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Introduction

This document explains the newest UC for Business 5.1 features and functionality.
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Auto Attendant Wizard

Applies to Administrator

NEC'’s UC for Business (UCB) Auto Attendant wizard has been enhanced to provide better usability and lower the
need to further edit the newly created Auto Attendant using the Edit Auto Attendant screen.

& puto Attendant Wizand &|

Auto Attendant Options

Pleaze zelect the keyz you would ke o uze for thiz level.

[0 |Autodtiendant  +||<THIS AUTO ATTENDANT> v||

[
[z

sz
[14
s
s
v
s

[]Bad option [2]
[ Mothing [1] _e

I Mathing [2]

< Back ” Mest > H Cancel ” Help

o It is now possible to program a key to return callers to the top level of the new auto attendant.

You can now program two Bad Option and Nothing keys directly from the wizard. Previously it was only
possible to program one key for each of these response types.
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More Default Profiles

Applies to Administrator, Console, Desktop and Executive Insight

There are new default profiles available. These new profiles give you more flexibility when using Presence which
makes your visibility and availability clearer to colleagues.

) On Conference Call.
5% At Conference.

&= At Lunch.

: Attending Training.
(] On Business Travel.
Note:

Please see your site administrator about configuring these profiles.
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Queuing and Presence in Multiple Time
Zones

Applies to Administrator and Rep

Many organizations involve companies, departments and people in different time zones all using the same systems.

UCB enables simple and accurate administration and reporting of your communications across multiple time zones by
allowing you to apply time zones to different components of your system. Time zones can be independently applied to
the following components within UCB:

Companies

Departments

Queues

Mailboxes

Agent and Operator Login Classes
Agents and Operators

Holidays

Once a time zone is applied to any of these items, Schedules can be edited in local time for that item. The time zones
of all system components default to the time zone of the CTI server, unless otherwise set.

The following explains the effects of using multiple time zones on various aspects of UCB.

Area Affected Effect

Companies, The time zone of a company or department can be changed simply | RTINS
Departments by selecting a different time zone. The Update Time Zone Wizard Dotk [Dopatmonts ] Compuy Socly
can be used to update the time zones of queues, agents login S
classes and users to match those of the business unit, if Hibos 3
appropriate. When madboeis ul banser caler to
)
TemeZone: | [GMT+1200) Auckland, Wellrglon v
e y
T 300 o
Queues, Agent Schedules can be edited in local time for each time zone and will prs
Login Classes, automatically reflect changes such as daylight saving.
Users, Mailboxes
@ o) (oo ) (o J (e )
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Area Affected

Effect

Presence

When users in one time zone view Free Until and Due back
information for users in another time zone, they will see the time
the person is Due back/Free Until expressed in terms of both time
zones. If a user in New York views the information of a user in Los
Angeles who is due back at 10 a.m.(Pacific Time), they will see
Due back: 10:00 a.m. [GMT -8] (1:00 p.m.).

B current Profile: Out of Office
9 Due back: 8:30 am [GMT-2] (7:30 pm)

Call Bill Rogers on 4004 |

Reports

The times presented in Queue and Agent Reports are local time
according to the time zone of that Queue or user, rather than the
CTI server time. If you run an Agent report that includes some
users in Los Angeles (time zone: Pacific Time) and some users in
New York (time zone: Eastern Time), the times presented for Los
Angeles users will be when an event occurred in Pacific Time,
while those for the New York users will be when events occurred in
Eastern Time. The same applies for Queues.

Agent Activity Report

)" Stave Burgess

For th pariod (302

Date Start Finish Activity

40659 Steve Burgess (GMT-05:00)

Holidays

Applying a time zone to a Holiday means that holiday will only be

able to be added to Schedules that have the same time zone. The
UNSPECIFIED time zone means a Holiday can be applied to any
Schedule, regardless of time zone.

Hodday Hame: | New Years Day

Stark nAazam v 50000 p.m

End nazam | 115953 pm
Time Zone: <UNSPECIFIED? ~

ok J[ comet J[ &b J[ boe |

Examples of Using Multiple Time Zones in UCB

Exwhyzee & Co. is a Company based in Los Angeles that has offices with contact centers in both Los Angeles and
New York. The CTI server for Exwhyzee & Co. is in Los Angeles. The Los Angeles center takes calls from the West
Coast of the USA (time zone: Pacific Time), while the New York center serves the East Coast (time zone: Eastern

Time).

System Setup

Exwhyzee & Co. is based in Los Angeles, so in UCB, the company will be set up in the Pacific Time zone. The Los
Angeles and New York offices are set up as Departments.

