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Chapter 1: Introduction

Product Overview:
Thank you for purchasing Visual Call Manager.

There is no question that the modern business environment is extremely competitive. In order to
grow or maintain business, companies must deliver a higher level of personalized service than
ever before to their customers. The question is, how do you deliver the higher service level?

By integrating the intelligence in your computer with the power and flexibility of your telephone,
you'll communicate more effectively and provide better customer service to win even more
business.

The integration of computers and telephones is called Computer Telephony Integration (CTI).
CTI, was at one time, very expensive and available only for very large systems, however today
ConverTec has developed a suite of powerful CTI solutions that are targeted to small and
medium size business’s.

Visual Call Manager (VCM) allows companies to provide the power of Computer Telephony
Integration (CTI) beyond the receptionist and Call Center Agents, by extending CTI functionality
to every computer desktop throughout an organization. The result is an improvement in overall
communications throughout an organization using a familiar and easy-to-use Graphical User
Interface (GUI).

Designed specifically to integrate with Nortel Networks Norstar and Business Communications
Manager (BCM) Telephone Systems, Visual Call Manager comes equipped with an impressive
line-up of call handling and inter-office communication features.

Visual Call Manager provides all the functionality of ConverTec’s CALL Link™ product (screen-
pop, outbound dialing) and adds visual call control, text messaging, message notification, and
unlimited system wide speed dials, all via a user-friendly desktop interface. Instead of using the
telephone, employees will perform all their call-handling functions through their PCs and not
wasting time switching back and forth between computers and phones, allowing them to stay
focused and improve their productivity.

VCM integrates to many popular contact managers providing screen pop’s to incoming calls.
Having this information readily available will allow your employees to service calls more
efficiently, resulting in greater caller satisfaction.

With VCM, calls are answered by a simple mouse click. Caller ID functions are displayed on-
screen, along with the status of all extensions allowing for more rapid and accurate call handling.
Other call controls such as placing calls on hold, parking, camping and paging is a simple as a
click of a mouse. Transferring calls is easily performed by dragging and dropping the call to the
desired extension or by pointing and clicking the transfer button and the desired extension button.

Visual Call Manager’s powerful functions open up a wide range of communications possibilities
for your company. Increase the efficiency of your employees by allowing them to handle calls
quickly, easily, and with less disruption to their daily tasks. Improve the communications between
your employees by expanding the palette of tools available, helping improve your company’s
bottom line.

With Visual Call Manager, messaging is handled quickly and efficiently through the “Text
Message” screen, which allows the receptionist/users to enter messages electronically on screen
and broadcast to one or more users. This powerful feature ensures that your messages are
delivered on time, accelerating the movement of vital information.
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Message Notification allows employees to enter up-to date status information about themselves.
This message will automatically appear on all VCM user interfaces allowing your receptionist and
all VCM users to be better informed and make more effective decisions. For example, a sales
representative who is attending a trade show could have “Attending trade show, returning 1%
Dec.” displayed on his or her extension button informing all VCM users of their status.

For frequently dialed numbers, the Visual Call Manager allows all employees to access virtually
an unlimited number of speed dials from their PC, saving time and ensuring the accuracy of call
attempts.

There is no learning curve to Visual Call Manager as it mimics the basic functionality of the
Norstar terminal. The VCM user interface can be easily customized and updated by an
administrator with respect to departments, extensions and speed dials which are immediately
broadcast to all users drastically reducing the amount of administration time.

Workstations with
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VCM Server PC
with VM

Server Network Software

Visual Call Manager (VCM) for Norstar

The diagram above illustrates how the VCM Server is connected to the Norstar phone system via
a CTA device along with how VCM Clients are connected through the Local Area Network to the
VCM Server. A major advantage Visual Call Manager provides is that only one Computer
Telephone Adapter (CTA) is required for the entire Local Area Network. This means that up to
the maximum number of Norstar telephones, currently 192, can be using VCM with only one CTA
device.
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VCM Minimum Requirements

VCM Server Hardware / Software Requirements:

Pentium 111 500 MHz CPU

128 MB RAM

10 GB available on Hard Drive

SVGA Monitor with 800x600 Resolution or higher (16-bit high colour minimum required)
CD-ROM Dirive — preferred method to install application

Operating system —NT 4.0 SP6, 2000 Prof. SP3, ME, XP, XPprof SP1/SP2

One NIC (Network Interface Card) (Not compatible with more than 1 network card on PC designated as
server)

(Norstar Only) Serial Port required for connection of Nortel CTA100

Printer — allows CALL Auditor reports to be printed — OPTIONAL

Dedicated computer recommended

Limited Access to the computer for security purposes

I

NOTES: Although it may be possible to get VCM to operate on Terminal Server or Win 2003 server, it is
not recommended or supported by ConverTec. VCM does not run as a service and must be installed under a
single user administrator account to work properly. Any OS Firewalls must be disabled or all application
components must be bypassed in order for VCM to operate with any clients. The following components are
related to VCM server: Norserv, ServSB, CallBR, MailSrv

VCM Client Hardware / Software Requirements:

Pentium 11 233 MHz

64 MB of RAM

50 MB available on Hard Drive

SVGA Monitor with 800x600 Resolution or higher

CD-ROM Dirive — preferred method to install (optionally use shared CD ROM via LAN)
Operating System — Windows 98 SE, NT 4.0 SP6, 2000 Prof. SP3, ME, XP Prof SP1,SP2
NIC (Network Interface Card) TCP/IP Protocol. Access to LAN required.

I O O

NOTES: Win XpSp2 Firewall must be disabled or all application components must be bypassed in order for
VCM clients to operate properly. The following components are related to VCM clients:
CLMNG

Nortel Networks Phone System Requirements:

[] (Norstar Only) MICS(XC) DR1.1 or greater or CICS DR 1.0 or greater. Norstar telephone system

[] (Norstar Only) Norstar Analog Caller ID Line Card(s) or PRI/BRI Digital card (required for screen-pop)

[] (Norstar Only) One CTA 100 hardware interface (CTA 100 requires serial port on server PC)

[ ] (Norstar Only) Norstar phone jack required for CTAZ100 at server location (can be used in series with existing
telephone)

[ ] (BCM Only) Software release BCM50, 3.5, 3.6 or 3.7

(BCM Only) One LAN CTE Client License

O

Local Area Network Requirements:
[] TCP/IP and UDP protocol must be unblocked from Server to Client PC’s on the LAN
NOTES: This application cannot run through a VPN

Telephone Subscription Services:
[] Caller ID Name and Number service from your local telephone company
(This service is required for inbound screen pops to occur.)

Custom Database Integration:
Custom Database Integration requires Call Link client(s). Your application developer can easily integrate
Call Link to your database using our Active X control.
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Norstar CTA Installation:

NOTE: Refer to Appendix F for CTA Windows Operating Systems compatibility

Installing the CTA device involves two steps:

1.

2.

Hardware installation (connecting the Computer Telephony Adapter to the VCM
server and a live Norstar TCM port (extension jack).
Software installation (installing the supplied CTA driver software)

Note: All Norstar CTA devices do not require a dedicated Norstar jack but can
share an existing jack used by a Norstar phone. If you have a Norstar phone in
close proximity to the VCM server, the CTA can use this same Norstar jack as
the Norstar phone while maintaining the use of the phone.

CTA 100/200 Installation using serial cable:

Connect the supplied serial cable (supplied with CTA from Nortel) to the serial port on
the CTA device and a free serial port on the VCM server.

Connect one end of a telephone cable to a live Norstar jack and the other end to the
jack labeled “Line” on the CTA.

If the jack you plugged the CTA into originally had a Norstar phone plugged into it,
the Norstar phone can now be plugged into the jack labeled “Phone” on the CTA.

Note: You can confirm a Norstar jack is live by plugging a Norstar phone
directly into the jack you intend to use for the CTA. The display on the Norstar
phone will briefly blink and may take up to a minute before the time and date
appears on the Norstar display.

Plug the CTA power supply into a 115 VAC receptacle and the output to the
appropriate connector on the CTA.
Insert the VCM CD-ROM into the VCM server CD-ROM drive. The VCM software will
self-launch and provide a menu to the user, however, some PC’s prevent this. If the
CD fails to self-launch, go to

Start | Run | <CD drive letter> d:\ Demo32
Click on Install.
Select Norstar CTA Drivers
Select the CTA 100 or the CTA 200.
Follow the Install Shield instructions.

It KSU Morstar Telsphone Set

CALL Link Server PC
Morstar CT4 100

—— o ool - O
P ) o — )

b — ya—

i

Lo

- &

CTA 100/200 Serial Port Connection Diagram
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CTA 200 Installation using the USB cable:

NOTE: The CTA 200 in the USB mode is compatible with Windows 98 and

Millennium only. Refer to Appendix F for more information.

In order to take full advantage of the Plug and Play capability of the CTA 200 and the
USB port, install the software first, and then install the CTA 200.
Insert the VCM CD-ROM into the VCM server CD-ROM drive. The VCM software
will self-launch and provide a menu to the user, however, some PC’s prevent
this. If the CD fails to self-launch, go to

Start |Run | <CD drive letter> d:\ Demo32
From the menu, click on Install.
Click on Norstar CTA Drivers.
Select the CTA 200 from the menu
Follow the Install Shield instructions to complete the software installation.
Shut down the VCM server
Install the USB cable from the VCM server USB connector to the CTA 200 connector.
Power on the VCM server.

CTA 150i / 160i Installation:

Remove the power cord from the VCM Server PC

Remove the cover form the VCM Server PC and locate a free ISA expansion slot for
the CTA 150i or a free PCI slot for the CTA 160i.

Remove the cover of the selected expansion slot and save the retaining screw.

The CTA 150i comes with 5 I/O port address switches. The default setting is 300H.
If this address is in use in the VCM PC then the switches will need to be set to an
alternate address. See the Nortel “CTA 150i Installation Guide” for a listing of all
possible switch combinations to acquire a free address.

Install the CTA and ensure it is seated in the slot properly and secure the CTA to the
PC'’s chassis with the retaining screw.

Reinstall the cover of the PC and plug in the power cord.

Connect one end of a telephone cable to a live Norstar wall jack and the other end to
the jack marked “Line” on the CTA.

If the jack you plugged the CTA into originally had a Norstar phone plugged into it,
the Norstar phone can now be plugged into the jack labeled “Phone” on the CTA.

Note: You can confirm a Norstar jack is live by plugging a Norstar phone
directly into the jack you intend to use for the CTA. The display on the Norstar
phone will briefly blink and may take up to a minute before the time and date
appears on the Norstar display.

Insert the VCM CD-ROM into the VCM server CD-ROM drive. The VCM software
will self-launch and provide a menu to the user, however, some PC’s prevent
this. If the CD fails to self-launch, go to
Start |Run | <CD drive letter> d:\ Demo32
From the menu, click on Install.
Click on Norstar CTA Drivers.
Select CTA 150i or CTA 160i form the menu.
Follow the Install Shield instructions to complete the software installation.
Once the installation process is complete, reboot the VCM server.
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VCM Server Installation & Configuration

Physical Location:
It is recommended that the VCM Server be located in a secure, controlled environment.
If the CALL Auditor is to be enabled, the CALL Auditor records should be considered
confidential and the VCM Server treated with the same security as a Network File Server.

NOTES:

e VCM Server software should be installed on a dedicated PC.

e The PC that the VCM Server software is installed on, must have one and only
one Network Interface Card (NIC) installed.

e The VCM Server must be restarted if the Norstar switch is turned off.

Software Installation:

NOTE: Installation of the Norstar CTA and driver software must be performed prior
to installing the VCM Server software.

= Insert the VCM CD-ROM into the VCM server CD-ROM drive.

Visual Call Manager

for Norstar

version 3.2

- N
INSTALL
EXPLORE
WEB SITE  { . .

\)
)
CONTACT | ’*&
EARAA &

CaonveRrTec Inc.

e The CD-ROM will self-launch displaying the menu above.
e Click on INSTALL.

NOTE: If the CD fails to self-launch, go to
Start | Run | <CD drive letter> d:\Demo32
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Install Visual Call Manager
for Norstar

version 3.2

CTA Drivers @

SERVER @

CLIENT .

N
o“-
I *
MAIN MENU @) 22 .};, N —

CaonverTec Inc.

e Click on SERVER

YCM Server Setup E3

Welcome to Yisual Call Manager Server Setup

This program will install Vizual Call Manager Server on pour
computer. [tz strongly recommended that pou exit all
Windows programs before running this Setup program.

Cancel |

The Welcome Screen comes up first, reminding you to exit from all other open programs
you might be running on your computer. Check the lower right-hand corner of the menu
bar (Windows System Tray) for programs activated on startup of the computer, and close
these as well. Click on NEXT to continue.
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¥CM Server Setup Ed

License Agreement

Fleaze read the fallowing license agreement carefully,

Press the PAGE DOWHM key to zee the rest of the agreement.

[ IMPORTANT - READ CAREFULLY BEFORE OPEMING ﬂ

THIS IS A LEGAL AGREEMEMNT BETWEEMN 0OU, THE EMD USER, aMD
CONVERTEC IMC.. OPEMING THIS SEALED PACKAGE 0L

ARE AGREEING TO BE BOUMD BY THE TERMS OF THIS AGREEMENT.

[F0U D0 NOT AGREE TO THE TERMS OF THIS AGREEMENT. PROMPTLY
RETURM THE UMOPEMED PACKAGE AMD THE ACCOMPANYIMG ITEMS WITHIN
FIVE (5] DAYS [IMCLUDING WRITTEM MATERIALS ETC.] TO THE PLACE

O OBTAINED THEM FOR & FULL REFUMD.

=l
Do youw accept all the terms of the preceding Licenze Aareement? [F pou choose Mo, the
setup will close. Tainstall Wisual Call Manager Server, you must accept this agreement.
| FsballEteld
¢ Back Yes Hao

Next you will see the ConverTec Inc. license agreement screen. Please review and click
on YES if you consent to the terms. Click on NO to exit the installation and return the
VCM CD-ROM to your Authorized VCM Dealer.

YCM Server Setup E3 |

User Information

Erter pour registration information.

Fleaze enter your name and the name of the company for whom you waork,

M ame: IDDug b cffat

Compary: IEDr‘NEITECh‘]C.l

| etallStneld

< Back | Mest » I Cancel

This screen asks for User Information. Enter your name, or main contact name and the
company name in the appropriate places and click on NEXT to continue.
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¥CM Server Setup

Chooze Destination Location
Select falder where Setup will inztall files.

Setup will ingtall Wizual Call Manager Server in the following folder,

Toinztal ta this falder, chick Mext. To install to a different folder, click Browse and select
another folder.

C:WWERServer' Browsze. .. |
| retallsheld
Cahicel |

" Destination Falder

< Back

The VCM destination folder selection allows you to install into a directory or folder of your
choice. Itis recommended you use the default setting. Click on NEXT to continue.

YCH Server Setup Ei I

Select Program Folder
Fleaze zelect a program folder.

Setup will add program iconz to the Program Folder lizted below, ou may twpe a new folder
name, or select one from the exizting folders list. Click Nest to continue.

PBrogram Folders:

Exizsting Falders:

Adobe Acrobat 4.0
CALL Link Client
CALL Link Server
Digrey Interactive
EPSON

Euif Wigwer

Garmes
Hashro [rteractive Ad|

| Fretal el d

< Back | Mext > I Cancel |

The Program Folder Screen is the next you will see. By default, the InstallShield©
Wizard will put the VCM folder in the first level of Programs. If you wish to place it
elsewhere chose from the Existing Folders listed. Click on NEXT to continue.
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YCH Server Setup

Setup Type
Chooze the setup type that best suits your needs.

Select the number of digits that your Norstar telephone extension has.

Queshion

Next you will be asked, “Do you wish the VCM Server to start each time Windows starts?”
Select YES if you wish VCM to start automatically.

Note: Itis highly recommended to answer YES to this question in order for the
VCM Server to be automatically started each time Windows is started.
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VYCM Server Setup E

Setup Status

Wizual Call Manager Server Setup is performing the requested operations.

