, and error messages to the user. A message
appears for several seconds and then disappears.
5.1.2 Settings, Help, and Sign Out Links
The Logo pane displays links to the Settings pages, where you can configure the client,
and the Help and Sign Out links.
5.1.3 Signed-in User Information
Information about yourself, such as, your name, your availability to chat and take calls,
and your voice mail status, is displayed at the top right-hand side of the main interface, as
applicable.
Settings Help Full Screen Sign Out
Presence: ¥ = paclo Maldini
Parked User: Cheryl Baldwin (2025551009)
Figure 19 Signed-in User Information
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Your current availability icons are displayed to the left of your name as follows:

m  Presence — This is your unified IM&P presence state. The possible states are
Available (), Busy (&), Away ($9), or Offline (\-).

m Information about the following services and features:

— Calendar Presence Integration

— Ina Meeting e — Your Exchange calendar shows that you are currently
busy (in a meeting).

- Away & ~Your Exchange calendar shows that you are out of the office.

—  Call Forwarding Always (CFA) "% _ You have activated the Call Forwarding
Always service.

— Do Not Disturb (DND) = You have activated the Do Not Disturb service.

— Voice Messaging .

The information is presented in the following format:
<In a Meeting/Away/CFA/DND> <Voice Messaging>

The <In a Meeting/Away/CFA/DND> state is represented by one icon with the In a
Meeting/Away states having precedence over the CFA and DND states, and the CFA
state having precedence over the DND state.

If your Exchange calendar state is not In a Meeting or Away and DND, and CFA
services are not turned on, then this icon is not displayed.

The Voice Messaging icon is present only if you have outstanding voice messages.

In addition, if a call is parked against your extension, the following information
appears:

Parked User: <First Name> <Last Name> (<Phone Number/Extension>).

5.2 Call Console

You use the Call Console to view and manage your current calls. For information on
managing your calls, see section 6 Manage Calls.

CALL CONSOLE
[E Erter Nurnher l“ I @
[» Marie Dumas (1005) Active 01:33

COMNF

ERD

CONFERENCE CALL LEAVE B8
A, Cheryl Baldwin (1009} Active 05:22
= olee
£ Jean Richard (1007) Active 04:34

m I

Figure 20 Call Console
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The Call Console contains the following areas:

m  Header
m  Dialer
m  Current Calls

m  Conference Call Panel

5.2.1 Header

The Call Console header contains the following controls:

m Call Waiting button

— This allows you to enable the Call Waiting service.

L+
m  Call History button — This allows you to access the list of your previous calls.
-]
4
- -]
@

m  Auto Answer button — This allows you to answer your calls automatically.
5.2.2 Dialer
The Dialer, located at the top of the Call Console, below the header, allows you to make
ad hoc calls.
[ Enter Mumber l”‘ I @

Figure 21 Call Console — Dialer

m  The Enter Number text box is where you enter the number to dial.

m  The buttons to the right, called action buttons, change depending on the context, and
allow you to perform operations on calls. For more information, see sections 5.2.5
Call States and Actions and 5.5.1 Call Action Buttons.
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5.2.3 Current Calls
The Call Console displays your current calls and allows you to take actions on them.

If you are involved in a conference call, its details are displayed in the Conference Call
panel at the bottom of the Call Console. The Conference Call panel is described in the
following section.

CALL CONSOLE

08 Enter Murnber l"l @

Il Marie Dumas (1005) Held 44:04[00:28]
|

4= Jean Richard (1007} Outgoing 00:01

=
CONFERENCE CALL *

Figure 22 Call Console — Current Calls

[ Enter Number l"‘] Redial

Security Classification: Classified «

Louis Roy (1604)

|» Hotline Call Center Hotline Active 00:11
Call Center Classified
(tel:+914444441632)
rouo w60

Figure 23 Call Console — Security Classification

Each call is listed on a separate line with the following information:

m  Remote CLID — This is the name of the remote party (if available) and the phone
number in parenthesis.

For a recalled call, the following information appears:
Recall: <Caller's name>; via: <Call parked against user>

m Diversion CLID — This is the name (if available) of the party who diverted (transferred
or forwarded) the call before you received the call and the phone number is in
parenthesis. If the call was diverted more than once, the last party who diverted the
call is listed first; the second to last party is listed second; and so on.

m Call State icon — This is a visual representation of the current state of the call. For
more information, see section 5.2.5 Call States and Actions.

m  Call State name — This is the display name of the state the call is currently in.
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m  Call duration [Held duration] — This is the duration of the call from the time the call was
received from BroadWorks and it accurately reflects how long the call has been
present in the system. In addition, for held calls, the time a call has been on hold is
also displayed.

m  Security Classification (if applicable) — This is the security classification level of the
call.

m  Action buttons — These buttons are for the operations that you can currently take on
the call. For more information, see sections 5.2.5 Call States and Actions and 5.5.1
Call Action Buttons.

5.2.4 Conference Call Panel

The Conference Call panel displays your current conference and allows you to manage
your conference calls. You can only be involved in one conference call at a time.

CONFERENCE CALL LEAVE [P 4
A Cheryl Baldwin (1009) Active 08:22
& Jean Richard {1007) Active 04:34

-

Figure 24 Conference Call Panel

CONFERENCE CALL m 3¢
Secret

F.8 Jim Brian (1605) Active 00:39
Secret

rouo [E6)
A 4444441602 Active 00:28
Secrel

owo]6i8

Figure 25 Conference Call Panel — Security Classification

The header bar contains various controls that allow you to manage the conference:

HOLD

m  Hold Conference button — This allows you to place the conference on hold.

m  Resume Conference button — This allows you to resume a held conference.

A .
m Leave Conference button — This allows you to leave the conference.

END

m  End Conference button — This allows you to end the conference.

The panel lists the call legs that make up your current conference. Each two-way call is
displayed on a separate line. The information displayed for each call leg is the same as
the information displayed for a two-way call. For information, see section 5.2.3 Current
Calls.
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5.2.5 Call States and Actions
The following table lists the possible call states and actions that can be performed in each

state.

Call State Display Name Display Call Personality  Call Actions

Icon
Ringing In Incoming Click-To-Dial Answer, End
(Local) Local =
Ringing In Incoming Terminator Answer, Conference,
(Remote) = End
Ringing Out, Outgoing Originator Conference, End
Outgoing &«
Active Active Any Transfer, Hold, Park,

b Camp, End, Conference

On Hold Held Any Transfer, Resume,

il Park, Camp, End,

Conference
On Hold Remote Held Any Transfer, Hold, End,
(Remote) i I Conference
Active (In Active Conference Transfer, Hold, End
Conference) #E'tb
Held (In Held Conference Resume, Transfer, End
Conference) Al
Ringing In Recalled Terminator Answer, Conference,
(Recalled = End
Call
Parked Call Parked Any Answer, End
(<DN>) b
BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
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5.3

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE

Contacts Pane

The Contacts pane contains your contact directories in a tabbed format and allows you to
use your contacts to make or manage calls. For information on using contacts to manage
calls, see section 6 Manage Calls. For information about organizing and managing your

contact directories, see section 9 Manage Contacts.

CONTACTS
C. SEARCH || 2% FAWORITES x E Y% GROUPCOM.. x| (& PERSOMAL x \TF‘F
Beginz with ‘ (o} ‘ Guick Search | x
Stat.. LastName = FirstName * Humber Exten.. Mobile Title Department ~ Hotes
@  Balhwin Cheryl +12025551009 1009 On va...
() basicas Auto Atendart +12025551036 1036 Motes
@ Bueno Mario +12025551001 1001 2021112223 Motes
e Dumeas Marie +12025551005 1005 Manager Motes
O Graves Lena +12025551022 1022 Motes
() Hatline Call Center +12025551000 1000 Hotes
@ Jones Shirley +12025551002 1002 Motes
@  Maldini Paclo +12025551003 1003 blotes
@)  Rocriguez Moy +12025551030 1030 blotes
) Smith Stan +12025551004 1004 2021234567 hotes
Q) sparks Bryan +12025551014 1014 Motes
() standardal Ao Attendant Hotes
(:) Technical Sup... Call Center Motes
() “oice Portal  ‘Yoice Messag... +12025551021 1021 Hotes
() Wyaming Madoline +12025551008 1008 2405557777 Motes

Figure 26 Receptionist Enterprise Contacts Pane

The Contacts pane contains the following areas
m  Directory Management Bar

m  Directories List

m  Search Tab

m  Favorites Tab

m  Group/Enterprise Tab

m  Group/Enterprise Common Tab

m  Monitored Contacts Tab (Enterprise Edition)
m  Personal Tab

m  Speed Dial Tab

m  Queues Tab (Enterprise Edition)

m Custom Directories Tabs (Enterprise Edition)
m Instant Message Tab

m  Outlook Tab (Enterprise Edition)

m  Search Results Tabs

The tabs you see depend on your Receptionist edition, system configuration, as well as
the services assigned to you. For information, see section 3 Introduction to Receptionist

or see your administrator.

You can only see the contents of one directory at a time. The information displayed for a

contact, depends on the directory, which is described in the following subsections.
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When you click a contact in any contact directory, the contact expands and the action
buttons for the operations that you can currently perform on that contact, and in some
cases additional information about the contact appear.

CONTACTS
O, SEARCH || ZF FAVORITES x E & GROUPCOM.. x || (& PERSOMAL x |T|—.‘F
Begnswih [al | v O | Crawick search [ %
Stat.. LastName ® FirstName ¥  Number Exten.. Mobile Title Department * HNotes
() Baldwin Cheryl +12025551008 1009 Motes
() basichs Auto Attendant  +12025551036 1036 Notes
© Bueno Mario +12025551001 1001 2021112223 Notes
@ Dumas Marle: +12025551005 1005 Manager Notes
() hotline Call Certer +12025551000 1000 Nates
Q) Jones Shirley +12025551002 1002 Motes
@ Maldini Pacla +12025551003 1003 Notes
() Smith Stan +12025551004 1004 2021234567 hlotes
() standsrddd  Auto Attendant hlotes
() ‘oice Portal Voice Messagl... +12025551021 1021 Notes
O Wyoming Madoline +120255510... 1008 2405557777 Notes
o [ JewarJounr

Figure 27 Group Tab — Contact in Focus with Action Buttons

For the list of action buttons available in Receptionist, see section 5.5.1 Call Action
Buttons.
5.3.1 Directory Management Bar

The Directory Management bar contains controls that allow you to perform search
operations, create directories from search results, and edit directories.

Begins with Y| CL | Gick Search | x

Figure 28 Directories Management Bar
For information on managing contact directories, see section 9 Manage Contacts.

5.3.2 Directories List

The drop-down arrow E to the right of the directories tabs, when clicked, displays the list
of directories available to you, and allows you to select directory tabs to display in the
Contacts pane. For more information, see section 9.7 Show/Hide Directories.

5.3.3 Search Tab

You use the Search tab to look for specific contacts in all your contacts directories and, if
available, in the configured LDAP directory. For information on performing directory
searches, see section 9.3 Search Contacts.

CONTACTS

£ FAVORITES x || &, GROUP x || &% GROUP COM.. x Lgi_,

ad Beginz with  CL X

Status  Name Directory
) Madoline Wyoming GROLP
Dad SPEED DI&L

Figure 29 Contacts Pane — Search Tab
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The search results can contain contacts from several directories, and the following
information can be displayed for each contact (as applicable): phone state, IM&P state,
contact name, and the directory where the contact was found.

5.3.4 Favorites Tab

You use the Favorites tab to monitor the phone state of selected contacts. The Favorites
directory provides the following information for each contact (as applicable): call state, last
and first name, phone number, extension, mobile number, department, and link to notes.
Depending on your services and system settings, a contact’s state information may also
include the unified IM&P presence state and the Exchange calendar state. (The
Exchange calendar state is only visible when you expand the contact.)

The contacts to monitor must be configured on the web portal. This is referred to as static
monitoring. For more information, see section 10 Monitor Contacts.

CONTACTS
Q. SE&RCH ¢F FAVORIES x| &, EWTERPRISE x || ‘g EWTERPRISE.. x|| & «|» |F
Begins with - ‘ a Guick Search X
Stat... LastHame * First Hame ~ Humber =  Exte... Mobile ~ Title = Departme... Hot...
0 Bueno Mdario +12025551001 1001 2021112223 Manager Ancourting (Lo Motes
o Durmas Marie +12025551005 1005 Directar Finance (Load] Mates
o bitaldini Paolo +12025551003 1503 Motes

Figure 30 Contacts Pane — Favorites Tab

5.3.5 Group/Enterprise Tab

The Group/Enterprise tab contains the contacts in your BroadWorks group directory (if
your group is part of a service provider) or enterprise directory (if your group is part of an
enterprise). However, if your enterprise administrator restricted your access to your
enterprise directory, you can only see the contacts from your group directory.

The following information is displayed for each contact: (as applicable): call state, last and
first name, phone number, extension, mobile number, department, and link to notes.
Depending on your services and system settings, a contact’s state information may also
include the unified IM&P presence state and the Exchange calendar state. (The
Exchange calendar state is only visible when you expand the contact.)
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If you have the Receptionist Enterprise edition, you can also monitor selected contacts
without having to configure them on the web portal. This is referred to as dynamic
monitoring. For information, see section 70.2 Dynamic Monitoring (Enterprise Edition).

CONTACTS
0. SEARCH || 2 FAVORITES x W &3 orolPcoM. x || & PERSONAL x \W—»F
Begins with ‘ Q | [ Guick Search | x
Stat.. LastName © FirstName ¥ Humber Exten.. Mobile Title Department = Notes
@ Balwin Cheryl +12025551009 1003 on va...
() basicha, Auto Attenclant +12025551036 1036 Hotes
@ Bueno Mario +12025551001 1001 2021112223 Motes
e Dumas Mtarie +12025551005 1005 Manager hotes
() Graves Lena +12025551022 1022 blotes
() Hatline Call Ceriter +12025551000 1000 Motes
@ ones Shirley +12025551002 1002 hotes
@ Maiini Paolo +12025551003 1003 Motes
@) Rosriguez Melody +12025551030 1030 Motes
) smith Stan +12025551004 1004 2021234567 Motes
@ Sparks Bryan +12025551014 1014 Motes
() standarddl  Aulo Attendsrt Hotes
Q Technical Sup... Call Center hotes
() WoicePartal  Woice Messag... +12025551021 1021 Motes
) wyaming Maclaline +12025551008 1008 2405557777 hotes

Figure 31 Contacts Pane — Group Tab

5.3.6 Group/Enterprise Common Tab

The Group/Enterprise Common directory contains the contacts in your group’s common
phone list (if your group is part of a service provider) or your enterprise’s common phone
list (if your group is part of an enterprise) configured by your administrator on BroadWorks.

The contact’'s name and phone number (as configured on BroadWorks) are displayed for
each contact.

CONTACTS
@ SEARCH || &' FavORTES x || g oroup x |[A§ GROUPCOM. x| (& PERSOMAL x F

Begins with v| aQ | Guick Search | x

Name =

Best talianTakeout
Favoarite Taxi

Help Desk

Human Resources
Lucky Travel
Supervizor On Call

Wizekly Conference Call

Humber =
2024124333
2029999999
2024444444
2407345571
201212121
MARARRERERI
F436121212

Figure 32 Contacts Pane — Group Common Tab

5.3.7 Monitored Contacts Tab (Enterprise Edition)

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
©2017 BROADSOFT, INC.

The Monitored Contacts directory contains the contacts that you are dynamically
monitoring. When you start dynamically monitoring a contact, that contact is added to the
Monitored Contacts directory. This directory is only visible if there are any dynamically
monitored contacts. For more information, see section 10 Monitor Contacts.

The following information is displayed for each contact (as applicable): call state, last and
first name, phone number, extension, mobile number, department, and link to notes.
Depending on your services and system settings, a contact’s state information may also
include the unified IM&P presence state and the Exchange calendar state. (The
Exchange calendar state is only visible when you expand the contact.)

40-CA5607-00
PAGE 51



BR&ADSOFT

Innovation calling.

CONTACTS

x|| i SPEEDDIAL x Uz GUELES x| ¢ cUSTOMcu. x [ [ |T
Begins with -~ ‘ Q | Guick Search ‘ x
Stat... LastMame = FirstMame ¥ Humber =  Exte... Mobile Title = Departme... Hot...
O Palhkdtteket Thea +14504511505 1805 Engineer Accourting Motes
O AMDERSON  wWilliam +14504511919 1919 Engineer Operations Motes
O Sparks John +14304611514 1814 Manager lotes

Figure 33 Contacts Pane — Monitored Contacts Tab

5.3.8 Personal Tab

The Personal tab contains the contacts from your personal phone list on the BroadWorks
web portal.

You can edit your personal contacts in Receptionist. For information about managing your
personal contacts, see section 9.6 Manage Personal Contacts.

CONTACTS

(. SEARCH &,‘ FAVORITES &, GROUF 2 GROUP COM.. 8| ifi SPEEDDV|.~
Begins with :.’-I :v | | Quick Search: | xB 2
Name & Number 2
Charles 9999760965
Mark 9989650775

Figure 34 Contacts Pane — Personal Tab

The information displayed for each contact includes the contact's name and number, as
you configured them.

5.3.9 Speed Dial Tab

The Speed Dial tab displays your Speed Dial 8 and Speed Dial 100 contacts. Itis
available to users who have been assigned Speed Dial 8 and/or Speed Dial 100 services.
If you only have one of these services, you only see the contacts for that service in your
Speed Dial directory.

You can edit your speed dial entries in Receptionist. For information about managing your
speed dial entries, see section 9.7 Manage Speed Dial Entries.

CONTACTS

FAVORITES X

& GROUP x || &% GROUPCOM.. x ||t PERSONAL x _'!

Begins with ‘ (6 | [ cwick Search |x @ 2
Code ~ Phone Humber = Description =
2 2025111434 Daycare
a3 9031232432 Chriz mobile
4 320436TETT olf Club
8 2403678563 Garage
=1 3033674565 Dac

Figure 35 Contacts Pane — Speed Dial Tab

The information displayed for each contact includes the speed dial code, phone number,
and description, as you configured them.
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5.3.10 Queues Tab (Enterprise Edition)

The Queues tab displays the list of call centers and associated DNIS numbers that a call
center agent or supervisor is staffing and/or supervising. The primary purpose of this
directory is to provide you with a quick way to transfer calls to queues.

CONTACTS i

i PERSONAL || i SPEEDDAL o° CUSTOM: Sales || 5 MONTORED CONTACTS
Begins with |an - O | Quick Search | XB®

Hame $ Number & Extension ' Department &

Finance

Mobile Operations +1-6666661621 1621

Operstions +1-6666661600 1600

Television Operations +1-6666661622 1622

Figure 36 Contacts Pane — Queues Tab
The information displayed for each queue includes the name, phone number, extension,
and department (as applicable).

The Group button allows you to group (and ungroup) queues by call center.

5.3.11 Custom Directories Tabs (Enterprise Edition)

If your administrator has configured custom contact directories for your group, you can
access them from Receptionist.

NOTE: A custom directory has the same properties as the Group/Enterprise directory, and you
can perform the same operations on contacts in a custom directory as in the Group/Enterprise
directory.

