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3.0 10/12 | GENERAL RELEASE
The ViewPoint Mobile App now allows you to make and take calls and 14-1
access some ViewPoint features from supported Android mobile devices.

3.0 4/12 | GENERAL RELEASE
The ViewPoint Mobile App allows you to make and take calls and access 14-1
some ViewPoint features from supported iOS mobile devices.

25 10/11 | GENERAL RELEASE
ViewPoint can now be installed on the Wave Server for administrative -
purposes only.
Added section “Performing automatic updates” describing how ViewPoint 2-2
will automatically update on your PC when a new version is available.
Added section “Automatically displaying account code information for 5-7
contacts.”
Added section “Adding bookmarks to a voice message”. If a voice message 7-9
contains bookmarks, the bookmarks are now included when the voice
message is forwarded to a gateway user (a user on another Wave system
in a WaveNet network).
Added new routing list action option: When calling a ViewPoint Group, you 9-18
can now specify that Group members who are on the phone will not be
called.

2.0SP1 | 03/11 | SERVICE PACK RELEASE
Added section “Installing ViewPoint”, including an important note to never 2-2
install ViewPoint on the Wave Server.
The ViewPoint Incoming Call Alert window can now display up to 3 Call 5-18
Monitor fields in addition to caller name and number.
Added note on how to set different incoming call alert options for Call 12-14
Monitors that have been shared with you.
Added appendix “Troubleshooting ViewPoint Problems”. D-1
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2.0 09/10

GENERAL RELEASE

Added section “What's new in this version” that describes how to view a list
of new ViewPoint features.

1-1

You can now choose the ViewPoint softphone as your primary or secondary
phone when you log on. See section “Using ViewPoint with a different phone
or Wave Server”.

2-10

You can now share folders with other users. Your Wave system
administrator sets up sharing, as well as the access permissions that control,
whether the other users view the contents of the shared folders or view and
act on the contents (for example, take another user’s call via a shared Call
Monitor.

2-35

You can now modify personal status preferences to reflect your changing
availability and location, or to customize how your calls will be handled.

Wave IMpulse supports simple, secure, user-to-user instant messaging
in ViewPoint.

The new All tab in the Call Monitor displays all calls to and from your phone,
all queue calls for any queue that you are currently logged into, and all calls
from other users’ Call Monitors that have been shared with you.

Added note that to supervise a call, at least one party in the call must be from
the local Wave system.

A Wave mobile extension allows your remote phone to be treated as a Wave
station so that you can use ViewPoint to manage your voice messages and
greetings, place outbound calls, answer and manage calls displayed in the
Call Monitor, and so forth.

Wave Mail allows you to synchronize your voice messages and contacts
between Wave and your e-mail program.

7-27

Added note to table in section “Viewing call details” clarifying the “Blind
transfer” and “Supervised transfer” results.

8-3

In the Call Transfer report, filtering calls by all users or by a ViewPoint
Group is now supported, in addition to the previous options (individual user
or queue). Also, the new Inbound Calls column on the Data tab allows you
to compare the number of calls received by vs. transferred to each target
during the reporting period.

13-16
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1.5SP2 | 05/09 | SERVICE PACK RELEASE
Added important note on not using the ViewPoint Call Monitor to manage 5-7
calls to a virtual extension.
Added steps to display ViewPoint Group tabs in the Contacts folder. 10-3
Added a new chapter “Running Contact Center Reports” that describes 13-1
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Added the Call Monitor “Report a Problem” feature. C-2
Updated Appendix B with current command line arguments. B-1
Removed references to Exchange synchronization. --
Added a note that Call Waiting is not always supported. 12-6
Added “Flag a call” button in Call Monitor. 5-17
Added Extensions tabs section. 4-3
Revised screenshot in Groups chapter. 10-18
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Added screenshot and description of Call Monitor Parties pane. 6-9
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Introducing Vertical Wave

CHAPTER CONTENTS
About Vertical Wave ViewPoint

...................................... 1-1
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Wave documentation. . . ... ... 1-4

About Vertical Wave ViewPoint

Vertical’s award-winning Wave ViewPoint integrates your phone and Windows PC to make
your phone a much more powerful tool, dramatically expanding the ways in which you can
place, receive, and manage your phone calls.

What's new in this version

To learn about the new ViewPoint features in this version, in ViewPoint click Help > Contents
and Index, and then choose Release Notes > What’s new in this version from the Contents pane.

Installing ViewPoint

If you need to install or upgrade your version of ViewPoint, contact your Wave administrator,
or see Chapter 9 in the Wave Server Installation Guide.
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Accessing Wave

You can access Wave in any of the following ways. Each method is described bel ow.
*  Wave ViewPoint
« Wave TAPI Service Provider and Contact Manager Assistant

« Your phone

Using ViewPoint

This manual describes how to use ViewPoint, Wave's easy-to-use Windows interface. With
ViewPoint you can point and click to play voice messages and place calls, access contacts and
users, and more. To jump right into using Wave ViewPoint, skip to Chapter 2.

Using the Wave TAPI Service Provider and Contact Manager Assistant

If you make extensive use of contact management applications or customer relationship
management software that are TAPI-compatible, such as Microsoft Outlook, GoldMine,
GoldMine FrontOffice 2000, or Act!, you can install the Wave TAPI Service Provider and place
Wave calls to contacts directly from those applications. You do not need to have Wave
ViewPoint installed on your computer to use the TAPI Service Provider.

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

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

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

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

W7vertical wave ViewPoint User Guide
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Using your phone

Voice prompts guide you to enter Wave phone commands viayour phone’s keypad. Depending
on your phonetype (SIP, digital, or analog), you can a so use phone feature buttons or soft keys
to access Wave features. For more information, see the Wave Phone User Guide, or the Wave
Phone Quick Reference Guide specific to your phone type.

Feature comparison table

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

Feature ViewPoint | Phone CMA
Managing voice messages Yes Yes No
Placing, receiving, and handling calls Yes Yes Some
Managing participants in conference calls | Yes No No
Managing contacts Yes No Yes
Screen-pops for incoming calls Yes n/a Yes
Managing Groups Yes No No
Viewing the Extensions list Yes No No
Viewing the Call Log Yes No No
Recording greetings Yes Yes No
Forwarding calls Yes Yes No
Managing routing lists Yes No No
Managing call rules Yes No No

W7vertical wave ViewPoint User Guide
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Chapter 1: Introducing Vertical Wave

Feature ViewPoint | Phone CMA
Changing the active greeting Yes Yes No
Changing the active routing list Yes No No

Getting technical support

Contact your Wave system administrator for technical support. For information on how to report

problems, see Appendix C.

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

Wave documentation

Related reading

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

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

Manuals

* Wave Phone User Guide. Describes how to use digital phones, SIP phones, and analog

phones with Wave.

Quick Reference Guides

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

phones with Vertical Wave.

« \Wave Digital Phone Quick Reference Guide. Provides instructions for using Vertical

Edge digital phones.
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« Wave SP Phone Quick Reference Guide. Provides instructions for using Vertical Wave
SIP phones.

« Wave Woice Mail Quick Reference Guide. Provides instructions for using Vertical Wave
voicemail features.
Accessing Help

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

ViewPoint providesacentra place to manage your cals, voicemail, contacts and Wave account
in an easy-to-use, graphical Windows interface. In ViewPoint you can quickly and easily drag
and drop to transfer or conference calls, point and click to hear voice messages or call people
back, set up call rules and “follow me” call forwarding to handle important callers, monitor
Contact Center queues, and more.

Another option for iOS devices (iPhone, iPad, and iPod Touch) isto use the ViewPoint Mobile
App to make and take calls and access some ViewPoint features. For details, see Chapter 14.

Even without ViewPoint, you can till access many Wave functions by using the phone
commands. For details, see the Wave Phone User Guide.
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Installing ViewPoint

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

Important: Viewpoint may be installed directly onto the Wave Server for administrative
purposes only.

For more information about ViewPoint requirements, see Chapter 9 in the Wave Server
Installation Guide.

Performing automatic updates

When a new version of ViewPoint is available, you will see the following message when you
log on:

ViewPoint Update Available

A new version of ViewPoint is available on

E WAVEAPPS. Would you like to update ViewPoint

z .‘"/ [ EiStat Now | I Remind Me Later

Launch ViewPoint when upgrade is complete

You have 2 options:

e Click start Now to start the auto-update. (By default, the Launch ViewPoint when
upgrade is complete checkbox is selected to start the new version of ViewPoint
automatically when the update is complete.) One of the following happens:

e If you arelogged on using a Windows administrator account. When the User
Access Control dialog opens, click Yes to continue.

%) User Account Cantrol

Do you want to allow the following program to make

changes to this computer?

Program name:  Windows Command Processor
Verified publisher: Microsoft Windows

(%) Show details Yes “ o

Change when these netificaticns appear
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e If you are not logged on using a Windows administrator account. You are
prompted to grant the installer program administrative rights by entering the valid
user name and password of a Windows administrator account:

% ‘which user account do you want to use to run this program?

Protect my computer and data from unauthorized program activity
This option can prevent computer viruses from harming your

computer or personal data, but selecting it might cause the program
to function improperly,

() The Following user:

Ok Cancel

¢ Click Remind Me Later if you are busy and do not want to be interrupted. If you choose
this option, the auto-update message will not be presented again for 24 hours.
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Note: By default, the ViewPoint auto-update process is enabled for all ViewPoint users. You
can disable auto-update in ViewPoint by choosing Tools > Options and then de-selecting the
Disable auto-updates checkbox on the ViewPoint tab.

= Personal [ Log on automatically
Iy Mumbers | |
Warve Mail
Phone | |
= Yoice Messages
Usage Double clicking contacts behavior:
E-mail Motification |Edit the contact v|
Pager Motification
Call Motification Language:
= ! |English w |
Call Monitor
Call Alerts MNew Routing Lists:
|Pr0mpt me ko use the Wizard or Editor w |

Disable auto-updates

o) (o ) (b
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Using ViewPoint remotely

If your office's network is set up so you can log on remotely viaa Virtual Private Network
(VPN) connection, you can use ViewPoint from another location asif you were on the network
at your office. Contact your network administrator to see if you have VPN support and how to
start VPN from your remote computer.

Important: ViewPoint will not run without anetwork connection to your Wave Server. Be sure
you have an active VPN connection to your office before launching ViewPoint.

Using ViewPoint with a remote phone

A remote phone is any phone that is external to the Wave system, for example a cell phone,
home phone, or legacy PBX phone. You can use aremote phone with or without ViewPoint.

You specify aremote phone number when you log on to ViewPoint. See“Using ViewPoint with
adifferent phone, Wave Server, or language” on page 2-10.

When you use a remote phone with ViewPoint, you can use ViewPoint to manage your voice
messages and greetings, place outbound calls, answer calls displayed in the Call Monitor, and
soforth. Also, depending on how your Wave system administrator configured your account, you
may be able to use ViewPoint to visually manage calls that are forwarded to your remote
number or routed to your remote number as aresult of an action in your routing list.

For more information, see “Using aremote phone” on page 6-17.
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Using the ViewPoint Softphone

The ViewPoint Softphone is software included with ViewPoint that appears as a new Dia Pad
tab at the bottom of the Call Monitor.,

382 Dial Pad | . | Notes @8 Parties |

My Phone | Parked || &l

You can use the controls on this tab to switch between your headset vs. PC microphone and
speakers, adjust call volume, and so forth. You use the number keys on thistab to send DTMF
toneswhileyou areon acall, for examplein responseto promptsfrom an IVR application. (The
number keys are disabled unless you are on acall.)

Important: Inthisversion, you cannot place a call using the number keys on the ViewPoint
Softphone Dial Pad tab. Use any of the standard ViewPoint methodsto place acall, as described
in “Placing calls using the ViewPoint Softphone” on page 6-16.

If you have been configured to do so by your Wave administrator, you can use the ViewPoint
Softphone in either of the following ways:

« Asyour primary phone, if you do not have aphysical phone. You can use the ViewPoint
Softphone as your primary phone from the local LAN or when you run ViewPoint while
logged in viaVPN from aremote location.

« Asyour secondary phone, when you are away from your physical phone, for example
when you are on the road.

You specify the ViewPoint Softphone when you log on to ViewPoint. See “Using ViewPoint
with a different phone, Wave Server, or language” on page 2-10.
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You must have audio playback and capture devices (microphone, speakers, headset, or other
USB audio devices) on your PC or laptop in order to logon using the ViewPoint Softphone. The
default device settings work in most cases. To change the default settings, see “ Configuring the
ViewPoint Softphone” on page 12-10.

For instructions on how to place, answer, and handle calls using the ViewPoint Softphone, see
“Using the ViewPoint Softphone” on page 6-14.

Logging on to ViewPoint

To use ViewPoint, you must log on using a valid Wave user account. Ask your Wave
administrator for the information you need to use to log on.

Note: Each running ViewPoint program requires alicense. If you see a message stating that
you have exceeded your ViewPoint licenses, you cannot log on. See your Wave system
administrator for help if such a message appears.

To log on to ViewPoint

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

Yertical Wave ¥iewPoint Log on

User name: Shannon Rose Ryan
Password:

[] automatically log an as this user

[ OF ] [ Cancel ] [ Help ] [ Options == ]

2. Enter your user namein the User Name field if it is not already displayed. If you do not
know your user name, ask your Wave system administrator.

3. Enter your numeric password in the Password field. Use the same password that you use
to log into your Wave voicemail account using the phone.

4, If you want to skip the process of logging on to the Wave ViewPoint in future sessions,
check Automatically log on as this user.
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5. If you check Automatically log on as this user, anyone at your computer can open your
ViewPoint program and listen to your voice messages, because ViewPoint will open
without requiring a password.

6. If you need to change login options, for example to use ViewPoint at a different location
than your normal location, click Options >> to display additional settings. See “Using
ViewPoint with a different phone, Wave Server, or language”’ on page 2-10 for more
information about each option.

Yertical Wave ¥iewPoint Log on

User name: Shannon Rose Ryan

Password:

[] automatically log on as this user
Use this phone with YiewPaink

(%) Default station ID

() Station ID:

(O Remote number:

() Integrated Secondary Softphone

Ouone

The station assigned by your Administrator,

i E‘n‘g|i5h —————— =
[ OF ] [ Cancel ] [ Help ] [ << Options ]

7. Click oK to launch ViewPoint.
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Disabling automatic logon

The automatic logon feature allows you to skip the process of logging on to ViewPoint in future
sessions. If you previously selected the Automatically log on as this user option and now want
to turn it off, do the following:

1. InViewPoint, choose Tools > Options. The Options dialog opens.
2. Onthe ViewPoint tab, deselect the Log on automatically checkbox.

=- Personal [ Log on automatically
Iy Mumbers | |
Warve Mail
= Phone | |
Softphone Devices
= Yoice Messages Double clicking contacts behavior:
Usage |Edit the contact w |
E-mail Motification
Pager Matification Language:
Call Matification |English 3 |
=]
Call Manitar Mew Routing Lists:
Call Alerts |Pr0mpt me ko use the Wizard or Editor w |
Change Password. .. OF ] [ Cancel ] [ Help
3. Click oK.
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Using ViewPoint with a different phone, Wave Server, or language

There may be times when you need to modify the options you normally use when you log on to
ViewPoint. To change logon options, click Options >> in the ViewPoint Logon dialog.

This section describes how to do the following:

Change the Wave phone associated with ViewPoint. ViewPoint works best in
conjunction with a phone. ViewPoint can be associated with only one phone at atime.
This phone will ring whenever you use a ViewPoint command that requires ringing your
phone, for example, playing a voice message over the phone, using the Place Call
command, or making a call recording. You can change the associated phone when you
want to use a different phone with ViewPoint (for example, your PC has been moved to a
different office, you are visiting at another company location, and so forth.)

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

Use the ViewPoint Softphone in asyour primary or secondary phone. See “Using the
ViewPoint Softphone” on page 2-6 for an overview of the ViewPoint Softphone.

Use a phone that is external to the Wave system to log on to ViewPoint, for example if
you are using a remote phone or mobile extension.

Change the language used for the ViewPoint user interface.

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

Use ViewPoint without an associated phone. Note that if you do so, ViewPoint
commands that require a phone (for example, managing calls or making call recordings)
will not be available to you.
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To change ViewPoint login options

1. Start ViewPoint as described in the previous section. If your system logs you on
automatically, you can change the options after ViewPoint starts by choosing File > Use a
different station. The expanded ViewPoint Log On dia og opens:

Yertical Wave ¥iewPoint Log on

User name: Shannon Rose Ryan
Password:
[] automatically log on as this user
Use this phone with YiewPoint
(%) Default station ID
() Station ID:
(O Remote number:

() Integrated Secondary Softphone

O Mone
The station assigned by your Administrator,
Language: Enalish v
[ OF ] [ Cancel ] [ Help ] [ << Options ]

2. IntheUse this phone with ViewPoint section, specify the phone with which ViewPoint is
associated in one of the following ways:

« Default station ID. Select this option to use one of the following as your ViewPoint
phone. (You can select this option for a Wave phonein the office or amobile
extension.)

e Default station ID of your physical phone. Thisistypically your own phone at
your own location.

* Your primary softphone. If you do not have a physical phone, you can use the
ViewPoint Softphone to place and take calls, using your PC's microphone and
speakers, headset, or other USB audio devices. See “ Using the ViewPoint
Softphone” on page 2-6 for an overview of the ViewPoint Softphone.

Note: A physical phoneor aprimary softphoneis configured for you by your Wave
administrator when you are added to the system.
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Station ID. To log on to ViewPoint using a different Wave phone, for example if you
are aguest at another location or temporarily using a different office, select this
option and enter that phone's station ID. To obtain a Wave phone's station 1D, pick
up the phone and press *00. (You can select this option for a Wave phone in the
office or amobile extension.)

Remote number. Select this option to log on to ViewPoint using a phone that is
external to the Wave system, for exampleif your Wave system administrator has
configured you to use amabile extension. Enter the phone number of that phone, for
example 6175551212. Click .| to open the Check Remote Number dialog to view
or make corrections to the actual dial string that will be used based on the remote
number that you enter here (see “ Specifying options for a remote number” on

page 2-13 for details).

Integrated Secondary Softphone. Select thisoption to log on to ViewPoint using the
ViewPoint Softphone as a secondary phone when you are away from your regular
physical phone. See “Using the ViewPoint Softphone” on page 2-6 for an overview
of the ViewPoint Softphone.

e Forward my calls to softphone. Optionally, select this checkbox to
automatically forward your cals to your softphone. (Selecting this checkbox
at logon saves you the step of manually changing your default call forwarding
number after logging on.)

None. Select this option to use ViewPoint without an associated phone. ViewPoint
commands that require a phone (for example, managing calls or making call
recordings) will not be available to you.

3. Select the Language for the ViewPoint user interface from the drop-down list. (For
another way to change the ViewPoint display language, see “Using ViewPoint in
languages other than English” on page 2-15.)

4. Inthe Server field, enter the network name of the Wave Server that ViewPoint will
connect to when you log on. If you have more than one Wave Server on your network,
you can choose which one to connect to. Click Browse to browse the network and select
aWave Server.

5. Click OK.
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Specifying options for a remote number

If you selected Remote number in the ViewPoint Login dialog, you can click .| to open the
Check Remote Number dialog to specify how Wave will actually dial the remote number that
you entered.

Check Remote Number E]@

Call Using
() Default Phone number access cods

() This access code:

+1 731-265-2631

Country/Region: United States (1) M
Mumber: 731-265-2631

Use country code and area code dialing rules

[ OF H Cancel ][ Help ]

The number asit will be dialed after dialing rules are applied is displayed in the middle of the
dialog. Thisdisplayed dia string may be modified as you make changes as described below.

1. InthecCall Using section, select one of the following options:

» Default Phone number access code. Select thisoption to dial this number using the
Default Phone number access code set up by your Wave system administrator.

e This access code. Select this option to use a different access code. Ask your Wave
system administrator if other access codes are available for your use.

2. Select the correct Country/Region from the drop-down list.
3. Verify that the remote Number you entered via the ViewPoint Logon dialog is correct.

4, If theUse country code and area code dialing rules checkbox is selected, Wave applies
the country code and area code dialing rules set up by your Wave system administrator.
For example, the area code will not beincluded for alocal call. If this checkbox is not
selected, Wave dials the Number exactly as you entered it.

5. Click OK.
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Using ViewPoint with another station ID

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

Select Your ViewPoint Phone

Descripkion:

call at this phone,

Yfou are associating ViewPoint with the remate number +1751-975-2891 , but your default station is 1999,

(%) Wse the phone at number +1781-975-2991 to place and answer calls using YiewPaink
[] Earward my calis ta this number
() Lise: my default skation (station 1359)

O 1 &m not near & phone

This option allaws you to use +1781-975-2991 to place and answer calls using YiewPaint, Calls to you
will not ring &t this phone unless your calis are forwarded. You can also use the Call Monitor o take a

Press *00 on your phone to hear your station 10,

o3 H Cancel H Help ]

To use ViewPoint with another station

1. Inthe Select Your ViewPoint Phone dialog, choose one of the following options:

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

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

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

Example: If you choose this option, you can also select Forward my calls to this
station / number to receive calls to your own extension here. For more information
about call forwarding, see “Forwarding calls’ on page 9-2.
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e Use my default station. Your default station remains ViewPoint's associated phone.
Whenever you use a ViewPoint command that requires the phone—for example, to
play avoice message—\ViewPoint uses your default station. Choose this option only
if your default station is nearby.

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

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

2. Click oK. ViewPoint opens with the phone selection you made.

Using ViewPoint in languages other than English

You can display the ViewPoint interface in various languages. ViewPoint will automatically
adjust to the proper language when your Windows language (as set in the Windows Control
Panel) matches one of the supported languages.
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To change the

1. InViewPoint, choose Tools > Options. The Options dialog opens.

ViewPoint display language

2. Click the ViewPoint tab.

=- Personal
[y Mun
‘Wave

=-Phone

Usage
E-mail
Pager

Softphone Devices
[=- Yoice Messages Double clicking contacts behavior:

Call Matification

Call Alerts

[] Log om automatically

mbers |

Mail
|

|Edit the contact

Matification
Motification Language:

| English

Call Moritar Mew Routing Lists:

|Pr0mpt me ko use the Wizard or Editor

Change Password. ..

Chapter 2: Using ViewPoint

[ Ok H Cancel ][

Help

]

3. Choosethe Language for the ViewPoint user interface from the drop-down list.

4.  Click oK. Your change takes effect the next time that you start ViewPoint.

You can also specify the language to use when you log on to ViewPoint. See “ Using ViewPoint
with a different phone, Wave Server, or language” on page 2-10.
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Changing your station, Wave Server name, or user name after logging on

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

Tolog on asadifferent user, chooseFile > Log on as a different user. The Wave ViewPoint Log
On dialog opens. See “Logging on to ViewPoint” on page 2-7.

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

Changing your password

To change your password via ViewPoint
1. Choose Tools > Options. The Options dialog opens.

2. Click change Password. (The Change Password button is located at the bottom of each
tab in the Options dialog.) The Change Password dialog opens.

ﬁ" Change Password

‘four new password must;
- Contain only numbers
- Be different than your old password
- Contain at least 4 digits
- Mot contain your extension
- Mot contain repeating digits or obvious sequences

0ld password:
Mew password:

Werify new password:

OF H Cancel ][ Help
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3. Usethefollowing fields to change your password:
e Old password. Enter your current password.
* New password. Enter your new password.
e Verify new password. Enter your new password to confirm it.

4,  Click OK to close the Change Password dialog, and then click OK to close the Options
diaog.
Logging on with command-line switches
You can add switches to the Windows shortcut command line that starts ViewPoint. The
command line switches enable you to run multiple copies of ViewPoint at once connected to
different phones or Wave servers, log on using a particular station, and perform other tasks. See
Appendix B for more information.

Exiting ViewPoint

To exit ViewPoint, choose File > Exit.
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Elements of the ViewPoint window

Thefollowing graphic showsatypica window in ViewPoint, in this casethe Inbox that contains
your voice messages.

ﬁlnhox - ¥Yertical Wave YiewPoint H=]E3

File  Edit  Wiew

Tools  Actions  Help Dial: Enter & number or name ko dial -

Piiew v | B | & X | ChReply CdReplvtosl 6 Forward | () Associate | @) |

Messages

% Saved
\91 Deleted (1)

1% call Monitor

#, Inbox
B| ' |é| From | Received \‘| Length| Mumber | Mo

Steve Torte 5/30/2008 11:26:27 AM 03 117 ms

5/19/2008 12:18:31 PM

[ Contacts

:ﬁl Call Log

B

4| | 7]
Wave - 5/19/2008 12:18:31 PM | Motes
‘Welcome! Ta set up your voice mail and phone system account, we recommend that you record your ;I
wvoice title and create a custom voice mail greeting, For instructions, please refer to the pocket reference LI
r 1
o4 @ |\I\I [ |,5-IE| } 00:00.0

| 21tems, 2 Unheard | Matt Wialler (x171) | FwD +| @9 wailable ~| % + 2

The ViewPoint window contains the following elements:

¢ The menu bar

¢ Thetoolbar

¢ The navigation pane

¢ The status bar

« TheViewPoint folder that is currently displayed (see “Working in ViewPoint folders’ on
page 2-22)

The Menu Bar

The menu bar, at the top of ViewPoint, provides access to Wave commands. Click each menu
to see the commands that menu contains. Menu commands are referenced in this manual in the

format File > New > Contact. You can drag the menu bar from its | eft edge to detach it.
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The Toolbar

Thetoolbar, directly under the menu bar in each folder, provides single-click accessto
frequently used Wave commands. Toolbar buttons can change depending on which folder
you'rein. The following illustration shows the toolbar for the Messages fol der.

i Mew - 9Q Cﬁ 3 X | i Reply =¥ Replytoal g Forward %Assgciate 2

In any folder, clicking the left-most toolbar button creates anew item for that folder. For
example, in the Call Monitor, clicking the left-most button lets you place a new call:

G Mew T

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

The Navigation Pane

Use the navigation pane, on the |eft side of the ViewPoint window, to switch between
ViewPoint’s folders. Click afolder icon in the navigation pane to open that folder in the
ViewPoint main window.

Messages

| g Inbox |

fp Saved
2 Deleted

:r, Messages

4% call Monitor

[ Contacts
‘j Call Log

‘-ﬁ‘ Configuration
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Each folder in the navigation pane gives you access to other related folders, as follows:

Messages. Displays the Inbox folder. Folders: All other Messages folders, including
local folders and any foldersthat other users have shared with you.Call Monitor. Displays
the Call Monitor. Folders: Extensions and (if you are an agent in Contact Center queue)
Queue Monitor.

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

Configuration. Displays the Greetings folder. Folders: Greetings, Personal Statuses,
Routing Lists, Groups, Public\Groups.

Customizing the Navigation Pane

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

The Status Bar

The status bar islocated at the bottom of ViewPoint window.

ILast caller: Mark Richards at 2/8/2011 5:37 PM; press F11 to return the call 01Items | Susan Maurice (x1941) < | FWD - envailable - @ - I

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

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

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

Name and extension. The name and extension of the user logged on to ViewPoint on this
computer.

Note: If you are aContact Center agent, clicking this spot on the status bar displays a
dropdown list so you can specify if you are making personal or queue calls.
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* Phone. If you see a Phone pane showing the name of another user, it indicatesthat user is
logged in to your station. While that user islogged in, calls you place using the phone
will be subject to that user’s dialing restrictions, and logged as coming from that user. To
restore the station to yourself, pick up the phone and dial *00.

* Personal Status. The current personal status of the user logged on to ViewPoint. Click the
personal status button to choose adifferent personal status. See Chapter 3 for information
on personal statuses.

e Audio output. You can click these buttons to switch ViewPoint's audio output between
your computer speakers and your phone. Audio output includes playing your voice
messages. Click the arrow to the right of the button to switch your audio output. If you do
not have a sound device, the speaker option may be disabled.

* Call forwarding. If the FWD button is bold and has a phoneicon to the left, it means you
are currently forwarding your calls. Hover your mouse over the button to display the
forwarding number. You can also click the arrow to quickly select one of your personal
numbers (which you can set via Tools > Options > My Numbers) as the forwarding
number. Double-click the button to open the Call Forwarding dialog, in which you can
change or turn off call forwarding. See “Forwarding calls’ on page 9-2.

£ FwD -

Working in ViewPoint folders
Wave ViewPoint contains several folders, which appear in the main part of ViewPoint window
and give you access to specific Wave functions.

Note: Some folders may not be available to you. Your Wave system administrator controls
which folders your ViewPoint program displays.
To open afolder, do one of the following:

¢ Click itsicon in the Navigation pane. See “The Navigation Pane” on page 2-20

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

Navigation Folder Description
Pane
" Messages
[ _-I:|- Hear and manage your voice messages. To call back a

message, right-click it and choose Place Call.
Selecting the Messages folder gives you access to your
Inbox, Saved, and Deleted folders.

Call Monitor

ﬁ}__ Place calls and handle incoming calls (transfer calls, create
conference calls, monitor a voice message as it is being left,
record a call).
Selecting the Call Monitor folder also gives you access to
the Extensions folder, your Contacts folders, and (if you are
a member of one or more Contact Center queues) the
Queue Monitor.

Call Monitor \ Extensions

,|I|';‘:}*- g View all Wave extensions, their personal statuses, and who
is on the phone now.
Call Monitor \ Queue Monitor

}lii:}"- @5 Contact Center agents only. View and manage agents, and

view real-time queue statistics.

Contacts

% Manage an online phone book of your own phone contacts.
Selecting the Contacts folder also gives you access to the
Public\Contacts folder (public contacts are available to all
Wave users).

Call Log
View a record of all your incoming or outgoing phone calls.
To return a call, right-click it and choose Place Call.
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Navigation Folder
Pane

Description

@ @& & @& @

-

Configuration

Selecting the Configuration folder gives you access to the
Greetings, Personal Statuses, Routing Lists, Groups, and
Public\Groups folders.

Configuration \ Greetings
Record your voice-mail greetings and change the active
greeting.

Configuration \ Personal Statuses

Manage personal statuses that communicate your location
and availability to your coworkers and control how your
incoming calls are handled.

Configuration \ Routing Lists

Set up “follow me” call forwarding (calls ring a series of
numbers to find you), and direct calls to Groups or other
extensions.

Configuration \ Groups

Define Groups of users and contacts. You can then send
voice messages to the Group, and more. (Only you can see
the personal Groups that you create—they do not appear in
other users’ ViewPoints.)

Configuration \ Public\Groups

Send voice messages to the members of a public Group
and more. (Public Groups, which are accessible to all Wave
users who have permission to see them, can only be
created by your Wave system administrator or a ViewPoint
user with permission to do so.)

N\ vertical
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Working with multiple Viewpoint folders at the same time

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

Messages

| 2¢ Inbox (1) |
g Saved
2 Deleted

¢ Messages (1)

}i call Monit| - ]
Open in Mew Window

[=] Contacts

ﬁ Call Log

é@ Configuration
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Adjusting the Phonebook Pane layout in the Call Monitor

The Phonebook pane—shown by default in the Call Monitor—includes the Extensionslist and
the Contacts folder. You can perform drag-and-drop call handling operations between the pane
and the Call Monitor. See “Dragging and dropping items’ on page 2-28. With the Extensions
list, you can see whether auser is on the phone before placing acall to that user.

ﬁ' Call Monitor - Vertical Wave ViewPoint

File Edit Wiew Tools Actions Help Dial:
{ Balaw - | X @ | > || A 4§
Call Monitor | *» Call Monitor

|)|I',':}L Call Monitar | P Mame o Status Numbe:

9 Extensions There are no items to show in this view,

b'ég a ACT Hunkgroup Yoic, .. 250
%% g Admin mo
[ﬂ Attendant E
—rr— T @Y Brad Kelley 245 4
‘% Messages (1) % @Y Caral French 10
T4 @Y Caral Attani 128
fi Call Monitor bt a Chris Hurt 0z
=] Contacts < 1 I e o Chris Bench 305 4
1 Chuck Brooks 259
ﬁ Call Log | Motes lé Parties % g Cannie fult 172 4
I:;B Configuration % @Y Daniel Rowd 19
= Default Auto Attend... 56 bt

Last caller: Matt Heck at 9f11j2007 2:49 PM 2 Items, 1 Unheard  Min Anatolia (x499) FWD - | Y -

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

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

To remove the Phonebook Pane from the Call Monitor folder, choose View > Phonebook
Pane > Off.
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Deleting voice messages and other items

To delete a voice message from your Inbox, select it and then press Delete. The voice message
movesto your Deleted folder. It will be permanently deleted from the Deleted folder according
to the settings defined in Tools > Options.

To permanently delete a voice message from your Inbox

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

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

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

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

To delete other items

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

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

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

4.  Click OK to permanently delete the item.

Copying and pasting items

Copying arow in any folder places acopy of the item in that row on the clipboard astext. This
information can be pasted into other applications, such as atext program.

Choose Edit > Copy to place a copy of selected items on your clipboard. Choose Edit > Paste to
paste the items. Use this method to paste Call Log entries and voice message information into
the Problem Report Wizard (See “ About the Problem Report Wizard” on page C-1.).
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You can drag and drop one item onto another item to perform actions such as making a call,
transferring acall, and adding a call to a conference. You can also move an item to afolder.

For example, if you drag an active call in your Call Monitor onto auser in the Extensionstab of
the Phonebook pane, the call transfers to that user. Conversely, you can drag a user from the
Phonebook paneto the Call Monitor to call that user.

The following table lists the drag-and-drop actions you can perform within Wave ViewPoint.
The From column showstheitemsyou can click and drag. The To column showsthe destination
items. The remaining columns show the actions that result when you drag and drop an item or
use the Shift and Ctrl keysin conjunction with dragging and dropping.

Note: Whenever you can drag an item to the Call Monitor to place acall, you can also drag it
to the Dial toolbar field.

DRAG AND DROP ITEMS

From To Drag SHIFT + Drag CTRL + Drag
Call Call No action Opens the Conferences
Conference the calls
dialog together
Extension, Performs a Opens the Performs a
Contact, Call blind transfer Transfer consultation
Log, Voice dialog transfer
Message
Note: Alt + Drag of a call to an extension transfers
the call directly to that extension’s voicemail.
Call Log Call Conferences Opens the
the Call Log Conference
party with the  dialog
call
Empty Call Placesacallto Opens the
Monitor the Call Log Place Call To
party dialog
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DRAG AND DROP ITEMS (continued)

From To Drag SHIFT + Drag CTRL + Drag
Contact Call Conferences Opens the

the contact’s Conference
default dialog
number with
the call

Empty Call Placesacallto Opens the

Monitor the default Place Call To
phone number dialog

Folder Moves the Opens the Copies the
contactto the  Move Item folder
folder dialog

Folder Folder Moves the Opens the

folder to Move Folder
another folder  dialog

Contact Moves the Opens the
folder to the Move Folder
Contacts dialog
folder

Voice Message Moves the Opens the
folder to the Move Folder
Messages dialog
folder
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DRAG AND DROP ITEMS (continued)

From To Drag SHIFT + Drag CTRL + Drag
Voice Message  Call Conferences Opens the
the message Conference
sender with dialog
the call
Empty Call Placesacallto Opens the
Monitor the message Place Call To
Caller ID dialog
Folder Moves the Opens the Copies the
message to Move ltem message
the folder dialog ox
Extension Call Conferences Opens the
the call Conference
dialog
Empty Call Places the call Opens the
Monitor Place Call To
dialog
Text Call Monitor Placesacallto Opens the
(for example, a the number Place Call To
phone number that was dialog
you copied dropped
from a web
page)
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Printing items in folders

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

Organizing items in folders

Public

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

folders

Most items you create or seein ViewPoint are stored in private folders so they are not shown
when a different user logs into ViewPoint. However, ViewPoint also supports public Contacts
and Groups folders that contain items that can seen by all ViewPoint users and edited by those
with the proper permission. See “Viewing public folders’ on page 2-33.

Customizing columns

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

Showing, hiding, and reordering columns

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

1. Choose View > Show Columns (or right-click the column header). The Show Columns

dialog opens.
Call Monitor - Show Columns rg|

sy alobleleolurn: ot AR ehiobildhesslobmualulh alorcer R
a] I«

Custom Data | Mame |

DID Status Icon | |

Falder Owiner | Status

Mokes | Mumber

Crbit Mumber | Duration

Organization | Chaner

Priority | |

2 e > < 3|

OF ] [ Cancel ] [ Help

2. Do any of the following:

* To move columnsinto or out of the folder, select them and click Add or Remove.
You can also drag and drop.

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

3. Click OK to save your changes.

Note: You can also reorder columns from within the folder by dragging the column headers.
Dragging a column off the screen until an X displays removes that column.

Moving columns

To move acolumn, do either of the following:
e Inthefolder, click the column header and then drag and drop it to anew location.

e Usethe Show Columns dialog to reorder the columns in a folder, as described above.
Resizing columns

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

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

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

Marme &

Viewing public folders

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

Example: Your company defines its departments as public Groups. All users in the company
can view the members of those Groups.

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

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

your Deleted folder.

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

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

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

To empty the Deleted folder automatically
1. Choose Tools > Options. The Options dialog opens.

2. Click the Voice Messages\ Usage tab.

=- Personal Mailbox size: 1 minutes
Iy Mumbers Usage: [ ]
Warve Mail

2 Phone Remove Items From Deleted Folder
Softphone Devices [] remove allitems when exiting

Yoice M

= olsages Periodically remove old items
Usage
E-mail Maotification Age: days

Pager Motification
[ Remove All Tkemns Mow

Call Matification
[=- YiewPoint

Call Monitor

Call Alerts

o) (o ) (b
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3. Choose one of the following options:

* Remove all items when exiting. Deletes all messagesin the Deleted folder
automatically each time you exit ViewPoint.

* Periodically remove old items. Select this checkbox to remove old items
automatically from the Deleted folder.

e Age: ___ days. Enter the number of days an item will remain in the Deleted
folder before Wave automatically deletesit.

4,  Click Remove All Items Now to immediately delete all messages in your Deleted folder
when you click OK to close the Options dialog.

5. Click OK.

Sharing folders

Your Wave system administrator can share other users folders with you, for example avoice
message I nbox shared by all members of a project team. Shared folders appear in your
ViewPoint navigation pane, and you can view the folder contents and optionally (depending on
your access permission level as assigned by your administrator) edit itemsin the folder. For
example, if another user's Inbox is shared to you and you have full access permission, you can
listen to voice messages in that folder, reply to a message, delete it, and so forth.

The following folders can be shared:
e Call Log. When shared, you can access the other user's call history.

* Message. When shared, you can access the contents of the other user's Inbox, Shared,
and/or Deleted folders. Note the following:

» Voice messages marked Private do not appear in a shared folder.

« If you have full access permission to another user’s shared M essage folder, you can
delete voice messages from that folder. If that other user has al'so shared his or her
Deleted folder, the deleted message is moved to that Deleted folder. If that other
user has not shared his or her Deleted folder, the deleted message is permanently
removed.

e Call Monitor. When shared, you can access the other user's current call activity. Note
that Contact Center queue calls are not displayed in a shared Call Monitor. See
“Sharing your Call Monitor folder” on page 5-19 for more information.

e Contacts. When shared, you can access and use the other user's contacts.
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Using the audio controls

Wave's audio controls make it easy to create recordings and listen to recordings and voice
messages. These audio controls appear throughout ViewPoint.

b 2@ Wy HE 00:00.0

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

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

O Stop When you are finished recording, you can either hang up
or click the button.

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

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

j 00:00,0

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

Note: When sending audio to your phone, ViewPoint displays a message identifying the
station 1D being rung.
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Using voice message bookmarks

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

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

B Import You can import a voice file in WAV format to use for any
ViewPoint recording (greetings, voice titles, and so on).
Wave can import WAV files with a frequency of 8Khz,
11.025 Khz, 22.05 Khz, or 44.1 Khz.

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

Importing and exporting Wave items

See the following topics for more about importing and exporting Wave items:
» Contacts. See“Importing and exporting contacts’ on page 2-38.

* ViewPoint recordings (voice messages and call recordings). See page “ Exporting
ViewPoint recordings’ on page 2-41.

« Archived call recordings. See “Acting on archived call recordings’ on page A-11.
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Importing and exporting contacts

You can import contacts into Wave;

From aCSV file generated via Wave

Chapter 2: Using ViewPoint

From aCSV file generated from another contact manager such as Microsoft Outlook

You can export contacts from Waveto a CSV file that you can import into another Wave
ViewPoint, Outlook, GoldMine, FrontOffice 2000, Act!, or other contact management software.

To import contacts from a CSV file

1

2.

ChooseFile > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

Choose an action to perform:

Description

Import contacts information from a file of comma separated values

Mexk ] [ Cancel

[

Select Import Contacts, and then click Next.

Import and Export Wizard

File ta import: | |[ Erowse, ..

]

Destination folder: () Personal

Options

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

(%) Do not import duplicats ikems

Use phone numbers as caller identification For these contacts

Map Custom Fields. ..

H Next> | [ Cancel

< Back
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In File to Import, click Browse and select the CSV file that you want to import.

In Destination folder, select the Wave Contact folder into which you want to import the
contactsin the CSV file.

Under Options, select one of the following:

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

* Allow duplicates to be created. If Wave finds a duplicate contact in the CSV file, it
will import al contacts, even those that are duplicates of Wave contacts.

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

Select Use phone numbers as caller identification for these contacts to add the imported
contacts' phone numbers to Wave'slist of Caller ID numbers so that contacts can be
identified when they call. For more information, see “ Teaching Wave to recognize your
contacts’ on page 10-8.

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

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

Map Custom Fields B

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

r~From: Ta

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

Source Field |walue [« Destination Field |Mapped From | =
First Marne Damon First Marne First Marne

Last Mame Salathe B Last Mame Last Mame B
Company Title Title

Title Comment

PIMN Company Company

Mokes Business Phone Business Phone
Account Code - Business Phone Access Cor Business Phone
R [ | _'l_I El 1 _'l_I

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

OF I Cancel | Help |

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

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

» Click Previous or Next to view other recordsin the CSV file to see how they
will map.

¢ Click Clear Map to remove al mapping from the right pane.
e Click Default Map to restore the default mapping.

» Click save Map to save the current mapping to a new file (this can be useful if you
regularly import contacts from several different sources). If you do not click Save
Map, the default map is saved when you click OK.

When you are finished mapping fields, click oK. Any changes to the default or custom
map are saved for future importing.

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

Note: Whentextisimported fromaCSV file, acommainthetext breaksthetext between
fields unless the text is within quotation marks.
To export contacts to a CSV file

1. ChooseFile > Import and Export. The Import and Export Wizard opens.

Import and Export Wizard

Choose an action to perform:
Import Conkacks

Export Contacts

Description

Import contacts information from a file of comma separated values

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

Import and Export Wizard

Save exported file as: |
Source Folder: (®) personal ) Public
[ <ack J[ mext> ] [ cancel |

3. InSave exported file as, browse to the folder in which you want to save the CSV file.
4. InSource folder, choose the Contacts file that you want to export, and then click Next.