Installing:
C:MINDOWS . 0008SYSTEMACOMCAT . DLL

— 1%

[retallEteld

The InstallShield© progress Screen is now presented. The thermometer bar will show
the progress of the VCM Server installation.

Norstar CTE Toolkit

\wielcome to the Narstar CTE Taolkit Setup program
This program will install Morstar CTE Teolkit an your
= computer.

It is stronaly recommended that you exit all Windows programs
befare running this Setup program.

Click Cancel to quit Setup and then close any programs you
have running. Click Net to continus with the Setup program

WARNIMG: This program is protected by coppright law and
intemnational treaties.

Unautharized reproduction or distribution of this program, o any
portion of t, may result in severs civil and criminal penalties, and
will be proseeuted to the maximum extent possible under law,

Cancel

The Norstar Computer Telephony Engine Toolkit is what VCM uses to communicate with
the Norstar phone switch. Click on NEXT to continue.
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VLM Server Setup

Setup Complete

Setup haz finished installing Visual Call Manager Server on
your conmputer,

Click Finish to complete Setup.

< Batk R

Finally, the Setup Complete Screen will appear. Click on FINISH to complete. There is
no need to restart the PC.

Configuration:
You can now start VCM by going to:

Start | Programs | VCM Server | VCM Server

Note: If you have chosen a different Destination Location or Program Folder from
the default choices, follow the appropriate path to find and activate Visual Call
Manager.

N

R 2

RAS AN

ConverRrTecC Inc.
Visual Call Manager

for Norstar
Version 3.01.00

YCM Server i1s loading.. Please wait..
tonitoring Device 231

VCM Server startup window
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When the VCM Server starts, the VCM Server icon is added B to the Windows system
tray, which is located at the lower right hand corner of the Windows desktop. When the VCM
Server is operating properly, a red lamp blinks on and off on the VCM Server. This red lamp is
referred to as a “heartbeat indicator”. If the red lamp is either steady on or steady off, the VCM

Server is not functioning properly and appropriate action is necessary. See Appendix B for
troubleshooting tips.

If a problem with the Norstar CTA device is encountered upon starting the VCM Server, a
message like the one below is presented.

Morstar CTI Meszages E
16:40:55 [cteunidr.dll] -

Inable to detect the CTI device using the specified parameterz. The device
iz dizabled or not prezent on the PC. Werify the state and configuration of the
device. <UDROODS:

See Appendix B for possible causes of this message and solutions to rectify the problem.

VLM Server Setup : |

Prefix |Lu:u:a| Area Codes | Area Code Hulesl .-’-‘-.uditurl Lines I Hegistratinnl I |

Long Distance Prefis——————— —Primany Voice Mail extension:
| 375
Ta determinate the Primary
[~ Use Long Distance Prefis Woice Mail extension press:
Featurs 385
rOutside Line Prefis——————— &ccess Codes for PRI Pools:
I Poal A: IE‘
[~ Use Outside Line Prefix Paol B: I

0k I Cancel | Help

Right clicking on the VCM Server icon B in the system tray accesses the VCM Server Setup.
Scroll up to Setup. Left click on Setup. The VCM Setup window is presented.
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Prefix:

e Long Distance Prefix: This parameter is used if you subscribe to a long distance
service, which requires a special access number be dialed prior to the actual
requested phone number. Check the “Use Long Distance Prefix” box and enter the
appropriate number. If a pause is required, use the letter P for a 1.5 second pause.

Note: All toll free area codes are exempt from this parameter. Toll free
numbers will use the “Outside Line Prefix” parameter to access an outside line.

e Outside Line Prefix: If you subscribe to Centrex lines or your Norstar switch is behind
a PBX switch and requires a number(s) to access outside lines, then check the “Use
Outside Line Prefix” box and enter the appropriate number.

= Access Pools for PRI Pools: PRI & BRI line pools are available on the Compact and
Modular ICS systems only. Primary Rate Interface (PRI) is only available on the
Modular ICS (MICS) system. PRI hardware and software is required in order to
utilize this digital technology. Currently, the Norstar MICS system can support a
maximum of three PRI-ISDN trunk cards (MICS 6). VCM can access all of PRI
channel pools.

If using PRI on a Modular ICS phone system, enter the access code(s) for the
appropriate pool(s).

e Primary Voice Mail Extension: Using a Nortel phone, press “Feature 985" and enter
this number. If you do not have voice mail, leave this field blank.

Local Area Codes:

x
Prefix ~ Local Area Cades |.~‘-‘«rea Code Rules | Auditor | Lines | Registration | Infa |
rLocal Area Codes: P

Area Code 1 Iﬁ [~ "Pad" CallerlD
Ares Code 2 Maote: Area Codel will be uszed

D= LRl & I418 to "pad" the incoming Caller 1D

b information if only 7 digits are received.

Area Code 3: |2gg in
&rea Code 4: I

Toll Free Codes———
&0a Hew... |
Jete] =
877
36 Hemayve... |

ok, Cancel || Help

e Enter all area codes that are local to your area along with those area codes that
encompass both local and long distant exchanges. Consult your phone book for a
complete listing of local exchanges.

e Along with providing an area to enter a local area code, Area Code 1 provides a
secondary function. Area Code 1 is also used to “pad” any local Caller ID information
which is received as a 7 digit number as apposed to the 10 digit phone number
required by all Contact Managers. Always enter your local area code in Area Code 1.

o Enter all Toll Free Area Codes. All toll free calls will utilize the “Outside Line Prefix”
rather than the “Long Distance Prefix” rule. By default, 800, 888, 877 and 866 are
loaded during the installation process
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CALL Auditor:

e To enable the CALL Auditor, click on the “Enable Call Auditor” box and enter the
minimum call time that an outbound call is recorded. The CALL Auditor report
generator is a separate application that is started from START | PROGRAMS |VCM
Server |CALL Auditor. For more details about the CALL Auditor, see Chapter 6.

Area Code Rules:
o Enter all area codes that incorporate both local and long distance exchanges. Enter
all local exchanges within the specific area code by clicking on New and adding the
exchange. Consult your phone book for a complete listing of local exchanges.

¥CM Server Setup il

Prefis I Local Area Codes  Area Code Rules |Auditnr| Lines I Hegistrationl Infa I

Argaloder 905 -
Rules for Area Code:

Do nat dial 7 far numbers
with following exchanges:

469

Hew
Bemove. . |

ak Cancel Help

Lines:
e When a Norstar Modular ICS is being used in conjunction with analog Central Office
lines (Norstar LS/DS line card(s)), the logical lines should be mapped to the Norstar’s
physical line ports.

YCM Server Setup %]

Prefix I Lacal Area Eodesl Area Code Flulesl Auditor - Lines | Hegistrationl Infa I

Mumber of Lines: Ig [ Limit viewable digits to 10

Physical Lines

Logical Lines—\l/ l/ \’f—Line Labelz
3 3

Line 3 |1l
4 Line 4
5 25 |Line’
3 2% Linef L]
7 27 |Line?
2 > | ine R ;I

0k I Cancel Help |

e In the screen shot above is an example of a typical Modular ICS (MICS) line-
renumbering configuration with two CIl Line cards installed in the main MICS cabinet,
which supports four analog lines each for a total of eight lines. The second CIlI Line
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card supports physical lines 25-28, however VCM allows you to logically assign lines
5-8 so they appear numerically synchronous on the CALL Auditor.

e Number of Lines should be set to the maximum number of physical CO ports or
telephone phone lines the Norstar switch currently has installed.

e Line labels is used to assign how the lines are displayed on the VCM user interface.
This is a convenient method to distinguish differences between lines on a phone
system that are being shared between two or more companies.

e Limit viewable digits to 10 will restrict the digits displayed on the VCM user
interface to 10. This is a security feature which will eliminate digits used for banking
and various passwords from being displayed.

Registration:

e This section provides information pertaining to the VCM Server configuration,
software license information as well as providing the ability to upgrade the current
software level and maximum number of concurrent VCM Clients that can be attached
to the server.

YCH Server Setup x|

Frefix I Local Area D:n:lesl Area Code Flulesl .-’-‘n.uditull Lines | Info I

Exth Client IP address
Company: ConverTec

245 - 10004
Mame: WCM_Sry 226 - 10007

244 - 10.0.0.100
Server Mame: bemtest] 227 - 100014

240 - 10008
Server P Address: 10.0.0.18 221 . 10.0.0.16
Max. Humber of Clients: 30 3312 ) }3331,%

- . 223 - 100,018

MNumber of &ctive Clients: 10 298 . 100015

Uparade | I:iu:enxelnfcul About |
Ok I Cancel | Help |

e The registered Company and Name is displayed which was entered upon installing
the VCM server software.

e The Server Name is the Computer name of the VCM Server PC found in the
Identification section in Network Neighborhood.

e The Product Number is a unique number, which is used when upgrading to a
different level or adding additional Client licenses.

e Max. Number of Clients displays the maximum number of VCM Clients that the
VCM Server is currently registered for.

e Number of Active Clients displays the number of current VCM Clients connected to
the VCM Server.

e Level indicates the current VCM software level. There are currently three levels,
Demo, Full Product and Full Product with Reports. Under the Demo level, the
VCM Server will operate for up to 100 calls (inbound or outbound) before shutting
down. You must restart the VCM Server for it to operate for an additional 100 calls or
call your local ConverTec dealer for a key code.

e Indicates VCM Clients currently connected to the VCM Server displaying their IP
address and their associated extension numbers.
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Upgrade:
e Click on the Upgrade button to enter an upgrade key code to add additional VCM
client licenses and to enable the Optional Report Package. Call your local ConverTec
dealer or call ConverTec at 1-877-937-8228.

License Info:
¢ Indicates the status of the current software license.
e In Demo mode, the VCM Server will operate for 30 says from the day of installation
before shutting down. 5 client licenses and the Optional Report Package are
enabled in demo mode.

i

b axirnurm Humber of Clients - 30

Ma Tirme Lirnitatian

Optional Report Package iz activated.

About:
e Click on the About button to display the current version of the VCM Server.

Info:
e Displays information about the Norstar hardware and software being used. This is
primarily for troubleshooting purposes.

VLM Server Setup

Frefix I Local Area Eudesl Area Code Hulesl .-’-'«uditurl Lines I Reqistration  Infa |

Switch Tepe: MORSTAR

Switch Model: TURED

Software version:  GPROS

Software Vanation: MATT MICS 20
Software Market:  MORTH AMERICA
MNumber trunk lines: 144

CTE wersion: CTE 4.2 4.00.4.4

] I Cancel Help
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VCM Administrator:
The VCM Administrator is a dual purpose utility located on the VCM Server. The VCM
Administrator is used to facilitate additions and changes to the Extension Buttons and
System Speed Dials. Any changes made via the VCM Administrator will automatically
update all VCM user Interfaces. To access the VCM Administrator, go to:

Start | Programs | VCM Server | VCM Administrator

VCM Admin x|

i
1 Close |

VCM Administrator Main Menu

Intercom Administrator:
The Intercom Administrator is used to add, delete or modify individual extensions, enable
Administrative rights, change the Security settings of specific extensions, add ACD group
Transfer extension(s) and modify mailbox settings.

= Intercom Administrator B

File  Sort Help

1 New | }(Deletel Hsave | & Help | B, Exi |
vigs 221:Reception =

i 222: Coutesy Extenzion Mumber: |22?

i 223:Copy Rim

%, 224 Accourting Estension Mame: IDDug
i 225 ) anet Mail Box [227

s 226:Bill

c=i.Lloug v Administrator
g 228:John
G 229 Drew
G 2300w endy
i 231 Carol [~ Hide Dialed Mumber
s 232:Kevin [~ Hide Extension
v A00:5killset 1
g 301:5kil zet 2
s B25:5ales Hunt Grp ;I

| y

Security

[~ Hide CallD Infa

[~ Do not monitor
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e Extension Number — Upon installation, a default extension list is created for the first
20 extensions. You must edit this list to reflect your extension list. Devices you can
include are; Hunt Group extensions, ATA’s, Door phones, ACD Transfer DN's and
Voice Mail extensions.

e Extension Name — Upon installation, the default value of this field is the extension
number. This field should be changed to reflect the name of the telephone user,
ACD Group (i.e. Sales Dept), Hunt Group pilot extensions and Voice Mail extensions.

e Mail Box — Upon installation, the default value of this field is the extension number.
Remove any mailbox entries that do not have mailboxes and change any mailbox
that is different than the phone extension. i.e. the reception phone usually has the
General Delivery mailbox associated to that extension.

e Administrator — Select this box to allow this extension to;

0 add or change the Message Natification for any VCM extension. For
example, you may want to give the receptionist administrative rights so that
he or she may change the Message Notification for those people who are out
of the office. See page 62 for more information regarding Message
Notification.

o view call information of those extensions that have been blocked. For
example, the boss may allow specific VCM user(s) the right to view who they
are talking to while blocking those that are not deemed an administrator.
See “Hide Call ID Info” and “Hide Dialed Number” below for more
information.

e Security
o Hide Call ID Info — Select this box to prevent other VCM users from viewing
inbound Caller ID information for this extension. The words “Active Call” will
replace the Caller ID information.

0 Hide Dialed Number — Select this box to prevent other VCM users from
viewing the number dialed for this extension. The words “Active Call” will
replace the dialed number.

0 Hide Extension — Select this when you do not wish the VCM users to see a
particular extension(s). An example of extensions that you may want to
enable this feature could be the voice mail extensions or Hunt Group
extensions. Although you may not wish VCM users to view particular
extensions, it is important that they are included in the Intercom list to ensure
proper VCM operation.
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Do Not Monitor — When the VCM Server starts, it attempts to monitor both Lines and
Extensions. If an extension is unable to be monitored, it will appear on the VCM
Client with a dark grey colour indicating an “out of service” extension

NOTES:

= All telephones, ATA’'s, ACD Transfer DN’s, Hunt Groups must be added
manually after the VCM Server’s initial startup.

= |If changes are made using the VCM Administrator while the VCM Server is
running, the VCM Server must be shut-down and restarted in order for
these changes to take effect. Once the VCM Server has restarted, all VCM
user interfaces will reflect all changes made.
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Speed Dial Button Administrator:

The System Wide Speed Dial Administrator allows for modifications to be made to the
VCM system speed dials. This includes adding, deleting and changing of individuals
speed dials along with the tabs which assist in organizing the speed dials the way which
best suit the company or organization.

E Speed Dial Button Administrator IS = 3
J File Help
J ] Add I Eﬂ]HenameI i Save a||| # Delete | 2] Sort tab | &) Help I of] Exit |
Tab1 Tab2 |
MName MHumber Line Name MHumber Line
CorwerT ec Ind 9054690413

VCM Speed Dial Button Administrator

Once changes have been made, clicking on the Save all button will immediately broadcast the
changes to the VCM Clients, updating their speed dials to reflect the changes.

Toolbar:

Add is used to create a new tab.

Rename provides the ability to change the name of an existing tab. Click on the tab you
wish to change, click on Rename and enter the new name. Click on OK.

Save all is used to save all changes.

Delete is used to delete an existing tab. To delete a tab, click on the tab you wish to
delete. Click on Delete and OK.

Sort tab is used to alphabetically sort the speed dials within the current tab.

Adding & Modifying Speed Dials:

Enter up to 19 characters in the Name field.
Enter the speed dial phone number in the Number field. Special characters that may be
used are; * and #. The letter P may be used to insert a 1.5 second pause.
The Line field is used to force the speed dial to use a specific line or line pool. If the Line
field is left empty, the outbound line selected will follow the line setup of the individual
VCM Client.
Examples of entries for line selection;
o0 For Line Pool A, enter P:A
o0 Forlines 1to 4. enter 1-4 (call attempts will start from line 1 and go to line 4)
o For line 4 exclusively, enter 4 (this is the physical line on the Norstar
system. See page 21 for more information on physical vs. logical lines).
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Chapter 4: VCM Client Installation
& Configuration
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VCM Client Software Installation:

NOTE Windows NT/2000 & XP Users Only

VCM Client requires the installer to have the ability to read and write to the
Windows system registry. In order to comply with this requirement, administrator
rights are required for VCM Client installation only. VCM users do not require
Administrative rights.

The VCM Server must not be running during the VCM Client Installation if being
installed on the same PC.

