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Chapter 1

Introducing Vertical Wave
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About Vertical Wave

Vertical’s award-winning Wave phone system integrates your telephone and computer to make
your telephone a much more powerful tool, dramatically expanding the waysin which you can
place, receive, and manage your phone calls.

Accessing Wave

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

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

Using Wave ViewPoint

This manual describes how to use ViewPoint, Wave's easy-to-use Windows interface. With

ViewPoint you can point and click to play voice messages, place and receive calls, manage
multiple active calls, access contacts and users, and more.
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Using the Wave TAPI Service Provider and Contact Manager Assistant

If you make extensive use of contact management applications or customer relationship
management software such as Microsoft Outlook, GoldMine or GoldMine FrontOffice 2000, or
Interact Commerce Corporation’s Act!, you can install the Wave TAPI Service Provider and
place Wave callsto contacts from those applications. You do not need to have Wave ViewPoint
installed on your computer to use the TAPI Service Provider.

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

You can aso install the Wave Contact Manager Assistant (CMA) and receive screen-pops for
callsthat show the name, the Caller 1D, and the time of day of the call. You do not need to have
Wave ViewPoint installed on your computer to use the CMA.

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

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

Using your phone

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

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

Feature ViewPoint Phone CMA
Managing voice messages Yes Yes No
Placing, receiving, and handling calls Yes Yes Some
Managing participantsin conference calls Yes No No
Managing contacts Yes No Yes
Call announcing of contacts Yes Yes No
Screen-pops for incoming calls Yes n‘a Yes
Managing workgroups Yes No No
Viewing the Extensions list Yes No No
Viewing the Call Log Yes No No
Recording greetings Yes Yes No
Forwarding calls Yes Yes No
Changing the active greeting Yes Yes No

Getting technical support

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

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

Related reading

Thefollowing documents are included with Vertical Wave in Acrobat format, and can be found
on the Vertical Wave Documentation CD.

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

Manuals

*  Wave Phone User Guide Describes how to use digital phones, SIP phones, and anal og
phones with Wave.

Quick Reference Guides

*  Wave Analog Phone Quick Reference Guide. Provides instructions for using analog
telephones with Vertical Wave.

*  Wave Digital Phone Quick Reference Guide. Provides instructions for using Vertical
Edge digital telephones.

*  Wave SP Phone Quick Reference Guide. Provides instructions for using Vertical Wave
SIP telephones.

*  Wave Woice Mail Quick Reference Guide. Provides instructions for using Vertical Wave
voicemail features.

Accessing Help

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

ViewPoint provides acentral place to manage your calls, voicemail, contacts and Wave account
in an easy-to-use, graphical Windows interface. In ViewPoint you can quickly and easily drag
and drop to transfer or conference calls, point and click to hear voice messages or call people
back, and more.

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

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

Using ViewPoint remotely

If your office's network is set up so you can log on remotely viaa Virtual Private Network
(VPN) connection, you can use ViewPoint asif you were on the network at your office. Contact

your network administrator to seeif you have VPN support and how to start VPN from your
remote computer.

ViewPoint will not run without a network connection to your Wave Server. Be sureyou have an
active VPN connection to your office before launching ViewPoint.
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Logging on to ViewPoint

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

Note: Each ViewPoint program must belicensed. If you see a message stating that ViewPoint
isnot licensed, you cannot log on. See your Wave system administrator for help if such a

Message appears.

To log on to ViewPoint:

1

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

Yertical Wave YiewPoint Log Dn

User Mame: IMiri Anatolia

Password: I

[ Automatically log on as this user

oK I Cancel | Help | Options == |

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

Type your numeric password in the Password field. Use the same password that you use
to log on to Wave on the phone.

If you want to skip the process of logging on to the Wave ViewPoint in future sessions,
check Automatically log on as this user.

Note: If youcheck Automatically log on as this user, anyone at your computer can open
your ViewPoint program and listen to your voice messages, because ViewPoint will open
without requiring a password.

If you need to change login options, click Options >>. See the next section, “Using
ViewPoint with a different phone or server.”

Click oK. ViewPoint starts.
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Using ViewPoint with a different phone or server

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

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

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

The Wave ISM Server. ViewPoint connects to a specific Wave ISM server. If multiple
Wave ISMs are available on your network, you can change the one to which ViewPoint is
connected. You must also change server name if the network name of its computer has
changed.

To change ViewPoint login options:

1

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

Vertical Wave ViewPoint Log on

User name: Miri Anatolia
Password:

[ Automatically log on as this user
Uze thiz phone with YiewFaint
() Default Station 1D

(%) Station |D: A1
) Hone
Prezz “00 on your phone to hear your station [0
Server WAVESERVERT
QK ] [ Cancel ] [ Help ] [ << Options ]
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2. Under Use this phone with ViewPoint, specify the phone with which ViewPoint is
associated. This phone will ring whenever you use a ViewPoint command that requires
ringing your phone, for example, playing a voice message over the phone, using the
Place Call command, or making arecording. Specify the associated phone in one of the
following ways.

»  Touse ViewPoint with a Wave station, select one of the following options:

. Default Station ID. Select thisfield to automatically use your default station ID
as configured by your Wave administrator.

. Station ID. Select thisfield and enter the phone's station ID. To learn a Wave
phone’s station ID, pick up the phone and press *00.

e Touse ViewPoint without an associated phone, choose None. ViewPoint commands
that require a phone—for example, placing a call—will be unavailable.

3. Inserver, type the network name of aWave ISM on your network, or click .| to select
one.

4. Click OK.

Using ViewPoint with another station

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

*fou are logging on to station 5 {Miri Anatolia) but wour default station is 0.

(ol UsestationSas a zisitur‘

= Use station 5 to place and answer calls as vin Wiliams
I | Ecrward my calls b this station

™ Use my default station (station 0)
€~ 1am not near a Wave phone

Description:

This phane is configured For Miri Anataolia. ‘With this option, calls placed and rs
answered with this phone will continue to use that account.  Use ViewPaink

instead of the phone ko place and answer calls using your account, Calls ta you
will nok ring &t this phone, although you can use the Call Monitor to take a call ;I

Press *0 on your phone ta hear your station 1D,

O I iZancel | Help |
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To use ViewPoint with another station:
1. Inthe Select Your ViewPoint Phone dialog, choose one of the following options:

. Use station n as a visitor. This option appears only if you specified another user’s
station as your associated phone—for example, you arelogging on at another user’s
desk. The phone remains set for its normal user, but ViewPoint is set for you. Calls
you place and receive using the phone use the normal user’s account (for example,
the dialing permissions and call announcing settings) and appear in the normal
user's Call Log.

However, callsyou place and receive using ViewPoint commands use your account.
Choose this option if you do not intend to use the phone extensively during this
ViewPoint session.

. Use <this phone > to place and answer calls ... . The phone (station or remote
number) is set for you. Calls you place and receive using the phone use your
account settings. Choose this option if you will be using the phone as your own
during this ViewPoint session.

For how to reset the station to its normal user, see “Placing outbound calls from
shared stations’ on page 3-2.

If you choose this option, you can also select Forward my calls to this station /
number to receive callsto your own extension here. For moreinformation about call
forwarding, see “Forwarding calls’ on page 8-1.

. Use my default station. Your default station remains ViewPoint's associated phone.
Whenever you use a ViewPoint command that requires the phone—for example, to
play avoice message—ViewPoint uses your default station. Choose this option only
if your default station is nearby.

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

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

2. Click ok. ViewPoint opens with the phone sel ection you made.
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Logging on with new logon options

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

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

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

Changing your password

To change your password, you must use your phone. See the Wave Phone User Guide for more
information.

Logging on with command-line switches

You can add switches to the Windows shortcut command line that starts ViewPoint. The
command line switches enable you to run ViewPoint using two phones at your desk, log on
using aparticular station or remote number, turn on debugging data, and perform other tasks.
See Appendix B for more information.

Exiting ViewPoint

To exit ViewPoint, choose File > Exit.

If you are at another user’s desk, exiting logs you off from the station associated with the PC,
returning the station to its default user. You can log off from the station without exiting
ViewPoint by picking up the phone and dialing *00.

Exiting and logging off

You can also exit ViewPoint by choosing File > Exit and Log off. This command closes all
ViewPoint foldersthat you have opened in anew window by right-clicking the navigation pane
and choosing Open in new window. Note that it does not close multiple instances of ViewPoint
opened by using the /allowmultiple command line argument (see Appendix B).
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Elements of the ViewPoint window

ﬁ‘ Inbox - Yertical Wave YiewPoint

File Edit i Toals Actions Help Dial:
iy bew ~ s X | CaReply  CdiReplvtoAl g Forward | [ | @ |
Messages #, Inbox
[ 7 Tnbox (1) |2t 8 Fom Received © Length' Number Mol
% Saved Matt Heck 9/11/2007 14:47:36
&) Deleted Televantage S/4/2007 09:57:58

i Messages (1)

£ call Monitor

<

| >
[E] Contacts : ;
- - Matt Heck - 9/11/2007 14:47:35 | Motes
£5 callLog ;
Ejﬁ Configuration
2| | i S e 00:00.0

Last caller: Matk Heck ak 971172007 2:49 PM

Z Items, 1 Unheard | Mini Anatolia (x499) FwD = | ¥ -

ViewPoint window contains the following elements:
e Themenu bar

*  Thetoolbar

e Thenavigation pane or view bar

. The status bar

*  ViewPoint folder that is currently displayed (see “Working in ViewPoint folders’ on
page 2-10)

The menu bar

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

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

g Mew T % Qﬁ 13 x .;?‘Eeply L—,ﬁReply ko all E-»Forﬂard %Assgciate i

In any folder, clicking the left-most toolbar button creates a new item for that folder. For
example, in the Call Monitor, clicking the left-most button letsyou placeanew call: & pew -

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

The navigation pane

The navigation pane, on the |eft side of the ViewPoint window,
gives you point-and-click access to ViewPoint's folders. Click a
e folder in the navigation pane to open that folder in the ViewPoint

wf Saved

3 Deleted main window.

Messages

The navigation pane is made up of the Favorite Folders list and,
below it, the navigation bar. You can expand the navigation bar or
Favorite Folders list by dragging the separator bar between them.
Asyou shrink the navigation bar, its icons minimize and appear at
the bottom.

i call Monitor

=] Contacts

ﬁ Call Log

§?§ Configuration
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Using the navigation bar

Click an entry in the navigation bar to go to that folder and gain access to other related folders
in the Favorite Folders list. The entriesin the navigation bar are:

Call Monitor. Displaysthe Call Monitor. Favorite Folders: Extensions.

Voicemail. Displays the Inbox folder of the Messages folder. Favorite Folders: All other
Messages folders, including local folders and any folders that other users have shared
with you.

Contacts. Displays the Contacts folder. Favorite Folders: The Public Contacts folder.
Call Log. Displaysthe Call Log.

Configuration. Displaysthe Greetings folder. Favorite Folders: Greetings, Workgroups,
Public Workgroups.

Customizing the navigation pane

To add or remove buttons from the navigation pane, click the small arrow iconin the lower right
corner of the pane, then choose Add or Remove Buttons from the menu that appears. Check or
uncheck button options on the submenu to include or hide them in the pane.

The status bar

The status bar islocated at the bottom of ViewPoint window.

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

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

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

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

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

*  Audio output. You can click these buttons to switch ViewPoint's audio output between
your computer speakers and your phone. Audio output includes playing your voice
messages. Click the arrow to the right of the button to switch your audio output.

. Call forwarding. If the FWD button is not greyed out, it means you are currently
forwarding your calls. Hover your mouse over the button to display the forwarding
number. You can also click the arrow to quickly select one of your personal numbers (set
by your Wave system administrator) as the forwarding number. Double-click the button
to open the Call Forwarding dialog, in which you can change or turn off call forwarding.
See “Forwarding calls’ on page 8-1.

feFwD -

Working in ViewPoint folders

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

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

To open afolder, do one of the following:

. Click itsicon in the Navigation pane. See “ The navigation pane” on page 2-8

. Choose View > Go To, then select the folder to display.
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For an overview of each folder, see the following table.

Navigation
Pane

Folder

Description

e

Call Monitor
Place calls and handle incoming calls (transfer calls, create conference
calls, monitor avoice message asit is being left).

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

Contacts
Manage an online phone book of your telephone contacts.

Call Log
View arecord of all your phonecalls. To returnthecall, right-click it and
choose Place Call.

Call Monitor \ Extensions
View all Wave extensions, their personal statuses, and who is on the
phone now.

Configuration \ Greetings
Record your voice-mail greetings and change the active greeting.
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Working with multiple ViewPoint windows

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

Messages

| 2¢ Inbox (1) |
g Saved
2 Deleted

¢ Messages (1)

i call Monit,
b Open in Mew Window

[=] Contacts

ﬁ‘ Call Log

ﬁ Configuration

When you want to shut down ViewPoint, you can close all ViewPoint windows at the sametime
by choosing File > Exit and Log Off on the main menu.

Adjusting the Phonebook Pane in the Call Monitor folder

The Phonebook pane—shown by default in the Call Monitor—includes the Extensions folder
and the Contacts folder. You can perform drag-and-drop call handling operations between the
pane and the Call Monitor. See “Dragging and dropping items’ on page 2-14. With the
Extensionsfolder, you can see whether auser is on the phone before placing acall to him or her.
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£ Call Monitor - Vertical Wave ViewPoint |Z||E|P5__<|

File Edit Wew Tools Actions  Help

[ Balew -] 3 X |3 | | @ &
Call Monitor *x Call Monitor
|m Call Monitor | G Name o sStatus Numbe:
g Extensions There are no items ko show in this view,
% @Y Admin 0o
@ Attendant
% @Y Brad Kelley 245
‘# Messages (1) % @Y Caral French 1o
% @Y Caral Attoni 129
£ call Monitor T @Y Chris Hunt 102
[=] Contacts < 1 5 Zi 3 Chris Bench 305 4
3 Chuck Brooks 259
£ callLog | otes |6 Parties ||| oy @ conrie Aul 172
g@ Configuration % @Y Daniel Rowd 19
Default Auto Attend... 56 ¥
= < | >
Last caller: Matt Heck at 9/11/2007 2:49 PM 2 Items, 1 Unheard | Miri Anatolia (x499) FwD - Yy -

With the Phonebook pane open, click the appropriate tab to display the Extensions folder or
Contacts folder.

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

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

Deleting voice messages and other items

To delete a voice message from your 1nbox, select it and then press Delete. The voice message
moves to your Deleted folder.

To permanently delete a voice message from your Inbox:

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

2. Press Shift+Delete. A confirmation dialog opens.
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3. Do oneof the following:

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

. Click No to keep the voice message in your Inbox.

To delete other items:

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

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

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

4. Click oK to permanently delete the item.

Copying and pasting items

Copying arow in the Contacts, Greetings, and Workgroups folders places a copy of theitemin
that row on the clipboard as text. This information can be pasted into other applications, such
as atext program.

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

Dragging and dropping items

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

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

The following table lists the drag-and-drop actions you can perform within Wave ViewPaint.
The From column showstheitemsyou can click and drag. The To column showsthe destination
items. The remaining columns show the actions that result when you drag and drop an item or
use the Shift and Ctrl keys in conjunction with dragging and dropping.
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Note: Whenever you can drag an item to the Call Monitor to place acall, you can also drag it
to the Dial toolbar field.

From To Drag SHIFT + Drag CTRL + Drag
Call Call No action Opensthe Conferences the
Conference calls together
dialog
Extension, Performsablind  Opensthe Performs a
Contact,Call transfer Transfer dialog consultation
Log, Voice transfer
M essage -
Note: Alt + Drag of acall to an extension transfersthe call
directly to that extension’s voicemail.
Call Log Call Conferencesthe  Opensthe
Call Log party Conference
with the call dialog
Empty Call Placesacall to Opensthe Place
Monitor the Call Log Call Todialog
party
Contact Call Conferencesthe  Opensthe
contact'sdefault ~ Conference
number withthe  dialog
cal
Empty Call Placesacall to Opensthe Place
Monitor thedefault phone  Call To dialog
number
Folder Movesthe Opensthe Move  Copiesthe folder
contact to the Item dialog
folder
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From To Drag SHIFT + Drag CTRL + Drag
Folder Folder Movesthefolder ~ Opensthe Move
to another folder  Folder dialog
Contact Movesthefolder Opensthe Move
to the Contacts Folder dialog
folder
Voice Movesthefolder Opensthe Move
M essage tothe Messages  Folder dialog
folder
Voice Call Conferencesthe  Opensthe
Message message sender  Conference
with the call dialog
Empty Call Placesacall to Opensthe Place
Monitor the message Call Todialog
Caller ID
Folder Movesthe Opensthe Move  Copiesthe
message to the Item dialog ox message
folder
Extension Call Conferencesthe  Opensthe
(User, Auto call Conference
Attendant, dialog
Queue, or
IVR Plug-in) Empty Call  Placesthe call Opensthe Place
Monitor Call Todialog
Text (for Call Monitor Placesacall to Opensthe Place
example, a thenumber that  Call To dialog
phone was dropped
number in
ViewPoint)

Chapter 2: Using ViewPoint
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Printing items in folders

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

Organizing items in folders

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

Private and public folders

ViewPoint displays the following types of foldersin the Folder List section of the Navigation
pane:

. Private folders. Folders that you create and that appear in your ViewPoint only.

. Public folders. Foldersthat arevisibleto all Wave users. See“Viewing public folders’ on
page 2-19.

Customizing columns

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

Showing, hiding, and reordering columns

For each folder in ViewPoint, you can choose the columns that you want to see in the folder.
Note that by default, some folders do not show all of the available columns.
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To show, hide, or reorder columns in a ViewPoint folder:

1. Choose View > Show Columns. The Show Columns dialog opens.

Call Monitor - Show Columns [ %]
Available columns: Show these columns in this order:
i Add - | Icon - |
Custom Data Mame
DID <- Remove | Status Icon il |

Motes

Crbit Mumber
Organization
Priority
SalesPriority
Start Time LI

Status
Mumber
Duration
Cner

OF I Cancel Help

2. Do any of the following:

. To add another column to the folder, select it in the Available columns list, and
then click Add->.

. To remove a column from the folder, select it in the Show these columnsin this
order list, and then click <-Remove.

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

3. Click OK to save your changes.

Moving columns
To move a column, do either of the following:

. In the folder, click the column header and then drag and drop it to a new location.

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

Resizing columns

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

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

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

tame i

Viewing public folders

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

Example:
Your company definesits departments as public workgroups. All usersinthe company can view
the members of those workgroups.

Note: Itemsinpublicfoldersarenot generally availablefor editing or deleting. You must have
special permission to edit a public item.