5. Click Finish. The CSV fileis exported.

Exporting ViewPoint recordings

You can export voice messages and call recordingsin WAV or MP3 format.

1. Inthe ViewPoint Messages folder, select the voice message or call recording.
2. Click the Export audio button.

3. Specify the target location.

4.  Select WAV or MP3 from the Save as type drop-down list.

5. Click save.

Note: If acal recording has already been archived, you must use the Archived Recording
Browser to export it. See Appendix A.
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About personal statuses

Your personal status appears with your namein other ViewPoint users’ Extensionslists, letting
your colleaguesknow whereyou are and what you are doing. For example, setting your personal
status to On Vacation alerts other users not to call you on acritical issue.

Also, you can also use personal status asaquick way to changeyour call handling. For example,

the Do Not Disturb status sends your incoming calls directly to voicemail without ringing your
phone.

Note: To change your own or another person’s personal status, you must have permission to
do so. If you cannot change your own or another user’s personal status according to the
instructions in this chapter, see your Wave system administrator.
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Toview the available personal statuses, click Configuration inthe navigation bar, and then click
Personal Statuses:

E‘ Personal Statuses - Yertical Wawve YiewPoint

File Edit Wew Tools Actions Help Dial:
Felen <% |9 X || @

Configuration & Personal Statuses

‘Where I am Greeting Routing List Taking Calls
ailable sefault locatio . Defaul dard)
@ Do Mot Disturb Default {Initial Gree... Default {Standard)

= Greetings
| ) Personal Statuses
43;?3 Routing Lists

a “ w In A Meeting Default location Default {Initial Gree... Default {Standard) Mo
r’DL.IDS @8 Out Of The Office Default location Default {Initial Gree... Defaul (Standard) Mo
% PubiliciGroups n‘_ On Yacation Default location Default {Initial Gree... Default {Standard) Mo

':ﬁg Messages

1% call Monitor

[ Contacts

:Ej;l Call Log

‘::‘ia Configuration

Double-click a personal statusto view its properties.

| Available - Personal Status

Mame: | |

Selecting this Personal Status makes the Following settings active

where I Am:
Taking calls:

Routing List: |DeFauIt (Standard) v|

Greeting:

[ OF H Cancel ][ Help ]
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A personal status consists of the following:

A personal status icon and a name, such as Available. These appear next to your namein
the Extensions list, so that other Wave users can see at a glance whether you are in the
office and available or not. Likewise, by looking at the Extensions list you can see the
persona status of other users.

A collection of preferences that determines how your incoming calls are handled. Each
personal status consists of the following call handling preferences:

Where | Am. |dentifies the phone to which your incoming callswill be sent when the
personal statusis active. The default Where | Am location is your phone, or your
forwarding number if your calls are forwarded.

Taking calls. Specifies whether calls ring through to your phone or not when the
personal statusis active.

Queue calls. For Contact Center agents only, specifies whether queue calls are sent
to your phone when the personal statusis active. For more about using personal
statuses as a Contact Center agent, see Chapter 5 in the Wave Contact Center
Administrator Guide.

Routing List. Specifies the routing list that Wave uses to process calls when the
persona statusis active.

Greeting. Specifies the recording that Wave plays to callers when they reach your
voicemail (or any other final action of your routing list) when the personal statusis
active.

Depending on the personal status, you can modify some of these preferences. See
“Modifying a persona status’ on page 3-8.
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Available personal statuses

Five personal statuses are availableto all users. Three additional persona statuses are available
only to Contact Center agents.

Personal statuses (for all users)

The following five personal statuses are available for all users.

Icon Status Description
o Available Lets people know that you are available to take calls. All calls
ring through to you according to your current call forwarding,

routing list, and other settings.

If you are an agent in a Contact Center queue, you can use this
status to make yourself available for both queue and non-queue
calls. For additional Contact Center agent personal statuses,
see the next table.

@ Do Not Lets people know that you are not taking calls. No calls ring
Disturb your phone. Calls are sent straight to the “unanswered” final
action of your routing list (usually your voicemail).

Note: You can create a call rule that overrides the Do Not
Disturb personal status by allowing calls from specific people to
ring your phone. See Chapter 11.

p:?-;,, In a Meeting These three personal statuses let people know where you are

when you are away from your desk. Like Do Not Disturb, these
personal statuses send your calls directly to the “unanswered”
final action of your routing list (usually your voicemail) without
ringing your phone. You can change that default behavior with

Out of the
e these statuses.

Office

Iﬂl. On Vacation
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Personal statuses (for Contact Center queue agents)

In addition to the personal statuses described above, the personal statuses shown in the
following table are available if you are an agent in one or more Contact Center queues. For
information about working as an agent in a Contact Center queue, see the Wave Contact Center
Administrator Guide.

Icon Status Description
Available This status or the Available status makes you available to take
(Queue Only) calls. When you select this status, the queue begins sending
calls to you.

With this status, only queue calls ring your phone.
Non-queue calls are sent directly to your voicemail. To have all
your calls ring your phone, make yourself available by
selecting the Available status (see the previous table).

You can also select this status by picking up the phone and
pressing *51.
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Icon Status Description
Available This status makes you unavailable at the end of your shift.
(Non-Queue) When you select this status, the queue stops sending calls to
you.

With this status, non-queue calls still ring your phone. To
prevent all calls from ringing your phone, make yourself
unavailable by selecting Do Not Disturb.

You can also select this status by picking up the phone and
pressing *52.

On Break This status puts you on a break during your shift. While this
status is selected, the queue does not send calls to you.

When you take a break, be sure to use the On Break status
rather than Available (Non-Queue), which ends your shift.
Using On Break when you take a break will ensure the integrity
of Contact Center statistics.

You can also select this status by picking up the phone and
pressing *53.
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If you are an agent in a Contact Center queue, note the following:

* You can make yourself available for queue calls by selecting either Available or
Available (Queue Only).

* You can make yourself unavailable for queue calls by selecting any status other than
Available (Non-Queue), Available (Queue Only), or On Bresk.

Selecting a personal status

You can select apersonal status using ViewPoint or the phone.

Selecting a personal status in Viewpoint

Use any of the following methods to select a personal status in ViewPoint:

* Click the Persona Status button on the status bar, and then select a personal status.

a Avalable - '@ = I
I @ Available

@ Do Mok Disturh

'-.;? In A Meeting

e Out Of The Office
<M. OnVacation

e Choose Tools > Personal Status and then select a personal status.

e Inthe Personal Statusesfolder, select a personal status and then choose Actions > Set as
Active.

Selecting a personal status using your phone

You can select a personal status on the phone in the following ways:

e Logonand pressé6 1. You can select the Available personal status quickly by picking up
the phone and pressing *50.

« For Contact Center agent statuses, pick up your phone and press *51 through *53. Use
these quick commands to begin and end your shift and to go on break. See “ Starting and
ending your shift, and taking breaks’ in Chapter 5 in the Wave Contact Center
Administrator Guide.
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Modifying a personal status

You can modify personal statuses to reflect your changing availability and location. For
example, if you are often away from your desk attending meetings, you can modify the In a
Meeting personal status to send your callers directly to voicemail.

Not al preferences are modifiable:

e Where | Am. Cannot be modified for any personal status. The default Where | Am location
is your phone or your call forwarding number if your calls are being forwarded.

e Taking Calls. Can be modified for In A Meeting, Out Of The Office, or On Vacation.

e Greeting. Cannot be modified for any personal status. Your default greeting is aways
used.

e Routing List. Can be modified for all personal statuses.

If you are an agent in a Contact Center queue:
* Queue calls. Cannot be modified for any personal status. Queue Calls isaways set to Yes
for Available (Queue Only) and Available (Non-Queue), and to No for all other statuses.
To modify a personal status

1. Inthe Persona Statusesfolder, double-click the personal status. The Personal Status
dialog box opens.

<k On Yacation - Personal Status

Mame:

Selecting this Personal Status makes the Following settings active

Wwhere I Am:
Taking calls: Mo {use only my final action) w
Routing List: Default {Standard) w

Greeting:

[ OF H Cancel H Help ]

2. Specify how you want your calls handled while this personal statusis selected using the
following drop-down lists. For most call handling preferences, you can select either a
specific item or Default. Selecting Default uses the item that is your current personal
status default, which is shown in parentheses. “ Setting personal status defaults’ on page
3-10 for more information.
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Where | am. Modifying this preference for a personal statusis not supported in this
version. This preference identifies the phone to which your incoming calls will be
sent when this personal statusis active. The default Where | Am location is your
phone, or your forwarding number if your calls are forwarded.

Taking calls. Specifies whether you want calls to ring through to your phone or not
when this personal statusis active.

* Yes (use my routing list). Incoming callsfollow your active routing list, which
usualy includes ringing your phone.

* No (use only my final action). Incoming calls are sent directly to the final
action on your active routing list, which by default is your voicemail.

Note: You can modify this setting only for the personal statuses In aMeeting, Out
of the Office, and On Vacation.

Queue calls. Modifying this preference for a personal statusis not supported in this
version. This preference is displayed only if you are an agent in a Contact Center
gueue. Specifies whether queue calls are sent to your phone when this personal
statusis active.

* Yes. Marksyou as available to take queue calls, and while this personal status
is active you can receive calls from al queues for which you are signed in.

* No. Marksyou as not available to take queue calls.

Note: Queue calls isalways set to Yesfor Available (Queue Only) and Available
(Non-Queue), and to No for all other statuses.

Routing List. Select the routing list that your calls will follow when this personal
statusisactive. To create anew routing list, click &/, or press ALT+click to edit the
selected routing list. For more about routing lists, see “Using routing lists’ on

page 9-5.

Greeting. Modifying this preference for a personal statusis not supported in this
version. For more about greetings, see “Managing voicemail greetings’ on
page 7-23.

Click OK to save your changes.
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Using personal status defaults

Specifying a default personal status greeting and routing list

When you select a personal status with a greeting or routing list preference, it makes that
greeting or routing list active. When you are done using that personal status, you probably want
your active greeting and routing list to revert to what they were before they were made active
by the personal status.

Personal status defaults are away of accomplishing this. Personal status defaults specify the
greeting and the routing list that become active when you select a personal status that has no
greeting or routing list preference.

You can specify only one default personal status greeting and one default routing list at atime.
When you select a personal status with no greeting preference, the personal status default
greeting becomes active. When you select a personal status with no routing list preference, the
personal status default preference becomes active.

Example: You set your “Everyday” greeting to be your personal status default, because this
isthe greeting you normally use. Several times during the day you change your active
greeting by selecting the personal status In a Meeting, which applies your custom “Be Back
Soon” greeting. When you return from the meeting and select the personal status Available (or
any other personal status) your persona status defaults are restored, so your “Everyday”
greeting becomes active again.

You can change the greeting and the routing list that are your personal status defaults at any
time. See “ Setting personal status defaults’ on page 9-13.

Setting personal status defaults

« To set your persona status default greeting, edit the greeting and select the Default
personal status greeting checkbox. See “Recording a new greeting” on page 7-26 for
details.

Note: When you make a greeting active using the telephone commands, that greeting
aso becomes your personal status default greeting.

» To set your default routing list, edit the routing list and select the Use this routing list as
the default for incoming calls checkbox. See“ Creating a routing list using the Routing
List Editor” on page 9-11 for details.
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To set a personal status preference back to the default setting

Perform these steps to set a personal status preference back to the default setting
1.  Edit the personal status. See “Modifying a personal status’ on page 3-8.

2. FortheRouting List preference, select Default from the drop-down list. The Default entry
displays the name of the current default item in parentheses, for example “ Default
(Standard)”.

3. Click oK.

Changing the personal status of another user

You can change the personal status of another Wave user if you know that user’s password (or
you can do it without entering a password if you have the appropriate permission). Thisfeature
is useful when a user wants to change his or her personal status but does not want to or cannot
log on to Wave. For example, an administrative assistant can change the personal status for the
boss, or the user who is acting as the Operator user can change the Operator’s personal status
without logging on as the Operator user.

To change another user’s personal status in ViewPoint
1. IntheExtensionslist, right-click the user.

2. Choose Apply Personal Status and click a personal status.

3. If you do not have the appropriate permission, you will be prompted for that user's
password:

Enter. password for ‘202 santhi’ @@

Password:

[ OF ][ Cancel ][ Help ]

Enter the user’s password and click OK.
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Viewing Wave extensions

You can see all Wave extensions, along with information about the current status of each
extension, in the Extensionslist. You can use the Extensions list to quickly place callsto other
Wave extensions or to change another user’s personal status if you have permission to do so.

You can display the Extensions|list in the Call Monitor for quick access, including
drag-and-drop calling. See “ Adjusting the Phonebook Pane layout in the Call Monitor” on
page 2-26.
A glance at the Extensions|list can tell you:

e A user’sextension number

e Whether auser is currently on acall

e A user’'scurrent personal status

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

« Theextensions of your office’'s auto attendants and Contact Center queues.
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The Extensions list automatically updatesin real time.

Extensions - Yertical Wave ViewPoint

File Edit Wew Tools Actions Help Dial:
e - | | &9 supervise | @) |
Call Monitor = Extensions
I Call Maritor o ersonal Status ... Title DD Forwardir #
s Extensions
@3-, 6 ACT Hunkgroup Yoic, Available
-y 6 Admin 00 Available Admin user 100 To
@ Attendant
-y 6 Brad Kelley 245 Available 245 i
-y 6 Carol French 110 Available 110
N -y 6 Carol Atkoni 129 Available 129
<+ Messages (1
ges (1) -y 6 Chris Hunt 10z Available 10z
all Monitor 3 tis Bend 305 vailable
i Call Monit Chris Bench #vvailabl 305
1 Chuck Brooks 259 Available 259
[E] Contacts 3 6
-y 6 Connie Ault 172 Available 172
£ rallLog % @Y Daniel Rowd 192 Available 192
Y - =f  Defaulk Auto Attend... 56
onfiguration
g % Y Dick Huntley 4184 Awvailable 154 3
=) — b
- || ¢ | >
Last caller: Matt Heck at 97112007 2:49 PM 2 Items, 1 Unheard | Miri Anatolia (x499) FWD - "?\\, -

Note: From the Extensionslist you can change another user’s personal statusif you know that
user’s password, or have the proper permission. For instructions, see “ Changing the personal

status of another user” on page 3-11.

Searching the Extensions list

To find someone quickly, you can type their first or last name (fully or partially) in the Search
field. The Extensionslist displaysall itemswhosefirst or last name beginswith the entered text.

W7vertical wave ViewPoint User Guide

Release 3.0

October 2012



Viewing Wave extensions 4-3
Chapter 4: Using the Extensions List

Extensions list tabs

The Extensions list can optionally contain tabs that display related groups of extensions. Tabs
are located at the bottom of the Extensions list. Click each tab to view its contents.

e All tab. Thistab displays all Wave extensions. Note that your Wave system may be
configured to not show this tab.

e Group tabs. The Extensions list can optionally display atab for each public ViewPoint
Group of which you are amember, and atab for any personal ViewPoint Groups that you
created. Click a Group tab to see the extensions within that Group. See “Using ViewPoint
Groups’ on page 10-17.

* Queuetabs. If you are an agent in a Contact Center queue, the Extensions list contains a
tab for each queue. Click the tab to see the agents who are members of that queue, aswell
asall of the current callsfor the queue. An asterisk (*) on the queue tab indicates that you
are signed out for that queue. For details about participating in a queue, see Chapter 5in
the Wave Contact Center Administrator Guide.

Showing, hiding, and reordering Extensions list tabs

To show or hide individual tabs, as well as choose their order, do the following:

1. Inthe Extensionslist, choose View > Show Tabs. (You can aso right-click anywherein
the the Extensions list and then choose Show Tabs.)

2. Select atab name and click Add or Remove to set up the Show these tabs in this order
list. Use the up and down arrow buttons to arrange the order of tabsin thelist.

3. Click oK. The specified tabs are displayed at the bottom of the Extensions list.

Extensions list columns

Some Extensionslist columns are hidden by default. PressF1 for Help to see acomplete list of
columns with explanations. To show or hide columns, see “ Customizing columns’ on
page 2-31.
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Placing calls to an extension

To place a call to an extension, double-click the extension. If your phoneis on hook, it ringsto
connect you to the call being placed.

Using Wave IMpulse for instant messaging

Wave IMpulse supports simple, secure, user-to-user instant messaging in ViewPoint. With
instant messaging you can initiate areal-time typed conversation between yourself and another
USer.
You can:

* Send and receive instant messages with other users.

* Send and receive instant messages with users in Wave organi zations other than the one to
which you belong.

« Initiate an instant messaging conference.
Each of these features requires that you have the appropriate Wave permissions assigned by
your Wave administrator. Ask your Wave administrator if you are configured to use these

features. Also, before your instant message can be delivered to another user, that user must be
running ViewPoint and must also have the appropriate Wave permissions assigned.

Sending an instant message to another user

To send an instant message to another user, right-click the user in the Extensions view and then
click Send Instant Message.
If that user is not currently online, the following message is displayed:

“Joe Wang seems to be offline. Message you send will be delivered when Joe Wang
comesonline.”
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You can recognize whether users are online or not by the Presence icon next to their namein the
Extensions view. In the following example, Ana Chen and Audrey Escobar are online

ﬂ" Extensions - Yertical Wawve YiewPoint

File Edit Wew Tools Actions  Help
Py

Ptew -] o | 3 | Ssweniss | @ |

Call Monitor = Extensions (All)
m Call Monitar & @ & Mame 4 Ext  Personal Status ...

|§ [ | Ty @Y % Amy plexander 66358 Available
Ty @Y %% Anachen 6738 Available
% g %@ Anton Ricci 6351 Available
0‘3-, 6 % Audrey Escobar 6646 Available
T @Y % Becky Taus 6390 Available

Type your instant message in the window that opens:

=

™ Joe Wang (Available)

with a customer?

Hey Joe - Would vou be avail later this afternoon to meet [
5

Click send to send your instant message. If that user is running ViewPoint and has the
appropriate Wave permissions assigned when you click Send, the message window pops open
in the receiving user’s ViewPoint, allowing him or her to respond.
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Asyour conversation progresses, al of the messages and replies are displayed at the top of the
window:

™ Joe Wang (Available) [Z|@|r'5__<|

me: Hey Joe - Would you be avail later this afternoon to meet with a customer?
Joe Wang: sure, what time?
me: 4-5PM, Il call you when they arrive,

i

If you send or receive a message and there is no new interaction from the other party within a
minute, the date and time of the last message is displayed in the window, for example “ Sent at
5:14 PM on Thursday.”

Receiving an instant message from another user

When you receive an instant message from another user, theinstant message window displaying
the message pops up if it is not already open. Similarly, when you log onto ViewPoint, the
message window pops open displaying any instant messages you received while you were not
logged on.

Inviting users to an instant messaging conference

You can create an instant messaging conference before you start sending messages, or add other
users as you go aong.
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To create an instant messaging conference

1. Right-click the name of one of the participantsin the Extensions view and then click
Send Instant Message.

2. Inthewindow that opens, click the arrow button located to the right of the Send button,
and then click Invite to Conference.

™ Al Newton (Available)

i

Inwvite ko conference |

3. Thelnviteto Conference dialog opens listing the users who are currently available.

™ Invite to conference

| |
@ Hame 4| Ext
S Al Mewton G640
S Amy Morcherg 6740
%% Bob Palomar 6615
% Chandler Tsai 6630
% Lucille Letarte G644
S Marilyn Ueno BE24
% Mike Dionnet G619
% Morm Priest 6631
% Sasha Bentley 6602
OF Cancel ] [ Help
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4.  Select the names of the conference participants to invite and then click OK.

Norm Priest, Al Newton E| rﬁ| FZ|

& | Mame

%% Morm Priest

Al Newtar has_joined the canfarance.
Mo Priast has_joled the confarance.

E

The invitees are automatically added to the conference.

Participating in a conference

Any of the conference participants can send messages that will be displayed in each user’s
ViewPoint.

Nonm Priest, Al Newton

& | Mame Me: Are you available later this afternoon
to meet with that custorer I was teling

you about?

Al Newton: Sure Susan, I'd be happy to
meet with you, Is 3 o'clock OK?

%% Morm Priest

Me: Sounds good - Il let you know when
they arrive - I set up a system in the big

conference room.
E

Any participant can invite additional participants to join the conference by following the steps
listed above.

To exit aconference, click the Close button at the top of the window.

Note: Inthisversion, selecting or deselecting one or more participant namesin the left pane
has no effect. In afuture version, you will be able to use this area to remove a participant from
the conference, send a private message to a participant, and so forth.
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Using the Call Monitor folder

Inthe Wave ViewPoint, the Call Monitor folder isthe visual counterpart to your phone. The Call
Monitor lets you see all your incoming calls and any outgoing calls at once, often with the
calersidentified by name. You must have a phone associated with ViewPoint in order to use
most Call Monitor features.

Note: Callsmadeor answered viaan Outside Line feature button on a phone do not appear in
the ViewPoint Call Monitor.
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The following graphic illustrates the ViewPoint Call Monitor.

File  Edit

P Rollew - | @ | &

View

Tools

E" Call Monitor, - Yertical Wave ViewPoint

Actions  Help

b i) @[ & | @ 4 )

Dial:

o)

Call Monitor

|)l,‘ﬁ Call Monikar ‘
ﬂ Extensions

:ﬁ Messages

4% Call Monitor

[;=1 Contacts

E Call Log

4% Configuration

oy

“» Call Monitor (My Phone)

‘Extensions | Cortacts |

0| Mame | status Humber
There are no ikems ko show in this view,
4 | >
§#il Dial Pad |J Mates |@ Parties
P - Tty e |

-

#i BAMCH

i @Y %@ Abbey Gupone
(’E, 0 % Abbey Gupone FF
4, @Y e nbbey Softphone
& ACT Attendants
he) e S Admin HF

i, @Y % Al Chen

T3 gy Y nlchenz

2 Al HotFaot

= All Hotfoot 1650
& all Hotfoot 1750
4, @Y e alpha Rack

6“& B Wy Alysha Kulkarni
B @Y S Amest Aastrai
Ty @Y Y amest Aastrai 2
{’E, ﬁ S Amy Priest

(’E, 0 S Amy Softphone
ke a S Analog Test

T, @Y Yo Anil O'nesl
<

6555
6640
6661
6740
6348
6700
6639
6739
6537
6796
6797
6761
6860
6634
6734
6638
6738
6767
6793 ¥
S

In the Call Monitor folder you can:

e Seewhoiscalling you and take the call or send it to voicemail

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

actions

* Moveamong multiple calls on hold with a click of the mouse
* Record calls

« Conference calls (including creating or starting a conference)

Each row in the Call Monitor folder isan item that contains information about one call, or one
party inacall. Conference calls appear in aspecial Conference pane that showsthe parties other

than yourself.

For an explanation of Call Monitor folder columns, press F1 for online Help. For information
about changing the Call Monitor folder columnsthat are displayed, see“ Customizing columns”

on page 12-20.
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Call Monitor folder tabs

For most people, the Call Monitor folder contains two tabs, called My Phone and All. You can
optionally display other tabs that group related calls. Click each tab to view the related call
activity at your phone.

e My Phone tab. Thistab always appears in your Call Monitor folder and displaysall calls
to or from your phone. Thisincludes calls that are forwarded to your extension (in this
case, the called party who forwarded the call isidentified in the Owner column), and calls
to your DID number if you have one.

e Parked tab. The Parked tab shows all current parked calls.

e Queue tab. If you are an agent in a Contact Center queue, all the current calls for the
gueue appear on a separate tab label ed with the queue name. An asterisk (*) on the queue
tab indicates that you are signed out for that queue. For details about participating in a
gueue, see Chapter 5 in the Wave Contact Center Administrator Guide.

e All tab. The All tab shows al of the following that apply to you:
e All callsto and from your phone.

« If you are an agent in a Contact Center queue: All queue callsfor any queuethat you
are currently signed into. (If you are not signed into a queue, that queue’s calls do
not appear in your All tab, but they do appear on that queue’s Queue tab.)

e All callsfrom any other users’ Call Monitors that have been shared with you.

Calson the All tab are grouped under headers that correspond to the names of your other Call
Monitor tabs, as in the following example.

% Call Monitor  (All)

| Mame <P Status Mumber 4| Duration User
= My Phone
i
8
= Tech Support Call ...
& Unknown T Active Uniavailable 2334 Keith Burl
[
= Parked
29 - Chris Test ¥ Parked an 1 196

Notethat acall may appear multipletimesinthe All tab, for example, under both the My Phone
header and the Parked header. You can select any appearance of acall to perform commandson
it.
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Showing, hiding, and reordering Call Monitor tabs

To show or hide individual Call Monitor tabs, aswell as choose their order, do the following:

1. Choose View > Show Tabs. (You can also right-click the Call Monitor column headers or

tabs.)
Call Monitor - Show Tabs rg|
Available tabs: Show these tabs in this order:
e Sonesmisntbotn o
| My Phone
I
[ OF ] [ Cancel ] [ Help ]

2. Click All to select all tabs, or select atab name and click Add or Remove to show or hide
it. Use the up and down arrow buttons to arrange the order in which the tabs are
displayed.

3. Click oK.

Using the My Phone tab to handle calls

The My Phone tab appears if you have other tabs showing. After you answer acall, the Call
Monitor automatically switches to the My Phone tab. It isthe only tab from which you can
perform call-handling commands on acall. If you select an active call in another tab, the

call-handling commands are unavailable.
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Call Monitor folder panes

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

* Phonebook Pane. Shows the Extensions list and the Contacts folder and enables
drag-and-drop call handling. See “ Adjusting the Phonebook Pane layout in the Call
Monitor” on page 2-26 and “Dragging and dropping items” on page 2-28.

* Notes Pane. Enables you to type and add call notes. See “ Adding notesto a call” on
page 5-13.

* Parties pane. Shows the partiesin a conference call other than yourself.

e ViewPoint Softphone Dial Pad. Available if you are using the ViewPoint as your primary
or secondary phone. See “Using the ViewPoint Softphone” on page 2-6 for an overview
of the ViewPoint Softphone.

Call Monitor folder columns

The Call Monitor folder contains several columns that show detailed information about a call,
such as Trunk Name and Target Station. Some of the columns are hidden by default. For an
explanation of the columns, press F1 in the Call Monitor folder for its online Help. For
instructions on hiding and showing columns, see “ Customizing columns’ on page 12-20.

Viewing a custom data column in the Call Monitor

If your Wave system is configured to display custom data (for example, a caller’s account
number) in the Call Monitor, the custom data appearsin one or more columns. You can view the
available columns in the Show Columns dialog. You can hide and show custom data columns
the same way you can hide and show normal columns (see “Customizing columns’ on

page 2-31.) Contact your Wave system administrator to see if any custom data columns are
available in your Call Monitor folder.
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Displaying the Call Monitor folder automatically

Wave can open the Call Monitor folder automatically when you place or return callaform some
ViewPoint folders. When the Call Monitor folder opens automatically, it appearsin front of all
other open windows on your computer.

To display the Call Monitor folder automatically

1. Choose Tools > Options. The Options dialog opens.

2. Click the ViewPoint \ Call Monitor tab.

= Personal Display Call Monitar in the following situations
My Mumbers Placing new calls from Contacts or Extensions
Warve Mail

=- Phone [] Returning calls fram Yoice Messages or Call Lag

Softphone Devices
= Yoice Messages
Usage
E-mail Motification
Pager Motification
Call Matification
[=- YiewPoint

Call Alerts

fooc o I o ]

3. Under Display Call Monitor in the following situations, select one or both of the following
checkboxes:

e Placing new calls from Contacts or Extensions. The Call Monitor folder opens each
time you place a call from the Contacts or Extensions folder.

e Returning calls from Voice Messages or Call Log. the Call Monitor folder opens
each time you return acall from avoice message or Call Log entry.
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4. Todisplay the Call Monitor folder automatically on incoming calls, click the ViewPoint \
Call Alertstab and check Display the Call Monitor.

5. Click OK.

Selecting and acting on a call in the Call Monitor

Click acall inthe Call Monitor folder to select it. After it is selected, you can choose commands
to apply to that call.

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

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

* Click abutton on the toolbar.
¢ Choose acommand from the Actions menu.

» PressEnter. This puts the selected call on hold, or retrievesit if it is already on hold.

Important: Do not use the ViewPoint Call Monitor to select and act on a call to a virtual
extension—use the phone commands (as described in the Wave Phone User Guide) to control
these calls. A virtual extension number can be assigned to a user who does not need a physical
phone, for example because the user works on the road using a cell phone. Ask your system
administrator if there are any virtual extensions assigned on your system.

Automatically displaying account code information for contacts

On an incoming call from a ViewPoint contact, Wave automatically displays the contact’s
account code information (if any) along with the call in the ViewPoint Call Monitor. If you do
not observe this behavior, ask your Wave administrator if thisfeature has been disabled on your
system.

Call ownership

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

i Wave ViewPoint User Guide
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Commands while a call is ringing

Examples of calls that you can see, but that you do not own, include callsin a Queue tab that
are being handled by another agent, or callsin ashared Call Monitor tab that are being handled

by the sharing user.

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

Double-clicking calls

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

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

Commands while a call is ringing

While cals are ringing at your phone, the Call Monitor folder displays“Incoming Call.” If
Wave can identify the caller, theitem in the Call Monitor folder also displaysthe caller’s phone
number and name, which enables you to screen your calls. (See “ Teaching Wave to recognize
your contacts’ on page 10-8.) While calls are ringing, you can perform the following actions:

o Takethecall
* Send the call to voicemail
e “Grab and hold” the call (put the call on hold without talking to the caller first)

Taking the call

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

again.

When you use Take Call in the Call Monitor folder, you can play the caller’s name over your
speakers by choosing Actions > Announce Caller.
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Sending the call to voicemail

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

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

Screening a voice message as it is being left

You can listen to avoice message asthe caller isleaving it and pick up the call if needed. To do
so:

1
2.
3

Select the call whileit isringing or while the caler isleaving a message.
Choose Actions > Screen Message.

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

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

You can also listen to a voice message as it is being left via the phone.

Commands while you’re on a call

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

Putting a call on hold. See page 5-10.

Transferring a call. See page 5-11.

Adding notes to a call. See page 5-13.

Sending an e-mail message about a call. See page 5-13.
Recording acall. See page 5-13.

Including the call as part of a conference call. See page 5-12 for steps to transfer acall
and then conference all parties together. (Conferencing is described in more detail in
Chapter 6.)

Associating a call with a contact. See page 5-15.
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e Parking acall. See page 5-15.

e Sending acall to voicemail. See page 5-16.

« Playing acaler's name over your speakers. See page 5-16.

« Disconnecting acall while staying on the phone. See page 5-16.
« Entering an account code for a call. See page 5-17.

» Flagging a problem call to report later. See page 5-17.

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

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

Putting a call on hold

To put acal onhold, select the call, and then choose Actions > Hold. Alternatively, double-click
the call or select the call and press Enter.

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

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

Note:

e Use ViewPoint instead of the Hold button on your phone to put calls on hold. When on
hold from ViewPoint, callers hear your system’s hold music, but they hear only silence if
you use your phone's Hold button.

e If you'reusing adigital feature phone with multiple line appearances, you do not hear
dial tone after putting acall on hold. To get dia tone, select an unoccupied line.

Ringback for calls on hold

By default, if you hang up with one or more calls on hold, Wave's ringback feature rings your
phone to remind you. When the call rings back, the call’s statusin the Call Monitor changesto
Ringing (On Hold). Tak to your Wave system administrator about configuring ringback
behavior.

W7vertical wave ViewPoint User Guide
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Transferring a call

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

Drag-and-drop transferring

With the Phonebook pane showing in the Call Monitor folder, you can drag acall from the Call
Monitor to an extension to transfer the call to that extension, or to a contact’s name to transfer
the call to the contact’s default number. For more information about drag-and-drop commands,
see" Dragging and dropping items’ on page 2-28. To show the Phonebook pane, see“ Adjusting
the Phonebook Pane layout in the Call Monitor” on page 2-26.

Blind, supervised, and direct-to-voicemail transfers

You can transfer acall in one of the following ways:

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

« Blind transfers occur automatically when transferring aringing call, and when
transferring to voicemail or an auto attendant.

e Supervised transfer, sometimes called an attended or consultation transfer. You speak to
the transfer recipient first, while the caller is placed on hold. You can then complete the
transfer, or conference the three of you together, or cancel the transfer and return to the
caler.

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

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

3. Select the person or enter the number to which to you want to transfer the call. See
“Placing acall” on page 6-1 for instructions.

Note: You may be prohibited from transferring an external caller to an external number.
See your Wave system administrator for more information.
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4. Inthe Transfer field at the bottom of the dialog, click either Blind, Supervised, or to
Voicemail. See the beginning of this section for more information about the different
types of transfers.

IExtension: 182 j
Transfer: * Blind = Supervised " ko Yoice Mail

5. Click OK. If you selected Blind or to Voicemail, the transfer is completed and the call
disappears from your Call Monitor.

Note: If you selected Supervised, you are connected to the recipient’s extension, and the
caller isput on hold. Theincomplete transfer displays as alinked three-party call in the
Call Monitor.

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

Supervised Transfer
ﬁ> Transferring ko Adam O'Toe:
Complete | Conference | Cancel

7. Choose one of the following options:

e Complete. Thetransfer iscompleted and the call disappearsfrom your Call Monitor.
You can aso complete the transfer by hanging up the phone.

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

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

Transfer tips for operators

By using Groups and showing the Extensions tab of the Phonebook pane in the Call Monitor
folder, you can easily find and choose the recipient of acall that you want to transfer. Define
Groups to represent the departments of your office. When transferring a call you can then view
only the members of a Group, for example, the Marketing Group. You can see at a glance the
names of members of the Marketing department and who is availableto take acall. See“Using
ViewPoint Groups’ on page 10-17 and “ Adjusting the Phonebook Pane layout in the Call
Monitor” on page 2-26.
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You can alsotransfer callsmoreeasily by resizing the Transfer To dial og, by showing and hiding
columns, and by sorting calls by column. See “ Customizing ViewPoint for operators’ on
page 12-17.

Adding notes to a call

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

If the call istransferred to someone else, notes that you created about the call are sent with the
call (for example, you can add anote such as* Customer wantsto track invoice#123987" before
transferring the call to your shipping department). When the call is complete, you can view or
edit the notes for the call in the Call Log folder (see Chapter 8, “Using the Call Log Folder” ).

If the call isrecorded or transferred to voicemail, you will see the notes associated with the
recording.

Sending an e-mail message about a call

From an active call, you can create an e-mail message that's automatically preformatted with
details about the call (from name and number, date and time, and so forth). This can be useful
for receptionists who sometimes need to take a verbal messages from the caller.

To create an e-mail from acall, select the call and choose Actions > Send To. A new e-mail
message opens preformatted with call details. You can add optional notes or message
information before sending the e-mail.

Recording a call

If your Wave system administrator has given you the required permission, you can record your
Wave conversations, including conference calls. By default, recordings appear in your
Voicemail Inbox folder, although the system may be configured to send them to another
extension’s Inbox.
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The maximum length of asingle recording is equal to the total number of minutes availablein
your voice mailbox. By default thisis 20 minutes, but your Wave administrator may have set a
different limit.

Note: You cannot receive more voice messages when your voice mailbox isfull. You should
check your available mailbox space after recording any conversation to be sure that you have
space for new voice messages. See “Managing your voicemail maximums’ on page 7-10 for
more information.

Privacy issues with call recording

Some countries, states, or other locations require that you announce to callersthat their calls
may be or are being recorded. Be sure that you understand how to comply with call recording
privacy requirements.

To record a call

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

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

To play a call you just recorded

1. Gotoyour Voicemail \ Inbox folder, or open another mailbox if your system is set up
differently.

2. Select the recording.

3. Choose Actions > Play.

Using the phone commands

You can start and stop recording your calls using the *16 phone command. You can also use the
phone commands to listen to recordingsin your Inbox. For more information, see the Wave
Phone User Guide.
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Associating a call with a contact

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

To associate acall with acontact, choose Actions > Associate. See“ Associating acall or Caller
ID number with a contact” on page 10-11.

Parking a call

Parking acall putsacall on hold and lets any Wave user retrieve it from any Wave phone or
ViewPoint program in your office. To display parked callsin the Call Monitor, choose View >
Show Tabs from the Call Monitor, and check Show all parked calls.

To park a call
1. Inthe Cdl Monitor, select the call you want to park.
2. Choose Actions > Park. The Status column in the Call Monitor folder displays “Parked

on <orbit number>.

Ringback for parked calls

By default, if you hang up with one or more calls on hold, Wave's ringback feature rings your
phone to remind you. When the call rings back, the call’s statusin the Call Monitor changesto
Ringing (Parked). Talk to your Wave system administrator about configuring ringback behavior.
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Unparking a call
You can retrieve a parked call from any Wave phone or from any PC running ViewPoint.

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

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

Sending a call to voicemail

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

Playing a caller's name over your speakers

You can play arecording of acaller’'s name over your speakers at any time during acall by
choosing Actions > Announce Caller. If you hear nothing, thereisno voicetitle recorded for the
caller.

Disconnecting a call while staying on the phone

You can disconnect a call without hanging up the phone. Select the call, and then choose
Actions > Disconnect. This command is useful if:

* You want to disconnect asingle party in aconference call. Hanging up your phone would
disconnect you from the whole conference.

* You are going to immediately dial another call. If you hang up and pick up your analog
phone too quickly, Wave can read that as a Flash command, which would put the call on
hold instead of disconnecting it.
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Entering an account code for a call

While on acall, you can enter an account code for the call or change the one already entered.

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

Enter Account Code for "Unknown' [ %]

Account Code: I

OF I Cancel | Help |

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

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

Wave

Flagging a problem call to report later

The “Flag aProblem” button in the Call Monitor toolbar lets you click once to flag a problem
call, for example, acall that isnot displayed correctly in the Call Monitor, or acall in ViewPoint
that doesn’t match the call on your phone. Any time after flagging cals, you can run the
Problem Report Wizard once and gather the logs for al of the flagged calls.

Flagging a call streamlines the process of using the Problem Report Wizard (see Appendix C)
to report problems about individual callsto your system administrator. For example, acompany
operator might have too many calls coming in and cannot afford the time away to run the
Problem Report Wizard for each individual call.

To flag a problem call
1. Inthe Cal Monitor, select the problem call.

2. Click the“Flag aProblem” button on the tool bar.

3. If prompted in the Problem Notes dialog, enter notes about the problem, and then click
OK. (By default, you will not be prompted to enter notes. To configure this behavior,
contact your Vertical support representative.)
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To gather logs for all flagged calls

1. Atalessbusy time, run the Wave Problem Report Wizard from the Start menu by
choosing All Programs > Vertical Wave ViewPoint > Wave Problem Report Wizard.

Note: Running the Problem Report Wizard from the Start menu picks up the appropriate
logsfor any flagged calls across multiple ViewPoint sessions. You can a so runthe Wizard
fromwithin ViewPoint by choosing Help > Report a Problem, but thiswill only gather the
logs for calls flagged during the current ViewPoint session.

2.  Follow the onscreen instructions. On the second Wizard screen, deselect the This
problem involved a specific call or message checkbox.

Incoming call indicators

When you receive an incoming call, the Incoming Call Alert window opens, displaying the
caler’'s name and number, if available. Optionally, your Wave administrator may specify up to
3 additional Call Monitor fieldsto be displayed in the Incoming Call Alert window, asin the
following example.

% ViewPoint - Incoming call B

8 Mike Dionne
x109
Custom Data:  [Foo

Account Code:  |Bar

> i

Note: Inthisversion, asize restriction on the Incoming Call Alert window preventsit from
displaying all datafor all 3 optiona fields. If you manually resize the Incoming Call Alert
window, the new size will be retained when the window is displayed for subsequent calls. If the
Incoming Call Alert window displays only the caller name and number, you cannot resize it.

Click theiconsin the popup to (from left to right) send the call to voicemail, send to voicemail
and screen the massage, or take the call.

If you have a phone that displays Caller 1D, you can use it as an incoming call indicator.
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Sharing your Call Monitor folder

Your Wave system administrator can share your Call Monitor with other users. Those users see
your calls when they click on atab with your name on it in their Call Monitors. If they have
View and Edit permission, they can answer your calls using that tab and perform all
call-handling commands on them. If they have View Only permission, they can see your calls
but cannot answer them or perform any commands on them.

Note: Callsyoureceivefrom aContact Center queue can be seen only by fellow agentsin your
gueue, even if you are sharing your Call Monitor folder with other users.

Whenyour callsare shared with another user, they appear as expected in your own Call Monitor,
but if the other user accepts one of your shared calls, you cannot manage it or take it.

A shared Call Monitor does not mean that calls ring at another user’s phone. To have your calls
ring at another user’s phone, forward your calls to that user. For more information about call
forwarding, see Chapter 9.

You can use cal sharing in the following ways:
* A coworker can cover your calls when you step away from your desk.

* Your assistant can screen all your calls and pick up routine calls while letting important
calls go through to you directly.

Example: A manager shares calls with an assistant so that the assistant can see the manager’s
calls. Based on the caller’s name or number, the assistant lets some calls go through, answers
other calls, and sends some calls directly to the manager’s voicemail. If another call arrives
while the manager is already on acall, the assistant can see with whom the manager is talking,
determineif the current call istoo sensitive to be interrupted, and handle the call

appropriately.

For more about sharing a Call Monitor, see “Sharing folders’ on page 2-35.
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Viewing shared calls

When another user’s Call Monitor is shared with you, a<call owner name> tab for each user
appearsin your Call Monitor folder. Thistab displays only the calls for that user.

When another user’s Call Monitor is shared with you, the following tabs appear in your Call
Monitor folder:

e A <call owner name> tab for each user who has shared calls with you. Thistab displays
only the calls for that user.

e TheAll tab, which displays all callsincluding shared calls. The calls are organized by
call owner name.

See“ Call Monitor folder tabs’ on page 5-3 for information about how tabs are used in the Call
Monitor to display calls.

Release 3.0

W7vertical wave ViewPoint User Guide
October 2012



Chapter 6

Placing Calls in ViewPoint

CHAPTER CONTENTS

Placing a call

Placingacall . ... e e 6-1
Checkinganumber. ... ... ... 6-8
Redialing numbers and returningcalls .............. ... ... .. ... ..... 6-9
Creatingconferencecalls . ...... ... .. . . i 6-9
Supervisingotherusers’calls . ....... ... ... . ... . 6-12
Using the ViewPoint Softphone. ... ... ... .. ... . .. . . . .. . 6-14
Usingaremote phone. .. ... ... .. .. 6-17

ViewPoint provides the following ways for you to place cals:

Placing calls using the Dial bar. See page 6-2.

Using the Place Call To dialog. See page 6-3.
Quick-dialing from ViewPoint folders. See page 6-6.
Placing calls using drag-and-drop. See page 6-7.

Placing calls using other contact managers. See page 6-8.