= Insert the VCM CD-ROM into the VCM server CD-ROM drive
e The CD-ROM will self-launch displaying the menu above.

NOTE: If the CD fails to self-launch, go to
Start | Run | <CD drive letter> d:\ Demo32

e Click on INSTALL.
e Click on VCM Client.

¥CM Client Setup x|

Welcome to Yisual Call Manager Client Setup

Thiz program will inztall Yizual Call Manager Client an your
computer. [tz strongly recommended that you exit all
Windows programs before running this Setup program.

Cancel |

VCM will automatically activate the InstallShield © Wizard, which will lead you through
the installation process.

The Welcome Screen is presented, reminding you to exit from all other open programs
you might be running on your computer. Check the right-hand side of the menu bar
(Windows System Tray) for programs activated on startup of the computer, and close
these as well. Click on NEXT to continue.

Page 29 of 87 Visual Call Manager for Norstar Installation & Setup Guide



Chapter 4: VCM Client Installation & Configuration

¥CM Client Setup

License Agreement

Fleaze read the following license agreement carefully,

Press the PAGE DOWH key ta zee the rest of the agreement.

| IMPORTANT - READ CAREFULLY BEFORE OFENING ﬂ

THIS IS A LEGAL AGREEMENT BETWEEN Y0OU, THE EMD USER. AND
COWYERTEC IMC.. OFEMIMNG THIS SEALED PACKAGE ¥0OU

4RE AGREEING TO BE BOUMD BY THE TERMS OF THIS AGREEMEMT.

IF*0U DO MOT AGREE TO THE TERMS OF THIS AGREEMENT. FROMPTLY
RETURM THE UMOPEMED PACKAGE AMD THE ACCOMPANYIMNG ITEMS WITHIM
FIVE [5] D&Y'S [INCLUDING WRITTEN MATERIALS ETC.) TO THE PLACE

OU OBTAINED THEM FOR & FULL REFLIMD.

=]
Do pow accept all the terms of the preceding Licenze dgreement’? [ you chooze Mo, the
zetup will cloze. Toinstall Wizual Call Manager Client, you must accept thiz agreement.
IrmstallShield
< Back Ter Ha |

Next, is the ConverTec Inc. license agreement screen. Please review and click on YES if
you consent to the terms. Click on NO to exit the installation and return the VCM CD-
ROM to your Authorized ConverTec Dealer.

¥CM Client Setup

Choose Destination Location

Select folder where Setup will inztal files,

Setup will install Wisual Call M anager Client in the folloving folder.

To install to this folder, click Mest. To install to a different folder, click Browse and select
anather folder.

CAWEMY Browse...

f

" Destination Folder

InztalShield

< Back

Cancel |

By default, the InstallShield© Wizard will create the VCM folder in the route directory of
drive C. If you wish to create it elsewhere, select browse. Click on NEXT to continue.
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¥CM Client Setup
Select Program Folder

Pleaze select a program folder.

Setup will add program iconz to the Program Folder listed below. You may type a new folder
name, o select one from the existing folders list, Click Mext to continue,

Program Falders:
[/

Eisting Folders:

Adminiztrative Tools
Dizney Interactive
EPSOM

Games

Haszbro Interactive
ticrozoft Qffice Toolz
[uickTime

Startyy

|

|mstallShield

< Back | Nest > I Cahcel |

By default, the InstallShield® Wizard will create a folder called VCM. Click on NEXT to
continue or select an existing folder or enter a new folder name to create.

Question =] |

Do pou want to start WYCM each time *Windows start?
Mate: Select "Ma* if uzsing Maximizer or Actl

Next you will be asked, “Do you want to start VCM each time Windows is started?”

NOTE: If using Maximizer or ACT!, select “No” when asked if you want VCM Client

to automatically start when starting Windows. Both Maximizer and ACT! must be
started prior to VCM Client.
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¥CM Client Setup

Setup Status

Wizwal Call Manager Client Setup is performing the requested operations.

Installing:

C:\Program Files\Common FileshMicrozoft Shared\DADNDAD350.DLL

T

|rstallShield

Cancel

The InstallShield© Status Screen is now presented. The thermometer bar will show the
progress of VCM's installation.
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VCM Client Setup =]|

Fleaze enter Extenzion Mumber: 907

Maote: To determine Marstar extension
Fresz: Feature, *, O, Intercom. \/ ()4

Enter the extension of your Norstar phone and click on OK.
Note: If the extension number of the Norstar phone is unknown, press, the

“Feature”, “ *”, “0”, and Intercom buttons, on the Norstar phone. On the Norstar
telephone display will be the extension number and name of that phone.

¥CM Client Setup

Setup Complete

Setup has finizhed inztalling Visual Call Manager Client on your
compuker.

Click. Finizh to complete Setup.

< Back

Click on FINISH to complete the installation. There is no need to restart the computer.
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VCM Client Setup:
You can now start VCM by going to:

Start | Programs | VCM|VCM Client

Note: If you have chosen a different Destination Location or Program Folder from
the default choices, follow the appropriate path to find and activate Visual Call
Manager.

Once VCM Client has been started, the VCM icon & will appear in the Windows system
tray. If the VCM Client is not communicating with the VCM Server, the VCM Client icon

changes to ol
If the VCM Client is not connected to the Local Area Network (LAN), does not have the
TCP/IP protocol configured properly or if the VCM Server is not operating, the message

“Connecting to Server” will be displayed on the bottom left corner of the VCM user
Interface.

VCM Setup =

Phone | DataBaseI Buttnnsl Other S ettings I E xtension ‘v’iewl

: Mate: Tao determine Marstar/BCKM extension
Extension Number. |22? Prezz Feature, ® . 0, intercom.
—Linez Ta Dial Or;

m Poal: I"‘""L w7 |

[+ Use Line Pools

[~ Use PRI-&

2
3
4
; ~| ™ Usz=PRI-B

Cancel Help

VCM Phone Setup Window

Right click on the VCM icon and scroll up to SETUP. Left click on SETUP and the setup
Window will be presented.

Page 34 of 87 Visual Call Manager for Norstar Installation & Setup Guide



Chapter 4: VCM Client Installation & Configuration

Phone:

Extension Number is the extension of your Norstar phone. Confirm the extension of
your Norstar phone and enter it here.

Note: If the extension number of the Norstar phone is unknown, press, the
“Feature”, * * 7, “0”, and Intercom buttons, on the Norstar phone. On the
Norstar telephone display will be the extension number and name of that
phone.

Lines to Dial On:

“Lines to Dial On” allows a user to select lines to dial out on, if the lines appear on the
Norstar phone, or that extension has access to a specific line pool. If lines appear on
the Norstar phone (there is a physical button on the Norstar phone), then the
sequence that VCM will use these lines can be configured. VCM uses the lines in the
sequence they are listed, from the top down. In the example on the previous page,
VCM will start with line 1 to initiate a call and if busy will attempt to use line 2 and so
on in the sequence listed. To change the outbound sequence, highlight the line
number you'd like to change and enter the line number you want in it's place.

Use Line Pools:

Use PRI-A:

Use PRI-B:

When this box is checked, it instructs VCM to use an analog line pool. A specific line
pool must then be selected from the pull down list box. Unless you are familiar with
Norstar programming, to determine what specific line pool a Norstar phone
extension has access to, simply use the trial and error method. Start with Pool A, if
you can access a line and can dial from VCM, then you can move on to the next step
in the VCM configuration. If VCM is unable to access a line, try Pool B and so on.

Line Pools are used primarily when a company has more lines than there are buttons
on the phone. There is typically a button on the phone programmed to access a
specific line pool. When the line pool button is pressed, the first free line in the pool,
from the bottom up, is seized by the Norstar phone system. If you are not sure if your
Norstar phone has line pool access, try dialing by pressing Intercom + 9, or Intercom
+ 8, or Intercom + 7. If you get access to a line with any of these, you have Line Pool
access. This does not indicate however, if the line pool is analog or digital.

Line Pools can be made up of analog or digital lines. Nortel's Compact ICS and
Modular ICS are capable of both analog and digital trunking.

PRI & BRI line pools are available on the Compact and Modular ICS systems only.
Primary Rate Interface (PRI) is only available on the Modular ICS (MICS) system.
PRI hardware and software is required in order to utilize this digital technology.
Currently, the Norstar MICS system can support a maximum of three PRI-ISDN trunk
cards (MICS 6). VCM can access all of PRI channel pools.

Check this box to access the digital lines from this pool.

Check this box to access the digital lines from this pool.
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DataBase:
Basic Look-up:
If you use one of the Contact Managers listed in the Database window and wish to use
the screen pop/database search feature, click on the appropriate radio button. This will
activate the Basic Look-up/Search feature.

VCH Setup =]

Phone DataBaze |Butt0ns| Other Settings I Extension\n‘iewl

r—Integration with [ atab aze:

[~ Automatic Search
i ACT! 4.0,2000

" GoldMine 4.2, 5%

i Maximizer 5.0, 6.0/ Enterprise 5.0, 5.0

= TeleMaaic 4.5

" SalesLogiz 3.8, 4.5
" Mo DataBase

Ok I Cancel Help

Note: Caller ID data on an analog C.O. line is received between the first and second
ring. If an incoming call is answered too quickly, or before the second ring, no
Caller ID data will be available and therefore no screen pop will occur.
Caller ID data on a digital trunk (PRI-ISDN) is available before the first ring. If
the Caller ID phone number is_not received by the VCM Server (i.e. Private
number), no database look-up is attempted if manually or automatically
invoked.

e The Basic Look-up feature utilizes the Caller ID data that accompanies an incoming
call and performs a search on the main telephone field of a database upon a user
going off-hook on their Norstar phone or when the Search button is selected.

e When Automatic Search is selected, the database search will commence when the
Norstar phone goes off-hook, or answers the incoming call without having to click on
the Search button.

NOTE: If an inbound call is answered by a Norstar phone and is subsequently,
TRANSFERRED, put on HOLD, or PARKED, all subsequent Norstar phones that
receive that call also have the ability for a screen pop to occur. This will occur
upon each TRANSFER, HOLD or PARK condition until the call is terminated.

e To configure the Basic Look-up feature, locate the database that you want to
integrate to and click on the corresponding radio button. This will enable the Active X
control that will allow for inbound screen pops and outbound dialing from that
database.

Note: TeleMagic users must refer to Appendix C for special configuration
notes.
Maximizer users must disable the “Tips” option. Go to:
File /Preferences /Security /System Options /
Uncheck “Show Tips of day at Program Startup”
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Smart Look-up:

e Smart Look-up is an advanced database look-up feature that allows an unlimited
number of phone numbers to be associated to one number. The smart look-up
method can associate multiple business numbers, residential, cell phone numbers
etc. to a main phone number so that a screen pop can occur regardless of where a
contact is calling from!

e “Smart Look-up” requires a “WCM Map” be created. The VCM MAP is created and
administered using a utility called DB Viewer. To access the DB Viewer go to:

Start | Programs | VCM | DB Viewer

| = No DataBase |

File Setup Import Lookup Help

e |l i A Y

Cormpary: Phare:

| |

Contact: Additional phone —
|

4] «| [ )

e Select Setup from the menu bar.
e Select Database.

Selection

—Choosze the DataBaze:

" ALCTI

" GoldMine

 Magimizer

¢~ NoDataBaze

Qg | LCancel |

e Select the database from the list provided by clicking on the corresponding radio
button. Click on OK to continue.

e The various fields in the DB Viewer will now be populated with data from the selected
database.

e Click on the Import button on the DB Viewer menu. Click on Import on the Import
screen. This will begin the import process.
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e After the import is complete, select File from the menu bar and click on Exit to close
the DB Viewer. The Smart Look-up is now configured.

NOTE: See Appendix E for use of MS Outlook with a Public Folder.

% Dutlook | x| |

File Setup Import Lookup Help

El@l Xlﬂl ?l ﬂ;l Folder: Contacts Ehangel

Company: Phone:

Mortel Hetwarks (404] 31 2-2233
Contact: —additional phone —
David Brown [403] 312-2234

[403) 2122235
Hl 4 | Record:1 of 75 | 4 | M |

o5
*-.._-'5 Outlook J1  Delete |
Mapping D ata from Outlook |

Records transfered: £
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Buttons:

e Customize the VCM button bar by displaying only those Norstar features you use.
Add or remove specific buttons by highlighting the feature and clicking on the
directional arrows to either add or remove that feature. By default, when the VCM
Client software is installed, Rls, Hold, Park and Page are added to the VCM user
interface.

e Drag & drop the buttons in the right hand column in the order you would like to have
them appear on the VCM interface toolbar.

VCM Setup =]

F'hu:-nel DataBaze Buttons | Other S ettings I Extenzion "-.-"iewl

Axailable Features Selected Features
Rz s Rlz

Hald Hald

Fark. Fark.

Tranzfer j Tranzfer
Fage b Camp
Park/Page YWaice Call
Search d [Group Pickup
Camp Search
Woice Call Conference
Group Fickup Fage Zone 1
Conference ;I

k. Caricel Help

e Click OK when finished.
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Other Settings:

Show Dial Dialog:

e When making outbound calls, the VCM dialer can be utilized to assist in terminating a
call. The VCM Dial Dialog is typically used in conjunction with Contact Managers or
Databases that do not support call termination within their own application.

e To enable the Dial Dialog, click on the Show Dial Dialog check box.

e The amount of time the Dialer window is displayed is configurable in seconds.

VCM Setup E

F'hu:unel DataEaseI Buttanz  Dther Settings |E:<tension \-"iewl

[~ Show Dial Dialog [+ Perzonal Call Preview
Hide Dial Dialog after |2— Sec. [ &l Call Preview
[~ Sound
[+ Limit CLID Mumber digits to 10 [~ Dizable Message Alert

[+ Enablz Client &uditar

e

Personal Call Preview:

e The Personal Call Preview check box enables the VCM user interface to pop-up
whenever the user’'s Norstar telephone rings. Both internal (Intercom) and external
calls will pop the VCM user interface. This allows a user to see who'’s calling prior to
answering. Utilizing the “Search” button, a user can perform a database search both
prior or after answering an external call.

All Call Preview:

= All Call Preview will pop-up the VCM user interface with all inbound calls ringing into
the Norstar system along with personal intercom calls. This setting would typically be
used in a receptionist position.

Sound:

= By enabling the Sound check box, the users PC speakers will provide a ringing
sound in conjunction with the setting of the Personal Call Preview check box or All
Call Preview check box.

Disable Massage Alert:

= Click on the Disable Message Alert to prevent the VCM message alert window from
popping onto the desktop upon receiving a new VCM text message. See page 60 for
more information regarding VCM text messaging.

Enable Client Auditor:

= Click on the check box Enable Client Auditor to enable the Client Auditor. The
Client Auditor allows a VCM user to log all personal external calls to and from their
telephone. See page 54 for more information.
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Extension Views:
VCM allows each user to define how they want to view extensions. By changing the
way extensions are viewed, each user may customize VCM to provide more or less
information to be better informed of colleague’s status.

Compact Extension Buttons:
By default, when VCM is first started, all extensions are displayed in the Extension
& Name format. The other available formats are; Extension only and Name only.
When set to the Extension only format, up 160 extensions may be viewed without
scrolling.