UCB Component Time Zone
Los Angeles New York
Department Pacific Time Eastern Time
Queues Pacific Time Eastern Time
Agents/Operators Pacific Time Eastern Time
Agent/Operator Login Classes Pacific Time Eastern Time
Mailboxes Pacific Time Eastern Time
Holidays UNSPECIFIED or Pacific Time UNSPECIFIED or Eastern Time
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Tip:

The UNSPECIFIED Time Zone allows Holidays to be added to all Schedules, regardless of time zone and means that
the start and end times will be applied in the local time of the Schedule that the Holiday is added to. The
UNSPECIFIED time zone is appropriate for Holidays that span multiple time zones and means that you only have to
create one Holiday for all time zones (provided the Holiday is observed at the same time and date in each time zone).
However, for regional holidays, the time zone of the region needs to be applied. Therefore, you would assign the time
zone Pacific Time to regional holidays for Los Angeles, and Eastern Time to regional holidays for New York.

The contact centers in ExWhyZee & Co each provide service to their local region on weekdays between the hours of 8
a.m. and 6 p.m. local time. At all other times, callers will receive an afterhours announcement. Therefore the schedules
for the Los Angeles and New York queues will look exactly the same, but will have different time zones assigned to
them.

!
§

Reporting

In Reports, all times presented are local time according to the time zone assigned to that queue or agent, rather than
the time the call arrived at the CTI server. Therefore, in a report run on all queues for the company, calls directed to the
Los Angeles Queues will be presented in Pacific Time while calls directed to the New York Queues will be presented in
Eastern Time. The same situation will also apply for Agent reports.
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Queue Performance Report

For Queue(s)‘Infin (@0663), Sales (406687
For the period (2022010 - 16:02/010), (0 00:00-23:59:55)

Date Arrival Type UserID Extension
40668 Infin (GMT-08:00)

Q 40654 40652

Q 4D&54 40654

Q 4D&54 40654

Q 40654 40654

A 40654 40654

Q 40654 40654

Q 40634 40854
A 4DE54 40554
Q 40654 40854
A 40654 40654
Q 40654 40654
A 40654 40654

Agent Activity Report
For Agents(s) Steve Burgess (406527
For the period (2022010 - 1602201070

Date Start Finish Activity Durstion Queus

40654 Steve Burgess (GMT-08:00)

7 §:50:38 Login
9:50:25 Quewe
:00 Login

o
a8

"




What's New in 5.1? UC for Business

Contact Centers in Multiple Time Zones Taking Calls from a Single Time Zone

AyBeeSee Ltd is a company based in New York that provides service to clients on the East Coast of the USA.
AyBeeSee Ltd also has a call center in Los Angeles. Between the two call centers, AyBeeSee Ltd offers service
between the hours of 8 a.m. and 9 p.m., Eastern Time.

System Setup

In UCB, AyBeeSee Ltd will be set up as a company in the Eastern Time zone. The Los Angeles and New York offices
are set up as Departments. However, Agents in both locations will log into the same queues.

UCB Component Time Zone
Los Angeles New York
Department Pacific Time Eastern Time
Queues Eastern Time Eastern Time
Agents/Operators Pacific Time Eastern Time
Agent/Operator Login Classes Pacific Time Eastern Time
Mailboxes Pacific Time Eastern Time
Holidays UNSPECIFIED or Pacific Time UNSPECIFIED or Eastern Time

The UNSPECIFIED Time Zone is particularly useful in this scenario as it means that same Holiday can be added to
Queue Schedules, and the Schedules of Agents in both Los Angeles and New York. Pacific Time and Eastern Time
need only be applied to regional Holidays.

Reporting

In this situation, all times presented in Queue Reports will be Eastern Time, as all queues are assigned that time zone.
However, the times presented in Agent Reports will be the local time for that agent.

For example, if a call arrives at the CTI server (server time in this case = Eastern Time) at 1 p.m., it will be recorded in
Queue Reports as being received by the Queue at 1 p.m. Eastern Time, regardless of the location of the agent that
takes the call. However, in Agent Reports, the time associated with that same call will differ depending on the location
of the agent who takes the call. If an agent in New York takes the call, it will appear in the Agent Reports as having
been received at 1 p.m. Eastern time. If an Agent in Los Angeles takes the call, it will appear in the Agent Reports as
having been received at 10 a.m. Pacific Time.
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Unified Messaging Attachment Settings

Unified Messaging voice and fax message attachments can now be configured on a per user basis. Previously the
attachment type used was a global setting and it was not possible to override the global setting for individual users.

| General | P | Ougung| ¥oioe Meszagng | Disl By Mame | Timers | Paging/Fas | Pietenion Policy | alficaions |

Vaoice Messagng Discornect Tones

Dafaull Maibox | @A Prasidert System -

Direct Access Indial ]

Mirinun message length: 2 polll -0

Hoticaton oo snswestreout [30__ 3] e (e CmeJ
Recordng inactivity limecut: 15 |5 frec)

