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1 What's New

Version 4.3
This release of Mitel Phone Manager sees the introduction of Presence Profiles for controlling status and Dynamic
Extension Express features of the MiVoice Office 250.
Presence Profiles

This feature allows users to control their phone's status with a single profile which is visible to other users of the system.
Profiles also give users control over the DEE features of the telephone system.

Link to Presence Profiles section

Status on Lock

Phone Manager can now automatically switch profile or activate DND when the local computer locks. Any status change
is then reverted when the computer unlocks.

Link to Status on Lock section

Windows 10 Support
Phone Manager now supports Windows 10

Ability to hide Chat conversations
Chat conversations can now be hidden from the Chat window to reduce the number of conversations visible.

Link to Chat section

Profile Pictures

Each user can now set a personal profile picture which will be stored centrally on the server and will be visible to all
Phone Manager users.

Link to Profile Picture section

Phone Manager Mobile

There is now an option Mobile version of Phone Manager available for iOS and Android devices. The Mobile client
includes:

e Softphone

e Directory Access

e Voicemail, Call Routing & Missed Call notifications
e Call History

e Visibility of Contacts

Link to Phone Manager Mobile section

Version 4.2

This release of Mitel Phone Manager sees the introduction of the MiContact Centre Campaign Manager client Ul along
with other enhancements to give users more control over their Mitel extension.

Campaign Manager

Phone Manager provides the client Ul for the MiContact Centre Campaign Manager progressive dialling solution

Link to Campaign Manager section

UCD Control
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Phone Manager shows the associated extension's current UCD status and provides the ability to toggle between and
accepting or not accepting UCD calls.

Link to UCD section

Toaster Updates
Access to the Dial Pad and to Mute a call is now provided directly from the toaster while on a call.

Link to Toaster section

Phone Manager Version 3 Contact Import

For users upgrading from Phone Manager Version 3 there is now the option to import existing contacts from the
personal directory.

Link to Contacts Import section

Additional Plugin Support

Support for the following plugins have been added:
Link to Internet Explorer Plugin

Link to Netsuite Plugin

Link to SugarCRM Plugin

Link to Tigerpaw CRM

Link to Zoho CRM Plugin
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1.1 Known Issues

DPAR/ID | Description Notes/Work around

12706  Phone Manager cannot connect to the The Communication Service hostname and/or IP
Communication Service through a web address needs to be added to the relevant
proxy. exclusion list on the proxy server to enable Phone

Manager to connect.

12283  Phone Manager Softphone may be Disable any unused network interfaces.
unable to connect to the PBX when there
are multiple networks (including virtual
connections) configured on the client.

13506  Placing a SIP Softphone call on hold Don't leave SIP calls on hold longer than 14
longer than about 14 minutes will caused  minutes.
the call to be disconnected after this time.

14553  Enabling the download of Microsoft Disable the cache mode option within Microsoft
Outlook contacts can prevent users from  Outlook (https://support.office.com/en-
receiving emails when Outlook is US/article/Turn-on-or-off-Cached-Exchange-
configured in cached mode. Mode-e8966ca4-6ecd-4bdd-ade2-

64993dda432b).
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2 Quick Start

The guide provides information for frequently used features. For more information about these and other features, refer to the user
guide.

Phone Manager Ul with Presence Profiles

Profile Picture & Presence Settings & Preferences

Configure a personal picture and " Mitel Phone Manager - 0O X Access to application configuration
control presence ) including Hot Keys and CRM integration

25 Deborah Green
&
In the office ¥ Hot Desk 1024 ¥ @

Device Selection
Easily swap between extensions and

Search or Dial
control Hot Desk status if applicable (2]

| —"" Enter a number to dial or search

/ personal and global directories
earch or dial )

o

Device Control Contacts

Call history
Control ACD, access Chat \ Call History
and Voicemail features HH |7 Call log of all inbound, outbound
and internal calls
Favourites -
I Mitel Office
1846 | Free

Contacts View

Real-time view of users, A io Medi Favourites

extensions and agents throughout ntonio Medina ‘ Build up a favourites list of contacts

the organisation ¢@ 1032 | Out of the office (Free) by selecting users from existing

views or search results

I EXT 1824
1824 | Offline

2
Business Units =@ 1007 | Free
Centrally configured views of —— | Volume Control

departments and teams A Increase/decrease alerting or in call
volume and toggle mute status

j Mark Laird

Phone Manager Ul without Presence Profiles
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Profile Picture
Configure a personal picture

Device Selection
Easily swap between extensions and
control Hot Desk status if applicable

Device Control
Control ACD, access Chat
and Voicemail features

Contacts View

Real-time view of users,
extensions and agents throughout
the organisation

Business Units
Centrally configured views of
departments and teams

Phone Manager Call Banner

Call Banner
Visible whenever a call is in
progress of ringing at the extension

Call control

Use the call control

functions to clear, —
hold/retrieve or transfer

the call.

I

t. Mitel Phone Manager - 0O X

| Sarah Short
ﬁ Hot Desk 1024 ¥ @

- P

Search or dial

o | |

Contacts Call history
\a\
Favourites -
I Mitel Office
1846 | Free
Dorian Geroux
@ 1032 | Out of the office (Free)
I EXT 1824
1824 | Offline

== Candice Langlais
‘2@ 1002 | Free

Settings & Preferences
Access to application configuration
including Hot Keys and CRM integration

Search or Dial
| —"" Enter a number to dial or search
personal and global directories

Call History
Call log of all inbound, outbound
and internal calls

Favourites

Build up a favourites list of contacts
by selecting users from existing
views or search results

Volume Control
Increase/decrease alerting or in call

Neville Mayor

+44 1291 430000 _ _

®OOO ©

Hold Transfer Consult Mute Clear call

volume and toggle mute status

Use thiz icon to access the dial pad if

you naad to enter DTMF Tones on a call

Call details
"~ The main body of the toaster shows
details about the current call
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Using the Call Banner

If there are any calls at the extension then the Call Banner will appear, this provides control for features such as Hold/Retrieve,
Transferring, Answering and Clearing calls. If there is more than one call at the extension the banner will expand to display the
different calls and provide a means to swap between them.