CONTACTS

X 1&. SPEEDDIAL X 2 GQUELES X g MOMITORED . x |T|—DF
Begins with v | (9 | [ Guick Search | %

Status Last Hame = First Ham... Humber Exte... Mobile Title Departme... Hotes

() AMNDERSOM  Eric +01 450461181 1501 Director Finance Notes |« |
O Attendant Auto Attenciant +1-450461180; 1502 Manager Accounting Motes ‘il
O BROWN Dranigl +1-430461180 1803 Motes

O Callcenter Call Center +1-450461181. 1814 Engineer Motes

o DAVIZ Davict +1-450461161° 1611 Motes

() ceroia Kyle +1-B36EB6161 21615 Accounting  Motes

Figure 37 Contacts Pane — Custom (Directory) Tab

5.3.12 Instant Message Tab

The Instant Message tab displays IM&P contacts to which you have are subscribed. The
information displayed for each contact includes the contact’s name, IM&P ID, and unified
IM&P presence state. For information on subscribing to and chatting with IM&P contacts,
see section 8 Monitor IM&P Contacts and Chat with Contacts.

The tab is available if you have been assigned the Integrated IM&P or Third Party IM&P
service.

When your presence state is set to “Offline”, the tab is empty. To change your IM&P
presence state, see section 4.8 Change Your IM&P Presence State.
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i SPEEDDWAL (3 GUELES o CUSTOM Sses - || (@] oumLook

Begins with |A1 J=la | Quick Search | X@ 2

M Name & M0

o odSUP1s ddSUP19gtig-eu bc im
- ddSUPZ0 ddSUP20gitig-eu be im
W hashgmad hvardhanu@gmad com |
¢ MarioBusno mariohuenag@ite o im 1

Figure 38 Contacts Pane — Instant Message Tab

5.3.13 Outlook Tab (Enterprise Edition)

The Outlook tab contains your Outlook contacts. The information displayed for each
contact includes the contact’s last and first name, phone number, mobile number, and
home phone number. This feature is available to you if you have the Outlook Integration
feature enabled and configured. For more information, see section 13.4 Settings — Plug-
ins.

CONTACTS

Dannay Charles ETES43210 SBTESA3210 BETES4IN0
Trompeon Madoline 9638527410

Figure 39 Contacts Pane — Outlook Tab

5.3.14 Search Results Tabs

When you perform a search on a directory, you can keep the results of the search and
save them in a new contacts directory. The name of the new directory is the same as the
name of the directory on which the search was performed, but the directory icon has an

- . o
arrow similar to the arrow used on shortcut icons .

CONTACTS

2F FAVORITES x || &, cRoUP x || &% GROUP COM... x (,-4—,

ad Beginz with  CL X
Status  Name Directory
) Madoline ¥yoming GROUP
Drad SPEED DAL

Figure 40 Contacts Pane — Search Results Tab

NOTE: A search results directory has the same properties as the original directory, and you can
perform the same operations on contacts in a search results directory as in the original directory.

You can perform a search on a search results directory and keep the results under
another tab. The number of search results directories you can create is limited to ten.
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Search results directories are only available for the current sign-in session. In addition,
once closed, they cannot be restored. If required, perform the same search again.

5.4 Queued Calls Pane (Enterprise Edition)

You use the Queued Calls pane to manage queued calls in the selected call centers. For
more information about managing queued calls, see section 12 Manage Queued Calls
(Enterprise Edition).

QUEUED CALLS

Hotline 2025551000 2/20(21100) ¥

Technical Support 2025551010 1/30(1/100) 3

Figure 41 Queued Calls Pane
The pane lists queued calls for the selected call centers. For information on selecting call
centers to display, see section 12.1 Select Call Centers to Manage.

Each call center is displayed in a separate panel. The panel’s header displays the
following information:

m  The name of the call center
m  The primary phone number of the call center

m  The number of calls currently displayed for the queue against the maximum number
of calls that can be displayed for a queue.

m  The number of calls in queue against the queue length

ao
A Message Waiting icon indicates that there are outstanding messages for the call

center.

When you expand the panel for a call center, the list of calls queued in that call center
appears, with calls listed according to their position in the queue.

QUEUED CALLS i

Premium_CC 5143403030 !ﬁ' 0/10 (0A10) 3£
TestCC 5143403023 iﬂ 210 (2110) K
(=] Priority D {2}
A\ ¢c3007 group3 (5143403007) 01:17 [01:17]
Priarity O, Position 1 |
[ccisigdaaan o =
" cc3001 group3 (5143403001) 0010 [0o:10]

Figure 42 Queued Calls Pane — Call Center Panel (Expanded)
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The following information is provided for each call:

m  Call Status icon — A graphic representation of the state of the queued call, which can
be one of the following:

e

Waiting

— The call is queued, waiting to be answered.

Announcement Q)) — An announcement is being played to the caller.

Reordered L —

— The position of the call in the queue has been changed.

S
A\

Bounced ==

 — The call has been bounced.

m  Name (if available) and phone number of the calling party.

m  The total call time, including the time in the current priority bucket (in parentheses).

Clicking a call expands the call to show additional data:

m  Position of the call in the queue.

m  Priority of the call (Premium Call Center).

m  The name (if available) and the phone number of the call center (or DNIS, if
applicable) that was called.

When you move the mouse over a queued call, the action buttons that can be applied to
the call appear. For information, see section 5.5.1 Call Action Buttons.

5.5 Controls

Receptionist controls are designed in a contextual manner, that is, most controls appear
only when the action they represent can be taken. For example, when you select a call
and enter a number or select a contact, the Transfer button appears, allowing you to
transfer the call. The controls that correspond to call operations, such as Dial, Transfer, or
Hold are called action buttons. They are described in section 5.5.1 Call Action Buttons.

The following table lists the general controls used in Receptionist and the controls
displayed on the headers in the panels, windows, or tabs.

Name

Common Controls

.
Options

E Close

v

Edit

Description

This allows you to organize items in lists.

This shows or hides the contents of a window, panel, or tab.

Expand/Collapse

This closes an interface element, such as window, pane, tab,
or panel.

This allows you to edit contacts in some directories.
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Name

Call Console Controls

i

Call History

Call Waiting

Auto Answer

B =) [

End Conference

Leave Conference
Hold Conference

ANS Resume Conference

Web Pop URL

Pull Out

Clear Search

Group Queues

1 ¢ @ %] & [

Web Pop URL

vCard

il

Transfer to Voice Mail

Chat Window

M.

I:ll:l':'Add User to Chat

w Invite
. Pop-out

. Pop-in

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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Notification Pop-up Window

Description

This displays your call logs.

This allows you to turn Call Waiting on or off.

This automatically answers your incoming calls.

This ends a conference call.

This allows you to leave the conference while allowing other
participants to continue the call.

This places a conference call on hold.
This resumes a held conference.

This opens a page in your browser at the configured URL to
provide additional information about the caller.

This places directory search results in a new tab.

This clears the search results.

This groups queues by call center.

This opens a page in your browser at the configured URL to
provide additional information about the caller.

This saves the caller's phone number and personal information
as a vCard in Microsoft Outlook.

This transfers an incoming call to your voice mail.

This places a call to your chat partner.

This allows you to select users to add to the chat.

This invites selected users to the chat.
This takes a chat window out of the main interface and makes it
a free-floating window.

This anchors a free floating chat window inside the main
interface.
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Name

— Minimize

3£

Close

5.5.1 Call Action Buttons

Description

This minimizes the chat window.

This closes the chat window.

Action buttons allow you to perform actions on calls, such as answering or transferring a
call, or actions that result in a call being placed, such as dialing a number or contact. They
appear on the Dialer, a call line, a call history log, or a directory entry.

Action buttons are contextual, that is, they appear on a line/entry only when you move the
mouse over that entry and when the corresponding action can be performed on that entry
(with the exception of the Mon button on virtual user entries).

NOTE: Virtual users cannot be monitored even when the Mon button appears on expanded

virtual user entries.

CONTACTS
0. SEARCH || #F FAVORITES x E b GROUPCOM.. x| (& PERSOMAL x |TF
Begine with ‘ a, ‘ Quick Search ‘ X
Stat.. LastName * FirstName = Humber Exten.. Mobile Title Department = Notes
() Baldwin Cheryl +12025551009 1009 Hotes
() basicas Auto Attenclant  +12025551036 1036 Hotes
@ Bueno Maria +12025551001 1001 2021112223 Hotes
O Dumas Marie +12025551005 1005 Manager Motes
[ Call Center +12025551000 1000 Hates
) Jones Shirley +12025551002 1002 Hotes
@ Maldii Pacla +12025551003 1003 Hates
) smith Stan +12025551004 1004 2021234567 Hates
() stenderdAd,  Auto Attendant Motes
() WoicePortal  Woice Messagi... +12025551021 1021 Hotes
O Wyoming Madoline +120255510... 1008 2405557777 Notes
o Jouas [

Figure 43 Group Directory — Contact in Focus with Action Buttons

The following table lists action buttons available in Receptionist.

Button
(7]
“* ¥ Dial

&3

Description

This dials the number you entered in the Dialer.

This places a call to the selected contact or to a number from Call
History.

This redials the last dialed number.

Redial
m This dials the contact's mobile number.
Mobile
EMAIL This brings up a new e-mail message window with the contact’s
: E-mail e-mail address, allowing you to send an e-mail to the contact.
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Button

Transfer
Transfer
-
Transfer to Voice Mail
Answer

bakd Hold

&d..
M Conference

CAMP

Camp

BARGE
i Barge In
Park

RECORD Record
i. “ i ! = =

Pause
@ Resume

STOP R

W Monitor

CHAT [

PROMOTE
Promote
RETRIEVE .
Retrieve
=R
REORDER Reorder

m Web Pop URL

Delete Call Log
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Description

This transfers a call to an ad hoc number entered in the Dialer.

This transfers a call to a selected number or contact.

This transfers a call to the selected contact’s voice mail.

This answers an incoming call, answers an unanswered call for a
contact, or resumes a held call.

This places a call on hold.

This ends a call.

This establishes a conference call or adds a call to a conference.

This camps the call on a busy contact.

This barges in on a contact’s call.

This parks a call on a contact.

This records a call.

This pauses call recording.

This resumes call recording.

This stops recording a call.

This starts monitoring the state of the selected contact, except if
the contact is a virtual user. Virtual users cannot be monitored.

This opens a chat window allowing you to chat with an IM&P
contact.

This promotes a selected call to the next higher priority bucket.

This retrieves a selected call from the queue to the supervisor's
device.

This changes a selected call's position in the queue.

This opens a page in your browser at the configured URL to
provide additional information about the caller.

This deletes a call log from Call History.
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6 Manage Calls

This section includes information and procedures on how to manage current calls. You

use the Call Console to view and manage your current calls.

CALL CONSOLE

@ 20zs551005 O (@)
Ii Cheryl Baldwin(2025551009) Held 03:13[00:22)

= core o
4 Marie Dumas(2025551005) Outgoing 00:22

]

CONFERENCE CALL

Figure 44 Call Console

6.1 Drag and Drop Call onto Contact

For operations on calls that involve a contact, you can drag a call from the Call Console
and drop it on a target contact in one of your contact’s directories. This provides you with

a quick way to perform operations on calls that involve a contact.

As the call is dragged, a green arrow appears. By default, when the call is dropped onto a
contact, no action is taken on the call. The target contact expands and you can select the
action button for the operation you want to perform on that call.

However, you can enable automatic call transfer on Drag and Drop (if available). If
automatic transfer is enabled, then the call is transferred to the contact’'s phone number
when you drop the call on the contact. For more information, see section 713.1.7 Drag and

Drop.

A O O =

Wi O (T) e

> Mario Bueno (1001} Active 02:00:17

CONFERENCE CALL X

Ho ftems to showe

QUEUED CALLS v OB

@
[
g
§

Whraming

& GROUP COM... x

©° CUSTOM: Hu.. x @ OUTLOOK x || i SPEEDDIAL x | {2 QUEUEY .~

Begins wih |

Last ame *

Vaice Portal

Valdez

Technical Support

Smith
Richard
Malcini

First Name ¥
Madlgline

Woice Messaging Gr.
Gragario

Cal Certer

Stan

Jean

Paolo

Humber

+12025551008

+12025551008
+12025551010
+12025551004
+12025551007
+12025551003

Extension  Mobile Notes

1008

1008
1010
1004
1007
1003

Quick Search |x

hlotes

Jones

i

Shirley

+12025551002

1002

2405558888 Notes

0800 Jgle®oCom

Hotline
Dumas
Buena

Baldwin

Call Certer
Marie
Mario

Cheryl

+12025551000
+12025551005
+12025551001
+12025551009

1000
1005
1001
10039

2405559999 hotes

Figure 45 Drag Call and Drop Call on Contact
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6.2 View Call Information
Call information is provided in the Call Console and in the Call Notification pop-up window
that appears on top of the system tray for incoming calls.

6.2.1 View Current Calls
Your current calls are always visible in the Call Console.

To view your conference call:

In the Conference Call panel, click the Expand button

6.2.2 View Incoming Call Details

If the Call Notification feature is enabled, a Call Notification pop-up window appears on top
of the system tray when an inbound call is received.

m  Direct inbound calls — For calls to your direct number or extension, the following
information is displayed:

— Calling party name

— Calling party number
=

Incoming Call:
Cheryl Baldwin
+12025551009

Figure 46 Call Notification Pop-up Window for Non-ACD Call

m  Calls from a call center (Enterprise Edition) — For calls from a call center, the call
center name is displayed in addition to the caller's name and phone number.

= e

Incoming Call:
ABC Hotline - Cheryl Baldwin
+12025551009

Figure 47 Call Notification Pop-up Window - Call from Call Center
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m In addition, for diverted calls, that is, calls that were forwarded or transferred before
being delivered to you, the diversion information is also displayed.

=

Inc:arming Call:
Call Center Bike Tyres - Chris Hemsworth(1602)
[Bike Tyres Call Center]
Diver=sion:

Call Center Bike Tyres Ga... (tel+15146971600)
Rhett Butler (tel+15146971630)

Whillizm Mekin... (tek+15146571603)

George Washin... (tel+15146971604)

John Bowwen (el +1:3146971605)

Figure 48 Call Notification Pop-up Window with Diversion Information

NOTE 1: You must have only one tab open in the browser running Receptionist to receive call
notifications.

NOTE 2: If calls come within eight seconds of each other, the Call Notification pop-up window
only appears for the first call of that series.

6.2.3 Save vCard

When you receive a call, a Call Notification pop-up window is visible on top of the system
tray. From this window, you can save the caller's phone number and personal information
as a vCard in Microsoft Outlook.

To save caller’s information as a vCard:

In the Call Notification pop-up window, click the Add vCard button .

This button is present only when Outlook is running.

6.2.4 Open URL

For any current call, you can open a page in your browser that contains information about
the calling party encoded in its URL.

This can be done either from the Call Notification pop-up window that appears on top of
the system tray for an incoming call or from the Call Console for any current call.

This feature is configured on the Settings — General configuration page. For more
information, see section 13.71 Settings — General.

To open a URL for the incoming call:

In the Call Notification pop-up window, click the Web Pop URL button .
To open a URL for any call:

In the Call Console, click the Web Pop URL button for the target call.
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6.3 View and Change Security Classification of Calls

Receptionist displays the security classification level of your current calls and allows you to
change your assigned security classification level if you have the Security Classification
service assigned and your security classification level is not “Unclassified”, which is the
lowest level.

The security classification level of a call is the lowest security classification level for all call
participants. Users who do not have a security level assigned are considered to have the
security level of “Unclassified”.

CALL CONSOLE B

[ Enter Mumber o @

Security Classification: Restricted

=] Direct {1}

[F.:Eu:::u:::uﬁ:tzu' [Hu:::ul.[:u 'END

Figure 49 Security Classification of Calls

6.3.1 Change Security Classification

You can change your security classification, but only to a level lower than your assigned
level, and you can only do so while in an active call. The security classification level of
your calls is then recalculated.

The security classification of a call can also change when other participants change their
security classification level or when participants join or leave the call. If a security
classification level of a call changes the new level is displayed.

After all your calls end, your security classification level is reset to your assigned security
classification level.

CALL CONSOLE (=

[ Enter Mumber ™ @

Security Classification: Restricted

=] Direct {1} Restricted
Clazsified

in Active 00:38

b Chewl Baldwin { Unclassified Urclassified

RECORD END

Figure 50 Security Classification Levels

To change your current security classification:
From the Security Classification drop-down list, select a new security classification level.
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6.4 Answer Calls

You can answer your own incoming calls and calls for other users in your group. If you
have the Auto Answer service, you can also answer calls automatically.

6.4.1 Answer Call

Your incoming calls appear in the Call Console. To answer a call, the call state must be
Incoming.

To answer an incoming call:

Move the mouse over the call and click Answer . The call state changes to Active.

NOTE: Double-clicking a call, does not answer it.

To answer an incoming call from a Call Notification pop-up window:
Click anywhere on the text in the window.

To answer calls automatically:

In the Call Console, click the Auto Answer & button. The button changes to this

iy

When Auto Answer is enabled, your phone automatically goes off-hook when it is alerted.
This applies to both inbound and Click-To-Dial calls.

to indicate that Auto Answer is on.

The Auto Answer feature may be enabled manually in the client or by the administrator on
the server.

NOTE: If this feature is enabled by your administrator, you must not enable the client-based
Auto Answer using the Auto Answer button.

6.4.2 Pick Up Call

The Directed Call Pickup service allows you to answer a call that is incoming on another
user. Depending on your setup, you can answer calls for users in your group or in the
entire enterprise. This is useful when the user is currently not on hand to answer the call.

NOTE: To pick up a contact's call, you need to have the Directed Call Pickup service assigned.

To answer a call for a contact:

1) Expand your Group/Enterprise or Favorites directory and click the target contact to
expand it. The contact’s state must be Ringing.

2) Move the mouse over the contact and click Answer .

The call appears as Incoming in the Call Console.
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6.5 Hold and Resume Calls

You can only put an active call on hold.

6.5.1 Put Call on Hold

To put a call on hold:

Move the mouse over the call and click Hold i .

6.5.2 Resume Held Call

To resume a held call:

Move the mouse over the call and click Answer .

NOTE: Double-clicking a call does not take the call off hold.

6.6 Make and End Calls

Receptionist provides you with several ways in which you can make calls. When you dial
a number or contact, the call appears in the Call Console as Incoming Local.

6.6.1 Dial Ad Hoc Number

You use the Dialer to place a call to an ad hoc number.

[E Enter Mumber l"‘ I

Figure 51 Dialer

To dial an ad hoc number:

—
1) In the Dialer, enter the phone number and click Dial l o I The call appears in the
Call Console as Incoming Local and your phone rings.

2) Click Answer for that call. An outbound call is placed and the call state
changes to Outgoing.

6.6.2 Redial Number
Receptionist keeps up to ten most recently dialed numbers.

To redial one of the recently dialed numbers:

1) Inthe Dialer, place the cursor in the text box and start entering a number. A list of
recently called numbers that start with the entered digits appears.

& 202 Q|7
2025551003
2025551005
2021234567 %
2025551111

Figure 52 Dialer — Select Recently Dialed Number
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E=)
2) Select the number to dial and click Dial l ik l

The client issues a Click-To-Dial attempt to the selected number.

Alternatively, click the Redial @ button and select the number from the list that
appears.

@ . SEARCH
2402251443 i

24055&:43 I
2403551003

2023551003

2025551005
2021 234567 !
2025551111

Figure 53 Dialer — Redial Number

6.6.3 Dial Contact
You can dial contacts from any directory available in Receptionist.

To dial a contact:
1) In the Contacts pane, expand the directory from which you want to dial a contact.

for that contact. A Click-To-Dial

2) Click the contact to expand it and click Call s
action is initiated and your phone rings.