Messaon oot bsed orc | Swvec/Delilad Tore B8] | il Tomes

Advanced
Fowerd (5 | = (vec]  Rewnd [7 |2 frec] Edt, Delete
Poure: 15 | % (mec]  Shence |8 = feec) Defaul Uribied H.esmﬁmmm Format 7
Recat [15 | foec]  Recalite [Operater |wa| | Voo flox: [Wave a4l
Options: | 7] Play profile defaull greeling Frefle )| POF e
Mo "Answer Supervision”
| Sheel gesting on iadrsck [+] Shate One Touch et Disl
3 Verily Dine Tounch Diect Dial (] Extendad Distrius
Mush-Paet Conversation Recording [ et Fre:
] Metworked Voice M
Cornection Sefings.. [ ox J( coed J[ e |

The default Unified Messaging attachment type is set within the Voice Messaging tab of the System Setup
screen in Administrator.
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® Mailbox Se 5 for Agent Apple [#10]

| Caller Profies | Distrbution Lists | Schedule | One Teuch Keys | Emai/Calonda Integeation | Hofiication | Adv 41

O Do not e emad o calendar integration

(%) Uze Urified Messaging fod Exchange/Lotus inchide: message/emal spchrorizat d calendar i ion]
Using Desktop. Console. or Phone -~
] 'When voice meszage is marked Read, deliste Emalin Emal Cliert Appication |
[ When voice message is delsted, debste Emal in Emal Chert Application
[ ‘When the system deletis a [voica] Emallin Emal Chent Apphoaltion. delete i peimanently
) When Fau i delelad, delelis Emad in Emad Clenl Applicstion
[C] 'when the system deletes a [fax) Ernad in Emal Chent Apphcation, delete it pemanently
Using Email Client Application
[#] ‘When Ernad it delsted, debsle voice message
[Z] When Ernal it indslsted, indslsle voice metzage
‘when Emal is dalelead, delste Fax

[ When Emai is undslstad, madk Fas 82 new =
Veies e sacheeri fomal: W'M & —€>

Faxfle attachment fomat. | FOF i

Prckle for Calendss everis: | Ins Mesting |

[ Display cument Calendar evard rams when ofher users view my Presence detads (ETR i shways shown)

C= o= ) aw ) (e ]

e The format of Unified Messaging email attachments can now be set on a per user basis from the
Email/Calendar Integration tab of a user's mailbox.

10
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Display the Connection Source of
Client Applications

Applies to Application Manag

A new column has been added to the Client Applications section of the Information pane. This column indicates the
location where client applications are located, and can be used to identify whether an application is hosted on the CTI
Server, a File Server, or installed locally on a client machine.

Application Manager [AKL OAPDERZ]

| AKL-OAZDDBRZ

Apghcaion Machine Pth Flo Vet Product Vetsion
@ Desiitop ANLDOWA03D C:\Program Filea\T slaphong\CTI\bin\Dieskop e 5130545 510356

e, (D Adminitraton AKLDOW2030 L:\Pa Fi i 513572 51035
@ fpphcaton Man_ AKLDOW20030  C:\Program Fiea\Telephong\CTIbrivioplcationMansgse . 51315312 51&

d Dethtop AKLOLVERSWIW  \akdqadf0BDet\ban\deskicp. oo S13aus 851
T @DDediop  ALENTONTA®  CANTITy Tk \NTTABE BrDeskion eve 51035 50l
BZeocomThat AKLANTONIXP  CONTITe T Tieater. e [TTT) [TIT)
"o D Emcatve i AKLOUVERSWIW T \Program Fles\Tebaphorg TGN BSDPanmbiConttlocx 51.281.3¢  510.281
T (D Admrinalon AKLOAZER € \Program i Telephory\CTRG o B1FATZ S103M

o A new column has been added to the Client Applications section of the Information pane.

11
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Desk-to-Desk Chat

Applies to Console, Desktop and Executive Insight]

Desk-to-Desk chat has been re-designed. There is now the ability to Chat across Networked sites, have easier access
to Chat history, the ability to chat to participants while on a conference call and the ability to Nudge chat participants. It
is now possible to initiative a Private Chat with a chat participant when chatting to multiple participants. Global Chat
Templates can be configured in administrator and allow all Desk-to-Desk Chat users access to a series of standard
messages.