Call Banner Buttons

Button Action
../i:\.. Answers an inbound ringing call
Ay

Clears a connected call

(o ./{:\. Toggles a connected call between hold and connected state
vy

.f”f\.l Offers the ability to divert an inbound call to voicemail or chosen destination

(o) &/
N/ Send to
Divert voicemail

,/G\. I,/G\,I Provides the ability to setup a direct transfer or consultation call

A7 AN,

Transfer Consul
."’:;_\'. When performing a consultation transfer, these buttons can be used to complete or cancel
A the transfer

e Used to toggle the mute state of a connected call
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Making Calls

Making calls using Phone Manager is a simple process and can be achieved in a number of different ways:

e Dial a number you know by entering it into the Search or Dial box and press enter
e Dial a user or device from the Contacts window by double clicking or pressing the dial icon next to it
e Search the directory by entering a name in the Search or Dial box to find a number to dial

e Highlight a number in a different application and double click the Highlight & Dial icon which can be found on the right
hand side of you screen

Transferring Calls

Calls can be transferred by using the buttons on the call banner. The main Phone Manager Search or Dial or the Contacts
Window should be used for choosing the transfer destination. After pressing Consult or Transfer on the Call Banner the main
Phone Manager window will be brought into focus ready for you to enter a number to dial.

Alternatively, dialling a number using any of the make call methods described above when a call is in progress will
automatically setup a consultation transfer without having to first press a button on the Call Banner.

When performing a consultation transfer it can be completed or cancelled using the relevant buttons on the Call Banner or
simply hand up to complete.

DND w l Logged in (1020) ¥ sa Accepted Voicemail Dial pad Mo forwarding Chat

Type or select a transfer destination

Contacts View

The contacts tab within Phone Manager provides a real-time view of information about other devices including users,
extensions, agents, speed dials and hunt groups. This gives an overview of the status of these devices and call control features
such as single click to dial.

The views available include a personal favourites view and centralised business units that have been configured on the server.
Use the binder icon to hide or show different views.

Icons Description
User icon, This icon appears on the Large view of the contact screen. The users

status shows in the circle in the bottom right-hand corner. The user profile
image will display in the large circle.

If the user has no profile picture then the icons below will be used
User icon, an outlined icon means the user does not have Phone Manager
running. These icons are visible on the Details view of the contacts screen
u@ u@ E@ u@ Extension icon
P P P P Agent icon
NCALALD

[l. E] [\'E] Directory Contacts (Global or Personal Directory, Phone System Directory,
I — Outlook Directory)

Colour Key: Grey - Offline, Green - Available, Red - Busy, Blue - Do not disturb, Yellow - Wrap up
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Application Buttons

Button

Action

Highlight & Dial, this icon can be found attached the right hand side of the desktop and can be
used to dial numbers from other applications. Highlight a number to dial in another application
and double-click the icon

DND, provides control of do not disturb status and displays the current status

ACD*, provides control of ACD Hunt Group status and displays the current status

UCD?*, provides control of UCD Hunt Group status and displays the current status
Voicemail, provides access to voicemail boxes that notify the local extension and indicates how
many messages are waiting

Dial Pad, provides access to the Dial Pad which can be used to initiate calls or more commonly
to dial DTMF Tones over an existing call

Forward, provides control of the forward state of the local extension and displays the current
status

Provides access to the Chat window and to see existing conversations

Binder, controls visibility of different Contact views
Can be used to add new contacts to personal or global directories
Used to switch the view on the Contact window between large icon and details view

Mute, controls the mute status of the local extension when a call is in progress

Volume controls, used to change the alerting volume when idle and the call volume when a call
is in progress

Settings, provides access to the setting area of the application to change things like Hot Keys,
CRM integration and personal preferences

Hot Desking Toggle, if the associated extension is a Hot Desk Profile then this toggle switch will
display to control and display Hot Desk status

Toolbars*, launch one or more centrally assigned toolbars to help perform common telephony
tasks

Campaign Manager®, launch the client Ul for MiContact Centre Campaign Manager to make
and disposition outbound dialler calls

* This icon will only appear when licensed and/or when configured to appear by an administrator.
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Call History

The Call History window shows all internal, external and missed calls on all of your assigned devices.

When the Call History window is not open, any missed calls will be notified with a red circle on the tab. Calls can be returned by
pressing the handset icon.

A history of any calls made to or by any of the devices associated with your user account will be displayed. To see additional
information regarding calls expand the Phone Manager application to full screen.

Right clicking on a history line allows you to add the contact to your directory.