To change the Compact Extension view; _
« click View on the VCM task bar Etension
e select Extension, Name or Extension & Name ez
e The Extension View will change automatically and
will be maintained the next time you start VCM.

v Eutenzion & Mame

™ Vizual Call Manager - Extension 227 H=i=1E3
| Eie View Help Dil | SpeedDial | 531 yoni 72 Caviy 273 Kitchen
TR |%MHod | [3 Pak | Tiansfer | Camp 224 JohnH 226 JohnD 208 Bl
Woice Call | Grp Pickup Search "-‘: [Erf: Page Zone 1 59 Service 30 Mark 1 Galna
DougHme 232 lgor 233 Develop 234 Warchse
238 CompRm 240 BobF 242 Mike
243 Test1 244 Test2 245 Test3
249 Support 250 Modem 1 251 Modem 2
356 Direw /8 Testdip 359 Brd Rml
360 Brd Rim2 367 Markip 369 DougHme
370 WMail1 7 WMail2 72 WMail 3
373 Wmail 4 74 Wmal 5 375 Wmal B
h Mew messagel Al messages |'| 2‘,:] Quick msgl > Deletel 36 ACDT
r’ |Frorn |Subiect |Date -
Bob F x:Doug where iz ldeal Honda i | 8/15/2002 60318
Bil Dioug, have get up a meeting wi... | 8/14/2002 11:44:5

Bob »0ur records show that Watts .. | 8/9/2002 2:31:50 F
Bob »Wwhork Order number from Primus... 8/8/2002 2:49:27 F
Bob Doug; where iz |deal Honda in ... | 7/24,/2002 30916
Bob e the new colour PDF sample .. | 7/24/2002 2:35 44
Bob Doug: Reminder: Please add the...| 77442002 220315 F
Galina »| have copied the PDF version... | 7/3,/2002 4:54:32 F
Bob  Please transfer Med to 2240, 743/20021:23:00 F = |

|9 meszage(z]. 2 unread

|Connected

Default VCM Interface with the Compact Extension view set to Extension & Name with no Detailed extensions
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Detailed Extension Buttons:

Individual users wishing to display call detail information of specific extensions
may add those extensions to the detailed list by going to;

YCH Setup x|

F'hu:unel DataEaseI Euttonsl Other Settings ~ Extension Yiew |

FILE | SETUP | EXTENSION VIEW

Compact Yiew:

223 Kitchen

227 Doug

233 Develop

234 Warehse

238 Comp Rm =
242 Mike

243 Test1

244 Test 2

245 Test 3

249 Support

250 todem 1 =]

[
[«

Detailed View:

221 Joni
224 JohnH
226 John D
228 Bill
229 Service
230 Mark
231 Galina
232 |gor
240 Bob F
356 Drew

[ |

Cancel

Adding extensions to the Detailed View list

Select an extension from the list in the Compact View by clicking on it.
Click on the > button
Select additional extensions if desired

Click on OK.
® Visual Call Manager - Extension 227
| Bie View Help Dial | SpeedDial | ' 299 Courtsy 223 Kitchen 233 Develop
==
TRl [GHod | [ Pak | Trensfer | Camp 234 ‘Washse 238  CompPm 242 Mike
Woice Call Grp Pickup Search 'v: [Carif Page Zone 1 243 Testd 244 Test? 45 Test3
249 Support 250 Modem 1 251 Modem 2
358 Testdip 359 Brd Aml 360 Brd Am2
367 Makip 370 Wkaild
a7 \u"MaiIA2 72 WMail 3 73 Vmail 4
3 Wmaills 375 Wmail B 76 ACD1
Drag & drop the
Detailed extension 251 |Joni ¢
window to resize it. 394 |dahnH
_ 226 |labnD Line 1
h Mew messagel All messages |'| 51 Guick msgl = Deletel a8 |Bil Line 8
ine
P [From  |Subject Date - :
7wy (Bo iz |deal Honda i... g/ | ) |[Femse
}! Bill [oug, have et up a meeting wi... 514/200211:44:5 230 |Mark
;! Bob »0ur records show that Watts .. 529/2002 323150 °F =
B2 Bob  >Wwork Order number from Primus... 8/8/2002 3.49:27 F 231 |Galina
;3 Bob Dioug: Where iz ldeal Honda in ... 7/24/2002 2:09:16 73z |lgar
;! Bob  Are the new colowr PDF sample ... 7/24/2002 2:35:44 - -
;! Bob Doug: Reminder: Please add the... 724/2002 2:0315F 240 |BobF In office part of Fri P
K2 Galina | have copied the PDF version... | 7/3/2002 4:54:32 F 356 |Drew ‘Waorking from hame
[=] Bob Pleaze transfer Med to «240... 74342002 1:2301 F;l

|3 message(s). 2 unread

|Connected

A user may add as many extensions to the scrollable Detailed View as they wish

Compact
Extension
Buttons

Detailed
Extension
Buttons.
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VCM Client Views:

Three different views are available to display as little or as much information as
desired. To change the view, click on the View button and select from Extended,
Medium and Small.

. Small View; displays information pertinent to your telephone only.

e  Medium View; displays both the Personal Call Window and Public Call
Window. Clicking on a corner and dragging it the desired
size can resize the VCM user window.

. Extended View; the entire VCM User Interface is displayed including Speed
Dial Buttons and Extension Buttons.

# Vizual Call Manager - Extension 227 =10 =]
| File Wiew Help Dial | SpeedDial || || Fle wiew Help Dial | SpeedDial
? Blz % Hald m Park Trersdies Camp ? Rilz i% Haold [d Park Tranzfer Camp
Yoice Call Erp Pickup e '\‘2 [Eart Page £one 1 Yoice Call_] Grp Fickup SEaTol "'g (Lo Page Zone 1

U Lines |[EEERE

9064630413

VCM Interface Small View with an outbound call

’iﬁ e meaaagel Al mezzages |*| 5] Cuick. msgl > Delete

r Fram |Subiect |Date I;
BobF  »»Doug where iz ldeal Honda ... 895/2002 6:03:18
Eill Doug, have set up a meeting wi...  8/14/2002 11:44:5
Bob »0ur records show that Watts ... 89,2002 331:50F
Bob +wwfork, Order number from Primus... 88,2002 34927 F
Bob Doug Where iz |deal Hondain ... | 7/24/2002 30916
Bob Are the new colour PDF sample ... | 7/24,2002 2-35- 44
Bob Doug: Reminder: Please add the... 74,2002 20315 F
Galina »| have copied the FOF verzion... | 7/3/2002 4:54:32 F
Bob Pleaze transfer Med to x240... 72002 1:2301 F =]

|E| mesgsagez), 2 unread

|Cnnnected

VCM Interface Medium View with a parked call in the
Public Call Window and an outbound call in the
Personal Call Window

NOTE: When in using the Small or Medium view and the Speed Dial Button
is clicked, the view will automatically switch to Extended.
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VCM Telephony Application Program Interface (TAPI) Service Provider (SP):
e VCM provides a TAPI SP that enables any TAPI compatible application to access the
Norstar switch resources and place an outbound call through a user's Norstar
telephone.

e The VCM’s TAPI SP is automatically installed upon installation of the VCM Client
software, however it needs to be added in the Telephony section of the Control panel
before it can be used.

e Click on:

PROGRAMS | SETTINGS | CONTROL PANEL | TELEPHONY | TELEPHONY DRIVERS |

Select the provider pou wish to install from the list below, and click Add.

Telephory providers:

WM TAP Service Provider

sdd | cancel |

¢ Highlight “VCM TAPI Service Provider”.
e Click on ADD.
e Click on OK.

Windows 95/98/NT 4.0 Telephony Setup:
= The VCM Server applies the rules that control how outbound calls are made. The
VCM Server requires a 10-digit phone number be sent from the Contact Manager.
To facilitate this in Windows 95/98/NT4.0 go to:

START | SETTINGS | CONTROL PANEL | TELEPHONY |AREA CODE RULES

Area Code Rules

i~ When calling within my area code

¥ lnays dial e srea cods (10-digit diaingl:

Dial 1 for the numbers with the
fallowing prefixes:

New |
Eemove. |

—When calling to ather area codes

Do mat dial 1 for numbers with the
fallawing area codes:

Mew... I
Remove.. I

Cancel

Windows Telephony “Area Code Rules” Window

= Click on the “Always dial the area code (10-digit dialing)”
= Click on OK.
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Windows NT 4.0 Telephony Service Setup:

= In order to provide the ability to terminate a call from the desktop on a Windows NT
4.0 PC, go to:

Start | Settings | Control Panel | Services

Use the Scroll Bar and scroll down to Telephony Services.
= Double click on “Telephony Service”.

Service
Service; Telephony Service
— Startup Type

(1]
" Automatic |_I
i ﬁ £ Cancel |

" Disabled Help |

—Log On As:
&' System Account

¥ &llow Service to Interact with Desktop

" This Accourt: I J
Pazaword |
Lonfitm I
Password:

Windows NT 4.0 Telephony Service Setup window

Click the “Allow Service to Interact with Desktop” box.
= Click on OK.

=  Click on Close.

NOTE: If Windows NT 4.0 and Microsoft Outlook 2000 are being used, the field “I

am dialing from” must be set to “United States of America” in order to perform
outbound dialing properly.

Dialing Properties

My Locatiors | Telephony Drivers |

| am disling from:

Set this field to o | _forere |
i B \Em in this country/region: Area code:
CL:anltr?']de r?é::[’elfs IU’nltsd States of America j Ilﬂ 3 Area Code Rules...
. —when dialing from her
USIng NT 4'0 To access an outside line:
and Outlook Far local calls, dial IEI_
2000 For lang distance calls, dial I_

™ To disable call waiting, dial: I vI

Didlusing: 4= Tone dial ¢ Pulse dial

™ For long distance calls, use this caling card:

INUne [Direct Dial) j Calling Card... |

aK I Cancel I Apply

Windows NT 4.0 “Dialing Properties”
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To start the VCM Client, go to:

Customizable
button selection
for telephone

control \‘

Dynamic
Personal Call
Window

Public Call
Window for —
Held, Parked or
Ringing calls

Quickly send
messages to
others using
Text

Messaging

Start |Programs lvem [vewm

Note: If you have chosen a different Destination Location or Program Folder from
the default choices, follow the appropriate path to find and activate Visual Call

Manager.

Use of a headset is highly recommended allowing for a more efficient, hands free

operation.

Once the VCM Client has been started, the VCM icon & will appear in the Windows

system tray.

-

i Visual Call Manager - Extension 227

User defined Compact extension view.
Select extension number, extension
name or both.

A

File  Wigw ﬂelp_ | Speed Dial
;? Rls % Hald Tranzfer Yaice Call @E Fage
T Camp Wi Transfer ﬁ Park Paik/Fage
Screen Page Zone 1

Colour coded extension
status indicator.

Green = active call

Yellow = msg. notification
Red = ringing extension
Red Outline = do not disturb
Dark Gray = Out of Service

All meszages |+ Z:Jﬂuickmsg

Where iz Ideal Honda ...

IN: (403) 672-833539 hortel Metworks

Cornected

0 message(s), 0 unread

8/14/2002 11:44:5

ﬂ Eil ['oug, have set up a meeting wi...

E Bub 0w recuds show Lhal Walls 5.0 8/9/2002 33150 F
m Bob »fark Order number from Primus... §/8/2002 3.49.27 F
;ﬁ Bob Doug: Where iz Ideal Honda in ... 72242002 3:09:15
E Bob &re the new colour PDF sample ... | 7/24/2002 2:35:44
E Bob Doug: Reminder: Please add the... 7/4/2002 20315 F
[ Galina > have copied the PDF version... | 7/3/2002 4:54:32 F
[ Bob Please transfer Ned to «240... 7432002 1:2301 F x|

223 Kitchen 224 pccount YN 226 Jdohn
279 Med 730 Bud \231\Galina |
Hover your mouse over
232 lgor [ 233 Develop | 230 ek coloured extension
235 Labi 236 AdamT 237 Spae buttons for detailed
238 CompRim 240 Bob information
242 Ron 243 Spate 5 Mke Ma |
248 Spare 252 Shiping 36 Drew Dark grey extensions
- - indicate “not in
|E  Lab i 34 BidRml | T Markip service”. Once
_ 371 Vmal5 372 Wmail4 connected to the BCM,
y — = : the colour will change
373 Vmai 3 37 Va2 375 Vmail o light grey indicating
376 ACD 400 TestHG a1 HGO2 “in service”
B0 Med1 E53  Ronzip BERE  Wmail 7 | :.-v- User
291 |dani ~ Deflqed
Detailed
222 |Courtsy Extension
225  |Mike Mcewanf [ Line 1 [ .| Buttons.
- Select
Bill 1 o
228 I Line 8 specific
241 |Lamy “Working from home people you
~ need to
\ Inform others of monitor with
your status using full-time
Message detail
Notification information

VCM Graphical User Interface
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VCM Graphical User Interface:

General Description:
The VCM interface allows for an enhanced method to communicate within an office. The
VCM user interface has been designed for all telephone users in an office, not just
reception or Call Centre positions. Features that VCM provides are;

o User defined Compact and Detailed extension views.

e Visual status of all Norstar telephones including their extension number and name,
outbound dialed number, inbound caller ID and line name. To view the status of a
compact extension button, hover the mouse over the extension. Detail status
information will appear.

e Visual status of Held, Parked and Ringing calls. Each type of call is colour coded for
quick identification. Parked calls indicate the Norstar Parked location.

e Call Control; Answer, Hold, Park, Voice Call, Camp plus more are Norstar features
that are available to a user. Transferring calls is a simple as dragging and dropping
onto another Extension Button.

e Unlimited System Wide Speed Dials; centrally administered, these speed dials are
available for all VCM users along with a powerful speed dial search feature.

e Three different views are offered to allow a user to see only the information he or she
requires.

e Integration to Contact Managers or databases via a user selectable automatic or a
manual “on demand” database search/screen pop.

Call Control:

e Answering Calls: A ringing call, either external or internal call can be
answered by clicking anywhere on the ringing Call Button.
The call can be identified as a ringing call by the red
status lamp on the right side of the button.

[J05] 335-4462
Inbound Caller ID or Call Status Lamp:
outbound call Ringing = Red
Line #. Int information Active = Green
m;P’ Lllercotm On Hold = Yellow
and rark location Parked = Blue
Information,
VCM Call Button

e Putting Calls on Hold: While on an active call, click on the Hold button. The
status lamp will change to yellow.

e Transferring Calls: While on a call, drag and drop the call to an intercom
button or click on the Transfer button and then select an
intercom button.

e Making Intercom Calls: Click on the VCM Intercom button or click on the VCM
Dial Button, enter the extension number and click on
Dial.
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e Camping Calls:

e Parking Calls:

e Parking & Paging:

e Paging:

While on a call, click on the Camp button and then select
an intercom button. The extension that the call is
Camped to will see the call holding in his/her Personal
Call window along with intermittent audio beeps coming
from the Norstar phone.

While on a call, click on the Park button. The call button
will move from the Personal Call window to the Public
Call window. The Norstar Park location will be displayed
on the left of the Call Button.

NOTE: If a call is Parked by using the Park button on
the Norstar phone, the parked location will not be
displayed on the VCM Call Button, rather the line #
will be displayed.

To reduce the number of steps required to Park a call and
then Page, the Park & Page feature will facilitate both
features with one click. Once activated, the call will move
to the Public Call window with the Parked location
displayed and the Paging system activated.

Click on the Page button to activate the paging system.
The extension or Intercom making the page will have the
word “Page” displayed in the left portion of their Extension
Button. Multiple Page buttons may be added to the
button tool bar via the VCM Client setup. For example, if
you page separately to an external amplifier to a
warehouse as well as to zone 1 of the Norstar
telephones, you may want to add one page button for
each type of page in order to facilitate paging to each
area easier.

VCM Page |
~Page using— | [ Page Zones

i+ Zaone 1

i+ Phone  Fome 2
i Zone 3

i~ Speaker i Zone 4
i Zone 5

i~ Phone and Speaker " Zone B
Al Zones

Fage |

General Page Menu

NOTE: Whenever the Speaker option is selected, you
must press the RLS button on the Norstar
phone in order to release the page. Thisis a
limitation of the Norstar Computer Telephony
Engine (CTE) and not VCM.
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e Conference Calls:

e Voice Mail Transfer:

e Voice Call:

e Group Pickup:

e Directed Pickup:

e Database Search

VCM follows the restrictions of the Norstar phone system.
A total of 3 people can be involved in a conference call.
The possible combinations are 2 external — 1 internal or 2
internal — 1 external.

To establish a conference call, make the first call and
click the Hold button. Make a second call. Once
connected, click the Conference button. To end the
conference, click the Rls button.

To put a conference on hold, click on the Hold button.
The other two callers can still talk to each other.

To split a conference, click on the Call Button that you
would like to consult with privately. To re-establish the
conference, click on the Conference button.

To disconnect one party, click on the Call Button that you
would like to disconnect, and then click on Rls. Click on
the remaining caller to resume your conversation.

