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Who This Guide is For

This guide is written for the user of the MITEL® MyAttendantTM application. This person
should be knowledgeable in call handling on the SX-200°® PBX, sending messages, and
should be knowledgeable with Windows Applications.

What This Guide Contains

This Guide provides an overview of MITEL MyAttendant, a description of the MITEL
MyAttendant windows, and instructions on how to handle calls and manage messages.

The guide contains the following sections:

* Product Overview

+ Starting MITEL MyAttendant

* Logging In/Out

» Controlling the Handset/Headset Volume

* Overview of the MITEL MyAttendant Windows
* Handling Calls

* Handling Messages.

Product Overview

MITEL MyAttendant is a software application that provides a call answering position for
general business and multi-tenant environments. This PC application allows users to work
on other PC applications when there are no incoming calls; when there are calls the user
can effectively manage calls for multiple clients.

MITEL MyAttendant
* Provides a Message Board where messages are typed, saved, printed or emailed to
the client
» Displays customized greetings for different incoming calls
» Lists contacts associated with each client to allow easy transferring
+ Shows specific transfer information; e.g. cell phone, extension, and pager numbers.

MITEL MyAttendant on a PC can be used in conjunction with other PCs with MITEL
MyAttendant to allow a group of attendants to work as a team. Information such as the client
database, and information about a call waiting in the queue can be shared via a local area
network.
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Starting MITEL MyAttendant

To start the MITEL MyAttendant application, the attendant uses the Windows Start menu,
selects Programs, MITEL MyAttendant, and then clicks on the next MITEL MyAttendant. A
Log In window opens. The attendant enters their name, password, and clicks OK.

GO MITEL MyAttendant X|

MITEL

MyAttendant™
Log In

User Name: Jane Clark

GO MITEL

Logging In/Out

After starting the application, the application automatically logs in and starts accepting calls.
During the day when the attendant does not wish to take calls, the attendant can log out
using the Logout key on the keyboard. When the attendant wishes to answer calls again,
the attendant can use the Login key. These keys do not open or close the application; the
keys control the calls coming in. Pressing the Logout key, allows the attendant to remain
logged into the PC but not available to take calls.

To log in, press the Login (Insert) key. .

To log out, press the Logout (Delete) key. .

Controlling the Handset Volume

To increase the volume of the console handset or headset

* Press the Ctrl and Up Arrow keys together.

To decrease the volume of the console handset or headset

* Press the Ctrl and Down Arrow keys together.

2 Software Release 4.0 50000902
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Overview of the MITEL MyAttendant Windows

The Console Window

The Console window is the main window of MITEL MyAttendant. The Console window
provides information for all the call handling. You use this window as your main working
area when answering and transferring calls. The Console window automatically comes to
the foreground when a call comes in.

Console

Good Momning, Camera Repairs
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On the left side of the Console window, five icons provide access to different functions of
the application.

'“' The five icons are

Bl «  Console - for call handling

* Messaging - for managing messages

» Directory - for placing calls to a contact
» Speed Call List - for placing a speed call

* Quick Help - for informing the user of keystrokes
for tasks related to call handling and messaging.

Speed Call List

%

Cluick Help

These five different functions can be accessed by clicking with the mouse on the associated
icon or by using their associated key sequence. Key sequences for each icon are shown

below.
Function Key Sequence
Console ALT-C
Messaging ALT -M
Directory ALT-D
Speed Call List Speed
Quick Help ALT-H

4 Software Release 4.0 50000902
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You can access additional information about a client company by pressing the Info 2 (Page
Down) key when the Console window is open. Pressing the Info 1 (Page Up) key returns
the original Console window. Information to these user fields can be edited and saved.

50000902

Console

164 Olkama 51,

162 Plar SO C 547 for Laws, FOF 856 for Conala
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The Message Board Window

The Message Board window allows you to manage the messages for the client.