You can use any of these methods to place a call from a Wave phone (any phone physically
connected to a port on the Wave Server), aremote phone (any phone external to the Wave
system, for example a cell phone, home phone, or legacy PBX phone), or the ViewPoint
Softphone.

Note: Anocther way to place acall to auser isto double-click the user in the Extensions list.
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Placing calls with the phone on- or off-hook

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

Placing calls using the Dial bar

ViewPoint hasaDial bar on the menu bar that you can use to place calls.

Dial: -

To place a call using the Dial bar
1. Typeeither of the following in the Dia bar:

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

Note: Hyphens, spaces, periods and parentheses are allowed.

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

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

3. PressEnter to place the call.

You can aso drag-and-drop itemsinto the Dial bar, including atext phone number from another
application. See “Placing calls using drag-and-drop” on page 6-7.

To redial a call using the Dial bar

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

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

1. ChooseFile > New > Call. The Place Call To dialog opens.

# Place Call To

New Call
M ameMumber: w \-f
o @ Mame #4 | Ext | Personal Status... | Title 5
- @ 4Public Test 122
% @Y ACT Hunbgroup Yoic... 280 Available
My Mumbers Ty @Y Adin 00 Awailable Admin user
i@ Attendant
% @Y Brad Kelley 245 Awvailable
% @Y Carol French 110 Available
i @Y Carol Attoni 129 Available
% @Y Chris Hunt 10z Available
% @Y Chris Bench 305 Available
% @Y Chuck Brooks 259 Awvailable
% @Y Connie Ault 172 Available ¥
< >
Dial Nurnber;
ak, ] [ Cancel ] [ Help

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

e Enter the number to dial inthe Name/Number field. You can also type the name of a
contact or user.

* Click contacts and select a contact on the list.

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

To create a new contact, click [=] to open anew Contact dialog. To edit the
currently selected contact, press Alt and click [=]. See “Entering a new contact” on
page 10-5 for more information.
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Click Extensions and select an extension in thelist. Thelist isidentical to other
Extensionslistsin ViewPoint (see “Viewing Wave extensions’ on page 4-1).

If the extension is a user with public numbers (My Numbers marked as public), you
can choose one of those numbers from the drop-down list below the main list. See
“Entering My Numbers’ on page 6-5 for more about public numbers.

Click My Numbers. To place acall to one of your own phone numbers, such as your
home or mobile phone, select it on thelist. You can double-click ablank category to
enter a new number for it.

Note: To verify that the phone number is entered in a correct format, click .

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

Click oK to place the call.

Note: If you are using the ViewPoint Softphone, try the following troubleshooting tips
if your phone does not ring when you click OK to place acall. (Thisinformation does not
apply if you are using any other type of phone.)

If you can seethe call in your Call Monitor, select the call and choose Actions >
Take Call. If you can take the call successfully, it means that your audio deviceis
working, but that the default ringing WAV file may not be opening correctly. See
your Wave administrator.

If you can seethe call in your Call Monitor, but you cannot take the call as
described above, check your Softphone device settings (Tools > Options > Phone >
Softphone Devices). If the settings are disabled, there may be a problem with the
device configuration or the device settings were not |oaded correctly. Checking your
physical devices and device driversin Windows may help you identify the problem,
or contact your Wave administrator.

Check your phone's status in the Extensions view. If the status is off-hook but you
are not connected to the call, report the problem using the Problem Report Wizard.
(This step gathers the appropriate logs and trace files that may help your Vertica
support representative troubleshoot your problem.) See “ About the Problem Report
Wizard” on page C-1 for more information.

Exit and log back into ViewPoint to see if that resolves the issue.
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Entering My Numbers

You can store your own phone humbers in your Wave account, such as your home number or
mobile phone number, e-mail address, or instant messaging address. When placing, forwarding,
or transferring a call, you can click My Numbers and then select one of your numbers.

To enter a number or address in the My Numbers list

1. Choose Tools > Options. The Options dialog opens.

2. Click the Personal \ My Numbers tab.

=- Personal | Mame Address Public

Iy Mumbers

Warve Mail
=-Phone

Softphone Devices
= Yoice Messages Ernail

Usage Email 2

Home 2
Mobile

E-mail Not!F!cat!on M Address

Pager Motification

Cal Matification
[=- YiewPoint

Call Monitor

Call Alerts

g

3. Click the type of number you want to enter or modify, for example Home or Mobile, then
click Edit.

To delete a number, select it and then click Clear.

4. Inthe Number, Email, or IM address field, enter the phone number, e-mail address or
instant messaging address.
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5. Select thePublic checkbox to make the number publicly available. This hasthe following
effects:

e Other users can quick-dial your public numbers by right-clicking your namein their
ViewPoint Extensions list. If this checkbox is not selected, the number is kept
private and does not appear on this right-click menu.

*  Whenacal comesinto Wave from one of your public numbers, your name appears
in the From column, and can be used to identify you, for example by other users
call rules. If unchecked, calls from the number display as from “Unknown.”

Note: Incaseswherethe same number isdefined in different places, Wave chooses
thenameto display by prioritizing asfollows: (1) auser’s public number, (2) apublic
contact, (3) a private contact.

Note: Other programs can access to the number, for example, a ViewPoint Add-in that
automatically dials certain numbers. If unchecked, other programs cannot read or access
the number, though your system administrator can till view it.

6. Click OK to return to the Options dial og.
7.  Click oK to close the Options dialog.

Quick-dialing from ViewPoint folders

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

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

* Place Call. Opens a sub-menu that |lets you choose from all the available numbers for the
selected item (for example, al of acontact’'s numbers). You can also choose Other to
open the Place Call To dialog with that item selected (see “ Using the Place Call To
dialog” on page 6-3).
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You can quick-dial the following types of calls from ViewPoint folders:

To quick-dial...

Use this folder

Notes

A user or other
extension

A caller (call back)

A message (call
back)

A contact

Extensions (or the
Extensions list in the
Call Monitor’s
Phonebook pane)

Call Log

Messages (Inbox or
other folder)

Contacts (or the
Contacts list in the
Call Monitor’s
Phonebook pane)

Places a call to the Caller ID or callback
number associated with the call.

Places a call to the Caller ID or callback
number associated with the message.

Speed dialing by double-clicking

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

In the Contacts folder, double-clicking a contact may speed-dial the contact’s default number,
depending on how you have configured your Contacts folder (see “ Defining double-click

behavior in the Contacts folder” on page 12-19).

Placing calls using drag-and-drop

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

number.

For acompletelist of ViewPoint drag-and-drop operations, see*“ Dragging and dropping items’

on page 2-28.
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Placing calls using other contact managers

You can place calls by using other contact managers such as Microsoft Outlook, GoldMine or
FrontOffice 2000, or Interact Commerce Corporation’s Act!. For moreinformation, see“Using
the Wave TAPI Service Provider and Contact Manager Assistant” on page 1-2.

Checking a number

To confirm that Wave has correctly interpreted a number or address that you have entered—for
example, that it has recognized the correct country on an international call—click next to
the Number or Address field. The Check Phone Number dialog opens. You can correct any
dialing errors here before you place the call.

Note: The Check Phone Number dialog opens automatically if the number you entered was
unclear or ambiguous.

Check Phone Number

Another Mumber: 9, +1(206) 115-1160

Call using: 9 - Phore Mumber b
CountryfRegion: | United States (13 b
Cityfarea Code: | 206

Local number: 115-1160

Use country code and area code dialing rules
Show this again when a phone number is unclear

OF H Cancel ][ Help

To check a phone number

1

Under call Using, make sure the appropriate dialing service is selected for the type of
cal.

Under Country/Region, make sure the correct country is selected.

Under City/Area code and Local number, confirm that Wave has interpreted the number
correctly.

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

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

You can quickly perform the following dialing actionsin ViewPoint:
e Redial the last number you dialed. Press F12 on your keyboard.
e Return the last call you received. Press F11 on your keyboard. The name of the last caller
and the phone number appear in the status bar at the bottom of ViewPoint window.

Both these features are available from the File menu, including redial options for the last four
calls you placed while ViewPoint was running. You can redial older calls from the Call Log.

You can also redial and return calls using the Dial bar (see “Placing callsusing the Dial bar” on
page 6-2) or the phone commands (see the Wave Phone User Guide for more information).

Creating conference calls

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

The maximum number of parties that can be in a single conference can be asfew as 4, or as
many as 30, depending on how your Wave system was set up. Ask your Wave system
administrator for details.

You can create a conference call by:
* Adding partiesone at atimeto acall
* Combining separate active callsinto one call

Conference calls appear in the Parties pane of the Call Monitor. The Parties pane shows all
participants other than yourself Right-click a participant in the Parties pane to perform
commands on that participant, for example Hold or Disconnect.

*» Call Monitor

S| Name o swatus Nurriber Duration  DID

5 Name & Status Humber Duration |~ Owner
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Adding parties to a conference

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

1

2
3.
4

Dial thefirst party and wait for an answer.
Click the call in the Call Monitor folder.
Choose Actions > Conference. The Conference dialog opens.

Select the second party for the conference call or enter a phone number to dial, and then
click oK. See “Placing acall” on page 6-1 for more information.

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

While the call isringing, the only option in the Conference dialog is Cancel, which
disconnects the call:

[ Conference

;‘g-‘. Conferendng in Station 302:
3

Capcel |

After the call is answered, you are connected to the new party in a separate call. The
Conferencing dialog then presents the following options:

| Conference |

\“-;'1 Conferendng in Station 302:

[ gompete ||  conesl |

e Complete. Click to add the new party to the conference call.

» Cancel. Click to disconnect the new party’s call. You are returned to the conference
call.

Repeat steps 2-5 to add more parties to the conference.
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Adding parties to a conference using drag-and-drop

To drag and drop partiesinto aconference, you must have the Calls pane open in the Extensions
or Contacts folder, or the Phonebook pane open in the Call Monitor folder. For more
information, see “ Adjusting the Phonebook Pane layout in the Call Monitor” on page 2-26 for
instructions.

Drag and drop partiesto the conference as follows:

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

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

Note: For other drag-and-drop operations you can perform in ViewPoint, see “ Dragging and
dropping items’ on page 2-28.

Conferencing multiple active calls together

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

To conference separate existing calls together:

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

2. Choose Actions > Conference. The selected calls are now conferenced with you.
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Ending a conference call

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

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

Supervising other users’ calls

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

You can supervise callsin the following ways:

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

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

Join. You join the call asafull participant, able to hear and be heard by all partiesin the
call. Essentially, you create a conference call by inviting yourself in.

Note the following:

Each supervise command is available only if you have permission to use that command
and the user is configured to allow being supervised with that command. When
supervising a call with multiple users, al other usersin the call must be configured to
alow being supervised with that mode. If even one user aready in the call does not
permit being supervised, you cannot supervise the call. Talk to your Wave system
administrator about whether you can monitor, coach, and join other users' calls, and
which users you can supervise, if any.

You can monitor or join a call, but you coach a party in the call. For example, once you
have joined a conference call, you need to right-click one of the partiesin the call in the
Parties pane in order to see the Coach option.
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« To coach, monitor, or join acall, at least one party in the call must be from the local Wave
system. For example, monitoring acall between two Gateway users (a Wave user whose
“home” isanother node in the WaveNet network) is not supported.

« Depending on your system setup, if the person you are supervising leaves the call—for
example, transfers it to someone el se—you are disconnected.
To supervise another user’s call using ViewPoint
1.  Select one of the following:
e A cdl inthe Cal Monitor or Queue Monitor.
e A userinthe Extensionslist who is currently on acall.
« A Contact Center queue agent in the Agents pane of the Queue Monitor.

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

To supervise another user’s call using the phone

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

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

3. Press1 to confirm the extension, or press * to enter a different extension.

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

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

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

« To supervise adifferent user, press Flash # to return to the dial tone, then begin
again.
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The ViewPoint Softphone is software included with ViewPoint that appears as a new Dia Pad
tab in the Call Monitor.

If you have been configured to do so by your Wave administrator, you can use the ViewPoint
Softphone in either of the following ways:

Asyour primary phone, if you do not have aphysical phone. You can use the ViewPoint
Softphone as your primary phone from the local LAN or when you run ViewPoint while
logged in viaVVPN from aremote location.

Asyour secondary phone, when you are away from your physical phone, for example
when you are on the road.

You must have audio playback and capture devices (microphone and speakers, headset, or other
USB audio devices) on your PC or laptop in order to logon using the ViewPoint Softphone. The

default Softphone device settings will work in most cases. For information about how to

optionally modify the default settings, see “ Configuring the ViewPoint Softphone” on
page 12-10.

Specifying the ViewPoint Softphone when you log on

You specify how you want to use the ViewPoint Softphone when you log on to ViewPoint.

Yertical Wave ¥iewPoint Log on

User name: Shannon Rose Ryan
Password:
[ gwkornatically lag on as this user
Use this phone with YiewPoint
(%) Default station ID
() Station ID:
(O Remote number:

() Integrated Secondary Softphone

O Mone
The station assigned by your Administrator,
Language: Enalish v
OF ] [ Cancel ] [ Help ] [ << Options ]
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In the ViewPoint Logon dialog:
« Tousethe ViewPoint Softphone as your primary phone, select Default station ID.

« Tousethe ViewPoint Softphone as your secondary phone, select Integrated
Secondary Softphone.

About the ViewPoint Softphone Dial Pad

When you select either of the options listed above when you log on to ViewPoint, aDial Pad
icon is displayed at the bottom of the ViewPoint Call Monitor pane:

33t Dial Pad

Click on thisicon to display the ViewPoint Softphone Dial Pad. (If the entire Dial Pad is not
visible, click and drag the lower edge of the Call Monitor pane to adjust the viewing area.).

382 Dial Pad | . | Notes @8 Parties J

My Phone | Parked || &l

Number | Use to send DTMF tones while you are on a call, for example in response to
keys prompts from an IVR application. The dial pad is disabled unless you are on
a call.

In this version, you cannot place a call using the ViewPoint Softphone Dial
Pad. Use any of the standard methods to place a call in ViewPoint, as
described on page 6-16.
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Click to toggle between using your headset while on a call, or your
microphone and speakers.
0 .

Use the slider bar to adjust the call volume.

Click to mute or unmute the call.

)

Use the slider bar to adjust the volume when you are recording a call.

Placing calls using the ViewPoint Softphone

Important: Inthisversion, you cannot place acal using the ViewPoint Softphone Dial Pad.
To place acall when you are using the ViewPoint Softphone, use any of the methods described
in this chapter:

e “Placing callsusing the Dia bar” on page 6-2.

e “Using the Place Call To dialog” on page 6-3.

e “Quick-dialing from ViewPoint folders’ on page 6-6.

e “Placing calls using drag-and-drop” on page 6-7.

e “Placing calls using other contact managers’ on page 6-8.

Answering and handling calls using the ViewPoint Software

To answer acall when you are using the ViewPoint Softphone, double-click it in the Call
Monitor.
See Chapter 5, “Receiving and Handling Callsin ViewPoint” for more information, including:
» “Selecting and acting on acall in the Call Monitor” on page 5-7.
« “Commandswhileacall isringing” on page 5-8.

e “Commandswhileyou're on acall” on page 5-9.
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Using a remote phone

A Wave mobile extension allows your remote phone to be treated as a Wave station. (A remote
phoneisany phonethat isexternal to the Wave system, for exampleyour cell phone, your home
phone, or alegacy PBX phone from another phone system.)

With a mobile extension, you can do the following from your remote phone:

e Use ViewPoint to manage your voice messages and greetings, place outbound calls,
answer and manage calls displayed in the Call Monitor, and so forth. Thisfunctionality is
automatically available to you when you supply aremote number when you log onto
ViewPoint, as described in “Using ViewPoint with a different phone, Wave Server, or
language’ on page 2-10.

« UseViewPoint to manage callsthat are forwarded to your remote phone or routed to your
remote phone as aresult of an action in your routing list. (This option is set for you by
your Wave system administrator.)

» Usethe Wave phone commands for full call control even if you are not using ViewPoint.

Using a remote phone with ViewPoint

When you place acall viaViewPoint or perform other ViewPoint actions remotely, Wave rings
your remote phone's number to connect you so that you can perform the selected action.
Because Wave calls you to connect you to place acall, calls placed via ViewPoint are billed to
your office, not your remote phone's number.

To place a call from a remote phone using ViewPoint

1. Useany of the methods described in “Placing acall” on page 6-1 to place the call.

2. When Wave rings your phone, pick up your phone to be connected with the call.

To answer and handle a call using ViewPoint

» Useany of the methods described in Chapter 5.
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Using a remote phone without ViewPoint

This section describes how to do the following:
« Place calls from aremote phone. See page 6-18.
< Answer and handle calls from a remote phone. See page 6-18.

e Use* commands form aremote phone. See page 6-19.

Placing calls from a remote phone

Placing an outbound call from your remote phone after logging into Wave requires permission.
Ask your Wave system administrator if this feature has been enabled for you.

To place a call from a remote phone without using ViewPoint

1. Cdl into Wave from your remote phone.

2. When the system prompts you to enter an extension, enter # <your extension> # <your
password> #.

Press # to get an internal dial tone.

4.  Dial the number including the access code. (From internal dial tone, you can also dial
other Wave extensions, and use the* commands - see“Using * commands from aremote
phone’ on page 6-19 for alist of available commands.)

Note: When placing a series of outbound calls from your remote phone, press *+3 to end each
call instead of hanging up the phone. This keeps you connected to Wave. If you hang up, you
must call into Wave and log on again to place another outbound call.

Answering and handling calls from a remote phone

When using the Wave phone commands with a remote phone, you must press *# instead of the
Flash button to put calls on hold, use call-handling commands such as transfer or conference,
and so forth.

To answer and handle a call without using ViewPoint

1.  Pick up the phone to answer the call.

2. Press*# to access the Wave phone commands to handle the call.
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Using * commands from a remote phone

Thefollowing * commands are available if you are using a mobile extension. Some *
commands are only available if you are an agent in a Contact Center queue.

Feature Press Description
Station ID *00 Identifies the station ID assigned to your
phone.
Page *11 Pages all phones with speakers.
Call as Queue *14 + queue Contact Center agents: Sets outbound caller
extension # ID to the specified queue’s name and

extension for all subsequent calls.

Press *14 # to revert to calling as yourself.

Set Personal Status  *50 All calls ring through to you according to your

to Available current call forwarding, routing list, and other
settings.

Set Personal Status  *51 Contact Center agents: Makes you available to

to Available (Queue start taking queue calls. Non-queue calls are

Only) sent directly to your voicemail.

Set Personal Status  *52 Contact Center agents: Makes you unavailable

to Available at the end of your shift. Non-queue calls still

(Non-Queue) ring your phone.

Set Personal Status  *53 Contact Center agents: Puts you on a break

to On Break during your shift. While this status is selected,

the queue does not send calls to you.

Terminate wrap-up *54 Contact Center agents: Terminates your
time wrap-up time early and marks you as ready to
take queue calls again.
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Feature Press Description
Hear Queue *55 Contact Center agents: Plays current statistics
Statistics for a queue.
Sign In or Out of *56 + queue Contact Center agents: Signs you in or out of
Queue extension # the specified queue.
Monitor Call *57 + Lets you listen in on an active call. Neither the
extension user nor the other parties in the call can hear
you.
Coach Call *58 + Lets you coach a user on an active call. The
extension user can hear you, but the other parties in the
call cannot.
Join Call *59 + Lets you join another user’s call as a full
extension participant. All parties can hear you.
Block Caller ID *67 + Keeps your caller ID information private for the

Block Call Waiting

extension or
number to dial

*70 +
extension or
number to dial

next call.

Turns off all audio and visual call waiting
indicators available on your phone for the next
call.

Conference *71 Adds the party to a conference.
Night Answer - *85 Redirects all inbound calls to the Wave system
Enable to a predefined destination.
Night Answer - *86 Turns off night answer mode.
Disable
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Feature

Press Description

Log Incident

Softhold
(Accept Call
Waiting)

*%

*#

Logs a time stamp in the Wave system trace
logs that may be useful when troubleshooting
a problem.

Places the active call on hold and connects you
to the incoming call.

If you put a call on hold when you are using a
mobile extension and then hang up your
phone, the party on hold will be dropped. This
behavior is different than when you hang up
with a party on hold while using a regular Wave
phone (an internal station)—in that case, the
party on hold remains on hold until you retrieve
the call or the call rings back your phone.

For details on how to use a specific * code, see the Wave Phone User Guide.
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About managing voice messages in ViewPoint

You can manage your voice messages and call recordingsin Wave ViewPoint in the same way
that you manage e-mail messages in your e-mail program. Your new voice messages or
recordings appear in alist in your Inbox folder according to the time and the caller. You can
listen to them in any order you want, and you can easily forward them, reply to them, or save
them.

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

The Messages folder is your complete voice mailbox. It contains your Inbox, Saved, and
Deleted folders, which hold your voice messages as well as any call recordings sent to your
mailbox. New messages appear in the Inbox folder. Use the audio controls above the status bar
to play your voice messages. When you play a message, the audio bar shows elapsed message
playback time in minutes and seconds.

ﬁlnhox - ¥Yertical Wave YiewPoint H=]E3

File Edit Wew Tools Actions  Help Dial: Enter a number or name ko dial -

Piiew v | B | & X | ChReply CdReplvtosl 6 Forward | () Associate | @) |

Messages #, Inbox
[F @ | =!8 From | Recetved v | Length | humber | Mo
% Saved Steve Torte 5/30/2008 11:26:27 AM 03 117 m

5/19/2008 12:18:31 PM
\91 Deleted (1) S

4| | 7]
1% call Monitor

Wave - 5/19/2008 12:18:31 PM | Motes
[ Contacts

‘Welcome! Ta set up your voice mail and phone system account, we recommend that you record your ;I
:ﬁ, Call Log wvoice title and create a custom voice mail greeting, For instructions, please refer to the pocket reference LI

r 1
Azl ae|un |HG| } 00:00.0

| 21tems, 2 Unheard | Matt Wialler (x171) | FwD +| @9 wailable ~| % + 2

Voice messages have the following display attributes:
« Bold text indicates a new (Unheard) message.
e FWw: in the From column indicates a message that was forwarded to you.

* You can view the date on which aforwarded message was created by showing the
Created column in the Messages folder. See “Customizing columns” on page 12-20.

e RE: inthe From column indicates a message that was sent to you in reply to another
message.
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Messages folders

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

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

* Saved folder. Saved messages appear here. When you save a message by using the phone
commands, it moves to the Saved folder.

* Deleted folder. When you delete avoice messagein ViewPoint, it ismoved to the Deleted
folder. VVoice messages del eted using the phone commands do not appear in the Deleted
folder. To empty the Deleted folder, see “ Emptying the Deleted folder” on page 2-34.

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

Shared message folders

Your Wave system may be set up to share other users' voice message folders with you. If so,
you will see each shared folder in your Messagesfol der. The actionsyou can performin ashared
folder depend on the permissions you’ ve been given for that folder. Likewise, your own
message folders can be shared with other users. To change folder sharing, talk to your Wave
system administrator. For more about folder sharing, see “ Sharing folders’ on page 2-35.

Viewing Custom Data

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

Archiving voice messages and call recordings

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

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

Listening to your voice messages and call recordings

Listeni

To listen to a voice message or call recording, double-click it in any Messages folder. For
instructions on using the audio controls, see “Using the audio controls’ on page 2-36.

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

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

ng to a voice message as it is being left

To listen to a voice message as the caller isleaving it, without being heard by the caller, see
“Screening avoice message asit isbeing left” on page 5-9.

Handling your voice messages

You can perform the following tasks on a voice message using afew mouse clicks:
* Forward it to other users. See page 7-5.
* Reply to one or more users directly with a voice message of your own. See page 7-6.
« Return thecall, if the Caller ID or contact information is available. See page 7-6.

* Export the voice message as aWAV or MP3 file. See page “ Exporting ViewPoint
recordings’ on page 2-41.

¢ E-mail the voice message asa WAV or MP3 file attachment. See page 7-7.
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Open the contact record of the contact who left the message. See page 7-7.
Call back the person who left you the message. See page 7-6.

Associate a message with a contact so the caller is recognized. See page 7-8.
Delete a voice message. See page 7-7.

Mark an existing message Private, Unheard, or Urgent. See page 7-8.

Add notes to an existing message. See page 7-9.

Send a new voice message to other users. See page 7-12.

Forwarding a voice message

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

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

To forward a voice message

1

In any Messages folder, right-click a voice message that you want to forward and select
Forward on the shortcut menu. The Forward M essage dialog opens.

In the Available Users list, select the users or groups to whom you want to forward the
message. Selecting a group forwards the message to all members of the group. Select
multiple items by holding the Ctrl key while you select.

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

Optionally, record a short message that introduces the message you are forwarding. Use
the audio controls (for detailed instructions, see “Using the audio controls’ on
page 2-36).

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

Replying to avoice message lets you send arecorded reply directly to the voicemail of the user
who sent you the message. You can send the reply to other users aswell. Select the message and
choose Actions > Reply. Then perform steps 3-5 of “To forward a voice message” inthe
previous section.

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

Note: Replying to a message sends a new message to another user's voicemail. To call back
the person who |eft you the voice message, choose Actions > Place Call instead (see the next
section).

Note: If the user who sent you the message has since been deleted, the Reply and Reply All
options will be disabled in the Actions menu. In this situation, the sending user’s name will
remain in the messages's From field until you switch views, after which it will change to
“Unknown”.

To reply to all recipients of a message

1.  Select the message.

2. Click Actions > Reply to all.

The recipients are listed in the Recipients pane of the Reply to Message dialog.

Calling back the person who left a voice message

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

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

To call a person back

1. Select the voice message left by the person you want to call back.

2. OntheActions menu, choose Place Call or Speed Dial.
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E-mailing a voice message

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

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

To e-mail a voice message

1.  Select the message you want to send by e-mail.

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

3. Address and send the e-mail as you normally would.

Opening the contact record from a voice message

If avoice message was | eft by an identified contact (see Chapter 10), you can open the contact
record to view or change information about the contact. To do so, choose Actions > Open
Contact.

Deleting voice messages

By default, messagesin the Deleted folder that are older than three days are permanently
removed from Wave. For information about how to change the default, see “Emptying the
Deleted folder” on page 2-34.

To move a voice message to the Deleted folder

1.  Select the message.

2. Choose Edit > Delete. The message is moved to the Deleted folder. You can still play it or
retrieveit if necessary.
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Deleting a voice message permanently

To delete a message permanently, hold down the Shift key while you choose the Delete
command. A messageis also del eted permanently when you delete it from the Deleted folder or
empty the Deleted folder. See “Managing the Deleted folder” on page 2-33.

Associating a voice message from “Unknown” with a contact

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

See “Associating acall or Caler ID number with a contact” on page 10-11 for complete
instructions.

Marking a voice message unheard

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

Marking a voice message Urgent or Private

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

Theiconsin the columns to the right of the envelope icon show whether a message is Urgent
£ or Private ) .

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

* To mark avoice message Private, select the message and choose Actions > Mark As
Private. After amessage is marked Private, it cannot be made not Private again.
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Adding notes to a voice message

To add written notesto avoice message, click the message and type your notesin the Notes Pane
at the bottom of the Messages folder. Notes that you enter during arecorded call are
automatically saved with the recording in your Inbox.

Any notes on a message accompany that message when it is forwarded to another user.
Hiding and showing notes

To hide or display the Notes Pane, choose View > Notes Pane. To hide the Notes column, see
“Showing and hiding columns” on page 12-20.

Adding bookmarks to a voice message
You can add bookmarks to a voice message to indicate a specific section within the message.

Thisisuseful if you want to be able to reference specific details later. Also, since bookmarks
accompany the message when it isforwarded to another user, when forwarding along message,
you can use bookmarks to direct the recipient’s attention to a specific section.

Note: Adding bookmarks does not shorten the voice message or changeit in any way—it just
positions message playback to start at the first bookmark and end at the second bookmark. The
entire message is still available for playback.

To add bookmarks to a message, use the orange triangles at the bottom of the playback bar.

Wave - 81312010 22:26:17 . | Motes i

‘Welcome! To set up your voice mail and phone system account, we recommend that you record your voice title and create a
cuskom woice mail greeting, For instructions, please refer to the pocket reference card or on-line help, Thank you!

b a MW HER J 00:04.2

Ao

Click and drag each bookmark to the point in the message that you want to reference.
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Managing call recordings

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

« Recordings that you made yourself using the Call Monitor (see “Recording acall” on
page 5-13).

« Recordings made automatically by the system. Usually such recordings are sent to the
voice mailbox of a Wave system administrator or Contact Center queue supervisor. If you
are receiving such recordings in error, speak to your Wave system administrator.

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

Managing your voicemail maximums

Choose Tools > Options > Voice Messages > Usage to view the size of your voice mailbox (in
minutes), and the percentage of that space you have used.

Your voice mailbox has alimited amount of disk space (in minutes) to store your voice
messages. |n addition, your mailbox has a maximum length for any individual message. The
default is 180 seconds (3 minutes).

Note: If youlog on to Wave using the phone commands and your voice mailbox is nearly full,
Wave prompts you to empty your Deleted folder.

Setting a maximum length for your voice messages

You can conserve space by setting amaximum length for voice messages. If amessage exceeds
the time limit, Wave ends the message. The default maximum is 180 seconds (three minutes).
The highest maximum you can set is 300 seconds (5 minutes), unless your Wave administrator
changes the limit.

Note: Call recordings are not limited by message length specified here, but are limited only
by the size of your voice mailbox.
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To set the maximum length for voice messages
1. Choose Tools > Options. The Options dialog opens.

2. Click the Voice Messages tab.

= Personal Maximurm messar g
4 ge length:  |180 seconds
Iy Mumbers -
Wave Mail ‘Woice messages playback order:
&-Phone X |Unheard {oldest to newest), Heard {oldest to newest) w
Softphone Devices
= Flay a sound when a new message arrives
Usage

E-mail Motification

Pager Motification

Call Matification
[=- YiewPoint

Call Monitor

Call Alerts

|

3. IntheMaximum message length field, enter the maximum voice message length in
seconds.

4. Click OK.
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Sending a message directly to a user’s voicemail

You can record amessage and send it directly to the voicemail of one or more Wave users.

Choose File > New > Voice Message. The New Message window opens.

#; New Message

Ayailable Users: Fecipients:

&8 4Public Test A
Q ACT Huntgroup Yaice. ..
& Admin
Q Brad Kelley
Carol French
s Carol Atroni v

Options
[ Private [ Urgert

Audio

H 00:00.0

HMotes

Send [ Cancel ][ Help ]

Click the recipients who you want receive the message in the Available Users list. Hold
down the Ctrl key asyou click to select multiple users. If you select a Group, the message
is sent to every user within the Group.

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

Use the audio controls to record the message. For instructions, see “Using the audio
controls’ on page 2-36.

Select any of the following options:

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

e Urgent. The voice message is marked Urgent.

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

Click send to send the message.
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Knowing when you have new voice messages
New voice messages appear in the Inbox folder soon after they are left. Wave indicates new
voice messages in the following ways:
e Number in navigation pane
»  Stutter dial tone
» Message-waiting light (if supported by your phone)
e Sound played
e E-mail, pager, and call notifications

Number displayed in the Navigation Pane

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

Messages

| i¢ Inbox (1) |
wg Saved
2 Deleted

Stutter dial tone

“f Messages (1)

A dial tone that begins with a stutter when you pick up the phone indicates

that you have Unheard voice messages. kdoCal blonitor

[=] Contacts

ﬁ Call Log
Message waiting light £ Configuration

»

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

Sound played
You can have Wave play a sound whenever a new voice message arrives. Choose Tools >

Options, click the Voice M essagestab, and select the Play a sound when a new message arrives
checkbox.
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E-mail, pager, and call notifications

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

You can receive notification for all voice messages, or for urgent messages only. You can also
receive notifications only on specific days or at specific times. See “ Scheduling notifications”
on page 7-19.

Note:

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

* Notification is sent only for new voice messages, not new call recordings.
Setting up e-mail notification

E-mail notification messagesincludethecaller'sname (if available), the phone number at which
the call originated, the extension at which the message was | eft, the message length, and any
notes associated with the message. You can even have Wave attach the voice message itself to
the e-mail as an audio file so that you can play it wherever you are.
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To set up voice mail notification
1. Choose Tools > Options. The Options dialog opens.
2. Click the Voice Messages\ E-Mail Notification tab.

= Personal After receiving a message, notify me via e-mail:
My Humbers Da ot send e-mail notifications v
Wi ave: Mail

=-Phone ‘

Softphone Devices
= Yoice Messages
Usage

E-mail Mo on
Pager Motification
Call Motification
[=- YiewPoint

Call Moritor

Call Alerts

e T cun o)

3. Select one of the following notification options on the drop-down list:

* Do not send e-mail notifications. You do not receive e-mail notification of new
VOoice messages.

* Send e-mail for all messages. You receive an e-mail notification whenever you
receive a new voice message.

¢ Send e-mail for Urgent messages only. You receive an e-mail notification whenever
you receive a voice message marked Urgent.

4. Inthe E-mail address(es) field, type one or more e-mail addresses to which you want
Wave to send notifications. Separate addresses by semicolons.
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To instruct Wave whether to attach the voice message to the e-mail asa WAV file, select
one of the following options on the drop-down list:

* Do not attach voice message. Messages are not attached to the e-mail.

* Attach voice message. Messages are attached to the e-mail and also appear in the
Inbox folder marked as new (Unheard).

e Attach voice message and mark as heard. Messages are attached to the e-mail and
appear in the Inbox folder marked as old (heard).

e Attach voice message and delete from Inbox. Messages are attached to the e-mail
and are moved to the Deleted folder.

Click OK.

Setting up pager notification

Pager notifications can include the Caller ID of the voice message, the Wave extension that the
caler dialed, and the length of the voice message.

To set up pager notification

1
2.

Choose Tools > Options. The Options dialog opens.

Click the Voice Messages\ Pager Notification tab.

= Personal
My Numbers
Wawve Mail
= Phone
Softphone Devices
= ¥oice Messages
Usage
E-mail Motification

Pager Noification
Call Motification

(= ¥iewPoink
Call Monitor
Call Alerts

hange Password...

After receiving a message, notify me via pager:

Da not send pager notifications 4

QK H Cancel I[ Help
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3. Select one of the following notification options on the drop-down list:

* Do not send pager notifications. You do not receive pager notification of new voice

messages.
e Send a page for all messages. YOU receive a page whenever you receive a new
Voice message.
e Send a page for Urgent messages only. YOU receive a page whenever you receive a
voice message marked Urgent.

4, Inthe Dial Sequence field, enter the dial string for your pager, including the phone
number of the paging service and your pager's PIN, if required. The dia string can
contain any touch tone digit (0-9, *, #). You can enter commas to indicate 2-second
pauses in the dial sequence.

You can also use the following special characters to add information to the page:

e | orisendsthe Caller ID number (for an external call) or Wave extension (for an
internal call).

» E or e sends the Wave extension that the caller diaed.
* L or| sendsthe length of the voice message in seconds.

For example, the dial sequence 18007771000, , ,1245983#E causes Wave to dial your
paging service, pause for 6 seconds, enter your pager’s PIN (1245983) followed by # to
indicate end-of-PIN, enter your extension (the extension at which the voice message was
left), and then hang up. Your pager would display only the extension, 103 for example.

5. Click oK.
Note:

« If you receive only the last portion of the pager data that you specify, you may not
have placed enough pauses between the pager number to be dialed and the
information to send. If this problem occurs, add more commas to the Dial Sequence
field.

« Do not enter multiple stars (*) in arow in the pager string. Use only one star to send
adash. Multiple consecutive stars can terminate the page message.
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Setting up call notifications

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

Note: You can enter or change the phone number to which notification calls are sent using the
phone commands. To do so, log on and press 6 4. By logging on from a remote phone, you can
have call notifications sent to wherever you are.

To set up call notification
1. Choose Tools > Options. The Options dialog opens.
2.  Click the Voice Messages\ Call Notification tab.

= Personal After receiving a message, call me so I can hear it

My Mumbers Do not call me £
Wave Mail
=-Phone J
Softphane Devices
= Yoice Messages
Usage
E-rnail Motification
Pager kion

Call Monitar
Call Alerts

|
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3. Select one of the following notification options from the drop-down list:
* Do not place call notifications. Calls are not placed for new voice messages.
* Place call for all messages. A call is placed whenever anew voice message arrives.

* Place call for urgent messages only. A call is placed whenever a voice message
marked urgent arrives.

4,  Enter the phone number to which notification calls are placed in the Number field. You
canasoclick | to open the Notify Me via Call dialog, where you can select the
number to call (see “Using the Place Call To dialog” on page 6-3).

5. Click OK.

Scheduling notifications

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

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

To schedule notifications

1. Choose Tools > Options. The Options dialog opens.

2. Under Voice Messages, choose the notification tab for the type of notification that you
want to schedule (E-mail Notification, Pager Notification, or Call Notification).
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3. Click schedule. The Schedule Notifications dialog opens.

Schedule Email Notifications E]

(%) Always send a notification
() Only send a notification during the Following times:
Description Enabled
[ OF ] [ Cancel ] [ Help ]

4, Click Only send a notification during the following times, and then click Add. The
During Dates and Times Wizard dialog opens.

During Dates and Times le

This schedule applies during the days and times specified,

(®) During business hours
() During non-business hours
() After business hours on workdays
) On non-workdays
O On holidays
Wiew Business Hours, Waorkdays and Holidays

O During custom hours

Enable this schedule action = Back Finish ] [ Cancel
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To base the notification times on your system’s business hours, click one of the optionsin
the top group. Click the link to view your system’s schedule for business hours and
holidays. After making your selection, click Finish.

To base notification times on another schedule, click During custom hours, then click
Next. See the next section, “ Specifying custom hours.”

Check Enable this schedule action to make this schedule action active. Unchecking it
means that notifications will not be sent during the time frame specified in this schedule
action.

Specifying custom hours

To specify custom hours

1

If you selected During custom hours as your schedule action, click Next on the During
Dates and Times page to open the next Wizard page, where you can specify when the
notification activates.

During Dates and Times fgl

Weekly | On a Specific Date and Time

The following weekdays and hours define the schedule:

[ Monday |

[ Tuesday |

[ wednesday |

[ Thursday |

[ Friday |

[ saturday |
|

[ sunday

< Back ] [ Finish ] [ Cancel
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To have the notification activate on a daily or weekly basis

2.

4,

On the Weekly tab, check the days on which you the call rule to activate. The notification
will activate every week on that day during the times specified.

To edit the active hours for aday, click the .| button for that day. You can also typein
the hours using hyphens for a range and commas to separate multiple ranges. For
example: 9:00 AM - 12:00 PM, 1:00 PM - 5:00 PM.

Click Finish.

To have the notification activate on one or more individual dates

5.

Click the On a Specific Date and Time tab.

During Dates and Times fgl
Add specific dates and times to your schedule:
Date: 2}18{2011 b
Time Ranges: | 9:00 AM - 5:00 PM E]
Dates and Times:
Date Time Ranges Remove
Enable this schedule action [ = Back ] [ Finish ] [ Cancel ]

Enter or select a Date from the drop-down calendar control to specify when the
notification will be active.

To edit the active hours for that date, click _.|. You can also type in the hours using
hyphens for arange and commas to separate multiple ranges. For example: 9:00 AM -
12:00 PM, 1:00 PM - 5:00 PM.
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Click Add to add that date, with its selected hours, to the Dates and Times list.

9. Repeat steps 6 through 8 to add other dates to the Dates and Times list, if needed. The
notification will activate on each date/time specified in the Dates and Times list.

10. Toremove adate from the Dates and Times|ist, click it and click Remove.

11. Click Finish when done.

Managing voicemail greetings

Greetingsare recorded messagesthat call ers hear when they reach your voicemail. For example,
“Thisis Steve. I'm not at my desk at the moment, but leave me amessage and I'll get back to
you soon.”

With Wave you can record and store multiple greetings and specify when you want Wave to use
each one. For example, you can have anormal greeting for everyday use, another greeting for
extended absences, and athird greeting for vacations. You can also create and use custom
greetings for individual callers (see Chapter 11).

Space for greetings

You have alimited amount of disk space for greeting and voicetitle recordings. See your Wave
system administrator to find out how much space has been allocated to you and how much you
have used.
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The Greetings folder

The Greetings folder |ets you view and manage your greetings. To open the Greetings folder,
click configuration in the navigation bar, and then click Greetings.

2"‘ Greetings - Yertical Wave ViewPoint

File  Edit Wew Tools Actions Help
o - % |9 X | ¥ @)

‘ = Greetings ‘

Dial: -

) Persanal Statu ® % Initial Greeting The person you have attempted ... 4/25/2010
+?3' Routing Lists
w Groups

m Public\Groups

4% call Monitor

[;] Contacts

. Initial Gresting | Notes
E Call Log

The person you have attempted ko reach is unavailable,

<% Configuration

=l p u@® Wb HE

00:00.0

The Greetings folder contains three sections:
e The Greetings list. Your existing greetings appear here.

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

The audio controls. Use these controls to record a new greeting, import a greeting from
disk, or rerecord a selected greeting. See “Using the audio controls’ on page 2-36.
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The personal status default greeting

Thisicon identifies the personal status greeting. The personal status default greeting is
V) used by all personal statuses unless a specific personal status is configured to use a
different greeting. (See “Modifying a personal status’ on page 3-8.) Note that this
column is called Is Default in the Show Columns dial og.

The active greeting

Thisicon identifies the greeting that Wave plays by default when callers reach your
f voicemail. Only one greeting at atime can be the active greeting. Callers may hear a
greeting other than your active greeting if you specify adifferent greeting in acal rule,
routing list, or personal status. Note that this column is called Is Active in the Show
Columns dialog.

Greeting hierarchy

A routing list, acal rule, and your active greeting can all specify a different greeting to play
when the caller reaches the final action of your routing list (usually the final action isyour
voicemail). In case of aconflict, therouting list’sgreeting (if oneisspecified) overridesall other
settings.
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1. ChooseFile > New > Greeting. The Greeting dialog opens.

& Untitled - Greeting

General

o

Mame: |

Date recorded: |

Audio:

o «n AR

Recording audio script:

00:00.0

[ Active greeting For this extension

[] Default personal status greeting

l

H Cancel ][ Help

2.  Enter aName for the greeting.

3. Record the greeting by using the audio controls. See “Using the audio controls’ on

page 2-36.

4. IntheRecording audio script field, enter the greeting description, typically the text of the

recorded greeting.

5. Select the Active greeting for this extension checkbox to make this the greeting that
callers hear when they reach your voice mail. Other greetings will be played only if you
reference them in acall rule, routing list, or apersonal status.
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6. Select the Default personal status greeting checkbox to make this greeting the default
greeting used by all personal statuses unless a specific personal statusis configured to use
adifferent greeting.

7. Click oK.

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

E-mailing a greeting
You can e-mail agreeting asa WAV file attachment.

To e-mail a greeting
1.  Select the greeting that you want to e-mail.

