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Notices

While reasonable efforts have been made to ensure that the information in
this document is complete and accurate at the time of printing, Avaya assumes
no liability for any errors. Avaya reserves the right to make changes and
corrections to the information in this document without the obligation to notify
any person or organization of such changes.

Documentation disclaimer

Avaya shall not be responsible for any modifications, additions, or deletions to
the original published version of this documentation unless such modifications,
additions, or deletions were performed by Avaya.

End User agree to indemnify and hold harmless Avaya, Avaya's agents,
servants and employees against all claims, lawsuits, demands and judgments
arising out of, or in connection with, subsequent modifications, additions or
deletions to this documentation, to the extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked Web sites
referenced within this site or documentation(s) provided by Avaya. Avaya is
not responsible for the accuracy of any information, statement or content
provided on these sites and does not necessarily endorse the products,
services, or information described or offered within them. Avaya does not
guarantee that these links will work all the time and has no control over the
availability of the linked pages.

Warranty

Avaya provides a limited warranty on this product. Refer to your sales
agreement to establish the terms of the limited warranty. In addition, Avaya’s
standard warranty language, as well as information regarding support for this
product, while under warranty, is available to Avaya customers and other
parties through the Avaya Support Web site: http://www.avaya.com/support.
Please note that if you acquired the product from an authorized Avaya reseller
outside of the United States and Canada, the warranty is provided to you by
said Avaya reseller and not by Avaya.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO/ ARE APPLICABLE TO ANYONE
WHO DOWNLOADS, USES AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED
FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AUTHORIZED AVAYA
RESELLER (AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH
AVAYA OR AN AUTHORIZED AVAYA RESELLER. UNLESS OTHERWISE AGREED
TO BY AVAYA IN WRITING, AVAYA DOES NOT EXTEND THIS LICENSE IF THE
SOFTWARE WAS OBTAINED FROM ANYONE OTHER THAN AVAYA, AN AVAYA
AFFILIATE OR AN AVAYA AUTHORIZED RESELLER, AND AVAYA RESERVES
THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE USING
OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY INSTALLING,
DOWNLOADING OR USING THE SOFTWARE, OR AUTHORIZING OTHERS TO
DO SO, YOU, ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU
ARE INSTALLING, DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER
REFERRED TO INTERCHANGEABLY AS “YOU” AND “END USER"), AGREE TO
THESE TERMS AND CONDITIONS AND CREATE A BINDING CONTRACT
BETWEEN YOU AND AVAYA INC. OR THE APPLICABLE AVAYA AFFILIATE
("AVAYA").

Avaya grants End User a license within the scope of the license types described
below. The applicable number of licenses and units of capacity for which the
license is granted will be one (1), unless a different number of licenses or units
of capacity is specified in the Documentation or other materials available to
End User. "Designated Processor" means a single stand-alone computing
device. "Server" means a Designated Processor that hosts a software
application to be accessed by multiple users. "Software" means the computer
programs in object code, originally licensed by Avaya and ultimately utilized by
End User, whether as stand-alone products or pre-installed on Hardware.
"Hardware" means the standard hardware originally sold by Avaya and
ultimately utilized by End User.

License types

Designated System(s) License (DS). End User may install and use each copy of
the Software on only one Designated Processor, unless a different number of
Designated Processors is indicated in the Documentation or other materials
available to End User. Avaya may require the Designated Processor(s) to be
identified by type, serial number, feature key, location or other specific
designation, or to be provided by End User to Avaya through electronic means
established by Avaya specifically for this purpose.

Copyright

Except where expressly stated otherwise, no use should be made of materials
on this site, the Documentation(s) and Product(s) provided by Avaya. All
content on this site, the documentation(s) and the product(s) provided by
Avaya including the selection, arrangement and design of the content is owned
either by Avaya or its licensors and is protected by copyright and other
intellectual property laws including the sui generis rights relating to the
protection of databases. You may not modify, copy, reproduce, republish,
upload, post, transmit or distribute in any way any content, in whole or in part,
including any code and software. Unauthorized reproduction, transmission,
dissemination, storage, and or use without the express written consent of
Avaya can be a criminal, as well as a civil, offense under the applicable law.

Third Party Components

Certain software programs or portions thereof included in the Product may
contain software distributed under third party agreements ("Third Party
Components"), which may contain terms that expand or limit rights to use
certain portions of the Product ("Third Party Terms"). Information regarding
distributed Linux OS source code (for those Products that have distributed the
Linux OS source code), and identifying the copyright holders of the Third Party
Components and the Third Party Terms that apply to them is available on the
Avaya Support Web site: http://support.avaya.com/Copyright.

Preventing toll fraud

"Toll fraud" is the unauthorized use of your telecommunications system by an
unauthorized party (for example, a person who is not a corporate employee,
agent, subcontractor, or is not working on your company's behalf). Be aware
that there can be a risk of toll fraud associated with your system and that, if
toll fraud occurs, it can result in substantial additional charges for your
telecommunications services.

Avaya fraud intervention

If you suspect that you are being victimized by toll fraud and you need
technical assistance or support, call Technical Service Center Toll Fraud
Intervention Hotline at +1-800-643-2353 for the United States and Canada.
For additional support telephone numbers, see the Avaya Support Web site:
http://support.avaya.com

Suspected security vulnerabilities with Avaya products should be reported to
Avaya by sending mail to: securityalerts@avaya.com.

Trademarks

Avaya and Aura are trademarks of Avaya, Inc.

The trademarks, logos and service marks (“Marks") displayed in this site, the
documentation(s) and product(s) provided by Avaya are the registered or
unregistered Marks of Avaya, its affiliates, or other third parties. Users are not
permitted to use such Marks without prior written consent from Avaya or such
third party which may own the Mark. Nothing contained in this site, the
documentation(s) and product(s) should be construed as granting, by
implication, estoppel, or otherwise, any license or right in and to the Marks
without the express written permission of Avaya or the applicable third party.
Avaya is a registered trademark of Avaya Inc. All non-Avaya trademarks are
the property of their respective owners.

Downloading documents
For the most current versions of documentation, see the Avaya Support Web
site: http://www.avaya.com/support

Contact Avaya Support

Avaya provides a telephone number for you to use to report problems or to
ask questions about your product. The support telephone number is
1-800-242-2121 in the United States. For additional support telephone
numbers, see the Avaya Web site: http://www.avaya.com/support
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one-X Portal for IP Office:

1. one-X Portal for IP Office

one-X Portal for IP Office is an application that runs on a web server connected to the IP Office telephone system/[168;,
Using a web browser, you can access the one-X Portal for IP Office and use it to perform actions such as:

e Control your telephone and telephone calls.
e View details of calls and directories of contacts.

e Configure settings that affect how your calls are treated by the telephone system.

& Ofice | @me>< Portal for IP Office 49 Extnd01401) | Available  ~ | Help | Logout | AVAyA
Main Configure
7= calls (=] [} pirectory (=]
| Enter name ar numbear B | iz & rersonal &W system & External Search All
C—) | | | | | | | ~F | |"\J | | Al | sales | Team | + addaroup
( 1 | 2 | 3 | 4 | 3 Enter a name &
x 1550 It_EB“MDZ &) Afred
o 1550 Che=(t®» BB
—— 00:00:14
. ‘
| I4 4 Page |4 of1 b Ml Displaying 1to 3 of 3
Messages {2 new) (=] [=] call Log (=]
|:| |:| |:| |:| |:| L Phone Enter name ar number all &, Incorming X, outgaing o, Missed
[C] state | From Time Length Type Fram Time Length | Calls
= 30 (301) 15-Mar 12:15pm os &, Extni203 (203) 26-Jun 24505 PM 0s 2 5
= s e T2 m 185 3, Extnzoacaod 2B-UNZ4318PM s 1
= s e IR T e 3, Extnzot 201y DB-dul 3:41:43 Ph 8s 1
=0 s 221 A2 85 &, Extna02(40m 06-Jull 64833 P &m 1
= 21-Jan 07 :10pm 11s
( J _| [ clearLog |
() World Clock [B] & Agent Control =

orne>< @ @
Applications | L';j |

VWorld Clock Agent Control

Appearance

This documentation covers the use of one-X Portal for IP Office version 8.0.
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1.1 How Do I...

e Loginl 9%/ Logout[ 1™

Change the one-X Portal for IP Office Layout

o Select a Skin[2%
o Add External gadgets/ 233

o Move a Gadget/2#

o Delete a custom tab[ 2

e Change the Column Widths[ 22

e Maximize a gadget/ 23

o Default the Layout/2#

o Show/Hide a Gadget/2®

o Resize a Gadget/2#
e Add a custom tabl2#

Make and Answer Calls

o Make a calll3™

e Unanswered calls[ 36"
 Hold calls[ 36"

e Transfer calls[ 4

e Instant message other users (Chat)

o Answer a call[3®
e End a calll38

o Switch between calls[ 3%

o Park calls 4
Select Do Not Disturb[ 4™

[ 467
e Enable Mobile Twinning! 48%

e Pick up a call[35"
o Mute a calll 36

o Record a calll 4%y
o Send DTMF tones[ 453

o Use Agent controls[ 4™

Start and Manage Conference Calls

e Set up a conferencel 52y

e Turn held calls into a conference call

[55%

. I‘Dr%p a participant in a conference
58

o Park a conference calll 584

e Configure the Conference Bridge
number!| 604

e Recognize the Conference manager

e Recognize the Conference speaker

54 54
e Add another party to a conference o Mute conference parties| 5™
| 564
o Lock a Meet Me conferencel 58"
e Drop all participants in a conference
[ 58 o Use Conference call controls[5%

e Hold a conference calll 59

e Join a Personal Meet Me conference
[ 60

Use My Call Log

o Use the Call Logl6®

e Make a call From the Call Log[ 653

e Add a Call Log number to my
Directory| 65

Use the Directories

o View the Directories! 69}

o Make calls from the Directory[ 7™

o Edit a Directory Contact/ 74

e Email a Contact/ 7™

e View the user status in the Directory

o Search the Directories/7h

I

e Transfer a call from the Directory[ 72

o Delete a Directory Contact/ 743

 Instant Message a Contact/ 77

o Add a Directory Contact! 73

o Add a Contacts Group Tabl 753

Create and Use Profiles

o Use the 'Detected' Profile[ 8

o Add a New Profile[ 82

o Select an Active Profile[ 83

o Configure the Profile[ 8

o Edit a Profile[ 8%
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one-X Portal for IP Office: How Do |...

Access and Use Voicemail

e Enable/Disable Voicemail screening

e Check Voicemail messages/ 9™

| 8

e Switch between Phone and PC
playback/ 2y

o Record Mailbox Greetings! 93y

e Add a Voicemail caller to my
Directory | 93

o Select Mailbox Greetings! 93}

o Call someone who left a message[ 92

. ‘Ch:nqe my Voicemail Mailbox Code
93

Use MyBuddy

o Use the Help command/ 9™

o Follow another user[9d

o Get Notifications! 97

« Control a conference[10&

e Manage calls[9™

e Change My Keyboard Shortcuts[10%

o Configure IM/Presence[105

o Select my Language[108

Configure my one-X Portal for IP Office

e Configure Park Slots[10%

o Set Do Not Disturb Exceptions[10%

o Enable Sounds[10%
« Configure the World Clock[10%

Check the one-X Call Assistant
system requirements/11H

Start the one-X Call Assistant/11%

Use the one-X Call Assistant
additional features[12%

Use the one-X Call Assistant (Windows PCs Only)

e View the one-X Call Assistant icons

o Install the one-X Call Assistant[113

%

e Start the one-X Portal for IP Office
118

e Configure the one-X Call Assistant
[118)

Use the Avaya IP Office Plug-in for Microsoft® Outlook®

Check the Avaya IP Office Plug-in
system requirements /128

Log out of the Avaya IP Office Plug-
in[134)

Use the Avaya IP Office Plug-in call
functions[13%

o Install the Avaya IP Office Plug-in[12%

e Configure the Avaya IP Office Plug-in
[134)

e Use the Avaya IP Office Plug-in
additional features /143

e Log into the Avaya IP Office Plug-in
[134)

e Make a call using the Avaya IP Office
Plug-in[13&

Use the Avaya IP Office Plug-in for

Check the Avaya IP Office Plug-in for

Salesforce.com

e Install the Avaya IP Office Plug-in for

e Start Avaya IP Office Plug-in for

Salesforce.com system requirements

Salesforce.com/153

[153)

Integrate Avaya IP Office Plug-in for
Salesforce.com with the one-X Portal
for IP Office[156y

Log out of one-X Portal for IP Office
using Avaya IP Office Plug-in for
Salesforce.com[16H

o Use Screen pop functionality[15%

e Make a call[16h

Salesforce.com [156)

e Log into one-X Portal for IP Office
using Avaya IP Office Plug-in for
Salesforce.com /160

e Use the Avaya IP Office Plug-in for
Salesforce.com call functions/162)

1.2 Logging In

one-X Portal for IP Office is a licensed through licenses entered by your system administrator[16 into the IP Office
system[168), They also configure which IP Office users are allowed to use one-X Portal for IP Office. If you are licensed to

use one-X Portal for IP Office, you need

Computer

the following to log in:

You need a computer with a network connection to the one-X Portal for IP Office server.

Web Browser

one-X Portal for IP Office is tested using the current versions of Google Chrome, Internet Explorer, Mozilla

Firefox and Safari.

Note:

The web browser should be Javascript enabled.

By default, Javascript is enabled for Internet Explorer.

Using one-X Portal for IP Office
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e If you want sounds to be used, for example ringing for a call waiting, or voicemail playback through the computer,
a media player such as Windows Media Player or Quick Time must be installed.

e If using Internet Explorer, check that the option Play sound in webpages is enabled (Tools | Internet Options
| Advanced | Multimedia).

¢ The Remember me on this computer option shown in the login menu requires the browser to allow cookies.

o IP Office Extension
one-X Portal for IP Office can be used with most phones supported by the Avaya IP Office telephone system but
not with Phone Manager PC Soft phone.

e User Name
Your need your IP Office user name as set by the system administrator. Note that this is not necessarily the same
as the name shown on your phone's display.

e Password
Your IP Office user password. Note that this can be different from your telephone login code[16 if you also have
one of those.

e IP Address
You need the IP address of the one-X Portal for IP Office server.

one-X Portal for IP Office 8.0 supports English(US and UK), French, German, Italian, Dutch, Brazilian Portuguese
, Latin Spanish, Russian and Simplified Chinese. You can set the language in the login page as an Administrator or
as a User. Set the language only when you are accessing the one X portal for the first time on a browser. To set the
language of your preference do the following:

1. Log in as a User.
2. Choose the language listed under Language.
3. Click Login.

Note: The language that you set is applicable only to the one X Portal. This setting does not affect the language of
other websites that you access using the browser.

Logging In

1.In the web browser, browse to http://<server name>:<server port>/onexportal.html where <server name> is
the name or the IP address the server and <server port> is the port number that is assigned for the one-X Portal for
IP Office.

Note: one-X Portal for IP Office 8.0 continues to support the URL http://<server name>:<server
port>/inyama/inyama.html

2. The login menu is displayed.

o If the page is blank, your browser is not configured to support JavaScript and cannot be used for one-X Portal for
IP Office, contact your system administrator to enable JavaScript.

3. Enter your user name and password.

e If you tick the Remember me on this computer option, your user name will be remembered using a browser
cookie. Only use this option if you are the only person who uses the computer.

e You can use one-X Portal for IP Office to also login at any extension on the phone system. That phone will then
assume your extension number and settings. To do this, select Login My Phone and enter the Base Extension
number of the phone extension at which you want to be logged in. For more information see Hot Desking/ 18%.

4. Click Login.
e The message "Invalid user credentials" indicates that either the name or password was incorrect.

e The message "Your telephone is logged out. Please log your telephone in, then try again” indicates that you are
not currently logged in at an IP Office[168 phone.

e The message "A license could not be assigned to you. Please contact your administrator” indicates that you are
either not licensed for one-X Portal for IP Office usage or that one-X Portal for IP Office could not connect to the
telephone system.

e The message "Csta Resource not available" indicates that your browser will not support one-X Portal for IP Office.

1.2.1 Logging in using external clients

You can login to one-X Portal for IP Office even when you are on move if you are configured as an user one-X Portal for
IP Office. You can log in to one-X Portal for IP Office using external instant messaging clients such as Pidgin in a Microsoft
Office and Linux environment, One Team on a iPhone, and Adium in an Apple Macintosh environment.

Before you begin
1. Download and install:

a. Pidgin in a Microsoft Office and Linux environment.
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one-X Portal for IP Office: Logging In

b. One Team on a iPhone.
c. Adium in an Apple Macintosh environment.
2. one-X Portal for IP Office username and password.
Exceptions for the login credentials on an external XMPP client

User name: If your username for one-X Portal for IP Office contains spaces then the username on the external client is
without the spaces.

Password: If the password is not set for one-X Portal for IP Office then the password on the external client is your
extension number.

1.3 Logging Out

When you have finished using one-X Portal for IP Office, you should click on the Logout link shown in the top right. This
will end your one-X Portal for IP Office session and return the browser to the log in screenl 9™. It also frees up the license
consumed by your one-X Portal for IP Office session. If you are a Customer Call Reporter agent or used one-X Portal for
IP Office to login to an extension, you will be prompted whether you also want to log out from the phone you are using.

If you simply browse to another website, your browser's back, forward and history functions can be used to return to
your one-X Portal for IP Office session without needing to log in again. While this can be useful to you, it is a risk if you
use one-X Portal for IP Office from a shared computer or one in a publicly accessible location. After you have finished
using one-X Portal for IP Office always use the Logout control and close the browser.

If you simply close the browser or browse to another site, the license consumed by your one-X Portal for IP Office
session is only released after 6 hours.

1.4 The Main Page

The one-X Portal for IP Office consists of two tabs or pages; Main and Configure[10%. The elements displayed on the
Main tab are described below.

o | e o R P b (e L] - l‘:"-v-lﬂ"-"ﬁ"'l‘:"- Tﬂ E
[ — lIlle gar
Tabs — ——
5 el = L ey -
B et A Permemal | B Loy B rioeea lewcn i
Calls gadget — (—) e | e | i — Directories gadget
i F] ) [} 3 i
3 1550 ERNLETLTE ] 3 e
= o o e - facr s ® B G
00:0e0:14 ) Ere Conm e o s
. came-an oo s
£
"
e T = Tl L
L e T e e e —izall Log gadget
gl - T S T Feom o -
Messages gadget — 4 b = g
A = e AT
A ETIR T
WL i kb 1P ()
=
hew il
L e Dol Sk et Costed o
— Tool bar
e . L
T ot
Title Bar/
The title bar shows you information about yourself.
6 Office | one-X Server b9 Extnd01(201) | Do Mot Disturb~ | Help | Logout | AVAYA

Toolbar

The toolbar at the bottom is used to access controls for the one-X Portal for IP Office appearance2? and to display icons
for minimized gadgets[ 22",

ore>t (P ES B Y 5 2

Applications

Mezzages CallLog Dirsctory  Callz World Clock_Agent Control Appearance

= calls Gadget/ 2"

The Calls gadget shows details of you current calls, with a sub-tab for each call. The text boxes at the top of the gadget
can be used to make new calls.
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| Enter account code
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The Call Log gadget displays your call log which is stored by the telephone system.

[:] call Log (=]
All i, Incoming X, Cubgoing &, Missed
Type Fraom Time Length @ Calls
1, Extn203 (203) 28-Jun 2:49:03 Pw 0= 2 &'
‘L Extn203 (203) 28-Jun 2:49:13 P 0= 1
R Extni201 (2011 OB-Jul 3:41:49 P fs 1
1, Extrd 02 (402 0E-Jul 8:48:33 P am 1

Clear Log

[F Directory/ e

The Directory gadget shows a number of different directories. The Personal directory is your own private contacts. The
System directory contains shared directory contacts stored by the telephone system plus the details of the other users
and hunt groups|168) on the phone system. The External directory allows you to search other directories, access to which

has been configured by the system administrator[167.
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u

ly External

& Personal &M System

| all | salez | Team | < add group

3, Enter a name

Search all

@ Adfred

Gt m @
Call mobie - 1550 (& o* (y
Call other - 402

& <

I4 4 page |1 of1 * Ml

Messages| ot

Dizplaying 1 to 3 of 3

The Messages gadget shows you details of the messages in your voicemail mailbox. You can use the gadget to playback
the messages via your phone or via your browser if it supports multimedia.

. Messal es5 iZ newi .

© world Clock|o
The World Clock gadget shows you the current time in different time zones that you select. It can be used in a time zones
band view or a time zones clock view.

|:| |:| |:| |:| |:| L Phnneﬂ Enter name ar number

[] state | From Time: Length
e 301301 15-Mar 12:15pm 0s
i 311 05-Feb 02:41pm 13s
=9 311 05-Feb 02:23pm 85
f=d 311 2z-Jan 12:30pm Bz
A 513 #1-Jan 07:10pm 11s
f=g@ 313 21-Jan 07:07pri Bs
= 313 #1-Jan 10:48pm 465
f=d 313 #1-Jan 11:30pm 165
(=9 Extzi1l (211) 20-Jan 11:25am 30d

(save )(Detete )
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a& Agent Controll+

If you are also a Customer Call Reporter agent, this gadget is displayed. You can use it to see your current agent state
and to change that state. You can also use it to change your membership status in the various Customer Call Reporter
queues to which you belong.

4* Agent Control (=]

Agent State
9 Busy Mot Available «

Reason Codes
Meeting -

My Hunt Groups

Hunt Group Mame
Main B

1.5 Your Presence and Status

The title bar at the top-right of the screen shows you your current status and allows you to access a number of functions.

2, Office | ©rm@>< Portal for IP Office Extn218(218) | Available~ | Help | Legout | version:127.0.08 | AMAYA

L Your Profile Name and Number J

Your Presence

Your Status

The items on the left of the title bar show:
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@

. Your Presence

This icon indicates your current presence in the one-X Portal for IP Office interface. The presence changes as you use
your phone, log in or out. The icons are similar to those shown in the directory gadget for other users. The column on
the left is the icon you see. The column on the right is the icon that is displayed to the other one-X Portal for IP Office
users in their one-X Portal for IP Office directory.

There are two types of presence:

1. Telephony presence: This presence is related to the status of phone.

2. XMPP presence: This presence is related to status of the user associated with the IM.

The telephony presence will be associated with an extension on the one-X Portal for IP Office. The various states are as

Description

follows:

Presence
Icon

Presence
Status

@

,-:) Available |The status indicates that you are available and can be called.
,;3 Busy The status indicates that you have a call in progress.
E} Do Not The status indicates that you have enabled Do No Disturb on the phone system. Calls to you
Disturb are redirected to voicemail if available. Otherwise, the callers receive a busy tone. The
exception is calls from numbers that you have added to your list of Do Not Disturb Exceptions
[107,
,O Logged The status indicates that you have not logged into the extension on the phone system. Calls to
Out you are redirected to voicemail if available. Otherwise, the callers receive a busy tone. You
cannot make calls. However you can still use one-X Portal for IP Office to alter your
configuration settings.
[ Ringing This status indicates that the phone is ringing and you have an incoming call.
- Unknown |This status indicates that your presence on the phone system is unknown. The presence

cannot be determined as the phone number is not an extension on the IP Office

The XMPP presence indicates the status of an entry in the directory with respect to IM. The possible states are as follows:

Presence
Icon

Presence
Status

Description

Available/ |The status indicates that you are logged into the IM server and available for chat.
Online
= Do not The status indicates that you have enabled Do No Disturb on the IM
disturb
3 Offline The status indicates that you have not logged into the server. You want to continue using the
one-X Portal for IP Office. If you choose to enable Offline, then other one-X Portal for IP Office
users will not be able to send you instant messages| 463 using the one-X Portal for IP Office.
Away The status indicates that you are logged into the IM but currently away from your desk.
o Unknown |This status indicates that your presence on the IM is unknown.

In addition to the aforementioned presence icons, the following icons will also be displayed in the left column of the one-
X Portal for IP Office interface:

Presence
Icon

Description

This icon shows that you are available on the desk phone as well as for chat.

This icon shows that you are available on the desk phone but not available for chat. While in this state, you
cannot be instant messaged[ 464 by other one-X Portal for IP Office users.

This icon shows that you are logged out from the desk phone, but logged into the IM.
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o UOffC2 Your Profile

Your currently active profilel 8™, Profiles allow you to pre-configure sets of telephone settings and then apply them at any
time by selecting which profile is active. You can select your current profile and edit profiles on the Configurel8™ page.

The items on the right of the title bar show:

Eneil 1) Name and Number

Your name and number will be displayed on the one-X Portal for IP Office interface.

o Avalable™ your status

This drop-down shows your current status and allows you to select between the following states:

Status P

Available This is the normal state in which you can make and receive calls.

Do not disturb While in this state, calls to you are redirected to voicemail if available or otherwise the
other users will receive a busy tone. The exception is calls from numbers that you
have added to your list of Do Not Disturb Exceptions[10%. In this state, you can still
make calls.

Offline You can select this state if you want to continue using one-X Portal for IP Office but do
not want other one-X Portal for IP Office users to be able to send you instant
messages| 464 using the one-X Portal for IP Office.

Note: The one-X Portal for IP Office client provides a presence selector in the status section. The presence the user
selects will be reflected appropriately on the phone and XMPP server. For example, if the user selects Do Not Disturb, the
phone and the IM will be switched to DND mode (no one will be able to call or chat with the user). However, if the user
logs out from the one-X Portal for IP Office and logs in through a third party client, the telephony presence will be DND
but IM/Presence will be Online. Hence, the user will be able to use only the IM facilities.

You can also set a custom message as the status in the one-X Portal for IP Office. By default, the status message is
blank.

Click on the Your Status drop-down menu in the header section of the one-X Portal for IP Office. The following two fields
are available:

Presence: Select the type of presence, that is, Available, Do Not Disturb and Offline from the drop-down menu.
Status: Type the custom message, you want to set. The other users who are using the one-X Portal for IP Office client or
third party clients can view the custom message.

Extn218(218) | Awailable~ | Help | Logout | “ersion: 127.0.0.%

Presence : Aurailable -
El Status - [Feeling 2o happy todsy! |
OK | Cancel

— - m & E:

ELE] kA I

The custom message is displayed only if you are logged into the one-X Portal for IP Office client. On log off, the custom
message is not visible to the other users.

Note: If you select Offline as the presence, then the custom message is not displayed to the other users. However, the
custom message set by you is stored on the one-X Portal for IP Office. The next time you log in to the one-X Portal for IP
Office web client, the custom message is displayed to the other users.

The custom message is client-dependent and associated with the one-X Portal for IP Office client. You can type a
maximum of 50 characters as a custom message.

e Help
Use this link to open the one-X Portal for IP Office help in a new browser tab or window.
. Logoutm%

Use this link when you have finished using one-X Portal for IP Office. It will return you to the one-X Portal for IP Office
login screenl 9™,

e Version

This displays the version number of the one-X Portal for IP Office you are currently using.
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1.5.1 Viewing Presence status

You can view the presence status of contacts in the Call log[63%, Messages|89Y, and Directory[ 684 gadget. The presence
icons are displayed to the left of the name column in the gadgets. Since, the presence of a user is displayed in the
Directory gadget, the calendar information will be also be reflected.

1.6 Phone Notes

The phone that you are using in parallel with one-X Portal for IP Office will affect some aspects of how one-X Portal for IP
Office operates. This section provides notes on that interaction.

one-X Portal for IP Office Call Log

The call log shown by one-X Portal for IP Office is stored on the telephone system as part of your user settings. Up to 30
records (10 on IP Office IP406 V2 and IP412 systems) are stored, with new records replacing the old ones when the limit
is reached. However for repeated call records to or from the same number, the existing record is updated and the
number of calls count included in the record is increased.

Your system administrator configures which calls are logged. For example, calls that you do not answer but are answered
by voicemail or a covering extension are not normally logged as missed calls unless configured to do so by your system
administrator.

Hunt group calls are not logged unless you answer the specific call. Again your system administrator can configure your
call log to include missed hunt group calls.

Phone Call Log

If you are using a 1400, 1600, 9500 or 9600 Series phone with a Call Log or History button, or an M-Series or T-Series
phone, by default the same call log as shown by one-X Portal for IP Office is also shown on the phone. You can then use
and edit your call log from the phone or from one-X Portal for IP Office. The two will change in parallel.

If you are using any other type of phone that has a call log, it will be a call log stored by the phone itself and so does not
match the call log shown in one-X Portal for IP Office. For example, calls made using the one-X Portal for IP Office do not
appear in the phone's call log and vice versa.

In either case, the one-X call log is limited to displaying 255 records.
Personal Directory

If you are using a 1400, 1600, 9500 or 9600 Series phone with a Contacts button, or M-Series, T-Series or T3 Series
phone, you can also use your Personal directory contacts through the phone and edit them using the phone.

1. As Personal directory contacts are added, they are stored by both the one-X Portal for IP Office application and by
the telephone system and kept in sync. The one-X Portal for IP Office application and the telephone system can only
store up to 100 Personal directory contacts per user (subject to its own system limits).

2. The contacts can be edited through the phone or through one-X Portal for IP Office.

3. Personal directory contacts shown by the one-X Portal for IP Office can contain several numbers with one selected as
the current Primary phone[16% number. The matching telephone system record contains just one number, which will
be changed to match the currently selected Primary phone number on one-X Portal for IP Office if that selection is
changed.

Number of Calls

one-X Portal for IP Office does not limit the number of calls that you can make and receive. While you can only have one
call connected at any time, you can have multiple held calls at the same time. However the phone system limits the
number of incoming calls that you can receive.