&' Messoge Board - [ausan]

D=7 e

Jill Krane - {Camera Repairs)

Sam Dunkin

Client Camnpary

Fi:
Camera Aepars
Geld and Ghiker

Frar lonais

Giald and &litter

Thursdaydanuary 18, 2000 &l 17:.56:20 &k

Staus W

Subject  FH Colar Film

tMazzace Color filn FR = delaved and won® be

Thursday Januay 18, 2000 sl 1203:32 P
Staws W

Subject  Frank

Mazsace  Fravk iz zosomuthat ha hastocance.

2 Meszages
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The Directory Window

The Directory window contains a complete list of contacts that are served by the MITEL
MyAttendant application. Double clicking on a contact in the Directory window, brings up
the Console window with information in the Contact Information field.

|| x!
Directory G nirreL

"‘:??‘5:

Higrk Help
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The Speed Call List Window

The Speed Call List window displays a list of frequently called numbers. The attendant can
dial these by double clicking the entry from the list.

Speed Call Last
Speeceliame |Digstebid 0]
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The Quick Help Window

The Quick Help window provides a quick reference of keystrokes that you can use for call
handling. You can access this window from the Console window by clicking on the Help
icon or by pressing ALT-H.

E" Mitel MyAttendant Quick Help

50000902 Software Release 4.0 9
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Handling Calls

10

Introduction

The MITEL MyAttendant application is a tool used to intelligently process incoming and
outgoing calls. The call handling features available with this application allow you to
effectively manage incoming and outgoing calls using your workstation.

Call handling features are controlled through the programming of the SX-200 PBX. Because
the features are dependant on this programming, certain features may not be available to
the attendant.

This section provides the following information for the user:

» A description of the call handling display (Console window)
* Alist of the call handling keys.

This section also provides the steps necessary to complete the following call handling tasks:

* Answer a call

* Place calls on hold and retrieve them
* Transfer a call

* Place a call.

Software Release 4.0 50000902
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The Call Handling Display

When MITEL MyAttendant detects a call, the Console window appears on the screen with
the information about the person being called prior to the attendant answering the call.

id M_H EL MpaAttendarnl

Megzagng Home Humber 9053455
Foc Hurbes: Z3-3453
r’_‘.l .| EMamlAddwss  BlackpEciicom com
e B B i S il
Diseciory s Fpee e
Lt Good Aftemoon. Donairs al your request = | woicemad Tuesdays and Thirsdny =
|
| 3
Cal infoimatacr ~ Calt Hioled Procalions
122 1B-JAN-I 1
il 1 2
Cul 2 3]
Cnl3
Cil4 o
Chl5 a
Culf: Mecragng §
Ol = Supeikiey

Console

538  Frank's Donairs Esfension: 1637
VoceMal  BASHIEET

Cally Eima Page Humber 2555543

The information on the call handling screen is grouped into specific areas:

50000902

The Client Contacts information field displays the name of client company being called
and lists the contacts (employees) for that client company.

The Contact Information field displays the means of communication and the tele-
phone numbers for the selected contact.

The Greeting box displays the appropriate greeting to say to a caller for the client
being called.

The Call Handling Instructions box displays information on how to direct a caller
specific to the contact selected. For example, the instructions may say to send all calls
directly to Voicemail for the day.

The Call Information field shows the display of a telephone, that means, the date and
time, as well as the telephone features that are available to you.

The Call Hold Positions field displays the calls being held on the six call hold positions.

Software Release 4.0 11
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The Call Status bar displays colors indicating the state of a call on your console. The
status bar is at the bottom of the screen and flashes red when there is an incoming call
and is green when the call is connected.

You are able to direct calls with the mouse or with the keys on the keyboard.
Mouse-over Functionality

The Contact Information, Call Information, and Call Hold Positions fields offer “mouse-over”
functionality. When the cursor from the mouse lands on a field with mouse-over functionality,
the cursor changes to a hand. A single click on this hand, provides a short cut for that
particular function. In the Contact Information field, this single click provides a quick dial; in
the Call Information field, a short cut for the function key; in the Call Hold Positions field, a
quick retrieve of a call on hold.