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

3. Address and send the e-mail as you normally would.

Synchronizing Wave voice messages and contacts with your e-mail program
You can use Wave Mail to synchronize your voice messages and contacts between Wave and
your e-mail program. Wave Mail alows you to:

* Receive, listen to, and manage your voice messages from either Wave or your e-mail
program.

» Share and maintain asingle set of contacts between Wave and your e-mail program.

Important: Inthisversion, Wave Mail workswith thefollowing e-mail providers. You canuse
an e-mail program supported by these providers to access your shared voice messages and
contacts, for example Microsoft Outlook.

e Microsoft Exchange 2007
¢ Microsoft Exchange 2010
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How voice message synchronization works

This section describes the following:
* How voice message folders are used. See page 7-28.
* How you can listen to and act on synchronized voice messages. See page 7-29.
< About potentia conflicts between Wave Mail and Exchange or Outlook rules. See page
7-29.

How voice message folders are used

After you enable Wave Mail according to the steps in this section, al of your existing Wave
voice messages (New, Saved, and Deleted) are sent to your e-mail program and stored in the
following folders:

Wave voice message status E-mail program destination folder

New Inbox
Saved Wave Saved Messages
Deleted Deleted Items

Wave Mail continues to monitor activity in these two sets of folders.

« After your voice messages are synchronized for the first time, all subsequent new Wave
voi ce messages are automatically delivered to your e-mail Inbox folder as well.

« If you move a message between the folders on the Wave side, Wave Mail movesit
accordingly on the Exchange side. Similarly, if you move a message between the folders
on the Exchange side, Wave Mail moves it accordingly on the Wave side.

*  Wave Mail maintains synchronization of the Heard/Unheard (Read/UnRead),
Urgent/Normal, and Private/Normal message states in the folders on both sides.
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< If you move amessage to any other folder on the Exchange side, Wave Mail permanently
del etes the message on the Wave side.

* If you rename the Wave Saved Messages folder, Wave Mail continue to use it with the
new name.

« If you delete the Wave Saved Messages folder on the Exchange side, Wave Mail will
re-create it automatically the next timeit needsit to synchronize amessageresiding in the
Saved folder on the Wave side.

How you can listen to and act on synchronized voice messages

With Wave Mail, you can listen to and manage your voice messages in any of the following
ways:
* Viathe phone, using the phone commands. See the Wave Phone User Guide for details.
« ViaViewPoint, as described earlier in this chapter.

« Viayour e-mail program. See its documentation for details.
About potential conflicts between Wave Mail and Exchange or Outlook rules

If you have Exchange or Outlook rules for processing messages, it is possible that one or more
rules may be executed on a message that interfere with the expected synchronization between
Wave Mail and Exchange. For example, arule might move amessage to another folder, causing
avoice message to be deleted before you have a chanceto listen to it.

To avoid conflicts of this type

1. Defineanew rule and make it the first rule to be executed before any other rules.

2. Configurethat ruleto identify incoming voice messages delivered to the user’s Exchange
Inbox by Wave Mail. For example, the rule could search for “Voicemail: From” in the
message subject, or use other identification logic that appliesto a particular user.
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3. Addan action that if the rule identifies an incoming voice message delivered by Wave
Mail, stop processing al other rules. For example, an Outlook rule might look like this:

E-mail Rules | Manage Alerts

i_\:} Mew Rule... Change Rule = 53 Copy... >( Delete Run Rules Mow... Options
Rule {applied in the order shown) Actions
Yoicemail: Fram: b

Rule description {click an underlined value to edit):
Apply this rule after the message arrives
with Yoicemail: From: in the subject
stop processing more rules

0K |[ Cancel ][ apply

How contact synchronization works

After you enable Wave Mail according to the stepsin this section, al of your existing Wave
contacts and your e-mail contacts are compared. Duplicate contacts are processed so that Wave
and your e-mail program end up with asingle set of matching contacts. (Duplicates are
determined primarily by a name match, but address matching—phone numbers, e-mail
addresses, and so forth—are al so used to determine amatch.) When you enable Wave Mail, you
specify whether you want to use the information in your Wave contact or your e-mail contact to
take precedence in case of a conflict.

With Wave Mail, you can manage your contactsin ViewPoint or viayour e-mail program. After
your contacts are synchronized for the first time, Wave Mail monitors both contact lists for
subsequent additions, changes, and del etions and updates Wave and your e-mail program as
necessary to keep both contact lists synchronized.
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Configuring your Wave Mail mailbox in ViewPoint

Important: Before you can begin synchronizing your voice messages and contacts between
Wave and your e-mail program, your Wave system administrator must assign you the
appropriate permission and configure your user account to use the feature. (If the settings
described bel ow are disabled, thishas not yet occurred.) Either your Wave system administrator
or you then need to perform the following stepsto configure your Wave mailbox. If you perform
these stepsin ViewPoint as described bel ow, your Wave system administrator can tell you what
information you need to enter here.

To enable Wave Mail and configure your Wave Mail mailbox
1. Choose Tools > Options. The Options dialog opens.
2. Click the Personal \ Wave Mail tab.

3. Sdlect the Enable voice mail and contact synchronization checkbox.

[=I-Personal Enable voice mail and contact synchronization

Iy Mumbers

Wave Mai Mail server: SCExch2010 b
=-Phone

Softphone Devices Arcount narne:
=l ¥oice Messages Password:

Usage

E-rnail Notification Contact conflict priority

Pager Motification (%) Waye has priority

Call Matification O External mai h orit
= ViewPoint xternal mail server has priority

Call Alerts

Change Password. .. K ] [ Cancel ] [ Help
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4.  Select the name of your Exchange Mail server from the drop-down list.

5. Enter the Account name of your email provider.

6. Enter the Password for your e-mail provider’s account.

7. Select one of the following Contact conflict priority settings. This setting determines
which contact takes precedence if similar contacts exist in Wave and your e-mail
program.

* Wave has priority. The Wave contact information will be propagated to your e-mail
program.

e External mail server has priority. The e-mail contact information will be propagated
to Wave.

8. Click OK.
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The Call Log folder

The Call Log folder contains arecord of all incoming and outgoing phone calls associated with
your extension. Internal calls—calls between Wave users—may or may not be logged,
depending on how your Wave system administrator set up the system.
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To open the Call Log folder, click its entry in the navigation bar.

E’ CallLog - ¥ertical Wave ViewPoint
File  Edit View Tools Actions  Help

PBumen v | i )

Dial:

‘7 Messages {1

3

{2 call Monitor

[=] Contacts

ﬁ Call Log

There are no items ko show in this view,

| | 1Day * Injoutbound calls | @) ]
2 CallLog
@ CallLag &b From To Humber

Start Time

B

T Durati

¥

§:§ Configuration

| Mates

: ‘

Call Log folder f

ilters

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

1Day

* Infoutbound cals =

Use either or both of the following:

e Time filter. View the most recent calls according to the time frame you select. Thetime
frame begins at midnight for the range selected; for example, “1 day” shows calls since
midnight of the current day, and “1 month” shows calls since midnight of this date last
month.

e Inbound/outbound filter. View only inbound calls, only outbound calls, or both.
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Call Log folder columns

Press F1 to see adescription of the columns availablein the Call Log. Many columnsare hidden
by default.
You can view more information for a call in the following ways:

« Double-click acall to view it in the Call Details dialog, in which more columns are
displayed. See the next section.

e Add more columnsto the Call Log folder itself. See “ Customizing columns’ on
page 12-20.
Viewing call details

You can view moreinformation about your callsby double-clicking acall inthe Call Log folder.
The Call Details dialog opens.

£ call Details H=]E3
ﬂ“ Unknown 4/24/2008 11:55:33 AM  4/24/2008 11:56:42 M 1:09 4,!’
|4 | 2
Copy ko Clipboard | Help |

4

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

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

Column Description

ey | Indicates the incoming and outgoing components of the call,
: 4 respectively.

Name Name of the parties in the call. On incoming calls, “Unknown”

appears unless the user identified the caller as a contact. On
outgoing calls, the user’s name appears.

Start Time Date and time that each party began participating in the call.
End Time Date and time that each party left the call.

Duration Duration of the call.

Answered Time Date and time that the call was answered.

Answered By Name of the users for whom this was an incoming call.
Account Code Account code associated with the call, if any. See “Entering an

account code for a Call Log entry” on page 8-8.

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

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

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

Access Code On outgoing calls and incoming calls over an |IP gateway, the
access code of the dialing service used to place the call.
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Call Details Columns (continued)

Column Description

DID On incoming lines, your Direct Inward Dial number if the caller
used it to call you. DID is not applicable for outgoing lines.

Device On incoming lines, the trunk or station number at which the call
was placed. On outgoing lines, your station number.

Dial String Digits that Wave actually dialed over the trunk, which can be
different than the digits Wave displays in a contact's phone
number. For example, a dial string can contain an international
or long-distance access code, least-cost routing information, or
dialing prefix or suffix.

Left Message A check in this field indicates that the caller left a voice
message.
Result How the call ended. The possible outcomes are:

Abandoned. Caller hung up before the call was answered.
Connected. Caller was connected to a party.

To voice mail. Caller went to voice mail, but did not necessarily
leave a message.

Blind transfer. A blind transfer sent the caller to another party.
See note below.

Supervised transfer. A supervised transfer sent the caller to
another party. See note below.

Login. Caller logged in to a valid Wave user account.

Login failed: Caller attempted to log in to a Wave user account,
but failed to enter a valid password within the maximum number
of retries allowed.

No Answer. Outbound call was not answered.

Unknown. Wave was unable to identify the outcome of the call.
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Call Details Columns (continued)

Column Description

A call result of “Blind transfer” or “Supervised transfer” is
displayed in a user’s Call Log only if the calling user performs
the transfer, not the called user. For example:

If user A calls user B, and then user A transfers the call to user
C, user A's Call Log displays a “Transfer” result for the call.

If user A calls user B, and then user B transfers the call to user
C, user A's Call Log displays the call’s result as “Connected”,
and user B’s Call Log displays a “Transfer” result.

See “Blind, supervised, and direct-to-voicemail transfers” on
page 5-11 for a description of the different types of call transfer.

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

Taking notes on a Call Log entry

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

To take notes on a Call Log entry, select the entry, click in the Notes Pane, and then type your
notes. When you are done, you can press Enter or click your mouse anywhere. The notes you
just created appear in the Notes column for that Call Log entry. You can enter up to 2000
character in the Notes field.

Sending an e-mail message about a Call Log entry

You can create an e-mail message from aCall Log entry that is automatically preformatted with
call details. This can be useful for receptionists who sometimes need to send written messages
about acall.

To createan e-mail from the Call Log, select acall and choose Actions > Send To. A new e-mail
message opens preformatted with call details. You can add optional notes or other information
before sending the e-mail.
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Associating a call from “Unknown” with a contact

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

See “Associating acall or Caler ID number with a contact” on page 10-11 for complete
instructions.

Returning a call in the Call Log

To return a call in the Call Log

1
2.

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

¢ Place Call. Thiscommand lets you choose the number to dial from a submenu. If the
caller isacontact, you can choose the phone number to call from the list of the
contact’s phone numbers. You can also choose to call by using the Caller ID number
of the call.

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

Click oK. Wave dial's the number.
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Entering an account code for a Call Log entry

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

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

Enter Account Code for "Unknown' [ %]

Account Code: I

OF I Cancel | Help |

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

You can aso enter an account code during a call using ViewPoint (see “ Entering an account
codefor acall” on page 5-17) or the phone commands.

Opening the contact record from a contact’s call

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

Sharing the Call Log

Your Wave system administrator may have shared other users' Call Logs with you. If so, your
Call Log will contain atab for each share, where you can view the other users' call history.
Likewise, your Call Log may be shared with other users. To change Call Log sharing, talk to
your Wave system administrator. For more about folder sharing, see “ Sharing folders’ on
page 2-35.
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Reporting on the Call Log

If you want to create reports based on the contents of your Call Log, you can run the Wave
Contact Center Reporter by choosing Tools > Reports. In order to use the Contact Center
Reporter, you must have permission to do so and it must be licensed on your system.

For help about a particular report, click Help on the Contact Center Reporter toolbar in Excel,
or choose Help in the Contact Center Reporter dialog. See your Wave system administrator for
more about using the Contact Center Reporter.
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About call forwarding and routing lists

Vertical Wave provides two ways of receiving your calls at a phone other than your own,
ensuring that you do not miss important calls when you are away from your desk:

e Call forwarding. You send your incoming callsto ring at another phone. You can forward

to another extension or an external number (for example, your home phone number).

Click Tools > Call Forwarding to forward your calls to another number (see “Forwarding

calls’ on page 9-2).

Note: By default, when you forward your callsto aremote phone, the forwarded callsdo

not appear in the ViewPoint Call Monitor and you cannot use ViewPoint call handling

features on the calls. Your Wave administrator can optionally configure your account so

that these calls appear in the ViewPoint Call Monitor.

e Routing lists. Your incoming callstry a series of phone numbers until you answer at one
of them. You can also specify how your calls are handled when you are on the phone or

do not answer. Open the Routing Lists folder to create routing lists (see “Using routing
lists’ on page 9-5).
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Forwarding calls

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

G Call Forwarding [ e

Call Forwarding Settings
O On: [enter or select a number below)
© O Softphons
@ Off: Station 1793
General | Advanced
Name/burber. | 1793 -
ACT Huntgroup Yoic... 280 =
My Numbers | | Admin 0o
Attendant
Brad Kelley 245 1793
Carol French 110
Carol Attori 120
Chris Hunk 102
Chris Bench 305
Dial Number:
ok ][ cancel ][ Hep

2. Do oneof thefollowing:
e Click On: (enter or select a number below) to forward your callsto a specific
number.

e Click on: softphone to forward your callsto your softphone. (This option isonly
available if you selected Integrated Secondary Softphone when you logged on to

ViewPoint.)
3. Enter or select the number to dia in one of the following ways:
< Enter the number to which calls are forwarded in the Name/Number field. You can
also type the name of a contact or user.
« Click Extensions and select an extension on the list. You can aso select an auto
attendant, IVR Plug-in, or Group.

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

drop-down list.
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« To create anew contact, click =] to open a new Contact dialog. To edit the
currently selected contact, press Alt and click =]. See “Entering a new contact” on
page 10-5 for more information.

« Toforward your callsto one of your own phone numbers, such as your home or
mobile phone, click My Numbers and select it on thelist. To edit your My Numbers
list, click .|. See“Entering My Numbers’ on page 6-5.

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

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

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

{= CallFo mwarding

Call Forwarding Settings
() Or: [enter or select a number below)
) Or: Softphore
(&) Off: Station 1799

‘when Forwarding calls to an external number

[] Prompt recipient to accept or decline call

[] prompt recipient for password

OF H Cancel ][ Help
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You can set any of the following options:

Prompt recipient to accept or decline call. If checked, when you pick up the phone
at an external number, Wave announces the caller (“Call from”) and intended
recipient (“Call for <your voice title>") and asks you to accept or decline the call.
Unaccepted calls proceed to the next action in your routing list, usually your
voicemail.

You can use this checkbox to have all your unanswered calls go to your Wave
voicemail, rather than voicemail active at your forwarded number(s).

The call prompts loop, so you might not hear it from the beginning when you pick
up the phone. Press any key on your phone other than 1 or 2 to restart the prompt at
the beginning.

Note: Thisoptionisused only when forwarding callsto an external number.

Prompt recipient for password. If checked, the person who picks up the phone
hears, “Call for <your voicetitle>. Please connect me.” To be connected to the
caller, you must enter your Wave password. Entering a password ensures that only
you can receive your forwarded calls. Thisis useful when forwarding callsto a
hotel or a company with an operator.

Note: Thisoptionworksonly when calls are forwarded to an external number and
when you have a voicetitle for yourself recorded. If you have not recorded a voice
title, Wave ignores your selection of this option. For more about how to record your
voicetitle, see page 12-4.

Wait for answer. Enter the length of time in seconds that you want acall to ring the
forwarding number before going to proceeding to the next action on your routing
list (usually your voicemail). If you are using the option Prompt recipient for
password (described below) or Prompt recipient to accept or decline call
(described later in this step), you should enter at least 30 seconds. If you enter less
time, the call might be sent to your voicemail before you finish listening and
responding to the prompts.

6. Click OK.
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Turning forwarding on and off via the FWD button

When your calls are forwarded, the FWD button in the status bar appears with an active
forwarding icon l#fe - | Click the button to open the Call Forwarding dialog to turn call
forwarding on or off or make other changes. Click the down arrow on the FWD button to turn
call forwarding off, or choose a different forwarding number.

Call forwarding and voicemail

If no one answersat your call forwarding location, the call is sent to your voicemail (unlessyou
have specified a different behavior using arouting list or call rule).

Using routing lists

A routing list is a series of phone numbers that Wave dials when calls for you arrive. If you do
not answer at one location, Wave proceeds to the next. For example, you can set up arouting
list that tries you at your desk, then at your home, and finally at your maobile phone.

A routing list ends with afinal action that determines what happensif no one answers. Usually
the caller is sent to your voicemail, but you can specify other final actions. For example, you
can transfer calls to another extension, put callers on hold and try the series of numbers again,
or hang up.

You can specify adifferent final action for when you’ re on the phonevs. whenyou' re away from
your desk. For example, if your phone is busy you can play avoicemail greeting such as“I'm
sorry I'm on the phone, please leave a message and I'll return your call as soon as possible.”

You can create as many routing lists as you want and make any one of them the active routing
list at any time.

Call center queue calls sent to agents do not follow the agents' routing lists. See the Wave
Contact Center Administrator Guide for details.
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Keeping calls from “sticking” at voicemail in a series of external numbers

If you have arouting list that triesto reach you at a series of external numbers, you don’t want
calls at an unanswered step to be “answered” by voicemail there. To avoid this, make sure that
Prompt recipient to accept or decline call ischecked for each routing list step. (See“Creating a
routing list using the Routing List Editor” on page 9-11 for instructions.) With this setting,
unless the call is actively accepted, it continues down your routing list.

Routing lists for individual callers

By using call rules, you can have Wave use a specific routing list for a specific caller or group
of callers. For example, you can have arouting list for important customersthat includestrying
your mobile phone and another routing list for everyone el se that only rings your extension. See
Chapter 11 for more information.

Caller options while following a routing list
When arouting list movesto the next action, Wave can alert the caller and offer the following
choices:

* Press1or stay onthelineto try the next number.

* Press 2 toleave avoice message.

* Press3to return to the auto attendant.

* PressOtotransfer to the Operator. If you have defined a personal Operator, the call
istransferred to that extension. If you have not defined a personal Operator, the call
istransferred to your office’'s Operator extension.

You can specify whether Wave offers these choices for each action in the routing list. See
“Creating arouting list using the Routing List Editor” on page 9-11.
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The Routing Lists folder

The Routing Lists folder lets you view and manage your routing lists.

Routing Lists - Yertical Wave YiewPoint

EBX
File Edit Wew Tools Actions Help Dial: i

P - % |9 X | |0

¥ Routing Lists

= Greetings
&) Personal Statu...
|4§5 Routing Lists |

$ Groups

% Public\Groups

4 | Routing Lisk Actions
y -# Standard Call my Preferred Location, Hang up (Play Active Greeting)

4% call Monitor

[ Contacts

ﬁ Call Log

"ﬂ::‘} Configuration

»

1 Item | Susan Maurice (x1941% = | FWD - anvailable - ﬂ'
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The default routing list

Thisicon identifies the default personal status routing. The default personal status

V) routing list isused by all personal statuses unless a specific personal statusis configured
to use adifferent routing list. (See“Modifying apersonal status’ on page 3-8.) Note that
this column is called Is Default in the Show Columns dialog.

The active routing list

Thisiconidentifiestherouting list that all incoming callsfollow. Callscan follow another

"H] routing list if you have created call rules for them (see Chapter 11). Only onerouting list
at atime can be the active routing list, and you cannot delete the active routing list. Note
that this columnis called Is Active in the Show Columns dialog.

The Standard routing list

The Standard routing list is the default routing list that is built into Wave. It consists of one
action: trying you at your Preferred L ocation. (See* Call Forwarding and Routing Lists” on page
9-1)) If you are busy or do not answer, the routing list sends the caller to voicemail.

You cannot edit the Standard routing list. To have callsfollow adifferent route, you must create
anew routing list and make it the active routing list.

To make a routing list the active and default routing list:

1. Right-click therouting list that you want to make the active routing list.

2. Choose Actions > Set as Default and Active.

i Wave ViewPoint User Guide
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Using the Routing List Wizard vs. the Routing List Editor

When you create a new routing list, Wave offers two ways of proceeding:

3 pdd New Routing List E||§|g|

4}} Welcome to the Routing List Wizard

Routing lists determine how your incoming calls are handled including what numbers are called to find
wou, and what to do if you are busy or don't answer,

Howe do you want to create your Bouting List?

- L
‘#3 Routing List Wizard

The Wizard guides vou step by step to create simple Routing Lists that can call multiple numbers, or
handle calls differently when busy or not answering.

Actions | i nel answeisd of busy
Gep G dcton Routing List Editor
1™y calk(617)333 3456

The Editor allows you to quickly create any Routing List, no matter how simple or comples,

|:| Do not prompk me again

* Routing List Wizard. For new users. The Wizard provides a simpleinterface to guide you
through the creation process.

* Routing List Editor. For advanced users. The editor gives you access to the full range of
routing list editing options.
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Setting a default routing list method

To skip the Welcome to the Routing List Wizard dialog when creating subsequent routing lists,
select the Do not prompt me again checkbox. Whichever choice you made will automatically
recur for subsequent routing lists.

To change your choice or reactivate the Welcome to the Routing List Wizard dialog, choose
Tools > Options, go to the ViewPoint tab, and select one of the following in New routing lists:

* Use the Wizard. The Routing List Wizard starts and guides you step-by-step through the
process of creating arouting list. This method is recommended for new users.

* Use the Editor. The Routing List dialog opens, where you can quickly set up all features
of anew routing list. This method is recommended for experienced users.

e Prompt me to use the Wizard or Editor. ViewPoint prompts you each time to choose
between the Wizard and the Editor. (Select this option to restore the prompt shown above
if you have skipped it.)

Creating a routing list using the Routing List Wizard

1. ChooseFile > New > Routing List. If prompted to choose between the Wizard and the
Editor, choose Routing List Wizard.

2. Follow the on-screen promptsto create the type of routing list you want. For each Wizard
page, you can press F1 for online Help.

When you create arouting list using the Wizard that routes calls to an external number, the
routing list uses the advanced settings (Prompt recipient for password, Prompt recipient to
accept or decline call, Wait for answer) that you have specified for call forwarding. See
“Forwarding calls’ on page 9-2.
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Creating a routing list using the Routing List Editor

To create a routing list using the Editor

1. ChooseFile > New > Routing List. If prompted to choose between the Wizard and the
Editor, choose Routing List Editor. The Routing List dialog opens.
b Routing List - Routing List
Mame: Louking Lisk |
Actions | 1F not answered or busy |
5 Mew Action
Step & Action
1 s Call my Preferred Location: x1941
A
w
If not answered or busy: Take a message
[] Use this routing list as the default For incoming calls
[. K J [ Cancel ] [ Help ]
The Actions tab shows the actions of your routing list in the order that they will be
performed. You can reorder the actions by dragging-and-dropping or clicking the arrow
buttons.

2. Enter anamefor therouting list in the Name field.

3. Tomakethisrouting list the persona status default, check Use this routing list as the
default for incoming calls. When this checkbox is selected, the thisrouting list is used by
all personal statuses unless a specific personal statusis configured to use a different
routing list. (See “Modifying a personal status’ on page 3-6.)
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4.  Click New Action to add arouting list action. The Edit Routing List Action dialog opens.

°3 Edit Routing List Action g|§|@

‘= Call Preferred Lacati

General | advanced

Ring this number For 18 | seconds

Ring duration does not apply when forwarding calls to an external number,

[ OF H Cancel ][ Help ]

5. From the drop-down list, choose one of the following actions. The other elementsin the
dialog change depending on your selection.

* Call Preferred Location. Thisaction sends callsto your Preferred L ocation phone,
which isyour station unlessyou have changed it (see“ Call Forwarding and Routing
Lists’ on page 9-1).

* Ring this number for __seconds. Specify the length of time the phone should
ring when calling this location.

e Call Another Location. This action directs calls to the internal or external number
that you specify.

e Number. Enter the number to call. To specify an internal number, enter an
extension or a Wave user’s name.

e Click to open the Check Phone Number dialog to confirm that Wave
can correctly interpret the number or address that you entered. See
“Checking a number” on page 6-8.

e Click E] to open the Call Me at Another Location dialog to specify a
contact, extension or other number. (The fields on this dialog are the
same as on the Place Call To dialog. See “Using the Place Call To
dialog” on page 6-3 for details.)
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Note: Callsrouted to another extension do not follow call forwarding or routing
listsin effect at that extension. To send callsto another extension so that they follow
that extension’s forwarding or routing list, use afinal routing list action of Transfer
To extension.

You cannot route calls to an auto attendant or call center queue as arouting list
action, but you can do so by using afinal action of Transfer To extension.

Call Group. This action directs callsto one or all members of the Group that you
specify. For more about calling a Group, see “Routing calls to groups’ on
page 9-18.

« Call Group. Select the Group to call. Click @ to create anew Group.
* Method. Select one of the following ways to ring the Group’s phones:

* Individually in a round robin. The call tries each user or contact in the
Group in order until it is answered, starting with the next member inline
after the one who answered the preceding call.

* Sequentially from the top down. The call tries each user or contact in the
Group in order until it is answered, starting with the first.

¢ Simultaneously. The default numbers or Preferred Locations of all users
and contacts in the Group ring simultaneously, and the call goesto the
first who acceptsit.

* Ring this group for __seconds. Specify the length of time each Group phone
should ring before the call tries the next phone in the Group.

Note: If you create apublic ViewPoint group and giveit an extension (making it a
dialable Voicemail distribution group), the ViewPoint group no longer appearsin the
Call Group drop-down list. Thisisfunctioning as designed—groups with extensions
are filtered out from any workflow that would make them dialable.

Play greeting. This action does not ring a phone, but instead plays the caller the
greeting that you select from the Greeting drop-down list. You can also play a
greeting as part of each action and before the final action. To record a new greeting
from thisdialog, click = . See“Recording anew greeting” on page 7-26.

While any greeting is playing, the caller can press O to transfer to the Operator or 1
to leave a voice message. You might want your greeting to mention these options.
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6. Click the Advanced tab to set additional options relating to the chosen action. See the
next section, “Using the Advanced tab.”

7.  Click OK to add this action to your routing list. The Routing List Action dialog closes,
and the new action appears on the Actions tab of the Routing List dialog.

Using the Advanced tab

Click the Advanced tab of the Routing List Action dial og to set additional options related to the
action you' ve chosen. Depending on the action selected, not all of the following options may
appear. (Thereisno Advanced tab if you specified the action Play greeting on the General tab.)

3 Edit Routing List Action

General | Advanced
when calling local or gateway users:
[ o not call if member is on the phone
when calling an external number:
Prompt recipient to accept or decline call
[] Prompt recipient for password

[] prompt caller before trying this action

[ OF H Cancel ][ Help

e When calling local or gateway users:

* Do not call if member is on the phone. When this option is checked, calls sent to a
ViewPoint Group by the routing list will not be offered to any Group member who
is off-hook or in Do Not Disturb mode.

Note: Thisoptionisavailable only if you selected the action Call Group on the
General tab.

* When calling an external number:

e Prompt recipient to accept or decline call. Wave announces the caller (“Call from™)
and theintended recipient (“Call for”), and offers the option to accept or decline the
call. Declined calls proceed to the next routing list action.

With this option checked, the call will not be connected unless someone presses 1 to
accept it. For this reason, leave the field unchecked when routing to a pager.
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e Prompt recipient for password. The person who answers the phone hears, “Call for
<your voice title>. Please connect me.” To be connected to the caller, you must
enter your Wave password. Using this option ensures that only you can receive your
calls at the external phone number.

Note: Thisoptionisavailable only if you have recorded avoice title. See
“Recording your voicetitle” on page 12-4 for more information.

* When calling a Group:

* Do not call if member is on the phone. When this option is selected, calls sent to a
ViewPoint Group by the routing list will not be offered to any Group member who
is off-hook or in Do Not Disturb mode.

e Prompt recipient for password applies only to external numbersin the Group.

e Prompt recipient to accept or decline call isautomatically selected when calling a
Group.

For more about calling a Group in arouting list action, see “Routing callsto groups’ on
page 9-18.

e Prompt caller before trying this action. This option is available for a“ Call Preferred
Location”, “Call Another Location”, or “Call Group” action. Select this checkbox to play
the caller a message before the routing list tries this action. Select the message to play
from the drop-down list. You can select one of your greetings or System menu to try the
next location, which says“There was no answer at that location. To try the next location,
press 1. To leave a message, press 2. To return to the main menu, press 3.” Click = to
create anew greeting. '

Handling calls differently if you do not answer or are busy

When you havefinished creating the routing list’s actions, click the If not answered or busy tab
of the Routing List dialog, to set the routing list's final action. Final actions are performed on
callsthat are still unanswered after trying all the actions.

Note: To specify different final actions for busy and no-answer states, see the next section,
“Handling busy station calls differently than calls not answered.”
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To specify a final action, make the following choices

Play Greeting. Check to play a greeting before the final action, then choose the greeting
from the drop-down list. For information about the System hold greeting, see the Pause

and repeat final action in the following list.

Important: Under most circumstances you should select thischeck box and select Active

asthe greeting. For information, see “Using greetings with routing list final actions”
page 9-20.

on

Action. Select the final action from the drop-down list. The following table describes the

possible final actions.

Take a message. The call is sent to your voicemail.
Hang up. The call is disconnected.
Prompt to hang up. Internal callers are disconnected. External callers

are prompted to choose to end the call or to stay
on the line for more options. Callers who want
more options are transferred back to your
company’s auto attendant if one exists.

Transfer to extension. The call is transferred to an extension that you
select on the Extension drop-down list, for
example, an operator, a coworker who handles
your calls, or an auto attendant. The transferred
call is treated as a new call to that extension. If no
one answers at that extension, the call follows that
extension's routing list.

Transfer to external The call is transferred to the external number that
number. you enter in the Number field.

Transfer to other The call is sent directly to another extension’s
voicemail. voicemail. Select an extension from the Mailbox

drop-down list.
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Final Action Description

Pause and repeat. The caller holds for the number of seconds you
define in the Pause duration field, and then begins
the routing list again. During the pause, callers
can press 0 for the operator or 1 to leave a voice
message. The greeting you choose can mention
these options.

The special prerecorded greeting called the
System Hold Greeting says, “The person you are
calling is unavailable. To hold, please stay on the
line. To leave a message, press 1.” It does not
mention the option to press 0 for the operator.

Handling busy station calls differently than calls not answered

You can optionally specify two final actions—one for situations when your station is busy, one
for situations when each action rings and goes unanswered. This allows you to handle calls
differently when you're on acall vs. when you' re away from your phone(s). For example, you
can have a special greeting that plays when you're on acall, that says, “I'm on the phone right
now, please leave a message.”

To usethisfeature, check Handle busy calls differently, and specify afinal action for when your
lineis busy. See the next section for additional information. If unchecked, the one final action
is used in both situations.

Note: Wave can detect arouting list action as “busy” only when it is a Wave station. External
numbers and Groups cannot trigger the “busy” final action.

Using “Handle Busy Calls Differently”

When you check Handle busy calls differently, the action you pick behaves differently from a
normal final action. As soon as the routing list encounters a busy station, the final action
triggers, skipping any subsequent actions. For example, if you have one action that tries your
office station and a second that tries your cell phone, with Handle busy calls differently set to
“Take amessage,” and acall comesin while your station is busy, the call is sent to your
voicemail without trying your cell phone.
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Note: If whileyou are on the phone you receive an incoming call on an available line
appearance (for example, with call waiting or on adigital phone with multiple primary line
appearances), the call goesto the “Final action if the station is busy” after the ring duration
expires for your phone.

Routing calls to groups

A routing list action can send acall to Group by using the action Call Group. Thefirst personin
the Group to answer the call is connected to the caller.

See “Creating a Group” on page 10-19 for instructions on creating a Group.

When arouting list calls a Group, the only numbers called are contacts' default numbers and
users' extensions. Notethat users’ call forwarding settings are not followed. If you want to call
agroup that includes two numbers for one person (for instance, your desk phone and your cell
phone), you must definetwo members of the Group, for example, yourself asauser and yoursel f
as acontact at your cell phone number.

Note: Contact Center queue and auto attendant extensions in a Group are not processed by a
routing list the same way that user extensions and contacts are processed. If arouting list step
calls a Group and the next member in the Group is a queue or auto attendant, processing stops
and the call is sent to the voice mailbox of the current step. For this reason, you may want to
reorder the members of a Group in order to maximize the chancesfor acall to be answered. For
example, if your routing list processes calls using the Sequentially from the top down method,
consider moving non-user extensions to the bottom of the list. See “ Creating a Group” on
page 10-19.

To route calls to a Group as an action in an existing routing list

1. Double-click therouting list in the Routing Lists folder. The Routing List dialog for that
routing list opens.

2. Click Add. The Routing List Action dialog opens.
3. IntheAction field, select Call a Group.
4.  Select aGroup or click g to create a new Group.

Note: Your system administrator may have defined alimit to the number of contactsin
agroup that is called by arouting list. If you are unableto select alarge group, talk to your
system administrator.
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Under Method, choose one of the following ways to ring the Group’s phones:

Sequentially from the top down. The call tries each user or contact in the Group in
order until it is answered, starting with the first.

Individually in a round robin. The call tries each user or contact in the Group in
order until it is answered, starting with the next member in line after the one who
answered the preceding call.

Simultaneously. The default numbers or Preferred Locations of all users and
contactsin the Group ring simultaneously, and the call goesto the first who accepts
it.

In the Ring this group for __seconds field, specify the length of time each Group phone
should ring before the call tries the next phone in the Group.

Use the Advanced tab for further options:

Do not call if member is on the phone appliesonly if theactionisCall Group. When
you select this option, calls sent to the group by arouting list will not be offered to
any Group member who is off-hook or in Do Not Disturb mode.

Prompt recipient for password applies only to external numbersin the Group.

Prompt recipient to accept or decline call is automatically selected when calling a
Group.

Click OK. You return to the Routing List dialog, in which the new routing list action
appearsin the Actions list.

Use the arrows next to the Actions list to reorder any actionsin the routing list and then
click oK.

Note: When routing callsto aGroup, you also can use the Pause and repeat final action. This
action keeps callers on hold until a member of the Group answers the call. Calls are answered
in the order of longest hold time, or “first in, first out” (FIFO).
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Using greetings with routing list final actions

For most routing lists, you should check Play greeting before the final action and select Active.
This ensures that callers who reach the routing list’s final action (for example, your voicemail)
hear agreeting. It also alowsthe greeting to change based on your other settings. For example,
you can use acall ruleto play adifferent greeting when your friend Jim calls (see Chapter 11).

If you select a specific greeting under Play greeting, that greeting overrides the active greeting
and playsto al callerswho reach the final action of the routing list, even if adifferent greeting
isspecified inacall rule or personal status.

If you clear the Play greeting checkbox, no greeting playsto callers who reach the final action
of thisrouting list, even if agreeting is specified in acall rule. If the final action is Take a
Message, callers who reach your voicemail hear only the beep that signals that recording has
begun.

When to use a specific greeting with a routing list

It is highly recommended that you select a specific greeting to play if your routing list’s final
actionisnot ‘ Take aMessage.” In such acase, you want to be sure that the greeting that callers
hear matchesthe action that isabout to happen. Examples of greetingsfor other final actionsare
the following:

e Hang Up. “I’'m sorry you couldn’t find me. I'm not taking messages at the moment.
Good-bye.”

e Transfer to extension. “I’m sorry you couldn’t find me. I'm transferring you now to my
administrative assistant.”

* Pause and repeat. “The person you are calling is unavailable. To hold, please stay on the
line. To leave amessage, press 1.” Thisisthe text of the System Hold Greeting, a
greeting provided with Wave for just this circumstance. You can a so record your own
version. See “Recording a new greeting” on page 7-26.

Release 3.0

W7vertical wave ViewPoint User Guide
October 2012



Chapter 10

Managing Contacts and Groups

CHAPTER CONTENTS

About contact managementandWave . . .......... . ... ... ... 10-1
The Contacts folder. . . ... ... . . 10-2
Managingcontacts .......... ... . 10-5
Teaching Wave to recognize yourcontacts. . . ......................... 10-8
Opening contacts from within otherfolders . . . ........... ... ... ...... 10-15
Synchronizing your Wave contacts with your e-mail program............. 10-15
Using contacts maintained in another contact manager . . ............... 10-15
Using ViewPoint Groups . . . ... ot e e 10-17

About contact management and Wave

ViewPoint’s Contacts folder provides you with an online phone book of your phone contactsin
which you can enter the names, phone numbers, and other information about people you talk
with frequently on the phone. After you enter contacts, you can place callsto them with afew
clicks of the mouse.

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

¢ Managing contacts

« Teaching Wave to recognize your contacts

« Using ViewPoint Groups
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The Contacts folder

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

2’ Contacts - Vertical Wave ViewPoint

File Edit Wew Tools Actions Help Dial:
Pgmen [Tl X || @
%Contacts Mame + | Company Job Title PIN = Phone Mumber Vai...

% PublichContacts

There are no items ko show in this view,

if Messages (1)

hx call Monitor

[=] Contacts

ﬁ Call Log

ﬁ Configuration

»

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

Searching the Contacts folder

To find someone quickly, you can type their first or last name (fully or partially) in the Search

field. The Contacts folder displays all items whose first or last name begins with the entered
text.

Private and public contacts

In Wave, contacts can be private or public:

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

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

Viewing shared contacts

To view other users' contacts that have been shared with you, click that user’s name under
Public Folders in the Folder List and click the Contacts folder. To set up or change folder
sharing, talk to your system administrator. For more about folder sharing, see “ Sharing folders’
on page 2-35.

Contacts folder tabs

The Contacts folder can optionally contain tabs that display related groups of extensions. Tabs
are located at the bottom of the Contacts folder. Click each tab to view its contents.

e All tab.
< Inthe Contacts folder, the All tab displays all of your personal contacts.
« Inthe Public\Contacts folder, the All tab displays all public contacts.

e Group tabs. The Contacts folder can optionally display atab for each public ViewPoint
Group of which you are amember, and atab for any personal ViewPoint Groups that you
created. Click aGroup tab to see the extensions within that Group. See“ Using ViewPoint
Groups’ on page 10-17.
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Showing, hiding, and reordering Contacts folder tabs

To show or hide individual tabs, as well as choose their order

1. Inthe Contacts folder, choose View > Show Tabs. (You can aso right-click anywhere in
the the Contacts pane and then choose Show Tabs.)

Contacts - Show Tabs rg|
valableltabs IR N showithes=labs il sorcle RIS
&l valid Stations Al all | | e
Atlanta |
Cambridge | | |wr
OffsShore Team |
Phoenix
SC A
SC Users |
testizroupl | |
< ¥ < 2

[ OF ] [ Cancel ] [ Help ]

2.  Select atab name and click Add or Remove to set up the Show these tabs in this order
list. Use the up and down arrow buttons to arrange the order of tabsin thelist.

3. Click oK. The specified tabs are displayed at the bottom of the Contacts folder.

Changing double-click behavior

You can choose whether double-clicking a contact opens the contact for editing or placesacall
to the contact. See “Defining double-click behavior in the Contacts folder” on page 12-19 for
more information.
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Managing contacts

You can manage your contacts using Wave ViewPoint, or you can use another contact manager
application or customer relationship management program with Wave if you prefer. You can
also import contacts from other contact managers into Wave. See “Importing contacts from
other contact managersinto Wave” on page 10-16.

Entering a new contact

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

e Entering a contact's name and basic information. Other basic information includes the
contact’s company, any account code, and the language used for prompts for this contact.
You can also enter up to 5,000 characters in the Notes Pane of the Contact dialog. See
page 10-6.

e Entering a contact's phone numbers and addresses. When you enter a contact’s phone
numbers, you can specify the number used for Caller ID and the number that isthe
default number to dial when you call the contact. You can also specify a contact's e-mail
and instant messaging addresses for reference. See page 10-7.

¢ Recording a voice title for a contact. Like your own voicetitle, acontact’'svoicetitleisa
short recording that you create of the contact's name. See page 10-8.

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

1

Choose File > New > Contact. The Contact dialog opensto the General tab.

B Untitled - Contact

Create new contact in Folder: | Contacts {Personal} w
General | Caller Identification
I Phone numbers and addresses

Firsk name:

Mame Address Description
Last name: Business
s Business 2
U Hormne
Title: Home 2
i Mobile
Account code: Cther

Ernail
Preferred telephone prompts: Email 2
English {United States) v IM Address
Motes

[ OF ] [ Cancel ] [ Help ]

If you have permission to create public contacts, select which folder to create the contact
in, using the Create new contact in folder drop-down list.

If you have permission to create public contacts, you can make this contact a public
contact by choosing Contacts (Public). Public contacts can be seen and used by all Wave
users. All other selections create a private contact, which only you can see and use.

Enter the appropriate information about the contact in the First Name, Last Name,
Company, and Title fields. The first and last names are displayed in the Call Monitor
folder when this contact calls you.

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

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

For more information, see “Entering an account code for a Call Log entry” on page 8-8.
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5. Inthe Preferred telephone prompts drop-down list, select the language that you want
Wave to use when it plays voicemail and other prompts to this contact. The available
languages are the languages that were installed on your system.

Entering a contact's phone numbers and addresses

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

Business - Address

Mumber:

Description:
This number is the contact's default

Use this number as caller identification for this contact

[ OF H Cancel ][ Help ]

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

e This number is the contact’s default: Select this checkbox if thisis the phone
number you dial most frequently to reach the contact. The number you choose
asthe default is dightly faster to select when you place calls.

e Use this number as caller identification for this contact: Select this checkbox
if you want Wave to identify calls from this number as calls from the contact.
Checking this box adds the phone number to the contact’s Incoming Caller ID
list (see “ Teaching Wave to recognize your contacts’ on page 10-8). If this
option is unchecked, calls from this number appear in the Call Monitor and
Call Log folders as being from “Unknown.”

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

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

3. Click oK to close the Phone Number dialog.

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

5. Click oK to close the Contact dialog. The new contact now appears in the Contacts
folder.
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Recording a voice title for a contact

1. Inthe Contacts folder, select the contact for whom you want to record a voice title and
choose File > Open.

2. Inthe Contact dialog, click the Caller Identification tab.

3. Record the voice Title by using the audio controls. See “Using the audio controls’ on
page 2-36 for instructions.

4. Click OK.

Note: Wave can play the voice titles of contacts over your computer speakers automatically
when those contacts call. See “ Customizing incoming call behavior” on page 12-13 for more
information.

Placing calls to your contacts

You can place a call to a contact with aphone number using ViewPoint. See “Placing acall” on
page 6-1 for instructions.