CONTACTS

& FAYORITES x L8 GROUR COM.. x || (& PERSOMAL x

| Beginz with - | [ ] Guick Szarch | %

Exten...

il SPEED DIAL -

ma

Stat.. LastName = FirstName = Number Mobile Department = MNotes

G Dumas Iarie +12025551005 1003
e Wiyoming Ifadaling +12025551008 1008 2403557777

Figure 54 Group Directory — Contact in Focus with Call and Mobile Buttons
3) Answer the phone. An outbound call is placed.
4) Alternatively, to dial the contact’'s mobile number, click Mobile @

6.6.4 Speed Dial
To speed dial a contact:

1) In the Contacts pane, click the Speed Dial tab.

2) Click the contact to expand it and click Call -
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6.6.5 Dial from History

You can dial any number that is available in Call History.

To dial from Call History:

1) Inthe Call Console, click the Call History button . The Call History dialog box

appears.

Call History

MName

Cheryl Baldwin
Paulo haldini
Elias Rivera
Brian Russel
Pam Aguilar
Cheryl Baldwin
Cheryl Baldwin
Cheryl Baldwin
Cheryl Baldwin

Show |Received Calls

I+

Mizzed Calls
Received Calls

Placed Callz
Ton

1003
07E955521
SE0407 2325
3201234570
1003
1003
1003
1003

Time:
zoro=10-31,
2013-10-31,
203-10-31,
201310-31,
2013-10-31,
201310-31,
2013-10-31,
201310-31,
2013-10-31,

123413
123308
12:30:44
122754
12:26:41
12:22:40
1221:33
11:36:12
113315

Figure 55 Call History Dialog Box

2) From the Show drop-down list, select the grouping you want.

3) Scroll through the list of call logs to find the entry you need.

4) Click the entry to expand it and click Call

6.7 End Call

To end a call:

Click End @ for that call.

NOTE: If the call has not yet been answered, then the calling party continues to ring until there
is no answer, another applicable timer expires, or the user hangs up.
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6.8 Transfer Calls

There are a number of ways that you can transfer a call. You can blind transfer calls or
transfer calls with consultation or supervision. You can also transfer calls directly to voice
mail or to a queue.

6.8.1 Blind Transfer Call

A blind transfer occurs when a call is transferred without an introduction. Calls may be
blind transferred while active, held, or ringing (in) on your phone. If a call is ringing (in),
blind transfer allows the call to be redirected before it is answered. You can blind transfer
a call to an ad hoc number or to a contact.

To blind transfer a call to an ad hoc number:
1) Inthe Call Console, select the call to transfer.

2) Inthe Dialer, enter the destination number and click Transfer . The call is
transferred and removed from the Call Console.

To blind transfer a call to a contact:
1) Inthe Call Console, select the call to transfer.

2) Inthe Contacts pane, click the tab from which you want to select a contact.

3) Click the destination contact to expand it, and click Transfer for that contact.
The call is transferred and removed from the Call Console.

Alternatively, drag the call onto the target contact and click Transfer for that contact.

6.8.2 Conduct Supervised Transfer

When you have an active inbound call that you want to transfer, you can follow this
procedure.

To conduct a supervised transfer:
1) Inthe Call Console, select the call to transfer.

2) Dial the number or contact to whom you want to transfer the call.

3) If the dialed contact is busy, either retry or dial another contact.

4) Move the mouse over the new, non-selected call and click Transfer .

6.8.3 Transfer with Consultation

Use this method to transfer a call with an introduction to the destination party. Calls may
be transferred this way while active, held, or ringing (in) on your phone. In the latter case,
the system redirects the call before it is answered.

To transfer a call with consultation:

1) Make a call to the person to whom you want to transfer the call. If the first call was
active, it is put on hold. The new call appears in the Call Console.

2) Wait until the called party accepts your call and speak to the party.
3) When ready to transfer, in the Call Console, select one of the two calls.

. TXR
4) Move the mouse over the non-selected call and click Transfer .

The calls are connected and removed from the Call Console.
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6.8.4 Transfer to Voice Mail

You can transfer a call to a monitored contact’s voice mail or to your own voice mail. Calls
may be transferred while active, held, or ringing (in) on your phone.

To transfer a call to voice mail:
1) Inthe Call Console, select the call to transfer.

2) Inthe Contacts pane, expand the Group/Enterprise or Favorites directory and find the
contact. Find yourself if you want to transfer the call to your voice mail.

3) Click the contact and click Transfer to Voice Mail for that contact.

Alternatively, drag the call onto the target contact and click Transfer to Voice Mail N
for that contact.

NOTE: This option is only available if the contact has the Voice Messaging service assigned
and enabled.

You can also transfer an incoming call to voice mail from the Call Notification pop-up
window.

To transfer an incoming call to your voice mail:
In the Call Notification pop-up window that appears when you receive a call, click Transfer

Q .

6.8.5 Transfer to Queue (Enterprise Edition)

to Voice Mail

You can transfer a current call to any queue that appears in your Queues tab. The call is
placed at the bottom of the new queue.

To transfer a call to a queue:
1) Inthe Call Console, select the call to transfer.

2) Click the Queues tab.

3) Click the destination queue and click Transfer .

The call is transferred and removed from the Call Console.

Alternatively, drag the call onto the target queue and click Transfer for that queue.
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6.9 Park and Camp Calls

Call parking or camping allows you to find a temporary parking place for the call. If the
parked or camped call is not answered within the predefined time, then the call is recalled
and it reappears in your Call Console.

6.9.1 Conduct Busy Camp On (Enterprise and Small Business Editions)

Busy Camp On allows you to place a call at a busy contact. The call is automatically
transferred to the destination when the contact becomes available to take the call. A call
to camp must be active or held, and the destination contact must be either Busy or
Ringing.

NOTE: To use the feature, you need to have the Busy Camp On service assigned and active.

To camp a call on a busy contact:
1) Inthe Call Console, select the call to camp.

2) In your Group/Enterprise or Favorites directory, click a Busy or Ringing contact and

click Camp . Once the call is camped, it is removed from the Call Console.
If the call reaches the designated expiration timer before the call is answered, the call is
recalled to your device and reappears in the Call Console.
6.9.2 Conduct Group Call Park (Enterprise Edition)

Group Call Park searches within a predefined hunt group for an available line on which to
park a call. After a designated time, the call returns to the originating operator or a
specified hunt group (depending on how the service is configured). If the parking attempt
fails for any reason, the call remains in your Call Console.

To perform a Group Call Park:
In the Call Console, move the mouse over an active or held call and click Park m
The call is parked on an available extension and removed from the Call Console.

If the call reaches the designated expiration timer before the call is answered, the call may
be recalled to your device and reappear in your Call Console.
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6.10 Manage Conference Calls

You manage your conferences in the Call Console.

m  You use the top area of the Call Console to establish a conference and add

participants to it.

m  You use the Conference Call panel to manage or end an active conference.

You can only have one active conference at a time.

CONFERENCE CALL

&, Jean Richard(2025551007)

for]

A Gregotio Valdez(2025551006)

= *
Rermate Held 01:33

Rermate Held 01:07

ED

Figure 56 Call Console — Conference Call Panel

To conduct an N-Way conference you must first start a Three-Way conference and then

add participants to it.

NOTE: To conduct a conference you must have the Three-Way Call or N-Way Call service

assigned.

6.10.1 Start Three-Way Conference

To start a conference you need to have at least two current calls.

To start a conference:

1) If necessary, place calls to participants using any of the methods described in section

6.6 Make and End Calls.

2) Inthe Call Console, select one of the two calls.

CALL CONSOLE

[ 2025551009

o 7]

> Jean Richard(2025551007)

m

% Gregorio Valdez{2025551006)

frd

5 6 @

o )
M
T

Active 00:35

EMD

Incoming 00:22

caonference

HOLD

TRACE

Figure 57 Start Conference

3) Move the mouse over the non-selected call and click Conference

el . AThree-

Way Conference is established and the connected calls are moved to the Conference

Call panel.
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6.10.2 Add Participant to Conference

6.10.3

6.10.4

6.10.5

6.10.6

6.10.7

6.10.8

To perform this operation, you need to have the N-Way Call service assigned.

To add participants to a conference:

1) If the call you want to conference in is not yet established, place the call using any of
the methods described in section 6.6 Make and End Calls.

2) Inthe Call Console, move the mouse over the call to add and click Conference

il . The caller is added to the conference.

Hold Conference
To put an active conference on hold:

HOLD

In the Conference Call panel, click Hold Conference . This allows other

conference participants to continue their conversation.
Resume Held Conference
To resume a held conference:

In the Conference Call panel, click Resume Conference aihd . All the calls in the
conference become active.

Put Conference Participant on Hold

To put a specific conference participant on hold:
1) Expand the Conference Call panel.

2) Move the mouse over the target call and click Hold .

Resume Conference Participant

To resume a conference participant:
1) Expand the Conference Call panel.

2) Move the mouse over the target call and click Answer .

Leave Conference

To leave the conference:

LEAVE

In the Conference Call panel, click the Leave Conference button.

NOTE: This function is only available for Three-Way Conferences.

Remove Conference Participant

To end a selected call in the conference:
1) Expand the Conference Call panel.

2) Move the mouse over the call and click End @
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6.10.9 End Conference

To end the conference:

In the Conference Call panel, click End Conference m This releases all the calls that
participate in the conference.
6.10.10 Barge in on Call

Call Barge-in allows you to barge in on a contact’s call. This is useful when you want to
enter a call that is already established between two other people.

NOTE: This functionality is only available if you have been assigned this service by your
administrator.

Depending on your setup, you can barge in on contacts in your group or enterprise.

To barge in on a call:
1) Expand the Group/Enterprise or Favorites directory.

2) Click the target contact and click Barge In . The contact’s status must be
Busy.

You enter an ongoing call, thereby establishing a Three-Way Conference. The calls
appear in the Conference Call panel.

Alternatively, drag the call onto the target contact and click Barge In for that
contact.

You can now perform any conference operation on the call.

6.11 Record Calls

To record calls, you have to have the Call Recording service assigned and configured.
You can record calls manually or have the system automatically record your calls.
Depending on your Call Recording mode, Receptionist may allow you to manually start,
pause, resume, or stop recording a call.

For information on configuring your services, see the BroadWorks Application Server User
Web Interface Administration Guide.

CALL CONSOLE

[ Enter Numbe (2] Redial

=) Direct (1)

¥ Cheryl Baldwin (1008) Actve 00:35
= [rouo] B

Figure 58 Call in Call Console with Record Button

When a call is being recorded, the recording state, (which can be either Recording or
Paused) appears on the line for the call.
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= DR A il 1203 Actve(Recording)00:20
[rowo | rrace | ERG)

Figure 59 Call Being Recoded

6.11.1 Start Call Recording

To manually record calls, you have to have your Call Recording service mode set to the
On Demand or On Demand with User Initiated Start.

To record a call, select the call in the Call Console and click Record |imses.

In the On Demand mode, the call is recorded from the beginning, and you have to request
the recording before the end of the call to keep the recording. In the On Demand with
User Initiated Start mode, the recording starts from the moment when you click the
Record button.

6.11.2 Pause and Resume Call Recording

To pause and resume a recording, you have to have your Call Recording service mode
set to On Demand, On Demand with User Initiated Start, or Always with Pause/Resume.

To pause a recording, select a call that is being recorded in the Call Console and click
Pause .

The recording pauses until you resume it or the call ends.

To resume a paused recording, select a call whose recording has been paused in the Call
Console and click Resume m

When you pause and resume a recording, only one call recording is generated for the call.

6.11.3 Stop Call Recording

You can only stop recording a call if your Call Recording service mode is set to the On
Demand with User Initiated Start.

To stop recording a call, select the call that is being recorded (or whose recording has
been paused) in the Call Console and click Stop .

If you click Start after a call recording has been stopped, a separate recording is created.
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7 Message Contacts (Enterprise Edition)

Receptionist allows you to send e-mail messages to contacts that have messaging
configured in the system. You must also have the Messaging feature enabled within
Receptionist. For information, see section 713.5 Seftings — Messaging.

7.1  Send E-mail to Contact

To send an e-mail message to a contact:
1) Inthe Group/Enterprise, Favorites, Custom, or Monitored Contacts directory, click the
contact that has an e-mail address configured.

2) Click the E-mail button W for the contact. This brings up a new e-mail window
for the configured Messaging service.

3) Write your message and click Send.
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8 Monitor IM&P Contacts and Chat with Contacts

When you have an IM&P service assigned on BroadWorks, you can chat with other IM&P
users and see the unified IM&P presence state of selected IM&P users directly from
Receptionist.

The unified presence state of a contact is their combined instant messaging presence
state when they are logged in through multiple devices or applications. For more
information, see section 8.1.6 View Presence State of Contacts.

You have to be online to use IM&P capabilities of Receptionist. For information on setting
your IM&P presence state, see section 4.8 Change Your IM&P Presence State.
8.1  Monitor IM&P Contacts

To view the presence state of an IM&P contact, you first have to subscribe to the contact.
Otherwise, Receptionist displays the contact’s state as Unsubscribed. If you send a
subscription request to a contact and you are waiting for a reply, Receptionist displays the
contact’s state as Pending Subscription.

The following directories display the IM&P state of contacts: Instant Message,
Enterprise/Group, Favorites, Custom, and Search (for contacts from directories that
display in the IM&P state).

NOTE: The Instant Message tab does not include IM&P contacts in the Unsubscribed state.

You can subscribe to a contact either by sending a subscription request to the contact or
by adding the contact to the Instant Message directory.

For information about the operations related to subscribing to contacts and viewing their
presence state, see the following sections:

m  Subscribe to Contact

m  Add Contact to Instant Message Directory
m  Modify Contact

m  Unsubscribe from Contact

m  Accept or Reject Subscription Request

m  View Presence State of Contacts

8.1.1 Subscribe to Contact

To send a subscription request to a contact:

1) Click the IM&P presence icon of an unsubscribed contact in any directory where
the presence state of contacts is displayed. The Contact (IM) Subscribe dialog box
appears.

Contact (IM) Subscribe

@ Subscribe to harsh.upretig@tig-gu. be.im?

: Ves S,

Figure 60 Contact (IM) Subscribe Dialog Box
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2) Click Yes.
A subscription request is sent to the contact, and the contact is added to the /Instant
3
Message directory. The contact’s state is set to “Pending Subscription” .

When the subscription is accepted, the contact’s presence state is updated to their
actual presence state.

3) Toresend a subscription request at any time, click the contact’'s presence icon again
and click Resend in the dialog box that appears.

Contact (M} Re-Subscribe

0 Subscription to harsh.upreti@tig-eu.be.im iz pending.

Figure 61 Contact (IM) Re-Subscribe Dialog Box

8.1.2 Add Contact to Instant Message Directory

When you add a contact to the Instant Message directory, the system automatically sends
a subscription request to the contact.

To add a contact to the Instant Message directory:

1) Inthe Instant Message tab, click Edit 7 . The Edit Instant Message Contacts

dialog box appears.

2) Click Add. A new line is added below the existing entries, allowing you to define a
new entry.

Edt Instant Message C

Modify your Instant Message Contacts

MHame IK I

Harsh Upreti harshupreti@tig-eu.beim
Joe Harper joeharperg@tio-eu.be.com
Gregorio Yaldez gregoriovaldez@tig-aws.com
Marie Dumas mariedumas @tic-aws. com
Mario Bueno rmariobueno@tig-aws. com
Sally Field]

4+ Add

Figure 62 Edit Instant Message Contacts Dialog Box — Add Contact

3) Inthe Name text box, enter the display name of the contact to add.
4) Inthe IM ID text box, enter a valid IM&P ID of the contact.
5) To save the changes, click anywhere in the dialog box outside the entry.

A subscription request is sent to the contact, the contact’s presence state is set to
“Pending Subscription”, and the contact is added to the Instant Message tab.

If the contact accepts your request, then the contact’s state changes to the actual
presence state.
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8.1.3 Modify Contact Name
You can modify the display name of an existing contact.

To modify the display name of a contact:

1) Inthe Instant Message tab, click Edit 7 . The Edit Instant Message Contacts

dialog box appears.

2) Double-click the contact and enter the new name in the Name text box.

3) To save your changes, click anywhere in the dialog box outside the entry.

Modify your Instant Meszage Contacts

Name I D

Harsh Upreti harshupreti@tig-eu.bc.im
Joe Harper joeharper@tig-eu.bc.com
Gregorio Yaldez gregoriovaldezgdtio-aws.com
harie Dumas mariedumas @ti- aws.com
fario Buena mariobueno@tia-aws.cam
Sally Fields| sallyfields@tig-ew.be.im

Figure 63 Edit Instant Message Contacts Dialog Box — Modify Contact

8.1.4 Unsubscribe from Contact

To stop monitoring a contact:

1) Click the presence icon of the contact. The Contact (IM) Unsubscribe dialog box
appears.

Contact (IM} Unsubscribe

0 Unzubsgcribe ankur.garg@tig-su be.im?

Figure 64 Contact (IM) Unsubscribe Dialog Box

2) Click Yes. The contact is removed from the Instant Message directory and its
presence status changes to Unsubscribed in other directories.
8.1.5 Accept or Reject Subscription Request

When you receive a request from another user, a dialog box appears allowing you to
accept or deny the request.

Contact (IM) Request

0 Accept contact (IM) request from hargh.upretig@tig-

eu.bc.im?
-

Figure 65 Contact (IM) Request Dialog Box

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
©2017 BROADSOFT, INC. PAGE 78



BR&ADSOFT

Innovation calling.

To accept the request, click Yes. If the contact is not yet in your Instant Message
directory, a request is sent to add the user to the directory.

To reject the request, click No.

You can also close the dialog box and ignore the request. If you ignore the request, the
dialog box will reappear the next time you go online.

8.1.6 View Presence State of Contacts

You can view the presence state of IM&P contacts in the Instant Message,
Enterprise/Group, Favorites, Custom, and Search tabs. The presence icon is displayed to
the left of the contact’'s name.

Receptionist displays the unified instant messaging presence states, which indicates your
contacts’ availability to communicate using client applications such as Hosted Thin Call
Center, Hosted Thin Receptionist, Business Communicator Desktop, or Business
Communicator Mobile.

The actual unified presence state of a contact is displayed only if you are subscribed to the
contact. Otherwise, the contact’s state is displayed as Unsubscribed or Pending
Subscription.

i: SPEED DIAL L3 GQUELES o° CUSTOM Sales (O] oUTLOOK
Begins with (A ~{Q | Quick Search | X8/
M Name & M0
- Wyoming Madoline madoline@tig-eu.be.im E
our

& gasue19 AdSUP19@0g-¢u be im

) ddSUP20 AdSUP20gtig-eu be im
W harshgmal hvardhanui@gmad com

o Mario Buendo mariobueno@btc top.im

Figure 66 Instant Message Tab — Unified Presence State of Contacts

The following table lists the possible unified presence states of contacts in Receptionist:

IM&P State Icon Description
Subscribed States
Available The contact is online, available on one or more devices, and

not busy on any device.

devices. Do not disturb.

Away The contact is connected but away from one or more devices
and not busy on any device.

Offline The contact is offline on all devices.