To transfer a call directly to a persons voice mail box,
click on VM Transfer and the extension button of the
person you wish to transfer the call to.

Voice Call allows a caller to make a voice announcement,
or begin a conversation through the speaker of another
Norstar telephone without making it ring. Click on Voice
Call and then click on the Extension Button.

To answer a call that is ringing at another telephone in
your pickup group, click on the Group Pickup button. The
external call that has been ringing the longest will be
answered first.

To answer any ringing telephone, click on the Extension
Button that is ringing.

To perform a search on a Contact Manager or Database,
click on the Search button. (See page 35 for Integration
configuration)
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Database Look-up:
VCM provides two methods of data base look-ups. One method is called “Basic Look-up”.
“Basic Look-up” provides the user an “out of the box” functionality that will search the main
telephone field of a database for a match with the Caller ID number.

The limitation with the Basic Look-up method is that if a caller calls from a telephone
number other than the one listed in the main phone number field of the Contact Manager or
database, the record will not be found.

ConverTec Inc. solution to the limitation of the basic look-up is “Smart Look-up”. “Smart
Look-up” requires a “WVCM Map” be created which allows an unlimited nhumber of phone
numbers be associated with a company or contact. The smart lookup method can
associate multiple business numbers, residential, cell phone numbers etc. to a main phone
number so that a screen pop can occur regardless of where a contact is calling from!

Basic Look-up:
Basic Look-up is the default method VCM uses to search a database for a record. If a
problem occurs with the Smart Look-up, VCM will automatically switch to the Basic look-up.

The simplest way to determine which Look-up method is being utilized is to answer an
incoming call.

Note: If no Caller ID number is available for VCM to perform a look-up (i.e. Private
Number), VCM will remain idle and not attempt a look-up for this call only.

Note: After VCM Client has been started, the first database search will take 3-4 times
longer than subsequent Look-ups. This is normal. VCM loads data into the
computers cache memory during the first search process.

Mew record

g“‘\. Mo record with phone:
S 90546912001

MHew record | Cancel |

VCM Basic Look-up Window with Microsoft Outlook

Shown above is the type of display offered when a record is not found, by using the Basic Look-
up method. Two choices are offered, to add a New Record and to Cancel. If the user knows the
caller is not in the database, then the New Record button should be selected. VCM will
automatically populate the Company and Main Telephone fields of the Contact Manager. To
cancel the Look-up, click on Cancel.
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Smart Look-up:
If you have not created a VCM MAP, go to page 36. Smart Look-up requires a VCM MAP
be created in order to operate.

When an inbound call is answered using Smart Look-up, a different menu from the Basic
Look-up is presented.

Unknown phone |

é Mo record with phone: 9054631 201

MHew record | Azsociation LCancel

Smart Look-up Window with Maximizer offering the Association option

An additional option is now offered allowing a user to Associate the current caller to an
existing record in the database.

If New record is selected, the Caller ID information (Name and Number) is entered into the
company name and main phone field.

|z Maximizer Enterprise [My Address Book] |_ (=] x]
File Edt “iew Seach Actions ‘wWeb Tools Window Help
OB RM90CBEEBD @ad &

R 2ZEB8E R Rt soem e e msep ol 3]

% Address Book 1 Displayed [1 Company]

Calendar

B Columns [Defaul ContactView ¥ 28 Fiter [a1 W £ L Foshewdl P ShowHistay

Name IF‘oswtiDn | Date = | Time | Type | Text
| =#| JONES JENNIFER

[SI51: contacts A FameaEm 4] Teerleed Flde_J\_ Docimert st

Filters views by these options | |Fliday February 11, 2000 |8.39 Ak

Above is an example of the Caller ID information being entered by VCM into a new
Maximizer record.
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Using the DB Viewer:

Note: If a VCM MAP has not been created, go to page 36 and create a MAP prior to
continuing with this chapter.

Start the VCM DB Viewer:

Start | Programs | VCM | VCM DB Viewer

{ 72 No DataBase [ %] |

File Setup Import Lookup Help

e x| 2| A

Company: Phaone:
| |

Contact: Additional phone—
|

] « | ]

e Click on Database.
e Select the database from the list provided by clicking on the corresponding radio
button. Click on OK to continue.

—Choose the Datab aze:

= ALCTI

" Golddine

b arimizer

" Mo DataB ase

1] 4 | LCancel

DB Viewer Contact Manager Selection
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= The VCM MAP, which was created in previously in this chapter, is now displayed in the
top portion of the DB Viewer window. Data has also populated the various fields in the
DB Viewer.

% Dutlook | x |

File 5Setup Import Lookup Help

H@l@l Xlﬂl ?I &I Folder: Contacts Ehangel

Company: Phone:
INu:urteI Metwarks |[4|33] 32-2233
Contact: — Additional phone—

IDavid B

Hl | | Fecord is found | > | M |

o=
=1 Outlook md| Welete

:

The DB Viewer allows a user the ability to add or delete additional phone numbers associated to
a company or contact. An unlimited amount of associated phone numbers can be added to allow
a screen pop to occur, regardless of whether that phone number a person is calling from is from
that company location or where a contact with the company is calling from another location (i.e.
cell phone, residence).

= To add additional known phone numbers of a company or contact, click on Add, enter
the phone number and click on OK.

= To delete phone numbers in the Additional phone box, highlight the phone number and
click on Delete.

# Dutlook | x| |

File  Setup  Import Lookup Help

FgLﬁl@l XI“I ?I &I Folder: Contacts Ehangel

Company: Phone:

INDrteI MNetwarks |[4n4] 22233

Contact: — Additional phone—
[403]) 312-2234

IDavid B
[403) 312-2235

Hl 4 | Record:1 of 75 | 2 | M |
Outlook Deletel

DB Viewer displaying Associated Phone Numbers
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To Delete a VCM MAP:
= Select the appropriate Contact Manager database
= Click on Clear Database button on the DB Viewer button bar.
= A confirmation window will open confirming you want to delete this MAP.

Delete E |
Are pou sure you want to delete recaords from
E:SemsCALLLinkMaximizer. mdb 7

Mo | Canicel |

= Click on Yes

Note: If no MAP exists for a particular Contact Manager, VCM will default back to
the Basic Look-up method upon answering the next external phone call.

VCM Client Auditor:
= All VCM Clients have the ability to log all inbound and outbound calls made by their
telephone. This log is used by the CALL Auditor to apply a filter or a number of filters in
order to view only specific calls.
= To enable the CALL Auditor, right click on the VCM Client icon.
= Left click on Setup.

VCH Setup =]

F'hunel DalaBasel Buttonz  Other Settings |E:-:tension '\-"iewl

[~ Show Dial Dialog ¥ Perzonal Call Preview
Hide Dial Dialog after |2_ Sec. [~ A&l Call Preview
[ Sound
¥ Limit CLID Murnber digits ta 10 [ Dizable Meszage Alert

¥ Enable Client Auditar

0K | 1 Hew |

= Click on Other Settings.
=  Click on the check box Enable Client Auditor.
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= The VCM Client Auditor icon @ will appear in the Windows system tray.
= Click on the VCM Client Auditor icon. This will open the VCM Client Auditor window.

#1VCM Client Auditor
Eile DataBaze Help
ﬁ = B @ % T | El:p | Murnber of record(s]: 355
Date |ConnTime|Line| Dir | Phone Humber CLID Mame Duration B
29-Jul02 | 1114 AWM | B | OUT | 99058423751 [:00: 35
08-4ug02| 11444 | 2 |0OUT | 93058485461 {0: 00 04 |
03-Aug02| 11:46AM | 2 |0OUT | 93058455461 [: 0005 |
Z2B-4ug02) 03504 | 1 |OUT| 393058271312 [:01: 4% |
30-Aug02| 11:07 AM | 1 IM [905) 678-90714 ACPA ;0054 |
30-4ug02| 1107 A | 1 IM [905) 678-90714 A CF& 0:01:33
p [05-5ep02) DZ50PM | 1 |OUT| 99055804224 ;01 ;08 rjl
—Date and Time Phone
Started from: Finizhed to: MHurnber:
[20 Dates =] [tan0n [iE][6-5ep-02 =] ]
I iiriiri: [ ER CLID Mame:
fasll day =] [12:00.00 &M [11:55:00 PM |
—Line———  Direction
[ (r‘ M £ OuT & IN/OUT .
records :

Setup: The setup window allows different colours to be assigned to the data window if the
VCM Server's video card cannot display the default minimum colours required (16 bit
High Colour).

The number of days to retain call data is also defined here.

Colar

b7 Bests TablE:I ﬂl F.eep records for last I':I :I dayz]
Drefault | Cancel |

VCM Client Auditor Setup Window

Note: Call data is not cleared even if it exceeds the “Keep records for last __
days” parameter. The “CLEARED” button must be clicked in order to clear call
data after the defined number of days.
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Delete:

Clear:

Clicking this button will prompt the user to delete the current record the cursor is at.

This button deletes all records beyond the parameter “Keep records for __ days” in the
setup section.

Field Descriptions:

Filters:

Date: The date the call was made or received.

Direction: Indicates whether the call was inbound or outbound.

Line: Indicates which Logical Line on the Norstar switch was used.
Phone number: Indicates the number dialed or the inbound caller ID number.

CLID Name: Indicates the inbound caller ID nhame from the Telephone company.
Connect Time:  The time that a Norstar extension answers an incoming call.
Duration: The length of time a particular extension spent on a call.

Below is a list of filters and their description. These filters can be applied singly, or
applied in multiples. After selecting the filter(s), click on Apply to activate the filters.
To remove a filter, uncheck the associated box, or to remove all filters, click on All
records. The top right corner of the CALL Audit screen indicates the number of
records (calls) associated with the selected filter(s).

By Phone Number:  Check this box and enter a phone number or partial number.
i.e. to filter on all long distance calls, enter a 1 in this box.
This box can also be used in conjunction with “Direction IN” and
filter on a specific incoming CLID phone number. i.e. Enter 905
to filter all inbound calls from that area code.

By CLID Name: Check this box and enter the name or partial nhame of the
incoming caller ID name.

By Line: Check this box and enter a single line or a range.
i.e. 1-10

Date and Time: Use the pull-down box’s to select from preformatted lists or

individually select the Starting from and Finished to dates
along with Minimum and Maximum times.

Direction:
= Qut Displays outbound calls.
= n: Displays inbound calls.
= In/Out: Displays both inbound and outbound calls.

Outbound Dialing — Replying to calls:
Outbound calls may be made directly from the Client Auditor interface by clicking on a

phone number, then clicking on the “Dial Number” icon 3 in the tool bar.
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Dialing with Database Integration:
= In order that the supported Contact Managers and all other TAPI compatible
applications utilize the Norstar telephone to make an outbound call, the VCM TAPI SP
must be selected in the Contact Manager or TAPI compatible application.

Note: Refer to chapter 4 to ensure that the Windows Telephony section has been
configured.

Below is an example of Maximizer 4.0 Preferences/Dialing setup screen. Note that the TAPI
radio button has been selected.

Preferences - MASTER E
Transfer I Envelopes I Labels I Reports | E-mail | HTHL
Securty I Higtomy I Format I Calendar Dialing I Opportunity

~ Method TAPI
" Maone Properties |
"~ Modem & TAPI

— Lang distahce settings Modem strings Dialing——

Lozal area code :I Hema:im: IATHD
[Eurent atea canE :I |ttt : IATZI”"
Long|distanee prefi :I‘I | it st 2 I

= Tione

) Filze

— Phone number prefix and suffis — Modem settings——————————

Activegrefix:lmgne vl Lative suffix:INgne vl ot ICDM2 'l
Haud rates |2400 vI

Erinan prefize I
SltETrate pretins I atafats G K
Prinmarsutfiz: I ity Im
lternate sufi I Stop bt m

0k I Cancel | Lppli |

= Next, the Device button is clicked in order that the VCM TAPI SP can be selected as
the TAPI device to use.

Connect uzing thiz ine and addreszs

address | Address 0 ﬂ

ok I LCancel |

= Once VCM has been defined in the Dialing section of the Contact Manager or TAPI
compatible application, try a test call to ensure outbound calls are being processed

properly.
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= Click on the phone icon of the Contact Manager. Depending upon the Contact Manger
used, varying options may be offered.

Phone Call E

|Dialing {905) 4631201, | Cancel |

Meszzage | ﬂn!—\nswerl Buzy | Re-dial |

Maximizer Dialing Window

& New Call |

Murnber bao dial

Contack: affak, Doug) j Open Conkack |
Murmbet |(9I:IS]| 469-0413 j Dialing Properties. .. |

[T Create new Journal Entry when skarting new call

| Call skatus; On hook

Stark Call I B izl Dialing Options. .. | Close |

Microsoft Outlook Dialing Window

= To terminate a call from the desktop, click on the appropriate button for that particular
Contact Manger.

VCM Dialer:
You can manually dial a telephone number by utilizing the VCM Dialer. To open the VCM
Dialer window, click on Dial button located at the top of the button bar.

VCM Dialer |

LEC DEF Diial |
1| 2|3
e | omEr | nmo || Lest numl:nerl
4 5 6 Al
FES T | WTEY
7 o 9 Clear |
* a # Cloze

[T Leave open after disling

Enter the number you would like to call and click on Dial. Click on the Leave open after
dialing if you would like to continue using the dialer to navigate through a voice mail auto-
attendant, IVR banking or any other self service touch tone application.
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Speed Dials:
An unlimited number of system wide speed dials may be implemented allowing all VCM
users access to a speed dial directory. Dialing is performed by clicking on the speed dial
button. A powerful search tool is available to quickly find and dial a specific number. The
VCM Administrator sets up and maintains the speed dial list. Any change made by the
VCM Administrator is broadcast to all VCM users updating their speed dial list
automatically.

For Speed Dial Administration, see page 26.

Easily toggle between Intercom
and speed dial buttons

™ Vizual Call Manager - Extension 227

r |Frorn |Subiect |Date
Bill Doug, Had converzation with Mi... | 82232002 11710
BobF Doug, Demo at Trans Canada def.. 8/21 /2002 5:11:4F

Bill >Did pou do anything with Mick...

8/20/2002 4:03:1

DM INDUSTRIES

EVERTZ MICROSYS

DON ROBE IMPRT

EXECUTIVE NEEDS

| File Wiew Help Dial Intercom | | Dial To: [ Dial
- DIGITAL ROOF 5 K a»
Hls Hold Pak |ICamp Voice Call | & g ik BEEE G |HJ JukL M |H o
Grp Pickup [Canf Page Zone 1 Search | Park/Page DIGTL PANT SERY EDMWISE
_DIST CONCEPTS
DISTRIBUTEL p——
| EGBERT TE
DESJARDINS ASSC. ELie capl] INCremental
search
DESJARDINS E ELLIOT Ma capability
Unl'm'teqd 5 DESOLZAL EMPLOYYME
system wide DIGITAL RODF EMSHIH DEVELOF
speed dials DIGITAL TELECOM | EnRack svsTEM |
centrally
administered DIGTL PRMT SERY | entERPRISE CNTR |
DIST COMCEFTS | Eequiease core |
DISTRIBUTEL | EerectowELD co |
’ﬁ Mew messagel &ll messages I'l A Quick msgl > Deletel DLINK | ESCAPE ROUTES |

Jaoni

Mick from Mortel holding...