Improved Look and Feel

Desktop

® Deskiop - Trevor Chen

| Ee_Bgect Yew lHiep 103318am |

& \'2..ﬂ Qvi !‘,
(3 Catitay

2 Contaci Cacinr | |72 State Caler Inio Oign  Date Time Dust. Ousus
g chat [ Cornected Clvistian Andsrson  Inkernal 22/06{2010 10:29:10 8., I3

& Aoerts

W Queues

[7 o 1

|3 ChtMessages | @ Chetin arceran |

Presence |
4] EndComversation ¥ Tiansler . e/ Invite . 2 {el Save Conversation 2] Send Curent URL &3) Tr
e Browssr ~-
Cheiston federscn 10:29 o | 4 Chvishion Anderson
H Traver & Trevor Chen £
Trervos Chen 10:30 am h
Hi Cheis, What can 1 do For you?
Christian Anderson 10:30 am
1 would B b ask you to look ot firy Whats New document?
Treva Chen 1021 am
Sure thing. Send me a meeting imvktation and we can make time after kinch,
Chritisn Andersen 10:38 am
Ok Thank You,
s [
T - .

e r————
%) Chat Messages| & Chistian Anderson |
4 EndCarversabon O Tienster. o2 lmde. 920 bl Save Conversation & Send Cument URL &3 Tt

Christian Anderson 10:292m | && Chviskon Ancer
HiTrever & TrevorCren

Trevor Cheny

[Fists Mew document?

fon and we can make tiwe after kunch.

i Y

12
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Eile Call View Help
£
Lo B
2 No Active Call Connect Time —i-- |- ] Destination 22/06/2010 10:39:44 a.m.
Destination: ‘ E] E%]
Infa/Motes:
Login -7 Presence | |3 call History | 8 Messages | 7 Chat | €% weh Browser
|| calls waiting Calk: - Longest wait —1— %) Chat Messages| & Chiistian Anderson |
Indial Caller Type/Reasan Spe 4 End Conversation \_? Transter... €. Invite... H Save Conversation
Christian Anderson 10:23am | & Christian Anderson
Hi Treseor & Trevor Chen
Trevor Chen 10:30 am
Hi Chris. What can I do for wou?
< | > | | christian Anderson 10:30 am
@ ParkedCalls Cals - Longest Parked  —1— I would like ko ask you ko look at my Whats New document?
Caller Parked Far Special Info Trevor Chen 10:31 am
Sure thing, Send me a meeting invitation and we can make time
after lunch,
Christian Anderson 10:31 am
Ok Thark You,
ug
T, -8 -
&4 I |
GiHep L 4 2 @ 7 = % *] bt

7 Presence | (3 Call History | 8 Messages | &7 Chat | €% weh Browser |

%) Chat Messages| &7 Chistian Andersan |

43 End Conversation j Transfer... @ Invite. |l Save Conwversalion
Christian Anderson 10:29 am s Chiistian Anderson
HiTrevor £ Tievor Chen
Trevor Chen 10230 arm
Hi Chris. What can I da For you?
Christian Anderson 10:30 &m

‘,— Mudge Christian Anderson... hats New dacument?

% Nudge with Text... 10231 am
(& Cortact Properties. .. bn and we can make time

Christian Anderson 10:31 am
Ok Thank You,

T‘_) v% -

13
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Executive Insight

oft Outlook - B X

Edit View Go Tools Actions Help ERLELHY

Micrc

Type a question for help [l
end/Receive ~ [|[1l] Search address books [ [/ (@) 6 ol | R Eiay | 0
ARARTRE i .

i 4 Dial £ tano.up,| 3 iola, (3 Fari fGe iobile

() | outlook:Phone

Done

|4 calls
“) Chat Meszages & Christian Andsrson l

-/ Presence | () Chat

4 End Conversation } Transfer.. 4 Invite...

(L contact Properties...

Christian Anderson
Ok Thank You,

Christian Anderson to:zaam | A& Chiistian Anderson
Hi Trevor & Trevor Chen
Trevar Chen 10:30 am
Hi Chris, What can I do For you?
Christian Anderson 10:30 am
‘,- Mudge Christian Anderson... hats New document?
% Wudge with Text.., 10:31 am

pn and we can make time after

|l Save Canversation

10:31 am

Ty'%vé

©

14

Mail « 11 Phone - To-Do Bar »
Favorite Folders S | Click here to enable Instant Search ‘I 4 June 2010 »
[ Inbox (1) = T MTWwWTFSS
T st W [ calls - Presence | ) Chat T
[ SentItems %5 Chat Messages © Chiistian Anderson 7 8 910111213
[ Deleted Items [2] 7 2 @ ] 141516171819 20
Mail Folders 7 4 EndConversation &% Transfer.. 7 lnvite... v [l Save Conversation 21222324 25 26 27
28 2930
5] Al Mail Items = 0 Christian Anderson 10:29am | & Christian Anderson
P—— S Hi Tresvor s Trewvor Chen _—_————————
L3 Builds Canceled: Daily Catchup - Ou |
=] @ Deleted ltems Trevor Chen 10:30 am 11:00 a.m. - 11:15 a.m. |
23 od Hi Chis. What can I do For you? +Lava Lounge L2; Nicola Brig
A Inbox Christian Andersan 10:30 am Canceled: Daily Catchup - Ou |
L3 Large I would like to ask you ta look at my Whats New document? PUERELIDAme FT s in |
T3 mIPmw +Lava Loung: Micola Bri |
[ Other Trevor Chen 10:31 am TSt PSR NE
i i i i i ogress Met
3 Payslips it:;‘thlng. Send me a meeting invitation and we can make time after Wed 3:30 p.m, - 4:00 p.m.
(23 Personal 4 +lava Lounge L2; Nicola Bre?
[ Sent Christian Andersan 10:31 am
3 sve100 Ok Thark fou. Arranged By: Due Date| = |~
[ Projects
[ Useful ltems Type & new task
= 3 Z-Track .
[ Verified - =2 ¥ Today
""" 2 Error Codes in 4., Y
e # Ll @ ]