Busy ﬂ The contact is online, but currently busy on one or more

Unsubscribed States

Pending > You sent a subscription request to the contact, but it has not
Subscription —:-J yet been accepted. Clicking the icon resends the request.
Not The contact has the IM&P service but you are not subscribed
subscribed to monitor their state. The contact does not appear in the

Instant Message tab. Clicking this icon sends a subscription
request to the contact.
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8.2 Chat with IM&P Contacts

You can chat with more than one contact at the same time, either in one-on-one sessions
or by participating in multiuser chats. Each session requires a separate window.

Chat windows appear at the bottom-right hand side of the Receptionist main interface.
Subsequent windows open to the left of the latest opened Chat window.

Chat windows can be taken out of the main interface and placed elsewhere on the screen.

The number of concurrently open Chat windows depends on the browser window size and
screen resolution. The oldest Chat window is closed when there is no more room for a
new Chat window to open. This only applies to Chat windows that are placed within the
main interface.

You can start a chat session with a contact or accept a request from another user. A one-
on-one session can be converted into a multiuser chat by inviting more participants. You
can also receive an invitation to a multiuser chat from another user.

When your IM&P contact is in your group/enterprise, you can phone them directly from the
Chat window.

The tasks related to instant messaging are described in the following sections:
m  Start Instant Messaging Session

m  Place Call from Chat Window

m  Establish Multiuser Chat Session

m  Manage Instant Messaging Sessions

8.21 Start Instant Messaging Session

You can start an instant messaging session with an IM&P contact from any of the
following directories: Instant Message, Enterprise/Group, Favorites, Custom, and Search.

To start an instant messaging session with a contact:

1) Inthe Contacts pane, click the target contact. The entry expands displaying available
action buttons.

CONTACTS

&, oRoP x |[ &% oROUPcoM.. x || (& PERSOMAL x F

Begins with | Qy | Quick Search | x

Stat.. LastMNam.. FirstNam.. Number ¥ Exte.. Mobile ¥  Departm.. MNote..
) Bueno hiarin +12025551 . 1001 2021112223 hlotes
O Dumas hiarie +12025531 ... 1005 hlotes
-

lu:::.L'.LL | | CHAT '

Figure 67 IM&P Contact with Chat button

2) Click Chat skadll on the line for the contact. A Chat window appears, displaying your
contact’s information on the title bar.
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P Paolo Maldini - X

Figure 68 Chat Window
NOTE: A Chat window also appears when another IM&P user initiates a chat session with you.

3) Type your message in the text box at the bottom of the window and click ENTER on
the keyboard. Your message is sent to your contact.

The messages you send and receive appear in the Chat Logs area at the top of the
window, below the title bar. Up to 50 messages per contact are kept in the log for the
duration of your IM&P session, even if you close the Chat window and later start
exchanging messages again with the same contact. The messages are cleared when
you go offline.

8.2.2 Place Call from Chat Window

If the user with whom you are chatting is also a contact in your Group/Enterprise directory,
you can call the contact directly from the Chat window.

To place a call from the Chat window:

Click the Call button . at the top right-hand side of the Chat window.
The Receptionist client issues a Click-To-Dial attempt to the contact’s phone number and
the call appears in the Call Console.

8.2.3 Establish Multiuser Chat Session

You can invite other contacts to your chat session, thus converting your one-on-one chat
to a multiuser chat. An incoming multiuser chat invitation opens a window for a new
multiuser chat.

To add users to a chat:

1) Click the Add User to Chat button Fin the Chat window. A drop-down list of
available contacts appears.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
©2017 BROADSOFT, INC. PAGE 81



BR&SADSOFT

Innovation calling.

™ Jean Richard

Paclo Maldini

m Ankur Garg
1 Harzh Upreti

Maud Green
v | Paocle Maldini

. Hithere,

. Mario

| @8 x|

Figure 69 Add Participants to Chat

2) Select the check box next to each contact to invite and then click the Invite button.
When a contact joins the chat, a notification appears in the Chat Logs area of the
Chat window. The participants (other than you) are also listed at the top of the

window.

(2} Jean Rich...

Jean Richard
Paolo Maldini

4

O X

S il
fC-4dC O
.
Ie-d&5 P

conference (542 PN

conference (542 PN

Paolo Maldini is now offline
Paolo Maldini is now available
Jean Richard has joined the

Paolo Maldini has joined the

(<]

Figure 70 Multiuser Chat

3) To leave the multiuser chat, close the Chat window.
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8.2.4 Manage Instant Messaging Sessions

If a Chat window is not in focus and an incoming message is available for you to read, the
color of the window is light brown as shown in the following figure. This changes back to
black as soon as the window is in focus.

-+ L=

Mario Bueno (525 PM}: Hi Paclo

You can also close, minimize, or pop out a Chat window, that is, take the Chat window out
of the Receptionist main interface and place in elsewhere on the desktop.

To pop out a Chat window:

Click the Pop-out button ! at the top right-hand side of the window.

The window is placed on the desktop outside of Receptionist main interface and the Pop-
out button becomes the Pop-in button.

To place the window back within the Receptionist main interface:

Click the Pop-in button .l at the top right-hand side of the window.

To minimize or close a Chat window:

Click the Minimize or Close button at the top right-hand side of the window. When a
window is closed, the windows to the left (if present) shift to the right. This only applies to
Chat windows that are placed within the Receptionist main interface.
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9 Manage Contacts

Receptionist allows you to view, search, and organize your contact directories.

You use the Contacts pane to manage your contact directories, to monitor selected
contacts, and to use your contacts to make or manage calls.

9

DOeeC®E

Exten...

1009
1036
100
1005
1022
1000
1002
1003
1030
1004

CONTACTS
Begnswih [ [v|Q
... Last Name *  FirstName ¥ Number
Baldswin Cheryl +12025551003
hasicAA Luto Attendant +1 2025551036
Buena Maric +12025551001
Dumas: Marie +12025551005
Graves Lena +1 2025551022
Hatline Call Certer +1 2025551000
Jones Shirley +12025551002
Maldiini Pacla +1 2025551003
Rodriguez Melody +12025551030
Smith Stan +12025551004
Sparks Bryan +12025551014

standardAn, Auta Attenchant

Technical Sup... Call Certer

Woice Portal Woloe Messag. +1 2025551021
W OmIng Macoline +12025551003

1014

1021
1008

SEARCH | #F FAVORITES x E & GROUPCOM. x

& PERSOMAL x |4

Mobile

2021112223

2021234567

2405557777

| [ ewick search |

Title

Marzger

Department = Notes
On va
Notes
Netes
Notes
Notes
Notes
Ntes
Notes
Notes
Notes
Notes
Notes
Notes
Notes
Ntes

Figure 71 Contacts Pane

For the list of contact directories available in your version of Receptionist, see section 3
Introduction to Receptionist.

For information on monitoring contacts, see section 10 Monitor Contacts; for information
on managing IM&P contacts, see section 8.1 Monitor IM&P Contacts; for information on
call-related functions, see section 6 Manage Calls.

This section describes the directories management functions provided by Receptionist.

Show/Hide Directories

View Directory Content

Search Contacts

Order Directory Entries

Make Notes about Contact (Enterprise Edition)

Manage Personal Contacts

Manage Speed Dial Entries
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9.1 Show/Hide Directories

Receptionist allows you to specify which directory tabs should be visible in the Contacts
pane.

CONTACTS

Q. SEARCH || ZF FAVORITES x % W & orote x |[88/v  seamrcH D
v FAWORITES
B va | Cloue
¥  GROUP
Status LastName First Name ~ Number Extension  Mobile v GROUP COMMON
O Balchwvin Cheryl +12025551009 1009
— ¥ PERSOMAL
) basicas Auto Attenclart  +12025551036 1036
v SPEED DIAL
O Bueno Maric +12025551001 1001 202111222
¥ GUELES
O Dumaz Marie +12025551005 1005
— ¥ MOMITORED CONTACTS
L) Hotling Call Certer +12025551000 1000
¥ GROUP:ma
O Jones Shirley +12025551002 1002 UL
O Italifini Panlo +12025551003 1003 Motes
':_::' Smith Stan +12025551004 1004 2021234567 Motes
O standardA L Auto Attencant Motes
() Technical Support Call Center Motes
() aice Portal Woine Messagin. +12025551021 1021 Motes
() Vwyaming Macloline +12025551008 1008 2405557 77T Hotes

Figure 72 Contacts Pane — Expanded Directories List
To display or hide a directory tab in the Contacts pane:

1) Atthe top right-hand side of the Contacts pane, click the drop-down arrow E .

2) From the list that appears, select the directory to display. The selected directory
appears and its tab is displayed at the top of the Contacts pane.

To hide a directory tab, click the Close button E on that directory’s tab.

Note that once you close a directory containing search results, you cannot display it
again by selecting it from the list.

9.2 View Directory Content

Your directories are displayed as tabs at the top of the Contacts pane, with the details of
only one directory visible at a time. The information displayed about each contact
depends on the directory you are viewing.

To view contacts in a directory:

In the Contacts pane, click the tab for that directory. The directory listing appears in the
Contacts pane.

To view additional information about a contact:

Click the contact to view. This expands the row for the contact displaying applicable
action buttons and in some directories also the contact's Exchange calendar. For more
information about the action buttons, see section 5.5.1 Call Action Buttons. For more
information about the contact’s calendar, see section 70.4 Monitored User’s Calendar
(Enterprise and Small Business Editions).
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Figure 73 Group Directory — Contact Details

Only one contact can be expanded at a time. When you click a contact, the system

automatically hides the details of the previously expanded contact.

9.3 Search Contacts

Receptionist allows you to search for contacts several different ways. You can perform a
search on a specific directory or on all directories at once. You can perform a regular
search or a quick search, and you can create a new directory from search resullts.

You use the following procedures to search for contacts:

Perform Quick Search

Perform Regular Search

Create Directory from Search Results

Perform Search on Search Results

9.3.1 Perform Quick Search

A quick search searches on a specific column in a selected directory for entries that start
with a character entered by you. The column on which the search is performed is the
column by which the directory is currently ordered.

A quick search can be performed on any directory, but is not available in the Search tab.

NOTE: The search is not case-sensitive; the search for “Ann” and “ann” returns the same
results.
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CONTACTS

Gl SEARCH E; i &, ENTERPRISE x || W ENTERPRISE.. x 5._‘1 . »‘F
Title Q | ¥ Guick Search | x

00000 GO00D00000
000000000 VO00 00000

Stat... LastHame = First Hame * Humber =  Exte... Mobile = Title ~ Departme... Hot...
O Bueno Matio +12025551001 1001 2021112223 Manager Accounting (Lo Motes
O Dumss hatie +12025551005 1005 Directar Finance (Load] Mates
o Mitalclini Paolo +12025551003 1803 Motes

Figure 74 Contacts Pane — Perform Quick Search

To perform a quick search:
1) Click the directory tab where you want to perform the search.

N

) Order the directory by the column on which you want to perform the search.
3) Check the Quick Search box.
)

4) From the keypad that appears, select a character (a single letter or digit) by which you
want to search. The contacts that start with the selected character (in the selected

column) are displayed in the directory.

5) To perform another search on the same column, select another character. The new
search is performed on the original directory and not on the results of the previous
search.

9.3.2 Perform Regular Search

You can search for contacts in a specific directory or in all directories at once.

When you search for contacts in a specific directory, you can search on a specific column
or on all columns. When you use the Search tab, the search is always performed on all
directories and columns.

NOTE: The search is not case-sensitive; the search for “Ann” and “ann” returns the same
results.

CGL SEARCH i' x| 4 GROUP x || &8 GROUPCOM.. x || (2 PERSONAL x || i SPEBNAL x [C:R .| v
ma I Begins it | o | Wt %
Status ¥ Last Hame * First I [l Extensi.. Mobile ¥ Title Department > HNotes ¥

First Name:

@  Bueno Mafin || ast ame 100 1001 2021112223 Manager Motes

@  Dumes Marie: umber 1005 1005 Director Mates
Extension

O dJones Stan 1008 1008 2405557712 Motes
Mobile:

@  walni Paolo | Tie 1005 1003 Motes

@  wwoming Madol Departmert lood 1004 240555TTTT Motes
MNotes

Figure 75 Contacts Pane — Perform Regular Search

To search in a specific directory:
1) Select the directory.
2) Make sure that the Quick Search box is unchecked.

3) Inthe Search text box, enter the text for which you want to search. You can enter
partial information, such as part of a name or phone number, but you must enter at
least two characters.
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For example, if you do not remember whether Mary’s last name is spelled “Shelley” or
“Shelly”, you can enter “Shell”, and either name is returned.

4) To restrict the search to contacts that start with the entered string, check the Begins
with box. Otherwise, the search results also include contacts that contain the entered
string.

5) From the drop-down list, select the column by which you want to search. You can
select a specific column or all columns.

6) Click the Search button

The text you entered is matched against the selected column (or all columns) of every
entry of the selected directory. Search results are displayed in the tab where the
search was performed.

CONTACTS
0l SEARCH &F FavoRiEs x| g evrerrRise x || g enreremse. x || & >|F

ma Biegins with ~|a | [ twick Search | x
St Last Hame ~ First Hame * Humber =  Exte... Mobile ~ Title ~ Departme... Hot...

at...
O Bueno htario +12025551001 1001 2021112223 Manager Accournting (Lo Motes
O Dumas hiarie +12025551005 1005 Directar Finance (Load] Motes

Whyoming haioline +12025851008 1008 Motes

Figure 76 Contacts Pane — Search Results
Duplicate search results in BroadWorks directories are not displayed; the first match
for a given contact is displayed.
Duplicate search results in other directories being displayed.

The search returns either all the contacts (in the selected directory) that contain the
entered keyword or all the contacts that start with the entered keyword.

In the first case (Begins with not checked), entering “Ann” returns all contacts with the
name “Ann”, but it also returns all contacts with names such as “Anne”, “Marianne”,
“Marie Ann”, “Ann Marie”, and so on.

In the second case (Begins with checked), entering “Ann” returns all contacts with
names such as “Ann”, Anne”, and Ann Marie”, but not “Marianne” or “Mary Ann”.

7) To clear the search results, click Reset .

To search in all directories:
1) Click the Search tab.

Zl, SEARCH &' FAWORITES X é“ GROUP  x 5-3 GROUP COM... x || (& PERSONAL x | 5 QUELUES x

Begins with (o x

Status Name Directory

Figure 77 Perform Search Using Search Tab

2) Inthe Search text box, enter the text for which you want to search. You can enter
partial information, such as part of a name or phone number, but you must enter at
least two characters.
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For example, if you do not remember whether Mary’s last name is spelled “Shelley” or
“Shelly”, you can enter “Shell”, and either name is returned.

3) Torestrict the search to contacts that start with the entered string, check the Begins
with box. Otherwise, the search results also include contacts that contain the entered
string.

4) Click the Search button

The text you enter is matched against all columns in all directories (except for the
Notes column). Search results are displayed in the Search tab.

Duplicate search results in BroadWorks directories are not displayed; the first match
for a given contact is displayed. Duplicate search results in other directories are
displayed.

CONTACTS

® £F FavoRTES x || & GROUP x || &% GROUPCOM. x || (& PERSOMAL x | ifi SPEEDDIAL 1|,

ma | Begins with a X

Status Name Directory
Mario Bueno GROUP
Marie Dumas GROUP
Paclo Maldini GROUP

0000

Macaline Yyoming GROUP
Nary-2Ann PERSOMNAL

Figure 78 Contacts Pane — Search Results in Search Tab

5) When you click a contact, the entry expands displaying contact details. The
information depends on the directory for which the contact was selected.

NOTE: Contact entries displayed in the Search tab follow the same rules as if that entry was
accessed in its own directory. This allows you to perform any operations directly from the search
results.

9.3.3 Create Directory from Search Results

When you perform a search in a directory, you can create a new directory from the search
results, using the Pullout button. The button is enabled when a search is performed on a

single field.

NOTE: The Pullout button is not available in the Search directory.

To create a directory from search results:
1) Select the directory where you want to perform the search.

2) Perform a quick search or enter the search criteria.

3) When the results are displayed, click the Pullout button , which becomes
active. A new tab is created containing the results of the search.
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NOTE: Contact entries displayed in a search results tab follow the same rules as if that entry
was accessed in its own directory. This allows you to perform operations directly from the
search results.

9.3.4 Perform Search on Search Results

If you perform a search in a specific directory, the search is always performed on the
entire directory even if only search results are displayed. To search in search results, you
first need to create a new directory from the search results.

To perform a search on search results:
1) After you perform the original search, create a directory from the search results.

2) Perform a new search in the new directory.

NOTE: Searching within the search results cannot be performed on the same column that the
original search was performed.

9.4 Order Directory Entries

Receptionist allows you to order directory entries is ascending or descending order. The
columns by which the directory can be ordered have the sort icon displayed % next to their
name. The following table lists the directories and the columns by which they can be

ordered.
Directory Sort Columns Default Sort
Column
Enterprise/Grou First Name, Last Name, Department Last Name
p
Favorites First Name, Last Name, Number, Mobile, Extension, Last Name
Notes, Department, Status, IM, Title
Group/Enterpris Name, Number Name
e Common
Personal Name, Number Name
Speed Dial Code, Description, Number Code
Queues Name, Number, Extension, Department Name
Custom First Name, Last Name, Department Last Name
Outlook Last Name, First Name, Number, Mobile, Home Last Name
Phone
Instant Message Name, IM ID, IM Name
Monitored First Name, Last Name, Number, Mobile, Extension, Last Name
Contacts Notes, Department, Status, IM, Title

Note that you cannot order the contacts in the Search directory.

The sorting order for the Status column is as follows (from highest to lowest): Private, On
a Call, Ringing, Away, In a Meeting, Call Forwarding Always, Do Not Disturb, and
Available. For information on the different states, see section 15.1 Monitored User States.
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The sorting order for the IM column is as follows (from highest to lowest): Busy, Away,
Available, Offline, Pending Subscription, Not subscribed. For information on the different
states, see section 15.3 Unified Instant Messaging and Presence States.

To order a directory:
1) Click the header of the column by which you want to order the directory.

2) To reverse the order, click the same column header again.

CONTACTS

0L SEARCH || £ FANORTES x @ & cROUPCOM. x || (& PERSOMAL x ‘TIT”T

Begins with ‘ (e ‘ Quick Search | x
Stat.. LastName *  First lame ¥ Number Exten... Mobile Title Department ¥ Hotes
@) Balkwin Cheryl +12025551009 1003 On va...
Q) basicas Auto Attenclant +12025551036 1036 Hotes
@ Bueno Maria +12025551001 1001 2021112223 blotes
‘ Dumzs Marie +12025551005 1005 Manager Motes
() Graves Lena +12025551022 1022 Motes
() Hatine Call Center +12025551000 1000 Notes
@ ones Shirly +12025551002 1002 Motes
@ Malini Paalo +12025551003 1003 Motes
@ Rodriguez Melocy +12025551030 1030 Motes
) Smith Stan +12025551004 1004 2021234367 Motes.
() Sparks Bryan +12025551014 1014 blotes
() standard8d  Auto Attendant Hotes
O Technical Sup... Call Center Motes
() Woice Portal  Woice Messag _ +12025551021 1021 Motes
) Wyoming Madoling +12025551008 1008 2405557777 Motes

Figure 79 Sort Directory

The contacts in the selected directory are reordered based on the selected column. The
sort order is saved on sign-out and preserved between sessions.