Keyboard Functionality

Selected keys on the keyboard provide all the call handling functions. When the MITEL
MyAttendant application is the active window, these keys are dedicated to call handling. A
list of these keys are listed on the next page.

Est
T rnor!

i Serall | By
05 0 o 50 o R

S I O B - R [ T

w | e wl AR ER L
crpelei] | A | s|lo[Fle|nfe|x|t ;' 4 e
s z | x]c|v]s | nfu s> ] Ig_g

=T ’“ = ‘ &l ]“ EE, I Gal
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Call Handling Keys

The call handling keys consist of the 12 function keys, Home, End, and the dial pad (or
number pad) keys.

Key Usage

F1 Hold Position 1

F2 Hold Position 2

F3 Hold Position 3

F4 Hold Position 4

F5 Hold Position 5

F6 Hold Position 6

F7 Field Dial — Home Number

F8 Field Dial —-Emergency Number
F9 Field Dial — Cellular Phone
F10 Field Dial — Pager

F11 Field Dial — Voice Malil

F12 Field Dial — Extension

Home Redial

End Speedcall List

/ Retrieves the longest held call

Places a call on Hold on the first available hold position

+ Releases an incoming call

Enter Answers an incoming call

0-9 Dials the digits 0 —9

ALT * # Dials the Digits * or #

CTRL Alt0-9 * # Sends the DTMF Tone for 0-9 * or #

CTRL ~ Acts as a Superkey on a SUPERSET telephone

CTRL and Alphanumeric 1-6  Acts as a softkey 1 - 6

Information on these keys can also be viewed by clicking on the Help icon from the Main
screen.

50000902 Software Release 4.0 13
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Answer a Call

When an incoming call is presented to the PC, the Console window comes to the front of
the screen and the status bar at the bottom of the screen will flash red. At the same time,
the client information fields in the Console window will show information about the contact
that the call is for. Before the call is answered, this window indicates how the caller should
be greeted, and how the call should be handled once answered. This information remains
on the Console window until another call comes in.

i MITEL Mypaktendant

Console
- Chant Contacts — b et B olmation -
548 Frank's Donairs Ewension 167
Veice Mal EASL1EET
Sy e Page: Humber 7565641
Cell Phone. ZEIESAT
Emeigercy 2 x kLT k]
Meszagrg Home Humber 9053455
FaxMurbee 2343453
iy .| EMalAddess  blackpEciicom com
" d _— -
Disecley  Giresting E‘Hl'l"nh*dhu
Good Aftemoon. Donairs al your request = |ﬂm7wﬂm and Thursdaw = |
..# = HILE i |
Speed ol Lt cal - rdtiad
) i
#e 122 18-JAN-01 :
ack Help Chl 1 2]:
Lnld 1
cul3 _
Cul & 4
Chls 5
CHIE Messgrg i
Ol Supsikey

To answer a call

* Press the ANSWER (Enter) key.
The Call Status bar at the bottom of the
screen turns from a flashing red to a solid
green indicating that the call is connected.

To release (end) a call

* Press the RELEASE (+) key.
The Call Status bar returns to a normal state.

ME»mrma
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» Note:
You can store a message for a contact from the Console window after answering a call.
Just click the contact name on the Console window, click the Messaging icon, click the
New Message button, enter the message, and click OK. For more information about
messaging, see Handling Messages.

Place a Call on Hold

The Console window has six hold positions available for placing calls on hard hold. This
means that the call is held in its own position and the attendant is free to use the prime line
for incoming and outgoing calls.

Function keys F1 — F6, represent the six hold positions.

Fi[F2  |[F3  [F4 FE |Fa
Hald 1| el 3 Held 3| Heled Ha'd 5] Held&

To place a call on the first available hold position
* Press the Hold (-) key.

To place the call on a specific hold position

* Press the hold position function key (F1 — F6) specific for that position or mouse-over
and click the hold position in the Call Hold Positions field.