Phones With Appearance Buttons

Many Avaya phones have programmable buttons that are configured by the system administrator[16% as appearance
buttons[168. When using one of these phones, each call that you make or receive normally uses an appearance button
and can be controlled using that button (press to hold, retrieve, view details, etc).

e For an incoming call, the call is presented on a suitable appearance button if available. If no suitable appearance
button is available, the telephone system will treat the call as if you are busy 168 to any further incoming calls.

e For outgoing calls, you can use one-X Portal for IP Office to make additional outgoing calls even when all your
phone's appearance buttons are in use. If you do this, some calls will not be represented by and therefore
controllable by an appearance button on the phone.

e Phones Without Appearance Buttons
If the phone you are using does not have appearance buttons, your Calls Waiting On setting, as set by your
system administrator, controls the number of calls that you can receive.

o If your Calls Waiting On setting is enabled, you can use one-X Portal for IP Office to answer an additional
incoming call. Once you have two calls being handled, for any additional incoming calls, the phone system treats
you as being busy[168.. However, using one-X Portal for IP Office you can still make additional outgoing calls.

Using one-X Portal for IP Office Page 17
IP Office 8.0 15-601131 Issue 05a (Friday, December 09, 2011)



o If your Calls Waiting On setting is not enabled, once you have one connected call to which you are talking the
phone system treats you as being busy[168. However, using one-X Portal for IP Office you can still make additional
outgoing calls.

Notes

1. You can only have one connected call at a time. If you connect to another call (by making a call, answering a call,
unpark a call, retrieve a call from hold, etc.), the existing call to which you were connected is automatically put on
hold. This is called Auto Hold. Your system administrator[16% can disable Auto Hold for the whole system. If this is
done, when you connect to a call, any current call is disconnected.

2. Calls that have been parked are not included. Unlike held calls they are parked on the phone system rather than held
at your phone.

Incoming Calls

The calls that are indicated to you through one-X Portal for IP Office are still fully controlled by the IP Office system
settings. For example, your call waiting settings, nhumber of appearance buttons, etc. This applies to both calls direct to
you and calls to hunt groups of which you are a member. Issues with incoming calls not alerting the one-X Portal for IP
Office user will be down to IP Office system configuration settings.

Outgoing Calls

The outgoing calls that you can make are subject to the your IP Office configuration settings. The one difference from
making calls using your phone is that you can use the one-X Portal for IP Office to make additional calls. For example,
when all your call appearance buttons on the phone are in use, you can still use one-X Portal for IP Office to make
additional calls.

On some phones, the call log shown by the phone and the redial function uses information stored by the phone. Typically
this will not include calls made using one-X Portal for IP Office.

Call Gadget Buttons

Within the sub-tab shown for each call in progress or held, a number of buttons are included. The buttons indicate actions
that you can perform and vary according to factors such as the type of phone, the current state of the call, whether you
already have other calls connected or held, etc.

It is important to understand that it is not the one-X Portal for IP Office application that controls which buttons are
displayed. The actions currently performable on each call are indicated to one-X Portal for IP Office as part of the
information from the telephone system.

When the user is using a phone that the IP Office system cannot force off-hook, the following differences are applicable.
This applies to analog phones and to most SIP phones.

e When an incoming calls is presented while the phone is on-hook, one-X Portal for IP Office will not enable the
Answer button. You need to manually take the phone off hook to answer the call using the phone's own controls.

¢ When making a call from one-X Portal for IP Office with the phone is on-hook (for example after entering a
number and clicking on Call or having selected to play a voicemail message), the telephone system will call you
and will only make the outgoing call when you answer.

Some phones allow actions such as entering the number to call without going off-hook. This is called en-bloc dialing. The
IP Office system, and therefore the one-X Portal for IP Office, is unaware of such activity until the prepared digits are
sent from the phone.

e This typically applies to phones on a DECT system and to SIP phones.
e Avaya 1400, 1600, 9500, 9600, M-Series and T-Series phones can be optionally set to use en-bloc dialing.

1.7 Hot Desking

Typically you will have a permanent phone extension associated with your extension number. That phone extension can
be used to make and answer your calls regardless of whether you have one-X Portal for IP Office running or not. Hot
desking allows you to assume control of another phone extension so that it uses your extension number and phone
system settings.

Normally logging in at another extension requires you to dial a special number including your login code that is different
for the password you use for IP Office applications. However, you can use the one-X Portal for IP Office login menu to
both login to one-X Portal for IP Office and to specify the phone to which you want to be logged on.
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Administrator Login AFA Login

Login my phohe
Baze extenzion P Crifice

- Login

2011 Avava Inc. All Rights Reserved

"

When you use this method to log in to both one-X Portal for IP Office and a phone, when you log out of one-X Portal for
IP Office you are also logged off the phone. Your extension number is returned back to your normal phone extension if
you have one and it is not in use by another hot desking user. If you don't have a normal extension or it is not available,
you are treated as being logged off from the phone system and your calls will go to voicemail if available or receive busy.
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Chapter 2.
Changing the Layout
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2. Changing the Layout

There are a number of ways in which the layout applied to the one-X Portal for IP Office gadgets can be adjusted. Any
changes you make are stored by the one-X Portal for IP Office in your user settings and restored when you log in again.

Change the one-X Portal for IP Office Layout

o Select a Skin[2% e Change the Column Widths[ 22 o Show/Hide a Gadget/2®
o Add External gadgets/ 23 o Maximize a gadget/2® o Resize a Gadget/2#
e Move a Gadget/2# o Default the Layout/2# e Add a custom tabl2#

o Delete a custom tabl 24

2.1 Selecting a Skin

You can change the skin style of one-X Portal for IP Office. The styles that are available are the default and black skins.
The styles are consistent with the Appearance Menu.

Sliins
["@4 Default Black

s

1.Click Appearance M The system displays the skin styles.

Reset to Factory Ul 2.Click the preferred skin style. The system changes the one-X Portal for IP Office

| | | interface to the preferred skin style.

3.Click anywhere on your one-X Portal for IP Office application to exit the settings.

Layouts

2.2 Changing the Column Widths

The area in which the gadgets are displayed is effectively two columns. By default the columns are of equal width
(50:50). However, you can also select to have 60:40 or 40:60 column width ratios.

1.Click Appearance M The system displays the skin styles.

!I !I Click on the Layouts icons to select the ratio of columns widths it represents.

Skinz
.
P@ 4 40:60 Ratio 50:50 Ratio 60:40 Ratio

s

Reset to Factory Ul 2.Click the preferred skin style. The system changes the one-X Portal for IP Office

| | | interface to the preferred skin style.

3.Click anywhere on your one-X Portal for IP Office application to exit the settings.

Layouts

2.3 Show/Hide Gadgets

Hide/Minimize a Gadget

You can minimize any of the gadgets shown on the Main tab by selecting the |E| icon in the top right of the gadget. The
gadget is reduced in size to just its title bar.

Note: To minimize a gadget that is maximized you should first restore it.

While minimized, the gadget is also replaced by an icon in the toolbar at the bottom of the one-X Portal for IP Office.

« Calls Gadget/ 2™
r

Note that if you receive a new call while you have the calls gadget minimized it will be automatically
restored in order to display the caller details.

o Messages Gadget/sH

L AL
— This icon also shows the number of unread messages in your mailbox.
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Changing the Layout: Show/Hide Gadgets

s « Call Log Gadget/6
|1'-" | This icon also shows the number of missed calls in your call log.

o Directory Gadget/ 68}
11

This icon displays directories of names and associated telephone numbers.

ES? » World Clock Gadget/[10h
' ; This gadget shows the current time in various selected time zones.

a o Agent Control Gadget/+™

This gadget is shown to Customer Call Reporter agents who also use one-X Portal for IP Office.

Show/Restore a Gadget

To restore a gadget, either click on its icon in the toolbar at the bottom of the screen or click the icon it the gadgets
title bar.

2.4 Add External gadgets

one-X Portal for IP Office 8.0 enables you to add and use the external gadgets without launching an independent
application for each gadget.

Some of the gadgets that might come in handy when you are using one-X Portal are: Project management, Calendar,
Currency converter, google translate, news, google maps, and others. The system displays only those gadgets that the
administrator of one-X Portal for IP Office has enabled for the user.

Note: After you add an external gadget, the system displays the gadget even if you log out and then later log in.

You can add an external gadget to Main tab and custom tabs only. You cannot add an external gadget to the Configure
tab.

To add an external gadget:

1. Click the tab where you would like to add the external gadgets.

2. Click |_| Gadgets, in the toolbar. One-X portal displays a list of categories such as, ALL, COMMUNICATION,
FINANCE, PRODUCTIVITY, TECHNOLOGY, and others.

3. Select a category.

4. Enable the gadget that you want to add. The system displays the gadget in the panel that has least number of
gadgets.

To remove an external gadget:

You can remove only the external gadgets from one-X portal for IP Office. You cannot remove the default gadgets from
the one-X portal for IP Office Main tab.

e Click Close in the title bar of the external gadget.

e Click Yes to confirm that you would like to delete the gadget from one-X portal for IP Office.
2.5 Maximizing a gadget
You can maximize any of the gadgets that appear on the Main tab by selecting the @ icon in the top right of the gadget
title bar.

Note: To maximize a gadget that is minimized you should first restore it. To maximize a gadget that is minimized you
should first restore it. The system displays the maximized settings only as long as you are logged in. If you log out and
then log in to one-X Portal for IP Office, the system does not display the maximized gadget settings.

When a gadget is maximized the system displays other gadgets as icons in the toolbar at the bottom of the one-X Portal
for IP Office.

« Calls Gadget/ 2™
o

Note that if you receive a new call while you have any of the other gadgets maximized the incoming call
indicator appears on the header.

o Messages Gadget/ 8

This icon displays the number of unread messages in your mailbox.

Qo)
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o Call Log Gadget/ 6

h—" . This icon displays the number of missed calls in your call log.

“‘ i o Directory Gadget/ 68}

This icon displays directories of names and associated telephone numbers.

,IE 5,} » World Clock Gadget/[10h
' ; This gadget displays the current time in various selected time zones.

a o Agent Control Gadget/+™

This gadget appears for Customer Call Reporter agents who also use one-X Portal for IP Office.

Show/Restore a gadget
=l

To restore a gadget, click the . icon in the gadgets title bar.

2.6 Resizing a Gadget

In addition to changing the ratio of the two column widths used for the gadgets, you can also change the height of each
gadget.

To change the height of a gadget, click and drag ~—_=_=_= - resize in the gadget.

Note: You will not be able to resize a gadget that is maximized.

2.7 Moving Gadgets

You can move the gadgets between each of the columns and change the order of the gadgets within a column. To do
this, click and drag the gadget title bar to the require column and position.

2.8 Default Layout

If you have adjusted the layout of one-X Portal for IP Office, you can the layout to its default arrangement using the
following option.

| | 1.Click Appearance M The system displays the skin styles.

. I 4
=hins 2.Click Reset to Factory UI = . The system changes the one-X Portal for IP Office
- interface to the default skin style.
b [z=al|d , . . . .
3.Click anywhere on your one-X Portal for IP Office application to exit the settings.

&

Reset to Factary LI
=) | =

Layouts

2.9 Adding a custom tab

In addition to the two existing default tabs you can add two custom tabs.
To add a custom tab:
1. Click 'Add tab' in the one-X Portal for IP Office window.

2. Type the name of the custom tab in Add Personalized Tab dialog box. Ensure that the name of the custom tab does
not exceed 20 characters.

Note: You cannot change the name of the custom tab after you add.
3. Click Add.

2.10 Deleting a custom tab

To delete a custom tab:

Note: You can delete only the custom tabs. You cannot delete the default tabs.

1. Click the custom tab that you would like to delete in the one-X Portal for IP Office window.
2. Click Delete, in the custom tab.

3. Click Yes, to confirm that you would like to delete the custom tab, and the gadgets that you added to the custom tab.
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Changing the Layout: Deleting a custom tab
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Making and Answering Calls
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Making and Answering Calls:

3. Making and Answering Calls

=
This section covers how you can use one-X Portal for IP Office to make and answer calls. Using the =% Calls gadget,
details of each call are shown on separate tabs. The buttons[ 29 shown will vary but generally indicate actions that you
can perform with the currently displayed call.

=y Calls (=)

C |Enter name or numkber £ | less

) |Enter a subjectfar the call |

|Entera|:|::|:|unt code |

T T [ s ] ¢
: f—Extnd02
lvan Igor(650)

Pre-meeting call

00:00:13

X

I F—lvan

IC

h| @

, a a a -~

Make and Answer Calls

o Make a calll3™ e Answer a calll 3" e Pick up a call[3"

o Unanswered calls[ 36" e End a call[3®y o Mute a call[ 3%

o Hold calls[ 364 o Switch between calls[3H o Record a call[4®

o Transfer calls[ 4o e Park calls[ 48 o Send DTMF tones| 453

« Instant message other users (Chat) Select Do Not Disturb[ 4™ o Use Agent controls[ 4™

[a6%

o Enable Mobile Twinning! 484

3.1 Call Details

The lower part of the calls gadget displays call details.

X (—xrExtnd02

lvan Igor{650)

=~ Pre-meeting call

00:00:13

I —lvan

h | @

Call Tabs

The call tabs on the right show a tab for the current connected call and one for each held and alerting call. Each tab has
a call status icon[30 its call and the caller's number or associated name.

e You can click on the tabs to select which call's details are shown in the center panel without affecting the currently
connected call.
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e When a new calls arrives, its tab is automatically selected in order to show the new calls details. Similarly when
you make a new call its tab is automatically selected.

e The call details for a new call also show if it has come via another user.

e If a call has been transferred, the name of the caller being transferred is shown followed by the source of the
transfer in brackets.\

A Ivan Igur(BSO)[CulinChamber5(603)],L‘

e If a call has been forwarded to you, the name of the caller is shown followed by > and the name of whoever
forwarded the call to you. This is also used for hunt group calls, showing the caller and the hunt group.

‘_'?_" lvan Igor{650)>Colin Chambers ,FL‘
Call Buttons

The buttons shown on the left are used to perform actions on the call whose details are currently shown in the center
panel, ie. the selected tab. The buttons are greyed out when not useable.

Call Details

The calls details in the center panel show the following:

Caller Name and Number

The top row shows the caller number. If the telephone system is able to associate a name with the number, it will display
that name and then the number in brackets. The telephone system can associate a nhame by matching the number to
entries in its directory or your directory.

Call Tag/Account Code
The middle row is not always shown as it shows information not always present on calls.

e If there is an account code associated with the call, the account code is displayed. Using one-X Portal for IP Office,
an account code can be entered when making a call[ 3™ or, for incoming calls, the telephone system can
automatically associate an account code based on the caller's number.

o If there is a tag associated with the call, the tag is displayed. The tag overrides display of the account code if there
is also an account code associated with the call. Depending on the phone being used the tag is also displayed on
the phone. A call tag is a short text message that can be associated with a call.

e You can use one-X Portal for IP Office to enter a call tag when making or transferring a call. The tag is seen by you
and also by the other party if they are another internal user and have a suitable phone or are also using one-X
Portal for IP Office.

e The telephone system can also add tags to a call in certain situations.

Call Timer
The bottom line shows the call timer since it was presented to your one-X Portal for IP Office.
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Making and Answering Calls: Call Buttons

3.2 Call Buttons

The buttons down the left hand edge of the call display are used to access features for the currently displayed call .

Icon ‘Action

P4 Calls

-n:x]

= cal
) Enter a subject for the call Consult
Enter account code Transfer

I P S R R R

Extn402(402)
00:07:31

—Extnd 02 |

- a a a -

‘Description

‘ﬁ. Answer Call Answer an alerting call. This button is not visible when you are
using a phone where you must first lift the handset to answer a
call.
X |prop call For a currently connected call, pressing  disconnects the
call.
Redirect Call For an alerting call, pressing ® will redirect the call using your
a Forward on No Answer setting if set or otherwise to voicemail
if available. You cannot drop a call returning from being held or
parked for too long.
@ |Record call Start recording the current call.
] |stop Recording Stop recording the current call.
*~ Hold call Puts the call on hold.
L |Retrieve Held Call  |Take a call back from hold.
ﬁ Complete Transfer |With a call on hold and another call in progress, transfer the
held call to the current connected party.
--E Conference Call With a call on hold and another call in progress, you can
conference the calls.
"g\\ Mute Mute your connection to a call.
%““ Mute All For conferences which you initiate, this control allows you to
- mute all the other conference parties.

“g Unmute Unmute your connection to a call.

“i"-'.g Unmute All For conferences which you initiate, this control allows you to
- unmute all the other conference parties.

Note: The Drop Call button is enabled. However, clicking the Drop Call button does not end the call.
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3.3 Call Icons

Call icons are used by the @ Calls gadget to indicate the current status of a call. A large icon is also shown top right to
indicate the status of your currently connected call if you have one. The tab on the right for each call also includes a
small version of the icon showing the status of the call that the tab represents.

=1 Calls

=

|Enter narne or numkber

Less...

(

) |Enter a subjectfar the call

| Enter account code

S PR

.X ' f—— Extnd02
1550 —1b50 |
00:00:14

AL
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Making and Answering Calls: Call Icons

Icon ‘Description
ﬁ « Idle/On Hook
This icon indicates that you currently have no call connected.
Pt

o Alerting/Ringing

P
\-; This icon indicates a call being presented to you to be answered [ 344,
Depending on other phone settings your phone also gives an audible ring and
flash its lamp or icons.
« Dialing
This icon is shown when you are in the process of making a call but not yet
e ringing or connected, for example still dialing the number.
#7— |e Outgoing Call Ringing
1,-, This icon indicates that the call you have made is now ringing. Note that for

analog telephone lines, calls are treated as answered immediately as those
lines do not provide call progress signals to the telephone system, just
audible ringing that you can hear.

e Could Not Connect

The icon indicates that the call you were making could not be connected for
some reason.

N

o Connected
) This icon indicates the call to which you are currently talking or listening.

S — C » Held Call

This icon indicates a call that you have been put on hold.

e On Hold
[ — E

This icon indicates that another user on your system has put your call to
them on hold.

* Conference
))) This icon is shown when you are in a conference call that you started.

3.4 Making a Call

You can use the one-X Portal for IP Office in a number of ways to make calls:

From the Call Gadget[3™

Using the Dial Pad[13%

From the Directory! 33

From the Call Log[33y

From the Voicemail [ 3"

3.4.1 ... from the Calls Gadget
The text boxes and buttons at the top of the @ Calls gadget can be used make a call.

1. Using the text box at the top of@ Calls gadget, enter a number.

|Enter name ar numkher B2 [ More...

e For external calls, remember to add any external dialing prefix used by your telephone system.

 You can also enter a name. If it matches a contact in your Personal or System directory, the primary phone[16%
number stored with that contact will be dialed.

e You can also add a subject and or an account code to a call. Click on More.... Use the additional text boxes to
enter the required information. To hide the text box again, click on Less....
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|Entername ar number B ess

|Enterasubjemfurthe call |

|Entera|:|:|:|unt code |

e If you enter a subject it will be added to the call details. If you are calling an internal user, it is displayed on their
phone or in their one-X Portal for IP Office call display.

e If you enter an account code, it will be included in the call log details output by the telephone system after the
call. For some users, entry of a valid account code is required to make external calls.

2. When the details are set as you require, click Call. If you already have another call in progress, that call will be
automatically put on hold[16&),

=
« The progress of the call is displayed on a tab in the <=5 Calls gadget.
3.4.2 ... using the Dial Pad

=
You can access a number dialing pad as part of the <=5 Calls gadget.

1. Using the =5 calls gadget, click on the ¥ dial pad icon.

i=h calls E|
402 @l
T Enter a subject for the 0
Enter account code 1 2
[z | 4|5 | 6 |3
7 8 9
* #

t. Call G

, a a a -~

2. Using the dial pad enter the number you want to call. For external calls, remember to add any external dialing prefix
used by your telephone system.

3. To delete the last digit entered, click on the €& delete icon.

4. At any time you can exit the dial pad to continue entering call details into the other fields if required. Click the -
dial pad icon to hide the dial pad.

Call
5. When the details are set as you require, click the o call icon. If you already have another call in progress,
that call will be automatically put on hold 1661,

=a
e The progress of the call is displayed on a tab in the <25 calls gadget.
3.4.3 ... from the Directory

1.Using the G Directory gadget on the Main tab, locate the name that you require in the directory.

2.To filter the names shown, start entering a name or number in the text box at the top of the tab. As you enter a name,
directory contacts that do not match are hidden from the view.

3. To call the contact shown, hover your cursor over it. Directory icons! 6% for the directory functions you can perform
are displayed.
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Making and Answering Calls: Making a Call
; Personal “ System ly External Search all

All | Salez | Team | < add group

3 Enter a name &
&) Afred

Cholb+® G B

Call mobie - 1550 (& o* (y
Calother-402 (& o (x

14 4 page |4 of1 B Ml Dizplaving 1 to 3 of 3

a a a

4. To make a call to the contacts primary number, click on the call icon. If the icon is displayed, you can click on
this to display the contacts alternate numbers and click one of those numbers for the call.

e The progress of the call is displayed on a tab in the Calls gadget.
3.4.4 ... from the Call Log

You can use the numbers in the call log to make a repeat or return call.

1. Using the E Call Log gadget on the Main tab, locate the contact that you want to call.

Call L
L Calltog =
All i, Incoming X, Cubgoing E‘, Missed
Type Fraom Time Length @ Calls
1, Extn203 (203) 28-Jun 2:49:03 Pw 0= 2 C(__b
‘L, Extn203 (203) 28-Jun 2:49:13 P 0= 1
R Extni201 (2011 OB-Jul 3:41:49 P fs 1
1, Extrd 02 (402 0E-Jul 8:48:33 P am 1

[ Clear Log ]

2. Click on the name or number to make a call.

e The progress of the call is displayed on a tab in the Calls gadget.
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3.4.5 ... from Voicemail
You can make a return call to someone who has left you a voicemail message.

1. Using the Messages gadget on the Main tab, locate the message from the person that you want to callback.

Messages (2 new)

=

] state
=
=
(=T
fd
=
=
bd
(=
=D

2. Click on the name or number details of the caller to make a return call.

From

301 {301)
311
311
311
313
313
313
313

Extz11 {211}

Time:

15-Mar 12:15pm
05-Febh 02:41pm
05-Feb 02 23pm
22-lan 12:30prm
z21-lan O7:10pm
21-dan 0707 prn
z21-dan 10:48pm
21-lan 11:30pm

20-dan 11:25am

", a a a -

\_ F‘hl:une Enter narme ar numkber

Length
0s

13s
gs
gs
11s
65
46
165

30d

=a
e The progress of the call is displayed on a tab in the ZE5 calls gadget.

3.5 Answering a Call

=
When a new call alerts your phone, one-X Portal for IP Office displays its details in the =% Calls gadget. If you have
hidden the calls gadget it is automatically opened again.

By default new calls will ring your phone for 15 seconds before following your forward on no answer 168 settings or going
to voicemail. If you already have a call connected, answering another call using one-X Portal for IP Office will

automatically put the existing call on hold! 384,

1. The <=5 calls gadget on the Main tab shows details of the alerting call including the number of the caller if available
and the name if available. If you already have a call or calls in progress, select the tab with the ringing handset .~

icon.
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Making and Answering Calls: Answering a Call

Calls (=]

& ca

R
@ Enter a subject for the call
Enter account code
1 | 2 3 4 |
A Exind.. ]
Extn402(402)

00:00:02

AR EIEIF

a o o

£
2. To answer the call, either use your phone or click the # call answer button. If you already have another call in
progress, that call will be automatically put on hold[168),

« Alternatively, pressing the 3 call drop button will redirect the call using your forward on no answer setting if set
or otherwise to voicemail if available.

To drop a call, you must have voicemail configured on the desk phone.

When you log in to the one-X Portal for IP Office and receive an incoming call, the call appears in the call gadget. If
you have the voicemail configured, you can click Drop on an incoming call. The call automatically transfers to the
voicemail. Here, the caller can leave a message for you, which you can listen to.

However, if you do not have voicemail configured and you have an incoming call, you cannot drop the call. Even
though, the drop button is enabled on the call gadget, when you click Drop the call does not get disconnected. The
same principle applies to the desk phone too.

A
e The # call answer button is not present for phones that cannot answer calls without the handset first being lifted
or some other phone control being used. For those phones, answer the call by lifting the handset or using the
phone's own controls for answering calls.

e The @ Calls gadget can display a range of other buttonsl 2% indicating actions that you can perform.

3.6 Pickup a Call

Each one-X Portal for IP Office user, including you, has an active profile that includes a Call Pickup[ 82\ setting. When this
setting is enabled, other one-X Portal for IP Office users can answer your calls when they see that you have a call waiting
to be answered. Note that this is not applied to all calls waiting to be answered, for example it is not used for hunt group
calls.

i
When a user has enabled call pickup, the ‘- icon normally used to indicate they are ringing is also accompanied by their
name being shown on a red background.

To pickup a call

1. A red background indicates that the contact has a call or calls waiting to be answered and has call pickup enabled.
& ¢ e QN[ ]
n
2. Click on the ‘- icon to display information about the calls waiting to be answered.

O ¢ s ®
Call Pickup @
1550

3. To pickup a call, click on the number.
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3.7 Unanswered Calls

How unanswered calls are treated depends both on your phone settings and the type of call.
For Calls Direct To You

Using the IP Office[166) system configuration you have a set No Answer Time (the default is 15 seconds). For calls direct
to you, if you do not answer within that time, the IP Office will do a number of things.

e If you have Forward on No Answer/166) enabled, the call will be redirected to that number to ring for another
period of your No Answer Time before going to voicemail if available.

e If your Forward on No Answer destination is an external number, the phone system will try to retrieve the call and
send it to voicemail if it is still unanswered. However, that is not be possible in all cases.

e You can switch forwarding on/off and change the destination number using a one-X Portal for IP Office profile[&™,

e If you are enabled to use voicemail, the caller will hear your mailbox greeting. You can switch voicemail on or off
using a one-X Portal for IP Office profilel 8™,

o If neither of the above is available, the call will continue ringing.

If the call is answered by someone else or by voicemail, it will be recorded in your call log[ 64 as a missed call.
For Calls To A Hunt Group Of Which You Are A Member

Hunt groups[168) have their own No Answer Time setting. If unanswered by you, the call is normally presented to the
next available member of the hunt group.

3.8 Ending a Call

=
You can end a call by clicking on the ¥ button displayed with the call details in the £=% Calls gadget.

3.9 Muting a call

one-X Portal for IP Office 8.0 enables the user to place a call on mute.
Note: When a user places a call on mute only the user is on mute and not the other party.
Placing a user of one-X Portal in an active call on mute

You can place a user of one-X Portal in all types of active calls, such as a transferred active call and a consulted active
call, on mute.

e To place a user on mute, click Mute in the Calls gadget.

e To unmute a user, click Unmute in the Calls gadget.
Parked call
A user cannot place a parked call on mute. To place a user in a parked call on mute, first unpark the call.
Call on Hold

If you place a user on mute and then put the call on hold later, the system does not retain the user on the mute mode
when you retrieve the call. However, if the other party places the call on hold the user of one-X Portal for IP Office can
place the call on mute and the system retains the mute status even after the call is retrieved.

Note: When you press the mute button on the phone, the one-X Portal for IP Office 8.0 does not reflect the status of the
call as muted.

3.10 Holding Calls

You can use one-X Portal for IP Office to put calls on hold and to then retrieve calls from hold. While held, the caller will
hear music on hold or regular hold reminder tones.
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Making and Answering Calls: Holding Calls

3.10.1 Holding a Call

=a
1. Using the =5 calls gadget on the Main tab, select the call tab for the connected call. It will be the tab with two
connected handset ¢ icon on the right.

2. Click on the *=* hold call button on the left. The call icon changes to (e,

= calls (=)

CE Enter a subject for the cal —

Enter account code
f—r EXtn402

Extn402(402)
00:04:29

Iz | X

~, a o a -

3. If you are not connected to another call, then after a set time the held call will automatically alert your phone again.
Notes

1. Held callers hear music on hold if available. The music heard depends on the phone system's configuration. If no hold
music is configured, the caller will hear a double beep tone every 4 seconds.

2. The Hold Timeout for all held calls is set by the system administrator[16%. By default it is 15 seconds but it can be
changed or switched off. The returning held call ignores any forwarding or do not disturb[168 settings. You cannot drop
a hold reminder.

3. If the system administrator has configured you for Busy on Held, while you have any held calls, the phone system
will treat you as being busy 168 to further incoming calls.
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3.10.2 Retrieving a Held Call

1. Using the @ Calls gadget on the Main tab, select the call tab for the held call. It will display a ¢+ icon.

Calls (=)

== |Enter a subject for the call |_ ]

Enter account code | |

1 | 2 3 | 4 |

e Extn402 ]

Extn402(402)
00:04:29

AR I

a o a

ld
2. Click the *=* retrieve held call button on the left. The call icon changes to a —Jicon.

3. If you were connected to another call it is automatically changed to a held call.
3.10.3 Ending a Held Call

1. Using the @ Calls gadget on the Main tab, select the call tab for the held call. It will display a ¢+ icon.

Calls (=)

== |Enter a subject for the call |_ ]

Enter account code | |

| 1 | 2 3 | 4 |

e Extn402 ]

Extn402(402)
00:04:29

AR I

a o a

2. Click on the X drop call button on the left. The held call is disconnected.
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3.11 Switching Between Calls

You can have several calls in progress at the same time. That includes calls that are alerting you and calls that are on
hold. However, you can only have one connected call at any time. Each call is shown by a tab on the left and the icon will
indicate the state of that call[ 3% (connected, held, alerting, etc).