| B8 oniine with Microsoft Exchange | .

Clicking on a participants name gives you the option to send them a Nudge. Select to nudge a user's application
or opt to send a nudge that presents them with a text notification.

Chat Templates can be prewritten for Phrases and URL's that are used on a daily basis. Global Chat Templates
can be configured in Administrator and are available globally.

The Participant Chat pane allows you to see who is in the current chat. When chatting to more than one
participant, Private Chat options are available by right clicking on the user.
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Networked Internal Chat

Chat conversations can now be initiated across Networked sites. Networked Chat requires no configuration if you
already have features such as Networked Presence and Networked Queuing configured. When initiating a New Chat
Session, Networked Chat users are identified with a Network pipe underneath them.

New Chat Session El

To: (%) Chat User () Chat Queue

Alex Anderson
Brian Jones

D ana Robingan
&, Erica Rose
Joshua Hunter
Kelly Forges
Micola Garrett
Olivia Russel W
— Oscar Groves =
Steve 0'Cannat v

| »

15
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Archived Internal Chat

For ease of reporting and logging all Desk-to-Desk conversations are searchable and viewable in Media Viewer.

Time Agent/Uzer Count Caller Queue Contact Mame Staus  *
2323 am Chyiztian Andeizan 1 peter@peter com T[T Petes
102420 am Christian Andzison 3 peter@pelercom T[T Petes
','-‘ 15/06/2010 102920 am Sengio Markovic 1 q Supgort [SUPPORT) Test
52 15/06/2010 10:31:39am Sengio Markovis 1 df Support [SUPPORT) =
(2 1E/08/2010 10:3210am Sengio Markovic 1 dikfhdik: Ty testl
2 15/06/2000 103409 am Sengio Markowvic 2z did T rewlcal T
105558 am Sergio Markowe 1 newcaliEtest com T1(T1) terzomeimetes i
11:00:13am Christian &nderzon 4 peter@peter com
1M:0253am Sergio Markowe 1 delau T Thitz iz for Sengio fo arewer only
' #15/06/20M0 111853 am Christian &ndarzon 2 Chrizhan Andesson Sergo Markovic
7 15/06/2000 M348 am Chriztian &ndsrzon 2 Chrishan Anderson Jimery Two R
Preview
Participants List
Mame Addiess Start Time Stalus

J AT Twao

Thank you.

Jimmy Two
Hi, How can I help you?

1 am going to invite other people to this Chat.

Jrmmy Two ks invited io join the chat

16

Pinky Two 15/06/2000 11:0832 am 5

Sengo Markovic 15/06/2010 11:08:32 am 15/06/2010 11242 am.

Chuiztian Anderson 15/06/2010 11:0357 am 15/06/201 0 11:26:34 am.

Petes petei@peter.com 15/06/2010 11:0:13 am 15/06/2010 11:36:05 am.

< il ] "
o

= E
How can I help you?

15/06/2010 11:20 am
15/06/2010 11:20 am
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Save Fax Messages in PDF Format

Applies to Console, Desktop and Executive Insight]

Fax Messages can now be saved in PDF format. This allows files to be saved in a standardized format that can be
easily distributed across multiple platforms.

IR = = LY |k W Pageld2 1 4 | Executive Mobl § 5 € 213
Sarder:i wain  From: 464 (9) 3565550 Date: 19/06/2010 1:14:36 p.m.
~
. i
Save Page as Image i | A ™ 1 'e
Save i |13 Fat = «@mcE- e
My Recent
Documents
Deskiop Meni B Close
7] [ . = D
My Crocuments \ ‘i |. —
K8 & A= J..A
My Computor Ll |
q 1 ’ 2 e l 3oiF
MyMebwok  Fie game: = Qow 5 l B Mo
v prame: | = Save I
Savesilwe  [FOF Fielpd) =l 7 rars By . Quwnrz
y % . -+
0 #-+ |
- . SHIFT SPALL J
— -

o Fax Viewer now allows for messages to be saved in PDF format.