Managing the Deleted folder

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

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

Emptying the Deleted folder

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

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

Wave's audio controls make it easy to create recordings and listen to recordings and voice
messages.
Audio
b m @ | WM | HE| 00:00.0

=’

These audio controls appear throughout ViewPoint in dialogs in which you can create
recordings and listen to voice messages.

Creating recordings and playing voice messages.
You create recordings by speaking into your phone.

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

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

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

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

s 00:00.0

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

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

You can set bookmarks in voice messages by dragging the arrows that appear under the slider
bar. When you play a message you have bookmarked, only the portion of the file between the
bookmarks plays. This capability can be useful when you want to mark the location of an
important phone number in a voice message.

Importing and exporting voice files
To import or export avoice file, use the buttons on the recording control.

E Import You canimport avoicefilein WAV format to use for any
ViewPoint recording (greetings, voice titles, and so on).

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

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

Importing and exporting Wave items

You can import contacts into Wave from a CSV (comma-separated value) file, and you can
export contactsto a CSV file. Click File > Import and Export to open the Import and Export
Wizard.

Importing and exporting contacts
You can import contacts into Wave:
. From aCSV file generated from Wave
. From a CSV file generated from another contact manager such as Microsoft Outlook

You can export contacts from Wave to a CSV file that you can import into another Wave
ViewPoint, Outlook, GoldMine, FrontOffice 2000, Act!, or other contact management software.
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To import contacts from a CSYV file:
Choose File > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

1

2.

Choose an action to perform:

Import Conkacks
Export Contacts

Chapter 2: Using ViewPoint

Description

Import contacts information from a file of comma separated values

[

Mexk =

l

[ Cancel

Select Import Contacts, and then click Next.

Import and Export Wizard

File ta import: |

|[ Browse. ., ]

Destination Folder: (%) personal
Options

() Replace duplicates with items imported
O allow duplicates ko be created

(%) Do not import duplicats ikems

Use phone numbers as caller identification For these contacts

Map Custom Fields. ..

] [ Mext =

[

< Back

|

Cancel ]

In File to Import, click Browse and select the CSV file that you want to import.
In Destination folder, select the Wave Contact folder into which you want to import the

contactsin the CSV file.
Under Options, select one of the following:

. Replace duplicates with itemsimported. If Wave finds a duplicate contact in the
CSV file, the contact from the file will replace the existing Wave contact.

e Allowduplicatestobecreated. If Wave finds aduplicate contact inthe CSV file, it
will import al contacts, even those that are duplicates of Wave contacts.

. Do not import duplicate items. If Wave finds duplicate contactsin the CSV file, it

will not import them.
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6. Select Use phone numbers as caller identification for these contacts to add the imported
contacts' phone numbers to Wave'slist of Caller ID numbers so that contacts can be
identified when they call. For more information, see “ Teaching Wave to recognize your
contacts’ on page 9-7.

If you areimporting a CSV file that was created by Wave, go to step 10.

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

Map Custom Fields B

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

r~From: Ta

C:\Program Files) TeleYantage! ClientiMiri IMiri Anatolia i Contacts

Contacts.csy
Source Field |walue [« Destination Field |Mapped From | =
First Marne Damon First Marne First Marne
Last Mame Salathe B Last Mame Last Mame B
Company Title Title
Title Comment
PIMN Company Company
Mokes Business Phone Business Phone
Account Code - Business Phone Access Cor Business Phone
R [ | _'l_I El 1 _'l_I

< Previous | Mext = | Clear Map | SaveMap...l
Defaulk Map | Load Map... |

OF I Cancel | Help |

¥ First record contains Field names

9. If you have saved a different map and want to useiit, click Load Map and select it.
Otherwise, map the fields manually as follows:

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

. Click Previous or Next to view other recordsin the CSV file to see how they will map.
. Click clear Map to remove all mapping from the right pane.
. Click Default Map to restore the default mapping.
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. Click save Map to save the current mapping to a new file (this can be useful if you
regularly import contacts from several different sources). If you do not click Save Map,
the default map is saved when you click OK.

When you are finished mapping fields, click ok. Any changesto the default or custom
map are saved for future importing.

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

Note: When text isimported from a CSV file, acommain the text breaks the text between
fields unless the text is within quotation marks.

To export contacts to a CSV file:
1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

Choose an action to perform:
Import Conkacks

Description

Import contacts information from a file of comma separated values

[ Mexk ] [ Cancel ]

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

Import and Export Wizard

Save exported file as! | g | [ Browse, .. ]
Source Folder: (®) personal ) Public
< Back ] [ Mexk ] [ Cancel
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3. InsSave exported file as, browse to the folder in which you want to save the CSV file.
4. InSource folder, choose the Contacts file that you want to export, and then click Next.
5. Click Finish. The CSV fileis exported.
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Viewing Wave extensions

You can see all Wave extensions, along with information about the current status of each
extension, in the Extensionslist. You can use the Extensions list to quickly place callsto other
Wave extensions.

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

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

*  Whether auser iscurrently on acall

e A user'scurrent personal status

e Whether auser has call forwarding turned on, and the location to which the calls are
forwarded

Theextensions of your office's auto attendants and queues.
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The Extensions list updates automatically in real time.

¥ Extensions - Vertical Wave ViewPoint |’._||’E|P5__<|
File Edit Wew Tools Actions Help Dial:
Poumew v | s | | 9% Supervise | @) ]
Call Monitor = Extensions ]
I Call Maritor Personal Status ... Title DD Forwardir #
& Extensions e
a& 6 ACT Hunkgroup Yoic,., 280 Available
Ty @Y Admin 00 Available Admin user 100 To
@ Attendant
T Y Brad Kelley 245 Available 245
% @Y Carol French 110 Available 110
i ) T @Y Caral Attoni 129 Available 129
" essages
) % @Y Chris Hunt 10z Available 10z
fi call Monitor % @Y Chris Bench 305 Available 305
1 Chuck Brooks 259 Available 259
[E] Contacts a0
% Y Connie Ault 172 Available 172
£ rallLog T @Y Daniel Rowd 192 Available 192
Y - =f  Defaulk Auto Attend... 56
onfiguration
g % &Y Dick Huntley 4184 Awvailable 154 3
=7 i
i < | ki
Last caller: Matt Heck at 97112007 2:49 PM 2 Items, 1 Unheard | Miri Anatolia (x499) FWD - "?\\, -

Extensions folder tabs

The Extensions folder can contain tabs that display related groups of extensions. To view tabs,
right-click the Extensions view column headers and choose Show Tabs. Click each tab to view
its contents.

e Alltab. Thistab displays all Wave extensions. Your system may be configured to not
show this tab.

e Workgroup tabs. The Extensions folder contains a tab for each public workgroup of
which you are amember, and atab for each personal workgroup that you created and
decided to show as atab. Click aworkgroup tab to see the extensions within that
workgroup. See “Using workgroups’ on page 9-14.

. Queue tabs. If you are an agent in contact center queues, the Extensions folder contains a
tab for each queue. Click the tab to see the agents who are members of that queue.
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Extensions folder columns

The following table shows the columns that are available in the Extensions folder. To show or
hide columns, see “ Customizing columns’ on page 2-17.

Column Description
@ Either type of extension, or user phone state. The extension types are:
L) F"ﬁ;t, User whose phone is on hook
‘:’E User whose phone is on hook
ff’;} Call center agent in wrap-up state
2 g Auto attendant

@5 Call center queue
@ Workgroup
a8 IVR Plug-in

Name Name associated with the extension.

Ext Extension number.

Personal Satus User’s current personal status.

Name

Title User’'stitle, if available.

Placing calls to an extension

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

In the Wave ViewPoint, the Call Monitor folder isthe visual counterpart to your telephone. The
Call Monitor lets you see all your incoming calls and any outgoing calls at once, often with the
calersidentified by name.

£ Call Monitor. - Vertical Wave ViewPoint |;HE|E|

File  Edit ‘iew Tools  Actions Help Dial:
iBalen -] X | @ | > [l & | @ a g @)
Call Monitor 3 call Monitor |

|m Call Manitor | G Mame | Status Tumbe |
s Extensions There are noikems o show in this view,
Ty a Admin ooy
@ atendant
—rr — % @Y Brad Kelley 245
'# Messages (1) % @Y Caral French 1o
iy @Y Cardl Attoni 123
fi Call Monitor ¥y @Y chris Hurt 0z 4
i — < | 5 T a Chris Bench 305
T @Y Chuck Bracks pei==
£ callLag .| Motes | 6§ Parties Sy, @Y Connie Ault 172 4
73 Configuration 7% @ Danizl Rowd [E
Default futo Attend... 56 %
» | >
Last caller: Matt Heck at 91172007 2:49 PM 2 Items, 1 Unheard | Min Anatolia {x499) P~ ¥y -
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In the Call Monitor folder you can:
. See who is calling you and take the call or send it to voicemail

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

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

Each row in the Call Monitor folder is an item that contains information about one call, or one
party in acall. Conference calls appear as agrouped item with each party to the conference call
as a separate indented row.

For an explanation of Call Monitor folder columns, press F1 for online Help. For information
about changing the Call Monitor folder columns that are displayed, see “” on page 18-22.

Call Monitor folder panes

The Call Monitor folder contains the following two panes that you can hide or show:

*  The Phonebook Pane, which shows the Extensions folder and the Contacts folder and
enables drag-and-drop call handling. See “ Adjusting the Phonebook Pane in the Call
Monitor folder” on page 2-12 and “ Dragging and dropping items” on page 2-14.

»  The Notes Pane, which enables you to type and save call notes. See “ Adding notesto a
call” on page 4-11.

Call Monitor folder columns

The Call Monitor folder contains several columns that show detailed information about a call,
such as Trunk Name and Target Station. Some of the columns are hidden by default. For an
explanation of the columns, press F1 in the Call Monitor folder for its online Help. For
instructions on hiding and showing columns, see“” on page 18-22.

Viewing a custom data column in the Call Monitor

If your Wave ISM is configured to display custom datain the Call Monitor, the custom data
appears in one or more columns. You can view the available columnsin the Show Columns
dialog. You can hide and show custom data columns the same way you can hide and show
normal columns (see “Customizing columns’ on page 2-17.) Contact your Wave system
administrator to seeif any custom data columns are available in your Call Monitor folder.
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Selecting and acting on a call in the Call Monitor folder

Click acal inthe Call Monitor folder to select it. After it isselected, you can choose commands
to apply to that call.

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

. Right-click the call and choose a command on the shortcut menu. This option is often the
fastest way of choosing a command, but it may be difficult to do so during times when
phonetraffic isheavy. Thisisdueto the fact that calls change position in the Call Monitor
folder as new calls arrive and transferred calls |eave the Call Monitor folder.

. Click a button on the toolbar.
. Choose a command from the Actions menu.
. Press Enter. This puts the selected call on hold, or retrievesit if it isaready on hold.

Call ownership

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

Examples of callsthat you can see, but that you do not own, include calls in a Queue tab that
are being handled by another agent.

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

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

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

While calls are ringing at your phone, the Call Monitor folder displays“Incoming Call.” If
Wave can identify the caller, theitem inthe Call Monitor folder also displaysthe caler’s phone
number and name, which enables you to screen your calls. (See “ Teaching Wave to recognize
your contacts” on page 9-7.) While calls are ringing, you can perform the following actions:

+  Takethecal
*  Sendthe cdl to voicemail
»  Transfer the call without talking to the caler first

Taking the call

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

again.
When you use Take Call in the Call Monitor folder, call announcing is not used. However, you
can play the caller’s name over your speakers by choosing Actions > Announce Caller.

Sending the call to voicemail

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

Note: Contact center agents cannot perform this command on an incoming queue call.

Screening a voice message as it is being left

You can listen to a voice message as the caller isleaving it and pick up the call if needed. To do
S0

1. Sdlect thecall whileit isringing or while the caller is leaving a message.
2. Choose Actions > Screen Message.
3

Pick up your phone and listen to the message as it is being left. Thisis a one-way
connection. The caller cannot hear you.

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

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

Once you are on an active call, you can perform actions on that call, including the following:
. Putting a call on hold

*  Transferring acall

. Recording acall

*  Associating acall with a contact

. Parking a call

. Unparking a call

. Sending acall to voicemail

. Playing a caller's name over your speakers

. Disconnecting a call while staying on the phone

»  Entering an account code for a call

*  Adding notesto acall

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

You can aso include the call as part of aconference call. See “ Creating conference calls” on
page 5-7.

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

Putting a call on hold

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

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

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

. Use Actions > Hold instead of the Hold button on your phone. When on hold, callers
hear music (if your system has music on hold), but they hear only silence if you use your
phone’s Hold button.

. You cannot put a call to aqueue, auto attendant, or VR Plug-in on hold. If you attempt to
do so, the call is disconnected.

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

Ringback for calls on hold

By default, if you hang up with one or more calls on hold, Wave's ringback feature rings your
phone to remind you. Talk to your Wave system administrator about configuring ringback
behavior.

Transferring a call

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

Drag-and-drop transferring

With the Phonebook pane showing in the Call Monitor folder, you can drag acall from the Call
Monitor to an extension to transfer the call to that extension, or to a contact’s name to transfer
the call to the contact’s default number. For more information about drag-and-drop commands,
see“Dragging and dropping items” on page 2-14. To show the Phonebook pane, see“ Adjusting
the Phonebook Pane in the Call Monitor folder” on page 2-12.

Blind, consultation, and direct-to-voicemail transfers
You can transfer acall in one of the following ways:

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

Note: Blind transfers occur automatically when transferring aringing call, and when
transferring to voicemail, an auto attendant, a queue, or an IVR Plug-in.
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Supervised transfer, sometimes called an attended or consultation transfer. You speak to
the transfer recipient first, while the caller is placed on hold. You can then complete the
transfer, or conference the three of you together, or cancel the transfer and return to the
caller.

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

To transfer a call:

1
2.
3.

Select the call that you want to transfer.
Choose Actions > Transfer. The Transfer To dialog opens.

Select the person or enter the number to which to you want to transfer the call. See
“Placing acall” on page 5-1 for instructions.

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

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

IExtension: 182 j

Transfer: * Blind = Supervised " ko Yoice Mail
Click oK. If you selected Blind or to Voicemail, the transfer is completed and the call
disappears from your Call Monitor.

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

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

Supervised Transfer

ﬁ> Transferring ko Adam O'Toe:

Complete | Conference |
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7. Choose one of the following options:

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

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

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

Transfer tips for Operator users

By using workgroups and showing the Extensions tab of the Phonebook panein the Call
Monitor folder, you can easily find and choose the recipient of a call that you want to transfer.
Defineworkgroupsto represent the departments of your office. When transferring acall you can
then view only the members of aworkgroup, for example, the Marketing workgroup. You can
see at aglance the names of members of the Marketing department and who is available to take
acall. See “Using workgroups’ on page 9-14 and “ Adjusting the Phonebook Pane in the Call
Monitor folder” on page 2-12.

You can also transfer callsmoreeasily by resizing the Transfer To dialog, by showing and hiding
columns, and by sorting calls by column. See“” on page 18-21.

Recording a call

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

The maximum length of asingle recording is equal to the total number of minutes availablein
your voice mailbox. By default thisis 20 minutes, but your Wave administrator may have set a
different limit.

Note: You cannot receive more voice messages when your voice mailbox isfull. You should
check your available mailbox space after recording any conversation to be sure that you have
space for new voice messages. See “Managing your voicemail maximums' on page 6-9 for
more information.
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To record a call:

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

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

Using the telephone commands

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

Privacy

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

Associating a call with a contact

Unidentified calls appear in the Call Monitor folder as being from “Unknown.” You can
associate a particular unidentified call with one of your contacts, so that the Call Monitor and
Call Log folders display a name with the call. You can also permanently associate the call’s
Caller 1D phone number or text with the contact, so that Wave automatically identifies the
contact on all subsequent calls from that phone.

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

Parking a call

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

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

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

You can retrieve a parked call from any Wave tel ephone or from any PC running ViewPoint.

To answer a parked call from any ViewPoint program:
1. Click Tools > Unpark. The Unpark dialog opens.
2. Select the call that you want to unpark and answer and click OK.

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

Sending a call to voicemail

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

Playing a caller's name over your speakers

You can play arecording of acaller’s name over your speakers at any time during a call by
choosing Actions > Announce Caller.

Therecording that playsis either the caller’svoicetitle, if one has been recorded, or thecaller’s
answer to the call announcing prompt, “Please say your name.” If you choose Actions >
Announce Caller and hear nothing, then either the caller has no voice title recorded, you have
the call announcing prompt turned off, or the caller did not answer the prompt.

Disconnecting a call while staying on the phone

You can disconnect acall without hanging up the phone. Select the call, and then choose Actions
> Disconnect. This command disconnects the caller and provides you with adial tone. This
command is useful if:

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

*  You aregoing to immediately dial another call. If you hang up and pick up your phone
too quickly, Wave can read that as a Flash command, which would put the call on hold
instead of disconnecting it.
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Entering an account code for a call
While on acall, you can enter an account code for the call or change the one already entered.

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

Account Code: I

OF I Cancel | Help |

2. Enter an account code. You can enter numbers, |etters, or other characters.
3. Click ok.

You can also enter an account code from the Call Log after the call is complete. See “Entering
an account code for a Call Log entry” on page 7-8.

Adding notes to a call

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

If the call istransferred to someone else, notes that you created about the call are sent with the
call (for example, you can add anote such as* Customer wantsto track invoice#123987” before
transferring the call to your shipping department). When the call is complete, you can view or
edit the notes for the call in the Call Log folder (see Chapter 7, “Using the Call Log Folder” ).

Incoming call indicators

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

[Incoming call from Joe Briggs - 174927141 |77
| A 1:58 PM

Right-click the indicator for a shortcut menu of call-handling commands such as Take Call and
Take Message. Double-click the indicator to bring ViewPoint to the front of your desktop.
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Wave can also give you information about an incoming call on the phone, in the following ways:

. Call announcing. Wave announces the caller’s name and gives you the choice of
accepting the call or sending it to voicemail.

. Call waiting. When you are on a call, Wave aerts you of an incoming call by playing the
call waiting tone (two beeps).

. Caller ID display. If you have a telephone with a Caller ID display, you can useit to see
the Caller ID of the incoming call. See“” on page 18-8 for more information.
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Placing a call

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

. Using the Place Call To dialog

. Quick-dialing from ViewPoint folders

. Placing calls using drag-and-drop

. Placing calls by using other contact managers

Placing calls with the phone on or off hook

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

ViewPoint has a Dial bar on the menu bar that you can use to place calls.

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

To place a call using the Dial bar:

1

3.

Type either of the following in the Dial bar:

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

Hyphens, spaces, periods and parentheses are allowed.

The name or partial name of auser, contact, or contact company name. Wave
searches all of the Contacts, Extensions, and Workgroups for a match. If only one
match is found, the system places the call immediately. If thereis more than one
match, a dialog opens and you can select a name on the list and click Dial to place
the call.