The status of the six hold positions is displayed in the Call Hold Positions field of the Console
window. The hold positions will indicate the client being called, as well as the desired contact
(if one is selected from the Contact List).

— Call Hold Positions
1]
2]
3
4]
8]

Bl
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Retrieve a Held Call

When a call is retrieved from a hold position, the contact information fields display
information about that contact.

To retrieve the call that has been on hold the longest

Press the Retrve (*) key.

To retrieve a call from a specific hold position

Press the hold position function key (F1 — F6) specific for that position. For example,
pressing F4 retrieves the call held on Call Hold Position four.

Transfer a Call

On an established call:
1.

Enter the destination number with the dial pad, with the Speed Call List, with the Redial
key, with the field dial keys, or with the mouse-over functionality. The caller will auto-
matically be placed on soft hold while you dial the destination. External destination
numbers require the external trunk access code (for example 9) followed by the desti-
nation number.

To cancel an incorrect dial, press the Cancel (Esc) key. You will be re-connected to
the original caller.

When the call has been established (ringing or connected), press the RELEASE (+)
key to connect the two calls

or

if desired, wait for the third party to answer, provide an introduction, and then press the
RELEASE (+) key to connect the two calls.

The transfer is now complete.

Place a Call

Placing a call can be done manually with the dial pad

or automatically with the Directory window or Speed Call List window.

Software Release 4.0 50000902
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» Note:

* Torelease (end) a call, press the RELEASE (+) key.
The connected call will be released. If there is a call on soft hold (being transferred)
pressing the Release key will complete the transfer.

» To redial a number, press the Redial (Home) key.

* To cancel an incorrect call function, or to return to a call being transferred, press the
Cancel (Esc) key.

» To correct a dialing error when an arrow prompt is present in the Call Information field,
press the Backspace key.

Place a Call with the Dial Pad

1. On the right side of the keyboard, press the keys on the dial pad to dial the number.
As the call progresses, the call status and digits dialed will be updated in the Call
Information box. When off-hook or dialing, the status bar at the bottom of the screen
will turn green.

» Note:
* Todial * or # use the Alt key with the * or # key.

Place a Call with Tones
When placing outgoing calls you may be required to send tones (DTMF tones).

Tones are required when you call a voicemail box, a pager, entering a calling card number,
or dialing through an automated attendant system. These tones enable the system to route
your call through a menu.

For example:

Thank you for calling ABC. For new services, please press "1". To inquire about your bill,
press "2".

Tones may also be required to send information to the called party.

For example:

When calling a pager, the caller is prompted to "enter the numeric message, then press #".
This numeric message (often a callback number) is then displayed on the pager.

As a standard, the number pad on the PC console does not generate the tones required
in the telecommunications world.

To send tones (DTMF) when on a call
1. Press Ctrl and Alt together while entering the digits (0-9, * or #) that you wish to send.

50000902 Software Release 4.0 17
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Place a Call with the Directory Window

1.

On the Console window, click on the Directory icon or press Alt D. The Directory
window opens.

Double click on the contact that you wish to dial. The Console window opens with the
information of the contact.

Press the associated field dial function key (F7 — F12)

or on the Contact Information field, mouse-over and click on the desired number.

Place a Call with the Speed Call List Window

1.

On the Console window, click on the Speed Call icon or press the Speed (End) key.
The Speed Call List window opens.

Select the number you wish to dial by clicking on the selection, by arrowing down to
the number you wish to dial, or by beginning to type the name of the contact. The speed
call name and number is highlighted.

Press Enter, or double click on the speed call entry. MITEL MyAttendant dials the speed
call number.

Handling Messages

18

Introduction

The MITEL MyAttendant application provides a Message Board that allows you to act as a
message center for your clients and their contacts. Messages are stored for the number of
days specified in the Client Profile for the recipient. The Message board allows you to
manage the messages for your clients effectively.