= calls (=)

(: ) Enter a subject for the call

Enter account code

1 | 2 3 4
r Fxind 02
w s
1550 1550

@
-

00:00:14

\ a a a /
To view the details of any call, simply click on the tab for that call. Just viewing th?aﬂgall details does not answer or

A
otherwise affect the call. To switch to another call, click on the #= call answer or .* rctrieve held call button. The call to
which you were connected will be automatically put on hold [166\,

Number of Calls

one-X Portal for IP Office does not limit the number of calls that you can make and receive. While you can only have one
call connected at any time, you can have multiple held calls at the same time. However the phone system limits the
number of incoming calls that you can receive.

Phones With Appearance Buttons

Many Avaya phones have programmable buttons that are configured by the system administrator[16% as appearance
buttons[166. When using one of these phones, each call that you make or receive normally uses an appearance button
and can be controlled using that button (press to hold, retrieve, view details, etc).

e For an incoming call, the call is presented on a suitable appearance button if available. If no suitable appearance
button is available, the telephone system will treat the call as if you are busy[168) to any further incoming calls.

e For outgoing calls, you can use one-X Portal for IP Office to make additional outgoing calls even when all your
phone's appearance buttons are in use. If you do this, some calls will not be represented by and therefore
controllable by an appearance button on the phone.

e Phones Without Appearance Buttons

If the phone you are using does not have appearance buttons, your Calls Waiting On setting, as set by your
system administrator, controls the number of calls that you can receive.

o If your Calls Waiting On setting is enabled, you can use one-X Portal for IP Office to answer an additional
incoming call. Once you have two calls being handled, for any additional incoming calls, the phone system treats
you as being busy[168.. However, using one-X Portal for IP Office you can still make additional outgoing calls.

o If your Calls Waiting On setting is not enabled, once you have one connected call to which you are talking the

phone system treats you as being busy[168.. However, using one-X Portal for IP Office you can still make additional
outgoing calls.

Notes

1. You can only have one connected call at a time. If you connect to another call (by making a call, answering a call,
unpark a call, retrieve a call from hold, etc.), the existing call to which you were connected is automatically put on
hold. This is called Auto Hold. Your system administrator[167 can disable Auto Hold for the whole system. If this is
done, when you connect to a call, any current call is disconnected.

2. Calls that have been parked are not included. Unlike held calls they are parked on the phone system rather than held
at your phone.
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3.12 Recording a Call

If your telephone system has a Voicemail Pro voicemail system attached, you are able to record calls.

e By default, the caller will hear a call recording warning. If you bring other parties into a call that is being recorded,
for example by starting a conference, the warning will be heard again. Your system administrator[16% can switch
off the call recording warning message. However, doing this can be prohibited or subject to legal requirements.

e By default the recording is placed into your own voicemail mailbox. Your system administrator can change the
mailbox into which your call recordings are placed.

e The recording will continue while you are connected to the call. If you transfer the call to another user or number,
the recording ends.

To Start Call Recording

=a
1. Using the =5 calls gadget on the Main tab, select the call tab for the connected call. It will be the tab with two
connected handset ¢ icon on the right.

=y Calls (=)

¢

|Enter name or numkber £ | less

) |Enter a subjectfar the call |

[ * [ s ] *
- f—Extnd02
lvan Igor(650)

Pre-meeting call

00:00:13

|Entera|:|::|:|unt code |

X

I F—lvan

IC

h| @

, a a a -~

2. To start recording the call, click on the @ record button on the right. If the button is displayed as a icon then
recording is not available for some reason.

3. Once recording has started the button changes to a [ icon. Click on this to end recording. Call recording also
automatically stops if you park, transfer or turn the call in to a conference. If you hold the call, call recording is paused

while the call is on hold.

3.13 Transferring Calls

You can use one-X Portal for IP Office to transfer calls. There are several types of transfer:

Unsupervised An unsupervised transfer is one where, having dialed the number of the transfer destination, you

Transfer complete the transfer without waiting for the call to be answered.

Supervised A supervised transfer is one where you talk (or try to talk) to the transfer destination before

Transfer completing the transfer. Your initial call to the transfer destination is called a consultation call or
enquiry call.

This method of transferring calls allows you to confirm if the transfer target is present and wants to
accept the call.

Conference You can also transfer a call by starting a conferencel 584 between all the parties and then leaving
Transfer the conference.
Notes

1. Your system administrator[16" can enable a Transfer Return Time for you. When set, if a transferred call is not
answered within that time, it can recall to you.
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2. The ability to transfer an external call to another external number can be restricted by your system administrator.

3.13.1 Making an Unsupervised Transfer

An unsupervised transfer is one where, having dialed the number of the transfer destination, you complete the transfer
without waiting for the call to be answered.

=] 4] [~
1. Using the £=5 Calls gadget on the Main tab, select the call tab for the call you want to transfer. Click *=* to retrieve
the call from hold.

=1 Calls =]
402 = Call
C ) Enter a subject for the call Consult
Enter account code Transfer
1 | ] 3 4
31550
X 111550
—
00:01:15
L]

~, a a o -

2. Using the text box at the top of the ZE5 calls gadget, enter the nhumber to which you want to transfer the call and click
the Transfer button.

3. The call is transferred.
Notes

1. Your system administrator[16% can enable a Transfer Return Time for you. When set, if a transferred call is not
answered within that time, it can recall to you.

2. The ability to transfer an external call to another external number can be restricted by your system administrator.

3.13.2 Making a Supervised Transfer

A supervised transfer is one where you talk (or try to talk) to the transfer destination before completing the transfer.
Your initial call to the transfer destination is called a consultation call or enquiry call.

This method of transferring calls allows you to confirm if the transfer target is present and wants to accept the call.

= b
1. Using the =% calls gadget on the Main tab, select the call tab for the call you want to transfer. Click =? {0 retrieve
the call from hold.
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402| = Call
C ) Enter a subject for the call Consult
Enter account code Transfer
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=
2. Using the text box at the top of the £=+ Calls gadget, enter the number to which you want to transfer the call and click
the Consult button.

3. Your current call is put on hold. You will hear the progress of the call to the transfer destination. When answered this
is called an enquiry or consultation call.

=
o If the other party wants to accept the transfer: Click on the (~+ tab of the held call. Click on the #%
complete transfer button.

o If the other part does not answer or does not want to accept‘me transfer: Click on the 3 button to end
the enquiry call. Click on the (-~ tab of the held call. Click on the *=2® retrieve held call button.

ld
¢« Switching between calls: You can switch between the calls using the %2 \,utton on the tab of the current held

=%
call. However, you can only complete the transfer by putting the original call on hold and then clicking the #
complete transfer on its tab.

Notes

1. Your system administrator[16% can enable a Transfer Return Time for you. When set, if a transferred call is not
answered within that time, it can recall to you.

2. The ability to transfer an external call to another external number can be restricted by your system administrator.
3.13.3 Transfering Calls Using the Directory

You can transfer a call to a contact in your directory rather than having to enter the destination number yourself.

1. Use the G Directory gadget to locate the party to which you want to transfer the call. Click on their name to display
their number details.
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| | Directory (=)

‘ Personal “ System 14.-' External Search all

| all | salez | Team | < add group

3 Enter a name &
&) Afred

Chst e Q@
Call mobie - 1550 (& o* (y
Calother-402 (& o (x

I4 4 page |1 of1 # Ml Dizplaying 1 to 3 of 3
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2. Because you already have a connected call, additional options are shown when your hover the cursor over a directory
contact.

—
e Use the transfer icon to do a simple unsupervised transfer[4™ to the contact's primary number.

e Use the [ﬂ consult icon to start a supervised transfer[4™ to the contact's primary number.

e Use the conference icon to conference yourself, the held call and the contact's primary number.

o If the ‘D icon is displayed, the contact has alternate numbers. You can click on the icon and select the same
options as above for those numbers.

3.14 Parking Calls

Normally when you put a call on hold, only you can retrieve that call. Parking a call is similar to holding a call. However a
parked call can be retrieved by other users if they know the park slot number or name used to park the call. one-X Portal
for IP Office provides you with 4 park buttons. You can configure which park slot number or name each button uses. You
can then use the buttons to park a call in a particular park slot, see when a call has been parked in that park slot by you

or by someone else and to unpark a call parked in that slot.

Notes

1. If you park a call and leave it parked too long it will recall to you. The default is to recall after 5 minutes but your
system administrator[16" can adjust this. You cannot drop a parked call that recalls your phone.

2. Park slots are unique to your telephone system. Park and unpark is not supported between different phone systems in
a Small Community Network[16%,

3.14.1 Configuring Your Park Slots

one-X Portal for IP Office provides four park slot buttons. You can configure the phone system park slots to the buttons.
If the numbers or names you use match those used by other users, you can view the calls that are parked in those park
slots by others. You can use the buttons to unpark those calls. Similarly other users can view and unpark calls that you
park.

1. In the Configure tab select Telephony.

2. In the Park Slots section enter the park slot number or name of the park slot. By default the park slots are named
from 1 to 4.

Note: Ensure that the name of the park slot does not exceed nine characters. The name of the park slot can be alpha
numeric and include special characters.

3. Click Save.
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3.14.2 Parking a Call

1. Using the @ Calls gadget on the Main tab, select the tab representing the call that you want to park.

Calls

|Enter harme ar number

¢

) |Enter a subject for the call

| Enter account code

Pre-meeting call

00:00:13

CAAEICIIEY

| CIN —- | i |
(= Extn402
lvan |gﬂr(550) —ivan ]

2. Click on one of the park buttons across the middle of the @ Calls gadget.

Calls =
Enter name or number ] |
N Enter a subject far the call
Enter account code
1(Ext...) 2 1

3. The call is parked and the button now indicates that system park slot is in use.

Notes

1. If you park a call and leave it parked too long it will recall to you. The default is to recall after 5 minutes but your
system administrator[16% can adjust this. You cannot drop a parked call that recalls your phone.
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3.14.3 Unparking a Call

=a
1. Using the =5 calls gadget on the Main tab, the park buttons across the middle will indicate if there is a call parked.

=4 calls (=)

Enter name or nurmnber

Enter a subject far the call

Enter account code

1{Ext...) 2 3 1

\ a a a ‘__)
2. Placing your cursor over the button will display the name and number of the parked caller if known.

3. Click on the parked call button to unpark the call.

3.15 Sending DTMF tones

You can send DTMF (Dual Tone Multi- Frequency) signals using one-X Portal for IP Office.

Select the Enter Touch tones option in the dial pad if you want to send DTMF signals using the one-X Portal for IP
Office, else the system initiates a new call.

Note: You can send DTMF signals only for an active call or an active conference call. You cannot send DTMF signals when
you place a call on hold.

To enable the Touch tones option:

1. Click dial pad, in the Calls gadget.
|_E Enter Touch fones | 0
1 2
ABC DEF
4 5 6
3k JKL MNG
T 8 9
PORS TLWV WXYZ
= 0 i
v o

2. Select the Enter Touch tones option.

3. Click the numbers and the characters in the dial pad to send the DTMF signals.

To disable the Touch tones option:

After you send the DTMF signals, close the dial pad. The system resets the Touch tones option.

Note: The system does not display the dial pad when any activity occurs. For example, when you receive a call or when
a call is dropped.
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3.16 Instant Messaging Other Users

one-X Portal for IP Office allows you to have instant message chat sessions with other users currently using one-X Portal

for IP Office. You can recognize them by the green a icon in the directory. You can use an instant message session
even when on a call to the same user that you are messaging.

If you do not want other users to be able to start chat sessions with you while you are using one-X Portal for IP Office,
set your presence status[ 14 to Offline.

1. Locate the other one-X Portal for IP Office user in your B Directory gadget.

; Personal “ System ly External Search all

| all | salez | Team | < add group

3 Enter a name &

Cholb+® G B

Call mobie - 1550 (& o* (y
Calother-402 (& o (x

14 4 page |4 of1 B Ml Dizplaving 1 to 3 of 3

a a a

2. With your cursor hovering over the contact, a D chat icon indicates that they are available to be chatted with. Click
on the chat icon to open a chat window.

3. The instant message popup window will appear in your one-X Portal for IP Office and in the other user's one-X Portal
for IP Office.

= Extn402{402) (=) [
| call |

Extnd01(401): Do youwantto join the consultation
call.

Extnd02(402); Yes. When?
Extnd01{401): Mow!

Extnd02(402); Ckay. Let me finish this call. 3 mins
max.

4. You can start typing your messages and they can reply.

5. You can start instant messaging session with other one-X Portal for IP Office users at the same time. Each will appear
in a separate popup.
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3.16.1 Promoting from an IM to voice call

Sometimes, an IM (Instant Message) session is insufficient to get an idea across to the other person, or a phone call is a
quicker way to achieve the desired result. You can call the person in an IM conversation window using @call command.

Note: You can promote from an IM to voice call only when you are on an IM conversation with a contact listed in your
one-X Portal for IP Office System directory.

You can promote from an IM to voice call even when you are using the Avaya one-X® Mobile preferred for IP Office or an
external IM client.

To promote from IM to voice call:

1. At any time during an IM conversation with a contact listed in your one-X Portal for IP Office System directory, type
@call.

2. Press Enter.

The system initiates a call between your phone and the other person. The system displays a message that reads: "<user
name> wants to talk to you - your phone will ring shortly" where <user name> is the name or extension of the user who
has initiated the call.

Note: Promoting from an IM to voice call, does not end the conversation on the IM. You still can communicate via the
phone and the IM at the same time.

3.17 Do Not Disturb

When you select this state, you only receive calls from selected numbers that you have indicated by adding to your Do
Not Disturb Exceptions[107. All other callers are routed to voicemail if available or otherwise receive busy tone. You
can still make calls while in the Do Not Disturb state.

To switch Do Not Disturb On

1. At the top-right, click on the “¥3lI30IE™ gatys selector.
2. Select Do Not Disturb.

3. Your status icon will change to ":3 do not disturb.

To switch Do Not Disturb Off

1. At the top-right, click on the Available~ status selector.
2. Select Available or Offline.

3. Your status icon will change to ) available or ™ offline.

3.18 Agent Controls

If you are also a Customer Call Reporter agent, this gadget is displayed in the one-X Portal for IP Office. You can use it to
see your current agent state and to change that state. You can also use it to change your membership status in the
various Customer Call Reporter queues to which you belong.

The changes you make using the gadget, such as the time you spend in each agent state, will be included in the reports
generated by the Customer Call Reporter. They can be seen by your Customer Call Reporter supervisor and can in some
cases can be overridden by the supervisor.
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a Agent Control E|

Agent State
'E:} Busy Mot Available

Reason Codes
Meeting -

My Hunt Groups

¥l | Hunt Group Name

Changing Your Agent State

The agent state shown is controlled both by you and by the telephone system. For example, after each call your state
automatically changes to After Call Work for a short period and then automatically changes back to Available. However
you can also change it when you need to, for example when you have finished your after call work you can manually
change the state back to Available.

e Available
In this state you are available to receive and answer queue calls when you are not already on a call. Note that this
is different from the available presence status used by the one-X Portal for IP Office itself. While this state is
shown in your one-X Portal for IP Office, your Customer Call Reporter display may show you in additional states as
you are presented with and answer calls (for example Ringing and Busy).

e After Call Work
This state is used after queue calls to allow you to perform actions such as completing call records. It is meant to
be a temporary state and is automatically canceled by the telephone system after a time set by the system
administrator.

e Busy Not Available
Select this state when you want to remain logged in but need to stop receiving queue calls. You will be prompted
to select a Reason Code for being in Busy Not Available from the set of codes available on the telephone system.

Your Queues

The My Hunt Groups section displays the Customer Call Reporter queues of which you have been configured as a
member. You can use the list to enable or disable your current membership. You only receive calls for queues for which
your membership is currently enabled.

The checkbox at the top of the list will enabled/disable your membership for all queues for which you are allowed to
change your membership. Disabling your membership of all your queues is reported in Customer Call Reporter as a
special state called Present.

e Which Queues Can I Control?
Your telephone system administrator is able to configure for which queues you can change your membership
state, by default it is none. Refer to the one-X Portal for IP Office Installation Manual. The hunt group name is
greyed out if you cannot control your membership status for that hunt group.

3.19 Twinned Call Control

Mobile twinning allows you to have your incoming calls alert at both your normal extension and at another number. Your
system administrator controls which users are able to use this feature.

If you are allowed to use mobile twinning, you can switch it on or off and set the destination number as part of your
current one-X Portal for IP Office profilel 84, It can also be configured for you by your system administrator or through
the menu of your desk phone.

When you have mobile twinning enabled, your Calls Gadget displays two additional buttons:
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=4 Calls
) |Entername or numkber = | More.
= || i
1 2 3 4
X 1550
1550
—d

-
. Transfer to Twin
When you have answered a call on your normal extension, you can transfer it to your twinned number by clicking

this button. The phone system will attempt to transfer the call to that number. If not answered the call will return,
to your normal extension. It also returns if answered too quickly, such as the call going immediately to a cell

phone's voicemail because the cell phone was busy or off.

. "’J Claim from Twin
When you have a call twinned call that you answered on at your twinned extension humber, you can have it

transferred back to your normal extension by clicking this button.
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Chapter 4.
Conference Calls
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4. Conference Calls

You can use one-X Portal for IP Office to start and manage a conference call. The conference parties are listed in the &=
Calls gadget.

=4 calls

|Enter name or number EH

C ))) |Enter a subject for the call | K

|Enter account code |
] 2] 3] i

X  Conference participants (Conf 100) 33 EXIn401...
00-00:24

& Extna01(401)

U b

Notes

1. The maximum number of participants in any particular conference is 64. However, that is limited by the number of
participants in other conferences already in progress. It also is limited by other features. For example call recording,
that also use the telephone system's conference facilities.

2. Depending on phone system settings, a conference can automatically end if all internal users exit leaving only external
users.

3. The conference controls are not supported for a users whose on another phone system than the one where the
conference started.

Start and Manage Conference Calls

o Set up a conferencel53 e Recognize the Conference manager |e Recognize the Conference speaker
544 [544
e Turn held calls into a conference call
[55Y . ’/-%g another party to a conference » Mute conference parties[ 57
5
e Drop a participant in a conference o Lock a Meet Me conferencel 584
[58 e Drop all participants in a conference
[ 583 o Use Conference call controls! 59

e Park a conference calll 58"

o Hold a conference calll 59

e Configure the Conference Bridge
number/ 604 . J’%i)g a Personal Meet Me conference
6!

4.1 Setup a Conference

You can use the one-X Portal for IP Office directories to select and call the parties that you want to include in the
conference and then start the conference.

1. In the G directory gadget, locate and hover over the contact you want to add to start a conference with. Click on the

icon. This will start a call to that contact but with the calls gadget using the conference information display rather
than the normal call information display.
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7= calls [] Directory =
|Enter name or number HH ||- Q Search | Go |
|Enter a subject for the call || & Personal & system & External
|Enteraccount code || |_All | sales | Team |
1 | 2 3 | a 3, Enter a name (@]
I Affred
Conference participants Extn401... o
| . ~ ;3 Brad
&) Ethe
W 4 Afred(1550) x
- I4 4 Page |1 of1 F Ml Displaying 1 to 3 0f 3

2. When the party answers, informs them that you want to include them in a conference. If the
want to be included in the conference, hover over them in the calls gadget and click on the

do not answer or do not
drop icon shown. The

icons also allow you to hold the call or record the call.

= calls [} Directory (=]
|Emername or number E||\ ] Q Search | Go |
|Enter a subject for the call || | & Personal & System & External
|Enter account code Il | |_all | sdles | Team |
1 | 2 3 | 4 {3, Enter a name E
N T Affred
Conference participants Extn401._. Q
| . . .,3 EBrad
&) Ethe
EEEE] 3 Alfred(1550) X w O
- I4 4 Page |1 of1 kb M Displaying 1 to 3 0f 3

a

a a

3. Locate and hover over the next contact you want to add to the conference. Click on the icon
added is put on hold while you hear the progress of the call to the new contact.

. The previous party

|Enter name or number || | O, Search | Go |
|Enter a subject for the call || | & Personal &W system & Externzl
|Enter account code || | |_Al | sales | Team |
1 | 2 3 | 4 | {} Enter a name E
I | Alfred
Conference participants Extnd01... .‘?
| . - R, EBrad
(&) Eths
| & Afred({1550)
& Extnd02(402)
- I4 4 Page |1 of1 b Ml Dizplaying 1 to 3 0f 3

a

a a

4. When you have added all the contacts, click on the "E conference icon in the calls gadget in order to start the

conference.
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4.2 Conference manager recognition

When you initiate an Ad hoc conference from your desk phone, the one-X Portal for IP Office is able to recognize you as
the conference manager.

For example, you call Extn 202 and Extn 203. If you press the Conference button on the desk phone, then you will be
made the manager of the conference. As a conference manager, you have all the special privileges.

1. You can mute self or mute all participants in the conference.

2. You can drop self or drop all participants in the conference.
4.3 Conference speaker recognition

The one-X Portal for IP Office interface will display the loudest speaker in a conference with a green "_ icon . The *‘_
icon is visible only in a Meet Me Conference.

The ‘l'_ icon denotes that the speaker has the loudest tone among the other participants in the conference. The ‘l'_
icon varies from participant to participant according to the level of loudness while speaking in the conference.
For example,

There are three participants Extn203NC, Extn201NC, and Extn205NC in a Meet Me conference call.

The "_ icon is visible on Extn205NC which denotes that Extn205NC is currently the loudest speaker in the conference.

= calls 2l
C_))) \Enter name or number -] || | More...
LED L EL) =B )| N
| 1 | 2 | 3 | 4 |
X Drop (Conf 20) 00:00:58 | @ A% 38 | Extn205N...
& Hold Conference participants
@ Record & =xnzoancizoy)
& Extnzoinczo7)
\§, Mute
Conference
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During the conference call, the *‘_ icon shifts to Extn203NC according to the level of loudness.

(=3 calls =
C_))) \ Enter name or number ] \I | More....
| I | =8 | N
| 1 | 2 ‘ 3 | 4 |
X Drop (Conf 20) 00:01:34 | 8 A (=1)) Extn205N. ..
wr Hold Conference participants
@ Record
& ExIn201NC(201)
\:!\Mute
& Extnz05NC([205)
Conference
4.4 Turning Held Calls into a Conference
If you have several held calls or held calls plus a connected call, you can turn them into a conference call.
1. When you have several held calls, or a call in progress and other calls on hold, the call gadget displays a "E
conference icon.
=% calls (=]
Enter name or number b |
C ) Enter a subject for the call | |
Enter account code I: :|
| 1 | 2 3 | 4 '|
' X [ (—=rExtnd02
Alfred(1550) |
—aAlfred
b
@
2. Click on the "E conference button. All the calls will be added to a conference.
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|Enter name or number H |[ Call ]
C ))) |Enter a subject for the call |[ Consult ]
|Enter account code |[ Transfer ]
[ 1 | 2 4 ]

X | Conference participants
00:00:24

& Extn401(401)

& 1551

(Conf 100) X401,

F-5

4.5 Adding another call to a conference

You can add an additional party to the conference.

1. Enter the number you want to call and click on Call. Alternatively use the directory to call a contact.

409

B o)

C ))) |Enter a subject for the call

| [ Consult ]

|Enter account code

| [ Transfer ]

[ ‘ | ’

| * )

¥ | Conference participants
00:00:24

& Extna01(401)

& 1551

(Conf 100) 1 Extnd 01 |

F-

2. Your connection to the conference is put on hold but the other participants can still talk to each other.
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Conference Calls: Adding another call to a conference

= Calls =

amn | |
( — g subject for the call I: |

Enter account code | |

__\.
_M
L
_-h-

Extn409(409) ::;i]
00:00:22

AAIIEY

-\ a a a /
o If the other party is happy to join the conference, click on "'E
o If the other party does not answer or does not want to join the conference, click on . Then go to the tab for the
4]

[~
conference call and click on ®=® to rejoin the conference.

4.6 Muting Conference Parties

Parties within the conference can be muted. This can improve the clarity of the conference call, especially if it includes
parties on analog connections or using speaker phones.

While a party's connection to the conference is muted, they are shown with a ‘3 muted party icon.

Note that the mute functions detailed here are performed by the telephone system. They do not switch on or off any
mute function provided by your phone.

To Mute Yourself

1. Click on the Mute button on the conference tab. Your icon will be changed to show that you are muted.

To Mute Another Party in the Conference

1. When you hover the cursor over a participant in the conference, the system displays a list of actions that you can

perform. The options vary depending on whether you are the conference manager[168) and the current state of the
participant.

e To drop the participant from the conference, click b4 Drop. The indicates that the participants are no longer
in the conference.

e To place the participant in the conference on mute, click ‘3 Mute. The ‘3 indicates that the participant is
placed on mute.

-t
e To place a participant in the conference on unmute, click \\i‘ Unmute.

To Mute All Other Parties in the Conference

e ]
If you are able to do this, a ﬂ button will be displayed at the bottom of the @ Calls gadget. Clicking on this will mute
all the parties in the conference except you.

e, |
While all the other parties are muted, your @ Calls gadget will display an -‘i‘g button.

Using one-X Portal for IP Office Page 57
IP Office 8.0 15-601131 Issue 05a (Friday, December 09, 2011)



4.7 Dropping a participant in a conference

You can drop other parties from a conference as a conference manager[1681. This can be useful if you inadvertently add a
call that is directed to a voicemail or an external participant places a call on hold. When a external participant places a
call on hold in the conference call a music on hold is heard.

The system displays the conference manager[168) of an Ad hoc conference and a Meet Me conference call at the top of the
conference tab in the Calls gadget. It displays the conference manager when the conference is initiated on a phone
device and when the conference is initiated using one-X Portal for IP Office.

When a participant has been dropped from the conference, the system displays a dropped ETJ icon.
To Drop yourself

1. Click the Drop button in the conference tab.

To Drop Other Parties in the Conference

1. When you hover the cursor over a participant in the conference, the system displays a list of actions that you can
perform. The options vary depending on whether you are the conference manager[166) and the current state of the
participant.

« To drop the participant from the conference, click X Drop. The indicates that the participants are no longer
in the conference.

e To place the participant in the conference on mute, click l“ﬁ Mute. The l“ﬁ indicates that the participant is
placed on mute.

u
e To place a participant in the conference on unmute, click \5‘:“ Unmute.

4.8 Dropping all the participants in a conference

In one-X Portal for IP Office 8.0 you can drop all the participants in an Ad hoc conference[168) and Meet Me conferencel16h

The system displays the conference manager (168 of an Ad hoc conference and a Meet Me at the top of the conference tab
in the Calls Gadget. It displays the conference manager when the conference is initiated on a phone device and when the
conference is initiated using one-X Portal for IP Office.

Note: Only a conference manager/168) can drop all the participants in a conference call.

e To drop all the participants in a call, click DropAll in the Calls gadget.

4.9 Locking a Meet Me conference

You can lock a Meet Me conferencel16" as a conference manager[168), After you lock a conference call, new participants
can not join the conference call. To include new participants, you must unlock the conference call.

Note: In an Ad hoc conference even a conference manager cannot lock a conference. This functionality is available only
in a Meet Me conference.

e To lock a conference call, click Lock Conference in the Calls gadget.
e To unlock a conference call, click Unlock Conference in the Calls gadget.
Note: A locked conference is unlocked if a conference manager[168) exits from the conference.

4.10 Parking a conference call

You can park a conference call as a conference manager /168,

Only a conference manager can park a conference call in any of the available park slots. However, any participant can
unpark a conference call that was parked.

Note: Only the conference manager retains the ownership privileges of a conference call even if any other participant
unparks a conference call.

e To park a conference call, in the Calls gadget, select the park slot where you want to place the call.

e To unpark a conference call, in the Calls gadget, select the park slot where you parked the call and then click the
Unpark button
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4.11 Holding a Conference

You can put a conference call on hold. The other parties in the conference will still be able to talk to each other without

you. Your status in the conference display is updated to show that you are on hold. To return to the conference click on
Retrieve.

=4 calls

L

|Enter name or number & |: :|
C — |Enter a subject for the call || :|

|Enter account code ||_ |

| 1 | 2 3 | 4 |
X  Conference participants (Conf 100) —=Exind01...
00:00:31
& .
& Extnd02(402)
& Afred(1560)
T
£ -

« 1 WARNING

Note that this only applies to conference calls on your own phone system and displayed as conference calls by
your one-X Portal for IP Office. Putting your connection to any other type of conference, for example on another
phone system, causes that conference to hear your phone system's music on hold.

4.12 Conference Call Controls
When you have a conference call in progress, the conference call tab will display a range of controls.
Conference Buttons

The buttons on the conference tab can be used as follows:

Description

x Drop Call For a currently connected call, pressing X disconnects the call.
[ ] Record Call Start recording the current call.
(] Stop Recording Stop recording the current call.
=t Hold call Puts the call on hold.
JL Retrieve Held Call Take a call back from hold.
"g\\ Mute Mute your connection to a call.
%““ Mute All For conferences which you initiate, this control allows you to mute all
- the other conference parties.
;1' Unmute Unmute your connection to a call.
“i"-'.g Unmute All For conferences which you initiate, this control allows you to unmute
e

all the other conference parties.

| DropAll To drop all the participants in a conference call.
LockConference To lock a Meet Me conference call.
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Using the Conference Party Icons
By clicking on the icons of the parties in the conference you can perform actions on that party.

1. When you hover the cursor over a participant in the conference, the system displays a list of actions that you can
perform. The options vary depending on whether you are the conference manager[168) and the current state of the
participant.

e To drop the participant from the conference, click b4 Drop. The indicates that the participants are no longer
in the conference.

e To place the participant in the conference on mute, click ‘3 Mute. The ‘3 indicates that the participant is
placed on mute.

+
e To place a participant in the conference on unmute, click \\i‘ Unmute.

4.13 Configuring Your Conference Bridge Number

For conferences that you start, the one-X Portal for IP Office conference display provides you with functions to mute and
drop other parties or to mute all parties.

Each conference hosted by the IP Office is given an ID and your system administrator can configure methods for
accessing or starting a conference with a particular ID. If your one-X Portal for IP Office conference bridge number
setting matches the conference ID, you will have the same conference controls to mute and drop other parties as
provided for a conference that you started yourself.