9.5 Make Notes about Contact (Enterprise Edition)

Receptionist Enterprise allows you to make notes about the contacts in your
Group/Enterprise, Favorites, or Monitored Contacts directory.
To make a note about a contact:

1) Inthe Group/Enterprise, Favorites, Custom, or Monitored Contacts directory, click the
Notes link. The Notes for <Contact Name> dialog box appears.

Cheryl Baldwin

On vacation from Octokber 101013,

Figure 80 Notes for Cheryl Baldwin Dialog Box
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2) Enter the desired text or view or modify the existing text in the Notes text box.
3) To save your changes and close the dialog box, click OK.

To close the dialog box without saving, click Cancel.

CONTACTS

L SEARCH || ZF FAVORITES x E 8§ croUPCOM.. x|| (& personaL x o[ |F
Blegins with v | [ Quick Search | X

Stat... LastName ©  FirstName ¥ HNumber Exten.. Mobile Title: Department ¥ Notes

O Balchrvin Cheryl +12025551008 1008 Onva

© basicAs Auto Aterdart +12025551036 1036 Notes

0 Bueno Mario +12025551001 1001 2021112223 hlotes:

e Dumeas Marie +12025551005 1005 Manager Motes

Figure 81 Group Directory — Contact Notes

9.6 Manage Personal Contacts

You can add or remove personal contacts via the web portal or in Receptionist, and the
updates appear in both places. However, the updates that you make via the web portal
appear in Receptionist at the next sign-in.

CONTACTS

G sEARcH || &F FavoriEs x || & GRoUP x || &% GROUP COM.. x =
Beginz with | a | ] qvick Search | %@ 2
Hame * Number *
Antoing - mohile 9334495495
dr. Frank 4539506334
Jim 2025467897
Mary-Ann 30334156

Figure 82 Personal Tab

You can perform the following operations on personal contacts:
m  Add Personal Contact
m  Delete Personal Contact
You cannot modify a personal contact entry in Receptionist. To modify information for a
personal contact, delete the entry and add it again.
9.6.1 Add Personal Contact

To add a personal contact:

f
1) Inthe Personal tab, click Edit L= |. The Edit Personal Contacts dialog box appears.
2) Click Add. A new line is added below the existing entries, allowing you to define a
new entry.
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Edit Personal Contacts

Modify your personal contacts

Name

Antoine - mohile
dr. Frank

Jim

Mar-Ann
Grandpa

Mumber

9354495495
4538506334
2025467597
3031314156
3031 738411]

4+ Add

Figure 83 Edit Personal Contacts Dialog Box — Add Entry

3) Inthe Name text box, enter the contact's name or description, as you want it to

appear.

4) Inthe Number text box, enter the phone number of the contact.

5) To save the changes, click anywhere in the dialog box outside the entry.

9.6.2 Delete Personal Contact
To delete a speed dial entry:

1) Inthe Personal tab, click Edit

v

2) Select the entry to delete and click Delete.

Medify your personal contacts

Name Number

Antoine - mohile Y354455455
dr. Frank 4539506334
Grandpa 3031739411
Him 2025467897
Mary-Ann 3031314156

[+ 2 RS

Figure 84 Edit Personal Contacts Dialog Box — Delete Entry
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9.7 Manage Speed Dial Entries

This directory is available in all editions of Receptionist. It allows you to manage and use
your Speed Dial 8 and Speed Dial 100 entries. To use this feature, you need to have
Speed Dial 8 and/or Speed Dial 100 service assigned. If you only have one of these
services, you see the entries for that service only in your Speed Dial tab.

CONTACTS
FAVORITES x || & GROUP x || &% GROUPCOM.. x || (& PERSONAL x _H

Begins with - a | [ cwick Search |x&@ 2

Code ~ Phone Humber ~ Description
2 2023111434 Daycare

A 9051232432 Chris mobile

4 3204567677 Galf Club

5 2405678564 Garage

B 3035674565 Drad

Figure 85 Speed Dial Tab

You can add or remove entries via the web portal or the Receptionist client, and the
updates appear in both places. However, the updates that you make via the web portal
appear only at the next sign-in to Receptionist.

To update speed dial entries using the client, perform the following operations:
m  Add Speed Dial Entry

m  Modify Speed Dial Entry

m Delete Speed Dial Entry

9.7.1 Add Speed Dial Entry
To add a speed dial entry:

1) Inthe Speed Dial tab, click Edit .= 1. The Edit Speed Dials dialog box appears.
2) Click Add. A new line is added below the existing entries, allowing you to define a
new entry.
Edit Speed Dials
Modify your speed dial lists:
Code Phone Number Dezcription
2 2023111434 Daycare
3 9051232432 Chris mohile
4 3204667677 Golf Club
5 2405678564 Garage
B 3035674565 Dad
5405535557 My dertist]
4 add

Figure 86 Edit Speed Dials Dialog Box — Add Entry

3) From the Code drop-down list on the left, select a speed dial code.

4) In the Phone Number text box, enter the phone number to assign to the code.
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5) In the Description text box, enter a description that allows you to identify the entry.

6) To save the entry, click anywhere in the dialog box outside the entry.

9.7.2 Modify Speed Dial Entry
To modify a speed dial entry:
1) Inthe Speed Dial tab, click the Edit f button. The Edit Speed Dials dialog box
appears.
2) Double-click the entry to modify. The entry becomes modifiable.
Wodify your =peed dial lizts:
Code Phone Number Description
2 2023111434 Daycare
3 9051232432 Chriz - mobile
4 320456TBTT Golf Club
a 24056784564 Garage
B 035674565 Dad
Figure 87 Edit Speed Dials Dialog Box — Modify Entry
3) Modify information as required.
4) To save the changes, click anywhere in the dialog box outside the entry.
9.7.3 Delete Speed Dial Entry
To delete a speed dial entry:
1) Inthe Speed Dial tab, click Edit "'/;:’ . The Edit Speed Dials dialog box appears.
2) Select the entry to delete and click Delete.

Modify your speed dial lists:

Code Phone Number Dezcription

2 2023111434 Dayeare

3 051232432 Chris - mohile
4 3204567677 Galf Club

a 2405678564 Garage

G 3035674565 Crad

7 5406595557 My dentist

G %

Figure 88 Edit Speed Dials Dialog Box — Delete Entry
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10 Monitor Contacts

Receptionist allows you to monitor the call state of selected contacts. All editions of
Receptionist allow you to monitor contacts configured through the web portal. This is
referred to as static monitoring. In addition, Receptionist Enterprise allows you to monitor
selected contacts dynamically.

The following table summarizes the monitoring capabilities of the different editions of
Receptionist:

Edition

Enterprise

Small Business

Office

Description

This is the static monitoring of up to 200 contacts and the dynamic
monitoring of a configurable number of contacts enterprise-wide.

The maximum number of contacts you can dynamically monitor is
configured by your administrator and it cannot exceed 100.

This is the static monitoring of up to 30 contacts enterprise-wide.

This is the static monitoring of up to 8 contacts group-wide.

You use the Favorites tab to view the phone state of statically monitored contacts and the
Group/Enterprise tab to view the phone state of dynamically monitored contacts.

NOTE: If a call is parked against the contact that you are monitoring, the information about the

parked call also appears.

The following sections describe information and procedures related to monitoring contacts:

Static Monitoring

Dynamic Monitoring (Enterprise Edition)

Request Dynamic Monitoring

Monitored User’s Calendar (Enterprise and Small Business Editions)

Contact States

10.1 Static Monitoring

To statically monitor contacts, the list of contacts to monitor must be configured on your
web portal. The selected contacts appear in your Favorites directory. However, the
updates that you make to the list of contacts to monitor appear in Receptionist at the next
sign-in.

CONTACTS

a
Ol

SEARCH o FevoRmes x| g ewtererise || g ewreremse. x| & .|F

“CH

Begins with v|a | [ Guick Search | x

. Last Hame ~ First Hame = Humber ~  Exte... Mobile ~ Title ~ Departme... Hot...
Bueno Mfario +12025551001 1001 021112225 Manzosr Accounting (Lo Motes
Dumas Marie +12025551005 1005 Directar Finance (Load] Motes

Iefailclini Paclo +12025551003 1803 hotes

Figure 89 Favorites Directory with Monitored Contacts
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10.2 Dynamic Monitoring (Enterprise Edition)

Dynamic Monitoring allows you to view the call state of selected contacts in your
Group/Enterprise directory. You must request that a contact be monitored. Depending on
the client customization, you may or may not be able to manually stop monitoring a
contact. When the number of monitored contacts reaches the maximum limit, the system
will either ask your permission to stop monitoring the oldest one (fourth) of the currently
monitored contacts or will ask you to unselect one or more contacts yourself. The state of
a contact that is not monitored is shown as Unknown.
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Figure 90 Group Directory with Monitored Contacts

NOTE: If a contact in your Enterprise/Group directory is statically monitored, then their phone
state is displayed without the need to explicitly request dynamic monitoring.

10.3 Request Dynamic Monitoring

The set of contacts that you dynamically monitor is stored as part of your context
information and automatically retrieved and activated on subsequent sign-ins.

To monitor a contact:
In the Group/Enterprise directory, click the Status icon of the contact to monitor.

NOTE: You cannot monitor the state of virtual users. Only regular users can be monitored.
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CONTACTS
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Figure 91 Group Directory — Request Contact Monitoring

This requests state notifications from BroadWorks for this contact; the contact’s state is
updated in real time.
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Figure 92 Group Directory — Monitored Contact

When the number of monitored contacts reaches the maximum limit, one of the following
messages appears depending on your client configuration.

The maximum number of dynamic menitoring contacts has
been reached. Please un-moniter one or more contacts to
continue.

Figure 93 Dynamic Unmonitoring Dialog Box
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0 The maximum number of dynamic menitoring contacts has
been reached. This action will un-monitor 2 of the oldest
menitered contacts. Would you like to continue?

. Ves . g .

Figure 94 Dynamic Monitoring Dialog Box

If your system allows you to unselect monitored contacts, unselect the contacts you no
longer want to monitor and select new contacts for monitoring.

If your system does not allow you to unselect monitored contacts, click Yes to allow the
system to stop monitoring the oldest one fourth of the currently monitored contacts and
start monitoring the contact you requested. Click No to cancel the request.

10.4 Monitored User’s Calendar (Enterprise and Small Business Editions)

When you expand the entry for a monitored contact, the entry displays calendar details for
the contact, with information downloaded from the Microsoft Exchange server, if the
Calendar Presence Integration feature is enabled.

CONTACTS
2 Favores || g ewiereRisE || ENTERPRISE. || &5 GROUPCOM.. || (& PEF’—.
1811 Begins with . X
Status n Name Directory
O g William ROBINSON ENTERPRISE

Mumber : +814504611811  Exension: 1811
Mokile : 1458537632 Departmert . Engineering
hotes

Calendar: 4 05072013 »

4 DEE ] e T T[T [ [T (6] &

Figure 95 Contacts Pane — Monitored User's Calendar Details

The calendar is divided into one-hour blocks. Those blocks can be displayed in red (when
the user is busy), green (when the user is free), or partly in red and partly in green (when
the user is busy only during part of the one hour block). When you move the mouse over
a partially busy time block, the ToolTip shows the meeting’s start and end time (for
example, 9:00 AM to 9:30 AM).

By default, the calendar displays the time between 8:00 AM and 6:00 PM for the current

day. You can change the date and the time displayed on the calendar, by using the Back
4 and Forward P buttons. Clicking the button shifts the displayed time period by one

day/hour. The calendar details are displayed in the time zone of your local machine.

10.5 Contact States

The state of a contact is represented by an icon located to the left of the contact's name.
This state integrates the state of the contact’s line, the contact's Microsoft Exchange
calendar presence, and the state of services such as Call Forwarding Always, Do Not
Disturb, and Privacy. The following table lists the possible contact states.

Icon State in DND CFA Privacy Exchange Call State
Receptionist Calendar State
5 Private N/A N/A On N/A N/A
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Icon State in DND CFA Privacy Exchange Call State

Receptionist Calendar State

(-] On a Call N/A N/A  Off N/A Active call

O Ringing N/A N/A Off N/A Ringing call, no

active calls

O Away N/A N/A Off Out of Office No active calls

e In a Meeting N/A N/A Off Busy No active calls

[T Call Forwarding N/A On Off Free or Tentative No active calls
Always

e Do Not Disturb On Off Off Free or Tentative No active calls

Q Available Off Off Off Free or Tentative No active calls

" - ) Unknown N/A N/A N/A N/A N/A

NOTE: When a contact enables Privacy, this terminates monitoring of the contact’s state for the
current login session. To be able to monitor their state again, you must sign out and then sign in
after the contact has disabled Privacy.
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11 Manage Call History

You can organize call logs and delete selected call logs or all call logs from Call History.

11.1 View Call History

Receptionist allows you to view your passed calls. By default, the calls are grouped into
placed, received, and missed calls.

NOTE: The format in which date and time are displayed in the Call History dialog box depends
on the date and time settings selected on the Settings — General configuration page. For details,
see section 13.1.4 Date Format and 13.1.5 Time Format.

To view your call history:

1) Inthe Call Console, click the Call History button . The Call History dialog box
appears displaying your past calls. The calls are grouped into placed, received, and
missed calls. By default, missed calls are displayed.

Call History
Showy |Received Callz | . |
Mizzed Calls
Mame Feceived Callz Time
Cheryl Baldwin Placed (.:E.l_lg eoro=10-31, 123413
Paulo aldini 1003 2013-10-31, 1233058
Eliaz Rivera Q07E955521 2013-10-31, 12:30:44
Brian Russel SB04072323  2013-10-31 122754
Pam Aguilar F201234570 2013-10-31, 122641
Cheryl Baldwin 1003 2013-10-31, 12:22:40
Cheryl Baldwin 1003 2013-10-31, 1221:33
Cheryl Baldwin 1003 2013-10-31, 11:36:112
Cheryl Baldwin 1003 2013-10-31, 11:35:15

Figure 96 Call History Dialog Box

2) To show calls in a specific group, select that group from the Show drop-down list.

11.2 Delete Call History
You can delete a selected call log or all call logs from Call History.

To delete call logs from Call History:

1) Inthe Call Console, click the Call History button . The Call History dialog box
appears.

2) To delete all call logs, click Delete All ey
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3) From the Show drop-down list, select a grouping.

4) To delete a selected log, click Delete Call Log for that log.
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12 Manage Queued Calls (Enterprise Edition)

Receptionist allows you to manage calls in selected call centers (up to five) and monitor
calls in real time. You manage queued calls using the Queued Calls pane. This
functionality is only available if you have the Receptionist — Enterprise license assigned
and either you are assigned to a call center (as a supervisor or agent) or you have the
BroadWorks Supervisor license assigned.

QUEUED CALLS i

Premium_CC 5143403030 iﬁ' 0410 (0F10) 3
TestCC 5143403023 ’ﬂ} 210 210)
=] Priority 0 {2}
A\ ¢c3007 group3 (5143403007) 01:17 [01:17]
Priarity 0, Position 1 ETR |
sttt |

. ©c3001 group3 (5143403001) 00410 (0010]

Figure 97 Queued Calls Pane

This section describes the following procedures you perform to manage queued calls:
m  Select Call Centers to Manage

m  Modify Number of Calls to Display

m  Retrieve Call from Queue

m  Transfer Call to Ad Hoc Number

m  Transfer Call Between Queues

m  Transfer Call to Top of Queue (Premium Call Center)

m  Promote Call in Queue (Premium Call Center)

m  Group Calls

m  Order Queued Calls

12.1 Select Call Centers to Manage
After you sign in to Receptionist, select the call centers you want to manage (up to five).

To select call centers:

1) Inthe Queued Calls pane, click Options and select the Edit Queue Favorite
Dialog option.

QUEUED CALLS
Hotline 2025551000

(=] Priority 0 (2)

1 .Major Accounts (202555103  Eit Gueue Favorite Dislog

Figure 98 Queued Calls — Options — Edit Queue Favorite Dialog
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The Edit Queue Favorites dialog box appears.

Edit Queue Favorites

Select a list of favorite call centers to be menitored
Wenitor Queus Name TotalCals ~ Priorty 0 Priority 1 Priority 2 Priocity 3
v Hotline 10 2 4 2 2
v Technical Support 10
2/ 2 Queue selected (Maximum 5)

Figure 99 Edit Queue Favorites Dialog Box

2) Select the check boxes for the call centers you want to monitor.
3) Click Save.

The selected call centers appear in your Queued Calls pane.

12.2 Modify Number of Calls to Display

For each Standard call center that you are monitoring, you can modify the maximum
number of calls to be displayed. For each Premium call center, you can modify the
maximum number of calls that can be displayed in each priority bucket. The total number
of calls to display for a call center cannot exceed 50.

1) Inthe Queued Calls pane, click Options and select the Edit Queue Favorite
Dialog option. The Edit Queue Favorites dialog box appears.

2) For each Standard call center you are monitoring, set the total number of calls to
display.

3) For each Premium call center you are monitoring, set the number of calls to display in
each priority bucket. The total number of calls in all priority bucket cannot exceed 50.

12.3 View Queued Calls

To view calls in a queue:
Click the Expand button D for that queue.

12.4 Retrieve Call from Queue
You can retrieve a call from a queue to your phone device.

To retrieve a call from the queue:

In the Queued Calls pane, click the call to expand it and click Retrieve for that

call.
Once you retrieve the call, the call appears in the Call Console, and you treat it as any
other call.
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12.5 Transfer Call to Ad Hoc Number
To transfer a call to an ad hoc number:

1) Inthe Queued Calls pane, select the call.

2) Inthe Dialer, enter the destination number and click Transfer .

CALL CONSOLE | 4

0 20z8551008) l"‘i @

Figure 100 Ad Hoc Queue Transfer
The call is transferred and removed from the queue.

12.6 Transfer Call Between Queues
To transfer a call to another queue:
1) Inthe Queued Calls pane, select the call.

2) Inthe Contacts pane, expand the Queues tab.

3) Click the target queue and click Transfer | 4l for that queue.

The call is transferred and removed from the original queue.

12.7 Change Position of Call in Queue

To change the position of a call in the queue:

1) Inthe Queued Calls pane, click the call and click Reorder .

| REORDER | RETREVE

Send to Front
2
3
Send to Back

Figure 101 Reorder Queued Call

2) Inthe drop-down box that appears, select the new position in the queue.

The call is placed at the new position.

NOTE: The list can contain a maximum of 24 reorder positions that you can choose from to
reorder a call in the queue, in addition to the Send to Back and Sent to Front options.
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12.8 Transfer Call to Top of Queue (Premium Call Center)

If your administrator has configured the call center with the Transfer to Top feature, follow
this procedure to transfer the call to the top of the queue.

You can only transfer a call to the top of the highest priority bucket (bucket with priority
“0”). There need to be at least two calls in the target queue.

1) Inthe Queued Calls pane, click the target call to expand it.

REORDER ,
2) Click Reorder b and select Send to Front from the list that appears.

[pzo RDER | lRF!'RE‘u’E .

Send to Front
2

Figure 102 Transfer Call to Top of Queue

12.9 Promote Call in Queue (Premium Call Center)

In Premium call centers, a priority is attached to an incoming call based on the DNIS
number on which the call is received. You can manually promote calls from a lower
priority bucket to a higher priority bucket. A promoted call ends up as the last call in the
higher priority bucket with a wait time of zero seconds.

To promote a call, that is, to change its priority:

In the Queued Calls pane, select the call to promote and click Promote .

The queued call is promoted to the end of the next highest priority bucket.