This section provides a description of the Message Board and the steps necessary to
complete the following messaging tasks:

Create a Message

Edit a Message

Mark a Message

Display a Message

Delete a Message

Print a Message

Email a Message (optional)
Find a Message

Software Release 4.0 50000902
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The Message Board

The Message Board provides a complete set of messaging functionality. The Message
board lists all of the contacts and their client company plus the messages for the selected
contact. This board also has a message toolbar with six buttons that allow you to create,
print, email, mark, delete and search for messages. The bottom of the screen shows the
number of messages for the selected contact.

B Mezzage Board - [administvator] _ O] x| i
D&l ] v x| 4]

Jill Krane - (Camera Repairs)

Contact | Clent Compary | [Status__[Date Sublect Clerk Menmbet
Jill Erane " 3 j,.- 1/18400 11:56:20... Attendant Meszage Camesa Repairs Jill Krane
Joe Black e L Color lim FR 52 coming nest wesk.

Jos Kisne Camera Repais n 11840 120332, Atterdant Message Camesa Aepairs  Jill Krane
Ly Dinewy Gaold 2nd Glikter Frank wants to meet you for lunch on Tuesday

Sally Eime Frank's Domairs
S am Dunken Gedd and Glitfer

|zum A

To display the Message Board
» Click the Messaging icon on the Console window or press Alt M.

50000902 Software Release 4.0 19
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The messages on the message board show the status of the message, date and time of
the message, the subject (default is Attendant Message), who the message is for, and the
first line of the message.

Icon Status

New Message

4 Message has been delivered to contact
= Message has been printed
=

Message has been emailed

The messages are displayed in a list format

:_{ 11801 11:56:20... Attendant Meszage Camera Repairs Jill Krane
Colar film FR iz coming nest week,
b o 11801 120332, Attendant Meszage Camera Repairs Jill Krane

Frark wants to mest pau for lunch on Tussday.

or in a card format.

Thuraday Januam 18, 2001 at 11:56:20 Akd
Status: o

Subject  Attendant Mezzage

Mezzage: Color film FR iz coming nest week.
Client: Camera Repairs

Member  Jill Krane

Thursday Januam 18, 2001 at 12:03:32 P
Statuz W

Subject:  Alttendant Meszage
Mezzage:  Frank wants to meet you for lunch on
Clignt: Camera Repairs

Member.  Jill Krane
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The message toolbar on the top right of the Message Board allows you to manage and
manipulate the messages. The six buttons on the message toolbar allow you to create,
print, email, mark as delivered, delete, and search the messages.

NEREMED

Create a Message
1. Click on the Messaging icon to open the Message Board.

2. From the list of contacts on the Message Board, click the contact name of the person
who will receive the message.

3. On the message toolbar, click the New Message button. Q|
A New Message window opens.

% MyAttendant x|
New Message
To: Sally Kime Date:  Januam 22, 2001
Client; Frank's Donairs Time: 93747 AW
Status:
E mmail: zallpant@citcom. com

Sublect:  |Bread order

Jack's bread deliverny will be in the early afternoon starting nest month. Hiz delivery route =
has changed because of extra customers. If thiz iz a problem contact him.

0k Cancel

4. Inthe New Message window, enter a subject for your message and type the message.

5. Click OK. The Message Board shows the message with a star icon to indicate a new
message.

» Note:
You can create a message for a contact from the Console window after answering a
call. Just click the contact name on the Console window, click the Messaging icon, click
the New Message button, enter the message, and then click OK.
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Edit a Message

1. From the list of contacts on the Message Board, click the contact name for the message
you wish to edit. The Message Board shows all of the messages.

2. Double click on the message you wish to edit. The Edit Message window opens.

: ‘,r MyAttendant

Edit Message

To: Jill Erane Date:  Januam 18, 2001
Client:  Camera Repairs Time: 120332 Phd
Statuz:  Mew Meszage

' Email [kranet@citconm. com
Subject  [Frank

Frank iz g0 zorm that he has to cancel the luncheon date with pow. Call hinn when pou =
have time. He'll be out of the office in the afternoon)]

] Cancel

3. Enter the changes.

Click OK. The Message Board shows the edited message with a star icon to indicate
a new message.