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

Press Enter to place the call.

You can &l so drag-and-drop itemsinto the Dial bar, including atext phone number from another
application. See “Placing calls using drag-and-drop” on page 5-5.

To redial a call using the Dial bar:

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

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

1

Choose File > New > Call. The Place Call To dialog opens.

g Place Call To

New Call
Marne/Murnber: wll [
L5 @ Marng # | Ext | Personal Status ...  Title 5
- @ 4Public Test 122
et a ACT Hunbgroup Woic... 280 Available
My Nurbers *y é Admin 00 Available Admin user
@ Attendant
% @Y Brad Kelley 245 Avallable
% @Y Carol French 110 Available
% @Y Caral Attoni 129 Available
% @Y Chris Hunt 102 Available
% @Y Chris Bench 305 Available
% @Y Chuck Brooks 259 Available
% @Y Connis AUl 172 Available 4
5 e
Dial Mumber:
I QK. ] [ Cancel ] [ Help ]

Enter or select the number to dial in one of the following ways:

Enter the number to dia in the Name/Number field. You can also type the name of a
contact or user.

Click contacts and select acontact on the list.

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

To create a new contact, click =] to open anew Contact dialog. To edit the currently
selected contact, press Alt and click =]. See “Entering a new contact” on page 9-3 for
more information.

Click Extensions and select an extension in the list. Thelist isidentical to other
Extensionslistsin ViewPoint (see “Viewing Wave extensions’ on page 3-1).

If the extension isa user with public numbers, you can choose one of those numbers from
the drop-down list below the main list.
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. Click My Numbers. To place acall to one of your own phone numbers, such asyour home
or mobile phone, select it on the list. To place a call to another number, enter the number
in the Number field.

See your Wave system administrator about entering numbersinto your My Numbers list.
Note: To verify that the phone number is entered in a correct format, click .

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

4. Click oK to placethecall.

Another way to place acall to a user isto double-click the user in the Extensions list.

Quick-dialing from ViewPoint folders

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

. Speed Dial. Immediately places acall to the default number of the selected item. For a
user, it ishisor her extension. For a contact, it is the contact’s default phone number.

. Place Call. Opens a sub-menu that | ets you choose from all the avail able numbersfor the
selected item (for example, al of acontact’s numbers). You can also choose Other to
open the Place Call To dialog with that item selected (see “ Using the Place Call To
dialog” on page 5-3).

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

To quick-dial... Use this folder Notes

A user or other Extensions (or the

extension ExtensionslistintheCall
Monitor’s Phonebook
pane)

A cdler (call back) Call Log Placesacall tothe Caller ID or callback number

associated with the call.

A message (call back) M essages (Inbox or Placesacall tothe Caller ID or callback number

other folder) associated with the message.
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You can quick-dial the following types of call from ViewPoint folders:

To quick-dial... Use this folder Notes

A contact Contacts (or the
Contactslist in the Call
Monitor’s Phonebook

pane)

A workgroup Wor kgroups (or Callsall usersintheworkgroup simultaneously.
Extensionswith a Thefirst user to answer receives the call.
workgroup sel ected)

Speed-dialing by double-clicking
In the Extensions list, double-clicking an extension speed-dials that extension.

In the Contacts folder, double-clicking a contact may speed-dial the contact’s default number,
depending on how you have configured your Contacts folder (see“” on page 18-21).

Placing calls using drag-and-drop

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

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

Placing calls by using other contact managers

You can place calls by using other contact managers such as Microsoft Outlook, GoldMine or
FrontOffice 2000, or Interact Commerce Corporation’s Act!. For moreinformation, see“Using
the Wave TAPI Service Provider and Contact Manager Assistant” on page 1-2.
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To confirm that Wave has correctly interpreted a number or address that you have entered—for
example, that it has recognized the correct country on an international call—click next to
the Number or Address field. The Check Phone Number dialog opens. You can correct any

dialing errors here before you place the call.

Note: Thediaog will open automatically if the number you entered was unclear.

Check Phone Number
Another Mumber: 9, +1 [781) 5551212
Country/Region: United States (1]

Call uzing: 9 - Phone number

City/rea Code: e

Local number:

Use country code and area code dialing rules

Show thiz again when a phone number iz unclear

Ok H Cancel ][

To check a phone number:
Under Country/Region, make sure the correct country is selected.
Under City/Area code and Local number, confirm that Wave has interpreted the number

1
2.

correctly.

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

Click ok to close the Check Phone Number dialog.
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Redialing numbers and returning calls

You can quickly perform the following dialing actionsin ViewPoint:

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

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

You can also redial and return calls using the Dial bar (see“Placing calls using the Dial bar” on
page 5-2) or the telephone commands (see the Wave Phone User Guide for more information).

Creating conference calls

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

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

Conference calls appear in atree structure in the Call Monitor folder. Participants appear on

indented rows under the conference call. Click the top row to perform an action on the
conference.

"> Call Monitor

S Mame <P Status MNumber
2 = Chris Co

3 Py fctive 9 161745585
"% Chris Jafar %y active 196

You can create a conference call by:
e Adding partiesoneat atimeto acall

. Combining separate active callsinto one

Adding parties to a conference

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

1. Diadl thefirst party and wait for an answer.

2. Click thecall inthe Call Monitor folder.

3. Choose Actions > Conference. The Conference dialog opens.
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Select the second party for the conference call or enter a phone number to dial, and then
click oK. See“Placing acall” on page 5-1 for more information.

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

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

Conference

F,:‘g@"@: Conferencing in Admin:

Determine whether you want to add the new party to the conference. Then click one of
the following:

Complete. The new party joins the conference call.
Cancel. The new party’s call is disconnected, and you return to the conference call.
Repeat steps 2-5 to add more parties to the conference.

Adding parties to a conference by dragging and dropping

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

Drag and drop parties to the conference as follows:

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

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

For other drag-and-drop operationsyou can perform in ViewPoint, see“ Dragging and dropping
items’ on page 2-14.
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Conferencing multiple active calls together

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

To conference separate existing calls together:

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

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

Ending a conference call

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

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

Supervising other users’ calls

With the proper permissions, you can enter another user’s call as a third party without being
invited. Thisisusually done by a manager to supervise the other user, or by an operator to
briefly join someone's call to announce something that needs immediate attention.

Note: You cannot use thisfeature to supervise ACD workgroup calls.

You can supervise callsin the following ways:

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

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

* Join. Youjoin the call asafull participant, able to hear and be heard by all partiesin the
call. Essentially, you creste a conference call by inviting yourself in.

N7 VERTICAL Wave ViewPoint User Guide



Supervising other users’ calls 5-10
Chapter 5: Placing Calls in ViewPoint

Each supervise command isavailable only if you have permission to use that command and the
user is configured to allow being supervised with that command. Talk to your Wave system
administrator about whether you can monitor, coach, and join other users’ calls, and which users
you can supervise, if any.

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

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

To supervise another user’s call using ViewPoint:
1.  Select one of the following:
* A cdl inthe Call Monitor or aqueue.
* A userinthe Extensionslist whois currently on acall.

2. ChooseActions > Supervise, and select the supervisor mode you want to use. The option
isavailable only if both you and the other users in the call permit that supervisor mode.

To supervise another user’s call using the telephone:

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

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

3. Press1to confirm the extension, or press * to enter a different extension.

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

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

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

e Tosupervise adifferent user, press Flash # to return to the dial tone, then begin
again.

N7 VERTICAL Wave ViewPoint User Guide



Chapter 6

Managing Voice Messages in ViewPoint

CHAPTER CONTENTS

About managing voice messages in ViewPoint . . .......... ... ... ... .. 6-1
Listening to your voice messages and call recordings. . . ................. 6-4
Handling your vOiCeE MeSSages . ... ..ottt e e 6-4
Managing call recordings . . . . . ... ..o 6-9
Managing your voicemail maximums. . ............ ... . . e 6-9
Sending a message directly to a user's voicemail ... .................... 6-9
Knowing when you have newmessages . .. ........... ... 6-11
Managing greetings . . .. ... ... 6-13

About managing voice messages in ViewPoint

You can manage your voice messages and call recordingsin the Wave ViewPoint in the same
way that you manage e-mail messages in your e-mail program. Your new voice messages or
recordings appear in alist in your Inbox folder according to the time and the caller. You can

listen to them in any order you want, and you can easily forward them, reply to them, or save
them.

For instructions on how to listen to voice messages or recordings using the telephone
commands, see the Wave Phone User Guide.
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The Messages folder

The Messages folder is your complete voice mailbox. It contains your Inbox, Saved, and

Chapter 6: Managing Voice Messages in ViewPoint

Deleted folders, which hold your voice messages as well as any call recordings sent to your

mailbox. New messages appear in the Inbox folder. Use the audio controls above the status bar
to play your voice messages. When you play a message, the audio bar shows elapsed message
playback time in minutes and seconds.

E’ Inbox - Yertical Wave ViewPoint
File Edit Wew Tools Actions Help

Pl New - i X | EaReply  liReply to al

Dial:

& Forward | L] | t_))]

‘e Saved
2 Deleted

“# Messages (1)

fi call Monitor

9(=1[E

| % Inbox (1) | = ! B From Received T | Length Mumber
Matt Heck 9/11/2007 14:47:38
TeleVantage 5/4/2007 09:57:58 :15

NUE

Wl

< >
[E] Contacts 1 :
- Matt Heck - 9/11/2007 14:47:38 J Motes
ﬁ Call Log
{% Configuration
2| p @ MW H R 00:00.0

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

2 Items, 1 Unheard | Mir Anatolia (x499)

FWD - | 9 -

Voice messages have the following display attributes:

. Bold text indicates a new (unheard) message.

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

Note: You can view the date on which aforwarded message was created by showing the
Created column in the Messages folder. See“” on page 18-22.

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

message.
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Messages folders

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

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

»  The Saved folder. Saved messages appear here. When you save a message by using the
telephone commands, it moves to the Saved folder.

»  TheDeleted folder. When you delete a voice message in ViewPoint, it is moved to the
Deleted folder. Voice messages deleted using the tel ephone commands do not appear in
the Deleted folder. To empty the Deleted folder, see “ Emptying the Deleted folder” on
page 2-19.

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

Viewing custom data

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

Archiving voice messages and call recordings

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

Managing thousands of voice messages or call recordings

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

To listen to a voice message or call recording, double-click it in any Messages folder. For
instructions on using the audio controls, see “ Using the audio controls’ on page 2-20.

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

If you have call announcing turned on, messages|essthan five (5) secondsin length are prefaced
by arecording of the caller's name.

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

Listening to a voice message as it is being left

To listen to a voice message as the caller isleaving it, without being heard by the caller, see
“Screening a voice message asit isbeing left” on page 4-4.

Handling your voice messages

You can perform the following tasks on a voice message using a few mouse clicks:
. Forward it to other users

. Reply to one or more users directly with a voice message of your own
. Return the call, if the Caller ID or contact information is available

. E-mail the voice message as a WAV or MP3 file attachment

»  Associate a message with a contact

*  Add notes to an existing message

. Open the contact record of the contact who left the message

. Send a new voice message to other users

. Delete a voice message

. Mark an existing message Private, unheard, or Urgent
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Forwarding a voice message

You can forward a voice message, except if it is marked Private, to one or more users. A copy
of the message is sent directly to the voicemail of all recipients.

You can also attach a recording of your own at the beginning of the forwarded message. For
example, “Bab, thisisJim. | received thismessage and thought you would want to hear it.” Your
recording precedes the forwarded message.

To forward a voice message:

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

2. IntheAvailable Users list, select the users to whom you want to forward the message. To
select multiple users, press Ctrl while you select users.

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

Optionally, record a short message that introduces the message you are forwarding. Use
the audio controls (for detailed instructions, see “Using the audio controls’ on
page 2-20).

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

Replying to a voice message

Replying to a voice message | ets you send arecorded reply directly to the voicemail of the user
who sent you the message. You can send thereply to other usersaswell. Select the message and
choose Actions > Reply. Then perform steps 3-5 of “To forward a voice message:” in the
previous section.

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

Note: Replying to a message sends a new message to another user's voicemail. To call back
the person who |eft you the voice message, choose Actions > Place Call instead (see the next
section).
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To reply to all recipients of a message:
1. Select the message.
2. Click Actions > Reply to all.
The recipients are listed in the Recipients pane of the Reply to Message dialog.

Calling back the person who left a voice message

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

Note: On messages from unidentified callers, Wave places a call to the phone number from
which the message originated. If the message was|eft by someone calling from an office (PBX)
extension, you might not be able to connect to the correct party.

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

E-mailing a voice message

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

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

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

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

3. Address and send the e-mail as you normally would.
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Opening the contact record from a voice message

If avoice message was left by an identified contact (see Chapter 9), you can open the contact
record to view or change information about the contact. To do so, choose Actions > Open
Contact.

Deleting voice messages

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

To move a voice message to the Deleted folder:
1. Select the message.

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

Deleting a message permanently

To delete amessage permanently, select the message and press Shift+Delete. A messageisalso
del eted permanently when you deleteit from the Deleted fol der or empty the Deleted fol der. See
“Managing the Deleted folder” on page 2-19.

Microsoft Exchange Server synchronization

If your office uses Microsoft Exchange Server for e-mail, Wave can synchronize the Inbox and
Deleted folders with those in your e-mail program. When synchronized, messages that you
delete in one application are deleted in the other application.

For example, if you delete a voi ce message notification e-mail in your e-mail program, Wave
moves that voice message to its own Del eted folder. Similarly, if you delete the matching voice
message in Wave, your e-mail notification movesto your e-mail program’s Deleted folder.

For more information, see your Wave system administrator.
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Associating a voice message from “Unknown” with a contact

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

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

Marking a voice message Unheard

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

Marking a voice message Urgent or Private

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

Theiconsin the columnsto the right of the envelope icon show whether a message is Urgent
7 or Private 3 .

e Tomark avoice message Urgent, select the message and choose Actions > Urgent. Select
the command again to remove its Urgent status.

»  Tomark avoice message Private, select the message and choose Actions > Mark As
Private. After amessage is marked Private, it cannot be made not Private again.

Adding notes to a voice message

To add written notesto avoi ce message, click the message and type your notesin the Notes Pane
at the bottom of the Messages folder.

Any notes that you create for a message accompany that message if it is forwarded to other
users.

Hiding and showing notes

To hide or display the Notes Pane, choose View > Notes Pane. To hide the Notes column, see“”
on page 18-22.
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Managing call recordings

The following types of call recordings can appear in your Inbox:

. Recordings that you made yourself using the Call Monitor (see “Recording acall” on
page 4-8).
. Recordings made automatically by the system. Usually such recordings are sent to the

voice mailbox of a Wave system administrator or contact center queue supervisor. If you
arereceiving such recordingsin error, speak to your Wave system administrator.

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

Managing your voicemail maximums

Your voice mailbox has alimited amount of disk space (in minutes) to store your voice
messages. |n addition, your mailbox has a maximum length for any individual message (by
default 180 seconds, or three minutes). See your Wave system administrator about changing
these maximums.

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

Sending a message directly to a user’s voicemail

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

#; New Message

Ayailable Users: Fecipients:

&8 4Public Test A

Q ACT Huntgroup Yaice. ..

& Admin

Q Brad Kelley

Carol French

s Carol Atroni v
Options

[ Private [ Urgert
Audio

H 00:00.0

HMotes

Send [ Cancel ][ Help ]

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

Click Add to move the selected usersto the Recipients list.

Use the audio controls to record the message. For instructions, see “Using the audio
controls’ on page 2-20.

Select any of the following options:

. Private. The voice message is marked Private and cannot be shared by the
recipients.

. Urgent. The voice message is marked Urgent.

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

Click send to send the message.
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Knowing when you have new messages

New voice messages appear in the Inbox folder soon after they are left. Wave indicates new
voice messages in the following ways:

. Number in navigation pane
. Stutter dial tone
. Message-waiting light (if supported by your phone)

. E-mail, pager, and call notifications

Number in navigation pane

ViewPoint’s navigation pane displays the number of new messagesin two
places: next to Inbox in the navigation bar, and next to the specific folder
(for example, M essages) in the Favorite Folders list.

Messages

| i¢ Inbox (1) |
wg Saved
2 Deleted

Stutter dial tone

A dial tone that begins with a stutter when you pick up the phone indicates
that you have unheard voice messages.

“f Messages (1)

fi call Monitor

[=] Contacts

ﬁ Call Log

';I‘% Configuration

» If your phone has amessage waiting light that Wave supports, you can have
it flash to indicate new voice messages. For analog phones supporting

CLASS message waiting lights, your Wave system administrator must enable the phone’s

message waiting light to make it work.

Message waiting light

E-mail, pager, and call notifications

Wave can aert you by e-mail, page, or telephone call whenever you receive a new voice
message. Thisfeatureishandy if you are working at aremote location without ViewPoint. You
can then call your office and hear your messages. Your Wave system administrator can set up
e-mail, pager, and call notification for you.

You can receive notification for all voice messages, or for urgent messages only. You can aso
receive notifications only on specific days or at specific times. See “ Scheduling notifications”
on page 6-12.
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Note the following:

. For e-mail notification to work properly, the Wave |SM must be configured correctly. See
your Wave system administrator if you encounter any problems.

. Your Wave system can be synchronized with Microsoft Exchange so that changes you
make to messages in one Inbox folder are reflected in the other. See “Microsoft Exchange
Server synchronization” on page 6-7 for more information.

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

About e-mail notification

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

About pager notification

Pager notifications can include the Caller 1D of the voice message, the Wave extension that the
caller dialed, and the length of the voice message.

About call notification

Wave places notification callsto the number of your choice. The notification call says, “<voice
title> has a new voice message from <caller’s voice title if available>. Press # to hear your
message.” By pressing #, you can log onto the queue’s account and hear the new message, and
even press 4 3 to call the person back.

Scheduling notifications

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

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

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

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

With Wave you can record and store multiple greetings and specify when you want Waveto use
each one. For example, you can have a normal greeting for everyday use, another greeting for
extended absences, and a third greeting for vacations. You can also create and use custom
greetings for individual callers (see Chapter 17).

Space for greetings

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

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

The Greetings folder

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

B- Greetings - Vertical Wave ViewPoint |Z”E|Pz|

File Edit Wew Tools Actions Help Dial:
i - e @ X|lwlO]

| = Greetings Date
@ Workgroups . Initial Greeting The person you have attempted ... 4/12/2006

@ Publichwoarkgroups

.f Messages (1)

i call Monitor

[E] Contacts

Initial Gresting | Motes
@ Call Log

| The person you have attempted to reach is unavailable. Please leave a message after the tone, When finished,
Ehang up or press the pound key for more optionz. To leave a callback number, press 7. 1f you need immediate

_{Fﬁ Configuration

o I I T = = 00:00.0
X

-

Last caller: Matt Heck at 9/11/2007 2:49 PM 2 Items, 1 Unheard | Mini Anatolia (x499) FWD - ”?\\, =
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The Greetings folder contains three sections:
 TheGreetingslist. Your existing greetings appear here.