Teaching Wave to recognize your contacts
Wave's more advanced features depend on Wave recognizing your contacts. You can teach
Wave to recognize your contactsin the following ways:
* By recognizing the Caller ID number or name of the contact’s phone.

» By recognizing a specia number you give to the contact to dial after your extension,
called a Contact PIN. By using Contact PINs, Wave can recognize contacts regardless of
the phone they useto call.

Note: Wave automatically identifies other Wave users when they call from their stations or
their public numbers.
The benefits of having Wave recognize contacts include:

e Their names appear in the Call Monitor while the phoneisringing to let you know whois
calling.

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

i Wave ViewPoint User Guide
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e Their names appear in the Call Log and Messages folders, so that you can easily see
contacts in your phone record and quickly call them back.

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

* You can use cal rulesto set up individualized call handling for them, such as playing a
unique voicemail greeting or routing their calls according to a specific routing list (see
Chapter 11).

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

Identifying contacts by name

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

The Incoming Caller ID list can include Caller ID names as well as phone numbers. See
“Understanding name and number on Caller ID” on page 10-14 for pointers on which item is
more useful for identifying a given contact.
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To view acontact's Incoming Caller ID list, select the contact in the Contact’s folder, choose
File > Open, and then click the Caller Identification tab.

=i Untitled - Contact

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

General | Caller Identification

Contact FIN
® Mone
O UsePIN

Incoming Caller 1D

Woice Title

H 00:00,0

0K, ][ Cancel ][ Help

To guarantee that Wave recognizes contacts, regardless of the phone number from which they
are calling, use a contact PIN. See “Using contact PINs for guaranteed recognition” on
page 10-14 for more information.

Adding phone numbers for contact recognition

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

e Add anew phone number for the contact in the General tab and check Use phone number
as caller identification for this contact. See “Entering a new contact” on page 10-5 for
more information.

« Associate the phone number from a call or voice message with the contact. See
“Associating acall or Caler ID number with a contact” on page 10-11 for more
information.
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Deleting a number from the Incoming Caller ID list

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

To delete a number from the Incoming Caller ID list

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

2. Click the Caller Identification tab.
Inthe Incoming Caller ID list, select the incorrect phone number.

4,  Click Delete and then click OK.

Associating a call or Caller ID number with a contact

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

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

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

% |Length | Mumber

Chestnut.

! B From Received T |Length | Mumber

Mathaniel Chestnut  Mon 9/19/2005 1:32 PM
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You can teach Wave to recognize acaller by Caller ID nameinstead of the phone number. This
can be useful, for example, if the contact calls from a company with aPBX that randomly
assigns phone numbers to trunks but uses a Caller ID name that remains the same.

Note: You cannot associate aphone number or Caller ID text with a public contact unless you
have permissions to edit public contacts. You can, however, label an individual call as being
from a public contact.

To associate a call with a contact
1. Click one of thefollowing:
e Anactivecal inthe Cal Monitor folder
e Anentry foracall inthe Call Log folder
« A voice message in any Messages folder
2. Click [@ onthetoolbar. The Associate dialog opens.

% Associate Message From Unknown =HEC X

Message Date: 8/14/2007 12.07 PM

[ cigte the following contact with this call;;

S 3
= Irish Painting &
[E=] 1575 Build
=] 1670 Private

3COM .

[ Save the following number in this contact
Number: (6173540800 -

Save As: [Business:{ﬁ‘l?’j‘l‘l‘l 1575 v]

Use caller identification for this contact

@ Number: 6173540600
© Name: VERTCIALCOMMUN
“NA=
OK || Cancel |[ Heb
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3. Toassociate this call with a contact, select the Associate the following contact with this
call checkbox. Then, identify the contact to associate with the call in any of the following

ways:

« Typeadll or part of the contact’sfirst, last or company name in the Search field and
then click = .

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

+ Create anew contact directly from thisdialog. To do so, click [=]. (See“Entering a
new contact” on page 10-5 for instructions.) When you finish creating the contact
and return to this dialog, the new contact is displayed in the list.

4.  To cancel an association and revert the call to its original identification, uncheck
Associate the following contact with this call.

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

6. If youwant only to label theindividua call or voice message with the contact’s name,
deselect the Use caller identification for this contact checkbox.

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

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

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

See the next section for more information.
7. Click oK.
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Understanding name and number on Caller ID

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

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

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

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

e Ifthe call is from a standardized Caller ID name (for example, california- 7605550807).
In cases where the Caller ID nameis standardized for many different phones, you should
use the phone number for association.

Using contact PINs for guaranteed recognition

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

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

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

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

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

i Wave ViewPoint User Guide
Release 3.0 October 2012



Opening contacts from within other folders 10-15

Chapter 10: Managing Contacts and Groups

To enter a contact PIN

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

2. Click the Caler Identification tab.

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

4. Click OK.

Opening contacts from within other folders

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

Synchronizing your Wave contacts with your e-mail program

You can use Wave Mail to synchronize your contacts between Wave and your e-mail program.
For details, see  Synchronizing Wave voice messages and contacts with your e-mail program”
on page 7-27.

Using contacts maintained in another contact manager

If you make extensive use of another TAPI-compatible contact manager or customer

rel ationship management application such as Microsoft Outlook, GoldMine or FrontOffice
2000, or Interact Commerce Corporation’s Act!, you can place Wave callsto your contactsfrom
those applications by using the Wave TAPI Service Provider. See your Wave system
administrator about installing the TAPI Service Provider, and then follow your contact
manager’sinstructions for placing calls. Calls placed by other applications still appear in your
Wave Call Log and Call Monitor folders.
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You can aso install the Wave Contact Manager Assistant (CMA) and receive screen-pops
showing the name, the Caller ID, and the time of day of the call. Act! users can receive
screen-pops without installing the CMA.

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

Using the Wave Contact Manager Assistant

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

To run the Contact Manager Assistant

1. Choose Start > Programs > Vertical Wave > Contact Manager Assistant. The program
starts and runs in the background.

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

Importing contacts from other contact managers into Wave

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

Exporting contacts from Microsoft Outlook

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

Select Export to a file from thelist and click Next.

Select Comma Separated Values (Windows) and click Next.

Select afolder in which to store the contacts file and click Next.

Enter afilename and click Next.

© o & W DN P

Click Finish.
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Importing contacts into Wave

You can import contacts into Wave:
e FromaCSsV file generated via Wave

* FromaCSsV file generated from another contact manager such as Microsoft Outlook

For details, see “Importing and exporting Wave items’ on page 2-37.

Using ViewPoint Groups

A ViewPoint Group isagroup of related extensions or contacts. (Extensionsin Wave include
users, Contact Center queues, and auto attendants.)

With a Group you can;

« Send, reply, or forward a voice message to the Group. All users with voice mailboxesin
the Group receive the message at once. See “ Sending a message directly to auser’s
voicemail” on page 7-12.

e Createacal rulefor the Group. Incoming calls from any user or contact in the Group are
handled according to the call rule. For example, you can have a custom voicemail
greeting that plays for all the membersin your “VIP group.” See Chapter 11 for more
information.

« View any extension in your Group when transferring calls, which makes it easier to pick
the right recipient. You can set any Group to appear as atab in the Extensions section of
the Transfer To dialog. For example, you can define the members of your Sales
department as a Group, including a Station Hunt Group or a special Sales auto attendant.
When you have a call for the Sales department, you can click the Sales tab and see al the
department members at a glance, along with their current personal statuses. See
“Transferring acall” on page 5-11, and “Extensions list tabs’ on page 4-3.

* Createarouting list that distributes calls to the users and contactsin a Group according to
the distribution algorithm you choose. See “Routing calls to groups’ on page 9-18.
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Personal and public Groups

Generally, the Groups you will create in Wave are personal Groups. Only you can see the
personal Groups that you create—they do not appear in other users’ ViewPoints.

Public Groups, which are accessible to all Wave users who have permission to see them, can
only be created by your Wave system administrator or a ViewPoint user with permission to do

SO.

The Groups folder

The Groups folder lets you view and manage your Groups.

ﬁ- Groups - Yertical Wave YiewPoint

File Edit Wew Tools Actions Help Dial: Enter a number or name ko dial -

Brew - | e | o X | @

= Greetings
453': Routing Lists

=

@ PublichGroups

l&: Messages (1)

1% call Monitor

[ Contacts

ﬁ Call Log

B

Last caller: Unknown - WASHINGTON 2066332592 at 3/11/200... | 1 Item | Matt wallet (x171) | FWD +| @Y available - % +

To open the Groups folder, click the Configuration icon in the navigation bar. The Favorite
Folders|list offers access to your office's Public Groups folder.
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Creating a Group

To create a new Group

1

Choose File > New > Group. The Group dialog opens.

2 Untitled - Group

General

Mame: |

Motes:

Shiow:

| Users b

Available: Members:
Q Acclaropp Lead 25 s,
9 Acclaropp Two -
9 ACD Workgroup User
9 Admin
9 Brad Analog
9 Brad Osger v
< >

[ OF H Cancel ][ Help ]

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

Add one or more members to the Group. To do so, select the category in the Show
drop-down list, select the item from the Available list (or Ctrl+click to select multiple
items), and then click Add. You can also drag and drop an item from one list to the other.

The members you selected appear in the Members list. Use the arrows next to the list to
rearrange the order of the members. Click Remove to delete the selected member from
the Group.

Note: Theorder of the Group isimportant only if you have set up arouting list that calls
the Group using the method Sequentially from the top down or Individually in a round
robin. The order is not important if the routing list uses the Simultaneously method. See
“Routing callsto groups’ on page 9-18.
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Note: Contact Center queue and auto attendant extensionsin a Group are not processed
by arouting list the same way that user extensions and contacts are processed. If arouting
list step calls a Group and the next member in the Group is a queue or auto attendant,
processing stops and the call is sent to the voice mailbox of the current step. For this
reason, you may want to reorder the members of a Group in order to maximize the chances
for acall to be answered. For example, if your routing list processes calls using the
Sequentially from the top down method, consider moving non-user extensions to the
bottom of thelist.

4. Click OK.

Each ViewPoint Group can appear as atab in your Extensions list. For more information, see
“Extensions list tabs’ on page 4-3.
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Call rule priority

About call rules

Wave call rules enable you to handle specific incoming calls differently from other calls. For
example, you can create acall rule for your friend Jim so that he isrouted to your cell phone
and hears a special voicemail greeting whenever he calls. A call rule can trigger on calls from

specific people and/or the dates and times that the call is received.

Call rules overview

To create acall rule, you determine two things:

*  Whichincoming calls activate the call rule

« How the call rule handles those calls differently than calls that do not match acall rule
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Distinguishing which incoming calls activate the call rule

You can distinguish which incoming calls are handled by acall rule by using one or both of the
following conditions:

e People or Group condition. Therule activates depending on who is calling. In addition to
having call rules for individual callers, you can have call rulesthat apply to al internal
callers, al external callers, unidentified callers, or any member of a Group.

Example: You create acal rule for your important client that activates whenever he or
shecals.

» Dates/Times condition. The rule activates depending on when the call arrives. You can
handle calls differently during business hours, after business hours, and at specific dates
or times.

Example: You create acall rule that handles all incoming calls after business hours.

When you combine caller and schedule conditions, the call rule handles calls only when both
conditions are met. For example, acall rulefor your client Jim after business hours handles only
callsfrom Jim that occur after business hours. If Jim calls during business hours, the call rule
doesnot activate. Likewise, if anyone other than Jim callsafter businesshours, thecall ruledoes
not activate.

Determining how the call rule handles calls
A matching call rule can handle incoming calls differently than other callsin the following
ways.

e Greeting. You can choose which greeting plays if the caller reaches your voicemail.

* Routing List. You can choose which routing list the call follows.

¢ Send to voicemail. You can send the call straight to voicemail without ringing your
phone, asif you were in Do Not Disturb status.

e Always ring. You can override Do Not Disturb so that the call always rings your phone.
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Examples of how you can use call rules

e Calsfrom your “Prospects’ Group can follow arouting list that triesyou at several
locations in the office during business hours.

e During your lunch hour, you can have a special “At lunch” greeting that playsto callers
before sending them to voicemail.

* You can have the privacy of Do Not Disturb activate automatically every day at 6:00 pm,
but only for internal callers.

* You can create a contact called “Nuisance Callers’” and associate the phone numbers of
salespeople with that contact. Those callers can follow arouting list that plays a greeting
and then hangs up without ringing your phone. The greeting can say, “I’'m sorry. | don't
accept calls from salespeople during business hours.”

The Call Rules dialog

The Call Rules dialog lets you view and manage your call rules. To open the Call Rules dialog,
choose Tools > Call Rules.

¥S Call Rules =3

Mew Rule

Call Rule {applied in the order shown) Enabled

There are no items ko show in this view,

Rule description {click an underlined value ko edit):

Calls that do not match any rule will be handled according to yvour active settings

Close ] [ Help

Thetop pane of the Call Rules dialog displaysthe call rulesyou have created. Call rulesthat are
active display with a check mark in the Enabled column. Click acall ruleto seeits description
in the bottom pane. You can click the links in the bottom pane description to edit elements of
the selected cdll rule.
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Enabling and disabling a call rule

Todisableacall rule, select it in thetop pane and click Disable. Disabled call rulesare not used.
To enableit again, click Enable.

Organizing the priority of call rules

Call rulesarelisted in the top panein order of priority, with the highest-priority call rule on top.
To change a call rule's priority, select it and moveit in the list by clicking Move Up or Move

Down.

See “Call rule priority” on page 11-10 for more information.

Creating a new call rule

The following procedure explains how to create acall rule.

To create a new call rule

1.  From the Call Rules window, click New Rule. To edit an existing call rule, select it in the
top pane and click Edit Rule. The Conditions page of the Call Rule Wizard opens, where
you can choose which incoming calls are trigger the rule.

S Call Rule Wizard - Conditions

Incoming personal calls will be handled by this call rule, Which conditions do yvou want to check?
ptenibiGhooselondbonl:) i

from people or group

during dates and times

Step 2; Edit the rule description by clicking the underlined value(s):

Apply this rule for all incoming calls

< Back Mext = ] [ Cancel
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2. Check either or both of the following options:

e From people or Group. Check to have the call rule trigger on calls from certain
individuals, groups, or categories of calls. Click people or Group in the bottom pane
to select which people trigger the rule. See “ Specifying people that trigger a call
rule’ on page 11-6 for instructions.

e During dates and times. Check to have the call rule trigger on calls that arrive
during certain dates and times. Click dates and times in the bottom pane to specify
when the rule triggers. See “ Specifying dates and timesto trigger acall rule’ on
page 11-7 for instructions.

3. Click Next. The Actions page of the Call Rule Wizard opens, where you can specify what
actions the call rule performs on calls that trigger it.

S Call Rule Wizard - Actions

‘what do you want ko do with the call?

stoniliieleeoctions: H MR e b L i s

[ play the specified Greeting, if the call goes to voicemail
send the call directly to voicemail {or my Routing List's Mo Answer action)
offer the call ko me, even if I am not taking calls
Follows the specified Routing List

Step 2; Edit the rule description by clicking the underlined value(s):

Apply this rule for all incoming calls
on holidays

[ < Back ] [ Mext = ] [ Capcel ]

4.  Check the following options singly or in combination:

* Play the specified greeting, if the call goes to voicemail. Check, then click the
greeting link in the bottom pane, to specify a greeting that the caller hearsif the call
goes to your voicemail.

e Send the call directly to voicemail. Check to have the call rule send incoming calls
to your voicemail without ringing your phone.

e Offer the call to me, even if | am not taking calls. If checked, calsthat trigger the
rule will always ring your phone, overriding your Do Not Disturb.

* Follow the specified routing list. Check, then click the routing list link in the bottom
pane, to specify arouting list that the call rule uses to route the call.
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Click Next. The Finish page of the Call Rule Wizard opens.

6. Enter aname for the call rule. Use the bottom pane to edit elements of to the cal rule if
needed.

¥ Call Rule Wizard) - Finish

Step 1: Specify a name for this Call Rule:
|HOIiday Call Rule |

Step 2; Review the Call Rule description {click an underlined value ko edit)
Apply this rule for all incoming calls
on holidays
send the call directly to voicemail {or my Routing List's Mo Answer action)

[ < Back ] [ Finish ] [ Capcel

7.  Whenthecal ruleis complete, click Finish.

Specifying people that trigger a call rule

If you select the From people or Group checkbox on the Condition page of the Call Rule Wizard,
click people or Group inthe bottom pane to specify which callerstrigger the call rule. The From

People or Group dialog opens.

From People or Group rz|
This Call Rule will apply to:

|the selected Contact - |

| | =

Marme 4| Company

M acura OF Boston

[ adt 27 @ naan

(3 seraplan Air Canada

|:‘| Akhil Madhani & Sha... Walt Disney Imaginesring
[%J Alan & Dinny Gordon  MIT Technolagy Licensing Office

OF Cancel ] [ Help
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From the This call rule will apply to drop-down list, choose one of the following options:

The selected contact/user/Group. Click anitemin thelist. Type the beginning of the
name in the Search field to narrow the search. The call rule triggers on al calls from the
selected contact, user, or Group member.

All internal callers. The call rule triggers on al calls from within the Wave system.
All external callers. The call rule triggers on al calls from outside the Wave system.

All “Unknown” callers. The call ruletriggers on all external calls not associated with a
personal or public Wave contact.

All “Unknown” callers without Caller ID name and number. The call ruletriggers on
external callsthat are not associated with a personal or public Wave contact, and also do
not have a Caller ID name and number.

Specifying dates and times to trigger a call rule

If you check During dates and times on the Conditions page of the Call Rule Wizard, click the
dates and times link in the bottom pane to specify when the call ruletriggers. The During Dates
and Times Wizard opens.

During Dates and Times g|

This schedule applies during the days and times specified,

(®) During business hours
() During non-business hours
() After business hours on workdays
) On non-workdays
O On holidays
Wiew Business Hours, Waorkdays and Holidays

O During custom hours

< Back Finish ] [ Cancel
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To basethe call rule’s activation on your system’s business hours, click one of the optionsin the
top group. Click thelink to view your system’s schedule for business hours and holidays. After
making your selection, click Finish.

To activate the call rule according to another schedule, click During custom hours, then click
Next. See the next section, “ Specifying custom hours.”

Specifying custom hours

If you selected During custom hours asyour schedule condition, click Next on the During Dates
and Times page to open the next Wizard page, where you can specify when the call rule
activates.

During Dates and Times g|

Weekly | On a Specific Date and Time

The following weekdays and hours define the schedule:
[ Monday

[ Tuesday

[ wednesday

[ Thursday

[ Friday

[ saturday

[ sunday

[ < Back ] [ Finish ] [ Cancel ]

To have the call rule activate on a daily or weekly basis

1.  Onthe Weekly tab, check the days on which you the call rule to activate. The call rule
will activate every week on that day during the times specified.

2. Toedit the active hours for aday, click the .| button for that day. You can also typein
the hours using hyphens for a range and commas to separate multiple ranges. For
example: 9:00 AM - 12:00 PM, 1:00 PM - 5:00 PM.

3. Click Finish.
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To have the call rule activate on one or more individual dates

1

Click the On a Specific Date and Time tab.

During Dates and Times @

Weekly

Add specific dates and times to your schedule:

Date: [ zn18jz011

|
Time Ranges: |9:DD AM - 5:00 PM | E]

Dates and Times:

Date Time Ranges Remove

[ < Back ] [ Finish ] [ Cancel

Enter a Date on which the call rule will be active.

To edit the active hours for that date, click _.|. You can also type in the hours using
hyphens for arange and commas to separate multiple ranges. For example: 9:00 AM -
12:00 PM, 1:00 PM - 5:00 PM.

Click Add to add that date, with its selected hours, to the Dates and Times list.

Repeat steps 2 through 4 to add other dates to the Dates and Timeslist, if needed. The call
rule will activate on each date/time specified in the Dates and Times list.

To remove adate from the Dates and Times list, click it and click Remove.

Click Finish when done.
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Quickly creating call rules for contacts or groups
To quickly create acall rulethat triggers on callsfrom a contact or amember of a Group, do the
following:
1.  Select the contact or Group in the appropriate ViewPoint folder.
2. Choose Actions > Create Call Rule.

The Call Rule Wizard opens with that contact or Group already entered. See “Creating a new
call rule” on page 11-4 for further instructions.

Call rule priority

Wave handles incoming calls according to the priority of your call rules. The call rulesin the
Call Rules window are ordered from the top down. If two call rules apply to the same call, the
call rule highest in the list is the one used.

You can create multiple call rulesthat contain similar caller and schedule conditions, and then
prioritize them to ensurethat the correct greeting and routing list are used for calls. For example,
if you create a call rule for a Group, but want calls from a certain individual within that Group
to be handled differently, you can createacall rulefor that individual and giveit ahigher priority
than the Group’s cal rule.

To set the priority of a call rule
1. Select acal rulein the Call Rules window.

2. Click Move Up or Move Down to movethe call rule to ahigher or lower priority position.

i Wave ViewPoint User Guide
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How Wave resolves call rule conflicts

When acall is subject to multiple call rules, the actions taken (greeting, routing list, etc.) are
determined by the highest call rulein the list for which an action is selected. If the highest rule
sets an action, that action isused. But if it has an unselected action, while alower rule setsthat
action, the action from the lower ruleisused. This can result in actions from different call rules
being used on asingle call.

Example: A cal rule for Paul plays a custom greeting, but leaves the routing list action
unselected. Paul is also amember of the Sales Group, for which you have alower cal rule
that specifies arouting list to follow. When Paul calls, Wave plays the custom greeting from
the higher call rule, and uses the routing list from the lower call rule.
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About customizing ViewPoint
You can customize ViewPoint and your Wave account to suit the way you work.

Most customization options presented in this chapter are set in the Options dialog, accessed by
choosing Tools > Options. Your Wave system administrator may have made some or all tabs of
the Options dialog unavailable to you. See your system administrator if you cannot access a
particular option that is described in this chapter.

Guide to the Options dialog

Note: Depending on your system configuration and your specific user permissions, some
Optionstabs or Wave features described in this chapter may not be visibleto you in ViewPoint.
See your system administrator for more information.
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Use the following table to locate instructions for the fields in the Options dialog.

Tab Field See...
All Change Password “Changing your password” on
page 2-17
Personal Voice title “Recording your voicetitle” on
page 12-4
Telephone prompts “Changing the language of phone com-
mand prompts’ on page 12-5
Personal operator “Changing your personal operator” on
page 12-7
List in dial-by-name “Customizing your listing in the
directory dial-by-name directory” on page 12-8
Personal \ “Entering My Numbers” on page 6-5
My Numbers
Personal \ “Synchronizing Wave voice messages
Wave Mail and contacts with your e-mail program”
on page 7-27
Phone Default ring duration “Customizing how long your phone
rings’ on page 12-9
Enable call waiting “Customizing or turning off call wait-
ing” on page 12-6
Phone \ Softphone “Configuring the ViewPoint Softphone”
Devices

Voice Messages

Voice Messages \
Usage

Voice Messages \
E-Mail Notification

Maximum message length

Voice message playback
order

Play a sound when a new
message arrives

Mailbox size

Remove Items From
Deleted folder

on page 12-10

“ Setting a maximum length for your
Voice messages’ on page 7-10

“ Setting voice messages playback
order” on page 12-15

“Playing a sound when a new message
arrives’ on page 12-16

“Managing your voicemail maximums’
on page 7-10

“Managing the Deleted folder” on
page 2-33

“Setting up e-mail notification” on
page 7-14

r - aslt on o |
N vertical
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Tab Field See...
Voice Messages \ “Setting up pager notification” on
Pager Notification page 7-16
Voice Messages \ “Setting up call notifications” on
Call Notification page 7-18
ViewPoint Log on automatically “Disabling automatic logon” on
page 2-9
Double clicking contacts  “Defining double-click behavior in the
behavior Contacts folder” on page 12-19
Language “Using ViewPoint in languages other
than English” on page 2-15
New Routing Lists “Using the Routing List Wizard vs. the
Routing List Editor” on page 9-9
Disable auto-updates “Performing automatic updates’ on
page 2-2
ViewPoint \ Call “Displaying the Call Monitor folder
Monitor automatically” on page 5-6
ViewPoint \ Call “Customizing incoming call behavior”
Alerts on page 12-13

Customizing phone behavior

The options described in this section alow you to customize your interaction with Wave on the
phone. These optionsinclude:

Recording your voice title. See this page.

Changing the language of phone command prompts. See page 12-5.
Customizing or turning off call waiting. See page 12-6.

Changing your personal operator. See page 12-7

Customizing your listing in the dial-by-name directory. See page 12-8
Customizing how long your phone rings. See page 12-9.
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Recording your voice title

A voicetitleisashort recording of just your namethat Wave fitsinto its own recorded prompts.

Note: You havealimited amount of spacefor your voicetitle, your contacts' voicetitles, your
greetings, and recorded conversations. Your Wave administrator can tell you how much space
you have been allocated and how much you have used.

To record a voice title in ViewPoint

1. Choose Tools > Options. When the Options dialog opens, click the Personal tab.

[=8 Personal e | =
Yoice title: F H bl Lt | 00:00.0

Iy Mumbers ! bt | |E Z |

Wanve Ml Telephane prompts: |English {United States) v |
=-Phone

Softphone Devices Personal operator: |@ Operator w |
=l ¥oice Messages A s .

Usage [ List in dial-by-name directory:

E-mail Motification

Pager Motification

Call Matification
[=- YiewPoint

Call Monitor

Call Alerts

oo conl ]

2. Usetheaudio controlsfor Voice title to record your voice title. See “Using the audio
controls’ on page 2-36 for more information.

3. Click OK.
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Changing the language of phone command prompts

Wave can play the phone command promptsin any language that has been installed with Wave.
Whenever you log on or press Flash (on an analog phone), the prompts are played in the
language you choose.

To change the phone commands language

1. Choose Tools > Options. When the Options dialog opens, click the Personal tab.

[=8 Personal e | =
Yoice title: F H bl Lt | 00:00.0

Iy Mumbers ! bt | |E Z |

Wanve Ml Telephane prompts: |English {United States) v |
=-Phone

Softphone Devices Personal operator: |@ Operator w |
=l ¥oice Messages A s .

Usage [ List in dial-by-name directory:

E-mail Motification

Pager Motification

Call Matification
[=- YiewPoint

Call Monitor

Call Alerts

oo conl ]

2. Onthe Personal tab, select the language that you want on the Telephone prompts
drop-down list. All of the languages currently installed on the Wave Server are listed.

3. Click oK. When prompted, restart ViewPoint.
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Customizing or turning off call waiting

With call waiting turned off, incoming calls that arrive while you are on the phone go directly
to your voicemail.

Evenif cal waiting isturned off, you can still easily intercept anincoming call visually in your
Call Monitor folder. See Chapter 5 for more information.

Note: Call Waiting can only be customized if your phone supportsit.
To customize call waiting or turn it off
1. Choose Tools > Options. When the Options dialog opens, click the Phone tab.

Eo&

| =-Personal

Iy Mumbers
Warve Mail

=] m [] Enable call waiting
Softphone Devices |

= Yoice Messages
Usage
E-mail Motification
Pager Motification
Call Matification

[=- YiewPoint
Call Monitor
Call Alerts

| seconds

| Default ring duration: 1

e g

2.  Select the Enable call waiting checkbox to use call waiting. Deselect this checkbox to
turn call waiting off.

3. Click OK.
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A caller can always press 0 after reaching your voice mail or when listening to your routing list
prompts. By default, 0 transfersthe caller to your system Operator, but you can transfer them to
any other extension, for example, your company’s auto attendant.

To change the extension to which callers transfer when they press 0

1. Choose Tools > Options. When the Options dialog opens, click the Personal tab.

[=8 Personal
Iy Mumbers
Warve Mail
=-Phone
Softphone Devices
= Yoice Messages
Usage
E-mail Motification
Pager Motification
Call Matification
[=- YiewPoint
Call Monitor
Call Alerts

Change Password., ..

WYoice title:

Telephone prompts:

Personal operator:

[ List in dial-by-name directory:

| ba @K EE 00:00.0|
|English {United States) RV |
|@ Cperatar v|

(

Ok ][ Cancel ][ Help ]

2. Choose an extension on the Personal operator drop-down list.

3. Click oK.
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Customizing your listing in the dial-by-name directory

The dial-by-name directory lets callers dial auser by entering the first few letters of the user’s
name. Callers who know your name but not your extension can find you quickly viathe
dial-by-name directory.

You can remove your name from the dial-by-name directory if you want only callerswho know
your extension to call you. You can al so specify whether or not the dial-by-name directory reads
your extension to calers.

To customize your dial-by-name listing

1. Choose Tools > Options. When the Options dialog opens, click the Personal tab.

[=8 Personal

Yoice kitle: | [ H bl 00:00.0 |
Iy Mumbers et | | E |
Wiave Mail Telephone prompts: English {United States) RV
=-Phone
Softphone Devices Personal operator: @ Operator w
[=- ¥oice Messages R :
Usage [ List in dial-by-name directory:

E-mail Motification

Pager Motification

Call Matification
[=- YiewPoint

Call Monitor

Call Alerts

|

2. Deselect the List in dial-by-name directory checkbox to remove your name from the
dial-by-name directory. If checked, callers can dial you by name.
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3. If you chooseto be listed in the dial-by-name directory, you can select the Play extension
to the caller checkbox to have Wave read your extension to callers who find you viathe
dial-by-name directory. Callers hear “Transferring to <your voice title> at extension
<your extension>."

If not selected, callerswho find you by using the dial-by-name directory hear only
“Transferring to <your voice title>.”

4. Click OK.

Customizing how long your phone rings

You can specify how long acall rings your phone before it proceeds to your voice mail. Ring
duration for call forwarding is determined elsewhere.

To specify how long your phone rings

1. Choose Tools > Options. When the Options dialog opens, click the Phone tab.

| =-Personal

| Default ring duration: 18 seconds
Iy Mumbers | 1
Wave Mail
= m [] Enable call waiting

Softphone Devices
= Yoice Messages
Usage
E-mail Motification
Pager Motification
Call Matification
[=- YiewPoint
Call Monitor
Call Alerts

o) (Come ) (b
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2. InDefault ring duration: ___ seconds, enter the number of seconds your phone will ring
before a call proceeds to the next action on your routing list (by default your voice mail).
(Thering duration you enter here can be overridden by the ring duration specified in a
personal status or routing list.)

Note: By default the minimum ring duration is 5 seconds and the maximum is 120
seconds. Your system administrator can extend the possible range from 1 to 999 seconds.

3. Click oK.

Note: Caler ID istransmitted between thefirst and second ring. If your phone supports Caller
ID, you may want to increase the Default ring duration: ___ seconds setting so that thereis
enough time for Caller ID to be displayed and read before the call is sent to your voice mail.

Configuring the ViewPoint Softphone

Important: Beforeyou can usethe ViewPoint Softphone asyour primary or secondary phone,
you must be configured to do so by your Wave system administrator. See“Using the ViewPoint
Softphone” on page 2-6 for an overview of the ViewPoint Softphone.

The default device settings for the audio playback and capture devices (microphone and
speakers, headset, or other USB audio devices) on your laptop or PC that you usein conjunction
with the ViewPoint Softphone will work in most cases. You use this tab to modify the default
settings to use a specific device, or if you receive apopup at logon warning you that the default
device could not be loaded.
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To configure the ViewPoint Softphone

1. Choose Tools > Options. When the Options dialog opens, click the Phone \ Softphone
tab.

=-Personal Headset
Iy Mumbers 2
Wave Mal Flayback device: | soundma Digital Audio v
=-Phone Capture device: Soundrasy Digikal Audio w
Softphone Devices
= Yoice Messages [] Acoustic echo cancellation (8EC)  [[] Moise cancellation

Usage
E-mail Motification
Pager Motification

[] Auto gain control (AGC)

Call Notification Speelii piem:

[=- YiewPoint Playback device: SoundMay Digital Audia w
Cal Marior Capture device: Soundraz Digital Audi w
call Blerts apture device: oL igital Audio

[] Acoustic echo cancellation [] Moise cancellation

[] Auto gain control (AGC)

Ringer
Flayback device: SoundMay Digital Audio w
Yalurme J

Change Password. .. [ OF ] [ Cancel ] [ Help ]

2. Inthe Headset settings section, enter the following information that applies to the
headset that you use with the ViewPoint Softphone.

e Playback Device. Select the entry for your playback device from the drop-down list.

* Capture Device. Select the entry for your voice capture device from the drop-down

list.

e Acoustic echo cancellation. Select this checkbox to reduce perceived echo on
headset calls.

* Noise cancellation. Select this checkbox to reduce background noise on headset
calls.

e Auto gain control (ACG). Select this checkbox to automatically adjust volume level
on headset cals.In the
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3. Inthe Speaker phone settings section, enter the following information that applies to the
computer speakers and microphone that you use with the ViewPoint Softphone.

Playback Device. Select the entry for your playback device from the drop-down list.
Capture Device. Select the entry for your voice capture device from the drop-down
list.

Acoustic echo cancellation. Select this checkbox to reduce perceived echo on
speaker phone calls.

Noise cancellation. Select this checkbox to reduce background noise on speaker
phone calls.

Auto gain control (ACG). Select this checkbox to automatically adjust volume level
on speaker phone calls.

4. Inthe*Ringer settings section, enter the following information that applies to how you
will be audibly notified that you have anew call.

Playback Device. Select the entry for your playback device from the drop-down list.
Volume. Use the slider to set the default volume on Softphone calls.

5. Click OK.
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Customizing incoming call behavior

To set call alerts

You can specify the call alert behavior to occur when you receive an incoming call. If you have
Call Monitor tabs other than “My Phone,” you can set call aerts separately for each
tab-category of calls (see “Call Monitor folder tabs’ on page 5-3). For example, you can have
the ViewPoint title bar flash only on calls for your colleague whose Call Monitor you are

sharing.

Choose Tools > Options. When the Options dialog opens, click the ViewPoint \ Call

Alerts tab.

[=- Personal
Iy Mumbers
Warve Mail
=-Phone
Softphone Devices
= Yoice Messages
Usage
E-mail Motification
Pager Motification
Call Matification
[=- YiewPoint
Call Monitar

Change Password., ..

X

For all incoming calls
Display a pop-up notification window
Play the caller's name over the speakers
[] Flash the title bar

[] pisplay the Call Monitar

OF H Cancel ][ Help
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Select one or more of the following options for all incoming calls:

* Display a pop-up notification window. Opens a pop-up window opens displaying the
callers's name.
* Play the caller’s name over the speakers. Announces the caller's name over your

computer speakers if the recording is available. Wave users and identified contacts
are announced if they have voice titles already recorded.

* Flash the title bar. Flashes ViewPoint'stitle bar.

< Display the Call Monitor. Brings ViewPoint to the front of your desktop with the
Call Monitor showing when acall arrives. If you are actively working in another
folder, ViewPoint opens the Call Monitor folder.

Note: If your Wave administrator has shared one or more other users’ Call Monitorswith
you, you can specify different options for incoming calls from each Call Monitor. To do
S0, select each Call Monitor entry from the drop-down list in turn and select the
appropriate options. To set the same options for al Call Monitors to which you have
access, select For all incoming calls from the drop-down list.

=- Personal For all incoming calls v
My Murnbers For all incoming calls
Wave Mail For all incoming calls to Harry Patillo

= Phone For all incoming calls to My Phone

Softphone Devices
—I-¥Yoice Messages [] Flash the title bar
Usage
E-mail Motification
Pager Motification
Call Matification
=I- ¥iewPoint
Call Monitor
Call Alerts

[] pisplay the Call Manitar

Click OK.
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Customizing voice message behavior

You can customize the following voice message behaviors.

Setting voice messages playback order

Thisisthe order in which Wave plays back voice messages when you are listening to your voice
messages using the phone commands, for example “Unheard (oldest to newest), Heard (ol dest
to newest)”.

To set voice message playback order

1. Choose Tools > Options. When the Options dialog opens, click the Voice M essages tab.

= Personal Maximurm messar g
4 ge length:  |180 seconds
Iy Mumbers -
Wave Mail ‘Woice messages playback order:
& Phone X |Unheard {oldest to newest), Heard {oldest to newest) w
Softphone Devices
= Flay a sound when a new message arrives
Usage

E-mail Motification

Pager Motification

Call Matification
(=) ¥iewPoint

Call Monitor

Call Alerts

|

2. Under Voice messages playback order, choose the order in which you prefer to listen to
your messages, for example Unheard (newest to oldest), Heard (newest to oldest).

3. Click OK.

W7vertical wave ViewPoint User Guide
Release 3.0 October 2012



Customizing voice message behavior 12-16

Chapter 12: Customizing ViewPoint

Playing a sound when a new message arrives

You can play asound over your computer ‘ speakers whenever anew voice message arrives for
you.

1. Choose Tools > Options. When the Options dialog opens, click the Voice Messages tab.

= Personal Maximurm messar g
4 ge length:  |180 seconds
Iy Mumbers -
Wave Mail ‘Woice messages playback order:
&-Phone X |Unheard {oldest to newest), Heard {oldest to newest) w
Softphone Devices
=] Play & sound when a new message arrives
Usage

E-mail Motification

Pager Motification

Call Matification
[=- YiewPoint

Call Monitor

Call Alerts

e

2. Check Play a sound when a new message arrives.

3. Click oK.

Note: ThesoundfileplayedisChord.wav, located inthe Wave ViewPoint directory (by default
C:\Program Files\Wave\Client). To play a custom sound file, nameit Chord.wav and placeitin
that directory.
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Customizing ViewPoint for operators

If you are an Operator user, you can use the following options to make your tasks easier and
faster:

e Transfer calls by dragging-and-dropping to the Phonebook pane. If you display the
Phonebook panein the Call Monitor folder, you can transfer acall by dragging it from the
Call Monitor to a contact or an extension. This action performs a blind transfer. See
“ Adjusting the Phonebook Pane layout in the Call Monitor” on page 2-26 and “ Dragging
and dropping items’ on page 2-28.

* Resize the Transfer To dialog. You can make the Transfer To dialog larger so that you can
see more users and more columns at a glance. Wave remembers the new size of the
Transfer To dialog whenever you open it.

e View users by Group. In the Extensions list and Transfer To dialog, each Group can be
represented by atab that listsits members. You can create Groups that represent the
departments of your office, so that when transferring calls, you can see at aglanceall the
usersin agiven department. For example, if you have to transfer acall to Sales, you can
click the Sales tab (for the Sales Group) and see al the members of the Sales department
and their current personal statuses. See “Extensions list tabs’ on page 4-3.

e Manage all parked calls together. Right-click any Call Monitor tab, choose Show Tabs,
and add the Parked tab.

Customizing the ViewPoint display

You can customize your ViewPoint display in any of the following ways:
» Change ViewPoint’s language. See page 12-18.
» Define double-click behavior in the Contacts dialog. See page 12-19.
»  Customize columns. See page 12-20.
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Changing ViewPoint’s language

You can change the language of the ViewPoaint user interface. To do so:
1

2.
3.

Choose Tools > Options. When the Options dialog opens, click the ViewPoint tab.

=- Personal

=-Phone

Usage

Iy Mumbers |
Warve Mail

Softphone Devices
= Yoice Messages

[] Log om automatically

Double clicking contacts behavior:

|Edit the contact w |

E-mail Motification

Pager Matification Language:

Call Matification |English 3 |

=

Call Moritar Mew Routing Lists:

Call Alerts |Pr0mpt me ko use the Wizard or Editor v |
Change Password. .. [ OK ] [ Cancel ] [ Help

]

Select the desired language from the Language drop-down list.
Click oK. You must restart ViewPoint for the change to take effect.
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Defining double-click behavior in the Contacts folder

Double-clicking a contact lets you either edit the information for the contact or place a call to
the contact.

To set double-click behavior

1. Choose Tools > Options. When the Options dialog opens, click the ViewPoint tab.

CoX
=- Personal [ Log on automatically
Iy Mumbers | |
Warve Mail
= Phone | |
Softphone Devices
= Yoice Messages Double clicking contacts behavior:
Usage |Edit the contact w |
E-mail Motification
Pager Matification Language:
Call Matification |English 3 |
=]
Call Manitar Mew Routing Lists:
Call Alerts |Pr0mpt me ko use the Wizard or Editor w |
Change Password. .. [ OF ] [ Cancel ] [ Help ]

2. Under Double clicking contacts behavior, select one of the following behaviors:

e Edit the contact. Double-clicking a contact in the Contacts folder opens the Contact
dialog for the contact.

« Call the contact. Double-clicking a contact in the Contactsfolder placesacall to the
contact.

3. Click OK.

W7vertical wave ViewPoint User Guide
Release 3.0 October 2012



Customizing the ViewPoint display 12-20
Chapter 12: Customizing ViewPoint

Customizing columns

You can choose to show or hide columnsin afolder. You can also customize columnsin afolder
by moving, resizing, and sorting them. The changes you make to columnsin afolder are saved
when you exit ViewPoint.

Showing and hiding columns

For each folder in ViewPoint, you can choose the columns that you want to see in the folder.
Some folders do not show all the available columns by default.

To show or hide columns in a ViewPoint folder

1. Choose View > Current View > Show Columns. You can also right-click in the folder and
select Show Columns. The Show Columns dialog opens. For an explanation of the
columns, click Help.

Call Monitor - Show Columns rg|

Available columns: Show these columns in this order:
Account Code ~ Icon Y
Custom Data Mame

DID Status Icon -
Faolder Owner Status

Mokes Mumber

Crbit Mumber Duration

Organization Cwner

Priority “

) i > < >

OF ] [ Cancel ] [ Help

2. Do any of the following:
* IntheAvailable columns list, select a column and click Add to show it.

* |nthe Show these columns in this order list, select a column and click Remove to
hideit.

« Usethe arrowsto arrange the columns in the left-to-right order you want. The
highest columns appear furthest to the l€ft.

You can also drag and drop to move columns between panes and reorder them.
3. Click oK.
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To move acolumn, click its header and then drag and drop it to a new location. You can aso
move columns by using the Show Columns dialog (see the previous section).

Resizing columns

You can change column widths by dragging the sides of the column headers.

Sorting by column

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

The column in the folder that contains an arrow is the column by which the display is currently
sorted. The direction of the arrow indicates the order.

MName £

Other customization options

The following table refers you to customization options described elsewhere in this manual.

Feature Description See page
Recording greetings Create recordings that callers hear when | 7-23
they reach your voicemail.
Automatically logging on Log on to ViewPoint without needing to 2-7
enter your password.
Changing your password Change the password you use to logon | 2-17
to Wave
NW7vertical Wave ViewPoint User Guide
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Feature Description See page
Displaying the Call Monitor Bring ViewPoint to the front with the Call | 5-6
folder automatically Monitor showing when you place calls
from ViewPoint.
Setting e-mail and pager Receive an e-mail message or a page 7-14
notification whenever you have new voice
messages.
Setting deletion options Choose how voice messages are 2-33
permanently deleted from the Deleted
folder.
N7vertical wave ViewPoint User Guide
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Important: You can use the Contact Center Reporter to report on non-queue call activity and
phone usage, even if you are not an agent in a Contact Center queue. The available reports are
listed on the next page, and are described in more detail on page 13-13. Once Wave Contact
Center is generaly available, additional reports will be available.