1. In the Configure tab select Telephony.
2. In the Conference Bridge Number section enter your own personal conference bridge number.

3. Click Save.

4.14 Personal Meet Me Conference

Personal MeetMe conferences are conferences with conference number as an existing IP Office user extension number.

Within the Small Community Network (SCN) setup, to join the Personal Meet Me conference using short code, the same
Conference Meet Me short code should be configured in all the IP offices.

For example, if IPO-A and IPO-B are in SCN then for a user to join a personal conference, same Conference Meet Me
short code needs to be configured in both IPO-A and IPO-B.
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Call Log:

5. Call Log

The B Call Log gadget displays details of calls you have made, received and missed. You can use the call log to make a
call[3™ or add the caller's details to your Personal Directory| 653,

|-] call Log (=)

All .i, Incaoming I, Sukgoing A, Missed
Type Fram Titme Length | Calls
|L Extn203 (203) 258-Jun 2:49:03 PM 0= 2 CE'.:I
|£.| Extn203 (203 28-Jun 2:49:15 PM Os 1
|£.| Extn201 201 0E-Jul 3:41:49 PM gs 1
g, Extnd0 (402 06-Jul 54833 Ph gim 1
Clear Log

one-X Portal for IP Office Call Log

The call log shown by one-X Portal for IP Office is stored on the telephone system as part of your user settings. Up to 30
records (10 on IP Office IP406 V2 and IP412 systems) are stored, with new records replacing the old ones when the limit
is reached. However for repeated call records to or from the same number, the existing record is updated and the
number of calls count included in the record is increased.

Your system administrator configures which calls are logged. For example, calls that you do not answer but are answered
by voicemail or a covering extension are not normally logged as missed calls unless configured to do so by your system
administrator.

Hunt group calls are not logged unless you answer the specific call. Again your system administrator can configure your
call log to include missed hunt group calls.

Phone Call Log

If you are using a 1400, 1600, 9500 or 9600 Series phone with a Call Log or History button, or an M-Series or T-Series
phone, by default the same call log as shown by one-X Portal for IP Office is also shown on the phone. You can then use
and edit your call log from the phone or from one-X Portal for IP Office. The two will change in parallel.

If you are using any other type of phone that has a call log, it will be a call log stored by the phone itself and so does not
match the call log shown in one-X Portal for IP Office. For example, calls made using the one-X Portal for IP Office do not
appear in the phone's call log and vice versa.

In either case, the one-X call log is limited to displaying 255 records.

Use My Call Log

o Use the Call Logl6® e Make a call From the Call Log[ 653 e Add a Call Log number to my
Directory| 653
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5.1 Using the Call Log

The B Call Log displays details of calls you have made, received and missed. You can use the call log to make a calll 3™
or add the caller's details to your Personal directory| 65",

|-] call Log (=)

All i, Incaoming I, Sukgoing A, Missed
Type Fram Titme Length | Calls
‘!‘ Extn203 (203) 28-Jun 2:49:08 P 0= 2 &'
i‘ Extn203 (203) 25-Jun 24915 PM 0= 1
i‘ Extr20d (2017 QE-Jul 3:41:49 Pr 8= 1
g, Extnd0 (4027 06-Jul 5:48: 33 PM am 1
Clear Log

, a a a .

Each call of particular type, to or from a particular number, only appears as a single call log record. For any additional

calls of the same type and number as an existing call log record, the details (Time and Duration) shown for the existing
record are updated and the Calls count is increased.

Tab Description

All This tab shows all the records from the other sub-tabs.

.

& Incomin This tab shows records for calls direct to your extension number that you have answered. Details of the
9110 most recent callers are included.

Outgoing This tab shows records for calls that you made. Details of the 10 most recent callers are included.

g1,

A Missed This tab shows records for calls that have rung your phone but were not answered there. They include
calls then went to your voicemail, calls that were forwarded and calls that were picked up by another
user. Details of the 10 most recent calls are included.

e Hunt Group Calls
Your system administrator[16% can configure whether your missed calls call log includes missed calls for selected
hunt groups[1681. Missed hunt group calls are calls not answered by a member of the hunt group. They do not have
to actually ring you and they are answered by a non hunt group member or voicemail; if so that will be indicated
in the missed call details. When this option applies to your call log, the Name column is relabeled From and a To
column is also displayed so you can distinguish between your own calls and calls to a hunt group.

. Sort

You can sort the call log entries by clicking on the column headers. The current column being used for sorting is

indicated by a down arrow = or up arrow . icon. Clicking on the same column header again reverses the sort
order.

. S Add the Caller Details to Your Personal Directory/ 65"
You can add the name and number to your Personal directory.

e Clear Log
Delete all records from the currently viewed tab.

e Namel65)

The entries in the name column are underlined and can be clicked to make a return call to the number stored by
the call log.
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Call Log: Making a Call from the Call Log

5.2 Making a Call from the Call Log

You can use the numbers in the call log to make a repeat or return call.

1. Using the B Call Log gadget on the Main tab, locate the contact that you want to call.

B Call Log E‘

All .i, Incaoming I, Sukgoing A, Missed
Type Fram Time Length | Calls
|L Extn203 (203) 258-Jun 2:49:03 PM 0= 2 CE'.:I
|£.| Extn203 (203 28-Jun 2:49:15 PM Os 1
|£.| Extn201 201 0E-Jul 3:41:49 PM gs 1
g, Extnd0 (402 06-Jul 54833 Ph gim 1
Clear Log

2. Click on the name or number to make a call.
=
« The progress of the call is displayed on a tab in the <=5 Calls gadget.

5.3 Adding a Caller to Your Directory

You can add the details of a caller shown in your call log to your Personal directory.

1. Locate the call in the call log.

2.Click the add S icon.
3.The system displays the Add New Contact window with the details of the contact the call log.
e Type the details of the contact in the Add New Contact window.

o If the Work phone setting matches the extension number of a telephone system user, the directory contact
displays the user status! 69 of the user. This applies even if another number is currently selected as the Primary
phone[167,

e You can use the Group list to select which of your personal contacts tabs/ 753 the contact should appear on.

e You can add the gmail address and the Office Communications Server (OCS) address of the contact. After you add
the addresses you can start an email[ 77 or initiate a chat from the one-X Portal for IP Office directory.

e When finished, click Save.
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6. Directories

Your one-X Portal for IP Office can display several directories of names and associated telephone numbers. It does this in
the B Directory gadget. When you hover your cursor over a contact, icons for various actions are displayed.

[ | Directory (=)
_ ‘. Personal h System 14.-' External Search all

| all | sales | Team | + Add group

—_—

Enter a name &'

i) Afred
X Brad Chch<e» OEBE

L) Ethe

I4 4 page |4 of1 kPl Dizplaying 1to 2 of 3

., a a a -

Each of the different types of directory listed below is shown on a separate tab. In addition you can create up to 4
additional tabs to which you can add selected contacts.

e Personal

This tab shows your personal contacts stored by the phone system. If you are using an Avaya phone, these contacts
are also accessible on the phone. You can arrange your personal contacts into up to 5 hunt groups.

o System

This tab shows contacts stored by the phone system for use by all users plus the details of other users and hunt
groups.

o External
This tab allows you to search an external directory of contacts if configured by your administrator.
e Search All

This tab is displayed when the search box at the top of the gadget has been used to search all the directories. The
tab displays the results of the search.

e Dialing by Name

When making calls using the @ Calls[3™ gadget, you can enter a name rather than a number. If the name matches
a contact in your Personal directory or the System directory, the primary number of that contact is dialed.

e Name Display on Incoming Calls

When receiving a call, if the number of the caller matches a contact in your Personal directory or the System
directory, the name of the contact is displayed by your one-X Portal for IP Office.

Use the Directories

o View the Directories! 69} o View the user status in the Directory | Search the Directories/70h
[6h)
o Make calls from the Directory[ 7™ o Add a Directory Contact/ 73
e Transfer a call from the Directory| 72
o Edit a Directory Contact/ 74 o Add a Contacts Group Tabl 753

o Delete a Directory Contact/ 743

e Email a Contact/ 7™
 Instant Message a Contact/ 77
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Directories: Viewing the Directories

6.1 Viewing the Directories

The one-X Portal for IP Office can display several directories (System, Personal and External) of names and associated
telephone numbers.

| | Directory (=)

‘ Personal “ System 14.-' External Search all

| all | salez | Team | < add group

3 Enter a name &
&) Afred

st e QA
Call mobie - 1550 (& o* (y
Calother-402 (& o (x

14 4 page |4 of1 B Ml Dizplaving 1 to 3 of 3

. l Personal Directory

This is your own directory of names and numbers. You can associate multiple numbers with a name and select which
number to use when making a call. You can edit and change the directory contacts using one-X Portal for IP Office.
You can also setup sub-groups of selected contacts. For some types of phone (see below), you can also access, use
and edit your Personal directory from the phone.

. “ System Directory

This is the directory of names and numbers from your telephone system plus all the users and Hunt groups[16& on
the telephone system. Your one-X Portal for IP Office administrator can also add System directory contacts. You
cannot change these contacts. However, you can copy a System directory contact into your Personal directory[ 73",

. ‘1* External Directory

Your system administrator[16% can configure one-X Portal for IP Office to access an external directory. If your one-X
Portal for IP Office server has been configured to do this, you can perform a search of the external directory. The
results of the search are shown here.

¢ Results

This additional option is used to display the results of a cross directory search| 70,

Personal Directory

If you are using a 1400, 1600, 9500 or 9600 Series phone with a Contacts button, or M-Series, T-Series or T3 Series
phone, you can also use your Personal directory contacts through the phone and edit them using the phone.

1. As Personal directory contacts are added, they are stored by both the one-X Portal for IP Office application and by
the telephone system and kept in sync. The one-X Portal for IP Office application and the telephone system can only
store up to 100 Personal directory contacts per user (subject to its own system limits).

2. The contacts can be edited through the phone or through one-X Portal for IP Office.

3. Personal directory contacts shown by the one-X Portal for IP Office can contain several numbers with one selected as
the current Primary phone[16% number. The matching telephone system record contains just one number, which will
be changed to match the currently selected Primary phone number on one-X Portal for IP Office if that selection is
changed.

6.2 Directory Icons

The directory uses a range of icons to indicate both the state of a contact and actions that you can perform using the
contact. Some of these are only displayed when you hover the cursor over the contact.

X Brad Chshs» G B
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Call Actions

‘ ‘Description

Call m Call the contact using their primary contact number.

Alternate m If the contact has alternate numbers, call the contact by displaying and selecting
one of those alternate numbers.

Transfer With a call already connected, transfer the call to this contact.

Consult [ﬂ With a call already connected, make a transfer enquiry call to this contact.

Conference E With a call already connected, start a conference between yourself, the current call
and this contact.

Chat D Start a one-X Portal for IP Office chat session with another one-X Portal for IP
Office user or a contact available on GTalk and OCS.

Directory Actions

Action ‘Icon ‘Description

Add &' Add a contact shown in the System or External directory to your Personal
directory.

Details @ View details of a directory contact.

Edit For Personal directory contacts, edit the contact details.

Delete @ For Personal directory contacts, delete the contact.

Contact Icons

one-X Portal for IP Office indicates the contacts current status on XMPP, OCS by using different icons. For contacts that
have multiple telephone numbers, the status is based that of the work number.

State ‘Icon Description

Available J The normal state for a user showing that their work extension is available
and not in use.

J e Grey is not using one-X Portal for IP Office or they have set their portal
presencel 14 to offline.

e The icon is green if the user is also logged into one-X Portal for IP Office
(unless they have set their presence to offline).

Busy J The normal state for a user showing that their work extension is currently
on a call.

Do Not 13 The user has set Do Not Disturb/ 4. Calls to them will go to voicemail if

Disturb enabled or else get busy tone unless you are in the user's Do Not
Disturb exception list/[10%.

Logged % [The user has logged out[167 from their phone. Calls to them will most

Out - likely go to voicemail if available.

Other .@ This icon is used when the status is not known or cannot be known, for
example external numbers.

Ringing Q This icon is used for an internal contact that is currently ringing.

6.3 Searching the Directories

When viewing a directory, the number of contacts it contains is displayed at the bottom right of the directory gadget
along with a summary of which contacts are included on the current page.

Each of the directories has its own search option that can be used to reduce the number of matches that you need to
scroll or page through in order to find the required contact. In addition the directory gadget has its own search option
that will search and show results from all the directories.

Searching the Personal and System Directories
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Directories: Searching the Directories

Using the Personal directory and the System directory, you can use the text box at the top to enter a name or number.
The directory contacts still shown will be those that match the name or number.

When there are multiple matches, you can use the |4 4 Page [1 ofZ b M page icons at the bottom left to move
between pages. Alternatively, add more details to the search term to improve the search matching and so reduce the
number of contacts displayed.

Searching the External Directory

To search the External directory, enter a name or number in the text box at the bottom and click on the Go button. one-
X Portal for IP Office will then send a search request to the remote directory and display the results.

Searching All the Directories

To search all the directories, click on the Search All label. This displays a new tab. Enter your search name or number
into the search box at the top and click the Search button.

| Directory (=)

& Personal &W System &+ External [ Search All ]

O E Search Clear

D &W sgent 401 ~
(2 &® sgentanz
@ & Bobby Fisher

& Extns03

&W Extna0s

&W Exinals

AW Exinals

&W Extns07 3

I4 4 Page |4 ofz b Ml Dizplaying 1 to 20 of 28

6.4 Making a Call

1.Using the B Directory gadget on the Main tab, locate the name that you require in the directory.

2.To filter the names shown, start entering a name or number in the text box at the top of the tab. As you enter a name,
directory contacts that do not match are hidden from the view.

3. To call the contact shown, hover your cursor over it. Directory icons| 6% for the directory functions you can perform
are displayed.
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& Personal &M System

| all | salez | Team | < add group

3, Enter a name

ly External Search all

@ Adfred

(—i

et ®» O E B

Call mobie - 1550 (& o* (y
Calother-402 (& o (x

I4 4 page |1 of1 * Ml

Dizplaying 1 to 3 of 3

4. To make a call to the contacts primary number, click on the E call icon. If the icon is displayed, you can click on
this to display the contacts alternate numbers and click one of those numbers for the call.

e The progress of the call is displayed on a tab in the

6.5 Transferring a Call

Calls gadget.

You can transfer a call to a contact in your directory rather than having to enter the destination number yourself.

1. Use the B Directory gadget to locate the party to which you want to transfer the call. Click on their name to display

their number details.

I ——————

& Personal &M system

| all | sales | Team | + Add group

—_—

3 Enter a name

‘y External Search all

&) Afred

(e

et BEB

Cal mobie - 1550 (& o* (g
Calother-402 (& o (E

I4 4 page |4 of1 ¥ Ml

Dizplaying 1to 3 of 3

2. Because you already have a connected call, additional options are shown when your hover the cursor over a directory

contact.

e Use the E transfer icon to do a simple unsupervised transfer|4™ to the contact's primary number.
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Directories: Transferring a Call

e Use the E consult icon to start a supervised transferl4™ to the contact's primary number.

e Use the B conference icon to conference yourself, the held call and the contact's primary number.

o If the m icon is displayed, the contact has alternate numbers. You can click on the icon and select the same
options as above for those numbers.

6.6 Adding a New Personal Directory Contact

You can add a new contact in the Personal directory. You can also add caller details from a voicemail message 93, the
call log[ 68" or the System directory[ 73 to your personal directory.

1.1In the G Directory gadget on the Main tab, select the Personal directory tab.

2.Type the name or number that you want to add and click the C(_-'.:' icon.
3.The system displays the Add New Contact window.
e Type the details of the contact in the Add New Contact window.

o If the Work phone setting matches the extension number of a telephone system user, the directory contact
displays the user status[ 6% of the user. This applies even if another number is currently selected as the Primary
phoneli6h,

e You can use the Group list to select which of your personal contacts tabs[ 754 the contact should appear on.

e You can add the gmail address and the Office Communications Server (OCS) address of the contact. After you add
the addresses you can start an email[ 77 or initiate a chat from the one-X Portal for IP Office directory.

e When finished, click Save.

Personal Directory

If you are using a 1400, 1600, 9500 or 9600 Series phone with a Contacts button, or M-Series, T-Series or T3 Series
phone, you can also use your Personal directory contacts through the phone and edit them using the phone.

1. As Personal directory contacts are added, they are stored by both the one-X Portal for IP Office application and by
the telephone system and kept in sync. The one-X Portal for IP Office application and the telephone system can only
store up to 100 Personal directory contacts per user (subject to its own system limits).

2. The contacts can be edited through the phone or through one-X Portal for IP Office.

3. Personal directory contacts shown by the one-X Portal for IP Office can contain several numbers with one selected as
the current Primary phone/l16" number. The matching telephone system record contains just one number, which will
be changed to match the currently selected Primary phone number on one-X Portal for IP Office if that selection is
changed.

6.6.1 Adding a Contact from the System Directory

You can add a contact in the System directory to your Personal directory. The copy remains linked to the System
directory, you cannot edit it but changes in the System directory is updated in your Personal directory.

1.1In the G Directory gadget on the Main tab, select the System directory tab.

2.Locate the contact that you want to add to Personal directory. Hover the cursor over the contact and click on the C(_-'.:'
add icon.

3.You cannot edit the contact details but you can select the personal contact groups/ 753 to which you want to add the
system contact.

4.Click Add to add the contact in the hunt group that you selected.
Hint

e To add a copy of a system contact that you can then edit and add other contact details such as additional numbers
and email addresses, use the standard method of adding a personal directory contact. If the Work Phone number
matches a system user's extension number, the personal contact will show the user status of that user.
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6.6.2 Adding a Caller from the Call Log

You can add the details of a caller shown in your call log to your Personal directory.

1.Locate the call in the call log.

2.Click the add S icon.
3.The system displays the Add New Contact window with the details of the contact the call log.
e Type the details of the contact in the Add New Contact window.

o If the Work phone setting matches the extension number of a telephone system user, the directory contact
displays the user status[ 6% of the user. This applies even if another number is currently selected as the Primary
phone[167,

e You can use the Group list to select which of your personal contacts tabs[ 754 the contact should appear on.

e You can add the gmail address and the Office Communications Server (OCS) address of the contact. After you add
the addresses you can start an emaill 77 or initiate a chat from the one-X Portal for IP Office directory.

e When finished, click Save.
6.6.3 Adding a Voicemail Caller to the Directory
You can add the details of a caller who left you a voicemail message to your Personal directory.

1.Click on Main.
2.View the Messages gadget.

3.Click the add 8 icon in the message details.
e Type the details of the contact in the Add New Contact window.

o If the Work phone setting matches the extension number of a telephone system user, the directory contact
displays the user status! 69 of the user. This applies even if another number is currently selected as the Primary
phoneli6h,

 You can use the Group list to select which of your personal contacts tabs[ 75" the contact should appear on.

* You can add the gmail address and the Office Communications Server (OCS) address of the contact. After you add
the addresses you can start an email[ 77 or initiate a chat from the one-X Portal for IP Office directory.

¢ When finished, click Save.

6.7 Editing a Personal Contact

1.Using the G Directory gadget on the Main tab, locate the name that you require in the directory.

2.To filter the names shown, start entering a name or number in the text box at the top of the tab. As you enter a name,
directory contacts that do not match are hidden from the view.

3.Hover the cursor over the directory contact.

Note: You cannot edit a contact who is added in your personal directory from the System directory, they remain linked
to the matching entry on the System directory tab.

e Click edit.

e Type the details of the contact in the Add New Contact window.

o If the Work phone setting matches the extension number of a telephone system user, the directory contact
displays the user status! 69 of the user. This applies even if another number is currently selected as the Primary
phoneli6h,

 You can use the Group list to select which of your personal contacts tabs[ 75" the contact should appear on.

* You can add the gmail address and the Office Communications Server (OCS) address of the contact. After you add
the addresses you can start an email[ 77 or initiate a chat from the one-X Portal for IP Office directory.

¢ When finished, click Save.

6.8 Deleting a Personal Directory Contact

Note that if the same contact appears on several personal tabs, this action will only delete the contact from the currently
displayed tab. To see which tabs a personal contact appears on, select Edit instead of Delete.

1.Using the B Directory gadget on the Main tab, locate the name that you require in the directory.

2.To filter the names shown, start entering a name or number in the text box at the top of the tab. As you enter a name,
directory contacts that do not match are hidden from the view.
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Directories: Deleting a Personal Directory Contact

3.Hover the cursor over the directory contact.
4.Click on the @ delete icon.

6.9 Adding A Personal Contacts Group

You can add up to five groups in your personal directory in addition to the default All group. personal contact can be
listed in more than one groups.

When editing the personal contact 744 select the group in which the personal contact is listed.

Note: You cannot add, rename or delete a group named Outlook in the personal contacts group. For more information,
see Outlook group[ 764 and Outlook contact synchronization[145,

Adding a personal contacts group

1.Select the Personal tab in the G Directory gadget.
2.Click the + add icon.

Add group

Add Cancel

3.Enter a name for the new tab.

4.Click Add.

The system displays a new tab in the Personal directory.
Renaming a group

To rename a group:

1.In the personal directory tab, select the group

2.Click edit.

The system displays Edit group dialog box.
3.Type the new the name in the text box.
4.Click Modify.

Deleting a group
To delete a group:

1. In the personal directory tab, select the group.

2. Click ﬂ Delete.

3. Click Yes, to confirm that you would like to delete the group.
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6.9.1 Outlook group

You can synchronize and upload the contacts from Microsoft® Outlook® to the one-X Portal for IP Office. After the
Microsoft® Outlook® contact synchronization[145), an Outlook group is automatically created in the Directory gadget.

To view the imported contacts:

e In the Directory gadget, click Personal > Outlook.

[_J Directory

=la]

| all

& Personal & system

&+ External

Q.. Search all

| Outlook

—_—

-+ add group

1 Enter & name or number

y Jibin George

Kiran Fajput

Mohan Mulbagal

, it Bhavsar
I Chawan

Ot Dandawate
CH Dhavvan

|3

v

14 4 page |1 of2 bl

Displaying 1 1o 20 of 23

5, g o @ -

Note: You can update or delete the contact from the Outlook group. However, you cannot add a contact to the Outlook

group.

To update the details of a contact in the Outlook group:

1. Click Edit .

2. In the Edit Contact dialog box, change or update the details of the contact.

3. Click Save.

Edit Contact

Marne

|Muhan hulbagal

Wark phone Wrark; email

| | |
Makile phone Personal ermail

| 453674 I |
Cther phione Cther email

| | |
Gmail Id DCS Id

| I |
Prirmary phone Group

| Mahile v Outiook

| save || Cancel |
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Directories: Adding A Personal Contacts Group

To delete a contact from the Outlook group:

1. Click Delete @

2. In the Confirm dialog box, click Yes to remove a contact from the list.
Confirm

Are you sure you want to delete this contact?
i~ .
® The contact will also be removed from any
personal groups that it belongs to.

Yes || No

Note: All the aforementioned changes made to the contacts in the Outlook group will be overwritten during
resynchronization from Microsoft® Outlook® to the one-X Portal for IP Office.

6.10 Emailing a Contact

Contacts in your Personal and External directories can include email addresses. You can click these in order to email
the contact.

1.Using the G Directory gadget on the Main tab, locate the name that you require in the directory.

2.To filter the names shown, start entering a name or number in the text box at the top of the tab. As you enter a name,
directory contacts that do not match are hidden from the view.

3.Hover the cursor over the contact and click on the @ details icon.

View contact details
Hame
Brad
Waork phone VWork email
AQ2 bradi@example.com
Mokbile phone Perzonal email
1550 brad@brad.com
Other phone Other email
401
Primary phone Group

Cancel

4. Click on the email address that you want to use. Some contacts can have more than one email address from which you
can select.

5.A new email will be started using the computer's default email application, with the selected email address in the To
field.

6.11 Instant Messaging a Contact

one-X Portal for IP Office allows you to have instant message chat sessions with other users currently using one-X Portal

for IP Office. You can recognize them by the green "} icon in the directory. You can use an instant message session
even when on a call to the same user that you are messaging.

If you do not want other users to be able to start chat sessions with you while you are using one-X Portal for IP Office,
set your presence status! 14" to Offline.

1. Locate the other one-X Portal for IP Office user in your B Directory gadget.
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2. With your cursor hovering over the contact, a E chat icon indicates that they are available to be chatted with. Click
on the chat icon to open a chat window.

3. The instant message popup window will appear in your one-X Portal for IP Office and in the other user's one-X Portal
for IP Office.

M

Call

Extnd01(401): Do youwantto join the consultation
call.

Extnd02(402); Yes. When?
Extnd01{401): Mow!

Extnd02(402); Ckay. Let me finish this call. 3 mins
max.

4. You can start typing your messages and they can reply.

5. You can start instant messaging session with other one-X Portal for IP Office users at the same time. Each will appear
in a separate popup.
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Profiles:

7. Profiles

one-X Portal for IP Office allows you to create profiles which contain a set of telephone system settings. By selecting
which of your saved profiles is active, you apply that set of settings to the telephone system. Thus using profiles you are
able to easily control where your calls are directed and how they are treated.

By default you have 3 profiles, called Office, Mobile and Home. You can edit these profiles but you cannot delete them.
However you can also add 4 more profiles which you can edit and delete. A special profile call Detected |82 also
appears. It is displayed when your current telephone system settings don't match any of your profiles.

Profile Settings

Call Pickup/& e Call Pickup on/off.
Mobility[ 83 e Default Deskphonel 8

o Forward calls.[8

e Mobile Twinning.[8®

o Telecommuter.[8#

Voicemail [ 85Y o Voicemail on/off.

e Voicemail Ringback on/off.

e Voicemail Outcalling on/off.

e Listen on your phone/Listen on your PC.

e Select which voicemail greeting to use.

Example

Using a set of profiles, you can quickly switch between different forwarding locations and different calls received. For
example, you could configure a set of profiles as follows:

Mame Description
Office At Deskphone, WM ON, Call Pickup ON

m
[=9
|

Mobie Mobile Twinned at: 1234586, WM ON, Call Pickup ON

m
[=9
|

00@%
&

Home Forwarded to:5123458, WM ON, Call Pickup OFF

Add a new profile definition

This user has configured the profiles to work as follows:

e The Office profile is set to send calls to the user's desk extension. Voicemail is on if calls ring unanswered and so
is call pickup to allow other one-X Portal for IP Office users to pickup calls.

e The Mobile profile is set to use mobile twinning to ring at both the user's desk extension and at another number.
Voicemail and call pickup are also still on.

e The Home profile is set to forward calls to an external number. Voicemail is on but call pickup is off.

Create and Use Profiles

o Use the 'Detected' Profile[ 82 e Select an Active Profilel8® o Edit a Profile[ 8%
o Add a New Profile[ 82 o Configure the Profile 83
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7.1 The Detected Profile

If your settings on the telephone system do not match any of your profiles, one-X Portal for IP Office will show you as
being set to a profile called Detected. This profile will contain your current settings read from the phone system.

Mame Description Active
Detected g’lc:Eeskphnne, WM OFF, Ringback OM, Email OFF, Call Pickup @ View
Office E;ﬂ?.;l:?nggg at (96775625, Vi ON, Ringback OM, Email OFF, O Edit
Wokile g’lf::?eskphune, Wil Ok, Ringback O, Email OFF, Call Pickup O Edit
Home g’lf::?eskphune, Wi Ok, Ringback OM, Email OFF, Call Pickup O Edit

Add a newy profile defintion

The Detected profile can reappear even after you have selected an active profile. When you select a profile to be active,
that profile's settings are applied to your settings on the telephone system. However many of those settings can also be
changed using other methods such as dialing short codes. If you do that, your telephone system settings no longer
match your profile and so you are changed back to the Detected profile.

Changing Voicemail Settings Using Other Interfaces

one-X Portal for IP Office loads your voicemail settings when you login. If you then change your voicemail settings using
another method, such as through your phone, the details held by one-X Portal for IP Office can be incorrect. If you make
voicemail setting changes through a method other than one-X Portal for IP Office, you should log out of one-X Portal for
IP Office and log in again.

7.2 Selecting Your Profile

Your currently active profile is shown in the status line[ 14 at the top-right of the one-X Portal for IP Office screen.
1.In the Configure tab select Profiles. The list of profiles appears.
2.1In the list of profiles, select the profile that you want the phone to use.

Note: When you select or edit an active profile, there is a small delay while the profile settings are applied to your

settings on the telephone system. An indicates that the profile changes have not yet been fully
applied by the telephone system. A indicates that the active profile changes have now been fully
applied.

7.3 Editing a Profile

You can edit the default profiles and the profiles that you created.

To edit a profile do the following:

1.In the Configure tab select Profiles. The list of profiles appears.

2.1In the list of profiles, click Edit next to the profile that you want to edit.
3. Select the different settings that are available to use within your profiles.

4.When you have set the profile as required, click OK.

5.Click Save.

Note: When you select or edit an active profile, there is a small delay while the profile settings are applied to your
settings on the telephone system. An indicates that the profile changes have not yet been fully
applied by the telephone system. A indicates that the active profile changes have now been fully
applied.

7.4 Adding a Profile

In addition to the three default profiles, you can add four more.

1.In the Configure tab select Profiles. The list of profiles appears.
2.Click Add a new profile definition.

3.Enter a name for the profile.

4.Select the different settings that are available to use within your profiles.
5. After you have set the profile as required, click on OK.

6.Click Save.

Note: You cannot delete the default profiles you can only edit them. However, you can edit and delete the additional
profiles that you created.
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7.5 Profile Settings

This section summarizes the various different settings that are part of a profile.