8/13/2002 1:36:2:

Bob swfark. Order number from Primus.. 8/8/2002 2:49.27

]

Boh Doug: Where is Ideal Honda in ... 7/24,/2002 3:09:1F v|
L]

|8 meszage(s), 1 unread

|E0nnected

DOUGLAS JAMES M

DRAYTON R L

ECHENBERG AB

ECOMOLINE

ECUSTOMERWORLD

VCM User Interface displaying System Speed Dial's

Using System Speed Dials:
e Click on the Speed Dial button to switch from the Intercom view to the Speed Dial

view.
o If multiple tabs are used, select a particular tab

e Click on a Speed Dial Button to initiate a call.
e To utilize the search feature, click into the yellow search box and begin entering the

Speed Dial name. The search will begin displaying matches.
¢ Once the desired Speed Dial is displayed, click on it.
e Click on the Dial button to initiate the dialing process.
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Text Messaging;

Text Messaging is a communications tool allowing all VCM users the ability to send
messages quickly and easily to each other. The VCM Text Messaging function was not
developed to replace email, rather it is meant to enhance inter-office communication by
providing a quick method to alert other VCM users of important events. For example, a
receptionist may send a VCM text message to a sales representative, currently busy with
a phone call, alerting him or her of an important customer holding on a specific line or
park location.

| }ij I e messagel Al mezzages H j;] [uick, msgl > Deletel

P [Fram |Sul:uie-:t |Date -
Jani Mick. from Mortel holding... 8/19/2002 1:36:27
Bill Dioug, have zet up a meeting wi... | 24,/2002 11:44:F

Bob =0ur records show that Watts ... | 2,/9/2002 231:50

Bob =wfork, Order number from Primus. .| 829/2002 2:49:27

Bob Doug: *Where iz ldeal Honda in ... | 7224,2002 3:09:1¢

Bob Ayre the new colour PFOF sample ... | 7224,/2002 2;35?
L]

4

|EI mezzage(z]. 2 unread

\Connected

VCM Text Messaging Window

Two types of messages are available;

e New Message: Allows a new message to be entered and sent to a
specified user , multiple users or an entire department.

e Quick msg: A number of pre-defined messages can be created allowing for
repetitive messages to be sent quickly without having to retype the message
each time. By default, VCM provides 6 pre-defined messages that can be
added to, deleted or modified.

Two methods are available to send a new Message or Quick Message;

1. Using Extension Button Access;
e Right click on the extension you want to send the message to
e Select either Send Message or Quick Message

Matification
Guick M

Send Mezzage

e Enter your message or select from the pre-defined list if using Quick
Message.
e Click Send.
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2. Using the Text Messaging interface;
o From the Text Messaging interface, click on New Message or Quick msg

Sendletterto. |

Aesailable: Selected:
309:.Jazon 223 Roger
310G abriele [ s
NT1:ACD T B A03.)azaon
N2aACD 3 _I
N3ACD 2 & |
AN&ACD 3 =
315:ACD 4 A« ]

.................

[w Urgent
W 0K [ Save copy X Ear‘u:ell

Select one or more extensions.

When sending a message, to keep a copy for yourself, click on Save copy
To mark the message urgent, click on Urgent.

Click on OK to send the message.

22 VLM meszzage Alert | x|

Y'ou hawve a new message(s)!

Dpen WCk |

By default, when a new VCM message is received, a VCM Message Alert window will
pop to the desktop’s for-front. The user is given the choice to open the VCM interface
and read the new message or close the VCM Message Alert window and return to the
previous application.

NOTE: The VCM Message Alert may be disabled on an individual VCM user
basis. See page 39 in the “VCM Client Installation and Setup”
section for more information.
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Message Notification:

Utilizing VCM's message Notification feature, all VCM users can be notified of the status
of other VCM users.

There are three methods to set a message natification;

1. Right click on your Personal Call Window. Enter a message or click on the pull-
down arrow and select one of the pre-defined messages. Click on OK. The
message is instantly

2. Click on, File | Notification. Enter a message or click on the pull-down arrow
and select one of the pre-defined messages. Click on OK. The message is
instantly broadcast to all VCM Users.

Motification | x|

Extenzion: 227 .

| =
Do ot disturb
Gone home
_|In a meeting
On a zales call
On wacation
Ot for lunch , back, at 1:00 b
Ot for lunch . back, at 1:30

Ot for lunch |, back at 12:30 -

Message Notification pre-defined message list

-
o

3. Users with administrative rights have the ability to set the Message Notification
for any VCM user. This is particularly useful for sales rep’s operating on the road

or employees calling in sick, to allow the receptionist to change their message
notification for them.

For users with administrative rights, to set a Message Notification

for another extension, right click on the extension button and select

A TOHE Quick Mezzage
Notification.

Send Mezzage

For more information on configuring administrative rights, see page 25.
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Chapter 6: CALL Auditor
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CALL Auditor

Introduction:

CALL Auditor receives call data (both inbound and outbound) from the VCM Server and
stores the data in a Microsoft Access database format. By applying filters, a multitude of
reports can be generated. A unique feature of CALL Auditor is the ability to track a call
each time it gets transferred, parked or put on hold, which is termed a “transaction”. Each
time a transaction occurs, data such as the extension, duration, result, and more is
recorded and displayed in the Transactions window.

Y| CALL Auditor o ] 4 |
Fil= DataBaze Help
Iil E| ng %l ﬁ}l X| '.".:jl @'l ? | ﬂ}l Mumber of recard(s): 174 Total duration:  09:06:38
Date Dir |Line| Ext | ExtHame | Phone Number CLID Hame RingTime | ConnTime | Result | DizconTime Duralioni‘
03-Juld2 | IN | B4 | 221 Joni 9058233384 CCFL 5P&R& PRTH | 0250 P | 0250 P Huald 02:50 PM 0:00:11
03-Juld2 | IN | B9 | 221 Joni 9058250036 HARRISEELLIS A | OZ50PM | 0250 PM Huald 02:51 PM 0:00:10
03-Jul02 | IN | 71| 221 Joni 9054702087 Out of Area 0250 P | 0251 P Hald 02:51 PM 0:00:31
03-Jul02 | OUT | 71 | 250 WizaSrv | B77721159053569E 02:54 PM | Onhook | 03:00 P 0:05:19
03-Jul02 | OUT | 70 | 240 Bob F 9058295757 03:06 P | Onhook | 03:07 P 0:01:02
03Jul02 | IN | B3 | 221 Joni 51396586421 Out of Area 0%09PM | 03:09 PH Hald 03:09 FM 0:00:12 _I
T MENMNE | W | 63 | 2: Joni 9053630325 LLELL TECH 0312PM | 0312 PM Hald 0312 PM 0:00:14
03-Jul02 | OUT | 71 | 228 Bill B777211561543247 0314 PK | Onhaook| 0318 PM 0:03:45
03-Jul0z2 | IN | B3 | 221 Joni 3053630325 LLE=ELL TECH 0324 P | 03:25 P Huald 03:25 PM 0:00:07
03-Jul02 | IN | B1 | 228 Bill 4164331550 CD OSEORME MGMT | 0343 PM | 0244 P | Onhook| 0346 P oz4z2
N N N N . | Extension Phone
Extension | ExtHame | ConnectTime | DizconnectTime | Result | Duration —| Number: -
3 229 Service 0312 Ph 0313 P Hald 0:00:36 | I I
244 Test2 0313 PM 0315 PM Onhook | 0:00:14 Mame: CLID Name:
I— Include all
I ranzactions I
— Mumber of transactions
- = Ll
- - - greater than |0 | lezz than |10 =
—Date and Time Direction — - -
Started from: Finished b N - Call dulzalmn "|Lme
greater than
All D ates | |1-Jan-00 2| 4-Jul02 e
I J I EII ouT I.ﬁ.ll length VI I miry
MirirnLm: GERTI less than i;.
[l day | J1zo000 M [11:53.00 P & IN/OUT |—_|A|| length = |_ min
Apply Al records

CALL Auditor User Interface with “All records” applied

Note: CALL Auditor must be enabled before it can begin gathering call data. See
chapter 3, “Enabling CALL Auditor”.

= To start the CALL Auditor, go to:

START | Programs |VCM Server | CALL Auditor
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Startup:

By default, upon start-up CALL Auditor uses call data from the previous week. This allows for a
quicker start-up by minimizing the amount of call data having to be accessed. To change the
start-up date range, click on the pull-down arrow and select from the list provided.

Setup for Auditor

[ Pazzwiord T Color far tables
E xpire days T Startup ‘
Default filer: | TIEES =]
Lazt week, -
Since the first af month
Lazt month
Thiz quarter
Last quartker
Since the firzt of pear
L ast Eear L -

LCancel | ] | Help

Password:

This section allows you to add a password in order to restrict access to the CALL Auditor. The
password you enter is confirmed by re-entering it in the “Confirm Password” field. Note that the
password you enter is not case sensitive.

Setup for Auditor

[ Espire days T Startup ]
T Colar far tables ]

Fleaze enter passwnrd:l

Confirm passwnrd:l

Save paszward

LCancel | ok | Help

Color for tables:
The setup window allows different colours to be assigned to the two data windows if the VCM
Server’s video card cannot display the default minimum colours required (16-bit High Colour).
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Expire days:

The number of days to retain call data is defined here.

Setup for Auditor

[

FPazsword T Calor for tables

Expire days T Startup

K.eep records for last |3|:' jl day(z]

LCancel (]9 Help

Note: Call data is only deleted when call data exceeds the “Keep records for last
___days” parameter and the “Delete old records” button is clicked.

Deleting Records:

e Click on the Delete current record icon to delete the highlighted record.
e Click on the Delete old records to delete all records beyond the parameter “Keep

records for __ day

s” defined in CALL Auditor setup.

e Click on the Delete selected records icon to delete all records in the applied filter(s).

Field Descriptions:

= Date:
= Direction:
= Line:

=  Extension:

=  Extension Name:
=  Phone number:

= CLID Name:

= Ring Time:

= Connect Time:
= Result:

= Disconnect Time:

The date the call was made or received.

Indicates whether the call was inbound or outbound.

Indicates which Logical Line on the Norstar switch was used.
Indicates the Norstar extension that initiated an outbound call or was
the first extension to answer a call.

Indicates the name of the Norstar extension.

Indicates the number dialed or the inbound caller ID number.
Indicates the inbound caller ID name from the Telephone company.
The time that the Norstar switch receives the first ring.

The time that a Norstar extension answers an incoming call.

The different results are hold/transfer, park, no answer and on hook.
The time a Norstar extension terminates a call. The disconnect can
be the result of a hold/transfer, park or on-hook state.

= Duration: The length of time a particular extension spent on a call.
Direction:

= Qut Displays outbound calls.

= n: Displays inbound calls.

= In/Out: Displays both inbound and outbound calls.
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Filters: Below is a list of filters and their description. These filters can be applied singly, or
applied in multiples. After selecting the filter(s), click on Apply to activate the filters.
To remove a filter, uncheck the associated box, or to remove all filters, click on All
records. The top right corner of the CALL Auditor screen indicates the number of
records (calls) associated with the selected filter(s).
= Extension Name: Enter the name of a Norstar extension.
= Extension Number: Enter the Norstar extension(s) using the format;
221 or 221,227,229 or 221,227-260
= Include all Transactions; Check this box to include transaction details of the selected
extension or extensions.
= Phone Number: Enter a phone number or partial number.
i.e. to filter on all long distance calls, enter a 1 in this box.
This box can also be used in conjunction with “Direction IN” and filter
on a specific incoming CLID phone number. i.e. Enter 905 to filter all
inbound calls from that area code.
CLID Name:Enter the name or partial name of the incoming caller ID
name.
= CLID Name: Enter the name or partial name of the incoming caller ID name.
= Number of Transactions; Enter the minimum and maximum number of transactions or “hops”
a call had. Each time a call is parked, put on hold or transferred, a
transaction is created.

= Line: Enter a single line, multiple lines and/or a range using the format; 1
or1,250r1,25-25
= Date and Time: Use the pull-down box’s to select from preformatted lists or

individually select the Starting from and Finished to dates along
with Minimum and Maximum times.

= Call Duration: Use the pull-down box’s to select from the lists for the greater than
and/or less than call duration or enter the call duration period in 1
minute increments.

7] CALL Auditor I [l
File DataBaze Help
D”| ﬂ| },'3| §| E§| X| m‘| K]} | ? | ﬂ,| Nurnber of record(s). 400 Total duration:  16:24:28
Date Dir |Line| Ext | ExtName | Phone Number CLID Name RingTime | ConnTime | Result | DisconTime Dulalioni‘
28Jun-02 | OUT | B1 | 228 Eil 918004652460 09:28FM | Onhook | 0330 PM 0:02:43
28Jun-02 | OUT | 71 | 224 JohnH | 180026207846555" 0342PM | Onhook| 0945 PM 0:02:30
2BhJun-02 | OUT | 70 | 224 JohnH  |37772115PPA0G47: 0951 PM | Onhook | 0952 PM 0:00:42
28Jun-02 | OUT | 71 | 224 John H 93058665335 0357 FM | Onhook | 0357 PM 0:00:11
28Jun-02 | OUT | B2 | 227 Daoug 99056254292 0353 PM | Onhook| 0958 PM 0:00:11
2BhJun-02 | OUT | 71 | 224 JohnH | B2E5995H2805286 0957 P | Onhook | 10:00 PM 0:02:58
28Jun02 | OUT | 72 | 227 Doug 93053630325 0359 FM | Onhook | 10002 P 00310
28Jun-02 | OUT | 71 | 224 JohnH | 37772115PPI05EEE 1002PM | Onhook | 10:04 PM 00118
2Blun-02 | OUT | 71 | 224 JohnH | 7772115PPI058EEE 10:04 P | Onhook | 10:06 PR 0:02:02
T We | OUT [ 7D | 224 John H 94163857382 11:01 PM | Onhook | 11:02 PM 0:00:19 T‘
) ) ) 5 P Extension —— [ Phone
Extension | ExtMame | ConnectTime |DisconnectTime [ Result | Duration Mumber: Mumber:
224235
Mame: CLID Name:
Include all
[ [ty
Number of t 6
= =
- — hd ’7 greater than |0 = less than |10 _I‘
~Date and Time D — - -
Started from: Finished to: N B Callt th " Lz
qreater than I
4l Dates = | [1-Jan-00 e | 2Ju-02 HE
I J I E" @ ouT Al length vl I mir
Minimum: b axirum: less than L
[l day | [12:00:00 &h [11:53:00 P IN/OUT |_A|| Ergh x| | T min N
Lpply All records

CALL Auditor utilizing filters to display outbound calls by extensions 224-235.
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Archiving CALL Auditor data:
CALL Auditor data may be archived for future use. To archive the current data base;
¢ Click on the Save Database As icon and select the file name and folder to save to.

x

& Do you want to compact C:WCMServeribackup.mdb database?

e Next, you will be prompted to compact the data base. If you would like to minimize
the file size, click on Yes.
e The word COPY will now appear on the CALL Auditor interface. Filters and reports
may be utilized with the copied database.
e To open the default database, either;
0 Close and re-open CALL Auditor
0 Click on the Open Database icon and select CallLog.mdb

NOTE: CALL Auditor maintains call tracking while working with a copied database.

= CALL Auditor DB: C:AVCMServer\backup.mdb g0 ] |
File DataBase Help
@l H| //rgl él ﬁl Xl "’.F_il BI 7 | &I COPY Mumber of record(s]: 133 Total duration:  0F:5E:34
Date Dir |Line| Ext | ExtName | Phone Number CLID Mame RingTime | ConnTime | Result | DizconTime Duralioni‘
03-Jul02 | OUT | B4 | 374 a4 905301 24835240 02:51 Pt | Onhook | 0252 P 0:00:31
03-Jul02 | QuUT | 70 | 240 Bab F 90582713153 0250PM |Onhock| 0252 PM 00205
03Jul02 | QUT | 70 | 240 Bob F 90582713153 02:54 Pt | Onhook | 0255 P 0:01:25
03-Jul02 | QUT | 70 | 240 Bob F 9058250036 0256 P | Onhook| 0258 P 0:01:51
03Jul02 | OUT | B3 | 228 Bill 9055075042 0258 P | Onhook| 0258 P 0:00:25
03-Jul02 | QUT | 71 | 250 WisaSry | BY7721159053569¢€ 02:54 Pt | Onhook | 0300 Pk 00519
O3Jul02 | QuT | 71 | 229 Service |3/77211590535615 0202PM | Onhook| 006 PM 00451
03Jul02 | QUT | 70 | 240 Bob F 9055295757 0306 P | Onhook| 0307 P 0:01:02
03Jul02 | IN | B3 | 221 Joni 5196586421 Out of Area 03:03PM | 03:09 P Hald 0303 PM o012
T ENNEE | M | B3 | 221 Joni 9053630325 LU=ELL TECH 0311 PM | 0312PM | Onhook| 0312 PM o012 %
Extenszion | ExtName | ConnectTime | DisconnectTime | Result | Duration il [ Eutension Phone
_I Mumber: Mumber:
|21 |
MName: CLID Mame:
[ Bl 000000
~ Humber of kransactions
hd greater than |0 :Il lesz than |10 ill
—Date and Time Direction —
Started from: Finished ta: N —;::t;::l.:;::on ’7“"9
[40 Dates x| [1-an00 [E][30ur02 = ~ out Fergh =] [ mn |
Miriminn: M awimun; lesz than
[l day x| |r200:00 M [11:53.00 PM NOUT | Tolength ] [ min )i
Apply All records

CALL Auditor data:
CALL Auditor data is stored in a Microsoft Database format. This file can be imported into
another application in order to produce customized reports. The CALL Auditor data file is
located on the VCM Server in the VCM Server directory.
i.e. C:\VCMServer\CallLog.mdb
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Transactions:
The transaction area (orange/brown area) lists all the secondary or subsequent extensions
that participated in a call. CALL Auditor tracks a call regardless of the number of times it is
transferred, parked or put on hold.