With a Unified Messaging license, users can attach faxes as PDF's to emails. PDF files can be easily
distributed, and can be viewed on multiple platforms, operating systems and mobile devices.

18
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® Mailbox Settings for Bella Stuart [#9844]

| Callet Profiles | Distrbaution Lists | Schedule | One-Touch Reys | Emal/Calendy Integration | Notification | Adv. € *

O Da notwie emal o calendar infegiation

@UnUHﬁHmwlmEmﬁmﬂm[ﬂﬂsm*}emﬂ heorizati d cabendar i

Using Desktop. Console. or Phone

[[] ‘When voice message is marked Read, debete Emal in Emal Chent Apphcation

[ 'When voica message iz deloted, debete Email in Emal Chert Application

[] 'When the system deletes a [voice) Emallin Emal Chent éppkcalion, delete it peimanently

[) When Fas is deleted, delste Emal in Emal Clent Appication

[] 'when the system deletes a [Fas] Ernad in Email Chent Application, delete it pesmanently
Uzing Email Client Application

[ 'when Emal is deleled, delsle voice message

[ when Eral is undelebed, undelels volcs metsage

[#] ‘When Emad is deleled, delele Fax

[ When Emal is undsleted, mark Fax 82 new

Voice s aitachment fomal: | MP3
[P stactet o A - |—0
Profle for Calendar events: | In & Mesting

7] Dizplay cument Calendar mlnmuk!nﬂimmmwﬁmﬁuds[{1ﬂnwml

[ ok J[ coment J[ aome ][ tew

3]
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Unified Messaging fax message attachments are seamlessly integrated into the email body
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What's New in 5.1? UC for Business

Transferring a Call Using the Web
Browser

Applies to Console and Desktop

You can now transfer a currently connected call by using the Web Browser.

- EIEE
Eée Cob Agent Miew Help HE&EZam
aptac %5 T R AN | E EEIX
AT . N | E il v '
P 1G] (2 ~ [ Dm Bt 1 Unsended ! Emsrgency X Hebdsy
[ E Caller ; 1 4. Gonsultation Gall ComectTime O:44 0 Destination SOONEMN 100011 e
[ CallHistory i i) L i TS = @l
o B = = o o T Tramsfemng 89585 oo
#8 Conasct Conter 1 Indo/Motos:
& Agenis
S ~ I Complete Transfer | <z -7 presence | (] cal Hstory | A Messages | ¥ Web Browser
,:mwsus c Cacamsel — .l 0000 - v @
| Fressace Employee Directory ¢ India Coler Type/fisazon  Specidlini ]
B Wik Bt Employee Directory
Andrew Walters [
Benjamin Baker Andrew Walters
Bob Brooke . ol— Benjamin Baker
Carly Matthews @ Parked Coli - LorgestPaked =i
Eric Revello o PohedFer | Speows | c—"l'-—.—.-—w:e R’;‘:::I":‘“
I 4 >
Do L 4 Congleis Tiendler @i 5 = T 3o SECacal
——— R

o Clicking on a Web Browser contact in the Web Browser, while connected to another call, now places the existing
call on hold and places an outbound call to the Web browser Contact.

e After the call is connected, the transfer can be completed using the right click options from the Active Calls
pane (Desktop) or the Complete Transfer button (Console).

Note:

In order to use the Web Browser for dialing, specific code must be entered into the html page. Refer to the Dialing
from the Web Browser TIB for more information.
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What's New in 5.1? UC for Business

Adding a Parked Call to a Conference

You can now transfer a parked call to a conference. This is useful when you need to add participants on an ad hoc
basis or when an incoming participant is not aware of the bridge number to enter the conference or they are not in your
Phonebook.

State Caller Infa Qrigin Date Time Duration Gueue
[ conference  Conference Bridge Qutbound 29/06/2010 11:57:48 a.m. 6:35
e — — EAo)0IE L 000 s
[ cof B Unpark Call Conference 29/06/2010 11:23:51a.m. 34:26
& Transfer to Active Conference
S My Corferences B Dliver 5 |
@3 Leave ﬁ End Conference & Add Participant... * Add Room... 9 J B e ﬂ

"\ Record: @ 1 Ul

Conference Bridge:

External: +64(5) 2096515
Internal: 89598
Paul p Details:

Call Participant Name: Oliver 5
Organizer; Oliver 5
PIN: 209661
Start: 29062010 11:57:47 a.m.
End: 29/06/2010 12:07:47 p.m.
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What's New in 5.1? UC for Business

More Presence Items Available In
Phonebook Slider Pane

Applies to Desktop

It is now easier to view contact details when viewing a person's profile via a Presence button. If you click on a person's
Presence button while holding down the CTRL key, their presence information will display in the Phonebook slider

pane. If you then right click on the person's name in the slider pane, other options are presented to you. These options
are, Notify me when {USER} is off the phone, Notify me when {USER} is back and Ask {USER} to call me back.