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

e Theaudio controls. Use these controls to record a new greeting, import a greeting from
disk, or rerecord a selected greeting. See “Using the audio controls’ on page 2-20.

The active greeting

Theactive greetingisthe greeting that Wave plays by default when call ersreach your voicemail.
Only one greeting at atime can be the active greeting.

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

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

4. Record the greeting by using the audio controls. See “Using the audio controls’ on
page 2-20.

5. Click oK.

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

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

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

3. Address and send the e-mail as you normally would.
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The Call Log folder

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

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

B can Log - Vertical Wave ViewPoint |Z||E|E‘

File Edit Wiew Tools Actions  Help Dial

Pnew v | @ X |G | 1Day » Injoutbound calls v | @) I

ﬁCaIILog b From To Nurnber Skart Time: T Durati

There are no items to show in this view,

Lp Messages (1)

i call Monitor

[E=] Contacts
@ Call Log < | bY
ﬁ:j Configuration . | Notes
»
Last caller: Matt Heck at 9/11/2007 2:49 PM 2 Items, 1 Unheard | Miri Anatolia (x499) FWD ~ 9% -
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Call Log folder filters

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

1Day * Injoutbound calls =

Use either or both of the following:
o Timefilter. View the most recent calls according to the time frame you select.

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

Call Log folder columns

The following table shows the columns that are available in the Call Log folder. Many of these
columns are hidden by default.

You can view more information for a call in either of the following ways:

. Double-click acall toview it inthe Call Details dialog, in which more columns are
displayed. See “Viewing call details’ on page 7-5.

e Add more columnsto the Call Log folder itself. See“” on page 18-22.

To view more information for acall, you can add more columns to the Call Log folder itself.
See “Customizing columns” on page 18-22.

Column Description
#47 ©F Indicates incoming or outgoing calls, respectively. Called
i Direction in the Show Columns dialog.

Account Code Account code associated with the call, if any.

Answered By Name of the user who answered an incoming call. Note that
on unanswered calls, thisfield showsthe name of theuser who
was dialed.

Callback number The callback phone number entered by the caler, if oneis
available.

Called Number On incoming calls, your Direct Inward Dial (DID) number if

the caller used it to call you. Thefield is blank for incoming
calls without DID. On outgoing calls, the number you dialed.
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Column

Description

Custom Data

Dial String

Duration

From

From Device

From Number

L eft Message
Notes

Number

Organization

Placed By

Recorded By Queue

Custom data, if any, associated with the call. Custom data can
be collected by IVR Plug-ins, auto attendants, or contact
center gqueues.

Digitsthat Wave actually dialed over the trunk, which may be
different than the digits Wave displays in a contact's phone
number. For example, adial string may contain an
international or long-distance access code, adialing prefix, or
adialing suffix.

Length of the call, beginning at the time when the two parties
are connected.

Name of the person who originated the call. On incoming
calls, “Unknown” appears unlessthe user identified the caller
as a contact. On outgoing calls, thisisthe user’s name.

The station 1D or Wave trunk number from which the call
originated.

On incoming calls, the caller's extension or external phone
number. On outgoing calls, the user's extension.

If checked, the caller |eft a voice message.
Any notes associated with the call.

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

Organization associated with the call, if any. Organizations
are associated with outbound calls only, and represent the
Organization to which the calling party belongs.

Name of the person who placed the call. On incoming calls,
“Unknown” appearsunless Waveidentified the caller asacontact
or another user. On outgoing calls, the user’s name appears.

If checked, the call was automatically recorded by a contact
center queue.
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Column Description

Recorded By User If checked, the user recorded the call manually using ViewPoint
commands (see “Recording acall” on page 4-8.)

Result How the caller’'s wait ended. The possible outcomes are:

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

To voicemail: The call was sent to voicemail.

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

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

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

Sart Time Date and time that the call first arrived in the Wave system.
Sop Time Date and time that the call ended.
To Name of the party who received the call. On incoming calls, this

isthe user’s name. On outgoing calls, “Unknown” appears unless
the user identified the person as a contact.

“& others’ in this column indicates a call with more than two
parties, for example, aconference call or acall that was
transferred. Double-click the call to see all of the partiesin the
Call Details diaog.

To Device On incoming calls, the user’s station ID. If anincoming call was
transferred, this column shoes the last station that took the call.
On outgoing calls, the trunk used for the call.

To Number Oninbound calls, the extension or DID number that the caller
dialed. On outbound calls, the number the user diaed.
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Column Description

Wait Time Onincoming calls, the length of time starting when the caller
selected the user’ sextension until thetimethat the user picked up.
On outgoing calls, Wait Timeisalways 00:00. (This columnis
used primarily in contact centersto keep track of the time callers
spent waiting for an agent.)

Call ID The Wave ID number of the call, primarily of interest to Wave
system administrators. Call D number also appearsin queuelogs
to identify the call.

Viewing call details

You can view more information about your calls by double-clickingacall inthe Call Log folder.
The Call Details dialog opens.

'ﬁ’ Call Details [ %]

Answered Time

Q;I"-'h:nnin:a Traven S/24):

29 Miri Anatolia  5/24/2005 11:54:35 AM  6(24/2005 11:55:08 AW §/24/2005 11:5

Copy ko Clipboard |

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

Note: TheCall Detailsdialog shows current information about the partiesin thecall, whilethe
Call Log folder shows the information asit was at the time of the call. Therefore the two can
sometimes be different, for example, if the call was from a contact and you changed the
contact’s name since the time of the call.
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Call Details columns
The Call Details dialog contains following columns:

Column Description
3 o I ndicates the incoming and outgoing components of the call,
- * respectively.

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

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

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

Answered Time
Answered By

Account Code

Number

Number Type

Access Code

DID

Device

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

Account code associated withthecall, if any. See“Enteringan
account code for a Call Log entry” on page 7-8.

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

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

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

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

On incoming lines, your Direct Inward Dial number if the
caler used it to call you. DID isnot applicable for outgoing
lines.

On incoming lines, the trunk or station number at which the
call was placed. On outgoing lines, your station number.
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The Call Details dialog contains following columns:

Column Description

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

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

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

To voicemail: The call was sent to voicemail.

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

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

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

Custom Data Custom data, if any, associated with the call. Custom data can
be collected by VR Plug-ins or contact center queues that
prompt the caller for information.

Taking notes on a Call Log entry

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

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

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

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

Returning a call in the Call Log folder

Select the call in the Call Log folder that you want to return.
On the Actions menu, choose one of the following:

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

. Speed Dial. This command places acall immediately to a user’s extension, a
contact’s default number, or an unknown caller’s Caller ID number. You can also
choose Speed Dial by double-clicking the call.

Click ok. Wave dials the number.

Entering an account code for a Call Log entry

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

1

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

Account Code: I

OF I Cancel | Help |

Enter an account code. You can enter numbers, letters, or other characters.
Click OK.
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You can also enter an account code during a call using ViewPoint (see “ Entering an account
codefor acall” on page 4-11) or the tel ephone commands (See “ Entering an account code for a
Call Log entry” on page 7-8).

Opening the contact record from a contact’s call

If acall wasidentified as being from a contact, you can open the contact’s record to view or
change information about that contact. To do so, select the call and choose Actions > Open
Contact.
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Call Forwarding

CHAPTER CONTENTS
About call forwarding . . ... 8-1
Forwardingcalls. . . ... ... e

About call forwarding

Call forwarding causes your calls to ring at another phone, either another extension or an
external number. Call forwarding is useful when you are working away from your desk or your

office for a period of time.
Forwarding calls

To turn call forwarding on:
1. Choose Tools > Call Forwarding. The Call Forwarding dialog opens.

{* call Forwarding

Cal Forwarding Settings

3 On [enter or select & number below)

® Off: Station 0
General | Advanced
Name/tumber. | v|
Contacts hame s 2
ACTrustgoup ot .. 200 =
My Numbers | | Adrin on
Attendant
Brad Kelley 245
Carol French 1o
Carol Atkoni 129
Chris Hunt 102
Chris Bench 305
Chuck Brooks 259 AL
Dial Number:

ok [ cawd || Hep
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Click on.

Enter or select the number to dial in one of the following ways:

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

Click Extensions and select an extension on the list. You can also select a queue,
auto attendant, VR Plug-in, or workgroup.

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

To create a new contact, click =] to open anew Contact dialog. To edit the
currently selected contact, press Alt and click [=]. See “Entering a new contact” on
page 9-3 for more information.

Click My Numbers. To forward your callsto one of your own phone numbers, such as
your home or mobile phone, select it on the list. See your Wave system administrator
about entering numbers into your My Numberslist.

To enter an account code that will automatically be associated with all calls forwarded to
this number, type a vertical bar character (]) after the number, followed by the account

code.

At this point most users can click oK to complete call forwarding. The following step is
for advanced Wave users.
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5.

6.
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To set other call forwarding options, click the Advanced tab.

(%) On [enter or select a number below]

) Oif: Station 0

General ;Advanced;
When forwarding calls to an extemnal number
\Wait for answer: |30 seconds
] Prompt recipient for password

] Prompt recipient to accept of decline call

£ call Forwarding E”E‘@

Call Forwarding Settings

[ 0K H Cancsl H Help

You can set any of the following options:

Wait for answer. Enter the length of time in seconds that you want acall to ring the
forwarding number before going to your voicemail). If you are using the option
Prompt recipient for password (described below), you should enter at least 30
seconds. If you enter less time, the call might be sent to your voicemail before you
finish listening and responding to the prompts.

Prompt recipient for password. If checked, the person who picks up the phone
hears, “ Call for <your voicetitle>. Please connect me.” To be connected to the
caller, you must enter your Wave password. Entering a password ensures that only
you can receive your forwarded calls.

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

Click oK.

To turn call forwarding off in ViewPoint:

1
2.
3.

Choose Tools > Call Forwarding. The Call Forwarding dialog opens.

Uncheck Forward Calls.

Click oK.
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Turning forwarding on and off via the FWD button

The FWD button 2™ " gppearsin the status bar. While your calls are forwarded, the FWD
button displays a small phone and green arrow icon.

Click the FWD button to open the Call Forwarding dialog to turn call forwarding on or off or
make other changes. Click the down arrow on the FWD button to choose adifferent forwarding
number from your My Numberslist (set by your Wave | SM administrator) without opening the
Call Forwarding dialog, or toggle call forwarding on and off.

Placing calls at another user’s extension

To place calls as yourself from another user’s extension, log on either through ViewPoint or the
telephone commands, as described in “Placing outbound calls from shared stations’ on

page 3-2.

Call forwarding and voicemail

If no one answers at your call forwarding location, the call is sent to your voicemail.

Note: Forwarding calls with this method avoids tying up extra trunks. However, when a call
isrouted out, Wave loses control of it.
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CHAPTER CONTENTS

About contact managementandWave .......... ... .. ... o

The Contacts folder
Managing contacts
Teaching Wave to recognize your contacts
Opening contacts from within other folders
Using contacts in another contact manager
Using workgroups

About contact management and Wave

ViewPoint's Contactsfolder providesyou with an online phone book of your telephone contacts
inwhich you can enter the names, phone numbers, and other information about people you talk
with frequently on the phone. After you enter contacts, you can place callsto them with afew

clicks of the mouse.

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

with contacts:
. Managing contacts
»  Teaching Wave to recognize your contacts

. Using workgroups
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The Contacts folder

H“ Contacts - Vertical Wave ViewPoint

File Edit Wew Tools Actions Help Dial:
i GSihew - @ X |3 | e |

Contacts £ Contacts
g\z Contacts Mame 4 Company Job Title PIN  Phone Mumber Wi,

% PublichContacts

There are no items ko show in this view,

if Messages (1)

hx call Monitor

[=] Contacts

Q Call Log

ﬁ Configuration

»

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

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

Using contacts folders

You can create folders to organize your contacts. For example, you could have a Friends folder
for personal contacts that keeps your friends separate from your other contacts. Separating

contacts into folders makes it easier to find your contacts quickly. See “Organizing itemsin
folders’ on page 2-17.

Private and public contacts
In Wave, contacts can be private or public, asfollows:

. Private contacts are your own personal contacts. These contacts appear only in the
Contacts folder of your ViewPoint on your computer. Other users cannot see your
contacts unless you explicitly share your Contacts folder with them.

. Public contacts are available to all usersin your office. When public contacts call your
office, Wave identifies them no matter which extension or user they are calling.
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Public contacts contained in the Public\Contacts folder and can also be accessed viathe
Phonebook pane's Contacts tab, and by choosing Actions > Place Call. To enter or edit a public
contact, you must have public contact editing permissions. If you do not have those permissions,
you can view and place a call to public contacts, but you cannot edit them.

Viewing shared contacts

To view contacts that another user has shared with you, click that user’s name under Public
Folders in the Folder List and click the Contacts folder.

Changing double-click behavior

You can choose whether double-clicking a contact opens the contact for editing or places acall
to the contact.

Searching for contacts

To search for a contact, start typing the contact’s name into the Search field. Asyou type, the
folder jumps to the contacts matching those letters.

Managing contacts

You can manage your contacts using Wave ViewPoint, or you can use another contact manager
application or customer relationship management program with Wave if you prefer. You can
also import contacts from other contact managers into Wave. See “Importing contacts from
other contact managers into Wave” on page 9-13.

Entering a new contact

Entering a new contact involves the following tasks, which are explained in detail in the three
procedures that follow:

. Entering a contact'snameand basic infor mation. Other basic information includesthe
contact’s company, any account code, and the language used for prompts for this contact.
You can also enter up to 5,000 charactersin the Notes Pane of the Contact dial og.

. Entering a contact's phone number s and addr esses. When you enter a contact’s phone
numbers, you can specify the number used for Caller ID and the number that isthe
default number to dial when you call the contact. You can also specify a contact's e-mail
and instant messaging addresses for reference.

N7 VERTICAL Wave ViewPoint User Guide



Managing contacts

9-4

Chapter 9: Managing Contacts and Workgroups

. Recording avoicettitlefor a contact. Like your own voicetitle, a contact’s voicetitleis
a short recording that you create of the contact's name. If you are using call announcing,
Wave announces calls from the contact by saying “Call from,” followed by the contact’s
voice title. Contacts who do not have voice titles recorded are prompted to say their
names each time they call you, unless you have turned off that prompt.

Note: You havealimited amount of spacefor all voicefiles, including voicetitles. Therefore,
if you have many contacts, you can save space by recording voice titles for the most important
ones only. Ask your Wave system administrator how much space you have been allocated and

how much you have used.

Entering a contact's name and basic information

1. ChooseFile > New > Contact. The Contact dialog opens to the General tab.

B Untitled - Contact

Create new contact in folder:

General | Caller |dentification

First name: |
Last name:
LCompary:

Title:

Account code:

English

HMotes

Preferred telephone prompts:

Phone numbers and addreszes

Mame
Business
Business2
Home:
Home2
Iabile
Other
Email
Email2
IMaddress

Address

Description

l

Ok

H Cancel H Help ]

2. Select which folder to create the contact in, using the Create new contact in folder

drop-down list.

If you have permission to create public contacts, you can make this contact a public
contact by choosing Contacts (Public). Public contacts can be seen and used by all Wave
users. All other selections create a private contact, which only you can see and use.
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Enter the appropriate information about the contact in the First Name, Last Name,
Company, and Title fields. The first and last names are displayed in the Call Monitor
folder when this contact calls you.

Either afirst name or alast nameis required. To create a contact that has the name of a
company only, enter the company name into one of these fields.

If your office uses account codes, you can enter an Account code for the contact. Wave
automatically uses the account code for the call when it identifies the contact on an
incoming call or when you dial one of the contact’s numbers on an outgoing call.

If you are prompted to enter account codes when you place calls, you will hear a double
beep instead of a single beep to indicate you are dialing a contact who has an account
code already entered. When you hear the double beep, you can press # on your phone to
accept the contact’s existing account code, or you can enter another account code.

For more information, see “ Entering an account code for a Call Log entry” on page 7-8.

In the Preferred telephone prompts drop-down list, select the language that you want
Wave to use when it plays voicemail and other prompts to this contact. The available
languages are the languages that were installed on your system.

Entering a contact's phone numbers and addresses

1

On the General tab in the Contact dialog, double-click the appropriate line in the Phone
Numbers and addresses list. The related Address dialog opens.

Business - Address

Mumber: |
Description:
This number is the contact's default

Use this number as caller identification for this contact

[ Ok ][ Cancel ][ Help ]

. For Business, Home, Mobile, or Other., enter the following information:
. Number: Enter the phone number to dial for the contact.

*  This number is the contact’s default: Select this checkbox if thisis the phone
number you dial most frequently to reach the contact. The number you choose
asthe default is slightly faster to select when you place calls.
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. Use this number as caller identification for this contact: Select this checkbox
if you want Wave to identify calls from this number as calls from the contact.
Checking this box adds the phone number to the contact’s Incoming Caller ID
list (see “ Teaching Wave to recognize your contacts’ on page 9-7). If this
option is unchecked, calls from this number appear in the Call Monitor and
Call Log folders as being from “Unknown.”

. For Email or IMaddress. Enter the e-mail or instant message address for the contact.
You can enter notes about the address in the Description field.

Enter notes about the phone number or addressin the Description field. For example, for
abusiness number, thisis agood place to enter the contact’s extension.

Click ok to close the Phone Number dialog.

To enter more phone numbers or addresses for this contact, repeat steps 1-3 for the other
categoriesin the Phone numbers and addresses list.

Click ok to close the Contact dialog. The new contact now appears in the Contacts
folder.

Recording a voice title for a contact

1. Inthe Contacts folder, select the contact for whom you want to record a voice title and
choose File > Open.
In the Contact dialog, click the Caller Identification tab.
Record the voice title by using the audio controls. See “Using the audio controls’ on
page 2-20 for instructions.

4. Click OK.

Notes:

Wave can play the voice titles of contacts over your computer speakers automatically
when those contacts call. See“” on page 18-16 for more information.

Wave can also capture the names of contacts in the voices of the contacts when they
respond to the call announcing prompt. Wave can then use those recordings as voice
titles. See “Associating acall or Caller ID number with a contact” on page 9-10 for more
information.

N7 VERTICAL Wave ViewPoint User Guide



Teaching Wave to recognize your contacts 9-7

Chapter 9: Managing Contacts and Workgroups

Placing calls to your contacts

You can place acall to acontact with a phone number using ViewPoint. See“Placing acall” on
page 5-1 for instructions.