About the Contact Center Reporter

The Contact Center Reporter allows you to run more than a dozen detailed reports on call
activity and phone usage in Wave. You run reports on both queue calls and activity that has
nothing to do with queues, such as general user and trunk usage. By carefully tracking the
relevant call activity, you can quickly identify how effectively your phone system isbeing used
by agents, queues, or trunks.

With the Contact Center Reporter, you can also analyze general system data not related to call
distribution systems, such as the activity on your trunks.

You can configure each report to show information over any time period, from a single day to
months or even years.

W7vertical Wave ViewPoint User Guide
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Note the following:

* You cannot run reports on time periods for which you have archived the Call Log.
Archiving removes information from the Wave database and makes it unavailable for
reports.

* If you are running the Contact Center Reporter on a computer other than the Wave
Server, make surethat the clocks on the two computers are synchronized. All report times
and dates are based on the clock of the local PC.

Contact Center Reporter requirements

To run the Contact Center Reporter, you need the following:
e Microsoft Excel 2003 SP3 or higher must be installed on the ViewPoint PC.

« Wave permission to run reports. You must have the permission Access Contact Center
Reporter set to Allow. See Chapter 11 in the Wave Global Administrator Guide for
instructions on setting permissions.

e A Contact Center Reporter licenseis required to run many reports. However, you do not
need a Contact Center Reporter license to run the following reports:

e Cadl Log report

e Cal Transfer report

*  Grouped Service Level report

e Outbound Call Comparison report

¢ QOutbound Calls By Phone Number report

e Qutbound Long Distance Summary report

e Unanswered Calls During Business Hours report
e User Cdl Trends report

e Toavoid apotential error when running reports, you must obtain the following updates
from the Microsoft Download Center (www.microsoft.com/downloads) and install them
on the ViewPoint PC:

e KB955466 (Excel 2003 update)
e KB907417 (Office 2003 update)

i Wave ViewPoint User Guide
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Running a report

The following steps describe how to start the Contact Center Reporter and run areport.

Note: To run some reports, you must first define general Reporter options. See * Setting
general Reporter options’ on page 13-6.

To run a Contact Center report

1. InViewPoint, choose Tools > Reports. The Contact Center Reporter dialog opens.

2. Click the name of the report that you want to run. The report template opens in Microsoft
Excel and shows data according to the options most recently selected for that report.

3.  If thefollowing prompt regarding macros appears while Excel is opening, check Always trust
macros from this source. Then click Enable Macros.

Security Warning B
Call Center Queue Information. xt

conkains macros by

Artisoft, Incorporated _Det;alls;__‘j

Macros may conkain viruses, It is always safe to disable macros, but if
the macros are legitimate, you might lose some functionality

V! Abways brust macros From this source.

Enable Macros | More Infa 1

4. The Options dialog for the selected report opens. If it does not, click “aRepartoptians o the
Excel Reporter toolbar. (See “Using the Contact Center Reporter toolbar in Excel” on
page 13-4.)

5. Inthe Options dialog, modify the report parameters to focus on the time period or other
information that you are interested in. See “ Setting individual report options’ on page
13-8 for more information.

6. Click oK. Thereport runsand is displayed in Excel. Use Excel’s options to view the
report in graphical or spreadsheet format.

7.  The Reporter dialog remains open. To run another report, click another report name.
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Viewing report headers and footers

You must have a printer installed on your computer in order to view the headers and footers on
reports. The headers and footers include such data as report title, agent and queue name, date
range, date printed, and the days of the week for the report. If you do not have a printer (local
or network) configured on your computer, the headers and footers will be blank.

Using the Contact Center Reporter toolbar in Excel

Wave makes Contact Center Reporter options available to you from within Excel on the
Reporter toolbar. To display the Contact Center Reporter Toolbar in Excel, choose View >
Toolbars > Contact Center Reporter Toolbar.

_] Mew Wave Repart %Export without Macros -1?] Repart Options  |#] Refresh Repart ‘? Help

Note: For the Contact Center Reporter toolbar to be available, you must have opened areport
from the Contact Center Reporter dialog.

The Contact Center Reporter toolbar offers buttons for the commands listed in the following
table.

New Wave Report. Opens the Reporter dialog or brings it to the front
j if it is already open, so that you can select a report to run. See “Running
a report” on page 13-3.

Export without Macros. Saves the report so that it can be opened in
;.1_*/17 Excel on any PC. Reports saved with macros can be opened only on
N PCs with Wave applications installed.

Report Options. Opens the Report Options dialog for the report
-'J[-_;] currently showing, so that you can change the report parameters and
run the report again.

Refresh Report. Runs the report again with the same options as were
used to generate the current report. Use to update the report with the
latest data.

=

'5@ Help. Opens the Contact Center Reporter online Help.
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Shared and local reports

Reports can be either shared or local, asfollows:

e Shared reports are stored on the Vertical Wave Server and can be run from any
ViewPoint PC. Shared reports are indicated in the Reporter dialog by L (blank report)
or & (report with data) in the Shared/Data column.

The default path for shared reports on the Wave Server is:
C:\Program Files\Vertical Wave Server\Reports

* Local reports are stored on the ViewPoint PC itself, and can only be run from that PC.
Local reports are indicated in the Reporter dialog by in the Shared/Data column.

The default path for local reportsis:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\Reports
The reports that come with Wave are all shared reports.

To share a local report
1. Select thereport in the Reporter dialog.
2. ChooseFile > Share.

After sharing areport, click the Refresh Report button on the Reporter dial og toolbar to see the
shared report in the Reporter dialog.

Reporting on outbound Contact Center calls
For agents' outbound calls to appear in reports, the agents must place their calls as the queue

rather than as themselves. To do so, use the ViewPoint status bar. See “ The Status Bar” on page
2-21.
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Backups of original reports

Because auser can accidentally overwrite ashared report by sharing one of hisown reportswith
the same name, backup copies of the original Wave report templates are provided in the
Reports_backup directory in the Wave Server directory.

Do not modify Contact Center report templates!

Important: Wave maintains report template (.XLT) files on the ViewPoint PC for itsinternal
use. Do not modify these as a means of editing the Wave reports. If you do, your changes will
be lost, because Wave regularly overwrites the reports. To modify areport template, save the

XLT filewith a different name so that it is not overwritten by the Reporter.

Setting Reporter options

You set Reporter optionsin severa ways.
« Setting general Reporter options. See page 13-6.
e Setting individual report options. See page 13-8.

Setting general Reporter options

Some reportswill not run unlessyou have set general Reporter options. To do so, you must have
Administrator permissions.

Wave ViewPoint User Guide
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From the Reporter, choose Tools > Options. The Options dialog opens.

h] Options E

—Toll free options

Enter toll free or local area codesfexchanges separated by commas:

500, 666,677,555

Example: 800, 77, 617, 508452, 508673

=
[

—In-state options

Label For in-state category: In-state

Enter in-state area codes/exchanges separated by commas:

Example: 617, 978, 508452, 508673

—Criteria For counting calls

Minimum outbound number length: |1D— digits

Minimum outbound call duration: |3— seconds
Minimurm inbound call duration: ID— seconds
Short: call duration: |1D— seconds

Cancel

Help |

Under Toll-free options, enter the prefixes of phone numbersthat are freeto dial from the
local Wave Server. These include your local area code as well as any toll-free area codes
such as 800 and 888. Separate entries with commas. You do not need to enter
long-distance prefix digits, such asthe“1” inthe U.S.

If your entire local area code is not free, you can enter each free exchange as the area
code plus exchange, for example 508452, 508673.

Under In-state options, use the following fields to define how in-state calls appear on the

outbound call reports:

e Label for in-state category. Type the name for in-state calls that will appear on the

x-axis of reports that use this option.

e Enterin-state... Enter alist of area code and exchanges that arein your State but not
free, for example area codes in your State other than your local one. You do not
need to enter long-distance prefix digits, such asthe“1” inthe U.S.
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4. Under Criteria for counting outbound calls, use the following fields to define which calls
are counted in various report categories:

¢ Minimum outbound number length. In North Americathis field should be left at 10
so that the reports pick up all long-distance calls. Further filtering, for example for
the Outbound Long Distance Summary report, will be provided by the toll-free and
in-state fields above.

e Minimum inbound/outbound call duration. These two fields ensure that the reports
count only callsthat were connected. You can adjust the setting asdesired. A setting
of 1 second is generally sufficient to include all connected calls.

¢ Short call duration. Enter the number of seconds at or below which acal is
considered a“short call” by various reports, such asthe Agent Performance by Skill
report.

5. Click OK.

Setting individual report options

The Options dialog appears automatically whenever you run areport, letting you specify the
parameters for the report. You can also click Report Options on the Reporter toolbar to change
areport’s parameters and run it again, for example, with a different date range.
The following options are avail able for most reports:

* Queue. Select the queue on which you want to run the report.

e Agent. Select the agent on whom you want to run the report.

* Period. Select the time frame for which you want to report. Use the Start and End fields
for custom time frames.

* Interval. Select the length of time reflected by the report, such as hours, days, or months.
The time periods appear on the x-axis of the report.

Click OK in the Report Options dialog to run the report according to the options that you selected.
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Using Excel tabs to view report results

Most Wave reports contain the following tabsin Excel:
e Report. A graphical presentation of the data.
e Data. A numerical presentation of the data.

* Report Options. A worksheet showing the options selected for the report.

Totals on the Data tab

Sometimes totals on the Data tab appear to be inaccurate. Thisis usually due to the way Excel
presents numbers, rounding them to the number of displayed digits. Thetotal isawaysformed
by taking the sum of the complete numbers, then rounding. For example:

6.47 6.4650
5.87 5.8699
Total 12.33 12.3349

S

Using the Report Options tab in Excel

Most users should not try to change the report parameters by changing the data on the Report

Optionstab. Instead, click Report Options on the Reporter toolbar and enter new parametersin
the Options dialog, as described earlier in this section.

The Report Optionstab in Excel isfor those who want to print out the full workbook, with a
record of the selected options. Macro writers and other skilled spreadsheet users can also use
the tab to generate reports without using the Report Options dialog.
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Printing and scheduling reports with the Report Runner

The Report Runner enables you to create a desktop shortcut for running and printing a report.
You can then run the report just by clicking the shortcut. You can choose whether to send the
report to aprinter or afile.

You can also use the Windows Task Scheduler to run the Report Runner at any time and interval
you choose. See Windows Online Help for the Task Scheduler for more information.

To create a Report Runner shortcut for running a report

1

Create a shortcut to the Report Runner file, Tvrrun. exe. The default location for the
Report Runner fileis:

C:\Program Files\Vertical
Wave\ViewPoint\Reporter\TVRRun\Tvrrun.exe

For instructions on creating a shortcut, see your Microsoft Windows documentation.
Right-click the shortcut and choose Properties.
In the Target field, add the following after the path:

e The path to the XL Sfile of the report you want to run.

« (optional) -C to send the chart report to your default printer.

e (optional) -T to send the data report to your default printer.

« (optional) -S <output file> to print the report to afile. If you do not specify an
output file, the new report overwrites the source XL Sfile. Note: Do not use quotes
around the file path.

See the next section for examples of the Target statement.

To set report options, such as queue name or selected hours, use the Report Optionstabin
your saved XL S spreadsheet file. See “Using the Report Options tab in Excel” on page
13-9.

Click OK.
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Examples of the shortcut Target statement

The following are examples of how the shortcut’s Target field might look:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\Wait by Outcomel.xls -C

The chart for the Wait by Outcomel.xIs report is sent to the printer.

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\Trunk Performance.xls -C -T

The chart and the data sheet for the Trunk Performance Report are sent to the printer.

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\User Activity.xls -S

The XLSfile of the User Activity report is overwritten with the new report.

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\User Activity.xls -S C:\Program Files\Vertical
Wave\ViewPoint\Reporter\Reports\Fred_Sanders.xls

The User Activity report iswritten to the file Fred_Sanders.xls in the Reports directory
(Note no quotes around the file path).

Using the Report Runner

When running or scheduling reports automatically with the Report Runner, you must do the
following:

1

Run the report manually for the user you want and for the period you want.

2. Clear al sheets except for the “ Report Options’ sheet. (Click the top left cell to select all,
then press Delete.)
NW7vertical Wave ViewPoint User Guide
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3. Onthe“Report Options’ sheet, do the following:
e Clear the date rangein the “Period” row (column B).
e Clear thedatain the“Days’ row (columns B and C).
¢ In“Days’ row (column B) enter 1,2,3,4,5,6,7.

« Inthe“Days’ row (column C) enter Sunday, Monday, Tuesday, Wednesday,
Thursday, Friday, Saturday.

4. Savethereport (nameit something like “User Template.xIs’).

Set up the Report Runner to use thistemplate every day to generate the report. An
example command line would look like this:

C:\Reports\User Template.xls -S C:\Reports\User3.xls

Note the following:

« If the query generates no data, the existing report will be cleared, so you won't see the
data from the previous execution.

e The"“Days’ option in the template will be ignored if the period is“ Today” or
“Yesterday.” In that case the day used will be the appropriate one for the period chosen.

Running the Report Runner without a command line statement

If you run the file Tvrrun. exe without modifying its command line, the system opens a Help
topic that explains the Report Runner commands.

4 Report Runner E

The Report Runner command line switches determine how a report iz printed and saved after
being run by the Report Runner.

Syntax:  tvrunexe InputFile -C -T -5 DOutputFile

Input File Fequired Fath and filename of a Teleantage Report workbook
[.ul file] .

- Optional Frint the chart

-T Optional Frint the tabular report

-5 Output File Optional Save the report. |f no Output File is specified, the

Input File will be ovenwritten.

Example: c:Mvreportsibviun exe o h\vreportsiiwait by Outcomel . xls -C-T -5

In the above example, the ‘Wait by Outcome report is run, the chart and tabular report are
printed, and the input fil is replaced with the new repart.
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Available reports overview

You can produce the reports listed in the following table. For detailed examples of the reports, see
the sections referenced in the table.

Name

Description

Call Log report
(see page 13-14)

By any time interval, shows all the information that appears in the Call Log
for the entire system or the selected user or queue, in a spreadsheet form
that is easy to sort or filter.

Call Transfer report
(see page 13-16)

By any time interval, reports on all of the calls transferred to another entity
by a user, Contact Center queue, or ViewPoint Group.

Grouped Service Level
report
(see page 13-17)

By five-second increments, shows wait time for all external calls that were
answered by a user.

Outbound Call Comparison
report
(see page 13-18)

Shows the number and duration of outbound calls in the following
categories: In-state, Toll-free, and Other.

Outbound Calls by Phone
Number report
(see page 13-19)

Shows the number and duration of outbound calls placed to prefixes that
you specify, for example 800 or 212.

Outbound Long Distance
Summary report
(see page 13-20)

By any time interval, shows your outbound long-distance phone traffic and
estimates your phone bill.

Unanswered Calls During
Business Hours report
(see page 13-22)

By any time interval, shows external inbound calls during your Wave
business hours that were not answered by a user.

User Call Trends report
(see page 13-23)

Shows the number of calls a user made or received and the user’s average
talk time.
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Call Log report

The Call Log report showsall theinformation that appearsinthe Call Log for auser or aqueue,
in a spreadsheet form that is easy to sort or filter. Using Microsoft Excel’s drop-down filtering
tools, you can filter by any column to see just the calls you want.

This report should only be run for a small number of days due to the quantity of datait can
produce.

Note: By default you can report only on your Call Log and all Call Logsthat are visibleto you
in ViewPoint (for example, aqueue's Call Log if you have permission to view it, and any Call
Logs that have been shared with you). To report on any Call Log, you must have the Wave
permission Report on all call logs set to Allow. See Chapter 11 in the Wave Global
Administrator Guide for more about setting general Wave permissions.

E [ F I H N hl -
Start Time _IEnd Time Duration Result _ILeft MiNo Org Acci Answered By

1 - - - - |~ =] +
| 35 1011472002 7:06:29 PR 101142002 7:068:23 PR 00:00:00  Supervised transfer Mo Tech Support Afte
| 36 101472002 7:62:26 PR 10M142002 7:52:26 PR 00:00:00  Supervised transfer Mo Tech Support Afte
| 37 10152002 9:.02:04 AW 1011552002 9:.02:04 AW 00:00:00  Supervised transfer Yes Tech Support Afte
| 38 |10/15/2002 9:21:45 AM  10/15/2002 9:22:55 AWM 00:01:10  Connected Mo Rob Simsox
| 39 |10/15/2002 9:26:40 AM  10/15/2002 9:31:53 AWM 00:05:13  To voice mail Mo Shane Wilcoh
| 40 |10/15/2002 9:38:17 AM  10/15/2002 9:35:17 AW 00:00:00  Blind transfer Mo Shane Wilcoh
| 41 10152002 9:32:81 AWM 10M1502002 9:44:26 AWM 00:11:35 Ta vaice mail Mo Unknown
| 42 |10/15/2002 9:44:13 AM  10/15/2002 9:46:53 AW 00:02:40  Connected Mo Rob Simsox
| 43 101152002 9:43:41 AW 101552002 9:80:27 A 00:00:46  Connected Mo Unknown

44 101552002 2:50:33 AWM 101552002 2:55:56 AWM 00:05:23  To voice mail Mo Rob Simsox
| 45 [1NAE20N2 9-573-43 At TNARLNND 9-5R-57 Ak nn&s14  (Toownice mail Mn Shane Wilrnh

For adescription of the Call Log columns, see Chapter 8 in the Wave ViewPoint User Guide.
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Filtering Call Log data by column

To filter the report by column, click the arrow on any column header. From the drop-down list,
select the column entry that you want to display. The report shows only calls with that column
entry. Alternately, select Custom to filter by more complex criteria.

“|iTop 10...)
—{ {Custom...)
_| Inbound

Cuthbound

Y S|

Direction |

Examples of using the filter include viewing the following:

All callswith account code 55 (Account Code column)

All inbound or al outbound calls (Direction column)

All calslonger than 30 minutes (Duration column, select Custom)

All abandoned calls (Result column)

All calsthat were automatically recorded by the queue (Recorded by Queue column)
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Call Transfer report

This report shows how many calls were transferred by al users, an individual user, a queue, or
a ViewPoint Group during the reporting period, and to whom the calls were transferred.

Call Transfer - Janice Dowan
(21112004 - 2126/2004)

Number of Transfers

Andrew Geck Greg Blano Wark Quinn Mary Ellen el Psar Man Kerpor  Tech Support

Fimber Call Center
Transfer Target
BMurnber of Transfers

Reading the Call Transfer report

The following fields appear in this report:
* Number of transfers. Displays on the y-axis of the report.
¢ Transfer Target. Each entity to which a call was transferred appears as a bar along the x-axis

of the report.

On the Datatab, the Inbound Calls column displays the total number of inbound calls received
by the transfer target during the reporting period, allowing you to compare the number of calls
received by vs. transferred to the target during that period.
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Grouped Service Level report

Thisreport showswait timefor all external calls, displayed in five-second groupings. Wait time
includes the amount of time that the caller waited between the extension being dialed and the
user picking up, plus any time spent in ablind transfer later in the call. Note that wait time does
not include time that the caller spent on hold, parked, or in a supervised transfer.

Grouped Service Level - All Calls
(2/26/12004 - 2126/2004)

100%
90%
80%
0%
B0%
a0%
40%
30%

20%-:|_
Sl m = O [T
0% O M : : B wu B . B - .
0-5 6-10 11-15 16-20 21-256 26-30 31-35 36-40 41-45 46-50 51-55 56-60 =60
Wait Time (sec)
B% of Calls (out of 110 calls) |

% of Calls

Reading the Grouped Service Level report

The following fields appear in the Grouped Service Level report:
* Wait Time. Displays on the x-axis of the report as five-second groupings

¢ 9% of Calls. Shows how each grouping compares as a percentage of the total number of calls.
Displays on the y-axis of the report. The total number of callsisdisplayed at the bottom of the

report.
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Outbound Call Comparison report

The Outbound Call Comparison report separates your outbound callsinto three categories:
In-state, Toll-free, and Other. The In-state and Toll-free categories depend on your settings in
the general Reporter Options dialog (see “ Setting general Reporter options” on page 13-6).

Standard long-distance calls (calls made to non-free area codes) are included under “ Other.”

QOutbound Call Comparison - All Calls
(2/26/12004 - 2126/2004)

50 . 350
o L300 @
o 70 £
g 50 F 250 E
"c:, 50 - 200 _5
S - 150 ®
£ 30 3
3 - 100 ©
Z =
o o0 @
0 : 0
& & *
& &f}\z“ §a
== Nurnber of Calls —s— Total Duration {minutes) |
Reading the Outbound Call Comparison report
The following fields appear in the Outbound Call Comparison report:
* Interval. Displays as the x-axis of the report.
* Number of Calls. Displays as bars. Read against the left y-axis of the report.
e Total Duration. Displays asaline. Read against the right y-axis of the report.
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Outbound Calls by Phone Number report

Thisreport counts the number and duration of outbound calls placed to a specified list of phone
number prefixes. Enter the prefixesin the Number prefixes field in the Options dialog for this
report (separate prefixes with commas).

Qutbound Calls By Phone Number - All Calls
(2222004 - 2128/2004)

200 450

180 s F 400

160 —= L 350 %
)
5 0 - 300 £
O 0 £
2 o [ 250 5
3 L 200 B
g @ 5
f o - 150 3
=z =

A0 F 100 <

= V—I/./l—| o )

0 T T T 0

< P & e

||:|Numher of Calls —s— Total Duration (minutes) |

Note: If your prefixes overlap, acall can show up in more than one column. For example, if
you enter a prefix of 6 and another of 617, calls beginning with 617 will be counted in both
columns.

Reading the Outbound Call by Phone Number report

The following fields appear in the Outbound Calls by Phone Number report:
e Number prefixes. The prefixes you entered appear as the x-axis of the report.
* Number of Calls. Displays as bars. Read against the left y-axis of the report.
* Total Duration. Displays asaline. Read against the right y-axis of the report.
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Outbound Long Distance Summary report

You can use thisreport to track your outbound long-distance phone traffic and estimate aphone
bill for agiven period. The chart displaysthe total number of outbound long distance calls and
the duration of each. The Data tab shows the estimated cost of your long distance calls.

QOutbound Long Distance Summary - ABC
(6/1/2003 - 6/712003)

70 180.00
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Before running the Outbound Long Distance Summary report
You cannot run the Outbound Long Distance Summary report unless your system has been set
up in the following way:

* Oneor more Organizations are defined. See Chapter 20 in the Wave Global
Administrator Guide for more about using Organizations.

« In-state area codes are defined in the Reporter Options dialog.
When setting up the Options for this report, specify the following additional fields. Your long
distance carrier can provide you with exact numbers.

* Cost per minute. Enter the per-minute cost in dollars of your long-distance calls. For
example, enter .05 for five cents aminute.

e Costinterval in seconds. Thelength of the intervalsaminuteisdivided into for the purposes
of calculating the cost of the call.
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Reading the Outbound Long Distance Summary report

The following fields appear on the Outbound L ong Distance Summary report:

Interval. Displays along the x-axis of the report.

Long Distance Calls. All outbound trunk calls whose numbers do not begin with any of
the digit sequenceslisted in the Toll free options field in the Reporter Options dialog.
Displays as bars. Read against the | eft y-axis of the report.

Duration. Displays as aline. Read against the right y-axis of the report.

The following fields appear on the Datatab of this report. Each is totaled at the bottom.

Interval. The timeinterval chosen.

Outbound calls. The total number of outbound trunk calls, long distance or otherwise.
Note that to count as an outbound call, a call must match the Criteria for counting
outbound calls defined in the Reporter Options dialog (see “ Setting general Reporter
options’ on page 13-6).

Long distance calls. Thetotal number of long distance calls.
Duration. The total duration of long distance calls for each interval.

Cost. Thetotal cost of long distance callsfor each interval, based on the Cost per minute and
Cost interval in seconds data you entered.
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Unanswered Calls During Business Hours report

The Unanswered Calls report shows external inbound calls during your Wave business hours
that were not answered by auser. Thisincludes calls that were answered by another extension
type, such as a queue or an auto attendant, but never picked up by auser.

Unanswered Calls During Business Hours - All Calls
{6/1/2003 - 6/18/2003)
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Note: Thereport countscallsthat show aResult of “Abandoned” or “To voicemail” inthe Call
Log. Because of this, callsthat a user answered and then sent to voicemail count as unanswered.

Reading the Unanswered Calls During Business Hours report

Thefollowing fields appear on the Report tab of the Unanswered Calls During Business Hours
report:

e Time interval. Displays as the x-axis of the report.

e Unanswered Calls. Total number of unanswered calls. Displays as stacked bars. Read
against the left y-axis of the report.

¢ 9% Unanswered Calls. Unanswered calls as a percentage of al calls. Displays as aline. Read
against the right y-axis of the report.
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User Call Trends report

The User Call Trends report displaysthe number of inbound calls auser received and outbound
calls the user placed, with the average talk time for each category.

User Call Trends - Chris Bronk
(22612004 - 2/12612004)
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Reading this report

The following fields appear in this report:
e Time interval. Displays as the x-axis of the report.
e Calls. The number of calls. Displays as the y-axis of the report.
* Inbound calls / Outbound calls. Displays as different-colored bars.

e Average talk time Inbound/Outbound. In minutes. Displays astwo lines.
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Using the ViewPoint Mobile App

CHAPTER CONTENTS
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The ViewPoint Mobile App allows you to make and take calls and access some ViewPoint
features using supported mobile devices.

About the ViewPoint Mobile App

The ViewPoint Mobile App gives you complete access to your corporate directory, whether
you're in the office, working from home, or on the road visiting clients. You have accessto al
of the extensions from Wave and Viewpoint back in the office, aswell asall extensions on other
Wave Servers connected viaWaveNet. You al so can use Viewpoint Mobileto make callstolocal
contacts on a supported mobile device, and you can control these callsin Viewpoint Mobile,
view theminyour Call Log, record them automatically, and so forth. Your presenceinformation

(for exampleif you areon acall) and personal status, aswell asthat of other staff, isimmediately
viewable and updateable.

The ViewPoint Mobile App brings all of the Enterprise Call Features you're accustomed toin
the office when you use ViewPoint on your desktop with you when you leave the office. To
anyone viewing your presence, calling you, or receiving a call from you, you appear no
differently than you do when you are working from your desk.
Other ViewPoint Mobile App features include:

* A Favoriteslist, giving you one-tap access to the people you call the most.

» A visua interface for your voice messages that allows you to play, pause, and stop
playing messages, and so forth.

» Instant Messaging for those times when a simple question, reply, or note are in order.
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« Add partiesto a conference, just as easily asif you were sitting at your desk.
e Single-tap call recording, just like when you arein the office.

< Android only: The ViewPoint Mobile for Android widget is a real-time application that
runs on your Android device. Using the widget, you don’'t need to run the full ViewPoint
Mobile App to seeif you have missed any calls, voice messages, or Instant Messages,
update your personal status on the fly, or make yourself available (or not) for Instant
Messaging to other Wave users.

Carrier network features

The ViewPoint Mobile App is designed to be fully functional using a Wi-Fi or 3G or higher
connection to the Wave Server. These connections utilize the carrier network for their voice
transmission, and offer full enterprise functionality. The confidentiality of transmitted datais
ensured through the use of secure encrypted connections.

Important: Some carriers do not allow smartphones to have simultaneous voice and 3G data
sessions. Viewpoint Mobile users who are on these carrier networks will not have accessto all
functionality while on a call unless they are connected to Wi-Fi.

The ViewPoint Mobile App is designed to help to preserve device battery life by pushing
incoming data to the device rather than forcing the device to seek and retrieve data. Push
notifications to your mobile device allow you to receive cals and be notified that you have a
new voice message, even when you are not in the Viewpoint Mobile App.

Supported devices

You can use the ViewPoint Maobile App on supported iOS and Android mobile devices:
* AppleiOSdevices: iPhone 3GS, iPhone 4, iPhone 4S, iPad and iPod Touch.

« Android devices: Mabile phones and tablet devices running Android 2.3 and above.
Since avariety of Android mobile devices from many manufacturers are currently
available, see the ViewPoint Mobile for Android Release Notes for alist of devices that
have been tested successfully.

Both landscape and portrait modes are supported on iOS and Android devices.
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Mobile phones vs. tablets

There are some differences in how mobile phones vs. tablets work with the ViewPoint Mobile
App:

« Mobile phones. Your Wave administrator will configure your mobile phone as a Wave
mobile extension, which allows the phone to be treated as a Wave station. (For more
information, see “Using mobile extensions for externally routed calls’ in Chapter 11in
the Wave Global Administrator Guide.)

You use the phone’s built-in voice capability to take and place cals.

e Tablets. You can use the Viewpoint Mobile App to manage personal status, check your
voicemail, send Instant Messages, see other users’ presence information and personal
status, and view your Call Log. Since these devices do not have voice capability, they
cannot be configured as Wave mobile extension, but you can take and place calls using a
separate phone in conjunction with the tablet.

Important: Although third-party SIP softphones are available for tablets, they are not
supported for use with the ViewPoint Mobile App because they can negatively affect
battery life.

Online vs. offline mode

You can work in online mode (communicating with the Wave Server) or offline mode if the
Wave Server is not accessible. Not all features are available when you are in offline mode.

Whileyou launch the ViewPoint Maobile App, the following message sequence at the top of the
screen confirms that you are in online mode:

“Working in offline mode.”

“Connecting...”

“Connected.”

“Instant Messaging connected.”

iOSonly: On aniOS mobile device, if you are not connected to the Wave Server, “Working in
offline mode” is displayed at the top of the screen.
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Installing and using ViewPoint Mobile for iOS

This section describes the iOS version of ViewPoint Mobile in detail, including:

Downloading and configuring ViewPoint Mobile. See page 14-5.
Configuring ViewPoint Mobile. See page 14-6.

Launching ViewPoint Mobile. See page 14-8.

Logging in to ViewPoint Mobile. See page 14-9.

Navigating the ViewPoint Mobile App. See page 14-11.

Setting options. See page 14-37.

See the following topics for more about how to use ViewPoint Mobile for iOS features:

Viewing and managing user lists. See page 14-13.

Making acall. See page 14-22.

Viewing and acting on your current calls. See page 14-23.
Viewing and acting on your voice messages. See page 14-30.
Viewing your Call Log. See page 14-34.

Instant Messaging. See page 14-36.
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Downloading and configuring ViewPoint Mobile (iOS)
1. FromtheiOS device, go to the following location on the Vertical AppMarket:
http://appmarket.vertical.com/ProductDetail s.asp?ProductCode=VW-VPMOBILE-IOS

2. Onthispage, select the link to download the App from the Apple App Store. Follow the
instructions to download the App.

3. Tap Download ViewPoint Mobile.

www.vertical.com would like

to install “ViewPoint”

Cancel Install

4.  Tapinstall.
If the installation fails, you will see the following message.

Unable to Download
Application

“ViewPoint” could not be

downloaded at this time.

i ]
Done Retry

Typically, the reason for failure is because you lost your Internet connection during the
download. Tap Retry, or tap Done and try again later.
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Configuring ViewPoint Mobile (i0S)

Once the ViewPoint Mobile App has been downloaded, installed, and registered on theiOS
device, you must enter afew settings for the App. Typically, these will be entered once and
forgotten. However, many of these settings can be changed later, either via Settings on theiOS
device, or viaQuick Settingsinthe Appitself, asdescribed in Chapter 14 in the Wave ViewPoint
User Guide.

Note: Configuring these settings hereis optional, and you will be prompted to enter some of
them again when you launch the ViewPoint Mobile App for the first time. However, if you do
enter this information according to the following steps, you will only need to enter your
Password when you launch the ViewPoint Mobile App after that first login.

1. OntheiOS device, choose Settings > ViewPoint.

u.. ATET = 3:28 PM T

Wave Server Properties

Address testserver.vertical.com
Port

Login Information

User Name Test User

VoiceMail Download Preferences

Download Headers... Q

ViewPoint Device Login Settings

My Mobile Phone # 14805551212
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2. For Wave Server Properties, enter:

e Address. Wave Server’s |P Address or fully-qualified domain name (for example
www.MyWaveServer.com).

e ThelP Address or fully-qualified domain name entered here must be resolvable by
the DNS server to an | P address that is reachable from the network where theiOS
deviceis currently operating.

¢ Port. Port on which Wave will communicate.

3. For Login Information, enter the same User Name that you use to log on to ViewPoint
Desktop.

4,  Select your VoiceMail Download Preferences.

e Download Headers. Select ON to only download message headers (thiswill save
storage space on the iOS device), or OFF to automatically download entire new
voice messages when the App is active.

5. Select your ViewPoint Device Login Settings.

e My Mobile Phone #. Enter the 10-digit number of the mobile device to which your
callswill be forwarded. If you are using an iPhone, enter the iPhone’s number. If
you are using an iPad or iPod Touch (which do not have voice capability), enter the
number of another phone to use (for example a cell phone).

e Wave Station ID. Enter the station ID of your desk phone, if you want to use the
ViewPoint Mobile App to make and take calls using that desk phone. (To hear your
station ID, dial *00 from that phone.)

6. Select whether you want to receive Push notifications for new calls and voice messages.

Note: If you change these settings, you must reconnect to the Wave Server for the
changesto take effect.

. New Calls. Select ON or OFF.
7. New Voice Mail Messages. Select ON or OFF.
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Launching ViewPoint Mobile (iOS)

To launch the ViewPoint Mobile App, tap itsicon in the Apps view of theiOS device where it
was installed.

u__ATET 5 10:43 AM

Note that in this example, theicon isindicating that you have 3 unread voice messages.
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Logging in to ViewPoint Mobile (i0OS)

Logging in for the first time

When you launch the ViewPoint Mobile App for the first time, you are prompted to enter the
following information. You may need to scroll down to see the final fields described below.

Server Settings

For Calls Use

User
¢ Enter the same User Name and Password that you use to logon to ViewPoint Desktop.

Server Settings

* For Server, enter the Wave Server's I|P Address or fully-qualified domain name (for
example www.MyWaveServer.com).

Administrator Note: ThelP Addressor fully-qualified domain name entered here must
be resolvable by the DNS server to an | P address that is reachable from the network where
the iOS device is currently operating.
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» Server Port defaults to 50070. If your Wave administrator has changed the ViewPort
Moabile port number, enter the new value here. If thisfield is blank, the default port
number is used.

For Calls Use

« For station ID, enter your Wave Station ID. Thiswill allow you to use your desktop
phone to make and take calls with the ViewPoint Mobile App. (To hear your station ID,
dial *00 from your desktop phone.)

« For Mobile #, enter the 10-digit number of the mobile device to which your calls will be
forwarded. If you are using an iPhone, enter the iPhone’s number. If you are using an
iPad or iPod Touch (which do not have voice capability), enter the number of another
phone to use (for example a cell phone).

When you are done, tap Login to begin.
Subsequent logins
If you enter Wave Server Properties as described in “ Configuring ViewPoint Mobile (i0S)” on

page 14-6, from now on when you launch the ViewPoint Mobile App you only need to enter
your Password.
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Navigating the ViewPoint Mobile App (iOS)

When the ViewPoint Mobile App launches, you start in the Users view.

s ATET 5 10:48 AM ==

Dialpad Messages

e Users. See page 14-13.

e Calls. See page 14-23.

¢ Dialpad. See page 14-22.

¢ Messages. See page 14-30.
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Tap More to access additional views:

iPod = 12:43 PM ==
@® call Log >

G Chat >

e Call Log. See page 14-34.
e Chat. See page 14-36.
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Viewing and managing user lists (i0S)

In the Users view, tap one of the following at the top of the screen:
. Opens the Favorites list. See page 14-13.

. E Opensthe Users list. See page 14-15.

. E Opens the Contacts list. See page 14-20.

Managing your Favorites list (i0S)

The Favoriteslist displays al of the users and contacts that you call frequently or that are
important to you. You can use the Favorites list to quickly place, transfer, and forward callsto
special people.

iPod = 11:23 AM =

I3

Rick Ball Dave Ride
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The following is displayed for each favorite:
* Picture, if oneisavailable.

* Status. For Wave users, the user’s current personal statusis displayed. See “Available
personal statuses’ on page 3-4 for atable of personal statusicons and what each means.

* Presence. Indicates whether or not the user is connected to the Wave Server. See“Online
vs. offline mode” on page 14-3 for more information.

« < Userisinonline mode.

. . User isin offline mode.

To add afavorite to the list, tap at the top of the screen.

lu ATET = 2:45 PM =

Select Target

&9 Brian Seara
8872

& Jeff Sing
8442

'3\'391.1 incoming
5122

PQA

8004

i AA #2

8988

i AA #3

8989

i'" AA Online Support Gre...
8265

' A A WA mPAIIREA P

NS XE<C-NIPDDVOZEFAc—TBMMOUOTD>w
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In the Select Target screen, do one of the following:
« Toadd auser to your Favoriteslist, tap E to open the Users list.

e To add acontact to your Favoriteslist, tap to open the Contacts list.

Then, tap the user or contact to add, and if more than one phone number is associated with the
user or contact, tap the number to use.

You can also add auser to your Favoriteslist by tapping at thetop of the User or Contact
Details screen.

Viewing and using the Users list (i0S)

You can see all Wave extensions, along with information about the current status of each
extension, in the Userslist. You can use the Users list to quickly place calls to other Wave
extensions.
A glance at the Userslist can tell you:

e A user’'s extension number

e Whether auser is currently on acall

e A user'scurrent persona status

« ascal forwarding turned on, and the location to which the calls are forwarded

* Theextensions of your office's auto attendants and Contact Center queues.
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iPod = 11:30 AM -

* a5 =)

Q

) Jeff Bail
8408

<) Brian Seara
8878

%7911 incoming
5188

WDQA

8004

I AA #2

8908
i AA #3

NS E<CHUIDWOZIFR-—~IOTMOQES D

You can havigate through the Userslist in any of the following ways:
» Tap the Search bar at the top of the screen to open a keyboard to search for a name.
» Drag up or down to scroll through the Userslist.

» Tapaletter or number inthe jump list at the right of the screen to go directly to the entries
that start with that letter.
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(SlaFav) g
< Dan Mack %
8908 ¢
< Pat Miner i B
i e
« Tom Moody T
8901 =
= Modem Hunt Group .
570 i
% Bob Mohan .. P
s @
‘% Bob iPhone Mohan 1
1718 v
& Kathy Moore 4
1645 :
=) MP5000\FX -

Thefollowing is displayed for each user:

e Status. The user’s current persona statusis displayed. See “Available personal statuses”
on page 3-4 for atable of each personal statusicon and what it means.

« Hook state. ™ indicates that the user is currently on acall.

* Presence. Indicates whether or not the user is connected to the Wave Server. See“Online
vs. offline mode” on page 14-3 for more information.

. < Userisinonline mode.

. . User isin offline mode.
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Tap on a user to open the User Details screen:

iPod & 11:23 AM =
Users User Details *

Dave Ride

Send Instant Message

Extension 1601

Tap at the top of the screen to add the user to your Favoriteslist.

Tap Send Instant Message to IM the user. You can only IM another user if both of you are
in online mode—you can seeif auser isonline by examining hisor her presenceindicator.

Release 3.0

W7vertical wave ViewPoint User Guide
October 2012



14-19
Chapter 14: Using the ViewPoint Mobile App

To send an instant message, type your message in the window that opens, and then tap Send. As
your conversation progresses, al of the messages and replies are displayed at the top of the
window. This example shows a short IM exchange between two users:

iPod & 9:02 AM

Robert Heinlein Close

What is the weekly promo?

4 Instant Messaging Connected.

Back Robert Heinlein Close

What is the weekly promo?

Back Robert Heinlein Close

What is the weekly promo?

IIEBBEBIEIEH
-1/]: 1D s]sfe]
~ HHOHOA <
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Using and managing your Contacts list (i0OS)

Important: The contacts displayed here are your local contacts stored on your iOS
device, not your Viewpoint contacts. ViewPoint contacts are not synchronized with your
mobile phone.

'iPod = 8:11 AM

* @ & =

#NSE SccHUPODOEE-rE-—E2OoTMOON> D

Jane Doe

Mary Martins

George Payne

Richard Roe

-~

John Smith

You can navigate through the Contactslist in any of the following ways:
» Tap the Search bar at the top of the screen to open a keyboard to search for a name.
» Drag up or down to scroll through the Contacts list.

» Tapaletter or number inthe jump list at the right of the screen to go directly to the entries
that start with that letter.
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Tap a contact to view or change contact details.

il ATET 2 2:54 PM =
Users Info *
John Berk
System Engineer
West River Office

mobile (976) 719-2839

work (976) 681-8007

work fax (976) 681-9009

work john.berk@west.com

home www.jberk.com

Tap at the top of the screen to add the contact to your Favoriteslist.
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Making a call (i0OS)

You use the Dialpad to enter a phone number to make acall. Asyou tap digits, the number is
displayed at the top of the screen.

iPod = 1:33 PM

You can dial any internal Wave extension or external phone number. You do not need to dial the
default first digit code—it will be applied to the call automatically.

Important: The ViewPoint Mobile Dialpad is only used for initiating calls. Use your mobile
phone’'s own keypad to generate DTMF tones (for example, when responding to a prompt,
entering an account number, and so forth) during a phone call.
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+L
e Tap - to add the number as entered at the top of the screen to your Contacts
list.

\l
(. can
o Tap to place acall top the displayed number.
e Tap to delete digits from the entered number.

Viewing and acting on your current calls (i0OS)

The Callsview lists al current cdls:

iPod = 8:15 AM =
+ Calls 1%
1 ﬁgben Heinlein 00:06 Q
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The following information and controls are displayed for each call:

. " status. Indicates an active call. Tap to put an active call on hold:
liPod & 8:18 AM =
+ Calls 1E
\I\I' ﬁgben Heinlein 0024 ©

X

Call Held

e Caller ID or contact information (if available).

¢ Call duration in minutes and seconds.

W7vertical wave ViewPoint User Guide
Release 3.0 October 2012



14-25

©

Tap for available call control actions..

a_ ATET = 11:25 AM
Touch to return to call 05:04

17815075225
\\y
End Call

-

L 4
a9

Transfer
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e Tap E to open akeyboard at the bottom of the screen to type call notes:
liPod = 8:38 AM = 3]
Robert Heinlein

[4 ‘:'_ I @ 7 >
S M N <O
Transfer Conf. Parties

Call Notes E

a|wle|r|T|v|u|i]o|e
Alsfojrfafulyfx]L
_lz|xc|v]e|n|mE

return
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« Swipearow from left to right to get atoolbar of quick call controls:

iPod = 8:15 AM ==

. Hold. Puts the caller on hold.
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. E Transfer. Transfersthe call. You use the next screen to select the extension,
contact, or other number to transfer the call to:

iPod = 2:19 PM =

Cancel Transfer To

<) Brian Seara
8872

4 Jeff Sing
8442

=’ 911 incoming
5122

PQA

8004

i AA #2

8988

i7 AA #3

8928

i AA Online Support Gre...
8265

I NS XE<C-HUIOTOZI-Z-—TETMOOE>w M

Opens the Users view. See page 14-13.