Profile Settings

Call Pickup/8&" e Call Pickup on/off.
Mobility[ 83 o Default Deskphonel 83y

o Forward calls.[8

e Mobile Twinning.[8®

o Telecommuter.[8#

Voicemaill 85} e Voicemail on/off.

e Voicemail Ringback on/off.

e Voicemail Outcalling on/off.

e Listen on your phone/Listen on your PC.

e Select which voicemail greeting to use.

7.5.1 Call Pickup

This option allows you to set whether other one-X Portal for IP Office users to be able to pickup your calls[ 3% when this
profile is your active profile.

W Call Pickup
|:| Enable

In other one-X Portal for IP Office users' B Directory gadget, your contact will indicate when you have calls waiting to
be answered and allow them to pickup the call.

L, & o b F a2 2]

Call Pickup
1550

7.5.2 Mobility - Use Default Deskphone

In this mode, your calls simply ring at the IP Office extension which you are using. This mode has no additional mobility
settings.

¥ Mobiity

AhSEAEL Ise Default Deskphone B

7.5.3 Mobility - Forward

In this mode, you can have your calls forwarded to another number that you set. The calls can either be forwarded
without ringing at the extension you are using or only after having first rung unanswered at that extension.

Normally only your incoming external calls are forwarded. Internal and groups calls are only forwarded if configured
elsewhere by your system administrator or using controls on your phone.

W Mobiity

Made| Forward KMaobileTwinning  Telecommuter [
Forward Unconditions
Forward On Mo Answer [ ]

Forward Mumber 9555123456

These options control when your calls are forwarded while the profile is active:

e Forward Unconditional
If this option is selected, the calls are forwarded immediately without ringing at your IP Office extension. This
function is also called 'send all calls' or 'forward all'.
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e Forward On No Answer
If this option is selected, calls are only forwarded if you phone is busy or if the call has rung unanswered for a
period of time.

e Forward Number
This sets the number to which you want your calls to be forwarded. You can enter an internal or external number.
Remember to add any external dialing prefix used by your phone system if the number is external.

e You can also use your IP Office phones menus to select your forwarding settings. If those settings differ from the
one set in your profile, the one-X Portal for IP Office will change your profile to Detected.

7.5.4 Mobility - Mobile Twinning

Mobile twinning allows your incoming calls to ring at both your IP Office extension and at another number that you have
entered. The option to use Mobile Twinning is not available to all users.

¥ Mobility

Mode| Forward MaohkileTwinning Telecommuter »
Forward Unconditional [
Forward On Mo Answer [ ]
Enable MobileTwinning
Mumber 955567590

e Enable Mobile Twinning
Selecting this option switches the use of mobile twinning for calls on and displays the current twinning number. It

also enables the twinned call buttons in your Calls gadget. You can use those buttons to transfer twinned calls[ 484
between your normal extension and your twinning number and vice versa.

¢ Number
This sets the number to which your twinned calls will be sent in addition to ringing at your desk extension.

7.5.5 Mobility - Telecommuter Mode

Telecommuter mode allows you to make and receive calls using a phone at a remote location with all calls being started
by and going via the telephone system. It requires you to also have a data connection from that location over which you
can connect a web browser to your company's one-X Portal for IP Office server. This mode is not available to all users.

e You make calls using one-X Portal for IP Office to dial the number. The phone system will make a call to your
configured telecommute number and when answered it will then make a call to the number dialed as if it had been
dialed from your normal internal extension. The numbers that you can call will still be subject to your normal
dialing restrictions if any.

e Incoming calls to your normal extension are redirected to the telecommute number and accompanying call details
are displayed in one-X Portal for IP Office.

¢ While telecommute mode is selected, you are logged out of your normal phone extension. When you end
telecommute mode, your extension number is returned back to your normal phone extension if you have one and
it is not in use by another hot deskingl 18" user. If you don't have a normal extension or it is not available, you are
treated as being logged off from the phone system and your calls will go to voicemail if available or receive busy.

e The phone at the telecommute number location is assumed to be a single line phone. If call waiting is enabled in
your IP Office configuration it can be used for a single additional call when an existing call via the IP Office is
connected.

W Mobiity
Mode| Forward MobileTwinning . Telecommuter |+
Forward Unconditional [
Forward On Mo Answer [
Enable MobieTwinning [ ]
Enable Telecommuter

MWumber 95551267448
Make 8 Test Ca Fi
Haoid the Ling

Enable Telecommuter

Selecting this option switches the use of telecommuter mode on and displays the current telecommute settings.

Number

Using one-X Portal for IP Office Page 84
IP Office 8.0 15-601131 Issue 05a (Friday, December 09, 2011)



Profiles: Profile Settings

Enter the telecommute number to which you want calls to your directed. This must be a number that can be dialed
directly from the phone system.

Make a Test Call

If selected, when you make this profile active, the telephone system will make a call to the telecommute number. Note
that if you log in to one-X Portal for IP Office with this profile already active no test call is made.

Hold the Line

This setting controls how you use the connection from the phone system to the telecommute number.

If Not Selected

In this mode, the phone system only calls the telecommute humber when required, that is when making or receiving a
call for you. For example, when you make a call using one-X Portal for IP Office, the phone system will call the
telecommute number and only when answered will it connect and make a call to the number you dialed in one-X Portal
for IP Office. You can end the call through either using one-X Portal for IP Office or simply replacing the handset.

e In this mode, it is possible for the telecommute number to also receive and make non-telecommute calls. You can
recognize telecommute calls as they will be displayed in one-X Portal for IP Office.

e Calls will not succeed if the phone system detects that the wrong type of trunk is being used (analog loop start or
analog loop start emulation).

e Page calls are not redirected to the telecommute number. Intercom and dial direct calls are redirected but as
normal calls.

If Selected

In this mode, once you make the profile active, the phone system will make a call to the telecommute number. When you
answer you should leave the connection open (off-hook). You should then use one-X Portal for IP Office to make, answer
and control calls without replacing the handset between calls.

e This option should be used whenever analog loop start trunks or analog loop start emulation trunks are involved or
you suspect they are involved. This includes cellular phones connected to cellular gateways on analog trunks.

¢ In this mode, if the continuous call is ended while there are parked or held calls, whether a new call is established
when using one-X Portal for IP Office to unhold Or unpark the calls do not always work.

7.5.6 Voicemail

The following profile settings can be used to alter your voicemail operation. Note that some option can only be used if
your voicemail server is a Voicemail Pro system, they are disabled if your system uses embedded voicemail.

¥ VVoicemai
Active Greeting AtHome w
Woicemsil

Voicemail Ringback  []
“oicemail Outcalling

Listen to messages on {:} Browser @ Phone

Active Greeting (Voicemail Pro only)

If your voicemail is provided by Voicemail Pro, your mailbox can include up to 9 greetings that you have recorded /93,
Within each of your one-X Portal for IP Office profiles, you can use the Active Greeting setting to select which greeting
should be used for your mailbox when the profile is active.

Voicemail
This setting controls whether voicemail is used to take voicemail messages when you cannot answer calls.
Voicemail Ringback

When on, if you have any new voicemail messages, when you next use your phone extension, after that call the
voicemail server will call you to alert you to the messages.

Voicemail Outcalling (Voicemail Pro only)

If you have outcalling configured for your voicemail mailbox, you can use this profile setting to switch the use of
outcalling on or off.

Listen to messages on

This setting allows you to select whether when using the Messages gadget, one-X Portal for IP Office should
playback your messages to your phone or to your browser.

e If using Internet Explorer, check that the option Play sound in webpages is enabled (Tools | Internet Options
| Advanced | Multimedia).
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e A handset t- icon is shown on your messages gadget when you are set for playback to your phone.

e A headset (} icon is shown on your messages gadget when you are set for playback to your browser. Playback to
your browser is only supported for Voicemail Pro.

Changing Voicemail Settings Using Other Interfaces

one-X Portal for IP Office loads your voicemail settings when you login. If you then change your voicemail settings using
another method, such as through your phone, the details held by one-X Portal for IP Office can be incorrect. If you make
voicemail setting changes through a method other than one-X Portal for IP Office, you should log out of one-X Portal for
IP Office and log in again.
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8. Voicemail

If your telephone system has an Avaya voicemail server attached, you can check the messages in your voicemail mailbox
using the Messages gadget.

Messages {2 new) (=)

K. Phnneﬂ Enter narme or nurmber

State Fram Time Lencth
e 301 §301) 15-Mar 12:15pm 0=
= 311 05-Feb 0Z:41pm 13s
49 311 05-Feb 02:23pm s
1 311 2z-Jan 12:30pm s
= 31 21-lan 07:10pm 11s
-3 313 21-lan 07;07pm 5
40 313 21-Jan 10:48pm 465
= 313 21-Jan 11:30pm 16s
39 Ext211 (211) 20-Jan 11:25am 304

Access and Use Voicemail

. ’E_nggble/Disable Voicemail screening |e Check Voicemail messages/ o™ o Call someone who left a message[ 92
8
e Add a Voicemail caller to my e Change my Voicemail Mailbox Code
e Switch between Phone and PC Directory| 98 [o3y
playback/ ey

e Select Mailbox Greetings/ 9%

o Record Mailbox Greetings! 93}

Changing Voicemail Settings Using Other Interfaces

one-X Portal for IP Office loads your voicemail settings when you login. If you then change your voicemail settings using
another method, such as through your phone, the details held by one-X Portal for IP Office can be incorrect. If you make
voicemail setting changes through a method other than one-X Portal for IP Office, you should log out of one-X Portal for
IP Office and log in again.

8.1 Voicemail screening

You use the one-X Portal for IP Office interface to control the desk phone in order to screen calls. You can enable or
disable voicemail screening through the one-X Portal for IP Office interface.

By default, the voicemail screening option is disabled.

To enable the voicemail screening option:

1.In the one-X Portal for IP Office interface, click on Configure > Voicemail.
2.In the Voicemail tab, go to Voicemail Screening Configuration.

3.Check Enable voicemail pickup/listen.
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Profiles Telephony DMD Exceptions Voicemail Desktop Integration IM/Prasence

Save

Voicemail Passcode

Configure your voicemail access passcode for use when dialing into voicemail to retrieve your messages.
Passcode

Confirm Passcode

Note: Cnly numbers are allowed. Voicemail Code should not have repeated numbers, consecutive numbers and it should not be same as the extension
numkber.

Edit Personalized Greetings

Set up and configure your personalized greetings.

1 b e =2 X
2 b| e =@ x
3 b| e =@ X
4 P e H X
5 P e =2 x
6 b e 2 X
7 b e H X
8 b| e =@ X
g P e = X

Voicemail Screening Configuration

Use voicemail screening to enable voicemail pickup/listen
Enakle voicemail pickup/listen

Now, if you are currently on a call and receive another incoming call, then the second call will be screened. The second
call will go to your voicemail. You have the option to /isten to the voicemail message or to pickup the call in an active
state. Through the Call gadget interface, you can change from listen only mode to a two way conversation with the
pickup option. If you choose to ignore, then the voicemail notification will be removed or not displayed in the Call
gadget interface. The Listen, Pickup or Ignore options will be displayed to the top right corner of the Call gadget
interface.

=4 Calls (=]

Qo nl” |Entername or number B | More...
1 _| 2 3 4
Drap (e | | asil Extn106 =
Extn105(105) EASRT- J
Hald
Recard 00:00:03
hiite
Conference
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For example, Extn 106 is currently on a call with Extn 104. Now, if Extn 105 calls Extn 106, then the call goes on to the
voicemail of Extn 106. Extn 106 will receive a message in progress notification in the Calls gadget.

e Listen: Clicking this option allows the voicemail message left by Extn 105 to be played on the desk phone of Extn
106.

e Pickup: Clicking this option establishes a call between Extn 105 and Extn 106.

e Ignore: Clicking this option removes the voicemail notification left by Extn 105 from Call gadget interface of Extn
106.

8.2 Checking Voicemail Messages

Your messages can be viewed and accessed using the Messages gadget.

1.0n the Main tab, the Messages gadget displays the voicemail messages in your mailbox.

Messages {2 new) (=)
L F‘hl:une Enter narme or number
[] state | From Time: Length
e 301301 15-Mar 12:15pm 0s
i 311 05-Feb 02:41pm 13s
f=id 311 05-Feb 02:23pm 8s
= 311 22-Jan 12:30pm 8s
A 513 #1-Jan 07:10pm 11s
f=3d 313 21-lan 07:07pmm 65
F=d 313 21-Jan 10:48pm 46s
=9 313 21-Jan 11:30pm 165
f=% Ext211 {211) 20-Jan 11:25am 30d

w8 8 & s
2.You can click on a column header to sort the messages using that column.

3.You can use the Search box at the top to filter the messages displayed to matching From value names or numbers.
4.To call the number associated with the message, click on the underlined From details.

5.You can click on the check boxes to select a message or messages and then:

. m Save

Mark the messages as saved. The messages' icon (see below) changes to a computer disk H icon.

. Delete

Delete the messages.

4

¢ L7 Play the message

While it is playing you can use the other controls below. This only works for a single selected message. You can also
select the message to play by clicking on the (=44, (=ifor = message icon.

. 8 Stop
. Y Pause
. -1- Skip Forwards
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H

. Skip Backwards

. \- This icon indicates that your current profile[ 8™ is set to playback messages to your phone extension.

. 0 This icon indicates that your current profile[ 8™ is set to playback messages through your PC.

Message Icons

o =11 Unread message

« i=i% Read message
Note that by default, a read message is permanently deleted from the mailbox after 30 days unless changed to a
saved message.

. H Saved message
Setting a message as saved stops it being automatically deleted after a period of time.

. o Priority message

This icon is added the message icon to indicate that the caller has set the message as a priority message.

. Private message

This icon is added to the message icons above to indicate that the caller has set the messages as a private
message. Private messages cannot be forwarded to another voicemail mailbox.

8.3 Call Someone Who Left a Message

You can make a return call to someone who has left you a voicemail message.

1. Using the Messages gadget on the Main tab, locate the message from the person that you want to callback.

2. Click on the name or number details of the caller to make a return call.

Messages (2 new)

=

[T] =tate
=
=
(=T
fd
=
=
bd
(=
=D

From

301 {301)
311
311
311
313
313
313
313

Extz11 {211}

Time:

15-Mar 12:15pm
05-Febh 02:41pm
05-Feb 02 23pm
22-lan 12:30prm
z21-lan O7:10pm
21-dan 0707 prn
z21-dan 10:48pm
21-lan 11:30pm

20-dan 11:25am

, a a a -

\_ F‘hl:une Enter narme ar numkber

Length
0s

13s
gs
gs
11s
65
46
165

30d

=a
e The progress of the call is displayed on a tab in the ZE5 calls gadget.

8.4 Switching Between Phone and PC Playback

You can have the Messages gadget playback your messages to your phone or to your computer. The setting used is
part of your currently active profiles/ 8™ voicemail options.
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Voicemail: Adding a Caller to Your Personal Directory

8.5 Adding a Caller to Your Personal Directory

You can add the details of a caller who left you a voicemail message to your Personal directory.

1.Click on Main.
2.View the Messages gadget.

3.Click the add & icon in the message details.
e Type the details of the contact in the Add New Contact window.

o If the Work phone setting matches the extension number of a telephone system user, the directory contact
displays the user statusl 69 of the user. This applies even if another number is currently selected as the Primary
phone/16%,

e You can use the Group list to select which of your personal contacts tabs/ 75 the contact should appear on.

e You can add the gmail address and the Office Communications Server (OCS) address of the contact. After you add
the addresses you can start an emaill 77 or initiate a chat from the one-X Portal for IP Office directory.

e When finished, click Save.
8.6 Changing Your Voicemail Code
Using the Messages gadget you can access your voicemail messages/ 9™ without needing any special code as you

have logged into one-X Portal for IP Office using a name and password. However when accessing your voicemail mailbox
by other methods, such as through the phone, you can have access protected by a voicemail passcode.

You can use one-X Portal for IP Office to set and change your voicemail code.

1.In the Configure tab, select Voicemail. The Voicemail Passcode section appears.
2.Enter the new code that you want to use and confirm the code.

The voicemail code is always a numerical code.

3.Click Save.

Changing Voicemail Settings Using Other Interfaces

one-X Portal for IP Office loads your voicemail settings when you login. If you then change your voicemail settings using
another method, such as through your phone, the details held by one-X Portal for IP Office can be incorrect. If you make
voicemail setting changes through a method other than one-X Portal for IP Office, you should log out of one-X Portal for
IP Office and log in again.

8.7 Recording Voicemail Greetings

You can use one-X Portal for IP Office to record up to 9 greeting files for use with your voicemail mailbox. You can then
use the Active Greeting[ 8" setting within your profiles to select which of the greetings should be used by each profile.

Voicemail Pro Only

This option is only supported if your system uses a Voicemail Pro voicemail server. It is not supported if your telephone
system uses embedded voicemail.

Changing Voicemail Settings Using Other Interfaces

one-X Portal for IP Office loads your voicemail settings when you login. If you then change your voicemail settings using
another method, such as through your phone, the details held by one-X Portal for IP Office can be incorrect. If you make
voicemail setting changes through a method other than one-X Portal for IP Office, you should log out of one-X Portal for
IP Office and log in again.

1.In the Configure tab, select Voicemail.
2.Click Edit Personalized Greetings. A call is made to your extension.

3.In the name field enter a name for the greeting.

4.Use the ® Record icon to start recording and the = Stop icon to finish recording.

5.After a greeting has been uploaded you can use the i Play and ] Stop icons to playback the greeting. You can also
delete the file by clicking on ¥ delete.

6.To save the recording click on the H save icon. You will hear a tone when the file has been saved.

8.8 Select Your Voicemail Greeting

If your voicemail is provided by Voicemail Pro, your mailbox can include up to 9 greetings that you have recorded! 93",
Within each of your one-X Portal for IP Office profiles/ 8™, you can use the Active Greeting setting to select which
greeting should be used for your mailbox when that profile is active.
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Voicemail Pro Only

This option is only supported if your system uses a Voicemail Pro voicemail server. It is not supported if your telephone
system uses embedded voicemail.
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MyBuddy:

9. MyBuddy

MyBuddy is an interactive feature of one-X Portal for IP Office that acts as a virtual assistant and responds to the
commands that you type.

MyBuddy works in conjunction with any XMPP-based messaging client. MyBuddy can be used on a PC, Tablet, or
Smartphone where one-X Portal for IP Office is not running. For example, with Google federation, a user can add
mybuddy@<domain> as a Google Talk contact or friend on such devices.

You can use MyBuddy to perform a range of functions such as conference calls, receive notifications when callers are
leaving messages in your voicemail inbox, send commands through MyBuddy to either listen to or intercept the message
while the caller is leaving it.

To access MyBuddy:
1. In the Directory gadget, click System tab.

2. Click the Avaya m icon. The system displays the MyBuddy window.

Use MyBuddy

o Use the Help command/ 9™ o Get Notifications! 97 e Manage calls[ 97

o Follow another user[9 e Control a conference/108

9.1 Help command

In MyBuddy chat window when you type help the system displays a list of commands for which help is available.

To get more information about the parameters that can be used with each command, type help followed by a command
- for example, help call. MyBuddy displays a list of parameters relevant to the command and an overview of how the
command works.

9.2 Notifications

MyBuddy notifies you of the voicemail and conference events when your IM client is open.

Note: MyBuddy notifies you of the events only if you have configured the IM/Presence status to notify you about the
events. For more information about configuring the IM/Presence status see IM/Presence[105,

Conference events are purely informational. The command @conf is used in the context of chat room only. For
example, if a user types @conf in the IM and sends it to you, MyBuddy informs you that you have been invited to a
conference call. If you are the Conference Manager[168), then MyBuddy informs you of the arrival and departure of the
participant during the call.

Voicemail events: You can listen to the voicemail messages when you receive a message and you can also intercept the
caller and pick up the call when a caller is leaving a voicemail message.

To listen to the voicemail messages:

1. In the MyBuddy conversation window, type listen.

2. Press Enter.

The phone that is configured to your one-X Portal for IP Office rings.
3. Answer the phone and listen to the voicemail message.

If you choose to pickup the call when a caller is leaving a voicemail message, the system does not forward the message
to your mail box and initiates a call between you and the caller.

To pickup the call:

1. In the MyBuddy conversation window, type pickup.

2. Press Enter.

The phone that is configured to your one-X Portal for IP Office rings.

3. Answer the phone and listen to the voicemail message.

9.3 Call management

MyBuddy supports call management commands. You can track a missed call, find a contact, set the call location, initiate a
phone call, and record a call.

Tracking a missed call

You can track missed calls or calls that are transferred to the voicemail in your absence. The system displays a list of
missed calls, the caller, time of the call, and presence status of the caller.

To track missed calls:
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1.In the MyBuddy conversation window, type missed.

a. For example, type missed 2, to track the missed calls for the past 2 days
2. Press Enter.

Finding a contact

You can look for a contact in the IP Office directory list with the first or last name. If the contact is in the directory list,
the system displays the first or last name, contact number or extension, and the presence status of the contact.

To find a contact:

1. In the MyBuddy conversation window, type find followed by the name
a. For example, if you want to find John, type find John

2. Press Enter.

Setting the call location

You can specify your location. The system initially calls your location and then connects the call to the specified number.
The at command only sets a default number for calls initiated by MyBuddy. It does not affect the routing of incoming calls
or affects how calls outside of MyBuddy are initiated.

To set the call location:

1. In the MyBuddy conversation window, type at followed by the number or location.

a. For example, type at home, if you are working from home.

2. Press Enter.

The system responds with the message: The call, conference, listen and pickup commands will call you at home.
Initiating a phone call

To initiate a phone call:

1. In the MyBuddy conversation window, type call "number or name” from “number or name.”

a. For example, type call 800-555-0100 from 800-555-0101

2. Press Enter.

The system initiates a phone call to 800-555-0101 and then transfers the call to specified number, that is,
800-555-0100.

Through the call command, the call will be initiated from the number or location that was set via the at command.
Recording a phone call

You can record and stop recording your phone calls. By default, the system saves the recording in your mailbox.
To record a phone call:

1. In the MyBuddy conversation window, type record.

2. Press Enter.

To stop recording a phone call:

1. In the MyBuddy conversation window, type stop.

2. Press Enter.

9.3.1 Storing home and mobile numbers

You can set your home and mobile phone numbers on the one-X Portal for IP Office.

For example, when you are at home, type at home in the MyBuddy window. The system responds with the message: The
call, conference, listen and pickup commands will call you at home.

Now, you can call a contact from home. In the MyBuddy Window, type the specified name or contact number. The system
initially calls your home number and then connects the call to the specified number.

The home and mobile phone numbers are stored in the Personal Numbers section.
To store home and mobile phone numbers:

1. Click Configure > Telephony tab.
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@ ofiice | ©@meE>< Portal for IP Office 1) Extn315(315) |

Lfiles- DD Exceptions Soicemail Desktop Integration IM/Presence

— Keyboard Shortcuts — Park Slots
Defing which key presses 1o be use for common actions. Customize your park zlot labels .
nswer| CTRL+ALT+A | 1 |
cal  |[CTRL+ALT+C | 2 |
Hold  |CTRL+ALT+H | 3 |
Drop | CTRL+ALT+D | 4 |

— Conference Bridge Mumber

Erter your awn perzonal conference bridg

0

— Sound Configuration

Use sound notifications ta annaunce
Enahble sound notifications

2. In the Personal Numbers section, enter the number in the home and mobile phone number fields.
By default, both the fields are blank. If you do not want to list your number, you have an option to leave the fields blank.
3. Click Save.

Note: User has to add a dialling prefix to the home and mobile phone numbers. For example, dialing prefix 9.

9.4 Following another user

You can follow another one-X Portal user in one-X Portal for IP Office using the MyBuddy window.

In the MyBuddy window, type follow to get a list of contacts you are currently following. The system sends a notification
whenever the availability of the followed contact improves. Availability is influenced by the presence, phone status and
calendar status of the followed contact.

The system sends you a notification whenever the contact:

e Concludes a meeting or an appointment

e Disconnects an ongoing phone call

e Changes the presence from Away, DND, or Offline to Available.

Note: If the contact that you are following does not choose to publish the calendar or telephony presence information,
then the system does not send you any notification.

To follow a contact:

1. In the MyBuddy conversation window, type follow followed by a name or extension number.
a. For example, follow John

2. Press Enter.

Whenever the availability of John improves, the system send you a notification.

To unfollow a contact:

1. In the MyBuddy conversation window, type unfollow followed by a name or extension number.

a. For example, unfollow John
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2. Press Enter.
Now, even if the availability of John improves, the system does not send you any notification.

9.5 Controlling a conference

You can initiate a Meet Me conferencel16% and control the actions of each of the participants in the conference.

As each participant enters your conference, the system displays the participant entry IMs and the participant number.
For example, if John Smith joins the conference, the system displays:

(11:00:01) MyBuddy: John Smith (200) entered your conference as participant [1] Thursday, July 14, 2011 11:00 AM
The system assigns a participant number to each participant - in square brackets.

Initiating a conference

To initiate a conference on a:

e Cell phone, type conference cell

e Home number, type conference home

e Phone number, type conference <phone number>.

Refer to Storing home and mobile numbers| 98" for instructions on setting your home and cell phone numbers on the one-
X Portal for IP Office.

To initiate and join a conference:

1. In the MyBuddy conversation window, type conference followed by cell, work, home or phone number.
2. Press Enter.

The system initiates a call and adds you to the conference when you answer the call.

Through the conference command, the conference will be initiated from the number or location that was set via the at
command.

Note: The call fails if the external number and the one-X Portal for IP Office use a trunk without answer supervision.
Using mute, unmute or disconnecting a participant

To mute a participant in a conference call:

1. In the MyBuddy conversation window, type mute followed by the participant number.

For example, if there are 4 participants in your conference. To mute participant number 3, type mute 3.

2. Press Enter.

Participant number 3 is muted.

To unmute a participant in a conference call:

1. In the MyBuddy conversation window, type unmute followed by the participant number.

For example, if there are 4 participants in your conference and participant number 3 is on mute. To unmute participant
number 3, type ummute 3.

2. Press Enter.

Participant number 3 is unmuted.

To disconnect a participant in a conference call:

1. In MyBuddy conversation window, type disconnect followed by the participant number.

For example, there are 4 participants in your conference. To disconnect participant number 3 from the conference call,
type disconnect 3.

2. Press Enter.

Participant number 3 is disconnected.

Using mute all, unmute all or disconnect all participants

To mute all participants in a conference call:

1. In the MyBuddy conversation window, type mute all.

2. Press Enter.

Now, if there are 4 participants in your conference, all the 4 participants will be muted.

To unmute all participants in a conference call:
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1. In the MyBuddy conversation window, type unmute all.

2. Press Enter.

Now, if there are 4 participants in your conference who were on mute, then all the 4 participants will be unmuted.
To disconnect all participants in a conference call:

1. In MyBuddy conversation window, type disconnect all.

2. Press Enter.

Now, if there are 4 participants in your conference, then all the 4 participants will be disconnected.

Note: The mute all, unmute all, or disconnect all functionality acts on all participants in a conference, except the
conference owner.

Locking and unlocking a participant from the conference

You can also lock the conference to restrict other participants from joining in. To include new participants, you can unlock
the conference.

To lock a conference call:

1. In the MyBuddy conversation window, type /ock.

2. Press Enter.

You can restrict new callers from joining the conference call.
To unlock a conference call:

1. In the MyBuddy conversation window, type unlock.

2. Press Enter.

You can grant new callers access to the conference call.

You can view a list of participants in the conference call. The system displays the calling name or number and the
participant number. The system also displays who is currently speaking.

To view participants in a conference call:
1. In the MyBuddy conversation window, type who.

2. Press Enter.
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10. Configuration

The Configure tab is used to setup and control a range of one-X Portal for IP Office settings. The Save buttons are
grayed out until you make changes that require saving (not all changes do). Changes requiring a save are also indicated
by a * in the Configure tab label.

Configure my one-X Portal for IP Office

e Change My Keyboard Shortcuts[10%7 |e Configure Park Slots[10% o Enable Sounds[10%
o Configure IM/Presencel105 e Set Do Not Disturb Exceptions[10"  |e Configure the World Clock[10%

e Select my Language[108)

10.1 Keyboard Shortcuts

You can use the following default keyboard short cuts within one-X Portal for IP Office. You can also change them if
required.

e Answer a Call: Ctrl+AIt+A

e Make a Call: Ctrl+Alt+C

¢ Hold the Current Call: Ctrl+Alt+H

e Drop the Current Call: Ctri+Alt+D

Changing Your Keyboard Shortcuts
You can change the keyboard shortcuts to your own selection of keys.

e IMPORTANT
Your web browser's own keyboard shortcuts take priority over those useable with one-X Portal for IP Office. For
example, attempting to enter Ctrl+Q will probably cause your web browser to close. Consult your web browser
help for details of the keyboard shortcuts that it uses.

1. In the Configure tab select Telephony.
2. In the Keyboard Shortcuts section, click the shortcut that you want to change.

3. Press the key or key combination that you want to use as your shortcut. If the key or key combination is available to
be used, the key string will be added.

4. Click Save.

10.2 Park Slots

one-X Portal for IP Office provides four park slot buttons. You can configure the phone system park slots to the buttons.
If the numbers or names you use match those used by other users, you can view the calls that are parked in those park
slots by others. You can use the buttons to unpark those calls. Similarly other users can view and unpark calls that you
park.

1. In the Configure tab select Telephony.

2. In the Park Slots section enter the park slot number or name of the park slot. By default the park slots are named
from 1 to 4.

Note: Ensure that the name of the park slot does not exceed nine characters. The name of the park slot can be alpha
numeric and include special characters.