Teaching Wave to recognize your contacts

Wave's more advanced features depend on Wave recognizing your contacts. You can teach
Wave to recognize your contacts in the following ways:

. By recognizing the Caller ID number or name of the contact’s phone.

. By recognizing a special number you give to the contact to dial after your extension,
called a Contact PIN. By using Contact PINs, Wave can recogni ze contacts regardl ess of
the phone they use to call.

Note: Wave automatically identifies other Wave users when they call from their stations or
their public numbers.

The benefits of having Wave recognize contacts include:

e Their names appear in the Call Monitor while the phoneisringing to let you know who is
caling.

*  Their names are displayed on your Caller ID phone, if you have one.

*  Their names appear in the Call Log and Messages folders, so that you can easily see
contacts in your phone record and quickly call them back.

*  You can hear your contact's name announced over your phone or PC speakers—without
forcing your callersto say their name every time they call—by saving arecorded voice
title with the contact.

One form of identification, Caller ID from the phone company, is available automatically for
every call. The phone number and Caller ID name of the caller appear in the Number column
of the Call Monitor, the Call Log, and the Messages folders.
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Identifying contacts by name

Each contact has alist of associated phone numbers called the Incoming Caller ID list. When a
call arrives from one of those phone numbers, Wave identifies that contact.

The Incoming Caller ID list caninclude Caller ID names aswell as phone numbers. See
“Understanding name and number on Caller ID” on page 9-11 for pointers on which item is
more useful for identifying a given contact.

To view acontact's Incoming Caller ID list, select the contact in the Contact’s folder, choose
File > Open, and then click the Caller Identification tab.

B3 Untitled - Contact Elil@

Create new contact in folder: | Contacts [Personal] N

General | Caller Identification

Contact PIN
(@ Mone
O Use PIN:

Incoming Caller 1D

Yoice Title

= 00:00,0

[ 0K l[ Cancel ][ Help ]

To guarantee that Wave recognizes contacts, regardless of the phone number from which they
are caling, use a contact PIN. See “Using contact PINs for guaranteed recognition” on
page 9-12 for more information.

Adding phone numbers for contact recognition

You can add a phone number to a contact’s Incoming Caller 1D list by doing one of the
following:

e Addanew phone number for the contact in the General tab and check Use phone number
as caller identification for this contact. See “Entering a new contact” on page 9-3 for
more information.

e Associate the phone number from a call or voice message with the contact. See
“Associating a call or Caller ID number with a contact” on page 9-9 for more
information.
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Deleting a number from the Incoming Caller ID list

If Wave wrongly identifies acontact asthe caller, itislikely that the Incoming Caller ID list for
that contact includes an incorrect phone number. You can prevent further misidentification by
deleting the phone number from the list.

1. Double-click the contact from whom you want to delete a phone number. The Contact
dialog opens.

Click the Caller Identification tab.
In the Incoming Caller ID list, select the incorrect phone number.
Click Delete and then click OK.

Associating a call or Caller ID number with a contact

If Wave showsacaller’snameas* Unknown,” but you know who the caller is, you can associate
the call with one of your contacts. Doing this replaces “Unknown” with the contact’s name.

You can also associate the Caller ID number or the name from the call with a contact. Doing this
adds the number to the contact’s Incoming Caller 1D list. Future callsfrom that phone show that
contact as the caller. In thisway you can “teach” Wave to recognize the people who call you.

For example, the following illustration shows a voice message before association, showing
“Unknown” asthe caller.

% |Length | Mumber

Mon 9/19/2005 1:32 PM

The next illustration shows the same message after you associate it with your contact Nathaniel
Chestnut.

=2 ! [ From Received T |Length | Mumber

Mathaniel Chestnut  Mon 9/19/2005 1:32 PM

You can teach Wave to recognize acaller by Caller ID name instead of the phone number. This
can be useful, for example, if the contact calls from acompany with a PBX that randomly
assigns phone numbers to trunks but uses a Caller ID name that remains the same.

Note: You cannot associate a phone number or Caller ID text with a public contact unlessyou
have permissions to edit public contacts. You can, however, label an individua call as being
from apublic contact.
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1

Click one of the following:

. An active call in the Call Monitor folder
e« Anentryforacall inthe Cal Log folder
e A voice message in any Messages folder

2. Click @ on thetoolbar. The Associate dialog opens.

% Associate Message From Unknown =HEC X
Message Date: 8/14/2007 12.07 PM
= Irish Painting -
[E=] 1575 Build
=] 1670 Private
3COM .
[ Save the following number in this contact
Number: (6173540800 -
Save As: [Business: {617 111 1575 v]
Use caller identification for this contact
@ Number: 6173540600
() Name: VERTCIAL.COMMUN
<NA>
[ ok |[ camcel |[ Hep |

new contact” on page 9-3 for instructions.) When you finish creating the contact

3. Toassociate this call with a contact, select the Associate the following contact with this
call checkbox. Then, identify the contact to associate with the call in any of the following
ways:

e  Typeall or part of the contact’s first, last or company name in the Search field and
then click .

. Scroll to the contact in the list, and then select it.

. Create anew contact directly from thisdialog. To do so, click [=]. (See “Entering a
and return to this dialog, the new contact is displayed in the list.

4,

“<Unknown>" in thelist.

To cancel an association and revert the call to its original identification, click

Note: If acall wasoriginally identified as being from a contact, de-selecting the
Associate the following contact with this call checkbox revertsit to being identified as

from that contact.
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If the call came from a phone number that is new for this contact, you can add the new
number to the contact’s phone number list now. To do so, check Save the following
number in this contact, and then select the phone number category to save it as viathe
Save As drop-down list.

If you want only to label the individual call or voice message with the contact’s name,
deselect the Use caller identification for this contact checkbox.

If you want Wave to associate all subsequent calls from that phone with the contact,
check Use caller identification for this contact and select one of the following:

. Number: Wave uses the phone number to recognize subsequent calls.
. Name: Wave uses the Caller ID text to recognize subsequent calls.

. Callback: Wave uses the callback number entered by the caller. (This option isonly
availableif the caller entered a callback number.)

See the next section for more information.
Click OK.

Understanding name and number on Caller ID

When you receive acall, Wave receives two pieces of information about where the call
originated: the phone number and the Caller ID name. You can associate either of these items
with a contact.

Depending on where the call originated, one item may work better than the other, asthe
following examples illustrate:

If the call isfrom a home phone (for example, ANTANDER, LOU - 6178380405). In this
case, where both the number and name are unique, either could be used for association.

If the call isfrom a company with many phonelines (for example, vertical Comm -
6175641121). Inthis case the phone number may change with every call, because the
office’s PBX system uses arandom trunk for all outgoing calls. The Caller ID name,
however, remains constant, so you should use that for association.

If thecall isfrom a standardized Caller 1D name (for example, california -
7605550807). In cases where the Caller ID name is standardized for many different
phones, you should use the phone number for association.
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Using contact PINs for guaranteed recognition

Contact PINs provide a guaranteed way for callers to be recognized by Wave whenever they
call. A contact with aPIN can call from any phone number and be identified by Wave.

Contact PINs are unique numbers that you give out to contacts. Contacts add their PINsto your
extension when they call you.

Note: You cannot enter acontact PIN for a public contact.

Examples:

Your extension is 177, and you give Mr. Jones a contact PIN of 55. Mr. Jones calls your
office, and when prompted to enter your extension, he typesin 17755. Wave is thus
assured of identifying this call as coming from Mr. Jones.

If you have a car for sale, you could advertise it in the paper with your extension plus a
contact PIN (for example, “Call me at ext. 17756"). Set up the contact as“ Car buyer”
with aPIN of 56. Now when anyone calls about the ad, it appears as from “Car buyer” in
your Call Monitor.

To enter a contact PIN:

1

In the Contacts folder, double-click the contact for whom you want to create a contact
PIN. The Contact dialog opens.

Click the Caller Identification tab.

Under Contact PIN, enter the number that you intend to give to this contact. If the contact
PIN you entered conflicts with one already created, Wave prompts you to enter adifferent
number.

Click oK.

Opening contacts from within other folders

After an incoming call has been identified as coming from a contact, you can easily open the
contact record from a Messages folder (if the contact |eft a voice message) or the Call Log
folder. Select the call or voice message, and then choose Actions > Open Contact.
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Using contacts in another contact manager

If you make extensive use of another TAPI-compatible contact manager or customer
relationship management application such as Microsoft Outlook, GoldMine or FrontOffice
2000, or Interact Commerce Corporation’s Act!, you can place Wave callsto your contactsfrom
those applications by using the Wave TAPI Service Provider. See your Wave system
administrator about installing the TAPI Service Provider, and then follow your contact
manager’sinstructions for placing calls. Calls placed by other applications still appear in your
Wave Call Log and Call Monitor folders.

You can aso ingtall the Wave Contact Manager Assistant (CMA) and receive screen-pops
showing the name, the Caller ID, and the time of day of the call. Act! users can receive
screen-pops without installing the CMA.

You do not need to have the Wave ViewPoint installed to use the TAPI Service Provider or the
CMA.

Using the Wave Contact Manager Assistant

The Contact Manager Assistant enables Outlook, GoldMine, or FrontOffice 2000 contact
managers to pop up contact information automatically when contacts in one of your contact
managers call. Wave recognizes the incoming Caller ID number, Caller ID, or name.

To run the Contact Manager Assistant:

1. Choose start > Programs > Vertical Wave > Contact Manager Assistant. The program
starts and runsin the background.

2. Right-click ;ﬁ] in the system tray for a shortcut menu of commands that you can use to
configure and personalize the program. For further instructions, see the CMA’s online
Help.

Importing contacts from other contact managers into Wave

You can export contacts from other contact managers and import them into Wave.

Exporting contacts from Microsoft Outlook

The following instructions show how to export contacts from Microsoft Outlook:
1.  InOutlook, Select File > Import and Export.

2. Sdlect Export to a file from thelist and click Next.
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Select Comma Separated Values (Windows) and click Next.
Select afolder in which to store the contacts file and click Next.
Enter afilename and click Next.

Click Finish.

Importing contacts into Wave

See “Importing and exporting Wave items’ on page 2-21.

Using workgroups

A workgroup isagroup of related extensions or contacts. Extensions in Wave include users,
IVR Plug-ins, auto attendants, or queues. With aworkgroup you can:

Send, reply, or forward a voice message to the workgroup. All mailboxesin the
workgroup receive the message at once. See “ Sending a message directly to auser’s
voicemail” on page 6-9.

Call the workgroup if your Wave system administrator has assigned it an extension. The
phones of all usersin the workgroup ring simultaneously, and the first user to answer is
connected. See “Placing acall” on page 5-1. Members of aworkgroup other than users
areignored, for example, contacts, queues, auto attendants, and IVR Plug-ins.

View the users in your workgroup when transferring calls, which makesit easier to pick
theright recipient. You can set any workgroup to appear as atab in the Extensions section
of the Transfer To dialog. For example, you can define the members of your Sales
department as aworkgroup. When you have acall for the Sales department, you can click
the Sales tab and see all the department members at a glance, along with their current
personal statuses. See “Transferring a cal” on page 4-6, and “Having a workgroup
appear as an Extensions tab” on page 9-17.

Personal and public workgroups

Generally, theworkgroups you will create in Wave are personal workgroups. Only you can see
the personal workgroups that you create. Other users cannot see workgroups that you create.

Public workgroups, which are accessible to al Wave users who have permission to see them,
can be created only by Administrator users or other users who have been given special
permission to do so. Your Wave system administrator can assign public workgroups an
extension so that the workgroup can be accessed via the phone.
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You can also view and select public workgroups when you place a call using the Place Call To
dialog. See “Using the Place Call To dialog” on page 5-3.

Note: You can create or edit public workgroups only if your Wave system administrator has
given you permission to do so.

The Workgroups folder

The Workgroups folder lets you view and manage your workgroups.

File  Edit

D e -

B Workgroups - Vertical Wave ViewPoint

Wieww Tools  Actions  Help

o Xl

= Greetings

Mame i

| @ ‘Warkgroups

@ Publichwoarkgroups

if Messages

(1)

fi call Monitor

=] Contacts

@ Call Log

é@ Configuration

»

Extens...

CBX

Dial:

DD Voice Title | MNotes

There are no items ko show in this view,

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

01Items | Susan St, Maurice (x4999) | FwD - ”?{. -

To open the Workgroups folder, click the Configuration icon in the navigation bar. The Favorite
Folders list offers access to your office’s Public Workgroups folder.
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Creating a workgroup
1. Do oneof thefollowing:
»  Tocreate apersona workgroup, open the Workgroups folder.

. If you have the permission to create a public workgroup, open Public Folders in the
Folder List and click workgroups. You can only create a public workgroup if your
Wave system administrator has given you permission to do so.

2. ChooseFile > New > Workgroup. The Workgroup dialog opens.

£ Untitled - Workgroup

General

Hame:

Motes:

Show:
Users v
Ayailable extensions: Members:

Q ACT Huntgroup Voicemail #

Q Admin

Q Brad Kelley v
Q Carol French

Q Carol Attani

Q Chris Bench

(ﬂ Chris Brooks . b

[ QK H Cancel ][ Help ]

Enter aName for the workgroup and any Notes to describe the workgroup.

4.  Add one or more members to the workgroup by selecting names on the list of Available
Extensions and then clicking Add. Press Ctrl to select multiple names on thelist. The
members you selected appear in the Members list. Use the arrows next to the list to
arrange the order of the members. Click Remove to delete members from the list.

5. Click oK.

Personal workgroups can appear as atab in your Extensions list. See the next section.
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Having a workgroup appear as an Extensions tab

You can specify whether or not a particular workgroup appears as atab in your Extensionslist.
If you create atab for the workgroup, it lists al extensions within the workgroup, and you can
see the current status of those extensions at a glance (contacts in the workgroup do not appear).
Thetab also appearsin the Extensions section of the Place Call To and Transfer Call To dialogs.

You can also choose to show atab for any other personal workgroups or any other public
workgroup.

To specify whether a workgroup has a tab in the Extensions list:

1. Gotothe Extensions view.

2. Right-click the column header and choose Show Tabs.

3. Inthe Show Tabs dialog, choose the tabs you want to display and their order.
4. Click oK.

For more about the Extensions list, see Chapter 3.
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About the Wave Archived Recording Browser

The Wave Archived Recording Browser isatool for listening to and managing thousands of
mailbox recordings (voice messages or call recordings) that have been archived by Wave. You
can search for recordings using avariety of criteria, edit or delete recordings, flag recordingsfor

follow up, or restore them to the appropriate Inbox or other folder from which they were
archived.

Running the Archived Recording Browser

In order to use the Archive Recording Browser, you must know the network location of the

archive and have network access to that |ocation. See your Wave system administrator for
details.

N7 VERTICAL Wave ViewPoint User Guide



Searching for recordings A-2

Appendix A: Using the Wave Archived Recording Browser

To run the Archived Recording Browser:

1

Choose Start > Programs > Vertical Wave > Wave Archived Recording Browser. The
Wave Archived Recording Browser dialog opens:

%2 Tele¥antage Archived Recording Browser

User Mame: |Archive Admin |

Password: | |

[] Automatically log on as this user

[ (1.4 ” Cancel ][ Help ]

Enter your archive user User Name and Password. These can be different than your Wave
user name and password—ask your Wave system administrator for the user name and
password to use.

Click oK.
If you are prompted to do so, navigate to the network location of the recording archive.

To log on as ancther archive user (for example, as a user with different access privileges),
click File > Log On as a Different User, and then enter that archive user’s User Name and
Password.

Searching for recordings

The Archived Recording Browser does not display any entries when you run it. To view
recordings in the Browser window, you must first search for recordings that match criteria that
you set.

To search for recordings, use either of the following methods:

Start a new search. See page A-3.
Load a saved search. See page A-9.
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Starting a new search

To start a new search:
1. Click 2 onthetoolbar. The Search Archived Recordi ngs dialog opens.

4 Sparch Archived Recordings

Search Mame: -=::I_Ir|titIEu:I::=- Save As: J
Basic | Advanced
Show me recordings thak makch these oriteria
TeleVantage Server: .(M)
MMailboz: :(M)
|:| From Mame or Mumber: [
[ 7o Mame or Mumber:
[received:
[Lenath reater b ||||ii|.
[CIFlagged for Follow up
[ call Motes: |

[ archive Motes [ |

Order results by: .Re\:eived w ] | Ascending L |

m i . Find How i [ Close ] [ Help ]

2. Do oneof thefollowing:
. If your search only involves the criteria shown on the Basic tab

. On the Basic tab, you can quickly specify commonly-used criteria, and anything
you enter istreated as a partial search. For example, entering “617” in the Number
field will return all records with 617 in that field, including “61755511212", and
“5126175555".

For a description of each field on the Basic tab, see “ Search criterid’ on page A-5.
When you are done specifying your search criteria on the Basic tab, go to step 3.

. If you want to specify more complex search criteria
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Click the Advanced tab to search on additional fieldsin the mailbox recording’s
Call Log entry, or to define more complex search criteria than you can specify on
the Basic tab.

4 Sparch Archived Recordings X
Search Mame: -=::|_Intit|eu:|::=- .4
|Basic | Advanced
Show me recordings thak makch these oriteria

|Field | Condition | valus

0VE

Define mare criteria

Field Condition Value

Received ~ || Equals w |

&dd to List
Order results by: _Received w ] | Ascending L |
Reset [ Find Now I [ Close ] [ Help ]

For a description of each field on the Advanced tab, see “ Search criteria’ on
page A-5.

Click Add to List after defining each entry. To remove an entry from thelist, select it
and then click Remove.

3. Oneither tab, you can specify how the results will be sorted. From the Order results by
drop-down lists, select the Browser column on which to sort the search results. Then
select Ascending or Descending from the drop-down list to specify how to sort the
contents of that column.

Note: Search resultscan aso be sorted by clicking any column header in the Archived
Recording Browser.

4.  When you are done specifying your search criteria on either tab, do any of the following:

To execute the search, click Find Now.

To reuse the search criteriaagain at alater time, click Save As. In the Save Search
Asdiaog, Enter a name for your search and then click Save.

To reset the contents of the Search Archived Recordings dial og to the default
settings, click Reset.
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The following table describes the search criteria that you can set up on either the Basic or
Advanced tab in the Search Archived Recordings dialog:

Tab Field Description
Basic Wave Server If your system archives mailbox recordings from more than
one Wave Server, you can search al of the Servers, or select a
specific Server from the drop-down list.
M ailbox You can search al users' mailbox folders, or select a specific

From Name or
Number

To Nameor
Number

Received

Length

Flagged for
follow up

user from the drop-down list.