12.10 Group Calls
You can group queued calls by their priority bucket.

To group or ungroup queued calls:

1) In the Queued Calls pane, click Options : , select Group, and then select or
deselect Group by priority. This action applies to all monitored call centers.

QUEUED CALLS

Hotline 203 ¥ Grc[%:' by pricrity

=] Priority O (2)

~ .Major Accounts (202555103 Edit Queue Favorite Dislog — 57)

o 1

_ .Major Accounts (2025551037) 01:14:17 [44:17]

.

Figure 103 Queued Calls — Options — Group

2) To ungroup calls, unselect the Group by priority option.
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12.11 Order Queued Calls

Queued calls can be ordered according to their total waiting time or according to their
waiting time in the current priority bucket.

To order queued calls:

1) In the Queued Calls pane, click Options : .

2) Select Sort and then the ordering option you want. This operation applies to all
monitored call centers.

QUEUED CALLS Vi Ny
Hotline 2025551000 GFroup v X
Longest wait Sort 3
5| Priority v  Longest wait in p[ﬁrity

T .Major Accounts (202555103 Eciit Gueue Favorite Dislog  24]

_ .Major Accounts (2025551037) 011604 [46:04]

Figure 104 Queued Calls — Options — Sort

NOTE: The ordering does not work when calls are grouped. If required, first ungroup the calls.
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13 Configure Receptionist

You use the Settings link at the top right-hand corner of the main page to access the
Settings page where you can configure various aspects of the Receptionist application.

NOTE: Do not use the internet browser’s Back button to return to the main interface.

This section describes the Settings pages that you use to configure Receptionist:

Settings — General
Settings — Application
Settings — Services
Settings — Plug-ins
Settings — Messaging
Settings — About

NOTE: Depending on your system configuration, some settings may not be available.

13.1 Settings - General

You use the General tab to configure miscellaneous settings that improve the usability of
Receptionist.

BROADWORKS + Back To Applicalion Help Sign Out

Receptionist Presence: ® Wario Bueno

_ Application Services Plug-ins Messaging

General

Account Change Password
Language Fancs o
¥ Synchronize languacge with service profile
Screen Pop CE——
Auto pop incoming calls
Date Format EMMDDAY T () DOMMITY
Time Format (@ AWM ()24 Hour
Workspace
Alyways save workspace on signout
Drag and Drop Transfer the call automatically when its dropped an & contact

Figure 105 Settings — General

The following subsections describe the settings that can be configured on this page.
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13.1.1 Account
You use this area to change your BroadWorks password.

Receptionist shares login credentials with BroadWorks. So when you change your
password here, remember to use this new password when accessing your web portal.

NOTE: The password you enter must meet password requirements set on BroadWorks.

To change your password:

1) Click the Change Password link. The section expands, allowing you to change your
password.

Change Password . . .

Old Passward
Mewy Passward

Caonfirm Pazsword

Figure 106 Account — Change Password

2) Enter your current and new password and click Change Password.
Note that the Reset button does not reset your password. It only clears the input
boxes.
13.1.2 Language
The Language settings allow you to select the language of the user interface.

m  The drop-down list identifies the languages available in your edition of Receptionist.
To change the language, select a new language from the list.

m  Synchronize language to my profile — \When this option is checked, Receptionist
synchronizes the language with your BroadWorks profile and ignores the language
selection on this page.

13.1.3 Screen Pop

You use the Screen Pop settings to configure the URL that may be launched on incoming
calls.

m  Enter URL — This text box allows you to enter the URL address of the web page that
Receptionist opens using the default browser when you click the Web Pop URL
button in the Call Notification pop-up window.

m  Auto pop for Incoming Calls — When this option is checked, Receptionist launches the
Web Pop URL without your being required to click the Web Pop URL button in the
Call Notification pop-up window for each incoming call.

BroadSoft Professional Services is available to design web applications that can interface
with different databases.
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The URL can point to any URL address, but typically points to a web application that
parses optional call parameters and passes them to a Customer Relationship
Management (CRM) application or other database. For example:

http://www.mysite.com/webapp.php?remoteNumber= REMOTE PHONE &sp= S
ERVICE PROVIDER

This URL passes the incoming calling number and the service provider ID to the web
application at www.mysite.com. The web application formats the data for the applicable
database and launches the web page on your PC.

There are a number of optional parameters that the client can pass to the browser. The
following list summarizes these parameters:

USER __: The user's BroadWorks ID (Note that in this case, the “user” is the

BroadWorks subscriber.)

__SERVICE_PROVIDER__: The name of the BroadWorks service provider to

__FIRST__: The first name of the user

__LAST__: The last name of the user

__EMAIL__: The e-mail address of the user

GROUP__: The name of the BroadWorks group to which the user belongs

which the user belongs

__PHONE__: The phone number of the user

__REMOTE_PHONE__: The phone number of the remote party

__ REMOTE_NAME__: The name of the remote party (when available)

_ CALL_TYPE__: “Incoming” or “Outgoing”

__DNIS_NAME__: The name of the DNIS on which the call was received
__DNIS_PHONE__: The phone number of the DNIS on which the call was

received

— REDIRECTED NAME 1, REDIRECTED NAME 2 ,andsoon: The
name of a party to whom the call was redirected prior to being delivered to you,
from the most recent to the least recent

REDIRECTED_PHONE_1__, _REDIRECTED_PHONE_2__, and so on:

The phone number of a party to whom the call was redirected prior to being
delivered to you, from the most recent to the least recent

REDIRECTED_USERID_1__, REDIRECTED _USERID_2__, and so on:

The user ID of a party to whom the call was redirected prior to being delivered to
you, from the most recent to the least recent

NOTE: The maximum number of redirections that can be displayed on a Web Pop URL page is
configured by your administrator.
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13.1.4 Date Format

This setting allows you to select the format to use for displaying the date in the calendar
details for a contact and in the Call History dialog box. The possible options are:

. MM/DD/YYYY
m  DD/MM/YYYY

13.1.5 Time Format

This setting allows you to select the format to use for displaying the time in chat windows
and in the calendar details for a contact and in the Call History dialog box. The possible

options are:
= AM/PM
m 24 hours

13.1.6 Workspace

Receptionist allows you to customize elements of your workspace, such as the size and
placement of the main window on the desktop. The system remembers the setup
between sessions.

The following elements can be customized:

m  The size and position of the web browser window in which the main interface is
displayed

m  The size of the panes (Call Console, Contacts, and Queued Calls)

NOTE 1: This functionality does not work in Internet Explorer, due to a technical limitation of
Internet Explorer.

NOTE 2: When a window is vertically resized, the panes do not always resize to fill the window.
To resize a window, drag the window from the bottom right-hand corner or collapse and then
expand the panes after resizing to adjust them to the window.

Buttons:
m  Save Workspace — This button, when clicked, saves the current workspace.

m  Load Workspace — This button, when clicked, arranges your workspace according to
the last saved configuration.

m  Restore Workspace — This button, when clicked, restores the workspace to the
system default configuration.

m  Always save workspace on signout —\When you sign out from the client, Receptionist
asks you whether you want to save your current workspace. To save your workspace
automatically when signing out without being asked, check the Always save
workspace on signout box.

To customize your workspace:

1) Arrange the windows the way you like.

2) Click the Save Workspace button to save the current configuration. To restore the
system default, click Restore Workspace.
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3) Atany time to return to the last saved configuration, click the Load Workspace
button.

13.1.7 Drag and Drop

You use the Drag and Drop area to specify whether a call should be automatically
transferred when dropped on a contact.

m  Transfer the call automatically when it’'s dropped on a contact — This setting allows
you to enable or disable automatic call transfer when you drag and drop. When this
box is checked, the call is automatically transferred to the contact’'s phone number
when the call is dropped on the contact.

13.2 Settings — Application

You use the Application tab to configure your availability to take calls as well as the
policies used to process calls.

Application

Queue Memberships Queue Number Wrap-Up Policy
¥ Hotline 2025551000
¥ Technical Support 2025551010

Operator Policies

Manage your Application prefersnces 2 categories

Figure 107 Settings — Application

The settings can be configured on this page and are described in the following
subsections.

13.2.1 Queue Membership

These settings allow you to select which queues you want to join.

To join queues:
1) To join a specific queue, select the check box on the line for the queue.

2) Tojoin all queues, select the check box in the column header.

NOTE: If you are not allowed to join/leave a queue, the line for the queue is dimmed and you
can only view your join status in the queue. To change your join status in a queue if you are not
allowed to do it yourself, contact your administrator.

For queues on this page, you can select columns to appear and you can sort and group
queues by any column.
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13.2.2 Operator Policies

The Operator Policies setting allows you to select your post sign-in state in your queues.

Post Sign-In ACD State — This drop-down list allows you to select your availability to
receive calls from queues upon signing in to Receptionist.

13.3 Settings — Services

You use the Services tab to configure various services assigned to you by your
administrator on BroadWorks, which are applicable to Receptionist. These settings are
only available if you have been assigned such services. For more information, see your

administrator.

The services are grouped into two categories: Active and Inactive.

Services

] Default

ESer\'ice Settings

Autematically forward your incoming callz to a specified phone number

Manage your service settings

User Services
(=] Inactive

e Do Mot Disturk
Blocks all calls and sends them to voicermail
Call Forwarding Ahways

gy P
Foreeards all calls to a destination

Active

Ring Splash

. [T o e |
Ta:

2 Services

Figure 108 Settings — Services

The services that you can configure (if you have been assigned the services) are:

m Do Not Disturb — When you activate this service, you are not available to take calls,
and all your calls are automatically sent to your voice mail.

m Call Forwarding Always — When you activate this service, you need to provide the
phone number to which your calls are forwarded. When the service is active, all your
calls are forwarded to the specified number.

To activate a service:

1) Select the service and check the Active box. The service is moved from the /Inactive
to Active category.

2) If you enabled the Call Forwarding Always service, in the Forward To text box that
appears, enter the phone number to which your calls are forwarded.

3) To generate a ring splash for incoming calls, check the Ring Splash option.

4) To save your changes, click Save.
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13.4 Settings — Plug-ins

You use the Plug-ins tab to configure the plug-in software used by Receptionist to provide
functionality such as call notification, LDAP and Outlook directories, program shortcuts,
and call logs (called desktop integration features).

General IAppIication I Services H Messaging I About

FIETRTS | Disable All Plug-ns

Notification

when auto answer is off

Microsoft® Outlook®

Default Contact Folder

LDAPv3

gel=e]

(cn="_SEARCH_TEXT__*)
Attribute Mapping
cn cn
sn sn
displayMame  displayMName
telephoneNumbe telephoneMumbe
mobile mobile

homePhone homePhone

Figure 109 Settings — Plug-ins (Top of Page)

13.4.1 Plug-ins

You use the Plug-ins area to specify whether desktop integration features of Receptionist
should be enabled or disabled.

m  Disable All Plug-ins — This setting allows you to enable or disable all desktop
integration features. When this option is checked, the JNLP file required to run the
desktop integration features will not be downloaded and the desktop integration
features will not work.
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13.4.2 Notification

These options control when and how incoming call notification “pop-up toasts” are
displayed. The options you can set are as follows:

m  Focus window for incoming calls — When this option is checked and the browser
window running Receptionist is minimized, Receptionist automatically restores the
window on incoming calls.

This does not work in Firefox. In Internet Explorer, there must be only one tab open in
the web browser running Receptionist.

m  Show notifications for calls — When this option is checked, Receptionist displays the
Call Notification pop-up window on top of other applications’ windows when you
receive a call. When you check this box, you need to select an option from the drop-
down list to specify the condition under which notifications are displayed.

This does not work if there are other tabs open in the same web browser window as
Receptionist. In addition, if calls come within eight seconds of each other, the Call
Notification pop-up window only appears for the first call of that series.

13.4.3 Microsoft Outlook

The Microsoft Outlook options control Outlook integration with Receptionist. They are only
visible if Outlook integration is enabled in Receptionist.

The options you can set are as follows:

m  Enable/Disable Outlook Integration — This determines whether Receptionist integrates
with Outlook to provide you with access to your Outlook contacts. If Outlook
integration is disabled, the corresponding desktop plug-in software components are
not downloaded from BroadWorks.

m  Retrieve contacts from — This option allows you to specify where to look for your
Outlook contacts.

m  Use Outlook contacts as preferred CLID lookup — When this option is checked,
Receptionist uses Outlook to try to identify a caller, when the caller ID is unknown.

NOTE: The Outlook Integration feature provides the following functionality: CLID lookup, saving
vCards, and accessing and searching Outlook contacts. Make sure that Outlook is running
before Receptionist is launched; otherwise, these functions might not work.

13.4.4 LDAP v3

LDAP settings allow you integrate an LDAP directory with Receptionist. These options are
only visible if LDAP integration is enabled in Receptionist. If you do not know the
appropriate settings, contact your system administrator.

Make sure you have correctly imported a valid certificate in the Java Keystore (JKS) with
the keytool.

To import a certificate:
1) Click Start and then select Run...

2) Type “cmd” and click OK.

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

1)
2)
3)

Click Start and select Run...
Type “cmd” and click OK.

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

The LDAP directory options are as follows:

Enable/Disable LDAP Integration — This determines whether Receptionist provides
LDAP directory lookup services. Clicking the Enable LDAP Integration button
enables the controls for LDAP settings.

LDAP Hostname — This is the network address of the LDAP server.

LDAP Port — This is the port number for the LDAP server. This is compulsory and can
be obtained from your system administrator.

Search Base — The text box determines the location in the LDAP server tree that
Receptionist looks in when executing a search. The check box, when checked,
searches all sub-trees within the search base until the specifications are found.

Encrypt Connection — This option determines whether Receptionist uses encryption
when connecting to the LDAP server. Note that if encryption is enabled, you may
have to use of a different port.

("en=__Search_ _Text") — This option specifies an additional search filter to apply to
all directory searches. For example, to include the search criteria in the filter you must
include (cn="_ SEARCH_TEXT__*). Alternatively, in another example,
“(telephoneNumber=")" restricts search results to users who have a telephone
number assigned.

Attribute Mapping — This table controls the way that Receptionist maps attributes
returned from the directory server to columns displayed in the list of search results.

In each row of the table, enter an LDAP attribute in the Remote Attribute column.
Enter a corresponding local attribute in the Local Attribute column. Typical Remote

Attribute values are “cn”, “sn”, “telephoneNumber”, “mobile”, “homePhone”, and “mail”.

Authentication Required — When this box is checked, Receptionist must provide a
user name and password to the directory server to conduct searches.

DN — This is the user name Receptionist uses when connecting to the LDAP server
when Authentication Required is checked.

Password — This is the password that corresponds to the authentication DN.

13.4.5 Program Shortcuts

You use the Program Shortcuts settings to create Receptionist shortcuts on your desktop
for convenient access to Receptionist.

The program shortcuts plug-in allows for the creation of a desktop shortcut on a Windows
platform, which when clicked, launches Receptionist in your default web browser.

m  Add Shortcut — This button, when clicked, creates a Receptionist shortcut on your
desktop.

m  Remove Shortcut — This button, when clicked, removes the previously created
Receptionist shortcut. If you did not create a shortcut using the Add Shortcut button,
the Remove Shortcut button has no effect.
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13.4.6 Activity Archive

This Call Event Log plug-in software provides the ability to store call event statistics locally
on your computer.

Enable/Disable Call Event Log Integration — This double-action button allows you to
enable or disable log archival on your computer.

Rotate Log — This parameter allows you to specify the frequency with which the log is
rotated. You select the frequency from the drop-down list.

Open Log Location — This link, when clicked, goes to the location on your computer
where the log is stored.

The log is saved at the desired interval as a comma-separated value (CSV) file in the
following path:

<Drive>:\Documents and Settings\<Windows Username>\Application
Data\BroadSoft\BW Receptionist\profiles\<BW UserID>\statistics

where:

— Driveis the drive letter where your profile is stored (typically C).

—  Windows_Username is your Windows user name.
—  BW _UserlID is your BroadWorks user ID.

The following events are captured based on activity that occurs on the Receptionist client.

Statistic
BroadWorks User ID

Call Center ID

Availability

ACD State

Call ID

Call State

Personality

Remote Name
Remote Number

Last Redirected Name

Description
BroadWorks user ID

Call Center ID for
inbound queued calls
only

Operator’s joined state

Operator's ACD state.
Typically, operators
should always be
Available. This value
cannot be changed in
Receptionist.

ID of the call

State of the call

The personality of the
call. Itindicates
whether the user
originated this call or
whether the call was
placed to the user.

External caller name
External caller number

Last redirected name

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE
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Allowed Values
String

String, null

Joined, Not Joined,
null

Sign-On, Available,
Unavailable, Wrap-Up,
Sign-Out, null

String, null

Idle, Incoming,
Outgoing, Active,
Held, Remote Held,
Detached, Released,
null

Integer (0, 1, 2)

0 = BroadWorks
Originator

1 = Originator
2 = Terminator

String or null
String or null

String or null

Example Value
jsmith@abc.net
ABCSales

Joined

null

192.168.1.5:1

Incoming

null
5555551234

Jane Doe
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Statistic Description Allowed Values Example Value

Last Redirected Last redirected String or null null

Number number

Time Date stamp of record Long date/time format 2008-04-03
12:08:17.859

NOTE: Each row in the archive file records a single event change and as such, columns such
as Availability, ACD State, and Call State may contain null values since an alternate column
value caused the event change. For example, Incoming is stored in Call State while Availability
(and other columns) store null.

13.5 Settings — Messaging

The Messaging tab allows you to configure various messaging options for Receptionist.
Currently, e-mail messaging and instant messaging are supported.

Messaging
Messaging Use |CUstom SMTP server | for emails
Dizplay Mame :
Reply-to Address ©
Defaut Subject
SMTP Host
SMTP Part
tail Type : |tesdiplain ~
Mzl Template :
Outgoing SMTP Server Requires Authentication
Username :
Password
Instant Messagi ng & Open incoming instant messages in minimized windows
Presence

Figure 110 Settings — Messaging

13.5.1 Messaging
These options allow you to specify the mail client to use for sending e-mail messages.
From the drop-down list, select the mail client to use for e-mails.

If you selected the custom SMTP server option, you also need to configure the following
options:

m  Display Name — This is the name that is displayed in the From field.

Reply-to Address — This is the address where reply messages can be sent.

Default Subject — This is the subject that appears when you generate an e-mail
message in Receptionist.
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SMTP Host — This is the IP address of the SMTP host.
SMTP Port — This is the port of the SMTP host.
Mail Template — This is the mail template to use.

Outgoing SMTP Server Requires Authentication —\When this option is set,
authentication is required to send e-mails.

Username — This is the name you must enter to authenticate yourself.
m  Password — This is the password part of your authentication credentials.

13.5.2 Instant Messaging and Presence

Check the Open incoming instant messages in minimized windows check box if you want
the chat windows that appear when you receive an instant message to be displayed in
minimized format.

13.6 Settings — About
Use the About tab to view the information about Receptionist.

L =19 ® g Offline
General Application Services Plug-inz Mez=zaging
About

Version @ ..
~7 Receptionist
Broadorks® I-Tzecspticnizt-r"I R20.0.31
System

Profile !

Disclaimer WWarning: Thiz computer program is protected by the copyright law and internatienal
treaties. Unautherized reproduction or distribution of this program, or any portion of it,
may result in severe civil and criminal penalties, and wil be prosecuted to the maximum
extent possible under the IE!'.-.'.Ccpgright3 2014 BroadSof®. Al Rightz Rezerved.
BroadWorks® and BroadWorks® RecepticniatT"' are trademarks BroadSoft® Inc.