Contacts Call history

Mumber Time Talk time
) () Phil Taylor 12:07 09:58
& {_3 Helene Moulin 10:53 00:00
) -f‘x. Youssef Yount 10:38 00:00
@) !:_H: Tomas Mendoza  10:26 13:26
& (» (&) SalesRoom 10:07 00:00
@ (») (V) Mitel Office 09:52 08:19
W ) () 1841 09:52 00:12
) ":‘:_.-\' Alberto Puga (09:49 01:19
Icons

Button | Action

@ Inbound call that was answered (This includes calls answered by voicemail and in the case of DEE
calls answered by other devices in the DEE group)

@ Inbound call that was missed
C’; Outbound call

Redial, used to call back a number on the call history. If this icon is greyed out there is no number
available to redial

-
®©

/%  Playback™, used to playback a recording of external calls
&)

** Only available in conjunction with a Xarios Call Recording solution

Page 13



Mitel Phone Manager 4.3

3 Overview

Phone Manager is designed to make using your Mitel MiVoice Office 250 handset as easy as possible. This document is
designed to outline the features of Phone Manager and help you get the most out of the product.

Phone Manager requires an instance of Mitel Communication Service (MCS) with the Application Server role supporting Phone
Manager clients, installed and running on the Local Area Network (LAN). The licensing for the product and many of the
features is controlled via the Application Server so you may need to contact your IT department or phone system supplier for
help should any of the features described in this document require a license.

Phone Manager runs in a Microsoft ® Windows environment and is designed to improve your productivity by integrating the use
of your MiVoice Office 250 phone with your PC and the various software applications you use to function well within your
team.
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3.1 Requirements

Overview

The system requires specific information and requirements to be met for any installation. Read each of the sections and ensure
that the information requested is available prior to an installation.

System Requirements

To be able to install and run Phone Manager the client computer needs to meet the following minimum requirements. If
installing into a multi user environment where multiple instances of the client will be running, for example Microsoft Terminal
Service, Citrix etc. then see the Multi User Computer Requirements section.

Operating Systems

e Windows 7 Pro/Enterprise/Ultimate 32-bit/64-bit

e Windows 8 Pro 32-bit/64-bit

e Windows 8.1 Pro 32-bit/64-bit

e Windows 10 Pro/Enterprise 32-bit/64-bit

e Windows 2008 SP2 Standard/Enterprise/Datacenter 32-bit/64-bit
e Windows 2008 R2 Standard/Enterprise/Datacenter 32-bit/64-bit
e Windows 2012 Standard/Datacenter 64-bit

e Windows 2012 R2 Standard/Datacenter 64-bit

@“ The Windows 2008 or Windows 2008 R2 Server Core installation options are not supported.

The Windows 2012 Foundation and Essential versions are not supported.

Hardware Requirements

The minimum recommended hardware is dependent on the number of devices configured on the PBX and the number
of clients that will be connected.

Processor Intel Core 2 Duo 1.8GHz or faster processor (or equivalent)
Memory  Minimum: 1GB RAM
Recommended: 2GB RAM or more

When Phone Manager is running it will use a minimum of 70MB of RAM per client - this can
be significantly more depending on configuration and number of devices and/or users on
the system.

Network  IPv4, 100Mb / 1Gb LAN
Hard Disk Minimum: 20GB free space
Graphics  Minimum: DirectX v9 compatibly graphics cards with 120MB RAM
Recommended: DirectX v9 compatibly graphics cards with 1024MB RAM
Software Requirements

The following software is required to be installed.

e .NET Framework 3.5 SP1
e .NET Framework 4.0 Full
e Windows Installer 4.5
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Multi Users & Virtual Desktop System Requirements

Phone Manager can be run in multi user and virtual desktop environments such as Microsoft Terminal/Remote
Desktop Services, Citrix XenApp or VMWare Virtual Desktop Infrastructure (VDI) with the following limitations:

e The 1st Party TAPI drivers is not supported
e Phone Manager Softphone is not supported

When deploying in these environments then the amount of memory, CPU usage and Video resource that Phone Manager will
use needs to be determined. As the resources required are dependent on configuration and the number of devices and Users
in the system then this needs to be benchmarked first to ensure the number of concurrent Users can be supported on the
hardware available.
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3.2 Licensing

Phone Manager is available in several different license levels. When you connect to the Communication Service a license will
be assigned to you based on the Client Profile assigned to your User account on the server.

All clients provide the following features:

e Standard Features: Legacy support only. Provides call control features, call history & status visibility of contacts (only
possible following an upgrade from Release 3).

e Outlook Features: As well as Standard features, adds the additional functionality of screen popping and populating call
history journal inside Microsoft Outlook as well as dialling contacts and auto-creating MiVoice Office 250 Meet Me
Conference appointments.

e Professional Features: As well as Outlook license features, adds the additional functionality of integrating with many
other CRM applications. Adds TAPI & .NET API access and supports custom Macro design.

e Team Leader Features: As well as Professional license features, adds the ability to silent monitor other users and
control their ACD group status, DND and call forward status.
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3.3 License Comparison

Feature Standard Outlook Professional Team Leader

Call control up to 4 calls
Highlight & Dial

Desktop presence

Call history

Do not disturb & Forward Control
Instant Messaging (chat)
Personal Directory

Call Recorder Playback®
Group Mailbox Notification
Profile Images

Presence Profiles

Hot Keys

Call banners including profiles
Softphone

UCD Control

ACD Control

Integrated Toolbar

Full Toolbar

TAPI (1st Party)

BEBECEBEB0O0000000000000

Macros

Application Support

o
<
f=o
o
e}
]
o
=1
<

API Access (.NET/VB)
Campaign Manager Client

Alarm Notification

BR800 000000000
BEEBO0C000000000000000000000
CO000000000000000000000000

) XY X

Hunt Group Status
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3rd Party ACD, DND & FWD Control

Silent Monitoring

x| %

) %
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3.4 Configuration

Connection Details

Phone Manager requires a basic level of configuration to get it connected to the Communication Service and controlling your
extension. The following information is required when Phone Manager starts up:

This is the IP address or hostname of the server running the Communication
Service software. Phone Manager will try and find this automatically on start-
up. If it does not find an Communication Service or it finds more than one
then some user interaction is required to confirm the connection details.