The call highlighted in the example below indicates an inbound call answered by Joni at
extension 221 on July 2nd. Joni placed the call on Hold where Doug at extension 227
picked up the call, spoke for 19 seconds before hanging up.

=] CALL Auditor o [=]

File DataBase Help

ﬁvl Hl /ﬁl @l ﬁl Xl Qil Bl ? | &I Mumber of record(z]: 53 Total duration:  B5:38:38

Date Dir |Line| Ext | ExtNam¢f ;Phone Number CLID Name RingTime | ConnTime | Result | DisconTime Duratiunﬂ
27Jun02 | IN | B3 | 224 John H 4165345520 EUROPS CATERING | 11:21 PM | 11:21 P | Hold 11:23 P 0:01:26
27Jun02 | IN | B3 | 228 Bill 4165345520 EUROPS CATERING | 11:42PM | 11:43PM | Hold 11:43 P 0:00:20
28Jun02 | IN | B1 | 221 Joni 3056278440 Out of Area 04:14 P | 0414 P | Hold 04:15 P 0:00:32
28Jun02 | IN | B3 | 227 Daoug 3053428400 DAKVILLE TOYOTA | 0422PM | 04:22PM | Hold 04:23 P 0:01:01
28-Jun02 | IN | B4 | 2A Joni 4163857982 PARKER C 04:23PM | 04:23PM | Hold 04:24 Ph 0:00:31
28Jun02 | IN | B1 | 22 Joni 4163641552 EXECUTIVE MEEDS | 0454 PM | 04:54PM | Hold 04:54 Ph 0:00:10
28Jun02 | IN | B3 | 227 Doug 9053630325 LUXELL TECH 0E:43PM | 08:49PM | Onhook| 08:50 PM 0:01:02
28-Jun02 | IN | B3 | 227 Doug 9053336440 S5|EQUIPMENT | 11:04 PM | 11:04 PM | Onhaook | 11:13 PM 0:09:24
O02-Jul02 | IN | B3 | 221 Joni 3609560223 Out of &rea 11:20 &M | 17:20AM | Onhook | 17:20 AM 0:00:09

T [EAEEE | N | 51| 22 Joni 5147450000 Out of Area 11:21 &M | 11:21 AM | Hald 11:21 A 0:00:11 %
) ) ) N — .| Extension————————— ~Phone
Extension | ExtName | ConnectTime |DizconnectTime | Result | Duration = Mumber: Mumber:
[ 227 Droug 11:22 & 11:23 sk Onhock | 0:01:19 |22? I
Mame: CLID Mame:

Include all
I |7 tramzactions I

— Mumber of trar i

- greater than |0 :II less than |10 ::II
~ Date and Time Direction — - -
Started from: Finizhed to: "IN - Call du;atm" "|Llne
greater than

4l Dates = | [1-Jan-00 S | |2-Jul-02 e
I J I DI E: ©oout IAII lenath vl I ity

Firimm: [LEINI lezs than
Jat day x| [1zo000aM [11:53.00 PH € IN/OUT |—_|A|| length = |_ i

Apply Al records

CALL Auditor displaying inbound calls answered or subsequently transferred to, or picked up by
extension 227
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Printing CALL Auditor Reports:
= After selecting the appropriate filter(s), click on the Print button located on the CALL
Auditor tool bar.
= The CALL Auditor Print window opens providing options to preview the report prior to
printing along with selecting the printer to print to.
= The lower portion of the report displays the filters that were applied to this report.

Total number of records Date the report was printed Page number of report

Total Talk time

= Print Preview

BEB W« 1 |EE | HE| oo

VCM Auditor ComerTe fno. Toll Free; STRSIREEEE Mumber of recordis): 104 Total duration: (33507 Frinted on; 13 Sep2001 P age 1

Date Dir Line Fhone Fumber CLID Rame Fing Time Ext Name Conn. Time Dicoon. Time Recult Duration

;:;\:;\:;1 ouT 10 ;152135779 __________ ) ____;;;____ 1lz:12:02 PM 1&:12:10 PM __;;\_;\;;]_(_ 0:00:0;_ )

;:;\_J;\:;;. IN 4 ;;53731317 ______ T:I;];];UWR & 12:13:05 PI;___;:I‘;____ 1z:1%:13 PM 1z:13:22 PM __;;;;\;;;; U:UU:U;_ )
24 DEEEBIE 12:12:&5 PM 1Z:16: 20 PM 0On hook 0:02:54

ouT & 1;055595537 ) 1z:12:139 FPM 1z: 0:00:0;_ )

orT 10 1;053573171 __________ ) a6 1&:12:15 PM 1z:12:21 PM __;;\_}_\;;]_(_ U:UU:l;_ )

ouT & ;;55595537 ) E20 PATLA 1z:12: 26 PM 1&:12:59 PM 0On hook 0:00:3;_ )

ouT & 1;152430532 __________ ) ____;;;__;;U'LA 1z:14:00 PM 1Z:14:11 PM __;;\_;\;;]_(_ 0:00:1;_ )

ouT & ;152‘130532 ) E20 PATLA 1z:14:12 FPM 12:15: 21 PM 0On hook 0:01:0;_ )

ouT 10 1;05357317]. __________ ) ____;;;__;;RRY 1z:14:16 FPM 1Z:15:4947 PM __;;\_;\;;]_(_ 0:01:31_ )

E&-Jun-01 IR 1 ;; ivate Call Out of Area 12:17:‘13 PM zzz 1z:17:496 FM 12:17:57 PM Tran=fer 0:00:1;_ )
&z5 EILEEN 12:15:05 PM 1z:21:59 PM Hold 0:02:52
&5 EILEEN 1z:2z:06 PM 1z:2d:24 PM On hook 0:0z:1%

ouT & 1;0532370‘11_ ) 23‘1__];;3311: 1z:15:294 PM 1z:21:09 PM 0On hook 0:02:3;_ )

IR 2 ;;53752537 ______ I;EE;LLUM EDWINA 12:23:31 Pl_l___;;;__;; AWNNE 12:22:27 PM 1lz:22:50 PM __;;\_;\;;]_(_ 0:00:1;_ )

;:;\:;\:;1 ouT a4 ;.;005539979 __________ ) ____;;:l‘____ 1z:20:05 PM 12:25: 26 PM __;;\_;\;;]_(_ 0:05:3;_ )

;:;\:;\:;1 ouT 10 ;155303953 __________ ) ____;;;__;;RRY 1z:26:25 PM 1z:27: 25 PM __;;\_;\;;]_(_ 0:01:0;_ )
E&-Jun-01 IR 1 055764701 JOHNSON DavVID P 1z:27:49 FM zzz JO ANNE 12:E&7:52 PM 1:28:10 PM 0On hook 0:00:17

;:;\_J;\:;;. orT 10 1;054752249 __________ ) ____;;;__;;RRY 12:27:29 PM 12:29:17 FPM __;;\_;\;;]_(_ U:Ul:q:l‘_ )

;:;\:;\:;1 ouT a4 ;.;193221750;;; _______ ) ____;;;__l_(;m 1z:29:50 PM 12:21:35 PM __;;\_;\;;]_(_ 0:01:‘1;_ )

;:;\:;\:;1 ouT 10 ;;55713333 __________ ) ____;;;__;;RRY 1z:20:068 PM 12:25: 236 PM __;;\_;\;;]_(_ 0:05:3;_ )

;:;\:;\:;1 IR 1 1;195357322 ______ ;1_1;\‘:731{ JE & 12:35:05 Pl_l___;;;.__;;CKI 1z:26:11 FM 1Z:26: 22 PM __;;;;\;;;; 0:00:11_ )
70 1z:26:4941 FPM 1z:27:4947 PM 0On hook 0:01:05

;:;\:;\:;1 IR 1 1;0550205‘13 ______ ;;{;I—{Mﬁ PLUIS DRI 12:33:20 Pl_l___;;;__;; ANNE 12:235:22 PM 1Z2:28:52 PM __;;\_;\;;]_(_ 0:00:3;_ )

© Da el DRection = INAOUT
4 -

| 0%|Page1of3

Filter(s) applied
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Optional Report Package:
The Optional Report Package extends the reporting capabilities of VCM’'s CALL Auditor.
Advanced reports, charts and graphs can be produced easily and quickly.

The Optional Report Package is enabled by a key-code on the VCM Server Registration
page.

To access the Optional Report Package, click on the Optional Report Package icon on the
CALL Auditor toolbar.

Auditor Report Wizard E |

— Heport Category —— — Reports

Detailed Calling By Estenzions
Summary Calling By Extenzions
Surmary Hold Time By Extenzions
Detailed Calling By Lines
Surrnary Calling By Lines
cSurmmary Hold Time Buo Lines
Summary Calling By Extenzions By Day =]

" Date and Time

& Line and Extension

= Phone Murmber

= Frequency

Create a repart by fallowing critetia: [ Include report description

All callz by Ext. Phone(z] = "221-240°, Tranzactions: between 0 and 10 . Time: Al
day, Date: from 30-Jun-02 to 7-Jul-02, using primary call

Generate Beport | | Henerate Chart Cancel |

Optional Report Package “Report Wizard”

Begin by selecting the Report Category. Each category has a number of reports in both detalil
and summary formats. The summary reports include the ability to produce a graph by clicking on
the Generate Chart button.

Include report description provides a description of the report at the bottom of the last page of
the selected report. By default, this feature is turned on. Uncheck this box to disable this feature.

Select Graph | x| |
—Type— Yiew _
L& o (r‘ D
B Radar

=i Line
e Fie
G',Ir' D auighrt
haC area ak. | Ear‘u:ell

Six Graph types are available
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Below are sample reports and graphs produced by the Optional Report Package.

Detailed Calling By Day

[Filter(s) applied:

]All calls by Ext.Phone{s) ='222', Time: All day, Date: from 6/4/2001 to 6/6/2001.

Printed on:  07-Mar-2002

Dir Line Extension ExtName Phone Number CLID Name RingTime Conn.Time Result Diseon.Time  Duration
[Date:  6/6/2001
™ I 22 JOANNE 4162349111 MITCHELL BARDYN 21718 pm 2:17:23 pm HoM 2:17:31 pm 00007
2 O ANMNE 2:17:43 pm Hold 2:18:03 pm. 0o le
m IO ANNE 2:18:23 pm Transfar 2:13:31 pm noos
270 2:18:54 pm On hoak 2:19:36 pm. o004l
™ 1 222 JO AMMNE 4167418568 YORK VOLKSWGN 1:01:48 pm 1:01:55 pm Transfer 1:02:02 pm ®0007
256 MIKE 1:02:11 pm Om hoolc 1:03:43 pm. @01:31
™ 1 222 Private Call Out of Azea 12.17:43 pm 12:17:46 pma Transfer 121757 pm oo lo
25 EILEEM 12:18:05 pm. Hold 12:21:5% pm mo353
225 EILEEN 12:22:06 pm Omn hoole 1 2:24:24 pm ;0218
[Total Calls By Day: 3 Total Duration by Day: 0 hrs. 10 mine. 38 secs |
™ 2 n2 JC ANMNE Cut of Area Cut of Area 2:01:21 pm 2:01:25 pm Transfar 2:01:38 pm 0:00:13
ize 2:01:56 pm On hool 2:02:16 pm 0020
™ 1 22 JO ANNE 4162255183 PRIVATEMAME 12:45:21 pm 12:45:24 pm Omn hook 12:46:00 pm 0035
™ 1 222 JO ANNE Out of Area Out of Area 11:38:38 am 11:38:44 am HoM 11:38:51 am 00aT
n2 O ANNE 11:39:00 am HoMd 11:3%:09 am >0008
22 JO ANNE 11:39:14 am Transfer I13%:15 am w0000
o 11:39:34 am On hoaok L 1:40:38 am r0];04
[Total Calls By Day: 3 Total Duration by Day: 0 hrs. 3 ming. 20 seca. |
™ I n2 JO ANNE 4163679492 KEMPFMN 3:30:06 pm 3:30:12 pm Transfer 3:30:20 pm 0:00:07
268 3:30:51 pm On hook 3:31:80 pm 00039
™ 2 222 3O ANNE 4162323000 Out of Avea 1:56:48 pm 1:56.54 pm Transfer 1:56.59 pm n00:05
236 MARY JO 1:57:12 pm Omn hoole 2:07:52 pm. rlodo
N 1 222 JOANME  Private Call Out of Area 1:44:24 pm 1:44:26 pm Parked 1:44:42 pm 0:00:13
222 JO AMMNE 1:446:45 pm On heal 1:46:54 pm 000:09
™ 1 22 JO ANNE Private Call INDEP EMET OPR 1:08:30 pm 1:08:33 pm Transfer 1:08:40 pm 0006
268 1:08:59 pm Om hoale 1:09:59 pm 0059
™ 2 222 IO ANME Private Call Out of Atea 12:35:36 pm 12:35:40 pm Transfer 12:35:53 pm. o013
37 DEB 12:34:00 pm On hoolt 1Z36:51 pm x00:50
N 3 222 JOANNE 4162323000 Out of Azea 10:41:45 am 10:41:49 am Transfer 10:42:09 am o019
268 10:42:27 am On hook 142:01 am 0034
™ 3 22 IO ANNE Private Call Out of Area 10:41:09 am 10:41:17 am On hoolk. 10:41:41 am 00024
[Total Calls By Day: b Total Duration by Day: 0 hrs. 18 mins. 52 secs |
[Number of record(s): 13 [Total Duration:  © hre. 32 ming. 50 sece |

Pagel of 1

“Detailed Calling by Day” provides a breakdown of calls by a particular extension on a given day
and includes the complete path each call took including transfer, held and parked occurrences.
Using the Criteria selection, you can apply filters to drill down and display only the information
you want.
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Summary Calling By Extensions

[Filteris) applied: | All calls by Bxt Phonefs) ='221-248", Time: All day, Date: from 1/1/2000 to 3/7/2002. |

Printed on:  07-Mar-2002

Extension ExtName Inbound Outbound  Total Calls Duration Avg,Call Duration Calls Duration