To search for recordings related to calls from a specific user
or number, select this checkbox, and then enter all or part of
the user’s name (for example, “Janice” or “Jan”) or phone
number (for example, “17815551212”, or “781".) To search
for callsfrom an external caller, enter “Unknown”.

To search for recordings related to calls placed to a specific
user or number, select this checkbox, and then enter all or part
of the user’s name or phone number.

To limit your search to a specific time period, select this
checkbox, and then select a time period from the drop-down
list (for example, “ Yesterday” or “Last 3 months’.) If you
select “ Specific date”, enter the date in the text box using the
format provided, or click (-] to select a date from a calendar.

To search for recordings of a specific length, select this
checkbox. Select an option from the drop-down list, and then
enter the number of minutesin the text box (for example,
“Within 30 sec.of 5 minutes’.)

Note: To enter seconds, use the hh:ss format or decimal
places. For example, to indicate 1 minute 30 seconds, enter
either “1:30” or “1.5".

To search for recordings that were previously flagged for
follow up, select this checkbox.
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Tab Field Description

Call Notes To search for recordings that contain a specific text string in
the Call Notesfield, select the checkbox, and then enter the
string in the text box.

Archive Notes To search for recordings that contain a specific text string in
the Archive Notesfield, select this checkbox, and then enter
the string in the text box.

Advanced Show me Lists one or more criteria that you specify on the Advanced
recordings that tab. Toremove an entry from thecriterialist, select it and then
match these click Remove.
criteria
Definemore To add an entry to the criterialist, select aField and Condi-
criteria tion from the drop-down lists, and then select a Value from

the drop-down list or enter it in the text box (for example,
“Account Code Equals 1074".)

To search for recordings that match one of several valuesin a
singlefield, select the condition Or. When you use Or, you
must specify the complete field contents that you are search-
ing for, asin:

“From Or Nancy Jones OR Pete Smith OR Irene Orleans’.

Field Field on which the search criteriais based. For a description
of each field, see“Using the Call Log view” in Chapter 22 in
the Wave Global Administrator Guide.

Condition Select any of the following conditions.
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Tab Field Description

Equals, Does  Useto search based on the exact contents of

not equal afield. For example, to search for record-
ings of calls from Kevin McDonough, add
the criteria“ From Equals Kevin McDon-
ough”.

Note that when you use Equals and Does
not equal, you cannot search based on part
of the field’s contents—the criteria“ From
Equals Irene” would not return any
matches.

Equalsisthe only valid condition for some
fields (Flagged for follow-up, M essage
Heard, Call Direction, Call Result, L eft
M essage, and Recor ded By.) For these
fields, select one of the values offered in the
drop-down list, for example, “ Call Result
Equals Left Message”.

Greater than, Useto search based on the numeric contents

Lessthan of afield. For example, to search for
recordings of calls that were on hold for
morethan 10 minutes, add thecriteria“Hold
Time Greater than 10”.

Between Use to search based on arange of valuesfor
afield. For example, to search for
recordings of callsthat lasted more than 10
but less than 20 minutes, add the criteria
“Call Duration Between 10 and 20”.

Or Useto search for recordings based on two or
more values for afield. For example, to
search for recordings of calls from several
calers, add acriterialike “From Or Nancy
Jones OR Pete Smith OR Irene Orleans’.
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Tab

Field Description

Like Useto search based on wildcard charactersthat
represent one or more characters.

Use aquestion mark (?) to represent asingle
aphanumeric character. For example, to
search for recordingsof callsfromthe 617 area
code and 555 exchange, add the criteria,
“Number Like 6175557277".

Use an asterisk (*) to represent one or more
aphanumeric characters. For example, to
search for recordings of callsfrom anyonewith
afirst name of Nancy, add the criteria“From
Like Nancy”.

You can combine wildcard charactersin a
single search criteria. For example, to search
for recordings from calls from an area code
that begins with 8 and has the 555 exchange,
add the criteria“Number Like “ 872555*”,

Note that if you want to search for the actual
character * or ?, use the Equals or Does not
equal condition.

Contains Useto search based on aportion of afield. For
example, to search for recordings of calls
where 555 appears anywhere in the number,
add the criteria“Number Contains 555”.

Value Field contents for which to search. Note that when searching
on the contents of atime-based fields (Call Duration, Hold
Time, and so forth), the value is always entered in minutes.
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Saving your current search

There aretwo waysto save your current search criteriain order to search using the same criteria
at alater time:

1.  Inthe Search Archived Recordings dialog, click Save As.
-or-
In the Browser, click H| on the toolbar.
The Save Search As dialog opens.

Save Search As

Enter a name for your search: VS |

[ Save ” Cancel ][ Help ]

2. Enter a name for your search and then click Save.

Loading a saved search

To load a saved search, select it in the drop-down list on the toolbar. To change the search
criteriafor a saved search, select it and then choose Tools > Find. The Search Archived
Recordings dialog opens where you can make your changes.

Managing individual recordings

Mailbox recordings that match your search criteria are displayed in the Browser.
B)5

w2 Archived Recording Browser,

Ble Edt Tods Help

a0 X @ cuntiteds =]

! | server  Maibox From Received + |Length | Mumber Created

© TV40400  Recordings User - System  140User 99 Tue 59/13{2005 11:02 AM 0950000003 Tue 9/13/2005 11:02 AM Trurk 51f Lnkn
+® TV40400  Recordings User -System  140User 98 Tus9/13/2005 1LOZ AM  1:04  OSB000000Z  Tue S/13/Z005 11:02 AM Station 98f SBR O > Trurk 52/ Unkn
+® 140400 Recordings User -System  140User37  Tue9/19/2005 LLOZAM L4 0970000002  Tue 9/13/2005 131:02 AM Station 974 SBR One > Trurk S4/ Unkn
® TV40400  Recordings User - System  140User 100 Tue9/13/2005 LLO3AM  LiS2 1000000003  Tue 9/13(2005 11:03 A1 Station 100§ SBR: One -3 Trunk 53/ Lnk.
TU40400  Recordings User - Syskem  140User99  Tue 9132005 11:03AM  1:01 0990000004  Tue 9/13{2005 11:03 &M Skation 99f S8R One -> Trumk 51/ Unkn
= 1040400 Recordings User - System  140User 100 Tue§/13j2005 LLiG4 AM 125 1000000004 Tue 9132005 11:04 AM Station 100§ S6R: One -3 Trunk S3( Unk.
= V40400 Recordings User - System  140User 98  Tue9/13j2005 1104 AM 1:38  DSB0D000OS  Tue S/13/2005 11:04 AM Station 98f S8R One -3 Trurk 54/ Unkn
& V40400 Recordings User -System  140User 37 Tue /192005 LLO4 AM L4z 0970000003 Tue S[13/Z005 13:04 AM Station 97} SBR One > Trurk 52/ Unkn
+® 140400 Recordings User -System  140User99  Tus9/13/2005 LLOSAM 198 0990000005  Tue 9/13/2005 11:05 AM Station 99 SBR One -> Trurk 51/ Unkn
r_@ Tv40400  Recordings User - System  140User 100 Tue 9/13(2005 11:05 AM 123 1000000005 Tue 9{13{2005 11:05 AM Station 100f SBR One -> Trunk 53/ Unk.
= TU40400 Recordings User - System  140User 93 Tue9/13j2005 LLOS AM  :30 0390000006  Tue S[13/2005 11:06 AM Station 99 S8R One -3 Trurk 53 Unkn
= 7040400 Recordings User - System  140User 98 Tue9/13j2005 LLOE AM  L:S5 0380000004  Tue 9[13/2005 11:06 AM Station 95f S8R One -3 Trurk S4/ Unkn
& TU40400  Recordings User -System  140User 37 Tus9/13/2005 1106 AM  1:S6 0370000004 Tue S[13/Z005 11:06 AM Station 97 SBR One > Trurk 52/ Unkn
+® 140400 Recordings User - System  140User 00 Tue9/19/2005 LLO7 AM 148 1000000006  Tue 9/13/2005 13:07 AM Sation 1004 SR One -3 Trunk 51/ Unk.
® TV40400  Recordings User - System 140User 38 Tue9/13/2005 LLO7 AM 53 0960000005  Tue 9/13(2005 11:07 AM1 Station 98f SBR One > Trurk 54/ Unkn v
< | b
Archive Netes: Call Notes:

HStalmn 99/ SER One -> Trunk 51/ Unknown

[JFiag this recording for follow-up
AEIREITAL T

14Tvga330 - 41,729 Total recordings 100 Items
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The following information is displayed for each recording:

L]

If ! , recording has been flagged for follow-up.

&2 |dentifies the recording type:

. =1 Voice message

. =% Call recording

Server. Wave Server from which the recording was archived.

Mailbox. User’s mailbox folder from which the recording was archived. If you restore
the recording, it will be returned to this mailbox.

From. Name of the person who placed the call. On incoming calls, “Unknown” is
displayed unless the user identified the caller as a contact. On outgoing calls, this column
contains the user’s name.

Received. Date and time when a voice message was left, or a call recorded.
Length. Length of the recording in minutes;seconds format.

Number. On incoming calls, the extension, Caller ID name and number (if available), or
external number that was dialed. On outgoing calls, the extension or external number that
was dialed.

Created. Date and time when the mailbox recording was archived.
Custom Data. Custom data, if any, associated with the call.

Notes. Starting text of any notes added to a voice message or call recording viathe Call
Monitor or Call Log. The complete notes appear in the Call Notes pane at the bottom of
the Browser. For acall recording, Wave automatically adds information about the stations
and/or trunksinvolved in the call.

If you make changes to Call Notes via the Archived Recording Browser, those changes
areincluded if you restore the recording to its original Inbox or other folder, but the Call
Log notes remain unchanged.

Archive Notes. Notes added to the archived recording viathe Archived Recording
Browser. Archive notes are maintained only in the archive, and are not included if the
recording is restored to its original Inbox or other folder.
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Acting on archived call recordings

To act on archived recordings:

1. Adjust thedisplay in any of the following ways:

Click on any column heading to sort the search results on that column. You can type
characters or words to jump to the first matching record in the sorted column that
begins with that text.

Enter a number in the Recordings text box at the top right of the Browser and press
Enter to go to that entry inthelist. Use the » | M| buttons to browse through the
search results.

To change the number of entries displayed per page, choose Tools > Options. Inthe
Options dialog, enter the Number of recordings to display per page.

2. Click an archived file to select it. You can perform the following actions on a selected

file:

Play. Double-click any column except the first column to play the recording, or use
the audio controls at the bottom of the Browser.

To set abookmark while listening to arecording, click and drag the orange triangle
0 under the progress indicator at the bottom of the Browser. The next time
that you play the recording, playback will start at the bookmark location.

Open Call Log Details. Click £ on the toolbar to view details about the Call Log
entry associated with the mailbox recording.

& Call Details

orecton N
| From SBR One

|To Unknowsn

| Murniber 6001

éStart Time 913/2005 11:05:44 AM

| Duraticn 1:49

| Result Left Message

|Left Message

| Answered By Unkniown

| From Murnber 6001

| To Mumber 1000000006

| Called Mumber 1000000006

| Whtait Tirne: :00

| Account Code

| Custom Diata

éDial Skring 1000000006

| From Device Station 100

| To Dievice: Trunk 51

| Placed By 140User 100 |
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Note: You canview Call Log detailsfor all call recordings, and for voice messages
that wereleft by acaller viathe Wave tel ephone commands. I nternal voice messages
will only have associated Call Log detailsif internal (station-to-station) call logging
isturned on viaTools > System Settings > Call Log tab in the TV Admin applet in
the Wave Remote Management Console. Voice messages sent directly to auser’s
voice mailbox by another user via ViewPoint do not have any associated Call Log
details.

. Flag recording. Double-click the first column for arecording to flag the selected
recording for follow up. Double-click it again to remove the flag. (You can also use the
Flag this recording for follow-up checkbox for the selected recording.)

*  Add notes. To add new notes or edit existing notes to the selected recording, type in the
Call Notes Or Archive Notes panes.

. Restore recording. Click *= on the toolbar to move the selected recording back to the
mailbox from which it was archived. It also stays in the archive until purged.

. Export recording. Click & , one of the audio controls at the bottom of the Browser, to
export one or more selected recordingsto alocation on ahard drive other than the folders
from which they were archived. (Exported recordings are not deleted from the archive
folder.)

. Refresh. Click 2| on the toolbar to refresh the list of mailbox recordings displayed in
the Browser.

. Deleterecording. Click | on thetoolbar to delete one or more sel ected recordings from
the archive folder. (To delete recordings based on criteria that you set, see “ Purging
archived recordings’ on page A-13.)

Checking the archive for missing audio files

When you check the archivefor missing audiofiles, all archive database entriesthat do not have
a corresponding audio file in the archive folder are deleted from the database.

To check the archive for missing audio files:

1. Choose Tools > Check Archive. Note: If this option is not available, ask your Wave
system administrator to grant you Archive Admin privileges.

2. Click ok at the warning message to check the archive.
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Purging archived recordings

You must have Administrator privileges to perform this operation. When you purge archived
recordings, all mailbox recordings in the archive folder that match the criteriathat you set are
deleted permanently, as well as the corresponding archive database entries.

To purge archived recordings:

1. Choose Tools > Purge Recordings. Note: If thisoption is not available, ask your Wave
system administrator to grant you Archive Admin privileges.

The Purge Archived Recordings dialog opens:

¢ Purge Archived Recordings @
Delete all recordings thak match these oiteria:
TeleVantage Server: .;:,qg_) L |
Mailboz: :(,q||) w |
|:| From Mame or Mumber: [ |
[ 7o Mame or Mumbes: |
[(received: | ns | E]
|

[Lenath |

[C1Flagged For Fallow up

[ call Motes: |
[ archive Mates |

[ Delete ” Cancel ][ Help ]

2. Specify the recordings that you want to delete from the archive. Selecting recordings to
purge works the same as using the Basic tab to search for recordings. See “ Search
criteria’ on page A-5 for a description of each field.

3. Click Delete to purge mailbox recordings that match your criteriafrom the archive. Click
OK at the warning message to confirm the purge.

N7 VERTICAL Wave ViewPoint User Guide






Appendix B

Logging On with Command-Line Switches

APPENDIX CONTENTS
About ViewPoint command line switches. . .. .......... ... ... . ... ...... B-1
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About ViewPoint command line switches

You can add various switches to the command line that ViewPoint shortcut uses to start
ViewPoint. To change the command line, right-click ViewPoint shortcut icon, choose
Properties, and then click the Shortcut tab. The Target field shows the command line.

Add switchesto the end of the command line (after the quote mark) with a space before the
switch. You can add multiple switches separated by spaces. For example:

“C:\Program Files\Wave\Client\TV ViewPoint.exe” /Server:Wave /station=77

ViewPoint command line switch reference

The ViewPoint command line switches include the following:

e Jallowmultiple. Enables you to run multiple instances of ViewPoint at the same time on
your computer.

*  /Server. Syntax: /Server:<Servername>. Example: /Server:Wave. Runs ViewPoint
against a specific Wave Server on your network. Thisis useful when you want to have
one ViewPoint session using a Server other than the one your ViewPoint runs against by
defaullt.
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. fuser /password /showloginoptions. Syntax: /user:<username> /password:<password>
/showloginoptions. Example: /user:Neil Pratt /password:2112.(Thethree
switches can be used separately.) Use to automatically log on to ViewPoint as a specific
user. With just /user and /password present, ViewPoint skipsthe Logon dialog. To have
Wave still display the full Logon dialog—for example, to change phone information—
add /showloginoptions.

»  /station. Seethe next section, “Using the /station command.”

. /stationconflict. Syntax: /stationconflict:<ask/ignore>. Example:
/stationconflict:ignore. The ignore option letsyou skip the Select Your Wave Phone
dialog when launching ViewPoint with an associated phone other than your default
station (see “Using ViewPoint with a different phone or server” on page 2-3). If you use
the ignore option without /stationusage, the default selection is owner (see the next
bullet).

. /stationusage. Syntax: /stationusage:<visitor/owner/forward>. Example:
/stationusage:visitor. Letsyou make aselection in the Select Your Wave Phone
dialog asfollows:

/stationusage:visitor correspondsto Use station n as a visitor.
/stationusage:owner correspondsto Use <this phone > to place and answer calls.

/stationusage: forward correspondsto Use <this phone > to place and answer
calls plus Forward my calls to this <phone>.

*  jterminalsvrmode. Set thisto “terminalsvrmode=1" when running a ViewPoint
application that will be accessed by multiple users over Terminal Server or Citrix. With
terminalsvrmode=1, the individual users’ logon settings are preserved for each user,
instead of being reset by each user.

Note that with terminalsvrmode=1, ViewPoint does not perform aversion check on
startup and will not prompt for automatic upgrade if the Server has been or is being
upgraded.
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Using the /station command

The /station command associates ViewPoint with a specific phone, either astation ID or a
remote number. You can use this switch to set up various ViewPoint shortcuts for different
remote locations, so you don’t have to wait for ViewPoint to launch, then choose File > Use a
different station, and wait for it to launch again.

Syntax
/station:<station number/remote number>
For <station numbers, specify astation ID, for example /station:77.
For <remote numbers, use the following syntax:
<access code><extensi on/phone number/IP address>

*  access code. Syntax: ac=<code>. Example: ac=9. Specifiesthe dialing service
access code for Wave to use when placing callsto you. If omitted, Wave uses the
default dialing service for your number type.

. phone number. Syntax: phone : <+><number>. Example: phone:+12125551212.
Include the + to have Wave use dialing rules when dialing the number. Omit the + to
have Wave dial the number exactly as you enter it without applying dialing rules.

. IP address. Syntax ip:<address>. Example: ip:11.22.33.44. Example:
ip:dotcomaddress.com/1234. Aswhen entering IP addresses in ViewPoint, you
can specify the address by either name or number, and optionally add a slash and
append a dial-through number for H.323 Gateways.

Examples

/station:0
/stetion:phone:+16175551212
/station:ac=77;phone:+16175551212
/stetion:ip:foo.bar.com/1234
/station:ac=68;ip:foo.bar.com/1234
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About the Problem Report Wizard

If you experience a problem with one of the Wave workstation applications—ViewPoint, the
Contact Center Reporter, the Contact Manager Assistant, the TAPI Service Provider, or the
Archived Recording Browser—report the problem to your Wave system administrator by using
the Problem Report Wizard. The Problem Report Wizard is atool that collects appropriate log
files and prompts you for information that can help solve the problem.

The Problem Report Wizard creates a problem report package as a ZIP file in the location of
your choice. You can then send the ZIP file to your Wave system administrator.

To prevent ZIP files from being overwritten, the Wizard gives each problem report package a
unigque name based on your company name and a unique sequence number, as shown in the
following example.