Host address

Phone Manager needs to connect to the Communication Service with a user
account. By default, it will use the account you are logged into your PC with to
authenticate. If you wish to override this you can do so in

the Connection settings section.

User Credentials

Phone Manager requires the details of the extension you are using when it
starts up so that it can show the correct call information. There are several of
ways of providing Phone Manager with this information. Please read through
the Connection settings section for more details.

Extension

Server Connection

The first time Phone Manager starts up it will broadcast to try and find the Communication Service. If it doesn’t find one
or if it finds more than one the user will be able to select the correct one to use. Select the correct server from the
Available hosts list or enter the IP address or hostname of the server you wish Phone Manager to connect to in the
Host address field.

When Phone Manager starts it will use the Windows account details of the current logged in user. If this is not
appropriate then check the Override login details and enter the Username and Password to use instead. (This might
be necessary if for example you connect to the office from your home PC).

If the User account is linked to a Microsoft Active Directory User account then enter the username in the DOMAIN\User
format, otherwise use the username and password provided by your administrator. By default the username is your
extension number and leave the password blank to use the default value.
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4 Outlook Features

The following section covers the features that are available in the Microsoft Outlook licensed version of Phone Manager. The
specific Microsoft Outlook features that are provided are:

Call Control How to make and transfer calls. How to handle multiple calls
and tell the difference between different types of call.

Extension Control Controlling the state of your extension. Forward states, Do Not
Disturb and ACD Agent control. Volume Control and Voicemail
access.

Contacts View the status of other users within the

organisation. Searching for internal and external contacts and
using the contacts view to manage favourites and speed up
communications.

Call History Track all calls you make on the system and optionally play
them back (requires Call Recording integration license).

Chat Communicate with other users inside the organisation using
chat/instant messaging.

Directory Integration Outlook contacts can be linked into the Phone Manager
directory and displayed on the toaster.

Screen Popping Outlook contacts can be screen popped.
Call History Outlook contacts can have call history (journal entries) created.
Calendar / DND Synchronisation Outlook calendar can be used to automatically synchronise the

User's DND state with their calendar items.

This license also provides:

Hot Keys Configure global hotkeys to automate common telephony tasks.

Call Banner Profiles Toaster support for custom banner profiles.

Softphone Support for connecting as a softphone (Requires a softphone license).
Integrated Toolbar Only available when connected as a softphone. This provides 5 buttons that

can be customised on the main window.
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4.1 Call Control

Overview

Making and receiving calls is obviously the primary purpose of a telephone. Phone Manager makes this process as simple and
efficient as possible, providing you with context sensitive action buttons and giving you all the information you need about the
calls you are on.

Making Calls How to dial internal and external numbers.
Highlight & Dial Dialling from within other applications.

Toaster Seeing details about the call you are on and performing common tasks such as
putting calls on hold, retrieving calls and clearing calls.

Transferring Performing supervised/announced or direct transfers.
Multiple Calls How to handle multiple calls at your extension.
Dial Pad Dialling out with the dial pad or dialling DTMF digits over a call to navigate through

an attendant or IVR.

Uri Schemes Click to Dial URI schemes
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4.1.1 Making Calls

Making a call to a number is a simple process that can be achieved a number of different ways.
Dialling a number you know

If you know the number you wish to dial, whether it is another extension internally or an external number then simply
enter the number into the Search or Dial box and hit the enter key or press the ‘Dial’ button to make your extension dial
the number.

If you are dialling an external number there is no need to worry about adding in any additional digits to get an outside
line or worrying about area codes as this will be done automatically as per the configuration in the server.

Dialling from the contacts screen

If you want to dial another user within your organisation or a contact that is stored in a global or personal directory you
simply need to click the dial icon next to their status icon on the contacts screen or double click the status icon itself. If
the contact to dial is not currently visible start entering their name into the Search or Dial box to bring up a list of
matching contacts.

.
*

£ If you dial a contact while you are already on a call with someone else, Phone Manager will automatically
set up a consultation/enquiry call for you.
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4.1.2 Highlight & Dial

Dialling from another application (Highlight & Dial)

Often you will have the need to dial a number from another application. Commonly this will be a web page that you want
to dial the contact details from or an email someone has sent you.

To do this you can use the Highlight & Dial features of Phone Manager. Simply highlight the number you wish to dial
and then double click on the Highlight & Dial button or use a Highlight & Dial hot key (See the Hot Keys section for
details). You will find the Highlight & Dial button docked to the right-hand side of your screen.

United 10th Floor 155 Bishopsgate M4 1201 436 06 n

Kihgdom London, England fax: 44 2072 565072
(London) EC2M 3TQ

You can move the Highlight & Dial button up or down the screen to suit your requirements.

Generally as long as the number can be copied to and pasted from the Windows clipboard then this should work. This
can be tested by highlighting the telephone number and pressing Ctrl+C and then opening Notepad and pressing
Ctrl+V. If the number appears then the test was successful.

/v, Some 3rd party applications can perform their own clipboard control causing highlight and dial to not
function correctly. Testing with a Phone Manager client is recommended to ensure full compatibility.
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4.1.3 Toaster

The toaster window will appear whenever a call is in progress at your extension. It is designed to give you all the details you
need about the call in progress and provide you with context sensitive buttons to perform actions on those calls such as hold or
retrieving a call.

Voicemail

2750

) :“. :“.
®® ® @,

Hold Transfer Consult Clear call

Context Sensitive Buttons

The following buttons will appear at different times on the toaster depending on the status of the call.