Diagnostics Run Cliert Diagnostics

About the application 4 categorics

Figure 111 Settings — About Page
The following information is provided on this page:

Version — This is the software version of the BroadWorks Receptionist client.
Profile — This is the Receptionist client profile used.
Disclaimer — This is the Receptionist copyright Information.

Diagnostics — This allows you to access the Diagnostic Tool, available in some
versions of Receptionist. For more information, see Appendix B: Diagnostic Tool.
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14 Configure Web Browser

14.1 Internet Explorer Settings for Full Screen Mode

For the supported versions of Internet Explorer, see the Third-Party Software
Dependencies for Hosted Thin Clients matrix available from BroadSoft Xchange at
xchange.broasoft.com. If you have trouble with the Xchange link, copy and paste it into a
web browser.

Internet Explorer must be configured as follows to enable the Full Screen link in
Receptionist. Otherwise, the link has no effect; Receptionist is not displayed in full-screen
mode when the Full Screen link is clicked and no error message is displayed to the user.

1)  On the Internet Explorer Menu bar, select the Tools menu and then click Internet
Options.

2) Inthe Internet Options dialog box, click the Security tab and then click the Custom
level... button.

Security Settings - Internet Zone [ﬁ

Settings

() Disable ~
©) Enable (not secure)
@ Prompt (recommended)
|¢| Download unsigned ActiveX controls
@ Disable {recommended)
©) Enable (not secure)
) Prompt
|#| Initialize and script ActiveX controls not marked as safe for so
() Disable (recommendsd)
@) Enable (not secure)
@ Prompt

|#| Only allow approved domains to use ActiveX without prompt
) Disable
@ Enable

|#| Run ActiveX controls and plug-ins

1 Adminictr ator snmeoo, A
4 L I

*Takes effect after you restart Internet Explorer

Reset custom settings

Resetto:  [wedium-high (default) v| | Reset.. |

[ OK ] [ Cancel ]

Figure 112 Security Settings — Internet Zone Dialog Box

3) Inthe Security Settings — Internet Zone dialog box, scroll down to Initialize and script
ActiveX controls not marked as safe for scripting setting in the ActiveX controls and
plug-ins section.

4) Select Enable or Prompt.

5) Restart Internet Explorer.
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14.2 Certificate for Desktop Integration Features

A certificate required to run Receptionist desktop integration features must be added to the
browser-specific certificate store location on your machine. For the list of the desktop

integration features, see section 13.4 Settings — Plug-ins.

The following table displays the list of browsers and their respective certificate trust store

location.
Browser Windows
Chrome Windows Certificate Store
Internet Explorer Windows Certificate Store
Safari Not Applicable
Firefox Firefox Certificate Store

Mac OS

System Keychain
Not Applicable
System Keychain

Firefox Certificate Store

The following subsections provide instructions for allowing the certificate to be added to
your device in the different environments.

14.2.1 Microsoft Windows Certificate Store

If the certificate is not yet imported to the certificate store, the following dialog box appears.

L

You are about to install a certificate from a certification authority
(CA) claiming to represent:

127.0.01

Windows cannot validate that the certificate is actually from
"127.0.0.1". You should confirm its origin by contacting
"127.0.0.1". The following number will assist you in this process:

Thumbprint (shal): 1BD63D48 ED8DE4CZ 415408E1 545F5E48
E942FB74

Warning:

If you install this root certificate, Windows will automatically trust
any certificate issued by this CA. Installing a certificate with an
unconfirmed thumbprint is a security risk. If you click "Yes" you
acknowledge this risk.

Do you want to install this certificate?

Yes No

Figure 113

Microsoft Windows — Security Warning

1) Click Yes to install the certificate.

If you are denied access to the certificate trust store to import the certificate, the

follo

wing dialog box appears.
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% User Account Control I

changes to this computer?

H Program name:  Windows Command Processor
Verified publisher: Microsoft Windows

ou want to allow the following program to make

V Show details Yes ] [

Change when these notifications appear

Figure 114 Microsoft Windows — User Account Control

2) Click Yes to install the certificate.

14.2.2 Apple System Keychain

If the certificate is not previously imported to the Apple System Keychain, the certificate is

automatically installed with the name “127.0.0.1”.

Once the certificate is successfully added, do the following to accept the certificate:

1) Inthe Dock, open Finder.
2) Select Applications and then Ultilities.

3) Inthe list of utilities, double-click Keychain Access. The Keychain Access window

4) In the Keychain Access window, double-click the certificate. The Certificate window

appears.
appears.
Name
i DigiCert SHA2 Secure Server CA
El com.apple.systemdefault
] com.apple kerberos kdc
ket BroadSoft J&S Built-in Certificate Authority
» [£] 49583727-EETB-4580-A2F7-36BABDO2FAT
E] 127001
‘f4 "corp.broadsoft.com
eoe 127,001
| 127.0.0.9
[ =
Self-signed root certificate
- Expires: Wednesday, 27 December 2084 at 12:08:34 PM India Standard
Time
This certificate has pot basn warifind by a third narty
v Trust Use System Defaults
When using this certificate: L IR T g 7
Never Trust
Aways Trust B
Mail (S/MIME) Always Trust ﬁ
Extensible Authentication (EAP) | Always Trust E
Security (IPsec) = Always Trust | <]
Always Trust E
Always Trust E
Kerbaros Server Always Trust H
Always Trust B
Always Trust B

Kind

certificate
certificate
certificate
certificate
certificate
certificate
certificate

Figure 115 Mac OS - Certificate Window

5) Inthe Trust section, select Always Trust for When using this certificate.
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14.2.3 Firefox Certificate Store

Mozilla Firefox has its own certificate store. If the certificate is not yet imported to the
Firefox certificate store and if the browser is open during the current session, the following
dialog box appears.

BWReceptionist X

,6, Firefox needs to be relaunched to apply the changes. Press OK to
= continue!

OK Cancel

Figure 116 Receptionist — Relaunching Firefox

m  Click OK to import the certificate to Firefox.

NOTE: Receptionist only verifies the last profile to see if the desktop plug-in certificate already
exists. If you have multiple profiles in Firefox and plug-ins do not work, create a new profile or
delete the certificate from the latest profile by navigating to Tools — Options — Advanced —
View Certificate — Authorities — BroadSoft (127.0.0.1). This will import the certificate to all the
profiles present.
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14.3 Security Settings for Desktop Integration Features

As you sign to Receptionist, a JNLP file is downloaded, and you are asked to click the link
shown in the browser. Due to security restrictions, the application may not run. If this
occurs, perform the steps specified in the following subsections.

NOTE: You should run Java JRE 1.6 or higher.

14.3.1 In MAC OS X

In MAC OS X, due to security-related restrictions, the JNLP may not execute even if you
click on it. If this occurs, perform the following steps:

1) Open System Preferences and select Security and Privacy. The Security & Privacy
window appears, displaying the General tab.

800 Security & Privacy
[«l> ][ showai | aQ

FileVault Firewall Privacy |

A login password has been set for this user | Change Password... |

|_| Require password = immediately after sleep or screen saver begins
|_|Show a message when the screen is locked Set Lock Message...

|_| Disable automatic login

Allow applications downloaded from:

( ' Mac App Store
( 'Mac App Store and identified developers
(=) Anywhere

1
i 4 Click the lock to prevent further changes. Advanced... (?)

Figure 117 Mac OS X - Security & Privacy

2) Unlock the panel with the lock icon.

3) Inthe Allow applications downloaded from section, select Anywhere.

14.3.2 In Internet Explorer

If you are running Internet Explorer, you must perform the following steps to run JNLP.

NOTE: You must run Receptionist over HTTPS with Internet Explorer.
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1) From the Internet Explorer Menu bar, select Tools and then Internet Options. The

Internet Options window appears.
Internet Options Iilél

| General | Security |Privacy I Content I Connections I Programs I Advancedl

Select a zone to view or change security settings.

@ & v 0O

Internet Localintranet  Trusted sites  Restricted
sites

e
This zone contains websites that you s
trust not to damage your computer ar

your files,
You have websites in this zone,

Security level for this zone

Custom

Custom settings.
-To change the settings, dick Custom level.
-To use the recommended settings, dick Default level.

["|Enable Protected Mode {requires restarting Internet Explorer)

[ Custom level... ” Default level ]

’ Reset all zones to default level ]

[ Ok H Cancel l Apply

Figure 118 Internet Explorer — Internet Options — Security

2) Click the Security tab.

3) Click Trusted sites and then click Sites. The Trusted sites window appears.

F Bk
Trusted sites M

e ————— —

You can add and remove websites from this zone. All websites in
LY this zone will use the zone's security settings.

Add this website to the zone:

Add
I
Websites:
https:ff10.99.15.73 Remove

[ Require server verification (https:) for all sites in this zone

h—— A
Figure 119 Internet Explorer — Trusted Sites
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4) Inthe Add this website to the zone text box, enter the Receptionist client URL and
click Add. The URL appears in the Websites box.

5) Click Close.

6) In the Internet Options window, click Custom level. The Security Settings — Trusted
Sites Zone window appears.

Settings

securitySeings - Tnsted St Zons O

L]

|| Miscellaneous
|| Access data sources across domains

() Disable

® B

) Prompt

@ Disable
C) Enable

@ Disable
7) Enable
Allow META REFRESH
7)) Disable
@ Enable

i@ Nicshla

‘|

I

|| Allow dragging of content between domains into separate wi

|| Allow scripting of Microsoft web browser control

|| Allow dragging of content between domains into the same wi W

*Takes effect after you restart your computer

Reset custom settings

Reset to:

| Megium (default)

[ Reset... ]

Ok

Cancel

Figure 120 Internet Explorer — Security Settings — Trusted Sites Zone

7) Scroll down to Miscellaneous settings section and select Enable for the Access data
sources across domains.

8) Click Yes in the Warning! window that appears.
9) Click OK and then click OK in the Internet Options window.
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15 Appendix A: Glossary and Definitions

15.1 Monitored User States

The following table lists the possible states for monitored users.

DND

N/A

N/A

N/A

N/A

N/A

N/A

On

Off

Icon State in

Receptionist

E Private

(-] On a Call

() Ringing

- Away

(o) In a Meeting

(T Call Forwarding
Always

(=] Do Not Disturb

@ Available

CFA

N/A

N/A

N/A

N/A

N/A

On

Off

Off

Privacy Exchange Call State
Calendar State

On N/A N/A

Off N/A Active call

Off N/A Ringing call,

no active calls

Off Out of Office No active calls

Off Busy No active calls

Off Free or No active calls
Tentative

Off Free or No active calls
Tentative

Off Free or No active calls
Tentative

NOTE: When a user enables Privacy, this terminates monitoring of the user’s state for the
current login session. To be able to monitor their state again, you must sign out and then sign in

after the user has disabled Privacy.

15.2 Call States

Call states are the available states for your current calls. They are as follows:

Call State

Ringing In
(Local)

Ringing In
(Remote)

Ringing In
(Recalled
Call

Ringing Out

Active

On Hold

On Hold
(Remote

P
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Display
Name

Incoming
Local

Incoming

Call Recalled

Outgoing

Active

Held

Remote Held

Icon

=/ (=] (v {+] [+] [[+]| [¢]

Description

This represents a Click-To-Dial call ringing on
your phone.

The call is coming in and ringing on your phone.

The call was parked or camped and is being
recalled because its timer has expired.

The call is outgoing, ringing out. This is
equivalent to a phone ringing on the called party’s
nhone

The call is an active call.

The call is on hold.

The call is held by the remote party.
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Call State Display
Name

Active (In Active

Conference)

Held (In Held

Conference)

Icon Description

The call is in a conference and active.

The call is in a conference and on hold.

15.3 Unified Instant Messaging and Presence States

IM&P states indicate you or your contacts’ availability to communicate using an IM&P
client. The possible states are as follows:

IM&P State Icon

Subscribed States

Available | ‘
Busy ﬂ
Away E |

Offline

Unsubscribed States

Description

The contact is online, available on one or more devices, and
not busy on any device.

The contact is online, but currently busy on one or more
devices. Do not disturb.

The contact is connected but away from one or more devices
and not busy on any device.

The contact if offline on all devices.

If you are offline, you do not receive any presence updates or
instant messages. In addition, your Instant Message directory
is empty and the presence state of your contacts in other
directories is set to “Offline”.

Pending > You sent a subscription request to the contact, but it has not
Subscription —T-'J yet been accepted. Clicking the icon resends the request.
Not The contact has an IM&P service but you are not subscribed to
subscribed monitor their state and the contact is not listed in the Instant
Message directory. Clicking this icon sends a subscription
request to the contact.
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16 Appendix B: Diagnostic Tool

The Diagnostic Tool provides client-side performance measurements for the Receptionist
client to help troubleshoot client application performance problems. It should only be used
when performance problems occur and with the assistance of a support person.

NOTE: The Diagnostic Tool is available in Release 20.0.31 or later and only if enabled by the
service provider.

16.1 Launch Diagnostic Tool

To start the Diagnostic Tool, go to the Settings — About page and click the Run Client
Diagnostics link.

= = L g Cffline
General Application Services Plug-ing Mes=saging
About

Version @ ..
~7. Receptionist
BroadWorks® RecspticniatT"' R20.0.31
System

Profile !

Disclaimer VWarning: Thiz computer program iz protected by the copyright law and international
treaties. Unauthorized reproduction or diztribution of thiz program, or any portion of it,
may result in severe civil and criminal penaltiez, and will be prozecuted to the maximum
extent possible under the Ia'.‘.'.lin:;:gright3 2014 Broad3o®®. Al Rightz Reserved.
Broadiorks® and BroadWorks® RECEPtiCI‘IiEtTI'I are trademarks BroadSof® nc.

Diagnostics Run Cliert Diagnostics

About the application 4 categories

Figure 121 Settings — About (Launching Diagnostic Tool)

16.2 Diagnostic Tool GUI

The Diagnostic Tool runs in a separate browser window. lts user interface consists of six
tabs: Session, Long Polling, Calls, Service, Monitoring, and Support. Each tab is
described in a separate subsection.

16.2.1 Session Tab

The Session tab displays session information stored for the user on BroadWorks. It
provides information about the logged user, connection, and subscriptions.

m  The user information includes your name, user ID, phone number, extension, and the
list of services assigned to you.
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m  The connection information includes the session ID for the current session, the
channel ID for the OCI-C channel, and the address of the Xtended Services Platform
on which the client is running.

m  The subscription table shows all active subscriptions for the logged in user and is
updated in real-time.

Receptionist
Diagnostics
_ Long Polling Callz Service Menitoring Support
-
User Name: Tony Remo Humber:
User ID: tonyrome@cowboys.com Ext:

Licenses: Call Forwarding Always, Do Mot Disturk, Qutlook Integration, Remote Office Voice Mes=aging User, Custemer Originated Trace, Speed Dial 100,External
Calling Line ID Del Internal Calling Line ID Deli v, Call Waiting, Ba=ic Call Logs,Call Trans fer, BroadWorl ent,N-Way Call,BroadWorks
Receptionist - Office, Call Center - Premium, Call Center Menttering, Call Recerding, Third-Party IMP, Client Licenzse 4
Session/Channel Set ID: Td3T10e7-01c3 b8514d8cET0 =
Channel 1D: - b-a921c3485acd
XSP Address:
Subscriptions: 8
Subscription 1D Event Pkg Target ID Expires Request Timesta Response Times Initial Event Time Shared Subscrip b
©345{4p9-591c-4765-2877-1241e0abBaec  Call Forwarding £ salomar@umbrel 3600 15:33:10:024 15:33:10:664 15:33:10:663
fe172¢dc-4128-4436-2058-fedad5d86e90  Call Center Agen ihunnigan@umbr 3600 15:33:09:974 15:33:10:322 15:33:10:303
d8fbal0f-e24d-471d-9232-090d8e97bSd4  Voice Mail Mess: jmuller@umbrel 3600 15:33:03:890 15:33.05:646 15:33:05:100
0b26e3e3-a8cd-4271-b300-51903cdd%bal Do Not Disturb  adawong@umbre 3600 15:33:09:976 15:33:10:317 15:33:10:369
f1h95e2-376a-403b-8bc0-T 117 c0fSc3ca Call Forwarding  billycoen@umbre 3600 15:33:09:967 15:33:10:224 15:33:10:285
7380dd0a-1248-4992-29¢5-a350c235b731  Basic Call agraham@umbre 3600 15:33:09:975 15:33:10:320 15:33:10:299
ff609862a-abed-473b-ab26-af55b5132635  Call Center Agen jmuller@umbrell; 3600 15:33:09:983  15:33:10:387 15:33:10:383
6fd8alT a-cce2-47b4-8d13-812{cB5cHT Call Center Agen adawong@umbre 3600 15:33:09:954 15:33:10:140 15:33:10:215

Figure 122 Diagnostic Tool — Session Tab

16.2.2 Long Polling Tab

The Long Polling tab shows, in real-time, statistics on long polls performed by the client.
The Polls table lists long polls and includes the request timestamp, response timestamp,
status, and poll time of each long poll.

By default, the number of long polls retained in the Polls table is 10.

To change the number of displayed long polls, click the drop-down arrow in the Polls
combo box, and select a new number from the drop-down list.

The Data column of the Polls table indicates whether the long poll contains data or not. If
the icon in the Data column is a green icon, then the corresponding long poll contains data
and clicking on the row for the long poll displays detailed data in the Poll Details table at
the bottom of the page.

The Poll Details table displays the feature data that is contained in the update, and the
event type and event ID that triggered the data update.

To clear the tab and start fresh captures of the long polls, click the Clear button.
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BRC Email Support Close

- - 5
Receptionist ey
Diagnostics
Session Long Poliing Calls Service Monitoring Support

Polls : .!D i m
Poll Request Timestamp Response Timestamp Status Poll Time (mssc) Data

63 14:43:16:348 14:43:31:900 com.google.gwit user.client.rpe. InvocationException: 15552 (_}

64 14:43:32:150 14:43:47:347 com google.gwi.user.client rpc. InvocationException: 15197 -

65 14:43:47:597 14:44.02.792 com .google.gvt user.client.rpe. InvocationException: 15195 (_}

66 14:44:03:043 14:44:20:401 com.google.gwiuser.clientrpe. InvocationException 17358 (-

67 14:44:20:651 144435826 ccom.google.gwt user.client.rpc. InvocationException: 15175 O

68 14:44:36:077 14:44:56:078 com google.gwi.user.client rpc. InvocationException: 20001 -

69 14:44:56:329 14:45:11:597 com .google.gwi user_client.rpe. InvocationException: 15268 (_/ g
70 14:45:11:847 14:4531:173 com.google.gwi.user.clientrpc. InvocationException: 19326 )

7 14:45:31:423 14:45:48:259 200 16836 O

72 14:45:48:522 14:46:04:425 com.google.gvi.user.client.rpc. InvocationException: 15803 -

Poll Details:

Poll Feature Data Event Event ID
4 T headerBar DoNotDisturbEventimpl dfgda732-be1d-d04e-8454-1d71305d58ch
isDndOn=true isCFAOn=false is\VoiceMailPresent=false isBusysfalse isCallParked=false callParkedUser= callParkedUserPrivacyActive=falise . asyncCallBackResponseData callBackld=

Figure 123 Diagnostic Tool — Long Polling Tab

16.2.3 Calls Tab

The Calls tab shows call statistics for calls placed through the Dialer. For each call, the
following information is displayed: the called destination, the call ID of the outbound call,
the time the number was dialed, the time the client received the incoming alerting call
update, the client answer time (if the call was answered from the client), and the time the
client received the outgoing call update.