%! vertical Wave Problem Report Wizard - Step 9 of 10 H= B3

Enter the directary For the Problem Report Package:
IC:'l,Documents and SettingsiMattwiDeskiop

Browse, ., |

Problem Report Package name: Atisoft_001.zip

The Wizard increments the sequence number inthefile name each timeit createsanew problem
report package.
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Reporting a problem that involves a specific call

If you encountered a problem that involved a call, the best way to report the problem is as

follows:

1. InViewPoint, go to the Call Log folder and select the call during which the problem
occurred.

2. Choose Actions > Report a Problem. The Problem Report Wizard opens with details
about the call already entered.

3. Complete the Problem Report Wizard screens.

Reporting other problems

If your problem does not involve a specific call, run the Problem Report Wizard as follows:

1

Do one of the following:

. From ViewPoint, choose Help > Report a Problem.

. Runthefile C:\Program Files\Common Files\Vertical\Wave\TVPRWizard.exe.
Answer the questions presented in each Wizard window.

Optionally, check Send Problem Report Package via e-mail in the final window to e-mail
the problem report package to your Wave system administrator. It can be helpful to
include in your e-mail the time at which the problem occurred, as closely as you can
identify it.

Because a problem report package can be large, after you send it to your Wave system
administrator, you should delete it from your system to regain disk space.
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End User Software License Agreement

NOTICE: Please carefully read this End User Software License Agreement (this“EULA") concerning your use of certain software that is
owned or is provided under license by Verticad Communications, Inc., and was provided to you by Vertical Communications, Inc., or a
subsidiary, affiliate or authorized deal er, distributor or other authorized sublicensor (hereafter, collectively, Vertical Communications, Inc. and
any such subsidiary, affiliate or authorized third party from which you obtained such software shall bereferred to as“Vertical”). The software
was pre-installed with the “System” (as defined below) that you acquired or was subsequently provided by downloading from Vertica’s
website or by means of adisk installed by Vertical or by you. The software is provided to you under license from Vertical, and is not sold.
As further described herein below, Vertical expressly retains and reserves for and unto itself, all rights of title, ownership, copyright, license
and/or all other applicable rights not expressly granted hereby.

SYSTEM. You have acquired atelecommunications system (“ System™) from Vertical that includes software. The software may include, in
whole or in part, software licensed by Vertical from an affiliate of Microsoft Corporation (“MS") and/or other sources. All installed software
products (“Software”), as well as associated media, printed materials, and online or electronic documentation (hereafter, collectively, the
“Documentation,”), whether of Vertical, MS or other origin, are protected by domestic and international intellectual property lawsand treaties,
are intended only for use in connection with the System in accordance with the terms of this EULA. Any other use of the Software or the
Documentation is strictly prohibited. To the extent the Software is comprised of products of Vertical origin, Vertical and its suppliers own
thetitle, copyright and other intellectual property rightsin the Software. To the extent the Software is comprised of products of MS origin,
MS and its suppliers (including Microsoft Corporation) own the title, copyright and other intellectual property rightsin the Software. To the
extent the Software is comprised of products of other origin, such other party and its suppliers own the title, copyright and other intellectual
property rights in the Software.

By using the Software, you accept theseterms. |f you do not accept them, do not use the Software. Instead, contact Vertical Communications,
Inc. to determine its return policy for arefund or credit.

As described below, using some features also operates as your consent to the transmission of certain standard computer information for
Internet-based services.

If you comply with these license terms, you have the rights below.
1. USERIGHTS

- Software.  Software provides functions or services on this System. You may access, boot from, display and run the primary
operating copy of the Software only on this System. Your may use the secondary boot and/or recovery copies of the Software
installed on or distributed with this System (if any) as described below in these license terms. You may reinstall the Software on this
System. You may not use the Software, or its components for use on another System or server.

- \ertical Wave System Editions. Vertical Wave System Editions allow Users (devices and clients) access to the Software up to
following edition user maximums:

. Wave Standard Edition — allows for a maximum of 50 users.
. Wave Professional Edition — allows for a maximum of 200 users.
. Wave Enterprise Edition — allows for a maximum of 350 users.

A User is defined as any physical endpoint device (hard phone, soft phone, wireless phone or fax) with an extension of DID
number that accesses or uses the Software.

- Device Software. Device software allows a device (other than this System) to access or use the Software. A device may be adigital
phone, analog phone, wireless phone, or facsimile machine. You may install and use the device software on any number of devices.

- Client Software. Client software allows a client (other than this System) to access or use the Software. A client may be a server,
personal computer or hand held PDA. You may install and use the client software on any number of clients.

- Processor Rights. You may use the Software with not more than 4 processors at any one time.
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ADDITIONAL LICENSING REQUIREMENTS AND/OR USE RIGHTS.

Specific Use. Vertical Communications, Inc. designed this System for a specific use. You may only use the Software for that use.

You may not use the Software to support additional software programs or functions, other than utilities or similar software used solely for
administration, performance enhancement and/or preventative maintenance of this System.

b.

Software Use Limits. You are not licensed to use any of the following functions of the Software, except as described below:

Authentication Service functions (i.e., authentication services, including use of the Software as a domain controller or any other
use of DCPromo.exe)

IntelliMirror Services (i.e., the IntelliMirror management technologies of the Software)

Network Infrastructure Services. These are functions of the Software necessary to support aserver network infrastructure. Y ou are
licensed to use these functions only for:

(A) Dynamic Host Configuration Protocol services for | P address assignment for functionality provided by the System; and

(B) Domain Name System (DNS) service used for name resolution for functionality provided by the System, but only for a
single domain name acting in primary mode (i.e., no secondary DNS for replication) and in stand alone mode (i.e., not integrated
with Active Directory domain controller). You may use Routing and Remote Access Service (RRAS), but only those functions
necessary for routing and remote access for management and configuration. The VPN gateway shall not be used to access other
server resources or allow remote usersto gain network access. You may use Windows Internet Name Service (WINS) but only to
support the functionality provided by the System.

Printing Services. These include print spoolers, drivers, and related files in the Software that enable operation of a printer. You
are licensed to use these services only to generate and print reports concerning services provided by this System.

Terminal Services(i.e., using the terminal servicesfeature of the Software or using other software used with the Software to provide
similar services). Authorized system administrators may access and use up to 2 connections solely for the purpose of
administration (including remote administration) of the Software running on this System.

Volume Shadow Copy Service (i.e., the feature in the Licensed Product which enables point-in-time copying of files).

Limitson Functions Supported by the Software. Vertical Communications, Inc. licenses you to use the Software to support only the
base functions as provided and installed on this System. You are not licensed to use the Software to run or support:

0]
(in)

(iii)
(iv)
W)

(vi)

directory services (such as Microsoft Active Directory),

enterprise database software (such as Microsoft SQL Server), except non-enterprise engines used to support the specific use for
which Vertical Communications, Inc. designed this server, such as Microsoft SQL Server Desktop Engine and Microsoft SQL
Server 2005 Express Edition. The server software also may run or support enterprise database engines (including Microsoft SQL
Server) that are integrated in, and used only to support, the Software as part of the specific use for which Vertica
Communications, Inc. designed this System,

enterprise resource planning software,

messaging or enterprise mail (except POP3 mail and/or a platform enabling a voice messaging application),
collaboration software (such as Microsoft Exchange),

web-based time management applications that address appointment, meeting and other calendar items,

(vii) Microsoft Exchange, and/or

(viii) any office automation or personal computing functions (such as word processing, spreadsheets, network browsing or personal

finance), regardless of whether installed by Vertical Communications, Inc., you or another person.

No CALsRequired. Devicesthat access or use functions of Software licensed under these license terms do not require a client access
license (CAL). Obtaining a CAL for any Microsoft product does not grant you rights to use functions of the Software not licensed
under thisEULA.
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SCOPE OF LICENSE. The Software is licensed, not sold. This agreement only gives you some rights to use the Software. Vertica

Communications, Inc. and Microsoft reserve all other rights. Unless applicable law gives you more rights despite this limitation, you
may use the Software only as expressly permitted in this agreement. In doing so, you must comply with any technical limitationsin the
Software that allow you to use it only in certain ways. For more information, see the Software documentation or contact Vertical
Communications, Inc.. Except and only to the extent permitted by applicable law despite these limitations, you may not:

work around any technical limitations in the Software;

reverse engineer, decompile or disassemble the Software;

make more copies of the Software than specified in this agreement;
publish the Software for others to copy;

rent, lease or lend the Software; or

use the Software for commercial software hosting services.

Except as expressly provided in this agreement, rights to access the Software on this System do not give you any right to implement
Vertical Communications, Inc. or Microsoft patentsor other Vertical Communications, Inc. or Microsoft intellectual property in software
or devices that access this System.

Y ou may use remote access technologies in the Software such as Remote Desktop to access the Software remotely from another device.
Y ou are responsible for obtaining any licenses required for use of these protocols to access other software.

COMPONENT DATA STORAGE. The Software may contain components that use Microsoft SQL Server Desktop Engine
(“MSDE"). Only those software components may use MSDE.

INTERNET-BASED SERVICES. Microsoft provides Internet-based services with the Software. Microsoft may change or
cancel them at any time.

a Consent for Internet-Based Services. The Software features described below connect to Microsoft computer systems over
the Internet. In some cases, you will not receive a separate notice when they connect. You may switch off these features or not
use them. For more information about these features, visit

http://www.microsoft.com/windowsxp/downl oads/updates/sp2/docs/privacy.mspx.

By using these features, you consent to thetransmission of thisinformation. Microsoft does not usetheinformation to identify
or contact you.

b. Computer Information. The following features use Internet protocols, which send to the appropriate systems computer
information, such as your Internet protocol address, the type of operating system, browser and name and version of the Software
you are using, and the language code of the device where you installed the Software. Microsoft uses this information to make the
Internet-based services available to you.

. Digital Certificates. The Software uses digital certificates. These digital certificates confirm the identity of Internet
users sending X.509 standard encrypted information. The Software retrieves certificates and updates certificate
revocation lists. These security features operate only when you use the Internet.

. Auto Root Update. The Auto Root Update feature updates the list of trusted certificate authorities. Y ou can switch off
the Auto Root Update feature.

. Windows Media Digital Rights Management. Content owners use Windows Media digita rights management
technology (WMDRM) to protect their intellectua property, including copyrights. This Software and third party
software use WMDRM to play and copy WMDRM-protected content. |If the Software fails to protect the content,
content owners may ask Microsoft to revoke the Software’ s ability to use WM DRM to play or copy protected content.
Revocation does not affect other content. When you download licenses for protected content, you agree that Microsoft
may include a revocation list with the licenses. Content owners may require you to upgrade WMDRM to access their
content. Microsoft software that includes WMDRM will ask for your consent prior to the upgrade. If you decline an
upgrade, you will not be able to access content that requires the upgrade. Y ou may switch off WMDRM features that
access the Internet. When these features are off, you can still play content for which you have a valid license.

c. Misuse of Internet-based Services. You may not use these servicesin any way that could harm them or impair anyone else's
use of them. You may not use the services to try to gain unauthorized access to any service, data, account or network by any
means.
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. BENCHMARK TESTING. The Software may contain the Microsoft .NET Framework. You may conduct internal benchmark testing
of the NET Framework component of the Software (".NET Component"). You may disclose the results of any benchmark test of the
.NET Component, if you comply with the following terms:

(2) you must disclose all the information necessary for replication of the tests;
(2) you must disclose the date(s) when you did the benchmark tests and version information for all Microsoft software products tested;

(3) your benchmark testing was performed in accordance with the product documentation and/or Microsoft's support Web sites, and uses
the latest updates, patches, and fixes available for the .NET Component and the relevant Microsoft operating system;

(4) it is sufficient if you make the disclosures at a publicly available location such as a Web site, so long as a public disclosure of the
results of your benchmark test expressly identifies the public site containing all required disclosures; and

(5) nothing in this provision shall be deemed to waive any other right that you may have to conduct benchmark testing.

The above terms shall not apply to your disclosure of any customized benchmark test of the .NET Component, if a prospective customer
makes such disclosure under confidentiality in conjunction with a bid request. If you disclose such benchmark test results, Microsoft
shall have the right to disclose the results of benchmark tests it conducts of your products that compete with the .NET Component,
provided it complies with the same conditions above.

. NOTICES ABOUT THE MPEG-4 VISUAL STANDARD. The Software may include MPEG-4 visual decoding technology. This
technology is aformat for data compression of video information. MPEG LA, L.L.C. requires this notice:

USE OF THIS PRODUCT IN ANY MANNER THAT COMPLIES WITH THE MPEG-4 VISUAL STANDARD IS
PROHIBITED, EXCEPT FOR USE DIRECTLY RELATED TO (A) DATA OR INFORMATION (i) GENERATED BY AND
OBTAINED WITHOUT CHARGE FROM A CONSUMER NOT THEREBY ENGAGED IN A BUSINESS ENTERPRISE,
AND (ii) FOR PERSONAL USE ONLY; AND (B) OTHER USES SPECIFICALLY AND SEPARATELY LICENSED BY
MPEG LA, L.L.C.

If you have questions about the MPEG-4 visual standard, please contact MPEG LA, L.L.C., 6312 S Fiddlers Green Circle, Suite 400E
Greenwood Village, Colorado 80111; www.mpegla.com.

. SECONDARY BOOT AND RECOVERY COPIES OF THE SOFTWARE.

Secondary Boot Copy. If a secondary boot copy of the Software is installed on the System, you may access, boot from, display
and run it solely in the event of afailure, malfunction, or corruption of the primary operating copy of the Software, and only until
the primary operating copy has been repaired or reinstalled. Y ou are not licensed to boot from and use both the primary operating
copy and the secondary boot copy of the Software at the same time.

Recovery Copy. You may use recovery copy solely to repair or reinstall the Software on the System.

. LEASED HARDWARE. If you leasethe System from V ertical Communications, Inc., the following additional terms shall apply:
(i) you may not transfer the Software to another user as part of the transfer of the System, whether or not a permanent transfer of
the Software with the System is otherwise allowed in these license terms; (ii) your rights to any Software upgrades shall be
determined by the lease you signed for the System; and (iii) you may not use the Software after your lease terminates, unless you
purchase the System from Vertical Communications, Inc..

. NO RENTAL. Youmay not rent, lease, lend, or provide commercial hosting services with the Software.

4. PRODUCT SUPPORT. Contact Vertica Communications, Inc. for support options. Refer to the support number provided with the
System.

Vertical Communications, Inc. will provide support services only for the most current and immediately preceding release of the
Software. Vertical Communications, Inc. shall have no responsibility under this EULA to fix any errors arising out of or related to the
following causes: (a) modification or combination of the Software (in whole or in part), including, but not limited to, custom install
scripts; (b) use of the Software in an environment other than a supported environment; (c) use of Beta Software; or (d) accident; unusual
physical, electrical or electromagnetic stress; neglect; misuse; failure or fluctuation of electric power, air conditioning or humidity
control; failure of media not furnished by Vertical Communications, Inc.; excessive heating; fire and smoke damage; operation of the
Software with other media and hardware, software or telecommunication interfaces not meeting or not maintained in accordance with
the manufacturer's specifications; or causes other than ordinary use.

5. BACKUP COPY. You may make one backup copy of the Software. You may useit only to reinstall the Software on the device.
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6. PROOF OF LICENSE. If you acquired the Software on the System, or on a disc or other media, a genuine Certificate of Authenticity
label with agenuine copy of the Software identifies licensed Software. To bevalid, thislabel must be affixed to the System, or included
on or in Vertical Communications, Inc.’s Software packaging. If you receive the |abel separately, it is not valid. You should keep the
label on the System or packaging to prove that you are licensed to use the Software. To identify genuine Microsoft software, see
http://www.howtotell.com.

7. TRANSFER TO A THIRD PARTY. You may transfer the Software only with the System, the Certificate of Authenticity label, and
these license terms directly to athird party. Before the transfer, that party must agree that these license terms apply to the transfer and
use of the Software. You may not retain any copies of the Software including the backup copy.

8. NOT FAULT TOLERANT. The Microsoft software is not fault tolerant. Vertical Communications, Inc. installed the Software on the
System and is responsible for how it operates on the device.

9. RESTRICTED USE. The Software is not designed or intended for use or resale in hazardous environments requiring fail-safe
performance, such as in the operation of nuclear facilities, aircraft navigation or communication systems, air traffic control or other
devices or systems in which a malfunction of the Software would result in foreseeable risk of injury or death to the operator of the
device or system, or to others.

10. NO WARRANTIES FOR THE SOFTWARE. The Software is provided “as is’. You bear al risks of using it. Vertica
Communications, Inc. and Microsoft give no express warranties, guarantees or conditions. Any warranties you receive regarding the
System or the Software do not originate from, and are not binding on, Vertical Communications, Inc., Microsoft or its affiliates. When
alowed by your local laws, Vertica Communications, Inc. and Microsoft exclude implied warranties of merchantability, fitness for a
particular purpose and non-infringement.

11. LIABILITY LIMITATIONS. You can recover from Vertica Communications, Inc. or Microsoft and its affiliates only direct damages
up to two hundred fifty U.S. Dollars (U.S. $250.00), or equivalent in local currency. You cannot recover any other damages, including
consequential, lost profits, special, indirect or incidental damages.

This limitation applies to:
. anything related to the Software, services, content (including code) on third party internet sites, or third party programs, and

. claims for breach of contract, breach of warranty, guarantee or condition, strict liability, negligence, or other tort to the extent
permitted by applicable law.

It also applieseven if Vertical Communications, Inc. or Microsoft should have been aware of the possibility of the damages. The above
limitation may not apply to you because your country may not alow the exclusion or limitation of incidental, consequential or other
damages.

12. EXPORT RESTRICTIONS. The Software is subject to United States export laws and regulations. You must comply with all domestic
and international export laws and regulations that apply to the Software. These laws include restrictions on destinations, end users and
end use.

ACTIVATION OF SOFTWARE. The Software must be registered and activated with Vertical Communications, Inc. within thirty (30) days
of installation. Failure to activate Software within the stated timeframe will result in the Software being inoperable until it is properly
registered and activated with Verticad Communications, Inc.

MANIFEST AND LICENSE INFORMATION. In some cases, Vertica Communications, Inc. may require that you provide certain
information, including System manifest, Software licenses and System configuration during the registration process or support activitiesin
order to enable the Software to work properly. Inall such cases, you will be advised in advance of any such requirement and will be given the
opportunity to terminate the process prior to transmittal of any such information.

REMOTE ACCESS. Vertica Communications, Inc. reserves the right to remotely access the System and Software in order to provide
technical support and for Software repair purposes. Inall such cases, you will be advised in advance of any such requirement and will be given
the opportunity to terminate the process prior to any such remote access.