3. Click Save.

10.3 Sound Configuration

If your computer and browser are configured for audio, one-X Portal for IP Office can provide sounds to indicate events
such as a call ringing or new voicemail message. This requires the browser to support a media player such as Windows

Media Player!!] or Quick Time.

o If using Internet Explorer, check that the option Play sound in webpages is enabled (Tools | Internet Options
| Advanced | Multimedia).
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Configuration: Sound Configuration

10.3.1 Proxy Server Exceptions

The playback of voicemail messages on your computer requires the IP address of the voicemail server to be entered into
your browsers list of proxy server exceptions.

o Internet Explorer
Select Tools | Internet Options | Connections | LAN settings | Advanced. Enter the IP address of the
voicemail server in the Exceptions list.

e Google Chrome
Click on the customize icon and select Options. Select Under the Hood and click on Change proxy settings.
Select Connections | LAN settings | Advanced. Enter the IP address of the voicemail server in the Exceptions
list.

¢ Firefox
Select Tools | Options | Network | Setting | Manual proxy configuration. Enter the IP address of the
voicemail server in the No proxy for list.

10.3.2 Implementing audio branding

one-X Portal for IP Office supports a sound logo feature. When you log in to the one-X Portal for IP Office, the system
plays the Avaya brand name.

To configure the sound option:

1. In the Configure tab, select Telephony.
2. Select Enable sound notifications.

3. Click Save.

The next time, you log into the one-X Portal for IP Office, the Avaya sound logo greets you.

10.4 IM/Presence

You can configure your IM/Presence in one-X Portal for IP Office.
1. Click the IM/Presence, in the Configure tab.

2. Set the various options such as Send conference entry IM, Send conference exit IM, Voice message begin IM,
Voice message end IM, Alternate IM ID, Advertise on call status(10%, and Advertise calendar status.

Note: You can set the Advertise on call status and Advertize calendar status to reflect the Message Only,
Presence and Message, or None.

3. After making the the changes click Save.

Field Options Description

IM/Presence Send conference MyBuddy sends an IM to you when someone joins your MeetMe conference.
entry IM
Send conference MyBuddy sends an IM to you when someone leaves your Meet Me
exit IM conference.
Voice message MyBuddy sends an IM to you when someone begins to leave a message in
begin IM your voice mailbox.

Voice message end |MyBuddy sends an IM to you after someone leaves a message in your voice
IM mailbox.

Alternate IM ID MyBuddy sends the notifications about your Send conference entry IM,
Send conference exit IM, Voice message begin IM, and Voice
message end IM to the alternate IM ID that you set in this field. If IM
server to server federation has been set up then this ID could be an
external ID such as a Google Talk ID. In this way, you can get a notification
on your google talk client. Notifications to the Alternate IM ID are in addition
to notifications to MyBuddy via the one-X Portal for IP Office.

After defining the alternate IM ID, the Google Talk user has to add or invite
MyBuddy to the Google Talk friends or buddy list.

That is, on Google Talk client the user has to click the +Add button and
enter mybuddy@<XMPP_Domain> (for example, mybuddy@talk.acme.com)
and follow the prompts.
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Field Options

status

Description

Advertise on call You can set the status of this field to reflect your call status:

If you set the status of this field to Presence and Message, your
presence will be changed to DND and your status message set to indicate
you are on a call.

If you set the status of this field to Message Only, the system will
update your status message to indicate you are on the phone. You cannot
set or edit the on the phone status message.

If you set the status of this field to None, the system does not alter your
status message or presence indicator while you are on the phone.

Advertise calendar
status

You can set the status of this field to reflect your calendar status:

If you set the status of this field to Presence and Message, the system
updates your status message to indicate you are in a meeting or at an
appointment. Additionally, the system sets your presence to DND.

If you set the status of this field as Message Only, the system displays
only your calendar message.

If you set the status of this field to None, the system does not alter your
status message or presence indicator while you are in a meeting or at an

appointment.

10.4.1 Advertise on Call status

You can advertise your XMPP presence status displaying that you are on a call.

1.Navigate to Configure > IM/Presence > IM/Presence Configuration.

2.Under Advertise on Call Status, select the Presence and Message option. This option is set by default.

':3” Dffice |23 Portal for IP Office

Configure ‘Add Tab'
—_—

Profiles Telephory DD Exceptions Woicemai Deskbop Integration IM/Presence

I IM/Presence Configuration I

Send conference entry
1] .

Send conference exit
11] )

Woice mezsage begin
I ¥l

Woice meszsage ehd 1M

Alternate M 1D

Achvertize an call

Frezence and Message |«
status Y

Achvertize calendar
status

Mote ;. Changes to the
below configuration will
take approximately
zome time to get
reflected in systemn.

Presence and Message |+

Extn218(218) | Avail,

!

Now, if you are on a call, the XMPP presence status is displayed as Busy and On the phone to all the other contacts.

Note: If you have set Advertise on Call Status as Presence and Message, then you will not see the Busy presence
status in the top left corner or the System Directory of the one-X Portal for IP Office. However, when you are on a call,

your status will be reflected as Busy and On the phone to other users.
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Configuration: Do Not Disturb Exceptions

10.5 Do Not Disturb Exceptions

Calls from numbers in this list are still be able to ring your phone even when you have Do Not Disturb enabled[ 4™, This
only applies for calls direct to your extension number; it does not apply for calls to any hunt group[168) of which you are a
member.

Numbers are added to the Do Not Disturb Exceptions list in a number of ways. You can use one-X Portal for IP Office to
added numbers from your Personal and the System directories to your existing Do Not Disturb Exceptions list. Numbers
added in other ways, for example by your system administrator, are shown and can be deleted using one-X Portal for IP
Office.

1.In the Configure tab, select DND Exceptions.

2.The list of exceptions appear where the number in the exception list matches a number in your Personal or System
directory, the name is also displayed in the exceptions list.

e To Add a Number from the Directory
Click either the Personal or System tab. Select the contacts that you want added to your Exceptions. For
Personal directory contacts, it will be the contact's primary phone[16% number that is added.

¢ To Remove a Number
To remove a number from the list of exceptions, click X next to the number.

3.Click Save.
Note

1.Names are not stored as part of the exceptions list, only the numbers. The names shown in the list are done by the
one-X Portal for IP Office matching numbers in the exceptions list to the primary phone[16% numbers of your directory
contacts. If the directory contact no longer matches the number in the exceptions list, no name is displayed.

2.0one-X Portal for IP Office does not currently allow the entry of the wildcards N and X, where N represents any numbers
and X represents any single digit. For example, to allow all numbers from 5551000 to 5551099, add the exception
number as either 55510XX or 55510N. These can be entered by your system administrator[167.

10.6 The World Clock Gadget

The World Clock gadget displays the time in selected time zones that you have added to the gadget. You can add up to
5 timezones to your world clock.

The clock display can be viewed in either of two modes, Time zones or Clocks, selected by clicking on the appropriate
tab.

e Timezones

In this view, each time zone is indicated as a band that indicates the current time and the daylight hours. Hovering
your cursor over any of the time bands displays the current date and time in that time zone.

|+ World Clock E|

ﬂzm + Add

[ == Timezones ] = Clocks
Mow 17,2010 05:40

London

ST +0 P IR R T T R IR B

1 2 2 4 5 B T 8 9'1[!'1112131415151?131920212223 1]

Eaztern Time

GMT & P TR R Y T R R (R B

2 3|4 5 8 7 & 91D11121314151E‘-1?1313

15 16 17 18 19 20 21 22 23 0 1 2 3 4 &

Mo o222z o001

Mew Delhi h
ST +5.5 P RO T (AP

E 7 8 910 11 12 13 1

e Clock

In this view, each timezone is shown as a clock.
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|+ World Clock E|

+ Add

== Timezones - Clocks |

London Eastern Time Hew Delhi

GhT +0 GhT -5 GhT +5.5

MNov 17 08:45 MNow 17 03:45 Now 17 14:15

m 24H
. 12/24 Hour

This option is shown in the Timezones view. Click on these buttons to switch it between 24 hour and 12 hour
display. This affects both the time span shown by the bands and the clock format used beneath each band.

e + Add

Click on the + Add icon to add another time zone band to the display. The list of world time zones is displayed from
which you can select the time zone required for the new band. Use the box at the top to filter the list of time zones
by name. You can add up to 5 timezones to your world clock.

C Clear

(GMT -8) Pactfic Time { US & Canada ) o
(GMT -2) Tjuana , Baja California

(GMT -7) Chihughua , La Faz , Mazatian

(GMT -6) Central America

(GMT -6) Central Time { US & Canada ) w
< »

Add || Cancel

. @ Replace/Delete
Hovering your cursor over the name of a timezone displays icons for replacing or deleting that time zone.
10.7 Language

one-X Portal for IP Office 8.0 supports English(US and UK), French, German, Italian, Dutch, Brazilian Portuguese
, Latin Spanish, Russian and Simplified Chinese. You can set the language in the login page as an Administrator or
as a User. Set the language only when you are accessing the one X portal for the first time on a browser. To set the
language of your preference do the following:

1. Log in as a User.
2. Choose the language listed under Language.

3. Click Login.

Note: The language that you set is applicable only to the one X Portal. This setting does not affect the language of
other websites that you access using the browser.
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one-X Call Assistant:

11. one-X Call Assistant

You can use the one-X Call Assistant application to perform a range of call control functions without logging into the one-
X Portal for IP Office.

When you make and receive calls the one-X Call Assistant displays messages on your Windows desktop even if you do
not have one-X Portal for IP Office running.

Pratik Deoghare

£

HE®.) @50% 0w 148

You can use one-X Call Assistant to:
e Pop up details of calls.

e Show the corresponding contact in Microsoft Outlook if you run Outlook at the same time as the one-X Call
Assistant.

e Select and dial a number that another Windows application displays.

e Start the one-X Portal for IP Office.

Use the one-X Call Assistant (Windows PCs Only)

e Check the one-X Call Assistant o View the one-X Call Assistant icons |e Install the one-X Call Assistant/113
system requirements/11H 13 ) .
) ¢ Configure the one-X Call Assistant
e Start the one-X Call Assistant 11% e Start the one-X Portal for IP Office w
18

e Use the one-X Call Assistant
additional features[12®

11.1 one-X Call Assistant System Requirements

Ensure that the following system requirements are met before you install the <%TOASTER%:

o Hardware Requirements[11h

o Software Requirements[11H

11.1.1 Hardware Requirements
The following are the hardware requirements:

e 1 GHz processor

¢ 1GB RAM

e 1 GB + free disk space for 32 bit Operating system or 2GB+ free disk space for 64 bit Operating system.
11.1.2 Software Requirements
The following are the supported client operating systems:

e Windows 7 Ultimate x86

e Windows 7 Ultimate N

¢ Windows 7 Ultimate x64

e Windows 7 Enterprise x86

e Windows 7 Enterprise N

e Windows 7 Enterprise x64

e Windows 7 Professional x86

e Windows 7 Professional N

e Windows 7 Professional x64
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¢ Windows 7 Home Premium x86

¢ Windows 7 Home Premium N

¢ Windows 7 Home Premium x64

¢ Windows7 Home Basic x86

¢ Windows 7 Home Basic N

e Windows 7 Starter x86

e Windows 7 Starter N

e Windows Vista R2 Enterprise (x64)

e Windows Vista R2 Enterprise

e Windows Vista R2 Business (x64)

¢ Windows Vista R2 Business

e Windows Vista R2 Ultimate (x64)

¢ Windows Vista R2 Ultimate

e Windows Vista R2 Home Premium (x64)

¢ Windows Vista R2 Home Premium

* Windows Vista R2 Home Basic

e Windows Vista R2 Starter Ed. Digital Boost (x64)

e Windows Vista R2 Starter Ed. Digital Boost

* Windows Vista R2 Starter

* Windows Vista Ultimate

+ Windows Vista Ultimate x64 Edition

e Windows Vista Enterprise

e Windows Vista Enterprise x64 Edition

¢ Windows Vista Business

¢ Windows Vista Business x64 Edition

¢ Windows Vista Home Premium

¢ Windows Vista Home Premium x64 Edition

* Windows Vista Home Basic

e Windows Vista Starter Ed. Digital Boost

e Windows Vista Starter Ed. Digital Boost (x64)

¢ Windows Vista Starter

¢ Windows XP Professional with SP3

¢ Windows XP Professional x64 Edition with SP3

¢ Windows XP Home Edition with SP3.
Additional Software Requirements

e Microsoft Internet Explorer 6.0/7.0/8.0.

e Windows Installer 3.1 or later.

11.2 one-X Call Assistant icons

The system displays the one-X Call Assistant icons in the Windows system tray (normally at the lower right corner of the
screen). You can right-click the icon to view the available commands and any other additional information.

When you hover the mouse over the one-X Call Assistant icon the system displays the status and the number of
voicemail messages that you have received.

%

) Lol

Not Connected

A large red dot indicates that the one-X Call Assistant is not connected to the one-X Portal for IP Office server. The
system displays this icon only while the one-X Call Assistant software is starting. If the icon remains in this state,
check the settings[118\.
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one-X Call Assistant: one-X Call Assistant icons

!

) Cal

Connected

A large green dot indicates that the one-X Call Assistant is connected to your one-X Portal for IP Office sever.

L

Missed Calls

Exclamation marks in the icon indicate that you have missed calls in your call log. When you hover the mouse over
the icon the system displays the number of missed calls.

.

New Voicemail Messages

A small red dot indicates that you have new voicemail message. When you hover the mouse over the icon the
system displays the number of new messages.

II{*

e A"/ New Voicemail Messages

The indicators for missed calls and new voicemail messages can appear at the same time. When you hover the
mouse over the icon the system displays additional details.

11.3 Installing one-X Call Assistant

You can install one-X Call Assistant R8.0 application from the one-X Portal for IP Office server.

Note: If one-X Call Assistant R7.0 is already installed, you must manually uninstall the one-X Call Assistant application.
The one-X Call Assistant R8.0 installation does not upgrade or remove the previous installation.

1.Log in to one-X Portal for IP Office.
2.1In the Configuration tab, select Desktop Integration.
3.Click Install One-X Desktop Clients.
4.The next steps vary depending on the browser:
¢ Internet Explorer or Safari
The file download menu prompts you with options to perform on the file setup.exe. Select Run.
e Google Chrome or Firefox
a. When the browser prompts you, select Save. The browser downloads the installation file.
b. When the download is complete, double click the downloaded file and select Run.
The system unpacks the installer prepares to install the one-X Call Assistantsoftware.
5. In the welcome screen, click Next.

e If you have already installed one-X Call Assistant the system displays the following options Modify, Repair and
Remove. Select Modify to install this version over the existing one. Similarly, if you have a different version
already installed the system prompts you to upgrade.

6.Select I accept the terms in the license agreement.

7.Click Next.

8.Enter your name and the organization that you work for.

The system displays Setup Type dialog box.
a. Select Complete, to install both one-X Call Assistant and Avaya IP Office Plug-in.
b. Select Custom, to install only one of the desktop clients.

9.Click Next.

10.Select the program features you want to install.

11.Select a folder where the software should be installed and accept the default prompts.

12.Click Install.

The system displays the progress of the installation.

13.Click Finish.

Note: Depending on the environment that the one-X Desktop Clients are installed the installation wizard prompts you to
restart the system.

14. In the notification area, click 2 one-X Call Assistant.
The system displays the General Settings dialog box.

15. In the Server Information section
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a. Type the IP address of one-X Portal for IP Office in the Application Server field.
b. Type the server port for one-X Portal for IP Office in the Server Port field. By default, the server port is 8080.

16. In the Logon Information section, type the user name and password that you use to log in to one-X Portal for IP
Office.

17. Click OK.

The system displays #{ Connected in the notification area and a message when it connects to one-X Portal for IP Office.

.
If the system is unable to connect to one-X Portal for IP Office, then the system displays ;,{ Not connected. To check
the connection settings right-click the icon and select Settings.
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one-X Call Assistant: Installing one-X Call Assistant

11.3.1 Configuring Windows Firewall for one-X Call Assistant

You have to configure the Windows Firewall to establish a communication between the one-X Call Assistant client and
the server.

If a firewall is enabled on the computer of the user, the incoming traffic from the server is blocked.
You will receive an error message or notification stating that Server unable to reach client.

Perform the following procedures to allow incoming traffic from the server and use the one-X Call Assistant even if the
Windows Firewall is turned on.

To allow the one-X Call Assistant to communicate through Windows Firewall (Windows 7):
1. Navigate to the Control Panel.

2. Click Windows Firewall > Allowed Programs.

3. In the Allow programs to communicate through Windows Firewall, click Change settings.
4

. Select Avaya Call Assistant.

f‘:\ . g8 « All Control Panel kems » Windows Firewall » Allowed Programs - Search Control Panel

Allow programs to communicate through Windows Firewall

To add, change, or remove allowed programs and ports, click Change settings.

What are the risks of allowing a program to communicate? Change settings

Allowed programs and features:

Mame Home/\Work (Private)  Public =

-

Avaya Call Assistant O
[OJBranchCache - Content Retrieval (Uses HTTP) O O |5
[OBranchCache - Hosted Cache Client (Uses HTTPS) O O L=
[JEBranchCache - Hosted Cache Server (Uses HTTPS) O O
[ BranchCache - Peer Discovery (Uses WSD) O O
[ Connect to a Metwork Projector O O
W] Core Metworking
[ Distributed Transaction Coordinator O O
[ File and Printer Sharing O
[HomeGroup O O
[1i5CSI Service O O

[ O

[ Media Center Extenders

[ Details... ][ Remove ]

[ Allow another program... ]
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To allow the one-X Call Assistant to communicate through a specific TCP port (Windows 7):

. Navigate to the Control Panel.

. Click Windows Firewall > Advanced Settings

. In the Windows Firewall with Advanced Security dialog, click Inbound Rules from the left pane.

. In the right pane, select Avaya Call Assistant.

. Select Properties.

. In the Avaya Call Assistant Properties dialog, click the Protocols and Ports tab.

. In Protocol type section, select TCP.

. In Local port section, select Specific Ports.

1
2
3
4
5. Right-click Avaya Call Assistant.
6
7
8
9

10. Set the TCP range from 8080 to 8090.
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one-X Call Assistant: Installing one-X Call Assistant

To create an inbound rule to allow the one-X Call Assistant to communicate through Windows Firewall

(Windows 7):

1.Navigate to the Control Panel.

2.Click Windows Firewall > Advanced Settings

3. In the Windows Firewall with Advanced Security dialog, click Inbound Rules from the left pane.

4. In the Actions pane to the right, click on New Rule.

The system displays the New Inbound Rule Wizard dialog.

5
6
7
8

. In the Steps pane to the left, select Program.

. In the right pane, select This program path.

. Click Next option for the rest of the screens.

. In the This program path section, type system.

9. Name the service. For example, WCF Service Rule.

@ Windows Firewall with Advanced

|

File Action View Help

= BE

i Inbound Rules

23 Outbound Rules

- &, Monitoring

@ Windows Firewall with Advancy

%5 Connection Security Rules

< n |

Name Group Profile  Enabled  Action  Override
(@ Avaya Call Assistant Private  Yes Allow Mo
@ Avaya Call Assistant Private  No Allow Mo
=
@ New Inbound Rule Wizard - 2
Program
Specty the full program path and exscutable name of the program that this rule matches
Steps:
& Ris T Does this rule apply to all programs or a specic program?
& _Frogram
@ Adtion ) All programs
Rule applies to all connections on the computer that match other rule properties.
@ Profile
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system Browse..
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SYSTEM
SYSTEM
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=
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Note: Window XP will have similar steps that allows you to configure the firewall.

11.4 Starting one-X Call Assistant

By default the one-X Call Assistant automatically starts when you start your computer. However, you can also start it

manually.

To start one-X Call Assistant manually:

1. Click Start.

2. Select Programs.

3. Select IP

Office.

4. Click one-X Desktop Clients.

When you start the one-X Call Assistant for the first time the system displays the General Settings dialog box.

Note: if you have not updated the following fields software installation, then update the fields.

a. In the Server Information section:

i. Type the IP address of one-X Portal for IP Office server in the Application Server field.

ii. Type the server port for one-X Portal for IP Office in the Server Port field. By default, the server port is

808

0.
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b. In the Logon Information section:
i. Type the user name that is set for one-X Portal for IP Office in the User Name field.
ii. Type the password set for one-X Portal for IP Office in the Password field.

c. Click OK.

. . . , !

e If one-X Call Assistant is not connected to one-X Portal for IP Office server, then the system displays | #* ' Not
Connected in the notification area. After a few seconds the system displays a message that indicates whether
one-X Call Assistant is connected to one-X Portal for IP Office or not.

{

¢ If the one-X Call Assistant is connected to the one-X Portal for IP Office server, then the system displays |
11

Connected or 'A{ Missed calls, if you have any missed calls. When you hover the mouse over the icon in the
notification area the system displays the number of missed calls you have and also the number of voicemail
messages.

o If the one-X Call Assistant is not connected to the one-X Portal for IP Office server, it is because the one-X Call

%

Assistant settings are incorrect. Right-click |4

11.5 Starting one-X Portal for IP Office

When you have one-X Call Assistant running, you can use the one-X Call Assistant to start one-X Portal for IP Office, and
log in to the portal.

Not Connected and select Settings.

e If you already have one-X Portal for IP Office running in a browser window, and if that browser session is logged
out. See the Tip below.

o

1. To log in using the one-X Call Assistant, right-click Connected.

2. Select Open one-X Portal.
Tip: Use the one-X Call Assistant to log in

If you enable one-X Call Assistant pop-ups, use the one-X Call Assistant icon to log in[118) to the one-X Portal for IP Office
rather than logging in through the browser. The one-X Call Assistant caches information that ensure the subsequent
logins during the Windows session much faster (almost immediate).

1. After logging in to the one-X Call Assistant, when you answer a call by using the screen pop message:
a. If the existing one-X Portal for IP Office window is minimized, then the system restores it immediately.
b. If you have logged out, the system logs you in again immediately using the cached session.

2.If you use a browser to log in to the one-X Portal for IP Office, and answer calls using screen pop-ups messages the
system logs you out of the current session and you in on a new window. However this can take up to 20 seconds.

The browser pop-up window needs a one-X Portal for IP Office supported web browser installed on the computer of the
user having Microsoft Internet Explorer 9 or Microsoft Internet Explorer 10.

The one-X Portal for IP Office supported web browser should be set as the default browser to navigate to the one-X
Portal for IP Office web client.

11.6 one-X Call Assistant settings

You can set the Connection[11%, Hot Key[11%, and Screen Popping[12® for one-X Call Assistant.
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one-X Call Assistant: one-X Call Assistant settings

11.6.1 Connection

To set the connection details for one-X Call Assistant:
1. In the notification area, right-click |#* | Connected.
2. Select Settings.

3. In the navigation pane of the General Settings dialog box, select Connection.

-

Hot Key
Screen Popping

4. In the Server Information section:
a. Type the IP address of one-X Portal for IP Office server in the Application Server field.
b. Type the server port for one-X Portal for IP Office in the Server Port field. By default, the server port is 8080.
5. In the Logon Information section:
a. Type the user name that is set for one-X Portal for IP Office in the User Name field.
b. Type the password set for one-X Portal for IP Office in the Password field.
6. Click OK.
11.6.2 Hot Key Dialing
You can make a call by dialing a number in a the Windows application.
1.Select or highlight the number in the Windows application.
2.Press the one-X Call Assistant hot key combination.

o The number should be appropriate for dialing. For example, if your phone system uses an external dialing prefix
then it must be present in the number. You cannot edit the number before you dial it.

e You cannot predict the hot key combination that always works. For example, if the hot key combination that you
use for one-X Call Assistant is same as the number used by a function in the application, then the function set in
the application takes precedence over the hot key dialing that you set in one-X Call Assistant.

To set the one-X Call Assistant dialing Hot Key combination

L)
1. In the notification area, right-click Connected and

2. Select Settings.
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3. In the navigation pane of the General Settings dialog box, select Hot Key.

F

Screen Popping

2

L

4. Select Enable Hot Key.
5. Select the hot key combination that you want to use.
6. Click OK.

11.6.3 Screen Popping

You can set the one-X Call Assistant to display information about the calls. The system displays this information as a
popup messagel12% which includes links for actions that you can perform such as answer the call, drop the call, and
others. If you answer a call using the popup message, the one-X Call Assistant displays the one-X Portal for IP Officel118,

The one-X Call Assistant looks for contacts in your Microsoft Outlook 2003 or 2007 and displays the contact based on the
call information. You can set the Outlook screen popping based on the calls that you receive and or based on the calls
that you make. The system displays this information only if Outlook is running.

Tip: Use the one-X Call Assistant to log in
If you enable one-X Call Assistant pop-ups, use the one-X Call Assistant icon to log in[118) to the one-X Portal for IP Office

rather than logging in through the browser. The one-X Call Assistant caches information that ensure the subsequent
logins during the Windows session much faster (almost immediate).

1. After logging in to the one-X Call Assistant, when you answer a call by using the screen pop message:

a. If the existing one-X Portal for IP Office window is minimized, then the system restores it immediately.
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one-X Call Assistant: one-X Call Assistant settings
b. If you have logged out, the system logs you in again immediately using the cached session.

2.1If you use a browser to log in to the one-X Portal for IP Office, and answer calls using screen pop-ups messages the
system logs you out of the current session and you in on a new window. However this can take up to 20 seconds.

Screen Pop Settings

1.In the task bar, right-click ;,{ Connected.
2. Select Settings.

3. In the navigation pane of the General Settings dialog box, select Screen Popping.

General Settings o
Connection
Hot Key Screen Pop Data
i screen Popping ? Enable CA Popping
[ |Pop on CLI [ |Pop on Qutdial
[ ]Pop Outlock
| OK | Cancel

—I

4. Enable the settings that you would like to set.
5.Click OK.

Fields Description

Enable CA Popping The one-X Call Assistant enables the screen pop-ups based on the fields that

you select and the one-X Call Assistant system messages 122\ Ensure that you
select this option only if you are launching one-X Portal for IP Office using the
one-X Call Assistant icon, see the Tip for more information.

Pop on CLI The one-X Call Assistant pops the incoming calls with the caller ID number of

the call, in the application that you select.

Pop on Outdial The one-X Call Assistant pops the outgoing calls that you dial with the caller

ID number of the call, in the application that you select.

Pop Outlook The one-X Call Assistant pops the information about the calls for the contacts

in the Address Book of your Outlook.
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11.7 one-X Call Assistant additional features

There are various features supported by the one-X Call Assistant application.

e one-X Call Assistant messages[12%

o Voicemail messages/12%

e Missed calls[12%

o Multiple language support[12%

e Help menul125

o New version available notification 125

11.7.1 one-X Call Assistant Messages

When you select the Enable CA Popping /128, one-X Call Assistant displays the system messages and the details of the
calls you make and receive.

When you make and receive calls, the one-X Call Assistant displays the call progress. The system displays the name or
only the number of the party at the other end of the call.

Incoming Call Message

¢ When you have a call waiting to be answered, the one-X Call Assistant
AVAYA =" displays the details of the caller. Click Answer to answer the call. When

you answer a call the system restores or starts a one-X Portal for IP
Office session[118),

*  Extnd559

4:53 FM

e The system displays this message when the call is connected.
AVAYA e3>

*~ 4550

Outgoing Call Messages

= When you make a call, using your phone, one-X Portal for IP Office or
AVAYA o> one-X Call Assistant[11%, the system displays the details of the call that
you make and the progress of the call. You can use the Drop option to

& Extnd556 end the call.

¢ The system displays this message when you make a call that is yet to
be answered.

For some types of external calls, for example analog phone lines, the
. y system does not detect the progress of the call and displays the call as
'_Il -’!3 L SR W R connected even though the call is still ringing.

e The system displays this message when the call is connected.

FAY AV T T
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one-X Call Assistant: one-X Call Assistant additional features

. e This message indicates that the call attempt failed for some reason.
oe>{ Avaya Call Assistant

Failed to connectto

SBal VPN

i)
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one-X Call Assistant Operation Messages

== x e The system displays this message when one-X Call Assistant starts and is
ons>L Avaya Call Assistant logging in to the one-X Portal for IP Office server to send and receive
Barracin information about your calls.

. X e The system displays this message if one-X Call Assistant is not connected
orne>d Avaya Call Assistant to one-X Portal for IP Office.

Unable 1o connectio o If this happens, check that you can log in to one-X Portal for IP Office

using your web browser. If successful, right-click -"x{ Connected and
=ﬁ select Settings. Verify that the details in the Connection dialog box are
correct and click OK.

E e The system displays this message if one-X Call Assistant can connect to
the one-X Portal for IP Office server but the user name or password
details do not match your settings for a one-X Portal for IP Office login.

ANAYA s>

Logging in as Extn302...

e Right-click -"x‘: Connected and select Settings. Verify details in the

Lrg iz s o el e Connection dialog box are correct and click OK.

L >

DNBN D == x ¢ The system displays this message if you right-click -"x{ Connected and
select Logout.

Extn312 is logging out...

11.7.2 Voicemail Messages
£

When you have any new voicemail messages in your mailbox, the system displays | ~* ' New Voicemail Messages . If
you hover the mouse over the icon, the system displays information about the nhumber of new voicemail messages.

11.7.3 Missed Calls

When you have any missed calls in your one-X Portal for IP Office call log, the system displays |4*  Missed Calls in the
notification area. If you hover the mouse over the icon, the system displays information about the number of missed
calls.

1
To clear the missed calls from your one-X Portal for IP Office call log. In the notification area, right-click |4* | Missed
Calls and select Clear Missed Calls.

11.7.4 Multiple language support

The one-X Call Assistant supports multiple languages. The appropriate language is selected for the one-X Call Assistant
application depending on the language set in the Regional Settings of your computer.

Note: If the language in the Regional Settings is not supported by the one-X Call Assistant, then English (by default)
is selected as the display language.

one-X Call Assistant supports the following languages:
. English (US)
. Chinese
. Dutch
. English (UK)

1

2

3

4

5. French
6. German

7. Italian

8. Portuguese (Brazil)
9. Russian

10. Spanish
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11.7.5 Help menu

A help menu is added to the context menu of one-X Call Assistant.