Mark a Message

Messages are automatically marked with a status icon whenthe message is created, printed,
or emailed. After you deliver a message, you can mark the message as delivered with a
check mark.

1. Fromthe list of contacts on the Message Board, click the contact name for the message
that you wish to display. The Message Board shows all of the messages.

2. Click on the message that you wish to mark.

3. On the message toolbar, click the Delivered button.
The status icon on the message will change to a check mark.

Software Release 4.0 50000902
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Display a Message

1. Fromthe list of contacts on the Message Board, click the contact name for the message
that you wish to display. The Message Board shows all of the messages.

2. Double click on the message you wish to read. The Edit Message window opens with
the complete message.

» Tip
To change the message display format on the Message Board, right click on a message
and select the list view or the card view.

Delete a Message

1. Fromthe list of contacts on the Message Board, click the contact name for the message
that you wish to delete. The Message Board shows all of the messages.

2. Click on the message that you wish to delete.

3. On the message toolbar, click the Delete button.
A confirmation window opens.

4. Click OK to confirm the action.
» Tip
To delete more than one message, hold the Shift key down and click on all of the

messages that you wish to delete, and then click the Delete button on the message
toolbar.

Print a Message
» Note:
Printing a message requires the configuration of a printer.

1. Fromthe list of contacts on the Message Board, click the contact name for the message
that you wish to print. The Message Board shows all of the messages.

2. Click on the message that you wish to print.

3. On the message toolbar, click the Print button. @

Email a Message

» Note:
Emailing is a purchasable system option and requires the configuration of an email
service.

1. Fromthe list of contacts on the Message Board, click the contact name for the message
that you wish to email. The Message Board shows all of the messages.

2. Click on the message that you wish to email.

3. On the message toolbar, click the Email button. =3
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Find a Message

1. On the message toolbar, click the Search button. gé
A Search window opens allowing you to search by contact name or client company.

Enter the Search Critena

Contact Mame | ||

Client Campar | I

Search Cancel |

Click on the Contact Name button or the Client Company button.
Enter the name that the message belongs to.

4. Click Search. The Message Board shows the name highlighted with all of their
messages.

5. Double click on the message you are searching for to obtain the complete message.

24 Software Release 4.0 50000902
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Quick Reference Guide for Call Handling

Answering Calls

Transferring Calls
(Supervised Transfer)

Releasing a Call
Ending a Call

Canceling a Call

Generating DTMF Tones

Dialing * and #

Dialing By Field

Placing Calls on Hold

Retrieving Held Calls

50000902

G ot
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Task Keyboard Action

(Remember that you can use “mouse-over” for many of these tasks.)
Making Calls Dial the number from the numeric keypad.

Press the Enter Key.

When on a call, dial the destination number (The original caller is
automatically placed on soft hold).

To release the original caller into the transfer, press the RELEASE (+) key
on the numeric keypad.

To cancel the destination call and return to the original caller, press the
Cancel (Esc) key.

To release a call being transferred, press the RELEASE (+) key
Press the RELEASE (+) key on the numeric keypad
Press the Cancel (Esc) key.

To send DTMF Tones over an established call, press the Ctrl and Alt keys
with the digit you wish to send (Tones 0-9, *, #).

To dial the digits * and # as dialed digits (in-band), press the ALT key and
the * or # key.

To dial the number that appears in any of the contact information fields,
press the appropriate Function Key (F7- F12).

To place a caller on hold, press the function key associated with a specific
Hold Position, or press the red Hold (Number pad “-") key to place the call
in the first available hold position.

To retrieve a specific call, press the Function Key (F1 — F6)

associated with the held call you with to retrieve.

To retrieve calls in the order that they were placed on hold (i.e. First-In, First-
Out) press the green Retrve (number pad “*”) key.
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