Calls Calls (% of Total) (% of Total)
221 VICKI 130 95 226 9 hrs, 12 mins, 23 seces 0 hrs. 2 rmns. 26 secs. 3l1.48 33.87
222 JO ANNE 69 2 n 3 hre. 43 mins. 48 geca 0 hre. 3 mins. 9 secs 9.89 13.72
223 LAURA 1 34 35 0 hrs. 44 mine. 55 seca O hre. 1 muns. 17 secs. 4,87 2.75
224 SHERR] 1 17 18 0 hre. 18 mins. 35 secs Ohrs. 1 mins. 1 secs. 2.5 1.14
225 EILEEM 1 56 57 1 hre. 25 ming, 55 seca 0 hrs. 1 ming. 30 seca. 7.94 527
226 GORD 0 31 31 | hre. 4 mins. 7 zecs. 0 hre. 2 mins, 4 secs. 4.32 3.93
227 DOM 0 2 32 4 hre. 33 mins, 10 secs 0 hrs. 8 rmns. 32 secs 4,46 16,75
228 CYMTHIA 0 20 20 0 hre. 22 mins. 0 secs 0 hre. 1 minz. 6 secs 2,79 1.35
230 PAULA 0 21 21 0 hrs. 24 rmins. 41 secs O hre. 1 muns. 10 secs. 2.92 1.51
231 ALYSON el 1 1 0 hre. 0 ming. 12 secs. 0 hre. O mins. 12 secs. 0.14 0.01
233 LAURIE 1 13 14 0 hrs. 9 mins. 14 sscs. 0 hre. O ming. 39 secs 1.95 0.57
234 DEBBIE 0 30 30 0 hre. 40 munz. 13 seca O hre. 1 mins. 20 secs. 4.18 2.47
235 RUTH ] 1 1 0 hre. 0 nuna, 49 secs 0 hre, O runs. 49 gecs 0.14 005
236 MARY JO 1 32 33 0 hre. 48 ming. 55 geca 0 hre. 1 rinz. 28 gecs 4.60 3.00
237 DEB 0 10 10 0 hrs. 3 mins. 35 seca 0 hre. O mins. 21 secs. 1.39 0.22
240 RICHARD 0 26 26 0 hre. 24 mins. 9 secs 0 hre. O mins. 55 secs, 362 1.48
241 BILL ¢] 4 4 0 hre. 3 mins. 48 secs. 0 hrs. O mins. 57 secs 0.56 023
242 MEETING 0 9 9 0 hrs. 5 ouns. 20 secs. 0 hrs. O mins. 35 secs. 1.25 0.33
243 ROM 0 30 30 2 hrs. 0 mins. 12 secs 0 hrs. 4 rung. 0 secs. 418 7.37
244 CDRM 0 1 1 0 hrs, O mins. 3 secs. 0 hre. O mins. 3 secs. 0.14 0.00
245 PHIL 1 17 18 0 hrs. 29 mins. 44 secs O hre. 1 muns. 39 secs. 2.51 1.82
246 BARRY el 13 13 0 hre. 9 ming. 22 secs. 0 hre. O mins. 43 peca. 1.81 0.57
247 DRAZEM 0 1 1 0 hrs, O mins. O secs 0 hrs. 0 mins. 0 secs 0.14 0.00
248 TARA 1 15 16 0 hre. 25 muns. 33 seca O hre. 1 mina. 35 secs. 2.23 1.57
Total 206 512 718 27 hrs. 10 mins, 45 secs 0 hrs. 2 mins. 16 secs

Pagel of 1

“Summary Calling By Extensions” provides a method to analyze the volume of calls and the
average talk time on a per extension basis. By utilizing the Criteria selection, add filters to drill
down to incorporate specific extensions and lines, call direction, long distance calls and much
more.
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| Summary Calling By Extensions |

|&miﬂtﬁgm-m&ﬁmmg‘mn— /172004 to 30T ]
Printed on: 30-Mar-20802

Number of Calls/ Extension

Number of Calls
[ [mi=iml | |
BEBEEEE
~N OO e WA -

Extension

Fage 1 af 1

| Summary Calling By Extensions |

[Pt mpptiod: T AT calla by Foxt Phomea) = 221237 Tume: Al day, Dite: Somm 1173000 10 330/200% ]

Printed on: 3-Mar-2002

[Faiber sfecardoy£133]

Number of Calls/ Extension

47.3%
4%
T3%

BB

I
o0&
w

10.6%
5.4%
0%
. 100.0%

] [misim] | |
MMM

B

Fage 1ol 1

Above are two different views of the same call data. The data could represent the volume of calls
handled by a help desk or sales department.
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Chapter 7: Appendices

Appendix A “Contact Manager/Database Notes & Compatibility Chart:

Contact Manager/Database Compatibility Chart

Database/Contact Version Outbound Dialing Inbound Screen | Pop
Manager
(VCM TAPI SP) Basic Look-up Smart Look-up
ACT! 4.0/2000 Yes Yes Yes
Goldmine 4.0/5.x Yes Yes Yes
SalesLogix 3.0/4.0 Yes Yes No
Maximizer 5.0/6.0 Yes Yes Yes
Maximizer Enterprise 5.0/6.0 Yes Yes Yes
Microsoft Outlook 97,98,2000, XP Yes Yes Yes
TeleMagic Enterprise 4.x/5.X Yes No No

Integration Differences between Contact Managers/Databases:
There are differences between the level of integration and operational differences
between the different contact managers that need to be understood. ConverTec Inc. has
made every effort to produce the highest quality integration possible to each contact
manager system, however, the Contact Manager itself dictates how well a third party
application like VCM can integrate with it.

Outbound dialing can be accomplished from all Contact Managers along with the ability
to terminate a call by clicking on a Terminate or Hang-up button on the desktop. All
Contact Managers allow for notes to be entered during a call, however, this is a function
of the Contact Manager, not VCM.
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Appendix B “Troubleshooting”

1. If the following error message is displayed upon starting the VCM server.

Morstar CTl Messages BE
16:40:55 [cteunidr.dll A

Unable to detect the CTI device using the specified parameterz. The device
iz dizabled or not present on the PC. Yerify the state and configuration of the
device. <UDRO0E:

e Possible causes for this error message are;
e No power to the CTA
e No live TDM (Norstar extension) port
e Serial cable not connected
e Serial port on VCM server not functioning properly
e Confirm the above are checked and reboot the VCM server until there is no error
message appearing.

2. VCM Clients do not connect to the VCM Server.
e Confirm there is a network connection for both the VCM Server and Client PC’s by using
the Windows “Ping” utility. At a command prompt, ping the VCM Server from a VCM
Client PC.
i.e. C:\ping <IP address of VCM Server>.

The IP address of the VCM Server can be found on the Registration tab of the VCM

Server setup. If the client PC is unable to ping the VCM Server, contact your network
administrator.

e The VCM Server uses a network broadcast scheme to communicate to the VCM Clients.
By default, the VCM Server is configured for a Class C address format. i.e. Subnet Mask
is 255.255.255.0. If your network address scheme uses a different format i.e. Class B
with a Subnet Mask of 255.255.0.0, do the following;

Edit Callbr.ini found in the VCM Server folder to include the line xxx.xxx.255.255
where the first six x’s represent the network prefix used in your network.

NOTE: The VCM Server must be restarted for change to take effect

& CallBR - Notepad [—[o]x] & CallBR - Notepad —[o]x]
File Edit Format Help Fil=  Edit Fomat Help
[VCH] = [VCH] 5
Serverfddress=127 _8.6_1 Serveraddress=127.6.68.1
BRAddress= BRAddress=10.08.255 255

=l =
Callbr.ini with default Cass C setting Callbr.ini with Class B setting
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3. The VCM Client toggles back and forth from “Connected” to “Connecting to Server”. There
are two possibilities for this problem;

e There are more VCM Clients running than there are licenses available. To correct

this, shut down any VCM Clients over the maximum licensed or purchase additional
VCM client licenses.
e There are two or more VCM Clients with the same extension. Confirm the extension
number of all VCM Clients and remove any duplication.

4. “Notin Service” extension(s) appear on the VCM Client;

f& Visual Call Manager - Extension 227

o message(s), 0 unread

Connected

| ble View Help | SpeedDisl| 503 Kighen 224 Account 226 Jobn
s |[hinlet kel ¢ Page 229 Ned 230 Bud 231 Galina
: e 27 lgor 233 Develop 234 wWarshse
bacZone 995 Lab 5% AdamT 937 Spare
238 CorpRim 240 Bob L
Notin  —— Ran 243 Spare 245 MikeMa
Service 248 Spae 88— Shipha 3 Drew
extension's \ | [ L | 0 Labipt ‘
30 Ymailb 37 vmail5 72 Vmail 4
373 Vmail3 375 Ymail1
221 |doni
222 |Courtgy
2ii] Mew message‘ All meszages IYJ EJ Quick msgl ¥ Delete \ i M_Ike Mezwan] ConverTec 4 BRI
[F |From |Subiect |Date | 228 |Eil
Lab 2

To correct the “Not in Service” condition for a telephone;

Confirm the device or telephone is not in service by dialing the extension from a
working telephone. The message “Not in Service” will appear on the display of
the phone you are calling from.
Re-connect the phone if unplugged. The VCM display will automatically update
the status of phone.
If the extension has been permanently removed from the Norstar switch, you
must remove it from the VCM Server intercom list as well. See VCM

Administrator in Chapter 3
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5. Error 001;21 appears on my desktop when starting VCM Client.

There is a conflict in the port used by VCM with another application. You will need to
change the port on both the VCM Server and on all VCM Client PC’s. Follow the
steps below to perform this. Note that you can use Notepad to edit the files listed.

Stop the VCM Server and all VCM Clients

On the VCM Server, edit the file C:\Program Files\ConverTec\VCM
Server\CallBR.ini to include the line Port=40370

On all VCM Client PC’s edit the file C:\<Windows root directory>\CalIMNG.txt to
include the line Port=40370.

Start the VCM Server and all VCM Clients.

All VCM Clients should now connect to the VCM Server as indicated in the
bottom left corner of the VCM Client interface
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6. Appendix C “TeleMagic 4.x/5.x Integration”

NOTE: VCM supports outbound dialing only for TeleMagic, inbound screen pop is
currently not supported.

Outbound Dialing Setup:

= Ensure the VCM TAPI SP has been added. (See chapter 4)

= Ensure that the Windows Telephony section has been completed. (See chapter 4)

= If using Windows NT 4.0, ensure Windows NT 4.0 Telephony Service Setup has been
completed (see chapter 4)

= In TeleMagic 4.x, go to:

Options | Preferences | Dialer

= Remove any entries in these fields. The VCM Server handles all call rules, which include any
local/long distant area codes, long distance prefix, and local prefix numbers.

Lt Dialer Preferences for Doug Moffat in User E
System | Toolbar | Uzers I Wireless Meszaging | Writing I

Activity | Contact I Database  Dialer | Directory | Dizplay I Fax | Function Keys | F.ey Fields

~

Local Area Code: I
Dialer Prefis: I Delete
Prefix for Local Call I > all digits
Prefis for Long Distance Call: | b Ifn }Qese
lelas

Prefis Overmide Character: I_
Dialer Suffis |

Dial uzing: [ Zoam Dial

| CALL Link Line | ¥ Create Activity

[V |nzer Maotes into Motepad

I Custom Confifuration 5 ciii: | I= | Fromptifor Settifin Feeal
Dial Type:  €5/Y s i ¥ Initially bring up Call Motes

K | Cancel Eaply
/ TeleMagic 4.5 Dealer Setup Window

Select VCM TAPI SP
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Appendix D “SalesLogix Integration”

SalesLogix Inbound Screen Pop Setup

Download the self-extracting “SalesLogix Integration” file from www.convertecinc.com or obtain
the CD-ROM version from your VCM Dealer. The SalesLogix Integration file contains all the
necessary files to integrate both SalesLogix versions 3.x and 4.x.

SalesLogix Inbound Screen Pop requires installation of a CALLLink.cxb bundle in SalesLogix
Workgroup Administrator.

To install a bundle:

Open Bundle Manager.

Click Install.

Navigate to the CALLLink.cxb bundle and click the bundle.

Click Open.

Choose the Bundle Actions to install, and click OK. The default is All Actions.
Click Yes, No, All (to replace all), or No to All as appropriate if the bundle
contains components that will replace existing database components.

Click Yes or No as appropriate to release plug-ins in the bundle.

If necessary, select the teams to which the plug-ins will be released and click OK.
The default is Everyone.

ogkrwnr

© N

In VCM Client Setup on the Database window, click on the SalesLogix radio button:

VCM Setup |

Phane | Databiase I Buttons | Other Settings |

~Integration with ['ataBase:;
- ACT! 4.0, 2000

[ Automatic Search

{~ GoldMine 4., 5=

" Maximizer 5.0, 5.0/ Enterprize 5.0, 5.0
= Dutlook 97, 98, 2000

" TeleMagic 4.%

" SalesLogx 3=, 4.x

* Mo DataBaze

k. Cancel Help
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VCM is capable of searching all four fields of telephone numbers in SalesLogix.

A search will commence, and if the record is found, the screen will switch to that record.
If the record is not found, the user is presented with a SalesLogix Add Record dialog box
prompting the user to add a new record, or to cancel.

Inzert Mew Contact/Account |

Mew Contact for:
Abbott Manufacturing

Mew Contact for Existing Account
MNew Contact for MNew Account
Mew Contact

NewFersaral Earitaet

Cancel

%] |6 KK

SalesLogix Outbound Dialing Setup

Ensure that the VCM TAPI SP has been added. (see chapter 4)

Ensure that the Windows Telephony section has been completed. (see chapter 4)

If using Windows NT 4.0, ensure that Windows NT 4.0 Telephony Service Setup has been
completed. (see chapter 4)

In SalesLogix (versions 3.x and 4.x), go to:

Tools > Dial Phone > SalesLogix Dialer > Connection

The VCM TAPI SP can be selected as a TAPI device by selecting it from the Connections pull-
down window.
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&% SalesLogix Dialer

CALL Link Line -]

Address 0 R

¢ Once VCM has been defined in the Dialing, try a test call to ensure outbound calls are
being processed properly by clicking on the Dial button.

&% Saleslogix Dialer

United States of America kd
5557854

¢ To terminate a call from the desktop, click on the Disconnect button.
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Appendix E “Microsoft Outlook Integration to Public Folders”

e Using the VCM Database Viewer, you may select which MS Outlook Contacts Folder to use.
To select a Contacts folder, go to:

Start > Programs > VCM Client > VCM DB Viewer

e  After you select “Outlook” the local “Contacts” database folder is presented as a default
location.

#2 Outlook
File Setup Import Lookup Help

Bl@l X|ﬂ| ?I &I Folder: Caontacts Ehangel

Company: Phone:
I.-'l'-. MaRSHaLL PEST COMTROL I['EIEIE] 244-8717
Contact: —Additional phone—

Hl 1 | Record:1 of 19 | » | Hl

e
Outlook Add | [E[Ete

L

e To change to a different folder, click the “Change” button.
e  Browse and select the folder. Click OK.

Select Folder HE I

Folders:

ﬁ Journal ;l K

~EE Mates
Cancel

Sent ltems
Tazks e, .,

=) Public Folders

-5 Favorites

E1-5E Al Public Folders
@ [ nigram
‘{% [nternet Hewsgroups
@ PublicContacts
i TestContact
-4 Tomkin bullstin Board
-4 ‘Westbau Bulletin Board —

=

NOTE: Once the Contact folder has been selected, VCM must be stopped and restarted to
save the changes made.
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e The selected folder will be displayed in the “Folder” window.

# Dutlook E |

File Setup Import Lookup Help

H@l@l ><|M| ?l &l Folder: PublicContacts Ehangel

Company: Phone:
IN-:urteI Netwiorks |[4n3] 312-2233
Contact: —&dditional phone—
IDavid Browr

Hl L | Fecord: 8 of 15 | 2 | Hl

i,

5 Outlook | |
ey utloo add || [Delee

NOTE:

1. See chapter 5 to complete the “Smart Lookup” feature.
2. See chapter 5 to complete the “Dialing with Database Integration”.
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Appendix F “CTA Compatibility Chart”

CTA Device compatibility with Win

Device — OS Compatibility

05 / CTA Deviee CTA 106 CTA 200 CTA 2M CTA 160
(Serial)r® (LISE)
Windows 95 v vy vy
Windows 98 vy "y vy e
Windows NT v v v
Windows 200 v v 'y Ry
Windows ME v s v "
Windows XP o v g b s

Note: ¥ Denotes that the device is supported on corresponding 08,
=% CTA 100 drivers are mandatory for proper operation of CTA 200 with serial port.
--  Denotes that OS does not support this type of connectivity to the device

%  Denotes that its being evaluated

MNEIRTEL
HETWORKS™

Biorial Contslenial
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Appendix G “Warranty/Software Support”

VCM comes with a 60-day warranty period commencing from the time of license
registration.

ConverTec warranties Visual Call Manager to perform as per specifications in the
Installation User Guide provided all pre-installation requirements listed in the guide have
been met.

An optional 12 month software Assurance Plan is available from your ConverTec dealer.
This package provides unlimited telephone support, via a toll free support phone number,
along with free product upgrades.

See your dealer for pricing or call ConverTec Inc. at 1-877-937-8228.
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