v EED
File Call Agent Voice Messaging Yiew Help ] 317:01 pm
v 4 £ v @ w[E] 5 e | o e

ey ey

Contact: Il

(@ calbisoy Line State Caller Info U Frevercomn
& Contact Center Tresne Cnen
# Call Trevor Coen on 89637

& bgerts | L | 2| || ® HotiFy me when Trevor Coen s back

B e ek
i Queues 2 Chat ta Trevor Coen
R i | B Auckland | B Akld Support| £ Sales | 4B Meboume ¢ * | | (1) Contact Properties...

e |5 5

A B Dave Johns Rabert 5

-
b
B Tevor € ;

¥ \eb Browser

(F Fax
Cormpany com
25 Messages |8 In the Officz - Anay fram my Desk

9 Free Unti: 5:30 pm
1 Email Offline
4 nztructional DesigneriDeveloper

89637
2 +64 (9) 4737581
(i +64 (9) 3553637

kil holding dowen the <Gerks kexy, clice on 3 butters o wiew mors details B +64(21) Le9e214
@ Releass WorkDND 2 Schedule: On O Due back: 25/05/20105:00pm 2 <type presence note here
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What's New in 5.1? UC for Business

Microsoft Outlook Client Applications
Assistant

Applies to Executive Insight

The Microsoft Outlook Client Applications Assistant was designed to make the installation of the Microsoft Outlook
UCB plug-ins quick and easy. This wizard detects the operating system and Microsoft Outlook version that is installed
on the client, and automatically installs the correct version of the selected add-ins.

Previously, each add-in was installed using a separate MSI Installer. The Microsoft Outlook Client Applications
Assistant effectively replaces these MSI installers, allowing all required modules to be installed seamlessly using a

single wizard.

* Microzoft Outlook Client Applications Assistant

Welcome to Bhe Microsoft Outlook Client Applications Assistant 5.1 Setup
The folowing operating system and Microsoft Cutlook versions were detected on your computer,

Operating System:  Windows P
M5 Qutlook Version: 2010

The folowing chent applications were detected. Select the items you wish to installfupgrade,
Mote; Unselected ihems wil be uninstaled.

talled -
[ Unified Messaging Volce Plaver (Installed - Yersion 5.1.0.317) —e

Dial froen Outlook Cantacts (Irstalled - Version 5.1.0.317)

o The Microsoft Client Applications Assistant detects the Operating System and Microsoft Outlook Version,
and ensures that the correct components and prerequisite software are installed on the client machine.

9 The Microsoft Client Applications Assistant can be used to install Executive Insight, the Unified

Messaging Voice Player and the Dial from Outlook Contacts add-in. Previously, each of these modules was
installed using a different MSI installer.
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What's New in 5.1? UC for Business

Outlook 2010 Compatibility

Applies to Executive Insight

Executive Insight has been enhanced to provide full compatibility with Microsoft Outlook 2010 and Microsoft Exchange
Server 2010. When Executive Insight is installed, the Microsoft Outlook Client Applications Assistant automatically
establishes which version of Outlook is installed, and then configures Executive Insight for this environment.

Note:
If a client computer is upgraded to Outlook 2010, then Executive Insight will need to be reinstalled.

> & |9
Mk T Harcy O

I&J )

_ OswaF | FachdV | TmF Voucemal #

> StSchedie OF 7 ook b eniler prevencs note >

o Executive Insight can now be run in conjunction with Microsoft Outlook 2010.

Phone control, and voice messaging functionality, is now seamlessly integrated into the Outlook 2010 Ribbon
bar.
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What's New in 5.1? UC for Business

i?] UCE CT1 Add-in Dptions N Ec

Executrvr Insight is not connected.

Disconnected T UC for Business

[# Executive Inzight
UC for Business
This product contains Executive Insight and

cther medules and applicstions that are part of
Optians UCH's Unfied Communications suite.

[T Losd On Stait

About Executive Insight
¥ Show Speed Toclbar

Versson: 510312
2010 Zeacom Limited. All ights reserved.

Exccutive Insight Telephony Preferences
;ﬂj until Executive Insight is d,

Select your preferences for the way you would lke

your integrated telepheny fencticns to cperate
inside Outlock.

In this section...

- General Options

« Diisplay Opticns

- Screenpop Options
- Qutiook Contasts

- Tirners

Executive Insight Voice Messaging Settings
lJ Unavailabile until Executive Insight is connected,

Select your setlings for the way you would Floe your
integrated veice messeging functions to cperate.
In this section..

General Settings
- Presence Profile
= Caller Profiles
- Distrbution Lists
- Schedule
- One-Touch Keys
- EmailyCalendar Integration

9 The Executive Insight and Voice Messaging options are now located within the Outlook Backstage area. These
options are accessed by clicking File > CTl Add-in.