1. Right-click on the context menu.

2. Click on the help menu.

A browser pop-up window is displayed that explains about the functionality of CA.

Note: English is the only supported language for the help file.

11.7.6 New version available notification

When you login to the one-X Portal for IP Office, you will receive a notification if a new server version is detected. The
one-X Call Assistant automatically notifies you of the availability of the new version. You need to manually download the
new version from the one-X Portal for IP Office and install it.
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Chapter 12.

Avaya IP Office Plug-in for
Microsoft® Outlook®
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12. Avaya IP Office Plug-in for Microsoft® Outlook®

You can use the Avaya IP Office Plug-in with Microsoft® Outlook®. When you have a meeting scheduled in your Outlook
calendar and if you need to call in, you can directly log in to one-X Portal for IP Office and make a call, answer a call,
transfer a call. You don't have to open one-X Portal for IP Office using a browser and then make a call.

Use the Avaya IP Office Plug-in for Microsoft® Outlook®

e Check the Avaya IP Office Plug-in o Install the Avaya IP Office Plug-in[12%|e Log into the Avaya IP Office Plug-in
system requirements[128 i _ ) [135
e Configure the Avaya IP Office Plug-in ) ]
« Log out of the Avaya IP Office Plug- [135 » Make a%l using the Avaya IP Office
inl13 Plug-in 13
in134 ¢ Use the Avaya IP Office Plug-in
« Use the Avaya IP Office Plug-in call additional features|[143
functions[13h

12.1 Avaya IP Office Plug-in System Requirements

Ensure that the following system requirements are met before you install the Avaya IP Office Plug-in:

e Hardware Requirements /128

e Software Requirements[128)

e Microsoft® Outlook® versions[12$

12.1.1 Hardware Requirements
The following are the hardware requirements:

e 1 GHz processor

¢ 1GB RAM

e 1 GB + free disk space for 32 bit Operating system or 2GB+ free disk space for 64 bit Operating system.
12.1.2 Software Requirements
The following are the supported client operating systems:

¢ Windows 7 Ultimate x86

¢ Windows 7 Ultimate N

¢ Windows 7 Ultimate x64

e Windows 7 Enterprise x86

e Windows 7 Enterprise N

e Windows 7 Enterprise x64

e Windows 7 Professional x86

¢ Windows 7 Professional N

¢ Windows 7 Professional x64

¢ Windows 7 Home Premium x86

¢ Windows 7 Home Premium N

¢ Windows 7 Home Premium x64

¢ Windows7 Home Basic x86

¢ Windows 7 Home Basic N

e Windows 7 Starter x86

e Windows 7 Starter N

e Windows Vista R2 Enterprise (x64)

e Windows Vista R2 Enterprise

e Windows Vista R2 Business (x64)

¢ Windows Vista R2 Business

e Windows Vista R2 Ultimate (x64)

¢ Windows Vista R2 Ultimate
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Avaya IP Office Plug-in for Microsoft® Outlook® : Avaya IP Office Plug-in System Requirements

e Windows Vista R2 Home Premium (x64)

¢ Windows Vista R2 Home Premium

¢ Windows Vista R2 Home Basic

e Windows Vista R2 Starter Ed. Digital Boost (x64)

e Windows Vista R2 Starter Ed. Digital Boost

* Windows Vista R2 Starter

* Windows Vista Ultimate

+ Windows Vista Ultimate x64 Edition

e Windows Vista Enterprise

e Windows Vista Enterprise x64 Edition

¢ Windows Vista Business

¢ Windows Vista Business x64 Edition

¢ Windows Vista Home Premium

¢ Windows Vista Home Premium x64 Edition

* Windows Vista Home Basic

e Windows Vista Starter Ed. Digital Boost

e Windows Vista Starter Ed. Digital Boost (x64)

* Windows Vista Starter

¢ Windows XP Professional with SP3

* Windows XP Professional x64 Edition with SP3

¢ Windows XP Home Edition with SP3.
Additional software requirements:

e Microsoft Internet Explorer 6.0/7.0/8.0.

¢ Windows Installer 3.1 or later.
12.1.3 Microsoft® Outlook® versions
The following are the supported Microsoft® Outlook® versions:

e Microsoft® Outlook® 2003

e Microsoft® Outlook® 2007

¢ Microsoft® Outlook® 2010

12.2 Installing Avaya IP Office Plug-in

You can install Avaya IP Office Plug-in from the one-X Portal for IP Office server.
1. Log in to one-X Portal for IP Office.

2. In the Configuration tab, select Desktop Integration.

3. Click Download One-X Desktop Clients.

4. The next steps vary depending on the browser:

¢ Internet Explorer or Safari
The file download menu prompts you with options to perform on the file setup.exe. Select Run.

e Google Chrome or Firefox
a. When the browser prompts you, select Save. The browser downloads the installation file.
b. When the download is complete, double click the downloaded file and select Run.
The system unpacks the installer and prepares to install the Avaya IP Office Plug-in software.
5. On the welcome screen, click Next.

If you have already installed one-X Call Assistant the system displays the following options Modify, Repair and Remove

a. Select Modify to install this version over the existing one.
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If you have a different version already installed the system prompts you to upgrade.

6. Select I accept the terms in the license agreement.

7. Click Next.

8. Enter your name and the organization that you work for.

The system displays Setup Type dialog box.
e Select Complete, to install both one-X Call Assistant and Avaya IP Office Plug-in.
e Select Custom, to install only one of the desktop clients.

9. Click Next.

10. Select the program features you want to install.

11. Select a folder where the software should be installed and accept the default prompts.

12. Click Install.

The system displays the progress of the installation.

13. Click Finish.

Note: Depending on the environment of the one-X Desktop Clients the installation wizard prompts you to restart the
system.

14. Log in to Microsoft Outlook.
15. In the tool bar, click Avaya IP Office Plug-in.
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Avaya IP Office Plug-in for Microsoft® Outlook® : Installing Avaya IP Office Plug-in
12.2.1 Configuring Windows Firewall for Avaya IP Office Plug-in

You have to configure the Windows Firewall to establish a communication between the Avaya IP Office Plug-in client and
the server.

If a firewall is enabled on the computer of the user, the incoming traffic from the server is blocked.
You will receive an error message or notification stating that Server unable to reach client.

Perform the following procedures to allow incoming traffic from the server and use the Avaya IP Office Plug-in even if the
Windows Firewall is turned on.

To allow the Avaya IP Office Plug-in to communicate through Windows Firewall (Windows 7):
1. Navigate to the Control Panel.

. Click Windows Firewall > Allowed Programs

2
3. In the Allow programs to communicate through Windows Firewall, Click Change settings.
4

. Select Microsoft Office Outlook.

. W
'?—VE 9 v Control Panel » All Control Paneltems » Windows Firewall » Allowed Programs

Allow programs to communicate through Windows Firewall

To add, change, or remove allowed programs and ports, click Change settings.

What are the risks of allowing a program to communicate?

Allowed programs and features:

MName Home/Work (Private)  Public =+
O HemeGroup

[1iSCSI Service

[ Key Management Service
Manager

[0 Manager

M manager.exe

m

N oOROEO0O0d
FOEOO0OO0

[ Netlogon Service [} [m]
Metwork Discovery
M onexcui [ -
[ Allow another program... ]
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To allow the Avaya IP Office Plug-in to communicate through a specific TCP port (Windows 7):

v O N o U R LW NR

Navigate to the Control Panel.

Click Windows Firewall > Advanced Settings

In the Windows Firewall with Advanced Security dialog, click Inbound Rules from the left pane.

In the right pane, select Microsoft Office Outlook.

Right-click Microsoft Office Outlook.

Select Properties.

In the Microsoft Office Outlook Properties dialog, click the Protocols and Ports tab.

In Protocol type section, select TCP.

In Local port section, select Specific Ports.

10. Set the TCP range from 8080 to 8090.

G4

B

@ Windows Firewall with Advanced Security

File  Action

ke A

View Help

= HE

ﬂ ‘Windows Firewall with Advance

nbound Rules

Outbound Rules
B Connection Security Rules
» B Monitoring

Name

@Avaya Call Assistant
oA\raya Call Assistant
@A\raya Call Assistant
@A\raya Call Assistant
@Avaya Call Assistant
@A\raya Call Assistant
@avaya call assistant.exe
@ avaya call assistant.exe
@Manager
@Manager
QManager
oManager
@manager.exe
@manager.exe
@manager.exe

@ manager.exe

icrosoft Office Outlook

@WCF Service Test
@WCF Service Test

° BranchCache Content Retrieval (HTTP-In)
eBranchCa(he Hosted Cache Server (HTT...
°BranchCa(he Peer Discovery (W5D-In)
QCnnnecttn a Network Projector (TCP-In)
QCUHHECttU a Network Projector (TCP-In)
°Connectto a Network Projector (WSD Ev...
‘Connectto a Network Projector (WSD Ev...
°Connectto a Network Projector (WSD Ev...
otnnnecttn a Network Projector (WSD Ev...
‘Cunnecttu a Network Projector (WSD-In)
@Core Metworking - Destination Unreacha..,

4| 1

Group

Eranch

Eranchd)|

Eranch
Connect
Connech
Connect
Connect
Connect
Connect
Connect
Core N

Profile Enabled A

Private Ne A

Inbound Rules Actions

Inbound Rules

Private  Yes Al‘\ d Mew Rule...
|

ST Filter by Profile

Micrasoft Office Cutlook Properties

=)

Genersl I
Protocols and Ports I |

Programs and Services

I Computers

Scope |

Advanced I Users

Protocols and ports

Sy Protocol type: [TCP

Pratocol number:

=]

Local port:

[Spedfic Parts

2030-8050

Example: 80, 443, 5000-5010

Remote port: [NI Ports

z)

Example: 80, 443, 5000-5010

Intemet Control Message Protocol
(ICMP) settings:

Leam more about protocol and ports

* vy v w
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Avaya IP Office Plug-in for Microsoft® Outlook® : Installing Avaya IP Office Plug-in

To create an inbound rule to allow the Avaya IP Office Plug-in to communicate through Windows Firewall

(Windows 7):

1.Navigate to the Control Panel.

2.Click Windows Firewall > Advanced Settings

3. In the Windows Firewall with Advanced Security dialog, click Inbound Rules from the left pane.

4. In the Actions pane to the right, click on New Rule.

The system displays the New Inbound Rule Wizard dialog.

® N oW

In the Steps pane to the left, select Program.
In the right pane, select This program path.
In the This program path section, type system.

Click Next option for the rest of the screens.

9. Name the service. For example, WCF Service Rule.

@ Windows Firewall with Advanced =
File Action View Help
L L I o REYN
@ Windows Firewall with Advance B Actions
21 Inbound Rul M e s
Mame Group Profile  Enabled  Action  Overide  Program  Local Address  Remote Address  “ || Inbound Rules -
utbound Rules T
%4 Connection Security Rules @ Avaya Call Assistant Private  Yes Allow  No Chprogr.. Any Any W NewRule.. |
» B, Monitoring gA\raya Call Assistant private No Allow  No Ci\progr..  Any Any T Fitter by Profile v
- Ci\progr..  Any Any a
@ New Inbound Rule Wizard o . uﬂ- Chprogr..  Any Any 7 Filter by State 4
—— Daanyc.. Any Any T Filter by Group »
Dianyc.. Any Any | View »
Speciy the ful program path and executable name of the program tht this rule matches A
Ausersh..  Any Any TR
= Chusers\.. Any Any L)
o Chprogr..  Any Any | ExportList..
@ Rule Type Does this rule apply to all programs or a specfic program? s i e B
& _Program Ci\progr..  Any Any e =
@ Adtion ©) All programs Chprogr..  Any Any i2h
aeee Fule applies to all connections an the computer that match other nule propeties. Cusers\.. Any Any # Disable Rule
Chusers\.. Any Any ¥ cut
@ Neme L
@ This program path: Chusers\.. Any Any By Copy
Cusers\.. Any Any =
system Browse... !
o (e C\Progr..  Any Any K Delete
Bample:  c:\paih\program cxe
“ProgramFiles % \browser\browser.exe C\Progr.. Any Any [Z] Properties
Dianyc.. Any Any B v
Diany .. Any Any
SYSTEM  Any Any
SYSTEM  Any Any
Ssystem... Any Local subnet
%System... Any Any
%System... Any Local subnet
System  Any Local subnet
System  Any Any
Leam more about specfving proarams System  Any Local subnet
System  Any Any
%System...  Any Local subnet
System  Any Any
<Back |[ Met» ][ Conce System  Any Any
%System... Any Any
v 7 T %System... Any Any
@) Core Networking - Internet Group Mana... Core Networking Al Yes Allow  No System  Any Any
(@ Core Networking - IPHTTPS (TCP-In) Core Networking Al Yes Allow Mo System Any Any
e Mtnabine D DS 10 e Mbnn an Ve Al m FRaik e ] =
< i | v[ ] m

Note: Window XP will have similar steps that allows you to configure the firewall.
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12.3 Logging in

You can log in to one-X Portal for IP Office using Avaya IP Office Plug-in.

To log in to one-X Portal for IP Office:

1. Log in to Microsoft Outlook.

2. In the toolbar, click Avaya IP Office Plug-in. The system displays the Login dialog box.

Login

User name

—

M Auto login

~ Login

3. In the Login section:
a. Type the user name of the one-X Portal for IP Office that you would like to connect as in the User Name field.
b. Type the password of the user name set on one-X Portal for IP Office in the Password field.

Note: If Auto login if enabled, then Avaya IP Office Plug-in automatically logs into the one-X Portal for IP Office server
at the launch of Microsoft Outlook. You can also select this option from the Settings.

4. Click Login.

12.4 Logging out

To log out of one-X Portal for IP Office:

1. In the top right corner of the Avaya IP Office Plug-in window, right-click = Options.

2. Select Logout @ . The system displays the Logout dialog box.

3. Click Logout.

12.5 Avaya IP Office Plug-in settings

You can set the Connection[135), User[13%), and Logging[136 settings for Avaya IP Office Plug-in.
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12.5.1 Connection
To set the connection details for Avaya IP Office Plug-in:

1. Click the Avaya IP Office Plug-in . The system displays the Avaya IP Office Plug-in to the right of the outlook
application.

2. To the top right corner, click T=. The drop-down menu displays a Minimize and Settings option.

3. Click on Settings.

4. In the navigation pane, select Connection.

User

5. In the Server Information section:

a. Type the IP address of the one-X Portal for IP Office that you would like to connect to in the Application Server
field.

b. Type the server port for one-X Portal for IP Office in the Server Port field. By default, the server port is 8080.
6. Click OK.
12.5.2 User

To configure the User settings:

1. Click the Avaya IP Office Plug-in . The system displays the Avaya IP Office Plug-in to the right of the outlook
application.

2. To the top right corner, click T=. The drop-down menu displays a Minimize and Settings option.

3. Click on Settings.

4. In the navigation pane, select User.

5. In the User Information section:

a. Type the Bridge Number of the one-X Portal for IP Office that you would like to connect to when you want to use a
MeetMe conferencing bridge to host a meeting.
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Note: If Auto login if enabled, then Avaya IP Office Plug-in automatically logs into the one-X Portal for IP Office server
at the launch of Microsoft Outlook. You can also select this option from the Settings.

6. Click OK.
12.5.3 Logging
To configure the Logging settings:

1. Click the Avaya IP Office Plug-in . The system displays the Avaya IP Office Plug-in to the right of the outlook
application.

2. To the top right corner, click " . The drop-down menu displays a Minimize and Settings option.
3. Click on Settings.

4. In the navigation pane, select Logging.

General Settings ? x
Connection
User One-X Portal
Logging Logging Information
Enable Event Logging
Enable Logging
Max Log Filz Size (kb) 5120
Max Leg Duraticn Minute =
| Minute
Hour
| 0K | oo
Week
Maonth
Year
Midnight

5. In the Logging Information section, you can

a. select the Enable Event logging option.

b. Select the Enable Logging option.

c. Specify the Max Log File Size (KB) to be allowed.

d. Specify the Max Log Duration in minute, hour, day, week, month, year and midnight from the drop-down menu
6. Click OK.

The log files are created at C:\Documents and Settings\Current User\Application Data\Avaya\IP Office\Avaya IP Office
Plug-In for Microsoft® Outlook\Logging.

Note: Current User is the name of the user who is currently logged into Windows.

To access the log files that are created:

1. Click Start > Run.

2. In the Run dialog box, type %appdata%\Avaya\IP Office\Avaya IP Office Plug-In for Microsoft® Outlook\Logging
3. Click OK.

12.6 Making a call using Avaya IP Office Plug-in

You can make calls directly using Avaya IP Office Plug-in by:

e Typing name or number /138

e Using the dial pad[13h

o Adding an account code and subject[13h

Note: You need to add the external dialing prefix used by your telephone system to the number while making an
external call.

12.6.1 Typing name or number
You call a contact by typing the name or number of a person in Avaya IP Office Plug-in.

To make a call:

Using one-X Portal for IP Office Page 136
IP Office 8.0 15-601131 Issue 05a (Friday, December 09, 2011)



Avaya IP Office Plug-in for Microsoft® Outlook® : Making a call using Avaya IP Office Plug-in

1. Type the name or the number of the contact in the Enter name or number field.

2. Press Enter or click c Call.

For more information on adding an account code and a subject to a call see Adding an account code and a subject [13%

12.6.2 Using the dial pad

You can call a contact by using the dial pad in Avaya IP Office Plug-in.

To make a call:

1. Click ¢ dial pad.

2. Type the number of the contact you want to call.

3. Click Call.

For more information on adding an account code and a subject to a call see Adding an account code and a subject [13H

12.6.3 Adding an account code and a subject
You can also add the account code and subject to a call.

Prerequisites:
You need a valid account code to make external calls.

To add the subject and account code for a call:

1. Click ® More.
2. Type the subject in the Subject of call field.

The system displays the subject in the call details section. If you are calling an internal contact, the system displays the
subject on the phone or in the one-X Portal for IP Office call display.

3. Type the account code in the Account Code field.
The system adds the account code in the Call log after the call.

4. Click OK.

12.7 Avaya IP Office Plug-in call functions

The Avaya IP Office Plug-in for Microsoft® Outlook® provides various call functions.
« Integrating a call[13h
e Answering a call[13%

e Placing a call on mute[13%

e Holding or unholding a call[13%

e Transferring a call[138

 Ending a call[13%

e Starting a conference call[13%

12.7.1 Integrating call with Outlook Features

The call functionality is available in the outlook plug-in pane. You can initiate a call from the context menu. The call
functionality is available in Outlook 2007 and Outlook 2010.

Note: Outlook 2003 does not provide the call function.

Calling from Contact cards:

1. Right-click the contact. The contact numbers displays in the menu.

2. Click IP Office - Call.

3.Click the preferred number from the menu to initiate a call.

Calling the Email recipients:

1. Right-click the ..... The contact numbers must be present on the exchange server.
2. Click IP Office - Call.

3. Click the preferred number from the menu to initiate a call.

Note: This feature is available in Outlook 2010.
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Calling from meeting request:
1. Right-click the meeting request. The meeting request subject must contain the contact numbers.
2. Click IP Office - Call.

3. Click the preferred number from the menu to initiate a call.

12.7.2 Answering a call using Avaya IP Office Plug-in

e To answer an incoming call, click (.

After you answer an incoming call, a Call window pops up displaying the call as an active call in Avaya IP Office Plug-in

When you are on a call and if you receive another call then the system places the first call on hold.
12.7.3 Placing a call on mute
Placing a user of one-X Portal in an active call on mute:

You can place a user of one-X Portal in all types of active calls, such as a transferred active call and a consulted active
call, on mute.

e To place a user on mute, click Mute.

e To unmute a user, click Unmute.

Note: When a user places a call on mute only the user is on mute and not the other party.
Call on Hold:

If you place a user on mute and then put the call on hold later, the system does not retain the user on the mute mode
when you retrieve the call. However, if the other party places the call on hold the user of one-X Portal for IP Office can
place the call on mute and the system retains the mute status even after the call is retrieved.

Note: When you press the mute button on the phone, the system does not reflect the status of the call as muted.

12.7.4 Holding or unholding a call

You can place a call on hold and later retrieve the call placed on hold. When a call is placed on hold the system plays
music on hold or regular hold reminder tunes to the caller.

After a call is established between you and the contact, the system displays the call details.

To place a call on hold:

1. In the call details screen, click =
To unhold or retrieve a call:

When you place a call on hold, the system does not display the call details.

1. To retrieve a call that you place on hold, click (. Unhold.

12.7.5 Transferring a call using Avaya IP Office Plug-in

You can transfer an incoming call to other person using Avaya IP Office Plug-in.

e Making a supervised transfer/138

e Making an unsupervised transfer[13%

12.7.5.1 Making a supervised transfer

When you talk to a contact before transferring the call it is called as a supervised transfer. Your initial call to the contact
is called as a consultation call or an enquiry call.

In a supervised transfer you can confirm if the contact is present and wants to accept the call.
To make a supervised transfer:

1. Answer the incoming call.

Ll
2. Click Consulit.

The Enter name or number field lists all the users configured in your one-X Portal for IP Office System and Personal
directories.

3. Select the contact or type the name or number that you would like to consult in the Enter name or nhumber field.

4. Click 0| Go.
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The system places the incoming call on hold when you consult a person.

After you consult the person and if they want to accept the call.

5. Click g Complete Transfer.

For more information on adding an account code and a subject to a call see Adding an account code and a subject [13H

12.7.5.2 Making an unsupervised transfer

When you dial the number of the contact and transfer a call even without waiting for the call to be answered it is called
as an unsupervised transfer.

To make an unsupervised transfer:

1. Answer the incoming call.

2. Click ™* Transfer.

The Enter name or number field lists all the users configured in your one-X Portal for IP Office System and Personal
directories.

3. Select the contact or type the name or number that you would like to consult in the Enter name or number field.

4. Click 0| Go.

For more information on adding an account code and a subject to a call see Adding an account code and a subject [13%

12.7.6 Ending a call

After a call is established between you and the contact, the system displays the call details.

e To end a call, click -~ End Call.

12.7.7 Starting a conference call

You can use the Avaya IP Office Plug-in to select and call the parties that you want to include in the conference call and
then start the conference.

There are two types of conference calls that can be initiated via the Avaya IP Office Plug-in:

e Ad hoc conference call[148

e Meet Me conference call[14%

To initiate a conference, click on the ttt icon.
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==
Avaya IP Office Plug-In

Name skhore

Number 214

Duration  0:07

12.7.7.1 Ad hoc conference call
In an Ad hoc conference, a user calls the different participants and then sets the call on a conference mode.

The initiator of the Ad hoc conference call is the conference manager.
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There are two types of users in an Ad hoc conference, namely the conference manager and the other participants in the
conference.

As a Conference owner:

e You can view all the participants in a conference. Since you have initiated the conference, you can choose to Drop a
participant or Drop All participants in the conference.

e You can place a participant or all participants on Mute as well as Unmute the participants.

e You can choose to place the conference on Hold as well as Unhold or Retrieve a conference call placed on hold. You can
view the Hold or Retrieve status of all participants.

e You can Transfer the conference call to another party. You can consult with the other party and then complete Transfer
of the conference call.

As a participant:

e You can view all the other participants in the conference. You can view the active or dropped, mute or unmute, and
hold or retrieve status of the other participants in the conference.

e You can place the conference call on Hold or Unhold.

e You can Transfer the conference call to another party. You can consult with the other party and then complete Transfer
of the conference call.

12.7.7.2 Meet Me conference call
In a Meet Me conference, all participants dial into a particular bridge number at a particular time.

The owner of the conference bridge number in a Meet Me conference call is the conference manager.
A Meet Me conference call provides features similar to an Ad hoc conference call.
However, there are two additional features provided in a Meet Me conference call.

1.As a conference manager, you can Lock or Unlock the conference.
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2.The active speaker is displayed in a Meet Me conference
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12.8 Avaya IP Office Plug-in additional features

There are various features supported by the Avaya IP Office Plug-in application.
o Call log[143
 Contact directory [14%

o Outlook contact synchronization[145

e Presence information[148)

« Voice mail options[14%

o Multiple language support/[148

12.8.1 Call Log

The Avaya IP Office Plug-in call log displays and categorizes the entries of the calls based on All, Incoming, Outgoing,
and Missed call type. In the call log, you can:

1. View the entries of the calls and the details.

2. Clear the entries of the calls.

3. Add an unknown number as a personal contact into the directory from the entries of calls.
4. Call a number from the entries of calls.
5

. Sort the entries of the calls according to the call, name, number, duration, time of the call by clicking the header in
ascending or descending manner.
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12.8.2 Contact Directory

Operations:

1. You can get the details of the contact from the System and Personal contact directory. The following information is
available from the one-X Portal for IP Office server.

¢ Name, Work Phone, Mobile Phone, Other Phone, Work Email, Personal Email, Other Email, Gmail ID, OCS ID, and

Primary Phone type.

2. You can add, edit, and delete the contact.

Note: The contact entry cannot be edited from the outlook plug-in.
3. You can call a contact from the outlook plug-in. When you hover the mouse cursor over the contact, the email ID and
phone number is displayed in a collapsible pane.
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4. You can add a contact from the System directory to the Personal directory.

5. If the contact directory is updated on the one-X Portal for IP Office, then you can synchronize and update the Avaya IP
Office Plug-in contact list.

6. You can view the contact information when you select or read an email. The contact information is highlighted in the
directory.

7. You can view the presencel148) of the contacts, in the Avaya IP Office Plug-in.

12.8.3 Outlook contact synchronization

You can upload the contacts from Microsoft® Outlook® to the one-X Portal for IP Office contact directory. The system lists
the contacts in the Directory gadget > Personal > Outlook group| 76",

The mapping table list the fields in outlook contact and their corresponding fields in one-X Portal for IP Office contact
details.

Outlook one-X Portal for IP Office

Full Name Name

E-mail Work email

E-mail 2 Personal email

E-mail 3 Other email

Business phone number Work phone

Home phone number Other phone

Using one-X Portal for IP Office Page 145

IP Office 8.0 15-601131 Issue 05a (Friday, December 09, 2011)



Outlook one-X Portal for IP Office

Mobile phone number Mobile phone

To upload the contacts from Microsoft® Outlook® to the one-X Portal for IP Office:

1. In the top right corner of the Avaya IP Office Plug-in window, right-click = Options.
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2. Click Upload Outlook Contacts. The system displays a message that reads: Outlook contacts uploaded to one-X
Portal.

3. Click OK.
one-X Portal for IP Office creates, synchronizes and uploads the contacts from Microsoft® Outlook® in the Outlook group.

Note: The Avaya IP Office Plug-in does not initiate contact synchronization automatically when you add, delete or modify
a contact in Microsoft® Outlook®.

12.8.4 Presence information

You can get the presence information from the one-X Portal for IP Office server. The presence information is displayed in
the context of the contacts in the directory. You can also view the telephony presence of users in the directory. You can
set the presence status from the one-X Portal for IP Office server.

User Presence
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The user presence indicates your current presence in the one-X Portal for IP Office interface. This presence is visible to
you on the one-X Portal for IP Office interface. The presence changes as you use your phone, log in or out. The icons are
similar to those shown in the directory gadget for other users.

Presence |Description
Icon

u) This icon shows that you are available on the desk phone as well as for chat.

:J; This icon shows that you are available on the desk phone but not available for chat. While in this state, you
cannot be instant messaged[ 464 by other one-X Portal for IP Office users.

5 This icon shows that you are logged out from the desk phone, but logged into the IM.

g

Telephony Presence

The telephony presence is associated with an extension on the IP Office.

Presence |Presence |Description
Icon Status

,\:) Available |The status indicates that you are available and can be called.
,;3 Busy The status indicates that you have a call in progress.
E} Do Not The status indicates that you have enabled Do No Disturb on the phone system. Calls to you
Disturb are redirected to voicemail if available. Otherwise, the callers receive a busy tone. The
’el%eption is calls from numbers that you have added to your list of Do Not Disturb Exceptions
107,
,@ Logged The status indicates that you have not logged into the extension on the phone system. Calls to
Out you are redirected to voicemail if available. Otherwise, the callers receive a busy tone. You

cannot make calls. However you can still use one-X Portal for IP Office to alter your
configuration settings.

G Ringing This status indicates that the phone is ringing and you have an incoming call.

.@ Unknown |This status indicates that your presence on the phone system is unknown. The presence cannot
be determined as the phone number is not an extension on the IP Office.

XMPP Presence

The XMPP presence indicates the status of an entry in the directory.

Presence |Presence Description
Icon Status

) Available/ |The status indicates that you are logged into the IM server and available for chat.
Online
= Do not The status indicates that you have enabled Do No Disturb on the IM.
disturb
&= Offline The status indicates that you have not logged into the server. You want to continue using the
one-X Portal for IP Office. If you choose to enable Offline, then other one-X Portal for IP Office
users will not be able to send you instant messages[ 46" using the one-X Portal for IP Office.
Away The status indicates that you are logged in to the IM but currently away from your desk.
L 2 Unknown |This status indicates that your presence on the IM is unknown.

12.8.5 Voice mail options
Avaya IP Office Plug-in voice messages functionality:

1. You receive a list of all voice messages.
2. You have the option to listen, delete, pause, forward, and rewind voice messages.
3. You can sort the voice messages in ascending or descending order by clicking the header of the each column.

For example, you can arrange the voice messages according to the state, name, time or duration.
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4. You can initiate a call by clicking on the name of the contact who left you a voice message.

5. You can add the contact who left you a voice message to the Personal Directory.

Avaya IP Office Plug-In
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Note: The voice messages are played on the desk phone only.

12.8.6 Multiple language support

The Avaya IP Office Plug-in supports multiple languages. The appropriate language is selected for the Avaya IP Office
Plug-in application depending on the language set in the Regional Settings of your computer.