@ Use this button to hang up on a call.

I‘El?x If you have the handset of the telephone in your hand you will be disconnected
from the remote party but will be left with a connection to the telephone system.

Clear call

Use this button to answer an incoming call.

©

.
1]
[l
[=1]

2 |2
)

Is

These hold and retrieve buttons will appear once a call is in progress. If you hold a
call by pressing the hold button on the toaster or on the telephone itself, the hold
button will be replaced with a retrieve button to allow you to pick the call back up.

e
X

]

o)

3

—
Retrieve

I./:;\I This option is displayed on incoming ringing calls. Use the divert to send an
\Z unwanted call to another destination.

Divert

This option is displayed on incoming ringing calls. Use the send to voicemail option

)
)

\Ef/’ to send an unwanted call to your voicemail mailbox.
oicemail
.'/_é\‘. There are 2 ways of transferring a call to another location. Using the transfer option
Ay will move the call to another location immediately. The consultation option will allow
Tllj_"fj:l:’ you to speak to someone at the other location first before putting the call through.
&)
Consult
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.":.}". These options are available if you have set up a consultation call. To complete the
vy transfer hang up the handset of the telephone or press the complete button. To go

back to the original call press the cancel button.
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4.1.4 Transferring

Transferring a call can be done in several different ways depending on whether you want to transfer an answered call directly
(blind transfer) or by announced transfer. Alternatively if the call is ringing, then you can divert the call before answer.

Transfers

When connected to a call, context sensitive toaster action buttons appear to offer the user the system features that are
possible at the time.

/v, Softphone does not support transferring a connected call straight to a Voicemail box

Direct Transfer

To perform a direct transfer where the call is sent to the transfer destination before the consultation call has been made
click on the Transfer button and this will give focus to the main window with the cursor in the Search or Dial box. Search
for the contact to transfer the call to and click on the dial button next to their icon (or highlight it and press Enter) or type
in the number in the Search or Dial box and click on Dial. The call will then be sent straight to this contact and the call
will clear from your extension.

Announced Transfer

To perform an announced transfer a consultation call needs to be set up before transferring the call. Whilst on a call
click on the Consult button and this will give focus to the main window with the cursor in the Search or Dial box, or go
direct to the main window and find the contact, or use the hot key for Directory Search. Use any of these methods

to find the contact to transfer the call to in the main contact window.

Once the contact has been found, dial them and this will set up the consultation call. For example this shows a
consultation call made to extension 1801.

~, Zhao Ping . !
= org o023 Zhao Ping e
= EXT 1809 079

= 1809 00:00

© )

Complete Cancel

As there are multiple calls at the extension now the summary panel appears to the left of the toaster. This shows all the
calls at the current extension and clicking on each call will update the details on the right hand side with the relevant
information for the call selected.

The consultation call has not been answered yet but the transfer can be completed at any time by clicking on the
Complete button.

To cancel the consultation call and not perform the transfer to this contact, click on the Cancel button (shown
above). This will then clear the consultation call and connect you back to the original call.

Alternatively swap over to the enquiry call and click on the End button shown below. This will cause the original call to
be left on hold and would need to be manually retrieved.
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-~ Zhao Ping -
Y org o126 EXT 1809 o
EXT 18049 1809
1809 01:11
=) () ) ®
N N\
Hold Transfer Consult Clear call
Divert

When a call is ringing the toaster action buttons change to reflect what you can do with this call.

Deepak Anik oo:ba
079
BEM DDI
() (=) (&)
IR
Answer call Divert Send to
voicemail

To divert a call click on the Divert button and this will give focus to the main window with the cursor in the Search or Dial
box. Search for the contact to divert the call to and click on the dial button next to their icon (or highlight it and press
Enter) or type in the number in the Search or Dial box and click on Dial. The call will then be sent straight to this contact
and the call will clear from your extension.

The toaster also provides a Send to voicemail button that enables a single click divert of a call to voicemail.
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4.1.5 Multiple Calls

The toaster popup will show multiple calls at an extension by expanding to the left with a summary pane that lists all of the calls
in progress. Clicking on the entry for a specific call will update the details on the right hand side with the relevant information for
the call selected.

For a single call the toaster will be shown without the summary pane.

Deepak Anik 0o:04
079
BEM DDI
Answer call Divert Send to
voicemail

If a second call comes in the then toaster will expand with the summary pane. This example shows the first call as connected
and the second call is ringing.

Alberto Puga ,
079 ooie  Alberto Puga oue
oy Mo caller ID 079
~ Mo caller ID 00:02 ALB DD
Hold Transfer Consult Clear call

If a third call comes in then this gets added. In this example the first call is connected and the second and third calls are ringing.

Alberto Puga ,
07g 00:56 Alberto Puga 00:58
oy Mo caller ID 079
=~ Mo caller ID 0017 ALB DDI
ey EXT 1809
HICICKG @,
Hold Transfer Consult Clear call

Next to each call in the summary pane the icon to the left reflects the state of the call.

Call connected

(=) Call ringing

(i) call on hold
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4.1.6 Dial Pad

The dial pad can be used for dialling numbers or for navigating Auto Attendants or Interactive Voice Response (IVR) systems.
This can be opened all the time by clicking onto the dial pad icon from the main window.

t. Dialpad ? -0 X

Alternatively whilst on a call click on the dial pad icon from the toaster window to display the dial pad window.