Opens your Contacts list. See page 14-20

Opensthe Dialpad. See page 14-22.
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. E Conference. Creates a conference call.

\-!
// 7

. Record. Records the call.

L)
. . Disconnect. Hangs up the call.

There are 2 other controls at the top of the Calls view:
e Tap to make anew call.

o Tap to go to Quick Settings, where you can change any of the settings described
on pagel4-37.
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Viewing and acting on your voice messages (i0OS)

The Messages view displays your voicemail folders. Tap on afolder to view its contents.

iPod = 11:53 AM =
Deleted >
Inbox >
Saved >

g
Dialpad  Messages More
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In the following example, there is one voice message in the user’s Saved folder:

‘iPod & 11:53 AM =
Folders Saved Speaker
9 Ell,Debbie 7:33 PM ©
2666 Thu 12/9

Delete

g0

Dialpad Messages

. 9 Tap to play the voice message.

.
. Tap to delete the voice message.
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Send
. Tap to reply to, forward, or e-mail the voice message.

Cancel
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. © Tap to display voice message details:
iPod = 11:53 AM =
Saved Speaker

Ell,Debbie ﬂ
2666
00:00 e
Properties
pate Thursday, 9/12
Time 7:33 PM
Duration 0 min, 12 sec
Call Notes 4

. 9 Tap to play the voice message.

—A
. . Tap to reply to, forward, or e-mail the voice message.

There are 2 other controls at the top of the Messages view:
e Tap m to return to the folder where this voice message resides.

e Tap to play voice messages using the phone's speaker.
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Viewing your Call Log (iOS)

The Call Log displays your call history.

iPod & 11:57 AM -

More Incoming Outgoing

2 Diana Johns 2:09 pm

8676 Wed 2/1 ©
£ Jim Brad 103 pm gy
Brad,Jim 2622 Wed2/1 =
2 Unknown (3) lll>
Butler,H 1868 Wed 2/1
\5 Joe Brady 519pm o
Brady,Joe 1620 Tue 1/31
2 Tina Prince 40tpm oy
Prince, Tina 1609 Tue 1/31
\if. Training... 12:04 am ©
8010 Thu 1/26

« Tap Incoming, Outgoing, or Both & the top of the screen to filter the display.
» Tap More to scroll to display more calls.

e Multiple calls from the same contact are listed once in the Call Log view—you can view
other recent calls from the same contact by tapping details for the call.
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The following information and controls are displayed for each call:

\ ol S
Call direction. Indicates an incoming or outgoing call. Tap to call back the
number. If you are connected to the Wave Server, the call is automatically dialed viathe
Wave network, otherwise you are prompted to use your phone's cell carrier network.

For an incoming call, Caller ID or contact information (if available).
For an outgoing call, number dialed.
Call date and time.

Tap © for acall to display Call Details.

iPod = 8:54 AM =
Call Log Call Details
Robert Heinlein

6:15 pm, Monday 7/9
il 1 min, 03 secs
Call Notes

Recent Calls

\i_"r 8:22am, Thu 2/23 0:10 min

\i 8:18am, Thu 2/23 0:27 min

\i 8:17am, Thu 2/23 0:00 min
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Instant Messaging (i0S)

Tapping Chat opensthe Conversations screen. The following example showsachat in progress.

iPod 5:49 PM =
More Conversations +
Brian Seara 5:48 PM »

Tap to start a new conversation.
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Setting options (i0S)

Once the ViewPoint Mobile App has been downloaded, installed, and registered on theiOS
device, you can optionally enter afew settingsfor the App. Typically, these will be entered once
and forgotten.

You can change many of these settings later, either via Settings on the iOS device, as described
in“Configuring ViewPoint Mobile (i0S)” on page 14-6, or viaQuick Settingsinthe App itsdlf,
as described in the following section.

Changing Quick Settings (i0OS)

The ViewPoint Mobile App alows you to change some of your App settings on the fly. You
must be in online mode to change these settings.

1. IntheViewPoint Mobile App, tap Calls and then tap at the top of the screen.

iPod = 1:13 PM =
Quick Settings

Personal status V|

Incoming Call Handling ~ Push Notification

For Calls Use Wave Station ID >

[ Change User ]

[ Email ViewPoint Mobile Logs ]

Build 1.0.10 (01252012)

2. Inthe Quick Settings screen, make any of the following changes:
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e Personal Status. Tap the icon to change your personal status.

iPod = 9:14 AM

Back Personal status

& Available v
e *Do Not Disturb
‘r}i; “In A Meeting

g’ *Out Of The Office

Gy
'ﬂi‘?\ *Vacation

* Incoming Call Handling. Choose one of the following options:

Push Notification. (Recommended) Sends a push notification for each incoming
call to your mobile phoneif the ViewPoint Mobile App is not running. If you view
the push notification, the call will be sent to you mobile phone so you can answer
it
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New Call
Call from 103 (Lois Bujold)

Ignore Answer

This option provides the best experience—calls will ring your desk phone, while
also notifying you on your mobile phone with the option to forward the call to
your mobile phoneif you decide to answer it.

Forward to Phone. Automatically forwards each incoming call to your mobile
phone. (Thisisthe same as forwarding calls to your mobile phone via ViewPoint
Desktop.)

No Mobile Notification. Disablesall notifications aswell as call forwarding to your
mobile phone. (You will still be able to control your own calls from inside the
App)

Important: |f you select Push Notification or No Mobile Notification here, your
ViewPoint Desktop’s call forwarding setting will be changed automatically every
time you launch the ViewPoint Mobile App. If your Forward to Phone target is
different in Viewpoint Mobile than it isin Viewpoint Desktop, forwarding will
change automatically to the location specified in the Viewpoint Mobile App.
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e For Calls Use. Choose one of the following options to indicate your preferred device
for placing and taking calls.

¢ Mobile Phone. (Recommended) 10-digit number of the of the mobile device to
which your callswill be forwarded. If you are using an iPhone, enter the iPhone's
number. If you are using an iPad or iPod Touch (which do not have voice
capability), enter the number of another cell phone to use.

» Default Station. Choose this option to use your Wave desktop phone, for example
when you are in your office. (To hear your station ID, dial *00 from your desktop
phone.)

e Other Phone. Enter another phone number here, for example your home'slandline
phone for times when you are working from home.

e Other Wave Station. Choose this option to use another Wave phone as your
preferred device, for exampleif you are on the road and are using a temporary
office.

3. Tap Change User tolog in as adifferent user.

4.  Tap Email ViewPoint Mobile Logs to submit ViewPoint Mobile log files for
troubleshooting purposes. The logs are collected for you automatically.
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Installing and using ViewPoint Mobile for Android

This section describes the Android version of ViewPoint Mobile in detail, including:

Downloading and configuring ViewPoint Mobile and widget. See page 14-42.
Launching ViewPoint Mobile. See page 14-45.

Using the ViewPoint Mobile widget. See page 14-46.

Logging in to ViewPoint Mobile. See page 14-48.

Viewing status information and notifications. See page 14-49.

Configuring ViewPoint Mobile. See page 14-50.

Navigating the ViewPoint Mobile App. See page 14-51.

Setting options. See page 14-76.

Troubleshooting ViewPoint Mobile issues. See page 14-81.

See the following topics for more about how to use ViewPoint Mobile for Android features:

Viewing and managing user lists. See page 14-52.

Making acall and acting on your current calls. See page 14-60.
Viewing and acting on your voice messages. See page 14-69.
Viewing your Call Log. See page 14-71.

Instant Messaging. See page 14-73.
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Downloading and installing ViewPoint Mobile and widget (Android)

Note: Most of the screen shotsin this document were captured on an HTC Sensation mobile
phone, running Android 2.3.4 and HTC Sense 3.0, Software Number 1.50.531.1. ViewPoint
Mobilefor Android may look slightly different if you runit on adifferent Android device or on
another Android software platform.

Installing the ViewPoint Mobile App (Android)

Important: Beforeinstalling, goto Settings > Security on your Android device. Under Device
Administration, verify that the option Unknown Sources (Allow Installation of apps from
sources other than the Play store) isselected. If thisoption is not selected, you will not be able
to complete the installation.

To install the ViewPoint Mobile App

1. Fromthe Android device, go to the following location and follow the on-screen
instructions:

http://appmarket.vertical.com/ProductDetail s.asp?ProductCode=VW-VPMOBILE-AND
ROID
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2.

Tap Download ViewPoint Mobile
listed on the screen.

Do you want to install this application?

Allow this application to:

on

Phone calls

Services that cost you money
ectly umbers

System tools

Install Cancel

Chapter 14: Using the ViewPoint Mobile App

. If you continue, you are agreeing to al of theitems

Tap Install to continue. If you get a message that the installation failed, try again.

Typically, the reason for failurei
download.

s because you lost your Internet connection during the
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Installing the ViewPoint Mobile widget (Android)

The ViewPoint Mobile widget is a real-time application that runs on your Android device. For
details on how to use the widget, see page 14-46.

To install the ViewPoint Mobile widget

Note: Depending onthe Android device, the stepsto install awidget may be dlightly different
from the following.

1. After you have successfully installed the ViewPoint Mobile App, press Home on the
Android device to go to the Home screen. Make sure that there is enough free space on
the Home screen for the new widget.

2. Choose an empty space for your widget. Tap and hold the space for a few seconds until
the Add to Home screen opens.

Android Demo =
File Edit View Window Help
@ F il & 6:00pm

Add to Home

[ ]
A
1] PP

p Shortcut
. Folder

3. Tap widget.
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4.  Scroll through the
' Add widget

list to the ViewPoint widget, and tap it to add it to your home screen.

Settings

Sprint Football Live
A id

HTC

Sync All
HTC

Twitter for HTC Sense
HTC

Launching ViewPoint Mobile (Android)

To launch the ViewPoint Mobile App, do either of the following:
e Tapitsicon in the screen of the Android device where it was installed.

e Tapthe“V” logo in the center of the widget's screen.
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Using the ViewPoint Mobile widget (Android)

Using the widget, you don't need to run the full ViewPoint Mobile App to:
« Seeif you have missed any calls, voice messages, or Instant Messages.
e Update your personal status on the fly.
e Make yourself available (or not) for Instant Messaging to other Wave users.

o 16:47

(. Phone

Viewing missed call, voice message, and IM counts (Android)

Shows your missed call count.

“ Shows your missed voice message count.
Shows your missed IM count.
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Changing your personal status (Android)

1. Inthewidget, tap the Persona Statusicon OR.
2. Select anew status:

Available

Do Not Disturb

In A Meeting

Out Of The Office

Vacation

Turning your IM presence on or off (Android)
1. Inthewidget, tap the IM icon &
2.  SelectIM ON or IM OFF.

@ IMON

@& IMOFF
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Logging in to ViewPoint Mobile (Android)

Logging in for the first time

When you launch the ViewPoint Mobile App for the first time, you must enter the following
information. (You may need to scroll down to see the final fields described below.)

oG 1437

“vertical

ViewPoint

Server Settings

50070

Call Settings

User
e Enter the same User Name and Password that you use to logon to ViewPoint Desktop.

Server Settings

« For server, enter the Wave Server's P Address or fully-qualified domain name (for
example www.MyWaveServer.com).

Administrator Note: ThelP Addressor fully-qualified domain name entered here must
be resolvable by the DNS server to an | P addressthat is reachable from the network where
the Android deviceis currently operating.

» Server Port defaults to 50070. If your Wave administrator has changed the ViewPort
Mobile port number (the port on which Wave communicates with the Android device),
enter the new value here. If thisfield is blank, the default port number is used.
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Call Settings

* For Phone Number, enter the 10-digit number of the mobile device to which your calls
will be forwarded.

e If you are using an Android phone, enter the phone’s number.

« If you areusing an Android tablet (which does not have voice capability), enter
the number of another phone to use (for example a cell phone).

e For Station ID, enter your Wave Station ID. Thiswill allow you to use your desktop
phone to make and take calls with the ViewPoint Maobile App. (To hear your station 1D,
dial *00 from your desktop phone.)

When you are done, tap Login to begin.

Viewing status information and notifications (Android)
A variety of status information and notifications are displayed at the top of the screen.
Working on- or off-line (Android)

A blue V-logo indicates that you are working in online mode and communicating with the
Wave Server:

35 1 &= 09:02

A grey V-logo indicates that you are working in offline mode if the Wave Server is not

accessible:
> 5 #9 09:02
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Call and voice message notifications (Android)

A white V-logo indicates a call or voice message natification. You may see more than one
notification at atime.

16 9 09:04

Click on anotification for details. Examples include:
N? You Missed a Call

N? You Received New Call from 4062

\? Message received from Ben Spencer

Configuring ViewPoint Mobile (Android)

After logging in to the ViewPoint Mobile App for thefirst time, you can start using it right away
using the default settings listed below, or you can choose other settings.

You change these settings via Quick Settings. See page 14-76.

¢ Incoming call handling. By default, if the ViewPoint Mobile App is not running, you
receive a push notification on your Android device for each incoming call. When you
view the push notification, the call isforwarded to your mobile phone so you can answer
it. You can change this setting so that incoming calls are automatically forwarded to your
phone, or disable push naotifications as well as call forwarding.

e For callsuse. By default, your calls will be forwarded to your mobile phone. If you
frequently change the location where you receive calls (at your desk, at another Wave
phone, or at alandline phone), you can store those numbers and quickly change from one

to another.
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You change these settings via Advanced Settings. See page 14-80.

Voicemail download preferences. By default, only voice message headers are
downloaded to your mobile device to save storage space. You can change this behavior to
automatically download entire new voice messages whenever the App is active.

Mobile alert handling. By default, you automatically receive notifications to your

Android device for new calls, voice messages, and IMs. You can turn off any or all
notifications.

Navigating the ViewPoint Mobile App (Android)

When the ViewPoint Mobile App launches, you start in the Favorites view. In thisexample, you
have not added any favorites yet.

451 16:14

IR

Jan éway
Cathryn

an

Donnle Wright Tom Evans Ayla Gerard
i

.I)I
bam

Ted Jackson

The Favorites view is described in more detail on page 14-53.
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You can go to another view by tapping anicon in the ViewPoint Mobile toolbar at the top of the
screen:

@
=YY

e Tap Users to view and manage the Users, Favorites, and Contacts lists. See page 14-52.
e Tap Calls to makeacall, or view and act on your current calls. See page 14-60.

e Tap VM to view and act on your voice messages. See page 14-69.

e Tap Call Log to view your call history. See page 14-71.

e Tap IM to view Instant Messaging conversations in progress or start a new one. See
page 14-73.

« Tap Settings to change settings that affect the behavior of the ViewPoint Mobile App.
See page 14-76.

Viewing and managing user lists (Android)

To access the Users, Favorites, and Contacts lists, tap Users on the ViewPoint Mobile toolbar.

@
=YY

In the Users view, tap one of the following at the bottom of the screen:

. _ | Opensthe Favoriteslist. See page 14-53.

. @) Orensthe Userslist. See page 14-55.
r — %

§
S

. _= | Opensthe Contacts list. See page 14-58.
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Managing your Favorites list (Android)

The Favoriteslist displays all of the users and contacts that you call frequently or that are
important to you. You can use the Favorites list to quickly place, transfer, and forward calls to
special people.

451 16:14

r-?_g

r;_‘.'v 1
O :
Carla Clarke Janeway
Cathryn
®

an

Tom Evans Ayla Gerard

Thefollowing is displayed for each favorite:
* Picture, if oneisavailable.
* Hook state. Indicate whether the favoriteison acall.

e Status. For Wave users, the user’s current personal statusis displayed. See “ Available
personal statuses’ on page 3-4 for atable of personal statusicons and what each means.

* Presence. Indicates whether or not the user is connected to the Wave Server. See “Online
vs. offline mode” on page 14-3 for more information.

. ﬁ) . User isin online mode.

. () .Userisin offline mode.
Al
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To add a favorite to the list:

1. Tap . atthebottom of the screen. The Select Target screen opens:

€ 5 1aas
Select Target

4 |Search

© Admin

100

OAnne Williams

4037
=) Attendant

0

© Ben Spencer
4062

) Carla Clarke

4036 B
© Janeway Cathryn
2012

© Beverly Crusher

4015

g m m 8 A & =

o Ccmmander Dax
401
“ ~ r 1 - e

k. 4 ™ b E - o o~

2. Do oneof the following:

e Toaddauser toyour Favoriteslist, tap .. at the bottom of the screen to open
the Userslist.

» To add acontact to your Favoriteslist, tap - | to open the Contactslist.

e

Then, tap the user or contact to add, and if more than one phone number is associated with the
user or contact, tap the number to use.

Hint: You can also add a user to your Favoriteslist by tapping - \( at the top of the User
Details or Contact Details screen. 2,
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Viewing and using the Users list (Android)

You can see al Wave extensions, along with information about the current status of each
extension, in the Userslist. You can use the Users list to quickly place calls to other Wave
extensions.

A glance at the Userslist can tell you:

A user’s extension number

Whether auser is currently on acall

A user’s current personal status

as call forwarding turned on, and the location to which the calls are forwarded

The extensions of your office’s auto attendants and Contact Center queues.

O Admin

100

© Anne Williams
4.0]?

»’ Attendant

]

© Ben Spencer
-IINZIEZ . -

©) Carla Clarke
4036

© Janeway Cathryn
Aone _ _

© Beverly Crusher

4015
& Commander Dax

2 r|l®x ~lo6 mnmo Ao >

< H w2 o =

\ =
P e

Release 3.0

W7vertical wave ViewPoint User Guide
October 2012



14-56

Chapter 14: Using the ViewPoint Mobile App

You can navigate through the Userslist in any of the following ways:
« Tap the Search bar at the top of the screen to open a keyboard to search for a name.
» Drag up or down to scroll through the Userslist.
« Tapaletter or number inthe jump list at theright of the screen to go directly to the entries
that start with that letter.
Thefollowing is displayed for each user:

e Status. The user’s current persona statusis displayed. See “Available personal statuses”
on page 3-4 for atable of each personal statusicon and what it means.

* Hook state. L indicates that the user is currently on acall.

* Presence. Indicates whether or not the user is connected to the Wave Server. See“Online
vs. offline mode” on page 14-3 for more information.

. tﬁ) . User isin online mode.
. . User isin offline mode.

Tap on a user to open the User Details screen:

& 5 & 1445

2

? Carla Clarke

O

Extension 4036

=

Tap - ‘s atthetop of the screen to add the user to your Favoritesist.
-
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To send an Instant Message to a user:

1. TapSend Instant Message to IM the user. You can only IM another user if both of you are
in online mode—you can seeif auser is online by examining his or her presence
indicator.

2. Typeyour message using the keyboard that opens, and then tap Send.

Asyour conversation progresses, al of the messages and replies are displayed at the top
of the window. This example shows a short IM exchange between two users:

Matt Barnes Close

| Thave Ayla on hold for you

—_—

please ask her to hold for 3 to 5 minutes, I'm
currently on an other call, thx

| ok, will do

CA—

thank you for holding, please transfer |

| my pleasure
C—
yes. thanks |
—_—
FI'TI” Message Send
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Using and managing your Contacts list (Android)

Important: Thecontactsdisplayed hereareyour local contactsstored on your Android
device, not your Viewpoint contacts. ViewPoint contacts are not synchronized with your
mobile phone.

9 Ayla Gerard &

® Ben Spencer

© Matt Barnes

You can navigate through the Contactslist in any of the following ways:
» Tap the Search bar at the top of the screen to open a keyboard to search for a name.
» Drag up or down to scroll through the Contacts list.

» Tapaletter or number inthe jump list at the right of the screen to go directly to the entries
that start with that letter.
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Tap a contact to view or change contact details.

-

Ayla Gerard

mobile : 213-555-1234

mobile : agerard@emai

Tap - ‘s atthetop of the screen to add the contact to your Favorites list.
et
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Making a call and acting on your current calls (Android)

Tap Calls on the ViewPoint Mobile toolbar.

1 - Sarleri

The Dialpad opens, if you are not already on acall.

If you are already on one or more calls (for example a conference call, acall on hold, and so
forth, the Calls view opens displaying those calls across the top.
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Making a call (Android)

Important: The ViewPoint Mobile Dialpad is only used for initiating calls. Use your mobile
phone’'s own keypad to generate DTMF tones (for example, when responding to a prompt,
entering an account number, and so forth) during a phone call.

Enter the phone number or extension to dial. Asyou type, the number is displayed at the top of
the screen.

15 .l % 16:46

Matt Barnes 4051 16:17 07/21/2012 W

4051
-l 2 ABC 3 DEF

Qo G Gmno
(Pars 8 1uv  Qwxvz
0 #

The Dialpad includes alist of most recent callers for your convenience. Tap on the drop-down
arrow to seethelist, thentap on any entry to put the phone number inthe dial bar. You canreturn
the call by tapping the dial button.

+
e Tap L to add the number as entered at the top of the screen to your Contacts list.

e Tap n to place acall to the displayed number.
e Tap u to delete digits from the entered number.
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Viewing and acting on your current calls (Android)

Whenyou areonacall, you have avariety of call actionsavailable. In thisexample, onecall on
hold is shown:
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Actions that you can perform on a call (Android)

%

End Call. Tap to hang up the call.

New Call. Tap to make anew call.If you are already on acall, the current
call is put on hold.

When the new call connects, you can quickly conference some or all
parties together by tapping the Conference button. See page 14-65.

Record. Tap to record the call.

Hold. Tap to put the call on hold.

Conference. Tap to add some or all dialed parties to a conference. See

page 14-65.

Transfer. Tap to transfer the call. See page 14-64.

Add Notes. Tap to type call notes. See page 14-68.
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Transferring a call (Android)

To transfer a call

1.  Whileonan active call, press

2. Inthe Transfer To screen, select the transfer-to extension, contact, or other number.

Transfer To

hluﬂi%artl
© Admin

100

© Anne Williams

4037

=) Attendant

1]

©) Ben Spencer
4062

© Carla Clarke

4036

© Janeway Cathryn & i

2012

,
E - == = g m m ©°8 A & =L

© Beverly Crusher

4015

© Commander Dax ;
401

e

- i Tap to open the Users view to select atarget. See page 14-52.

. (R Tap to open the Contacts list to select atarget. See page 14-58.
|20

CC0)
« L) Tap to open the Dialpad to enter atarget phone number. See page 14-61.

\
. L Tap to open your Favoriteslist to select atarget. See page 14-53.
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Creating a conference call (Android)

There are two ways to create a conference call:

Conferencing: Method 1
1.  Whileonan active call, press and call the other party.
2. Thecurrent call isput on hold.

3. Whenthe new call connects, quickly conference all parties together by tapping

4,
Conference With

4084041600 1
|:| 40840471600 \‘)

OAvailable,01 1
D 4084041606 O

Conference
= || \ {
& WS H ] (A

By default, al of your callswill beincluded in the conference. Tap any call that you do
not want to be included to deselect it. (This does not affect the actual status of the call.)

5. Tap Conference to create the conference.

Release 3.0

W7vertical wave ViewPoint User Guide
October 2012



14-66

Chapter 14: Using the ViewPoint Mobile App

Conferencing: Method 2
1. Whileonanactivecall, press |

2. Inthe Conference With screen, select the party to add to the conference.

Conference With

;{‘[5?“‘: rch
© Admin

© Anne Williams

4037

=) Attendant

o

©) Ben Spencer
4062

© Carla Clarke

4036

© Janeway Cathryn

2012

E - 2 ~ o m om o A @ =/

© Beverly Crusher

4015

© Commander Dax ;
401

e

sia

| Tap to open the Users view to select a party. See page 14-52.

&

Tap to open the Contacts list to select a party. See page 14-58.

« =LLJ Tap to open the Dialpad to enter a phone number. See page 14-61.

\
. ‘.ﬁi Tap to open your Favoriteslist to select a party. See page 14-53.
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3. When you return to the Calls view, you can see the partiesin the call:

Repeat to add additional parties to the conference. When you add a each party to the
conference, the other calls are placed on hold while the next call is placed.

to conference all calls together.

This example shows a conference call with 2 parties besides yourself:

o
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Adding notes to a call (Android)

notes:

to open akeyboard at the bottom of the screen that you can use to type call

406
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Viewing and acting on your voice messages (Android)

To view your voice mail folders, tap VM on the ViewPoint Mobile toolbar.

:
o,

Select the voice message folder to display (Inbox, Saved, or Deleted) from the dropdown list to
view its contents. In the following example, the Inbox contains one message.

& 2 il = 6:02pm

Inbox v

Wave 1:10 PM
9 07/13/2012 o

Tap 9 next to amessage to play it. You can use the controls at the bottom of the screen to
stop and restart message playback or position playback within the message.

Tap e to display message details. See page 14-70 for more about the Message Details
screert.
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Use the toolbar to act on the selected message:
e Tap - to forward the selected message to another user.

« Tap to call back the person who left the message.

e Tap - to toggl e speakerphone on and off. Turn on speakerphone to go hands-free
and listen to the message over your phone's speaker.

e Tap to delete the voice message.

Viewing message details (Android)

Tap Q next to amessageinthe VM screen to display message details, including the message
date anu ume, duration, and call notes, if available:

Q Wave

o

Date 07110/2012
Time 1441
Duration 0 min 16 sec
Call Notes

Welcome! To set up your voice mail
and phone system account, we
recommend that you record your
voice title and create a custom voice
mail greeting. For instructions, please
refer to the pocket reference card or
on-line help. Thank you!

g ¢ = 1
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Tap 9 to play the message. You can use the controls to stop and restart message playback
or position playback within the message.

Usethetoolbar buttonsto forward the message to another user, call back the person who left the
message, toggle your speakerphone on and off, or delete the message:

R~ B

Viewing your Call Log (Android)

To access your call history, tap Call Log on the ViewPoint Mobile toolbar.

®

You can filter the Call Log display by selecting All, Incoming, or Outgoing from the dropdown
list.

Note: Multiplecallsfromthe same contact arelisted onceinthe Call Log view—you can view
other recent calls from the same contact by tapping details for the call.

& il ¥ 6:03em

All v
3 4:22 PM
2 o | 2
CECEEL LS 07/21/2012
2 Ayla Gerard 419PM |
A\ R4
1063 07/21/2012
% 417 PM
\[‘_(. Mgtt Barnes | -:;}
03 07/21/2012

o
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The following information is displayed for each call:

.l N

» For anincoming call, Caller ID or contact information (if available).

Call direction. Indicates an incoming or outgoing call.

e For an outgoing call, number dialed.

* Call date and time.
To makeacallback, tap ‘;‘} . If you are connected to the Wave Server, the call isautomatically
dialed via the Wave network, otherwise you are prompted to use your phone’s cell carrier
network.

Tap acall to display call details.

Q Ben Spencer
. 072752012
> 14:36

Call Notes

Call Notes

Phone
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Instant Messaging (Android)

To view current IM conversations or start a new one, tap IM on the ViewPoint Mobile toolbar.

”»

The Conversations screen displays any in-progress IM conversations.

Conversations

¥ Avla Gerard 15:36 )

* indicates an IM that you haven't viewed yet, along with a message count.

Tap an in-progress conversation to display the conversation or IM.
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To start a new IM conversation:
1.
2.

3.

Tap sl

Chapter 14: Using the ViewPoint Mobile App

In the Send IM screen, select the name of the target user.

Send IM To

._L[;Pﬁflh
© Admin

100

© Anne Williams

4037

=) Attendant

0

e n|l o =k

©Ben Spencer
4062

© Carla Clarke

4036

© Janeway Cathryn

2012

© Beverly Crusher

4015

© Commander Dax
401

i Default Auto Attend...

560

Type your message using the keyboard that opens, and then tap Send.
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Asyour conversation progresses, al of the messages and replies are displayed at the top
of the window. This example shows a short IM exchange between two users:

Matt Barnes Close

| Thave Ayla on hold for you
o —

please ask her to hold for 3 to 5 minutes, I'm
currently on an other call, thx

| ok, will do

thank you for holding, please transfer ;

Al
| my pleasure
o —
yes. thanks f
—_—
FEllTr.'r Message Send
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Setting options (Android)

This section describes how to make changes via the Quick Settings and Advanced Settings
screens. You must be in online mode to change these settings.

Changing Quick Settings (Android)
1. Tap Settings on the ViewPoint Mobile toolbar.

o’

2. The Quick Settings screen opens.

J B 1444

Personal Status
Available

Incoming Call Handling
Mobile Alert

For Calls Use
Mobile Phone

Change User Advanced Settings
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Make any of the following changes:

e Personal Status. Tap to change your personal status. Then, select the new status from
thelist

@ Personal Status

Available -

Do Not Disturb

In A Meeting

Out Of The Office

Vacation

* Incoming Call Handling. Choose one of the following options:

« Push Notification. (Recommended) Sends a push notification for each incoming
call to your mobile phoneif the ViewPoint Mobile App is not running. If you view
the push notification, the call will be sent to you mobile phone so you can answer
it.
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Hereis an example of a push notification for anew call:
AP

Refuse (@

This option provides the best experience—calls will ring your desk phone, while
also notifying you on your mobile phone with the option to forward the call to
your mobile phoneif you decide to answer it.

e Forward to Phone. Automatically forwards each incoming call to your mobile
phone. (Thisisthe same as forwarding calls to your mobile phone via ViewPoint
Desktop.)

* No Mobile Notification. Disablesall notifications aswell ascall forwarding to your
mobile phone. (You will still be able to control your own calls from inside the

App.)

Important: |f you select Push Notification or No Mobile Notification here, your
ViewPoint Desktop’s call forwarding setting will be changed automatically every
time you launch the ViewPoint Mobile App. If your Forward to Phone target is
different in Viewpoint Mobile than it isin Viewpoint Desktop, forwarding will
change automatically to the location specified in the Viewpoint Mobile App.
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e For Calls Use. Choose one of the following options to indicate your preferred device
for placing and taking calls.

¢ Mobile Phone. (Recommended) 10-digit number of the of the mobile device to
which your calls will be forwarded. If you are using an Android phone, enter the
number. If you are using an Android tablet (which does not have voice capability),
enter the number of another cell phone to use.

» Default Station. Choose this option to use your Wave desktop phone, for example
when you are in your office. (To hear your station ID, dial *00 from your desktop
phone.)

e Other Phone. Enter another phone number here, for example your home'slandline
phone for times when you are working from home.

e Other Wave Station. Choose this option to use another Wave phone as your
preferred device, for exampleif you are on the road and are using a temporary
office.

3. Tap Change User tolog in as adifferent user.
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Changing advanced settings (Android)

1

2.

Tap Settings on the ViewPoint Mobile toolbar, and then tap Advanced Settings.

EEEA T

Download Headers only

My Mobile Phone #

Wave Station ID

New Calls o

New Voice Mail Messages

IM Online / Receive Alerts ”

Send Logs

Make any of the following changes:
* \oiceMail Download Preferences.

¢ Download Headers Only. Select this option to only download message headers

(this will save storage space on the Android device). Deselect this option to

automatically download entire new voice messages whenever the App is active.
e My Mobile Phone #. Enter the 10-digit number of the of the mobile phone to which

your callswill be forwarded.
» If you areusing an Android phone, enter the phone's number.

» |If you areusing an Android tablet (which does not have voice capability),

enter the number of another phone to use (for example a cell phone).

e Wave Station ID. Enter your Wave Station ID. Thiswill allow you to use your
desktop phone to make and take calls with the ViewPoint Mobile App. (To hear

your station 1D, dia *00 from your desktop phone.)
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* Mobile Alert. Select one or more of these options determine whether you will receive
push notifications to your Android device for the following events:

* New Calls.
* New Voice Mail Messages.

* |M Online / Receive Alerts.

Note: If you change Mobile Alert settings, you must reconnect to the Wave Server
for the changes to take effect.

Troubleshooting Viewpoint Mobile App issues (Android)

If you encounter a problem using the ViewPoint Mobile App, you can exit the App by pressing
the device's Back button, or by choosing Phone settings > Applications > Manage Applications
> Viewpoint > Force Stop.

If the App fails completely, the notification “ViewPoint has crashed” is displayed in the status
bar. Click on that notification to automatically submit a crash log to Vertical. You will then be
prompted to include details on what led to the crash—thisinformation will help Vertical resolve
the problem as quickly as possible.

G) Send Logs

Please add details about the problem
you are reporting below:

o
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Gathering relevant system logs

The system log files WCAPISV Rxxx.log and Connectionsxxx.log are not included
automatically in the problem report package when you report a problem using the Problem
Report Wizard, but may be useful when troubleshooting a ViewPoint Mobile App connectivity
issue. For more information, including the location of these log files and how to gather them
manually, see “Gathering logs to report a Wave problem” in Chapter 22 in the Wave Global
Administrator Guide.

Release 3.0

W7vertical wave ViewPoint User Guide
October 2012



Appendix A

Using the Wave Archived Recording Browser

APPENDIX CONTENTS

About the Wave Archived Recording Browser .......................... A-1
Running the Archived Recording Browser. . .. .......... ... ... ........ A-2
Searching forrecordings . . ... A-3
Managing individual recordings. . . . ... .. ... A-10
Acting on archived call recordings. . ............ . i A-11
Checking the archive for missing audiofiles . . .......... ... ... ... ... A-13
Purging archived recordings . . .......... ... i A-14

About the Wave Archived Recording Browser

The Wave Archived Recording Browser isatool for listening to and managing thousands of
mailbox recordings (voice messages or call recordings) that have been archived by Wave. You
can search for recordings using avariety of criteria, edit or delete recordings, flag recordingsfor
follow up, or restore them to the appropriate Inbox or other folder from which they were
archived.

W7vertical Wave ViewPoint User Guide
Release 3.0 October 2012



Running the Archived Recording Browser A-2

Appendix A: Using the Wave Archived Recording Browser

Running the Archived Recording Browser

In order to use the Archive Recording Browser, you must know the network location of the
archive and have network access to that location. See your Wave system administrator for
details.

To run the Archived Recording Browser

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

& Wave Archived Recording Browser [ %]
Uszer Mame: |Archive Admin

Password: I

Server: IWA\.-’E

[ Automatically log on as this user

QK I Cancel | Help |

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

3.  Tolog onto adifferent archive PC, enter that PC’'s name or |P address in the Server text
box.

4. Click OK.
After using the Archived Recording Browser, to log on as another archive user (for example, as

auser with different access privileges), click File > Log On as a Different User, and then enter
that archive user’s User Name and Password.
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Searching for recordings

The Archived Recording Browser does not display any entries when you run it. To view
recordingsin the Browser window, you must first search for recordings that match criteriathat
you set.
To search for recordings, use either of the following methods:

e Start anew search. See page A-3.

» Load asaved search. See page A-9.

Starting a new search

To start a new search
1. Click 8 on the toolbar. The Search Archived Recordi ngs dialog opens.

i+ Search Archived Recordings
Search Mame: |<Untitled> j Save s | * |
Basic | Advanced I
Show me recordings that match these criteria
\Wave Server: I(,q||) j
Mailbo: I(,q||) j
[ From Mame ar Mumber: I
[~ ToMame ar Mumber: I
[~ Received: Jvesterday =l
[ Length IGreater than j |1 mit,
[~ Flagged for Follow up
[~ call Maotes: I
[ Archive Notes I
Order results by: IReceived j IAscending j
Reset | Find Mow | Close I Help |
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2. Do oneof thefollowing:

e If your search only involves basic criteria. Click the Basic tab to quickly specify
commonly-used criteria. Anything you enter on the Basic tab is treated as a partial
search. For example, entering “617” in the From Name or Number field will return
all recordswith 617 in that field, including “61755511212", and “5126175555".

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

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

1 search Archived Recordings

Search Mame: |<Untitled> j Save s |X|

Basic  Advanced |

Show me recordings that match these criteria

Field |Condition |value

Remayve |

Define mare criteria
Field Condition Walue

IReceived j IEquaIs j I

Example: For adescription of each field on the Advanced tab, see* Search criteria”’
on page A-5.

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

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

Note: Search results can aso be sorted by clicking any column header in the Archived
Recording Browser.
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4.  When you are done specifying your search criteria on either tab, do any of the following:
* To execute the search, click Find Now.

» Toreusethe search criteriaagain at alater time, click Save As. In the Save Search
Asdialog, Enter a name for your search and then click Save.

» Toreset the contents of the Search Archived Recordings dialog to the default
settings, click Reset.

Search criteria

The following table describes the search criteria that you can set up on either the Basic or
Advanced tab in the Search Archived Recordings dialog:

Search Criteria

Tab Field Description

Basic Wave Server If your system archives mailbox recordings from more than
one Wave Server, you can search all of the Servers, or
select a specific Server from the drop-down list.

Mailbox You can search all users’ mailbox folders, or select a
specific user from the drop-down list.

From Name or  To search for recordings related to calls from a specific user

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

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

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

Length To search for recordings of a specific length, select this
checkbox. Select an option from the drop-down list, and
then enter the number of minutes in the text box (for
example, “Within 30 sec.of 5 minutes”.)
Note: To enter seconds, use the hh:ss format or decimal
places. For example, to indicate 1 minute 30 seconds, enter
either “1:30” or “1.5”.

Flagged for To search for recordings that were previously flagged for

follow up follow up, select this checkbox.

Call Notes To search for recordings that contain a specific text string in

Archive Notes

the Call Notes field, select the checkbox, and then enter the
string in the text box.

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

Advanced Show me
recordings
that match
these criteria

Define more
criteria

Lists one or more criteria that you specify on the Advanced
tab. To remove an entry from the criteria list, select it and
then click Remove.

To add an entry to the criteria list, select a Field and
Condition from the drop-down lists, and then select a value
from the drop-down list or enter it in the text box (for
example, “Account Code Equals 1074”.)

To search for recordings that match one of several values
in a single field, select the condition Or. When you use Or,
you must specify the complete field contents that you are
searching for, as in:

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

& P ey
\ verticai
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Search Criteria (continued)

Tab Field Description

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

Condition Select any of the following conditions.

Equals, Does
not equal

Use to search based on the exact contents
of a field. For example, to search for
recordings of calls from Kevin
McDonough, add the criteria “From Equals
Kevin McDonough”.

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

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

Greater than,
Less than

Between

Use to search based on the numeric
contents of a field. For example, to search
for recordings of calls that were on hold for
more than 10 minutes, add the criteria
“Hold Time Greater than 10”.

Use to search based on a range of values
for a field. For example, to search for
recordings of calls that lasted more than
10 but less than 20 minutes, add the
criteria “Call Duration Between 10 and 20”.
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Search Criteria (continued)

Tab Field Description

Or Use to search for recordings based on two
or more values for a field. For example, to
search for recordings of calls from several
callers, add a criteria like “From Or Nancy
Jones OR Pete Smith OR Irene Orleans”.

Like Use to search based on wildcard
characters that represent one or more
characters.

Use a question mark (?) to represent a
single alphanumeric character. For
example, to search for recordings of calls
from the 617 area code and 555
exchange, add the criteria, “Number Like
6175557777

Use an asterisk (*) to represent one or
more alphanumeric characters. For
example, to search for recordings of calls
from anyone with a first name of Nancy,
add the criteria “From Like Nancy”.

You can combine wildcard characters in a
single search criteria. For example, to
search for recordings from calls from an
area code that begins with 8 and has the
555 exchange, add the criteria “Number
Like “8?7555*".

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

Tab Field Description
Contains Use to search based on a portion of a field.
For example, to search for recordings of
calls where 555 appears anywhere in the
number, add the criteria “Number Contains
555",
Value Field contents for which to search. Note that when

searching on the contents of a time-based fields (Call
Duration, Hold Time, and so forth), the value is always
entered in minutes.

Saving your current search

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

1. Inthe Search Archived Recordings dialog, click Save As, or in your Browser, click H
on the toolbar.

The Save Search As dialog opens.

Save Search As

Enter a name for your search: VS |

[ Save ” Cancel ][ Help ]

2. Enter anamefor your search and then click Save.

Loading a saved search

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

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

¥& Archived Recording Browser

Fle Edt Iools Help

5% X | @ | <urtited> e

Recordngs| 1 |totooofzoos 4] 4| »[M]
~

Server | Maibox Received + |Length |Number Created Custom Data | Hokes

S 00 e 2
© T¥40400 Recordings User - System  140User 99 Tue 9/13/2005 1 0920000003 Tue 9/13/2005 L1:02 AM Station 99/ SER One -= Trunk 51/ Unkn
® Ty40400 Recordngs User- System  140User 95 Tue 9(13/200511:02AM  1:04 0980000002  Tue 91312005 11:02 AM Station 98/ SER One - Trunk 52/ Unkn
B Tvap400  Recordngs User - System  140User 97 Tue 9132005 11:02AM  1:14 0970000002  Tue 9/13(2005 11:02 AW Station 97/ SER One - Trunk 54§ Unkn
& TWd0400  Recordings User - System  140User 100 Tue 9/L3{2005 11:03AM  1:52 1000000003 Tue 5/13j2005 11:03 AM Station 100f SER One - Trunk 53/ Link
9 TW4D400  Recordings User - System  140User 96 Tue 9/13/2005 11:03AM 101 DS90000004  Tue /132005 11:03 AM Station 99/ SER One - » Trunk 51 Unkn
® Tv40400  Recordings User - System  140User 100 Tue 9/13/2005 11:04 AW :25 1000000004 Tue 3/13{2005 11,04 AM Station 100f SBR One -» Trunk 53/ Link
® TW40400 Recordngs User - System  140User 95 Tue 9/13/200511:04AM ;35 0980000003  Tue 9/13/2005 11:04 AM Station 98/ SER One - Trunk 54/ Unkn
® T¥40400 RecordngsUser- System  140User 97 Tue 9{13/2005 11:04AM 12 0970000003  Tue 91312005 11:04 AM Station 97/ SER One - Trunk 52/ Unkn
D TW40400  Recordngs User - System  140User 99 Tue 9/13/2005 11:05AM  1:33 0090000005 Tue 5/13j2005 11:05 AM Station 99 SBR One - Trunk 51 Unkn
9 TW4D400  Recordings User - System  140User 100 Tue 9/13/2005 11:05 M 1:23 1000000005 Tue 3/13{2005 11:05 AM Station 100f SER One > Trunk 53/ Link
% TV4D400 Recordings User - System  140User 99 Tue 9/13/2005 11:06 AM  :39 0990000006 Tue 9132005 11:06 AM Station 99/ SER One -» Trunk 53f Unkn
® TW40400 Recordngs User - System  140User 95 Tue 9(13/200511:06AM  1:55 0980000004  Tue /13j2005 11:06 AM Station 98/ SER One -> Trunk 54/ Unkn
® Ty40400 Recordngs User- System  140User 97 Tue 9(13/200511:06 M 1:S6 0970000004  Tue 91312005 11:06 AM Station 97/ SER One - Trunk 52/ Unkn
B Tva0400  Recordngs User - System  L40User 100 Tue 9/13/2005 11:07 AM  1:48 1000000006  Tue 9/13(2005 11:07 AM Station 100f SR One - Trurk 51/ Urk
9 TW4D400 Recordings User - System  140User 58 Tue 9/13/2005 11:07 AM 153 0930000005 Tue 9132005 11:07 AM Station 95/ SER One - Trunk 54 Unkn v,
< >
#rchive Hotes: Call Notes:

Station 99/ SBR One -> Trunk 51/ Unknown
[ Flag this recording for Follaw-up
|
IS RN

{\Tva330 - 41,723 Total recordings 100 Ttems

The following information is displayed for each recording:

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

B2 |dentifies the recording type:
e =1 Voice message
+ ® Call recording
* Server. Wave Server from which the recording was archived.