Note: If the language in the Regional Settings is not supported by the Avaya IP Office Plug-in, then English (by

default) is selected as the display language.

Avaya IP Office Plug-in supports the following languages:
English (US)

Chinese

Dutch

English (UK)

French

German

N o u r W N

Italian
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8. Portuguese (Brazil)
9. Russian

10. Spanish
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Chapter 13.

Avaya IP Office Plug-in for
Salesforce.com
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13. Avaya IP Office Plug-in for Salesforce.com

You can integrate Salesforce to your telephony system as a Softphone within the one-X Portal for IP Office. The system
displays records to the call events as screen popups or you can directly call the contacts using Salesforce.

If you are using IP office for your telephone applications, then you can use the Avaya IPO Adapter for Salesforce to
control the call from the Salesforce portal.

Use the Avaya IP Office Plug-in for Salesforce.com

e Check the Avaya IP Office Plug-in for|e Install the Avaya IP Office Plug-in for Start Avaya IP Office Plug-in for

?aissforce.com system requirements| Salesforce.com 153 Salesforce.com|156)
15
_ _ o Use Screen pop functionality [15% o Log into one-X Portal for IP Office
o Integrate Avaya IP Office Plug-in for using Avaya IP Office Plug-in for
Salesforce.com with the one-X Portal | Make a call[16® Salesforce.com 160

for IP Office[156y
e Use the Avaya IP Office Plug-in for

e Log out of one-X Portal for IP Office Salesforce.com call functions[162)
using Avaya IP Office Plug-in for
Salesforce.com[16H
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13.1 Avaya IP Office Plug-in for Salesforce.com system requirements
e Operating System: Windows XP or Windows 7 (32-bit and 64-bit).

e Salesforce.com CTI toolkit 3.0.

e Microsoft .NET 4.0 framework.

e Supported web browser for:
a. Windows XP: Internet Explorer 7 or Internet Explorer 8 (32-bit).
b. Windows 7 (32-bit): Internet Explorer 8 (32-bit).
c. Windows 7 (64-bit): Internet Explorer 8 (64-bit).

Note: The only supported web browser for using Avaya IP Office Plug-in for Salesforce.com is Internet Explorer 7 or
Internet Explorer 8 (32-bit and 64-bit).

You can download the Avaya IP Office Plug-in for Salesforce.com from the one-X Portal for IP Office server.

13.2 Installing Avaya IP Office Plug-in for Salesforce.com
1. Log in to one-X Portal for IP Office.

2. In the Configuration tab, select Desktop Integration.
3. Click Install One-X Desktop Clients.
4. The next steps vary depending on the browser:
¢ Internet Explorer or Safari
The file download menu prompts you with options to perform on the file setup.exe. Select Run.
e Google Chrome or Firefox
a. When the browser prompts you, select Save. The browser downloads the installation file.
b. When the download is complete, double click the downloaded file and select Run.
The system unpacks the installer and prepares to install Avaya IP Office Plug-in for Salesforce.com software.
5. On the welcome screen, click Next.

If you have already installed Avaya IP Office Plug-in for Salesforce.com the system displays the following options Modify,
Repair and Remove.

a. Select Modify to install this version over the existing one.
If you have a different version already installed the system prompts you to upgrade.
6. Select a folder where the software should be installed and accept the default prompts.
7. Click Next.
8. In the Confirm Installation screen, click Next.
The system displays the progress of the installation.
9. Click Close.

Note: Depending on the environment of the one-X Desktop Clients the installation wizard prompts you to restart the
system.
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13.2.1 Configuring Windows Firewall for Avaya IP Office Plug-in for Salesforce.com
You have to configure the Windows Firewall to establish a communication between the Avaya IP Office Plug-in for

Salesforce.com client and the server.

If a firewall is enabled on the computer of the user, the incoming traffic from the server is blocked.

You will receive an error message or notification stating that Server unable to reach client.

Perform the following procedures to allow incoming traffic from the server and use the Avaya IP Office Plug-in for
Salesforce.com even if the Windows Firewall is turned on.

To allow the Avaya IP Office Plug-in for Salesforce.com to communicate through Windows Firewall

(Windows 7):

1. Navigate to the Control Panel.

. Click Windows Firewall > Allowed Programs

2
3. In the Allow programs to communicate through Windows Firewall, Click Change settings.
4

. Select Salesforce.com CTI Browser Connector.

What are the risks of allowing a program to communicate?

@-\;Jvlﬂ » Control Panel » All Control Panel terns » Windows Firewall » Allowed Programs

Allow programs to communicate through Windows Firewall

To add, change, or remove allowed programs and ports, click Change settings.

Allowed programs and features:

MName Home/Work (Private]  Public =

[JRemote Event Log Management O O

[JRemote Scheduled Tasks Management O O

1 Remote Service Management O O

1 Remote Volume Management O O

[JRouting and Remote Access O 0

B tometaneas 8 &

LI Secure Socket Tunneling Protocol L] L]

1 SNMP Trap O [

& WCF Service Rule 1

[JWindows Collaboration Computer Name Registration Service O O

O Windows Communication Foundation O O

[ Windows Firewall Remote Management O I
| Details... ‘ | Remove |

| Allow another program...

To allow the Avaya IP Office Plug-in for Salesforce.com to communicate through a specific TCP port

(Windows 7):

1. Navigate to the Control Panel.

. Click Windows Firewall > Advanced Settings

. In the Windows Firewall with Advanced Security dialog, click Inbound Rules from the left pane.

. In the right pane, select Salesforce.com CTI Browser Connector.

. Right-click Salesforce.com CTI Browser Connector.

. In the Salesforce.com CTI Browser Connector Properties dialog, click the Protocols and Ports tab.

. In Protocol type section, select TCP.

2
3
4
5
6. Select Properties.
7
8
9

. In Local port section, select Specific Ports.

10. Set the TCP range from 8080 to 8090.
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ﬂ Windows Firewall with Advanced Security
File Action View Help
oz 2E=H
Name Group Profile Enabled Action Override Program
% Outbound Rules
¥ Connection Security Rules O Manager UL Salesforce.com CTI Browser Connector Properties == Amanager.e
. B, Monitaring @manager.exe Private
@manager.exe Private General | Programe and Services | Computers |
@manager.exe Public |Prntncn\s and Pnrtsl | Scope I Advanced | Users |
@manager.exe Public T
@manager.exe Private r.exe
@ manager.exe Public ws,”  Protocol typs: TCR M r.exe
@manager.ae Public Protocol number: 6 r.exe
@ manager.ee Private r.exe
(@ Microsoft Office Qutlook Domain Local port: 2\outlook.g
(@ Microsoft Office Qutlook Private... 2\outlook.g
@Micrusuf‘t Office Qutleck Public B080-8050 \outlock e
@Mi:rusuf‘t Office Outlook Public EEnE B RS S outlook.g
@Microsaf‘t Office Outlook Public ReEEE $outlook.g
@Microsaf‘t Office Qutlook Public \outlook.ex
@Microsaf-t OneMote Public Example: 80, 443, 5000-5010 AONENOT)|
@Microsaf‘t OneMote Public AONENOT|
@ Microsoft SharePoint Workspace Public }'Em‘;‘sgmg“;' plessaceBuucy 1\GROOVE.
@Microsaf‘t SharePoint Workspace Public HGROOVE.
@onaxcui Private
onexcui Private
%Sale;”nr(e.mm CTI Browser Connector | Public Iee o E s En e e T office plug-
WCF Service Rule All
°BranchCa:he Content Retrieval (HTTP-In) BranchCache - Content Retr...  All
eEranchCa:he Hosted Cache Server (HTT... BranchCache - Hosted Cach... All
oEranchCa:he Peer Discovery (W5D-In) BranchCache - Peer Discove... All
oCnnnEct to a Metwork Projector (TCP-In)  Connect to a Network Proje...  Private...
aConnEctto a Network Projector (TCP-In)  Connect to a Network Proje..  Domain
oCUnnEcttU a Network Projector (WSD Ev... Connect to a Network Proje..  Domain
OCUHHECttU a Network Projector (WSD Ev... Connect to a Network Proje...  Private...
oCUI’]I’]ECt to a Network Projector (WSD Ev...  Connect to a Network Proje...  Private...
QCUHHECt to a Network Projector (WSD Ev...  Connect to a Network Proje..  Domain  No Allow No System
QCUHHECt to a Network Projector (WSD-In)  Connect to a Network Proje.. Al No Allow No %eSystemRoot%\system32\ netproj.exe
@Core Metworking - Destination Unreacha.. Core Metworking All Yes Allow No System
@Core Metworking - Destination Unreacha.. Core Metworking All Yes Allow No System
@Core Metworking - Dynamic Hest Config.. Core Metworking All Yes Allow No SeSystemRoote\system32\svchost.exe
L FaPery N} {5 Mhom mimmin Ll b i fim far ey NI L An W Allnass LYPS L L
4| e N 1

To create an inbound rule to allow the Avaya IP Office Plug-in for Salesforce.com to communicate through
Windows Firewall (Windows 7):

1.Navigate to the Control Panel.

2.Click Windows Firewall > Advanced Settings

3. In the Windows Firewall with Advanced Security dialog, click Inbound Rules from the left pane.
4. In the Actions pane to the right, click on New Rule.

The system displays the New Inbound Rule Wizard dialog.

5. In the Steps pane to the left, select Program.

6. In the right pane, select This program path.

7. In the This program path section, type system.

8. Click Next option for the rest of the screens.
9

Name the service. For example, WCF Service Rule.
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@ Windows Firewall with Advanced =
File Action View Help
@56 = H
Mame Group 2 Profile  Enabled  Action  Overide  Progam  Local Address  Remote Address || Inbound Rules -
. Connection Security Rules || @ Avaya Call Assistant Private  Yes Allow  Ne Chprogr.. Any Any W@ NewRule.. |
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SYSTEM  Any Any
SYSTEM  Any Any
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%System...  Any Any
%System.. Any Local subnet
System Any Lacal subnet
System Any Any
Leam more about specifving programs System Any Local subnet
System Any Any
%System...  Any Lacal subnet
System Any Any
< Back ][ Next > ][ Cancel System Any Any
%System... Any Any
o 7 T %System.. Any Any
(@) Core Networking - Internet Group Mans... Care Networking Al Yes Allow Mo System Any Any
(@ Core Networking - IPHTTPS (TCP-In) Core Networking Al Yes Allow No System Any Any
[ YY) 1 TN & ANE Ted Coaca bl i An Mo Al (Y [ - Aee. b
< i, ] vl ] . b
Note: Window XP will have similar steps that allows you to configure the firewall.
13.3 Starting Avaya IP Office Plug-in for Salesforce.com
To start Avaya Salesforce CTI Adapter:
1. Click Start.
2. Select Programs.
3. Select Avaya IP Office Plug-in for Salesforce.com.
4. Click SalesforceCTI.exe.
The system displays Salesforce in the notification area.
13.4 Integrating Avaya IP Office Plug-in for Salesforce.com
Note: You need to integrate the Avaya IP Office Plug-in for Salesforce.com with one-X Portal for IP Office to use the
Salesforce softphone only the first time you log in.
Prerequisites:
e User account in http://www.salesforce.com.
e Avaya IP Office CTI Adapter for Salesforce installation path.
To integrate the Avaya IP Office Plug-in for Salesforce.com with one-X Portal for IP Office:
1. Log in to https://login.salesforce.com
2. In the Links bar, click <username>, where <username> is your Salesforce login name.
3. Click Setup.
4. In the navigation pane, click Customize listed under App Setup.
5. Click Call Center.
6. Select Call Centers.
If the Introducing Salesforce CRM Call Center web page appears, click Continue.
7. In the All Call Centers screen, click Import.
8. Browse to the path where Avaya IP Office CTI Adapter for Salesforce is installed.
9. Select Avaya one-X Portal IPOffice Settings.xml.
10. Click Import.
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The system displays the Avaya IP Office Adapter for Salesforce screen.
11. Click Edit.

12. In the Avaya one-X Portal for IP Office Server Information section, type the IP address of your one-X Portal for IP
Office in the Server IP Address text box.

13. Click Save.

To manage the call center users, click Manage Call Center Users.
13.4.1 Managing Call Center Users

1. Click Manage Call Center Users.

2. Click Add More Users or Remove Users.

3. In the Avaya IP Office Adapter for Salesforce: Search for New Users page, enter your name.
4. Click Find.

5. Select the record that is displayed.

6. Click Add to Call Center to be added to the Call Center.

13.5 Screen Pop functionality

The screen pop for Avaya IP Office Plugin for Salesforce.com displays the details for an incoming call to a Salesforce CRM
Call Center. On receiving the incoming call, the contact details are displayed in an adjacent screen if the Automatic
Number Identification (ANI, that is, the phone number from which the caller is calling) of the incoming call matches the
phone number of an existing Salesforce record.

To configure the screen pop for Avaya IP Office Plugin for Salesforce.com:
. Login to the Salesforce web page

. Click your Name.

. In the drop-down menu, select Setup.

. In Apps Setup, click Customize.

. Click Call Center > Call Centers.

. In the AIl Call Centers page, click Edit on the existing account.

N o u A W N =

. In the Call Center Edit page, navigate to the ScreenPop section.
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ScreenPop

{YIN/DY

Pop on Transfer and Conference? | A

ANl \Phane

DHIS
Digits

[show Digits? (Yil) |

Digits Label

uul1
vurz2
U3

LUl Separator

| Show UUI Data? (YIN) |

Ishow Full bUIZ (YN |

Ul Label

I
Digits

Account AccountMumber

I
VR Data

Save || Cancel

8. In the ScreenPop section, type the following for each field:

o o

. ANI - Phone.

o

Show Digits - N.

(X

. Pop on Transfer and Conference - Y.

. UUI 1 - Account.AccountNumber.

e. UUI Separator - : (that is, a colon)

o

g. Show UUI Data - Y.
h. Show Full UUI - N.
i. UUI Label - IVR Data.

UUI Data - : (that is, a colon)

The rest of the fields can be left blank.

9. Click Save.

10. Then navigate to Call Center > SoftPhone Layouts.

11. In the SoftPhone Layouts, click Edit if an account already exists.

12. If not, click New.

13. Navigate to the Screen Pop Settings section.

13.5.1 Screen Pop settings

You can configure the Screen Pop settings according to your preference.

In the Screen Pop Settings section (for inbound call types), click Edit next to each type of record-matching row to
specify which screens should display when the details of an inbound call match or don't match existing record(s) in

Salesforce.
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Screen Pop Settings:

» Screen pops open within| Existing browser window Collapse

® Existing browser window
(& New browser window or tab

» Mo matching records|Dontpop any screen Collapse
® Dontpop any screen
OPDD to new | —MNone-—- w
O Pop to Visualforce page &

» Single-matching record| Pop detail page Collapse

O Dontpop any screen
@P-Jp detail page
O Pop to Visualforce page &

|v Multiple-matching records|Dont pop any screen Collapse

® Dontpop any screen
O Fop to search page
O Pop to Visualforce page &

Following are the screen pop options for each record-matching row:

Screen pops open within

You can set where the screen pops display.

1. Existing browser window: Select to display screen pops in open browser windows.

2. New browser window or tab: Select to display screen pops in new browser windows or tabs.
Exceptions

o Internet Explorer 7 displays screen pops based on what the user selects in the tab settings of the browser.

No matching records
You can set the screen pop options when details of an inbound call do not match any existing Salesforce records.
1. Don’t pop any screen: Select if you do not want any screen pop to display.

2. Pop to new: Select to display a new record page. You specify if it is account, campaign, case, or so on from the
drop-down list.

3. Pop to Visualforce page: Select to display a specific Visualforce page.

Note: The CTI adapter passes data from the call to the Visualforce page via a URL. This includes at least ANI (the caller
ID) and DNIS (the number that the caller dialed). The URL can pass additional data to the Visualforce page if necessary

Single-matching record

You can set the screen pop options when details of an inbound call match one existing Salesforce record.

1. Don’t pop any screen: Select if you do not want any screen pop to display.

2. Pop detail page: Select to display the matching record’s detailed page.

3. Pop to Visualforce page: Select to display a specific Visualforce page.

Multiple-matching records

You can set the screen pop options when details of an inbound call match more than one existing Salesforce record.
1. Don’t pop any screen: Select if you do not want any screen pop to display.

2. Pop to search page: Select to display a search page

3. Pop to Visualforce page: Select to display a specific Visualforce page.
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13.5.2 Screen Pop

Following are the examples of the screen pop functionality for Avaya IP Office Plug-in for Salesforce.com:
Screen Pop for incoming call

The screen pop displays the Account Detail for the incoming call, that is, caller ID 204101800. In case, there is no
existing record for the incoming call, then a new account creation window is displayed.

Search Al - Search Sunil Reddy ~  Help Call Center ~

Home  Chatter Contacts Cases  Solutions Reports Dashboards Documents +
fé On = Call v - Account Customize Page | Edit Layout | Printable View | Helo for this Page &)
Avay India Pvt. Ltd
Q@ Line1 -
T show chatter  + Following
Caller ID 2041018000
Account  Ayay India Prl.. « Back ta List: Call Centers
o e Contacts 0] | Opoortunties 0] | Cases ) | Open Activiies 0] | Activity History 0] | botes & Attschments [ | Partners o)
Type
Account 125653 Account Detail Edit || Delete | | Include Offline
Humber e —
Account Owner Sunil Reddy [Change] Rating
T Accountllame vay India P, Lid iew Hierarchy Phone  (2041101-8000%
£ Reject
Parent Account Fax
Account Hlumber 125689 Website  hitn:www.avaya.com
AVAVA Account Site Ticker Symbol
Type  Customer - Direct Ownership  Private
Annual Revenue SIC Code
Billing Address  Level-5, Tower 11, Magarpatta City, Hadapsar Shipping Addiess  Level-5, Tower 11, Magarpatta City, Hadapsar
Fune, Maharashtra 411013 Fune, Maharashtra 411013
0 awayndia P Ltd ndia India
© vinil Rewatkar Customer Priority  Wedium sLA
. SLA Expiration Date SLA Serial Humber
&/ Bunil Reddy
" Humber of Locations Upsell Oppertunity
4/ Kiran Rajput
Acti
&) Kumar Reddy e
%/ Neil Singh Created By Sunil Reddy, 3127/2011 4:48 AW Last Modified By  Sunil Reddy, @27/2011 4:53 AM
L Mute eutton Description
& Gunil Reds Custom Links  Billing
Edit || Delete | | Include Offline

Screen Pop for incoming call matching multiple criteria

The screen pop displays the matching Contact and Account for the incoming call, that is, from caller ID 204101800.
You can choose to open either the Contact or Account.

salegfore 553 e < e QI
m

Options...

Home Chatter Accounts Contacts Cases Solutions Reports Dashboards Documents +

-3 fn2tal ~! Advanced Search Results e fortis Fage @
O Line1

Caller ID 2041018000 Search |dlg
Account  &vay Indio Put..
Contact Aveva lndia Put...

search | [] Limit to iterms | awm

Scope: All objects | Advanced Search

i —
- Accounts [1] Customize... ¥
Action Account Hame Account Site FPhone Owner Alias
AVAYA
Edit  Away India Pyt Lid 204)101-8000% SRedd

- Gomtacts 1 EE—

Action Hame Account Hame Account Site Phone Email Contact Owner Alias
o
Edit  Avaya India Pyt Ltd 2041 101-8000% SRedd
&/ Avaya India Pul. Lid
W fway India Pt Ltd There are no matching: Leads, Cpportunities, Cases, Case Comments, Campaigns, Contracts, Assets, Activities, Notes, Attachments, [deas, Reports, Users

0 vinit Rewatkar

13.6 Logging into one-X Portal for IP Office

You can log into the one-X Portal for IP Office using Avaya IP Office Plug-in for Salesforce.com.

Prerequisites:

e User account http://www.salesforce.com.

e Ensure that Avaya IP Office CTI Adapter for Salesforce is running on the desktop.
To log in to one-X Portal for IP Office using Avaya IP Office Plug-in for Salesforce.com:

1. Log in to http://login.salesforce.com.

The system initializes the soft phone and the system displays the login screen for one-X Portal for IP Office.
2. Type your one-X Portal for IP Office username in the Username field.

3. Type your one-X Portal for IP Office password in the Password field.
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4. Click Log In.

The system displays the soft phone in an idle state.

13.7 Logging out of one-X Portal for IP Office

To log out of one-X Portal for IP Office using Avaya IP Office Plug-in for Salesforce.com:
1. Click the Home tab.

2. Select Log Out in the drop down list of the Salesforce soft phone.

The system logs you out of one-X Portal for IP Office.

13.8 Making a call

You can make a call using the Salesforce soft phone by:

e Using the dial pad[16h

e Searching the contacts[16%

e Typing the number[16H
13.8.1 Using the dial pad

You can call a contact using the dial pad in Salesforce soft phone.

Before you begin
e Add the external dialing prefix used by your telephone system to the number while making an external call.
To make a call:
1. Select the line you would like to use to make the call.
The system displays the line dialog box.

2. Dial the number that you want to call using the dial pad.
3. Click o : .
13.8.2 Searching the contacts

You can search for the contacts listed in your one-X Portal for IP Office System or Personal directories and make a call
using the Salesforce soft phone.

1. Select the line you would like to use to make the call.

The system displays the line dialog box.

2. Click = Search.

The system displays a list of all the contacts in your one-X Portal for IP Office System or Personal directories and their
phone numbers.

3. Click the phone number listed against a contact.
13.8.3 Typing the number
You can call a contact by typing the number of a contact in the Salesforce soft phone.
Before you begin
e Add the external dialing prefix used by your telephone system to the number while making an external call.
To make a call:
1. Select the line you would like to use to make the call.
The system displays the line dialog box.

2. Type the number of the contact in the Enter phone number to dial field.

3. Click = : or press Enter.
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13.9 Avaya IP Office Plug-in for Salesforce.com call functions

You can use the Avaya IP Office Plug-in for Salesforce.com soft phone to

e Answering a call[16®

e Muting or unmuting a call[16%

e Holding or retrieving a call[16%

 Ending a call[162

e Transferring a call[163

13.9.1 Answering a call

The system alerts you about the calls that are made to your one-X Portal for IP Office. You can answer or reject the calls
using the Avaya IP Office Plug-in for Salesforce.com soft phone.

The system displays the details of the caller in the Avaya IP Office Plug-in for Salesforce.com soft phone
I T T
1. To answer the call, click .

4

2. If you do not want to answer the call, click | ™ Reject ___}

When you are on a call and if you receive another call on a different line, then the system places the first call on hold.
13.9.2 Mute or unmute a call

The Salesforce soft phone enables the user to place a call on mute during an active call.

Note: When a user places a call on mute only the user is on mute and not the other party.

To mute or unmute:

1. To place a user on mute, click Mute. When an active call is placed on mute, the Unmute button is visible.

2. To unmute a user, click Unmute.

13.9.3 Hold or unhold a call

You can place a call on hold and later retrieve the call placed on hold. When a call is placed on hold the system plays
music on hold or regular hold reminder tunes to the caller.

To put a call on hold:

After a call is established between you and the contact, the system displays the call details.

1. To place a call on hold, click # Hold.
To retrieve a call from hold:

When you place a call on hold, the system displays the call details.

1. To retrieve a call that you placed on hold, click

13.9.4 Ending a call

After a call is established between you and the contact, the system displays the call details.
To end a call, click m

13.9.5 Transferring a call
You can transfer an incoming call to other person using Salesforce soft phone.

e Making a supervised transfer[163

e Making an unsupervised transfer[163

13.9.5.1 Making a supervised transfer

When you talk to a contact before transferring the call it is called as a supervised transfer. Your initial call to the contact
is called as a consultation call or an enquiry call.

In a supervised transfer, you can confirm if the contact is present and wants to accept the call.

To make a supervised transfer:

1. Click.:_ nitiate Transfe -Transfer.

2. Type the number of the person you want to consult in Enter phone number to transfer to field.

3. Click L or press Enter. The call is transferred to the specified humber.
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4. Click to establish the call.

13.9.5.2 Making an unsupervised transfer

When you dial the number of the contact and transfer a call even without waiting for the call to be answered it is called
as an unsupervised transfer.

To make an unsupervised transfer:

1. Click |Transfer.

2. Type the number of the person you want to transfer in Enter phone number to transfer to field.

3. Click _ or press Enter. The call is directly transferred to the specified number.
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Chapter 14.
Glossary

Using one-X Portal for IP Office Page 165
IP Office 8.0 15-601131 Issue 05a (Friday, December 09, 2011)



14. Glossary
14.1 Ad hoc conference

In an Ad hoc conference a user calls the different participants and then sets the call on a conference mode.

14.2 Appearance Buttons

Many Avaya phones have programmable buttons that can be configured for different functions. These include setting
them as 'appearance buttons' which can be used to make and answer different types of calls. The different types are 'call
appearance’, 'line appearance’, 'bridged appearance' and 'coverage appearance' buttons.

14.3 Auto Hold

By default, if you already have a call connected and then go and make or answer another call, the existing call is
automatically put on hold. This is called Auto Hold. The system administrator can disable Auto Hold for the whole
system, in which case the existing calls are disconnected. This documentation assumes that Auto Hold is being used.

14.4 Busy

Both the phone system and one-X Portal for IP Office can allow you to make and receive multiple calls. Therefore even
when you are active on calls you are not necessarily seen as being busy to further incoming calls. See

However, there are some conditions where you will be treated as being busy to any further incoming calls. When this
occurs, the following happens to the incoming call, in order of priority of use:

1.If you have a Forward on Busy/[168) destination enabled, the call is forwarded to that destination.

2.If you have voicemail enabled, the call is sent to voicemail.

3.If neither of the above is available, the caller receives busy indication.

14.5 Conference Manager

In a Meet Me conference the owner of the conference bridge number is the conference manager.

In an Ad hoc conference the initiator of the conference call is the conference manager.

14.6 Do Not Disturb

When you select this state, you only receive calls from selected numbers that you have indicated by adding to your Do
Not Disturb Exceptions[107. All other callers are routed to voicemail if available or otherwise receive busy tone. You
can still make calls while in the Do Not Disturb state.

14.7 Forward on Busy
A Forward on No Answer/Busy number can be set for your calls. When set and enabled; if a call arrives for you when you
are busy[168) to any further calls, it will be forwarded to that number. The number can be internal or external.

14.8 Forward on No Answer

A Forward on No Answer/Busy number can be set for your calls. If set and enabled, if a call for you rings unanswered for
too long, it will be forwarded to your Forward on No Answer number. The number can be internal or external.

14.9 Forward To

Also known as Forward All or Forward Unconditional. When enabled, some of your calls are forwarded to the selected
number. Normally only external personal calls are forwarded, however it is possible to also forward internal and hunt
group calls though that cannot currently be setup using one-X Portal for IP Office.

14.10 Hot Desk

If you have a login code for the telephone system, that allows you to use any phone on the system as your own
extension. This ability to work at any phone is referred to a hot desking.

14.11 Hunt Group

A hunt group is a set of telephone users. The hunt group has its own name and extension number. Calls to that extension
number are presented to the hunt group members who are available (ie. not logged off and not already on a call).

14.12 IP Office

IP Office is a telephone system from Avaya. It works with the one-X Portal for IP Office to provide call information and
control of your phone.
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14.13 Log In/Log Out

If you have a login code for the telephone system, that allows you to use any phone on the system as your own
extension. You can also log out. While logged out from any phone, calls to you are treated in the same way as if your
phone was busy[168,

Logging in and out of a phone is separate from logging in or out of one-X Portal for IP Office. You must be logged in to an
extension in order to login to one-X Portal for IP Office.

14.14 Meet Me conference

In a Meet Me conference all participants dial into a particular bridge number at a particular time.

14.15 Park

Normally when you put a call on hold, only you can retrieve that call. Parking a call is similar to holding a call. However a
parked call can be retrieved by other users if they know the park slot humber or name used to park the call. one-X Portal
for IP Office provides you with 4 park buttons. You can configure which park slot number or name each button uses. You
can then use the buttons to park a call in a particular park slot, see when a call has been parked in that park slot by you

or by someone else and to unpark a call parked in that slot.

14.16 Primary Phone

Some contacts in your directories can have several associated phone numbers. The Primary phone setting for each of
those contacts is used to indicate which of the numbers should be used by one-X Portal for IP Office when that contact is
selected for a function.

14.17 System Administrator

This term refers to the person able to make changes to your telephone system or arrange those changes.

14.18 Small Community Network

Your telephone system can actually be several telephone systems connected together in a network (called a Small
Community Network). While most telephone and one-X Portal for IP Office features will work for names and numbers
anywhere in the network some features will not. For example, parking and unparking of calls is not supported between
networked telephone systems. You system administrator will advise you if there are any other restrictions in your
network.

14.19 Supervised Transfer

A supervised transfer is one where you talk (or try to talk) to the transfer destination before completing the transfer.
Your initial call to the transfer destination is called a consultation call or enquiry call.

This method of transferring calls allows you to confirm if the transfer target is present and wants to accept the call.

14.20 Unsupervised Transfer

An unsupervised transfer is one where, having dialed the number of the transfer destination, you complete the transfer
without waiting for the call to be answered.
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Performance figures and data quoted in this document are typical, and must be
specifically confirmed in writing by Avaya before they become applicable to any
particular order or contract. The company reserves the right to make alterations
or amendments to the detailed specifications at its discretion. The publication of
information in this document does not imply freedom from patent or other
protective rights of Avaya or others.

All trademarks identified by the ® or ™ are registered trademarks or trademarks,
respectively, of Avaya Inc. All other trademarks are the property of their
respective owners.

This document contains proprietary information of Avaya and is not to be
disclosed or used except in accordance with applicable agreements.

© 2011 Avaya Inc. All rights reserved.
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