EXT 1803 00:03
1803

© ® @

Answer call Divert Send to
voicemail

@‘ In order to ensure that the normal use of numeric keys on your computer doesn't interfere with a call, DTMF
tones will only be sent over a call whilst the Dial Pad window or toaster has focus.
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4.1.7 URI Schemes

Phone Manager supports a range of different well known URI schemes that enable applications to be able to do direct click to
dial by turning the telephone numbers into hyperlinks. For example if an application wraps the telephone number into this
format:

tel://01234567890

Clicking on this link will then cause this number to be dialled. The following URI formats are supported:

URI Scheme Example

dial dial://01234567890

sip sip://01234567890

callto callto://01234567890

tel tel://01234567890

call call://01234567890
dialfrompm dialfrompm://01234567890
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4.2 Extension Control

Overview

Phone Manager provides complete control over the status of your extension. The application can be setup to control the
extension in one of two modes. The mode used is controlled on the server using the Phone Manager Client Profile.

Presence Profiles
Different profiles contain information about how a user's primary extension is setup. To change the configuration of the
telephone users need only select a different profile. This form of control provides users with a simple way of controlling

their configuration and can be tailored to each user's needs. It is also an essential feature when working with Phone
Manager Mobile.

For more information on using Presence Profiles click here.
Direct Control

Users have direct control of the extension Phone Manager is connected to using the relevant feature buttons:

Do Not Disturb Single click access to any of the 20 do not disturb states programmed on the
telephone system to ensure you are not interrupted when busy.

UCD Hunt Group Call | Control of the UCD hunt group state of your extension. For example, to enable
Control UCD hunt group calls be taken.

Manual Forwarding Control of the local forward state of your extension. For example, divert calls to
voicemail or to your mobile when busy.

Common

The following controls are common to users using Presence Profiles or Direct Control

ACD Agent Control Login to all or selected hunt groups your ACD agent ID
belongs to.
Voicemail Access Visual indication of when you have voicemails and single

access to dial into the voicemail system to retrieve them.

Volume Control Increase or decrease the volume when ringing or during
a call or mute the audio all together.
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4.2.1 Do Not Disturb (DND)

When away from your desk or busy in a meeting you can set the Do Not Disturb (DND) message on your phone so other users
on the MiVoice Office 250 system know your status. The PBX provides 20 predefined DND messages for you to choose from.

| @' These messages can be re-programmed in Database Programming on the MiVoice Office 250 system.

The "DND" icon enables users to set their DND status and changes colour to indicate what state they are currently in.

Icon Description

DND is not configured.
® DND is configured.

Clicking on the "DND" icon when not configured will allow the user to select the DND message to use from the 20 pre-
configured messages shown. When a message has been selected then a prompt will be shown to allow the user to optionally
enter up to 16 characters of DND text to supplement the DND message. For example:

"IN MEETING UNTIL — 12.30 PM"

Any MiVoice Office 250 user now calling your extension or viewing your status in Phone Manager will see your DND message.
If you are in the DND state, the Phone Manager DND icon will turn red . Clicking this will toggle the DND state to off turning the

icon blue “='. Clicking again will set DND state to on.
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4.2.2 ACD Agent Control

ACD Agent IDs can be used on the MiVoice Office 250 system to log in and out of whichever ACD hunt groups you Agent ID
belongs to. Each hunt group would generally indicate a different type of call to be answered or indicate a specific skill set to use
for that call.

The ACD icon enables users to control their ACD status and changes colour to indicate what state they are currently in.

Icon Description

Logged out
Logged in and free

Logged in and in wrap up

When you are logged out and press the ACD icon the list of hunt groups for the agent ID that is assigned to your user account
are shown. Clicking on "Login agent (xxxx)" will log into all ACD groups that this agent ID is a member of. Alternatively select
the specific hunt group that you wish to login by clicking on the group.

To use a different agent ID click on the "Login with agent ID" option and then enter the ID in the box shown and this will log the
agent into all groups. The list of individual hunt groups will then be updated for this agent ID to enable specific groups to be
logged out of.

While logged in a tick will show against all hunt groups that you are logged into. The menu can then be used to login or out of
any of the other groups at any time.

Z] The ACD icon will only be displayed if the user has the "Enable ACD control" flag set against their Client Profile.

] When using ACD agents with the Softphone it is recommended to enable the Auto agent login/logout setting
in the users Client Profile. If an agent is logged into a Softphone and is not connected then users may receive a
"destination not responding” message if they dial a hunt group they are a member. Other OAI applications may
also display the agent in a constant ringing state.
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4.2.3 UCD Hunt Group Calls

UCD hunt groups can be used on the MiVoice Office 250 system to route calls to groups of extensions. Each hunt group would
generally indicate a different type of call to be answered or indicate a specific skill set to use for that call.

The "Hunt Group Calls" icon enables users to toggle their UCD status and changes colour to indicate what state they are
currently in.

Icon Description

UCD hunt group calls will not be presented.

L UCD hunt group calls will be presented.

frEI The UCD icon will only be displayed if the user has the "Enable UCD control" flag set against their Client Profile.
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4.2.4 Manual Forward

Your extension can have a manual forward set to divert calls to another destination under different circumstances. The various
forward states available to choose from are:

State Description

No Answer Forward calls when you don’t answer them. The default no answer time on the PBX is
15 seconds (This system wide timer can be changed)

Busy Forward calls only when your extension is busy.

No Answer Busy This option is a combination of the first two options.

All Calls Forward all calls that alert you extension immediately.

The "Forward calls" icon enables users to set their forward status and changes colour to indicate what state they are currently
in.

Icon Description

No forwarding is configured.

L' Forwarding is configured.

Clicking on the "Forward calls" icon when no forwarding is configured will allow the user to select 1 of the 4 options available. A
text input box will then appear to prompt for a forward destination. In this box you can enter an internal or external number such
as a mobile phone number (if external remember to include the number to access an outside line).