SOFTWARE UPDATES. All updates to the Software will come directly from Vertical Communications, Inc. Any software updates from
other sources, including Microsoft that result in the Software being inoperable will not be supported by Vertical Communications, Inc..
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LIMITED MEDIA WARRANTY. Verticad Communications, Inc. warrants that any media on which the Software is recorded will be free
from defects in materials and workmanship under normal use for a period of 90 days from the date the Software is shipped to reseller. If a
defect in any such media should occur during this 90-day period, the media may be returned to Vertical and Vertical will replace the media
without charge. Vertical shall have no responsibility to replace mediaif the failure of the media results from accident, abuse or misapplication
of the media.

INDEMNIFICATION. Licensee agrees to indemnify, defend, and hold harmless Vertical Communications, Inc. from any suit, demand,
cause of action or other claim of whatever nature arising out of the breach of any term of this EULA by Licensee, Licensee's agents or
employees that arise or result from the use or distribution of the Software or Documentation.

GOVERNMENT LICENSEES. Thisprovision appliesto all Software and Documentation acquired directly or indirectly by or on behalf of
the United States Government. The Software and Documentation are commercial products, licensed on the open market at market prices, and
were developed entirely at private expense and without the use of any U.S. Government funds. The license to the U.S. Government is granted
only with restricted rights and use, and duplication or disclosure by the U.S. Government is subject to the restrictions set forth in subparagraph
(c)(1) of the Commercial Computer Software Restricted Rights clause of FAR 52.227-19 or subparagraph (c)(1)(ii) of the Rightsin Technical
Data and Computer Software clause of DFARS 252.227-7013 or their successors, whichever is applicable.

TERM AND TERMINATION. Without prejudice to any other rights, Vertical Communications, Inc. may terminate this licenseif you fail
to comply with the licensing terms. In such event, you must destroy all copies of the Software and all of its component parts. ThisLicenseis
effective until terminated; however, all of the restrictions with respect to Vertical’s copyright in the Software and Documentation will cease
being effective at the date of expiration of the applicable Vertical copyright; those restrictions relating to use and disclosure of Vertical's
confidential information shall continue in effect. Licensee may terminate the License at any time. Upon termination for any reason, Licensee
will immediately destroy or return to Vertical the Software, Documentation and all copies of each. Those provisions of this EULA that, by
their nature, are intended to survive the termination of this EULA shall so survive. Without limiting the generality of the foregoing, the
following sections shall survive any termination: “Restrictions on Use; Reservation of Rights’, “Export Restriction”, “No Warranties for the
Software”, “Limitation of Liability”, “ Trademarks’, “Indemnification” and “General.”

GENERAL. If any provision of this EULA shall be held by a court of competent jurisdiction to be illegal, invalid or unenforceable, that
provision shall be limited or eliminated to the minimum extent necessary so that thisEULA shall otherwise remain in full force and effect and
enforceable. This EULA will be governed by the laws of the State of Florida without respect to any conflict of laws principles. Neither the
License nor this EULA is assignable or transferable by Licensee without Vertical’s prior written consent, and any attempt to do so shall be
void. Vertical may assign its rights and obligations under this EULA, in whole or in part, without Licensee’'s consent. Any notice, report,
approval or consent required or permitted hereunder shall bein writing. No failure to exercise, and no delay in exercising, on the part of either
party hereto, any privilege, any power or any rights hereunder will operate as awaiver thereof, nor will any single or partial exercise of any
power hereunder preclude further exercise of any other right hereunder. The parties hereto agree that a material breach of this EULA by
Licensee would cause irreparable injury to Vertical for which monetary damages would not be an adequate remedy and that Vertical shall be
entitled to equitable relief in addition to any remedies it may have hereunder or at law.

Should Licensee have any questions concerning this EULA, contact Vertica Communications, Inc., 106 Cattlemen Road, Sarasota, Florida
34232.

LICENSEE ACKNOWLEDGES THAT LICENSEE HASREAD THISEULA, UNDERSTANDS IT, AND AGREES TO BE BOUND BY
ITS TERMS AND CONDITIONS. LICENSEE FURTHER AGREES THAT THIS EULA IS THE ENTIRE AND EXCLUSIVE
AGREEMENT BETWEEN VERTICAL AND LICENSEE, WHICH SUPERSEDES ALL PRIOR ORAL AND WRITTEN AGREEMENTS
AND COMMUNICATIONS BETWEEN THE PARTIES PERTAINING TO THE SUBJECT MATTER OF THISEULA. NO DIFFERENT
ORADDITIONAL TERMSWILL BE ENFORCEABLE AGAINST VERTICAL UNLESSVERTICAL GIVESITS EXPRESSWRITTEN
CONSENT, INCLUDING AN EXPRESS WAIVER OF THE TERMS OF THISEULA.
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Appendix D: Software License Agreement

PuTTY Executables & Source Code

Refer to http://www.chiark.greenend.org.uk/~sgtatham/putty/licence.html.

The PUTTY executables and source code are distributed under the MIT licence, which is similar in effect to the BSD licence. (Thislicenceis
Open Source certified and complies with the Debian Free Software Guidelines.)

The precise licence text, as given in the About box and in the file LICENCE in the source distribution, is as follows:
PUTTY is copyright 1997-2007 Smon Tatham.

Portions copyright Robert de Bath, Joris van Rantwijk, Delian Delchev, Andreas Schultz, Jeroen Massar, Wez Furlong, Nicolas Barry,
Justin Bradford, Ben Harris, Malcolm Smith, Ahmad Khalifa, Markus Kuhn, and CORE SDI SA.

Permission is hereby granted, free of charge, to any person obtaining a copy of this software and associated documentation files (the
"Software"), to deal in the Software without restriction, including without limitation the rights to use, copy, modify, merge, publish,
distribute, sublicense, and/or sell copies of the Software, and to permit persons to whom the Software is furnished to do so, subject to
the following conditions:

The above copyright notice and this permission notice shall be included in all copies or substantial portions of the Software.

THE SOFTWARE ISPROVIDED "ASIS', WMITHOUT WARRANTY OF ANY KIND, EXPRESS OR IMPLIED, INCLUDING BUT NOT
LIMITED TO THE WARRANTIESOF MERCHANTABILITY, FITNESSFOR A PARTICULAR PURPOSE AND NONINFRINGEMENT.
IN NO EVENT SHALL SMON TATHAM BE LIABLE FOR ANY CLAIM, DAMAGES OR OTHER LIABILITY, WHETHER IN AN
ACTION OF CONTRACT, TORT OR OTHERWISE, ARISING FROM, OUT OF OR IN CONNECTION WITH THE SOFTWARE OR
THE USE OR OTHER DEALINGSIN THE SOFTWARE.

In particular, anybody (even companies) can use PUTTY without restriction (even for commercial purposes) and owe nothing to me or anybody
else. Also, apart from having to maintain the copyright notice and the licence text in derivative products, anybody (even companies) can adapt
the PUTTY source code into their own programs and products (even commercia products) and owe nothing to me or anybody else. And, of
course, thereis no warranty and if PUTTY causes you damage you're on your own, so don't use it if you're unhappy with that.

In particular, note that the MIT licence is compatible with the GNU GPL. So if you want to incorporate PUTTY or pieces of PUTTY into a
GPL program, there's no problem with that.

WinSCP

WinSCP is under the GPL. Source code for WinSCP can be downloaded from:

http://winscp.net/downl oad/winscp382source.zip
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Symbols

F11 (return your last call), 5-7
F12 (redial your last call), 5-7

A

accessing account, 1-1
account codes
entering for contacts, 9-5
entering using ViewPoint, 4-11, 5-2, 5-4
Actl, 1-2
active greeting, 6-14
agents
using Extensionslist tabs, 3-2
All tab
in Extensions list, 3-2

answering calls
using ViewPoint, 4-4

archive database, checking for missing audio files,

A-12

Archived Recording Browser
about, A-1
acting on recordings, A-11
adding notesto recordings, A-12
browsing search results, A-11

changing number of entries per page, A-11
checking archive for missing audio files, A-12

deleting recordings, A-12
exporting recordings, A-12

flagging recordings for follow-up, A-12
loading saved search, A-9

logging on, A-1

managing recordings, A-9

opening Call Log details for recordings, A-11

playing recordings, A-11

purging recordings, A-13

refreshing search results, A-12
restoring recordingsto Servers, A-12
running, A-1

saving current search, A-9

searching for recordings, A-2
sorting search results, A-11
specifying search criteria, A-5

archived recordings
managing individual recordings, A-9
purging, A-13
searching for, A-2
archived voicemail, 6-3
associating
fromaCall Log entry, 7-8

from an active call, 4-9
from voicemail, 6-8

audio contrals, using, 2-20
audio output, changing, 2-10

blind transfers
using ViewPoint, 4-6

bookmarks for voicemail, 2-21
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C selecting cdlsin, 4-3

call notification of voicemail, 6-11
callback number .
using to identify contacts, 9-11 call ownership, 4-3

call recordings, managing, 6-9

caler ID
including with pager notification, 6-12 cals
selecting name or number as contact answering
identification, 9-11 using ViewPoint, 4-4
used to identify contacts, 9-8 associating with a contact, 4-9
calling back checking a phone number to dial, 5-6
conferencing

aCall Logentry, 7-8
voicemail, 6-6
your last caller, 5-7

using drag-and-drop, 5-8
using ViewPoint, 5-7
disconnecting without hanging up, 4-10

Call Log folder forwarding
overview, 7-1 overview, 8-1
adding notesto callsin, 7-7 asdisplayed in Extensions list, 3-1
associating a call with a contact, 7-8 prompting for password, 8-3
filtersfor, 7-2 status bar button for, 2-10
opening a contact record from, 7-9 using ViewPoint, 8-1
returning callsfrom, 7-8 and voicemail, 8-4
viewing additional call details, 7-5 when logging on, 2-5
Call Monitor folder hold using ViewPoint, 4-5
overview, 4-1 indications of incoming, 4-11
adding Phonebook paneto, 2-12 notification of voicemail, 6-11
commands parking using ViewPoint, 4-9
answer, 4-4 placing
associate with contact, 4-9 from Extensionslist, 3-3
disconnect, 4-10 from other contact manager applications, 1-2
park, 4-9 quickly from ViewPoint folders, 5-4
play caler'sname, 4-10 to contacts, 5-3
put on hold, 4-5 to extensions, 5-3
record call, 4-8 to My Numbers, 5-4
send incoming call to voicemail, 4-4 using the toolbar’s dial field, 5-2
takecal, 4-4 using ViewPoint, 5-1
transfer, 4-6 recording
unpark, 4-10 using ViewPoaint, 4-8
conference callsin, 5-7 screening with ViewPoint, 4-4
double-clickingin, 4-3 selecting in Call Monitor, 4-3
ownership of callsin, 4-3 sending incoming to voicemail using ViewPoint,
panesin, 4-2 4-4
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taking noteson, 4-11 CSV files, importing and exporting, 2-21
transferring

tipsfor Operators, 4-8

using drag-and-drop, 4-6

using ViewPoaint, 4-6
unparking using ViewPoint, 4-10

custom data, viewing, 4-2

D

checking numbers, 5-6 default phone number, for contacts, 9-5

coaching default station, changing, 2-5

users cals, 5-9
Deleted folder, 2-19
conference calls

as dlsplayed in Call Monitor, 5-7 deleti ng ViewPoint items, 2-14
creating using ViewPoint, 5-7 deleting voicemail
using drag-and-drop, 5-8 permanently, 2-13

Contact Manager Assistant, 9-13 using ViewPoint, 2-13
overview, 9-1 dialing. See placing calls

account codesfor, 9-5

adding and deleting phone numbers for _
identification, 9-8 documentation, 1-4

disconnecting calls without hanging up, 4-10

associating "Unknown" callers with, 9-9 drag-and-drop, in ViewPoint, 2-14
benefits of recognition, 9-7
default phone number, 9-5
deleting phone numbers used for identification,

drag-and-drop transferring, 4-6

9-9 E
entering, 9-3
entering phone numbers for, 9-5 o )
foldersfor, 9-2 e-mailing greetings, 6-14
identifying by caller ID, 9-8 e-mailing voicemail, 6-6

importing and exporting, 2-21

in other contact manager applications, 9-13 .
PINsfor, 9-12 emptying the Deleted folder, 2-19

e-mail notification of voicemail, 6-11

placing calsto, 5-3 ending calls without hanging up, 4-10
private and public, 9-2

recording voice titlesfor, 9-6
searching for, 9-3

telephone prompt language for, 9-5

exiting ViewPoint, 2-6

exporting
contacts, 2-21

voicefiles, 2-21
Contacts folder )
adding as apanein Call Monitor, 2-12 extensions
. . . . placing callsto, 5-3
copying and pasting ViewPoint items, 2-14 . .
Extensionslist
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IND-4

overview, 3-1

adding as panein Call Monitor, 2-12
setting up workgroup tabsfor, 9-17
tabsin, 3-2

F

F11 (return your last call), 5-7
F12 (redial your last call), 5-7
Favorite Folderslist, 2-8

feature comparison table, 1-3

folders
overview, 2-17
for contacts, 9-2
for voicemail, 6-3
opening in new windows, 2-12
private and public, 2-17

forwarding calls
overview, 8-1
asdisplayed in Extensions list, 3-1
prompting for password, 8-3
status bar button for, 2-10
using ViewPoint, 8-1
and voicemail, 8-4
when logging on, 2-5

forwarding voicemail
using ViewPoint, 6-5

FrontOffice 2000, 1-2
FWD button on status bar, 2-10

G

GoldMine, 1-2

greetings
overview, 6-13
active, 6-14

e-mailing, 6-14
recording using ViewPoint, 6-14

Greetings folder, 6-13

H

Help, online, 1-4

hold
putting calls on using ViewPoint, 4-5
retrieving from other phones (call parking), 4-9

identifying contacts
adding and deleting phone numbers for, 9-8
by caller ID, 9-8
by PIN, 9-12

importing
contacts, 2-21
voicefiles, 2-21

J

joining
users calls, 5-9

L

logging on
asavisitor, 2-5
changing default station, 2-5
skipping, 2-2
to ViewPoint with another phone, 2-4
using ViewPoint, 2-2
with command line switches, B-1
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with new options, 2-6 P

pager notification of voicemail, 6-11

M panes
in Call Monitor folder, 4-2
menu bar, 2-7 Phonebook, 2-12
message waiting light, enabling and disabling, 6-11 parking calls
Microsoft Exchange Server, synchronizing with, using ViewPoint, 4-9
6-7 password
Microsoft Outlook, 1-2 changing using ViewPoint, 2-6
o prompting for when forwarding calls, 8-3
monitoring skipping entry at logon, 2-2
users calls, 5-9 _ . a
My Numbers pasting ViewPoint items, 2-14

placing callsto, 5-4 personal status
viewing in Extensionslist, 3-1
phone
N audio output from, 2-10
changing ViewPoint's, 2-3
names phone numbers, checking, 5-6
of callersdisplayed in Call Monitor, 4-4 " "
playing caller’s over speskers, 4-10 Phone" pane on status bar, 2-10

navigation pane, 2-8 PINs, for contacts, 9-12

Place Call command, 5-4

notes
adding to active calls, 4-11 placing calls
adding to calsin Call Log, 7-7 from Extensionslist, 3-3
adding to voicemail, 6-8 from other contact manager applications, 1-2

quickly from ViewPoint folders, 5-4
to contacts, 5-3

to extensions, 5-3

to My Numbers, 5-4

0 using the dial bar, 5-2

using the phone, 5-1

notifications of new voicemail, 6-11

online Help, 1-4 .
private
Operators contacts, 9-2
tips on transferring cals, 4-8 folders, 2-17
orbit number, 4-9 voicemail, 6-8
Outlook, 1-2 workgroups, 9-14

ownership of callsin the Call Monitor, 4-3 Problem Report Wizard, C-1
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problems, reporting, C-1

prompts
changing language of for contacts, 9-5
for password with call forwarding, 8-3

public
contacts, 9-2
folders, 2-17

workgroups, 9-14
purging archived recordings, A-13

Q

queues
tabs for in Extensions|list, 3-2

R

recording calls
using ViewPoint, 4-8

recordings
how to make and play, 2-20

redialing your last call, 5-7

remote phone use
ViewPoint logon options, 2-4

replying to voicemail
using ViewPoint, 6-5

reporting problems, C-1
returning your last call, 5-7
ringback, 4-6

S

scheduling
notifications of voicemail, 6-12

screening calls
with ViewPoint, 4-4

screening voicemail
using ViewPoint, 4-4

screen-pops for calls, 1-2

searching
for contacts, 9-3

Server, changing ViewPoint's, 2-3
speakers, audio output from, 2-10
Speed Dial command, 5-4

status bar, 2-9

stutter dial tone
turning on and off, 6-11

supervised transfers

using ViewPoint, 4-6
supervising users’ calls, 5-9
support, technical, 1-3

synchronizing with Microsoft Exchange Server,
6-7

T

tabs
in Extensionslist, 3-2

TAPI Service Provider
overview, 1-2
using from other contact manager applications,
9-13
technical support, 1-3

toolbar
overview, 2-8
dial field on, 5-2
transferring calls
tipsfor Operators, 4-8
using drag-and-drop, 4-6

N7 VERTICAL Wave ViewPoint User Guide



Index

IND-7

using ViewPoint, 4-6
trianglesin audio controls, 2-21

U

"Unknown" callers, associating with contacts, 9-9

unparking calls
using ViewPoint, 4-10

urgent voicemail, 6-8

Vv

ViewPoint
changing Server and phone, 2-3
exiting, 2-6
layout, 2-7
logging on using, 2-2
reporting problems with, C-1
starting using with command line switches, B-1
using drag-and-drop in, 2-14

visitor, logging on as, 2-5

voicefiles
importing and exporting, 2-21
recording and playing, 2-20
voicemail
adding notesto, 6-8
associating with acontact, 6-8
bookmarks, 2-21
and call forwarding, 8-4
calling back using ViewPoint, 6-6
deleting using ViewPoint, 2-13
disappearing from ViewPoint, 6-3
e-mailing, 6-6
folders, 6-3
forwarding using ViewPoint, 6-5
heard, 6-8
listening to using ViewPoint, 6-4

listening to while caller leaves, 4-4
new, indications of, 6-11
notification of, 6-11
private, 6-8
replying to using ViewPoint, 6-5
scheduling notifications, 6-12
screening using ViewPoint, 4-4
sending a call directly to

using ViewPoaint, 4-4
sending using ViewPoint, 6-9
synchronizing with Microsoft Exchange Server,

6-7

unheard, 6-8
urgent, 6-8
viewing contact record for, 6-7

voicemail folder
overview, 6-2

voicetitles
recording for contacts, 9-6

w

windows, opening foldersin new, 2-12

workgroups
overview, 9-14
benefits of using, 9-14
personal and public, 9-14
setting to appear as Extensions list tab, 9-17

Workgroups folder, 9-15
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