Email Support Close

Receptionist Tony Romo

Diagnostics
Session Long Polling Service Monitoring Support
I When you place a call from the Dialer, the statistics for the call are displayed in this tab I

Outbound Call Client Time Details
Destination Call D Dial Time Client Alerting - Incoming Client Answer Client Alerting - Oulgoing
1007 callhalf-32545:0 15:37.57:993

Figure 124 Diagnostic Tool — Calls Tab
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16.2.4 Service Tab

The Service tab measures the time for enabling/disabling the DND service from the client.
It is only shown if you have the DND service assigned.

For each service action, the tool displays the command that was invoked (DND On or
DND Off), the time the command was invoked from the client, the time the command
response was received by the client, and the time difference in milliseconds between the
request time and the response time.

EROADWORKS Email Supp "

Receptionist

Diagnostics

Session Long Polling Calls E Monitoring Support

When you enable or disable the "Do Not Disturb® service from the client, the stastics are displayed in this tab.

Service Action Client Time Details
Command Request Time Response Time Latency {ms)

DND On 15:37:11:689 15:37:13:237 1548

Figure 125 Diagnostic Tool — Service Tab

16.2.5 Monitoring Tab

The Monitoring tab displays statistics on dynamically monitored contacts. The Target
column displays the user ID of the contacts being monitored.

The Monitoring tab is only available in Receptionist — Enterprise and if dynamic monitoring
is enabled.

BRC OR! Email Support Clo

Receptionist Tony Romo

Diagnostics

Session Long Polling Calls Service : Support

‘When you monitor users frem the main application, the stafistics about monitored contacts are displayed in this tab.

s w

Target Moniter Requested Monitor Started Latency (msec)
aashford@umbrellacorporation.com 15:40:56:332 15:41:00:167 3835

Figure 126 Diagnostic Tool — Monitoring Tab
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16.2.6 Support Tab

The Support tab is a textual representation of all data contained in the other tabs. The text
in this tab should be copied and pasted into the body of the e-mail that you send to the
technical support of your service provider.

The Email Support link in the upper right-hand corner of the Diagnostic Tool can be used
to open the default e-mail client on your machine. If the “To” address is not preconfigured
by the service provider, the support person should provide it to you.

BRC (S

Receptionist

Diagnostics

Sezzion Long Poliing Callz Service WMonitoring Support

Copy and paste text dizplayed below inte the email to 2end to =upport.

BroadWWorks Receptionist Diagnostic Report generated at Thu Sep 18 11:29:10 EDT 2014

. Session Information

=er Name: Tony Remo

U=ser Id: tonyromo@cowboys.com

lumber: 24035841059

Call Forwarding Always, Do Mot Disturt, Qutleck Integration, Remote Office WVeice Messaging User,Custemer Qriginated Trace,Speed Dial |
Pelivery, Call Waiting, Basic Call Logs, Call Transfer BroadWorks Agent,N-\Way Call, BroadWorks Receptionist - Office, Call Center - Premium, Call Cent|

Fession/Channel SetiD: 7d3710e7-01c3-4272-a364-6b8514d8cE10
=p Address: 10.28.20.123
Channel casl34bb-1cc8-25581-9aTb-a%21c2465acd

Fubscriptions: 2

Subscriptionid EventPkg Targetld Expires RequestTime ResponseTime InitialEventTime
d32cS4fe-cchb2-4382-b965-e5ddB870f65900 Call Waiting tonyromo@cowboys.com 14400  11:04:28:030  11:04:28:057 11:04:28:061
Tac2al28-1f0d-4dae-971d-b8018f915145 Standard Call tenyrome@cowboys.com 14400 11:04:28:026  11:04:28:055 11:04:28:081

P. Long Poll Information
| ong Pollz: 10

-
Palll BemneztTimeStamn resnanssaTimasstamn Statuz PallTimiea HazData LI

|4 m Izl
Figure 127 Diagnostic Tool — Support Tab

16.3 Known Issues

If you are using the Chrome browser to run Receptionist, and you click the Diagnostic Tool
Email Support link, an untitled tab may open in the Receptionist window, in addition to the
new message window of your default e-mail application.

The issue can occur if the Chrome browser attempts to process the request with a
different mail protocol than the one defined on your computer.

BROADWORKS HOSTED THIN RECEPTIONIST USER GUIDE 40-CA5607-00
©2017 BROADSOFT, INC. PAGE 133



BRADSOFT

Innovation calling.

17 Appendix C: Keyboard Shortcuts

When using keyboard shortcuts, make sure that the main interface window is in focus.

Key Equivalent Mouse Action Description

ESC Click the Close button | This closes the open dialog box.
in a dialog box.

ESC Cancel the changes. This exits the currently selected editable item,

such as a text box.

/ Click the Dialer text box. This places the cursor in the Dialer text box; it

retains the currently selected item (if applicable).
NOTE: In Internet Explorer 8, the “/” shortcut key
does not always work. Pressing the key clears
the default Enter Number text, but does not place
the cursor in the input box.

? Click the Search text box. This places the cursor in the Search text box; it

retains the currently selected item (if applicable).

ARROW Click the scroll bar or the This selects the next item in the Call Console or

DOWN next item in a list. Queued Calls pane.

ARROW UP Click the scroll bar or the This selects the previous item in the Call Console
previous item in a list. or Queued Calls pane.

PAGE DOWN Scroll down one page. This goes to the next page in the Call Console or

Queued Calls pane.
PAGE UP Scroll up one page. This goes to the previous page in the Call
Console or Queued Calls pane.

1...9 Select a call in the Call Pressing “1” selects the first call, pressing “2”
Console. selects the second call, and so on.

SPACEBAR Click Answer on the This answers the selected incoming call or if no
selected incoming call in call is selected, the incoming call that has been
the Call Console. waiting the longest. Pressing the SPACEBAR

again answers the next longest waiting incoming
call, which puts the previously answered call on
hold.

<PERIOD> Click End on a selected This ends the selected call.
call in the Call Console.

ENTER Click Dial. If the cursor in placed in the Dialer text box, the

entered digits are dialed.

ENTER Click Search. If the cursor is placed in the Search text box, a

search is performed.

+ Click Transfer in the This transfers the selected call to the ad hoc
Dialer. number entered in the Dialer.

SHIFT+1..9 Select a ringing call and Pressing SHIFT+1 selects and answers the first
click Answer. ringing call, pressing SHIFT+2 selects and

answers the second ringing call, and so on.

SHIFT+1..9 Select an active call and Pressing SHIFT+1 selects and then places the

click Hold.

first active call on hold. Pressing SHIFT+2 selects
and then answers the second active call, and so
on.
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Key Equivalent Mouse Action Description
SHIFT+1..9 Select a held call and click Pressing SHIFT+1 selects and retrieves the first
Retrieve. held call, pressing SHIFT+2 selects and retrieves

the second held call, and so on.

Sors Click on Settings link. This opens the Settings page if main window is in
focus.

Borb Click on Back to This goes back to the main page from the Settings
Application link. page.

Rorr Click the Call History This opens the Call History dialog box.
button.

Horh Click the Help link. This opens this guide in a PDF format.

SHIFT+L or Click the Sign Out link. This signs the user out of the application.

SHIFT+
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Index

About Receptionist, 124
Accepting IM&P subscription requests, 80
Action buttons, 58
Ad hoc numbers
Dialing, 66
Transferring queued calls to, 108
Adding
Conference participants, 73
IM&P contacts, 78
Personal contacts, 94
Speed dial numbers, 96
Users to chat sessions, 83
Additional resources, 22
Allowed actions, in call states, 47
Answering calls, 65
Apple System Keychain, 128
Application settings, configuring, 116
Auto answering calls, 65
Barging in on calls, 74
Blind transferring calls, 69
Busy Camp On, 71
Buttons, for actions on calls, 58
Call centers. See Queues
Call Console, 44, 45
Conference Call panel, 46
Current calls, 45
Dialer, 44
Header, 44
Call event log, configuring, 122
Call Forwarding Always, configuring, 118
Call history
Deleting, 104
Dialing from, 68
Managing, 104
Viewing, 104
Call management functionality
Enterprise edition, 26
Office edition, 31
Small Business edition, 28
Call states, 47, 133
Calls
Answering, 65
Barging in on, 74
Camping on busy contacts, 71
Current, 62
Dialing
Ad hoc numbers, 66
Contacts, 67
From history, 68
Dragging and dropping, 61
Ending, 68
History
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Deleting, 104
Managing, 104
Viewing, 104
Holding and resuming, 66
Incoming, 62
Managing, 61
Moving to top of queue, 110
Opening URL for, 63
Parking, 71
Picking up for another user, 65
Queued. See Queued calls
Recording, 74
Redialing numbers, 66
Reordering in queue, 108
Saving vCard for, 63
Security classification, 64
Speed dialing, 68
Transferring, 69
Blind, 69
To queue, 70
To voice mail, 70
With consultation, 69
With supervision, 69
Camping calls, 71
Certificate for plug-ins in browser, adding, 127
Changing
IM&P presence state, 38
Password, 39, 113
Security classification of calls, 64
Chatting
Managing sessions, 84
Starting multiuser sessions, 83
Starting one-on-one sessions, 82
Common directory, group/enterprise, 51
Conference Call panel, 46
Conferences
Ending, 74
Holding, 73
Leaving, 73
Managing, 72
Participants
Adding, 73
Ending, 74
Holding, 73
Resuming, 73
Resuming, 73
Three-Way, starting, 72
Configuring
Application settings, 116
Call eventlog, 122
Call Forwarding Always, 118
Call notification settings, 120
Date format, 115
Do Not Disturb, 118
Drag and drop operation, 116
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E-mail messaging, 123 Monitored user states, 133
General settings, 112 Deleting

IM&P messaging, 124 Calls from history, 104

Internet Explorer, 126 Personal contacts, 95
Language, 1 1 3 Speed dial numbers, 97

LDAP v3 settings, 120 Desktop integration features
Messaging, 123 Certificate, downloading, 127
Operator policies, 118 Enabling and disabling, 35, 119
Outlook settings, 120 Security settings, 130

Plug-ins, 119

Diagnostic Tool, 135

P hortcuts, 121
rogram shortcuts Dialer, Call Console, 44

Queue membership, 116

Receptionist client, 112 Dialing
Screen Pop URL, 113 Ad hoc numbers, 66
Time format, 115 Contacts, 67
Web browser, 126 From chat window, 83
Workspace settings, 115 From history, 68
Consultative transfer of calls, 69 Directories
Custom, 53

Contact directories. See also Directories . "
Enterprise edition, 25 Enterprise edition, 25

P Favorites, 50
Office edition, 31 ’ .
I o Group/Enterprise, 50

Small Business edition, 28
Group/Enterprise Common, 51
Contacts
. Instant Message, 54
Common group/enterprise, 51 i
Listing, 49
Custom, 53 Management bar, 49
Dialing, 67 9 :

Monitored Contacts, 52

Directories, 48 Office edition, 31

Enterprise, 50

Exchange calendar, viewing, 102 8;‘:@219532
Favorites, 50 Personal. 52
ﬁ;gl;:pbio Queues, 53
A . - Searching, 55, 88
ccgptlng subscription requests, 80 Showing or hiding, 87
éﬂdlqg, 78, Small Business edition, 28
atting with, 81 Speed Dial, 52
Editing, 79 L " .
Monitoring presence, 80 Disabling desktop integration features, 35, 119
Subscribing to, 77 Do Not Disturb, configuring, 118
Unsubscribing from, 79 Dragging and dropping calls
Making notes about, 93 Configuring, 116
Managing’ 86 Procedure, 61
Monitoring, 99 Dynamic monitoring, 100, 101
Dynamically, 52, 100 Editing
Statically, 50, 100 IM&P contacts, 79
gutl00|2554 Speed dial list, 97
ane, .
Personal, 52 E-mall

Configuring options for, 123
Sending to contacts, 76

Enabling, desktop integration features, 35, 119

Phone states of, 103
Searching, 55, 88
Sending e-mails to, 76

Speed dials, 52 Ending
Viewing information about, 87 Calls, 68 o
Contacts pane, 86 Conference participants, 74
' Conferences, 74
Controls, 57 Enterprise
Current calllls, Callll Console, 45 Common directory tab, 51
Custom directories, 53 Directory tab, 50
Date format, configuring, 115 Edition, 24
Definitions Call management functionality, 26
Call states, 133 Directories, 25
IM&P states, 134 User interface, 24
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Exchange calendar of contacts, 102
Exploring workspace, 41
Favorites directory tab, 50
Firefox Certificate Store, 129
General settings, configuring, 112
Getting
Help, 37
Started, 33
Global Message Area, 42
Group
Common directory tab, 51
Directory tab, 50
Group Call Park, 71
Grouping, queued calls, 110
Header, Call Console, 44
Help
Getting, 37
Link, 42
History of calls, 104
Deleting, 104
Dialing from, 68
Viewing, 104
Holding
Calls, 66
Conference participants, 73
Conferences, 73
IM&P, 77
Changing your presence state, 38
Configuring options for, 124
Contacts
Accepting subscription requests, 80
Adding, 78
Chatting with, 81
Editing, 79
Subscribing to, 77
Unsubscribing from, 79
Starting chat sessions, 82
States, 134
Viewing presence state of contacts, 80
Initial setup, 38
Instant Message directory tab, 54
Instant messaging and presence. See IM&P
JNLP file, desktop integration features, 35
Keyboard shortcuts, 140
Language, configuring, 113
Launching Receptionist
From web browser, 34
From web portal, 33
LDAP v3, configuring, 120
Leaving conference, 73
Listing directories, 49
Logo pane, 42
Global Message Area, 42
Settings, Help, and Sign Out links, 42
Signed-in user information, 42
Making notes about contacts, 93
Managing
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Call history, 104
Calls, 61
Chat sessions, 84
Conferences, 72
Contacts, 86
Personal contacts, 94
Queued calls, 106
Speed dial numbers, 96
Messaging
Chatting, 81
Configuring, 123
Sending e-mails, 76
Microsoft Windows Certificate, 127
Modifying
Number of calls to display, 107
Security classification of calls, 64
Speed dial numbers, 97
Monitoring contacts, 99
Dynamically, 52, 100
IM&P, 77
Phone states, 103
Statically, 50, 100
Multiuser chat, starting, 83
Notes, making about contacts, 93
Office edition, 30
Call management functionality, 31
Directories, 31
User interface, 30
Operator policies, configuring, 118
Ordering
Contact directories, 92
Queued calls, 111
Outlook
Configuring settings, 120
Directory tab, 54
Pane
Call Console, 44
Contacts, 48
Logo, 42
Queued Calls, 55
Parking calls, 71
Participants, conference
Adding, 73
Ending, 74
Holding, 73
Taking off hold, 73
Password, changing, 39, 113
Pausing call recording, 75
Personal contacts
Adding, 94
Deleting, 95
Managing, 94
Viewing, 52
Phone states of monitored contacts, 103
Picking up calls, 65
Plug-ins. See also Desktop integration features
Enabling and disabling, 119
Presence state of IM&P contacts
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Listing, 80, 134
Monitoring, 77
Viewing, 80
Program shortcuts, configuring, 121
Promoting calls in queue, 110
Queued calls
Grouping, 110
Managing, 106
Maximum allowed to display, 107
Pane, 55, 106
Promoting, 110
Reordering, 108, 110
Retrieving, 108
Sorting, 111
Transferring
Between queues, 108
To ad hoc number, 108
Viewing, 107
Queues. See also Queued calls
Directory tab, 53
Selecting to manage, 106
Transferring calls to, 70
Your membership in, configuring, 116
Receptionist
Configuring, 112
Editions, 23
Enterprise, 24
Introduction, 23
Office, 30
Small Business, 27
Starting, 33
Recording calls, 74
Pausing, 75
Resuming, 75
Starting, 75
Stopping, 75
Redialing numbers, 66
Reordering calls in queue, 108
Requesting contact monitoring, 101
Resources, 22
Resuming
Call recording, 75
Conference participants, 73
Held
Calls, 66
Conferences, 73
Retrieving calls from queue, 108
Screen Pop URL, configuring, 113
Search
Operations on contacts, 88, 89, 92
Results, 50, 55, 91
Security classification of calls, 64
Security settings, 130
Selecting queues to manage, 106
Sending e-mails to contacts, 76
Services, configuring, 118
Settings
About, 124
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Application, 116
Operator policies, 118
Queue membership, 116
General, 112
Account, 113
Date format, 115
Drag and drop operation, 116
Language, 113
Screen Pop URL, 113
Time format, 115
Workspace, 115
Link, 42
Messaging, 123
E-mail, 123
IM&P, 124
Plug-ins, 119
Call event log, 122
LDAP v3, 120
Notification, 120
Outlook, 120
Program shortcuts, 121
Services, 118
Call Forwarding Always, 118
Do Not Disturb, 118
Setup, initial, 38
Shortcuts, keyboard, 140
Showing or hiding directories, 87
Signed-in user information, 42
Signing in
From web browser, 34
Restrictions, 37
Signing out, 37, 42
Small Business edition, 27
Call management functionality, 28
Directories, 28
User interface, 27
Sorting queued calls, 111
Speed Dial directory, 52
Adding entries, 96
Calling from, 68
Deleting entries, 97
Editing entries, 97
Managing, 96
Starting
Call recording, 75
Chat sessions, 82
Multiuser chats, 83
Three-Way conferences, 72
States
Call, 133
IM&P, 134
Phone, of monitored user, 103, 133
Static monitoring, 100
Stopping call recording, 75
Subscribing to IM&P contacts, 77
Subscription requests, accepting from IM&P
contacts, 80
Supervised transfer of calls, 69

40-CA5607-00
PAGE 139



BR&ADSOFT

Innovation calling.

Three-Way conferences, starting, 72
Time format, configuring, 115
Transferring calls, 69
Between queues, 108
Blind, 69
From queue to ad hoc number, 108
To queue, 70
To top of queue, 110
To voice mail, 70
With consultation, 69
With supervision, 69
Unholding calls, 66
Unsubscribing from IM&P contacts, 79
URL, opening for a call, 63
User interface
Action buttons, 58
Call Console, 44, 45
Conference Call panel, 46
Contacts pane, 48
Controls, 57
Custom directories tabs, 53
Dialer, 44
Directories Management bar, 49
Enterprise edition, 24
Favorites tab, 50
Global Message Area, 42
Group/Enterprise Common tab, 51
Group/Enterprise tab, 50
Information about signed-in user, 42
Instant Message tab, 54
Logo pane, 42
Monitored Contacts tab, 52
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Office edition, 30
Outlook tab, 54
Personal tab, 52
Queued Calls pane, 55
Queues tab, 53
Search results tabs, 55
Search tab, 50
Small Business edition, 27
Speed Dial tab, 52
Users, managed phone states, 133
vCards, saving, 63
Viewing
Calls
Current, 62
History, 104
Queued, 107
Contacts
Calendar, 102
IM&P, presence state of, 77, 80
Information, 87
Monitored, phone state of, 99
Security classification of calls, 64
vCards, 63
Voice mail, transferring calls to, 70
Web browser
Configuring Internet Explorer, 126
Launching from Receptionist, 34
Web portal, launching Receptionist from, 33
Workspace
Configuring settings, 115
Exploring, 41
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