If the forward state is already configured, then clicking on the icon will remove the forward setting from your extension.

& The MiVoice Office 250 system also supports pre-programmed forward rules called "System Forwarding".
Manual Forwarding will override any System Forwarding rules you may have set.
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4.2.5 Voice Mail Access

The "Voicemail" icon shows a red badge indication with the number of voice or extension messages that have been left for
each different one. Clicking on the icon displays a list of the messages and selecting the individual one will either dial into the
correct mailbox or call the extension that left the message.

In this example there are 3 messages.

(3]

Sales (1077) (1)
1809 ©

Local Mailbox (1021) 'ﬂ'

e Sales (1077): is a voicemail for an un-associated mailbox with the notification extension set to this users.
e 1809: is an extension message left from extension 1809.
e Local Mailbox (1021): is a voicemail for an associated mailbox for this extension.

When there are no outstanding messages then there will be no red badge indication shown.
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4.2.6 Volume Control

The volume functions behave differently depending on whether Phone Manager is associated with your extension phone (Desk
Phone) or in SIP softphone mode.

extension Volume control

The volume of your extension phone can be controlled using the mute , volume increase and volume

decrease icons at the bottom right of the main window.
When controlling a Mitel extension desk phone these icons are grouped together in the bottom right corner like this

Depending on the state of your extension the icons will do different things:
Idle or Ringing State Mute will be disabled.

Volume decrease will decrease the ringing volume and save it.

Volume increase will increase the ringing volume and save it.

Call in progress on the handset Mute will be enabled.
Volume decrease will decrease the handset volume and save it.
Volume increase will increase the handset volume and save it.

Additional types of call in progress include Hands Free and Headset and the volume control will apply independently to
each type of audio call.

When the mute icon is pressed it will turn blue ‘“ to indicate that audio is now muted on the call. To turn mute off
simply click on the icon again.

Softphone Volume

The volume controls are enhanced to include a slide control when connected as a softphone. This offers a greater level
of control than when Phone Manager is controlling an extension and look like this:

When using the volume control in softphone mode you will be setting the volume of whichever audio device is
configured in Settings ---> Softphone ---> Audio within your Phone Manager software.

| ] Volume control for a softphone is only available when using the built in softphone.

| Z] When muting a call on the softphone both parties audio are muted.
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4.3 Contacts

Overview

The contacts tab within Phone Manager provides a view to provide real-time information about other devices including Users,
extensions, agents, speed dials and hunt groups. This gives a single quick view of the status of these devices and call control
features such as single click to dial.

Groups

Each device that is shown is part of a group. Clicking the directory button on the top left hand corner displays the
available directories and gives the User the ability to be able show or hide each group.

If there is a tick next to the entry then this will be shown. Un-checking this will cause the directory to be hidden.

Each Phone Manager User has their own Favourites group which they can add and remove devices to and from and is
personal to each User. They can also add items from the Directories to this, for example Speed Dials, Personal
Contacts, Central Contacts or Microsoft Outlook Contacts.

The other groups are created automatically from the Business Unit structure configured on the server.
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Device Control

For each device there are actions that can be performed. Right clicking on a device will display a menu of the available
actions and the options available are dependent on the type of device, the state of the device and the license level of

the client.

Device View(s)

The contacts tab supports displaying the device information in either a large icon or a details view. The current view can
be changed using the view selection buttons in the top right corner.

The current view is highlighted in blue, with the large icon view using the left button and the details view on the right.

e Large Icon View - Displays a grid of devices with large icons and up to *3 pieces of information about the contact
e Details View - Displays a table of devices with more detailed information about their state

* The default information shown is Number, Status & Caller ID. To change the information displayed in Large Icon View,
switch to Details View and move the columns around so that the information required is in the first 3 columns after the

Name column.

The following information can be added in the Details View:

Grouping | Information

Call Account
Details Code***

(if no call Call Type

isin

progress Caller ID***

these DDI***

columns

will be .

empty) Display™***
DNIS***
Duration*

Description

The current Account Code that has been entered on the call will appear here. If
more than one code has been entered it will show the last one

The type of call; Internal, Inbound or Outbound

The telephone number or speed dial name of the caller

If the call was Inbound then this field contains the DDI number the call came in
on

This column contains the Display information form the device
If the call was Inbound then this field contains the DNIS for the call

The current duration of the call in progress at this device
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4.3.1 Directories

Overview

Contact directories can be created to provide more information about the contacts who are calling in and to provide directory
search features to help find people to call. The directories can be populated manually by users, bulk imported from files or
linked directly to other databases.

There are several different sources that can be used to import contact records. They include:

e Manually created by users.

e Imported from text or CSV files.

e Linked direct into existing databases.

e Your own Microsoft Outlook personal contacts.

e The MiVoice Office 250 PBX System Speed Dial list (Maximum 1000).

Using the contact directories, Phone Manager can search to find any matching contacts to dial. When an inbound call is
received or an outbound call made, the relevant directories are searched automatically and the matching contact information is
made available and displayed on the Phone Manager toaster.

Global directories

The system has a global directory that is accessible by all users by default. This is stored centrally to enable the users
to access this from any location that they connect from. Any user can add, edit or remove contacts.

Personal directories

Each user also has their own personal directory that is only accessible by them. The associated user then has the ability
to be able to manage this directory and add, edit or remove items from this. This is stored centrally to enable the user to
access this from any location that they connect from.