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

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

* Received. Date and time when a voice message was |eft, or acall recorded.

* Length. Length of the recording in minutes:seconds format.
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Number. On incoming calls, the extension, Caller ID name and number (if available), or
external number that was dialed. On outgoing calls, the extension or external number that
was dialed.

Created. Date and time when the mailbox recording was archived.
Custom Data. Custom data, if any, associated with the call.

Notes. Starting text of any notes added to a voice message or call recording viathe Call
Monitor or Call Log. The complete notes appear in the Call Notes pane at the bottom of
the Browser. For acall recording, Wave automatically adds information about the stations
and/or trunks involved in the call.

If you make changesto Call Notes via the Archived Recording Browser, those changes
areincluded if you restore the recording to its original Inbox or other folder, but the Call
Log notes remain unchanged.

Archive Notes. Notes added to the archived recording via the Archived Recording
Browser. Archive notes are maintained only in the archive, and are not included if the
recording is restored to its original Inbox or other folder.

Acting on archived call recordings

To act on archived recordings:

Adjust the display in any of the following ways:

« Click on any column heading to sort the search results on that column. You can type
characters or words to jump to the first matching record in the sorted column that
begins with that text.

« Enter anumber in the Recordings text box at the top right of the Browser and press
Enter to go to that entry in thelist. Use the » | M| buttons to browse through the
search results.

» To change the number of entries displayed per page, choose Tools > Options. In the
Options dialog, enter the Number of recordings to display per page.
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Click an archived file to select it. You can perform the following actions on a selected

file:

Play. Double-click any column except the first column to play the recording, or use
the audio controls at the bottom of the Browser.

Bookmark. To set abookmark while listening to a recording, click and drag the
orangetriangle under the progress indicator at the bottom of the Browser.
The next time that you play the recording, playback will start at the bookmark
location.

Open Call Log Details. Click £/ on the toolbar to view details about the Call Log
entry associated with the mailbox recording.

& Call Details

orecton N
| From SBR One

|To Unknowsn

| Murniber 6001

éStart Time 913/2005 11:05:44 AM
| Duraticn 1:49

| Result Left Message

|Left Message

| Answered By Unkniown

| From Murnber 6001

| To Mumber 1000000006

| Called Mumber 1000000006

| Whtait Tirne: :00

| Account Code

| Custom Diata

éDial Skring 1000000006

| From Device Station 100

| To Dievice: Trunk 51

| Placed By 140User 100 |

Note: You canview Call Log detailsfor all call recordings, and for voice messages
that wereleft by acaller viathe Wave phone commands. I nternal voice messageswill
only have associated Call Log detailsif internal (station-to-station) call logging is
turned on via Tools > System Settings > Call Log tab in User/Group Management
applet in the Wave Global Administrator Management Consol e. Voi ce messages sent
directly to auser’s voice mailbox by another user via ViewPoint do not have any
associated Call Log details.

Flag recording. Double-click the first column for arecording to flag the selected
recording for follow up. Double-click it again to remove the flag. (You can also use
the Flag this recording for follow-up checkbox for the selected recording.)
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e Add notes. To add new notes or edit existing notesto the selected recording, typein
the Call Notes or Archive Notes panes.

* Restore recording. Click *=| on the toolbar to move the selected recording back to
the mailbox from which it was archived. It also staysin the archive until purged.

» Exportrecording. Click B/, one of the audio controls at the bottom of the Browser,
to export one or more selected recordingsto alocation on a hard drive other than the
folders from which they were archived. (Exported recordings are not deleted from
the archive folder.)

» Refresh. Click | onthetoolbar to refresh the list of mailbox recordings displayed
in the Browser.

* Delete recording. Click X/ on the toolbar to delete one or more selected recordings
from the archive folder. (To delete recordings based on criteria that you set, see
“Purging archived recordings’ on page A-14.)

Checking the archive for missing audio files

When you check the archivefor missing audiofiles, all archive database entriesthat do not have
acorresponding audio file in the archive folder are deleted from the database.
To check the archive for missing audio files

1. Choose Tools > Check Archive. Note: If this option is not available, ask your Wave
system administrator to grant you Archive Admin privileges.

2. Click oK at the warning message to check the archive.
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Purging archived recordings

You must have Administrator privileges to perform this operation. When you purge archived
recordings, all mailbox recordingsin the archive folder that match the criteriathat you set are

deleted permanently, as well as the corresponding archive database entries.

To purge archived recordings

1

Choose Tools > Purge Recordings. Note: If this option is not available, ask your Wave
system administrator to grant you Archive Admin privileges. The Purge Archived

Recordings dialog opens:

¢ Purge Archived Recordings

Delete all recordings that match these criteria:

\Wave Server: I(,q||) j
Mailbo: I(,q||) j
[ From Mame ar Mumber: I
[~ ToMame ar Mumber: I
[ Received: Jolder than this date 7| [5/22j2008 _I
[~ Length IGreater than j |1 min.
[~ Flagged for Follow up
[~ call Maotes: I
[ Archive Notes I

Reset | Delete | Cancel | Help I

Specify the recordings that you want to delete from the archive. Selecting recordings to
purge works the same as using the Basic tab to search for recordings. See “ Search

Criterid’ on page A-5 for a description of each field.

Click Delete to purge mailbox recordings that match your criteriafrom the archive. Click

OK at the warning message to confirm the purge.
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APPENDIX CONTENTS
About ViewPoint command-line switches .. ......... ... ... ... ... ...... B-1

ViewPoint command-line switchreference . ... ....... ... ... ... ......... B-1

About ViewPoint command-line switches

You can add various switches to the command line that ViewPoint shortcut usesto start
ViewPoint. To change the command line, right-click ViewPoint shortcut icon, choose
Properties, and then click the Shortcut tab. The Target field shows the command line.

Add switches to the end of the command line (after the closed-quote mark) with a space before
the switch. You can add multiple switches separated by spaces. For example:

“C:\Program Files\Vertical Wave\ViewPoint\Vertical.Wave.ViewPoint.exe”
/Server:Wave /station:77

ViewPoint command-line switch reference

The following ViewPoint command-line switches are supported:

e Jallowmultiple. Enables you to run multiple instances of ViewPoint at the same time on
your computer.

* Jlanguage. Changesthe ViewPoint interface language to any installed language. (A list of
installed languages appearsin the Language drop-down in the ViewPoint Log On dia og.
See page 2-11). Specify one of the language directory names found in your C:\Program
Files\Vertical Wave\ViewPoint directory.

Syntax:

/language:<language directory name>
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Example:

The four languages installed with ViewPoint 1.5 are de (Deutsch), es (Espanal), fr
(Francais), and fr-ca (Francais - Canada). You would use /language:de to start
ViewPoint with a German (Deutsch) language interface.

IServer. Runs ViewPoint against a specific Wave Server on your network. Thisis useful
when you want to have one ViewPoint session using a Wave Server other than the one
your ViewPoint runs against by default.

Syntax:
/server:<servername>
Example:
/server:Wave

luser Ipassword. Use to automatically log on to ViewPoint as a specific user. With both
/user and /password present, ViewPoint skips the Logon diaog. (The two switches can
also be used separately.)

Syntax:

/user:<username> /password:<password>
Example:

/user:Neil Pratt /password:2112.

/station. Associates ViewPoint with a specific phone. See “ Associating ViewPoint with a
specific phone” on page B-3” for the syntax and more about how to use this command.
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Associating ViewPoint with a specific phone

You can use the /station switch to set up various ViewPoint shortcuts for different phones so
that you can quickly change the phone associated with ViewPoint. (Otherwise, to change the
phone associated with ViewPoint you have to wait for ViewPoint to launch, choose File > Use
a different station, and wait for ViewPoint to launch again.

Syntax:
[station:<station number/default station>
e For<station number>, specify astation ID, for example /station:77.

» For <default station>, enter either of the following: /station:default ;
/station:-1.
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Reporting Problems

APPENDIX CONTENTS

About the Problem Report Wizard. .. .......... ... . . . . C-1
Reporting a problem that involves a specificcall. . ....................... C-2
Reporting a problem that does not involve a specificcall . ................. C-3

About the Problem Report Wizard

If you experience a problem with one of the Wave workstation applications—ViewPoint, the
Contact Center Reporter, the Contact Manager Assistant, the TAPI Service Provider, or the
Archived Recording Browser—report the problem to your Wave system administrator by using
the Problem Report Wizard. The Problem Report Wizard is atool that collects appropriate log
files and prompts you for information that can help solve the problem.

The Problem Report Wizard creates a problem report package as a ZIP file in the location of
your choice. You can then send the ZIP file to your Wave system administrator.

To prevent ZIP files from being overwritten, the Wizard gives each problem report package a
unique name based on your company name and a unique sequence number, as shown in the
following example.

%! vertical Wave Problem Report Wizard - Step 9 of 10 H= B3

Enter the directary For the Problem Report Package:
IC:'l,Documents and SettingsiMattwiDeskiop

Browse, ., |

Problem Report Package name: Atisoft_001.zip

The Wizard incrementsthe sequence number in thefile name each timeit createsanew problem
report package.
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Reporting a problem that involves a specific call

If you encountered a problem that involved a call, there are two ways to report it:

To report a problem via an active call in the Call Monitor
1. Select the problem call in the Call Monitor.

2. Choose Actions > Report a Problem. The Problem Report Wizard opens with details
about the call already entered.

3. Complete the Problem Report Wizard screens.

To report a problem via a call record in the Call Log

1. InViewPoint, go to the Call Log folder and select the call during which the problem
occurred.

2. Choose Actions > Report a Problem. The Problem Report Wizard opens with details
about the call already entered.

3. Complete the Problem Report Wizard screens.

Note: TheFlag a Problem button in the Call Monitor toolbar lets you click onceto flag a
problem call, for example, acall that is not displayed correctly in the Call Monitor, or acall in
ViewPoint that doesn’t match the call on your phone. Any time after flagging calls, you can run
the Problem Report Wizard once and gather the logs for all of the flagged calls. See “Flagging
aproblem call to report later” on page 5-17.
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Reporting a problem that does not involve a specific call

If your problem does not involve a specific call, run the Problem Report Wizard as follows:
1. Do one of thefollowing:

« From ViewPoaint, choose Help > Report a Problem.

e RunthefileC:\Program Files\Common Files\Vertical\Wave\TVPRWizard.exe.
2. Answer the questions presented in each Wizard window.

3. Optionally, check Send Problem Report Package via e-mail in the final window to e-mail
the problem report package to your Wave system administrator. It can be helpful to
include in your e-mail the time at which the problem occurred, as closely as you can
identify it.

Note: Because aproblem report package can be large, after you send it to your Wave system
administrator, you should delete it from your system to regain disk space.
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Troubleshooting ViewPoint Problems

This appendix contains information that may be helpful when you are troubleshooting a
problem that occurs when starting or using ViewPoint.

Firewall problems may prevent ViewPoint from starting.

Symptom: After installing ViewPoint successfully on a PC, the following message is displayed
and ViewPoint failsto start:

“Wave Server is unable to connect to ViewPoint, which could be due to a configuration
issue on the Wave Server. Please contact your administrator so the can check if the Wave
Global Administrator's Workstation Firewall settings allow connections from
nnn.nnn.nnn.nnn"

where “nnn.nnn.nnn.nnn” is the | P address of the Wave Server.

This problem may occur if your company network is defined asa* public network” onthe PC's
network settings and there is afirewall between the PC and the Wave Server. Additionally,
internet security programs such as McAfee may prevent the connection.

Solution: Define the network to the Wave system as a “work network” instead of a“public
network” to eliminate the firewall between the PC and the Wave Server or allow access by the
Wave Server through the PC's firewall.

On a system configured with a locale of “Spanish (Spain)”, along distance
prefix may be incorrectly added before dialing a long distance number via
ViewPoint.

Symptom: A “0” prefix may be incorrectly added before dialing along distance number via
ViewPoint, even though long distance prefixes are not used in Spain.

This problem has been fixed on new systems as of Wave ISM 1.5 SP3. However, if a system
was previously configured to usethe* Spanish (Spain)” localeit is possible that ViewPoint may
still incorrectly add a“0” before dialing along distance number.
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Solution:

1. Start the General Settings applet.

2. Onthe System tab, click Apply. (The Apply button will be enabled even though you have
not yet made any changes.)

3. Click Done.

COM Exception when logging into ViewPoint.

Symptom: After a user clicks OK in the ViewPoint Log On dialog, the following error occurs:

[03/12/2008 10:22:39.900 -  3][ViewPoint - Except]

System.Runtime.| nteropServices.COM Exception (0x8007041D): Retrieving the COM
class factory for component with CLSID
{EFED4BC8-3AD3-4D22-8493-FAE91DOBAS8A} failed dueto the following error:
8007041d.

Solution:

1

From acommand prompt, change directory (cd) to the following:
C:\Program Files\Common Files\Vertical\Wave
Run the following program:

tvwkssvc.exe /service
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Symbols

, (comma, for pausesin page strings), 7-17
*50 (select Available personal status), 3-7
F11 (return your last call), 6-9

F12 (redial your last cal), 6-9

Numbers

0 (transfer to Operator)
changing destination of transfer, 12-7
from greeting, 9-13
from routing list, 9-6
while on hold with Pause and Repeat, 9-17

A

about
ViewPoint Mobile App, 14-1
Wave Mail, 7-27
accessing Wave, 1-2
account codes
entering for contacts, 10-6
account codes, entering
during acall, 5-17
using the dial bar, 6-2
when placing acall, 6-4
Act!, 1-2
active greeting, 7-25
active routing list, 9-8
agents
personal statusesfor, 3-5
All tab
display optionsfor, 5-3
in Extensionslist, 4-3, 10-3
answering calls

Call Monitor folder
commands
answer, 5-8
archive database, checking for missing audio files,
A-13
Archived Recording Browser
about, A-1
acting on recordings, A-11
adding notesto recordings, A-13
browsing search results, A-11
changing number of entries per page, A-11
checking archive for missing audio files, A-13
deleting recordings, A-13
exporting recordings, A-13
flagging recordings for follow-up, A-12
loading saved search, A-9
logging on, A-2
managing recordings, A-10
opening Call Log details for recordings, A-12
playing recordings, A-12
purging recordings, A-14
refreshing search results, A-13
restoring recordings to Servers, A-13
running, A-2
saving current search, A-9
searching for recordings, A-3
sorting search results, A-11
specifying search criteria, A-5
archived recordings
managing individual recordings, A-10
purging, A-14
searching for, A-3
archived voicemail, 7-3
associating
fromaCall Log entry, 8-7
from an active call, 5-15
from voicemail, 7-8

audio controls, using, 2-36
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audio output, changing, 2-22
automatic logon
disabling, 2-9

B

backup reports, 13-6

beep, with call waiting, 12-6
blind transfers, 5-11
bookmarks for voicemail, 2-37
busy, handling callswhen, 9-17

c

cal
joining, 6-12
monitoring, 6-12

callback number, using to identify contacts, 10-13

Call Center Reporter
overview, 13-1
requirements, 13-2
using Excel toolbar, 13-4

caler ID

including with pager notification, 7-16

selecting name or number as contact
identification, 10-14
used to identify contacts, 10-9
calling back
aCal Log entry, 8-7, 8-8, 9-11
voicemail, 7-6
your last caler, 6-9
Call Log folder
overview, 8-1
adding notesto callsin, 8-6
associating a call with a contact, 8-7
filtersfor, 8-2
opening a contact record from, 8-8
reporting on, 8-9
returning calls from, 8-7, 8-8, 9-11

viewing additional call details, 8-3
Call Log report, 13-14
Call Monitor folder
overview, 5-1
adding Phonebook paneto, 2-26
commands
associate with contact, 5-15
disconnect, 5-16
park, 5-15
play caller'sname, 5-16
put on hold, 5-10
record call, 5-13

send incoming call to voicemail, 5-9

teke call, 5-8

transfer, 5-11

unpark, 5-16
displaying on incoming calls, 12-14
display optionsfor All tab, 5-3
double-clickingin, 5-8
opening automatically, 5-6
ownership of calsin, 5-7
panesin, 5-5
sharing, 2-35, 5-19
tabs

overview, 5-3

showing and hiding, 4-3, 5-4, 10-4

call notification of voicemail, 7-14
call ownership, 5-7
call rules

overview, 11-1

cregting, 11-4

examples of, 11-3

how system resolves conflicts, 11-11

organizing by priority, 11-10
Call Ruleswindow, 11-3
cals

answering, 5-8

associating with a contact, 5-15

checking a phone number to dial, 6-8

conferencing, 6-9
using drag-and-drop, 6-11

\” vertical
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disconnecting without hanging up, 5-16
e-mailing a message about, 5-13
forwarding
asdisplayed in Extensionslist, 4-1
prompting for password, 9-4
prompting to accept or decline, 9-4
status bar button for, 2-22
turning on or off, 9-2
and voicemail, 9-5
when logging on, 2-14
handling differently when busy, 9-17
handling individual ones differently, 11-1
hold, 5-10
incoming call indicators, 5-18
notification of voicemail, 7-14
parking, 5-15
placing
overview, 6-1
from Extensionslist, 4-4
from other contact manager applications, 1-2
quickly from ViewPoint folders, 6-6
to contacts, 6-3
to extensions, 6-4
to My Numbers, 6-4
using the toolbar’ s dial field, 6-2
recording, 5-13
screening with ViewPoint, 5-8
sending incoming to voicemail, 5-9
taking noteson, 5-13
transferring, 5-11
using drag-and-drop, 5-11
unparking, 5-16
Call Transfer report, 13-16
call waiting
customizing, 12-6
turning off, 12-6
checking numbers, 6-8
coaching a user, 6-12
columns
moving and resizing, 12-21
showing and hiding, 12-20

sorting by, 12-21
conference calls
creating, 6-9
using drag-and-drop, 6-11
configuring
ViewPoint Softphone, 12-10
Wave Mail, 7-31
Contact Center Reporter
using, 8-9
Contact Manager Assistant, 10-16

contacts

overview, 10-1

account codes for, 10-6

adding and deleting phone numbers for

identification, 10-10

associating "Unknown" callerswith, 10-11

benefits of recognition, 10-8

default phone number, 10-7

deleting phone numbers used for identification,

10-11

entering, 10-5

entering phone numbers for, 10-7

identifying by caller ID, 10-9

importing and exporting, 2-38, 10-17

in other contact manager applications, 10-15

phone prompt language for, 10-7

PINsfor, 10-14

placing calsto, 6-3

private and public, 10-2

recording voice titlesfor, 10-8

searching for, 10-2

synchronizing Wave and e-mail, 7-30
Contacts folder

adding asapanein Call Monitor, 2-26

double-click behavior in, 12-19

sharing, 2-35
copying and pasting ViewPoint items, 2-27
CSV files, importing and exporting, 2-37
custom data, viewing, 5-5
custom hours, for cal rules, 7-21, 11-8
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D

default personal status greeting, 7-25
default phone number, for contacts, 10-7
default routing list, 9-8
default station, changing, 2-15
Deleted folder, 2-33
deleting ViewPoint items, 2-27
deleting voicemail, 2-27
dial bar, 6-2
dia-by-name, customizing your listing in, 12-8
diaing. See placing calls
disabling
automatic logon, 2-9
disconnecting calls without hanging up, 5-16

distribution algorithms for routing calls to groups,

9-19
documentation, 1-4
drag-and-drop, in ViewPoint, 2-28
drag-and-drop transferring, 5-11

E
E, specia character in page strings, 7-17
e-mailing

call messages, 5-13

greetings, 7-27

voicemail, 7-7
e-mail notification of voicemail, 7-14
emptying the Deleted folder, 2-33
ending calls without hanging up, 5-16
Examples

printing reports with Report Runner, 13-11
Excel, using reports toolbar in, 13-4
exiting ViewPoint, 2-18
exporting

contacts, 2-38, 10-17

Extensionslist, 2-41

voicefiles, 2-37
extensions, placing callsto, 6-4
Extensionslist
overview, 4-1
adding as panein Call Monitor, 2-26
exporting, 2-41
tabsin, 4-3, 10-3
external phone
specifying at logon, 2-10

F

F11 (return your last call), 6-9
F12 (redial your last call), 6-9
feature comparison table, 1-3
final actionsinrouting lists, 9-16
folders

overview, 2-31

columnsin, 12-20

for voicemail, 7-3

opening in new windows, 2-25

private and public, 2-31

sharing, 2-35

sorting by column, 12-21
Folderslist, 2-20

forwarding calls
asdisplayed in Extensions list, 4-1
prompting for password, 9-4
prompting to accept or decline, 9-4
status bar button for, 2-22
turning on or off, 9-2
and voicemail, 9-5
when logging on, 2-14
forwarding voicemail, 7-5
FrontOffice 2000, 1-2
FWD button on status bar, 2-22
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G importing

GoldMine, 1-2 contacts, 2-38, 10-17
eetings voicefiles, 2-37

grover\?i ew, 7-23 Incoming Call Alert window, 5-18
active, 7-25 instant messages, 4-4
e-mailing, 7-27 instant messaging
for when you're on the phone, 9-17 inviting usersto conference, 4-6
hierarchy for, 7-25 receiving messages, 4-6
personal status default, 7-25 sending messages, 4-4
recording, 7-26 using with Wave, 4-4
System Hold Greeting, 9-17
used with

routing list final actions, 9-20 J

routing lists as an action, 9-13
Greetings folder, 7-24
Grouped Service Level report, 13-17

joining acal, 6-12

groups L
i 10-17
E\elﬁre\f/;g\gf using, 10-17 L, special character in page strings, 7-17
personal and public, 10-18 Ianguagg
routing callsto, 9-18 changing, 12-18

changing at logon, 2-10

groups folder, 10-18
local reports, 13-5

logging on
H asavidtor, 2-14
S changing default station, 2-15
headers and footers, viewing in reports, 13-4 skipping, 2-7
Help, online, 1-5 to ViewPoint, 2-7
hiding columns, 12-20 to ViewPoint with another phone, 2-14
hold with command line switches, B-1
putting callson, 5-10 with new options, 2-17
retrieving from other phones (call parking), 5-15
M
I menu bar, 2-19
I, special character in page strings, 7-17 messages, e-mailing from acall, 5-13
identifying contacts message waiting light, enabling and disabling, 7-13
adding and deleting phone numbers for, 10-10 Microsoft Outlook, 1-2
by caller ID, 10-9 mobile extension
by PIN, 10-14
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specifying at logon, 2-10
monitoring acall, 6-12
My Numbers

entering, 6-5

placing calsto, 6-4
My Phonetab in Call Monitor, 5-3

N

names
of callersdisplayed in Call Monitor, 5-8
playing caller’s over speakers, 5-16
playing caller’'s over speakers automatically,
12-14
yoursin dial-by-name directory, 12-8
navigation pane, 2-20
notes
adding to active calls, 5-13
adding to callsin Call Log, 8-6
adding to voicemail, 7-9
notifications of new voicemail, 7-14

0]
online Help, 1-5
Operators
changing personal operator, 12-7
customizing ViewPoint for, 12-17
Options dialog, guideto, 12-1
orbit number, 5-15
Outbound Call Comparison report, 13-18
Outbound Calls by Phone Number report, 13-19
Outbound Long Distance Summary report, 13-20
Outlook, 1-2
ownership of calsin the Call Monitor, 5-7

P

pager netification of voicemail, 7-14
page string, special charactersfor, 7-17
panes
in Call Monitor folder, 5-5
Phonebook, 2-26
parked cdls, 5-15
parked calls, Call Monitor tab for, 4-3, 5-4, 10-4
parking cals, 5-15
password
changing, 2-17
prompting for in routing lists, 9-15
prompting for when forwarding calls, 9-4
skipping entry at logon, 2-7
pasting ViewPoint items, 2-27
Pause and repeat, routing list final action, 9-17
personal status
overview, 3-1
changing another user’s, 3-11
list for call center queue agents, 3-5
list of pre-defined, 3-4, 3-5
viewing in Extensionslist, 4-1
phone
audio output from, 2-22
changing at logon, 2-10
phone commands, selecting language of, 12-5
phone netifications for new voicemail, 7-18
phone numbers, checking, 6-8
"Phone" pane on status bar, 2-22
PINs, for contacts, 10-14
Place Call command, 6-6
placing calls
from Extensionslist, 4-4
from other contact manager applications, 1-2
quickly from ViewPoint folders, 6-6
to contacts, 6-3
to extensions, 6-4
to My Numbers, 6-4
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using the dial bar, 6-2
priority

of cal rules, 11-10

of greetings, 7-25

private
contacts, 10-2
folders, 2-31

groups, 10-18
voicemail, 7-8
Problem Report Wizard, C-1, D-1
problems, reporting, C-1, D-1
prompts
changing language of for contacts, 10-7
for password with call forwarding, 9-4
for password with routing lists, 9-15
selecting language of, 12-5
to accept or decline callsfrom routing lists, 9-14
to accept or decline forwarded calls, 9-4
to callersfollowing routing lists, 9-15

public
contacts, 10-2
folders, 2-31

groups, 10-18
My Numbers, 6-6
purging archived recordings, A-14

Q

queues
personal statuses for agents, 3-5

R

recording calls, 5-13
recordings, how to make and play, 2-36
redialing your last call, 6-9
remote phone
specifying at logon, 2-10
using, 6-17

replying to voicemail, 7-6
reporting on Call Log, 8-9
reporting problems, C-1, D-1
reports
overview, 13-1
backupsfor, 13-6
Cdl Log, 13-14
Call Transfer, 13-16
Grouped Service Level, 13-17
optionsfor, 13-8
Outbound Call Comparison, 13-18
Outbound Calls by Phone Number, 13-19
Outbound Long Distance Summary, 13-20
running, 13-3
shared and local, 13-5
Unanswered Calls During Business Hours, 13-22
User Call Trends, 13-23
using Excdl toolbar to run, 13-4
viewing headers and footers, 13-4
returning your last call, 6-9
ringback, 5-15
for callson hold, 5-10
ringer, customizing duration of ringing, 12-9
routing lists
overview, 9-5
active, 9-8
caller options while following, 9-6
creating, 9-11
default, 9-8
fina actionsfor, 9-16
greetings and final actions, 9-20
prompting for password, 9-15
prompting to accept or decline, 9-14
routing callsto groups, 9-18
Standard, 9-8
when station is busy, 9-17

Routing Listsfolder, 9-7
Routing List Wizard, using, 9-10
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S T
scheduling tabs
cal rules, 11-7 in Cal Monitor folder, 5-3
notifications of voicemail, 7-19 in Extensionslist, 4-3, 10-3
screening TAPI Service Provider
cals, 5-8 overview, 1-2
voicemail, 5-9 using from other contact manager applications,
screen-pops for calls, 1-2 10-15
searching for contacts, 10-2 technical support, 1-4
shared reports, 13-5 title bar, flashing on incoming calls, 12-14
sharing folders, 2-35 toolbar

overview, 2-20

dial field on, 6-2
toolbar, for reports, using in Microsoft Excel, 13-4
transferring calls, 5-11

using drag-and-drop, 5-11
trianglesin audio controls, 2-37

showing columns, 12-20

speakers, audio output from, 2-22

Speed Dial command, 6-6

Standard routing list, 9-8

status bar, 2-21

stutter dial tone, turning on and off, 7-13
supervised transfers, 5-11

support, technical, 1-4 U
wnchrom.m ng voice messages and contacts with Unanswered Calls During Business Hours report,
e-mail, 7-27 13-22

System Hold Greeting, 9-17 "Unknown" callers, associating with contacts,

10-11
unparking calls, 5-16
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urgent voicemail, 7-8
user
coaching, 6-12
User Call Trendsreport, 13-23
using
instant messaging with Wave, 4-4
remote phone, 6-17
ViewPoint Softphone, 6-14

\'
ViewPoint
changing
language at logon, 2-10
phone at logon, 2-10
Wave Server at logon, 2-10
columnsin, 12-20
customizing for Operators, 12-17
exiting, 2-18
layout, 2-19
logging on, 2-7
reporting problems with, C-1, D-1
starting using with command line switches, B-1
using drag-and-drop in, 2-28
using without an associated phone, 2-10
ViewPoint logon options
changing, 2-10
ViewPoint Mobile App
about, 14-1
Cal Log, 14-34,14-71
Callsview, 14-23, 14-60
Chat view, 14-36, 14-73
Contacts list, 14-20, 14-58
Diadpad, 14-22
downloading and configuring, 14-5, 14-42
Favoriteslist, 14-13, 14-53
launching, 14-8, 14-45
logging in, 14-8, 14-45
Messages view, 14-30, 14-69
navigating, 14-11, 14-51

online vs. offline mode, 14-3
options
setting, 14-37, 14-76

supported devices, 14-2

Userslist, 14-15, 14-55
ViewPoint Softphone

answering and handling calls, 6-16

configuring, 12-10

Dia Ped, 6-15

placing cals, 6-16

specifying at logon, 2-10

using, 6-14
visitor, logging on as, 2-14
voicefiles

importing and exporting, 2-37

recording and playing, 2-36
voicemail

overview, 7-1

adding notesto, 7-9

associating with a contact, 7-8

bookmarks, 2-37

and call forwarding, 9-5

calling back, 7-6

deleting, 2-27

disappearing from ViewPoint, 7-3

e-mailing, 7-7

folders, 7-3

forwarding, 7-5

heard, 7-8

listening to, 7-4

listening to while caller leaves, 5-9

new, indications of, 7-13

notification of, 7-14

playback order of, 12-15

playing asound for, 12-16

private, 7-8

replying to, 7-6

scheduling notifications, 7-19

screening, 5-9

sending, 7-12

sending a call directly to, 5-9
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setting maximum length of, 7-10

unheard, 7-8

urgent, 7-8

viewing contact record for, 7-7
voicemail folder, 7-2

sharing, 2-35
VOice messages

synchronizing Wave and e-mail, 7-28
voicetitles

recording for contacts, 10-8

recording for yourself, 12-4

w
Wave Mail
about, 7-27
configuring, 7-31
Wave Server
changing at logon, 2-10
windows, opening foldersin new, 2-25
Wizard for routing lists, using, 9-10

I Wave ViewPoint User Guide
Release 3.0 October 2012



	Revision History
	Contents
	Chapter 1 -
Introducing Vertical Wave
	About Vertical Wave ViewPoint
	What’s new in this version
	Installing ViewPoint

	Accessing Wave
	Using ViewPoint
	Using the Wave TAPI Service Provider and Contact Manager Assistant
	Using your phone

	Feature comparison table
	Getting technical support
	Wave documentation
	Related reading
	Accessing Help


	Chapter 2 -
Using ViewPoint
	About ViewPoint
	Installing ViewPoint
	Using ViewPoint remotely
	Using ViewPoint with a remote phone
	Using the ViewPoint Softphone

	Logging on to ViewPoint
	Using ViewPoint with a different phone, Wave Server, or language
	Using ViewPoint with another station ID
	Using ViewPoint in languages other than English
	Changing your station, Wave Server name, or user name after logging on
	Changing your password
	Logging on with command-line switches

	Exiting ViewPoint
	Elements of the ViewPoint window
	The Menu Bar
	The Toolbar
	The Navigation Pane
	The Status Bar

	Working in ViewPoint folders
	Working with multiple Viewpoint folders at the same time
	Adjusting the Phonebook Pane layout in the Call Monitor
	Deleting voice messages and other items
	Copying and pasting items
	Dragging and dropping items
	Printing items in folders

	Organizing items in folders
	Public folders
	Customizing columns
	Viewing public folders
	Managing the Deleted folder

	Sharing folders
	Using the audio controls
	Importing and exporting Wave items
	Importing and exporting contacts
	Exporting ViewPoint recordings


	Chapter 3 -
Using Personal Statuses
	About personal statuses
	Available personal statuses

	Selecting a personal status
	Selecting a personal status in Viewpoint
	Selecting a personal status using your phone

	Modifying a personal status
	Using personal status defaults
	Specifying a default personal status greeting and routing list
	Setting personal status defaults

	Changing the personal status of another user

	Chapter 4 -
Using the Extensions List
	Viewing Wave extensions
	Searching the Extensions list
	Extensions list tabs
	Extensions list columns

	Placing calls to an extension
	Using Wave IMpulse for instant messaging
	Sending an instant message to another user
	Receiving an instant message from another user
	Inviting users to an instant messaging conference


	Chapter 5 -
Receiving and Handling Calls in ViewPoint
	Using the Call Monitor folder
	Call Monitor folder tabs
	Call Monitor folder panes
	Call Monitor folder columns

	Displaying the Call Monitor folder automatically
	Selecting and acting on a call in the Call Monitor
	Call ownership
	Double-clicking calls

	Commands while a call is ringing
	Taking the call
	Sending the call to voicemail

	Commands while you’re on a call
	Putting a call on hold
	Transferring a call
	Adding notes to a call
	Sending an e-mail message about a call
	Recording a call
	Associating a call with a contact
	Parking a call
	Unparking a call
	Sending a call to voicemail
	Playing a caller's name over your speakers
	Disconnecting a call while staying on the phone
	Flagging a problem call to report later

	Incoming call indicators
	Sharing your Call Monitor folder
	Viewing shared calls


	Chapter 6 -
Placing Calls in ViewPoint
	Placing a call
	Placing calls using the Dial bar
	Using the Place Call To dialog
	Quick-dialing from ViewPoint folders
	Placing calls using drag-and-drop
	Placing calls using other contact managers

	Checking a number
	Redialing numbers and returning calls
	Creating conference calls
	Adding parties to a conference
	Conferencing multiple active calls together
	Ending a conference call

	Supervising other users’ calls
	Using the ViewPoint Softphone
	About the ViewPoint Softphone Dial Pad
	Placing calls using the ViewPoint Softphone
	Answering and handling calls using the ViewPoint Software

	Using a remote phone
	Using a remote phone with ViewPoint
	Using a remote phone without ViewPoint


	Chapter 7 -
Managing Voice Messages in ViewPoint
	About managing voice messages in ViewPoint
	The Messages folder
	Archiving voice messages and call recordings
	Managing thousands of voice messages or call recordings

	Listening to your voice messages and call recordings
	Listening to a voice message as it is being left

	Handling your voice messages
	Forwarding a voice message
	Replying to a voice message
	Calling back the person who left a voice message
	E-mailing a voice message
	Opening the contact record from a voice message
	Deleting voice messages
	Associating a voice message from “Unknown” with a contact
	Marking a voice message unheard
	Marking a voice message Urgent or Private
	Adding notes to a voice message
	Adding bookmarks to a voice message

	Managing call recordings
	Managing your voicemail maximums
	Setting a maximum length for your voice messages

	Sending a message directly to a user’s voicemail
	Knowing when you have new voice messages
	Number displayed in the Navigation Pane
	Stutter dial tone
	Message waiting light
	Sound played
	E-mail, pager, and call notifications
	Scheduling notifications

	Managing voicemail greetings
	The Greetings folder
	Greeting hierarchy
	Recording a new greeting
	E-mailing a greeting

	Synchronizing Wave voice messages and contacts with your e-mail program
	Configuring your Wave Mail mailbox in ViewPoint


	Chapter 8 -
Using the Call Log Folder
	The Call Log folder
	Call Log folder filters
	Call Log folder columns
	Viewing call details

	Taking notes on a Call Log entry
	Sending an e-mail message about a Call Log entry
	Associating a call from “Unknown” with a contact
	Returning a call in the Call Log
	Entering an account code for a Call Log entry
	Opening the contact record from a contact’s call
	Sharing the Call Log
	Reporting on the Call Log

	Chapter 9 -
Call Forwarding and Routing Lists
	About call forwarding and routing lists
	Forwarding calls
	Turning forwarding on and off via the FWD button
	Call forwarding and voicemail

	Using routing lists
	The Routing Lists folder
	Using the Routing List Wizard vs. the Routing List Editor
	Creating a routing list using the Routing List Wizard
	Creating a routing list using the Routing List Editor
	Handling calls differently if you do not answer or are busy
	Routing calls to groups
	Using greetings with routing list final actions


	Chapter 10 -
Managing Contacts and Groups
	About contact management and Wave
	The Contacts folder
	Searching the Contacts folder
	Private and public contacts
	Viewing shared contacts
	Contacts folder tabs
	Changing double-click behavior

	Managing contacts
	Entering a new contact
	Placing calls to your contacts

	Teaching Wave to recognize your contacts
	Identifying contacts by name
	Associating a call or Caller ID number with a contact
	Understanding name and number on Caller ID
	Using contact PINs for guaranteed recognition

	Opening contacts from within other folders
	Synchronizing your Wave contacts with your e-mail program
	Using contacts maintained in another contact manager
	Using the Wave Contact Manager Assistant
	Importing contacts from other contact managers into Wave

	Using ViewPoint Groups
	Personal and public Groups
	The Groups folder
	Creating a Group


	Chapter 11 -
Using Call Rules
	About call rules
	Call rules overview
	Distinguishing which incoming calls activate the call rule
	Examples of how you can use call rules

	The Call Rules dialog
	Enabling and disabling a call rule
	Organizing the priority of call rules

	Creating a new call rule
	Specifying people that trigger a call rule
	Specifying dates and times to trigger a call rule

	Quickly creating call rules for contacts or groups
	Call rule priority
	How Wave resolves call rule conflicts


	Chapter 12 -
Customizing ViewPoint
	About customizing ViewPoint
	Guide to the Options dialog

	Customizing phone behavior
	Recording your voice title
	Changing the language of phone command prompts
	Customizing or turning off call waiting
	Changing your personal operator
	Customizing your listing in the dial-by-name directory
	Customizing how long your phone rings

	Configuring the ViewPoint Softphone
	Customizing incoming call behavior
	Customizing voice message behavior
	Setting voice messages playback order
	Playing a sound when a new message arrives

	Customizing ViewPoint for operators
	Customizing the ViewPoint display
	Changing ViewPoint’s language
	Defining double-click behavior in the Contacts folder
	Customizing columns

	Other customization options

	Chapter 13 -
Running Contact Center Reports
	About the Contact Center Reporter
	Running a report
	Using the Contact Center Reporter toolbar in Excel
	Shared and local reports
	Reporting on outbound Contact Center calls
	Backups of original reports
	Do not modify Contact Center report templates!

	Setting Reporter options
	Setting general Reporter options
	Setting individual report options

	Using Excel tabs to view report results
	Totals on the Data tab
	Using the Report Options tab in Excel

	Printing and scheduling reports with the Report Runner
	Using the Report Runner
	Running the Report Runner without a command line statement

	Available reports overview
	Call Log report
	Filtering Call Log data by column

	Call Transfer report
	Reading the Call Transfer report

	Grouped Service Level report
	Reading the Grouped Service Level report

	Outbound Call Comparison report
	Reading the Outbound Call Comparison report

	Outbound Calls by Phone Number report
	Reading the Outbound Call by Phone Number report

	Outbound Long Distance Summary report
	Before running the Outbound Long Distance Summary report
	Reading the Outbound Long Distance Summary report

	Unanswered Calls During Business Hours report
	Reading the Unanswered Calls During Business Hours report

	User Call Trends report
	Reading this report


	Chapter 14 -
Using the ViewPoint Mobile App
	About the ViewPoint Mobile App
	Carrier network features
	Supported devices
	Mobile phones vs. tablets

	Online vs. offline mode

	Installing and using ViewPoint Mobile for iOS
	Downloading and configuring ViewPoint Mobile (iOS)
	Configuring ViewPoint Mobile (iOS)
	Launching ViewPoint Mobile (iOS)
	Logging in to ViewPoint Mobile (iOS)
	Logging in for the first time
	Subsequent logins

	Navigating the ViewPoint Mobile App (iOS)
	Viewing and managing user lists (iOS)
	Managing your Favorites list (iOS)
	Viewing and using the Users list (iOS)
	Using and managing your Contacts list (iOS)

	Making a call (iOS)
	Viewing and acting on your current calls (iOS)
	Viewing and acting on your voice messages (iOS)
	Viewing your Call Log (iOS)
	Instant Messaging (iOS)
	Setting options (iOS)
	Changing Quick Settings (iOS)


	Installing and using ViewPoint Mobile for Android
	Downloading and installing ViewPoint Mobile and widget (Android)
	Installing the ViewPoint Mobile App (Android)
	Installing the ViewPoint Mobile widget (Android)

	Launching ViewPoint Mobile (Android)
	Using the ViewPoint Mobile widget (Android)
	Viewing missed call, voice message, and IM counts (Android)
	Changing your personal status (Android)
	Turning your IM presence on or off (Android)

	Logging in to ViewPoint Mobile (Android)
	Logging in for the first time

	Viewing status information and notifications (Android)
	Working on- or off-line (Android)
	Call and voice message notifications (Android)

	Configuring ViewPoint Mobile (Android)
	Navigating the ViewPoint Mobile App (Android)
	Viewing and managing user lists (Android)
	Managing your Favorites list (Android)
	Viewing and using the Users list (Android)
	Using and managing your Contacts list (Android)

	Making a call and acting on your current calls (Android)
	Making a call (Android)
	Viewing and acting on your current calls (Android)
	Actions that you can perform on a call (Android)
	Transferring a call (Android)
	Creating a conference call (Android)
	Adding notes to a call (Android)

	Viewing and acting on your voice messages (Android)
	Viewing message details (Android)

	Viewing your Call Log (Android)
	Instant Messaging (Android)
	Setting options (Android)
	Changing Quick Settings (Android)
	Changing advanced settings (Android)

	Troubleshooting Viewpoint Mobile App issues (Android)
	Gathering relevant system logs



	Appendix A -
Using the Wave Archived Recording Browser
	About the Wave Archived Recording Browser
	Running the Archived Recording Browser
	Searching for recordings
	Starting a new search
	Saving your current search
	Loading a saved search

	Managing individual recordings
	Acting on archived call recordings
	Checking the archive for missing audio files
	Purging archived recordings

	Appendix B -
Logging On with Command-Line Switches
	About ViewPoint command-line switches
	ViewPoint command-line switch reference
	Associating ViewPoint with a specific phone


	Appendix C -
Reporting Problems
	About the Problem Report Wizard
	Reporting a problem that involves a specific call
	Reporting a problem that does not involve a specific call

	Appendix D -
Troubleshooting ViewPoint Problems
	Index