&
Paul Edwards

)
Oliver Belvede% I

Oliver Belvedere
Current Profile: <In the Cffice
Free Until: 5:00 pm

o The Speed Toolbar contains fully functional Presence style buttons, and provides quick and convenient access
to your most frequent contacts. Several changes and enhancements have been made to this toolbar:

e Placing the mouse button over a Speed Button displays a popup notification message that contains
information about that contact's current status and ETR (if set).

e The Speed Toolbar can now be resized or docked within Outlook.

o New Speed Buttons are added by right clicking on the Speed Toolbar and selecting Add Speed Button
from the popup menu.
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What's New in 5.1? UC for Business

Desk-to-Desk Chat Reporting

Applies to Reports

Managers can now run reports and log the usage of Desk-to-Desk Chat. This includes Queue traffic from Web Chat

Queuing and internal Chat Calls. The variables in the Type column indicate if a chat conversation is from a Queue or a
Direct Chat Call.

Agent Performance Report

£ (SERGIOGUELE), Support (SUPPORT), T1 (T1), T2

Date Arrival Type Queue Extension cLl Ring Talk Wait  ACW Wrapup Transfer Max Talk
Time Destination

40875 Christian Anderson (UTC+12:00)

14/06/2010 16:00:4@ T1 pater@pater.com 0:01  16:26:52 0:31

14/06/2010 16:18:37 Joe Smith 0:07

14/06/2010 16:33:50 D Trevor Chen 0:03 5:29

14/06/2010 16:3::5@ Sergio 022 5:01

14/06/2010 L 0:08 40921 0:31 16:26:52
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What's New in 5.1? UC for Business

Save Reports in PDF Format

Applies to Reports

Reports can now be saved in PDF format. This allows for information to be quickly and easily distributed to key
decision makers, both inside and outside the organization. As PDF files, reports are viewable across multiple platforms
and operating systems, and are even viewable on supported mobile devices.

ABRO. AE. @uns

Systam Setup Report = Quaosos
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What's New in 5.1? UC for Business

Migration Assistant

Applies to Technical Support

The Migration Assistant tool allows you to quickly and easily migrate an existing CTI server (and all required
prerequisite software) onto a new machine. After the migration is complete, the Migration Assistant lists all tasks that
need to be performed before the server can be made operational. After the additional steps have been completed, the
old CTI server can be decommissioned and the new machine used.

Note:
e The Migration Assistant can only be used to move/upgrade servers that contain UCB version 5.0 SP4 or later.

Older versions of UCB must still be manually migrated onto the new server.

e In order to use the Migration Assistant, both servers must be connected to the same domain.

File Edit View Favortes Tools Help i

eBack @ J ﬁ /:\J Search 0 Folders =" x

Address | | G Tools I-ﬁ v | Go
-~

Iy -
i) - )
Migration_#... | MigrationAs... | MigrationR...  rtl100.bpl SMTL.msi
b
12 objects 9,30 MB ‘:} Local inkranet

o The Migration Assistant is available from the Tools directory of the Installation Media.
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What's New in 5.1? UC for Business

® Migration Assistant E

Welcome to Migration Assistant

This wizard guides you through migrating thegxisting CTI server onto this machine,
Erter the name of the existing CTI Serveréal adriiristrator lagin credentials,

Server name/TP address: |OId-CTI-Server | Browse, ..

User narme: |Administrator |

Password: |******* |

[ The existing CTI Server is a Conference Blade Server

Click. "Mext’ bo continue., é

= Back Mext = ] [ Cancel ] [ Help

e The Migration Assistant allows you to migrate an existing CTI Server onto a new machine using a wizard
interface.

9 The Migration Assistant also allows you to migrate a Conference Blade Server onto a standalone CTI Server.

® Mipration Assistant E

Flease wait while systermn copies al relevant information.

Import Registries
Import Services
Import Scheduled Tasks _Q
Shop Services

Copy Files

Imstall Third Party Software
InstallApgrade CTI Server

e U U SR R N

Click. Mext' to continue,

< Back Mext = l ’ Cancel ] ’ Help ]

o The Migration Assistant automatically installs any required prerequisite software and migrates all data from the
existing CTI Server. After the data has been migrated, the latest version of UCB is installed onto the new
machine.
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What's New in 5.17? UC for Business

L Migration Assistant

Migration Cornplete

IMigration and upgrade have been completed,

'\ Please do the following, otherwise system may not work properly. _Q

- ImportfUpgrade new License

< Back Finizh H Cancel ” Help

e After the migration is complete, the Migration Assistant indicates any steps that must be performed manually
before the new server may be used. After these steps have been completed, the old CTI Server can be
decommissioned and replaced with the new machine.
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