& If the user has upgraded from a Phone Manager v3 then their existing personal contacts can be
imported. This is only supported if the users personal contacts have been stored locally (either in the
%PROGRAMFILES% folder on the computer they are on, or in their "My Document" folder and NOT
centrally. If they are stored centrally then they will need to be migrated before upgrading. If these files
are present then Phone Manager will prompt the user automatically when started to import.

Database linked directories
External database can be linked to; using an ODBC or OLE DB connection. The contacts within this database are then

imported into the system on a regular basis to keep them up to date. These directories are read only as any
modifications to a contact would be lost on the next import.

CSV directories

Text files in CSV format can be used to import contacts. The contacts can be imported into the system manually or on a
pre configured schedule so that the directories are always up to date. These directories are read only as any
modifications to a contact would be lost on the next import.

& For more information see the Contact Directories section in the Communication Service help.

Microsoft Outlook personal contacts

If a User has the Download Outlook contacts option enabled in their Client Profile on the server, then personal contacts
from within Microsoft Outlook can be searched directly from Phone Manager.

| ["El The User needs to be connected with a Microsoft Outlook license to enable this feature.

| él This requires Microsoft Outlook to be running within the same session as the Phone Manager client and
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4.4 Call History

Overview

The call history provides a list of all of your recent call activity. This includes internal calls, external inbound and outbound calls

and missed calls that were not answered. If the User has multiple devices (extensions/agents) associated with their profile then
the history will show calls for all these whilst the User was linked with them (In other words the call history represents the Phone
Manager user rather than the device on which the call took place).

The history is refreshed after a call is cleared from the current extension phone.

£ The call history does not require Phone Manager to be running to save the call information - the server logs the
call history centrally.

£ You are only able to see the last 3 months of call history on the client.

For each call the history tab shows the following information:

e Name : This is either the name of the contact that has been matched to the call or if none is available then the outside
number.

e Time: The time of day that the call was made or received.

e Talk Time: The length of time that the call was connected.

e Ring Time: The length of time that the call was ringing.

e CLI: The caller id (Calling Party Number) or outside number. This is only populated for external calls.

e DDI: The direct number dialled by the inbound caller. This is only populated for inbound external calls.
e Hunt Group: The hunt group that the call came in on. This is only populated for inbound external calls.
e Account Code: This shows any account codes that were set against the call whilst in progress.

] As the main window is resized the number of columns shown will change as there is more space to display
these.

To the left hand side of each entry the icon shows what type of call this is.

Outbound call

Inbound call (This includes calls answered by voicemail and in the case of DEE calls answered by
other devices in the DEE group)

Inbound missed call

Next to each entry, on the right hand side, there are icons to dial the contact back and if the system has call recording
integration enabled and the User has playback rights, then they can listen to the associated call recording for the call.
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4.5 Presence Profiles

Presence Profiles provide mechanism for controlling many aspects of a user's extension. If enabled to use Presence Profiles,
each user is given a default set of profiles that they can add to, edit or delete as they require.

Profile information

Each profile has a name which will be visible to other users of Phone Manager when it is selected. The profile name can
then be supplemented with Additional Information that can be changed as required and will also be visible to other
users.

For example, the profile 'In a meeting' could be supplemented with 'until 4pm' to provide other users with more
information about status.

["El If the profile selected is configured to enable DND then the Additional Information will be added to the
DND status text on the telephone system.

Extension Control
Each Presence Profile can control the following aspects of the user's primary extension:

Do Not Disturb

UCD Hunt Group Status

e Forwarding

Dynamic Extension Express

When a profile is changed, any extension status changes are applied to the user's primary extension and any extension
they have Phone Manager connected to (apart from the DEE control which is only applied to the primary extension).

For more information on Presence Profiles, read the section on Editing Presence Profiles.

@“ Presence profiles can only control whether each of your devices is active or not (will ring or not).
Configuration for what order they ring in must be made on the phone system.

Using Presence Profiles
The currently in use profile is visible under the username at the top of the main Phone Manager window. To change the

profile in use, use the drop down menu to the right of the current profile and select the new profile to apply. The
currently selected profile will have a tick next to it.
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4.6 Chat

Overview

Chat is an instant messaging style feature that allows Phone Manager Users to exchange short messages with each other.
When a chat session is started a new conversation is created that groups the messages sent together. If a User is offline when
a chat message is sent they will be notified of new messages when they next come online.

Pay attention to the icon for a user you wish to commence a chat session with. The colours give you a hint as to the status of
their phone and the type of icon indicates whether the user is likely to see your chat message straight away or later on.

8 This hollow Green icon means the extension for this user is free but their Phone Manager software is not running so they
won't see your message until the next time they run Phone Manager.

‘ or * This solid Green icon means the extension for this user is free and their Phone Manager is running so they
should see your chat message straight away.

‘ or ® This solid Red icon means this user is busy on a call but they should see your chat message straight away.

To initiate a chat session right click on the user's icon and select chat from the menu.
| @“ The maximum length per chat message is 2500 characters.
This is what your chat session would look like.

L. Chat 4

Conversations Hi Frank, are you free later for a catch 10:24

up on this week's support tickets?
Frank

Sure. T'll be free from 14.00 if that's ok 10:24

OK - let’s use meeting room 1. 10:25
I'll send you an Cutlock invitation.

Message Notifications

When a new message is received then the icon on the start menu will turn orange.

a8

Clicking on the icon will display the new message. Messages you send are shown on the left and messages received
are shown on the right. The time of the message is tagged to the right of the message.
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4.7 Hot Keys

Overview

Hot Keys enable Users to set a combination of keystrokes to access commonly used features within Phone Manager. The
configuration of the hot keys is specific to each User. The following list of hot key actions are supported:

Action Description

Answer call Answers the call currently ringing. If there are any calls in progress then this
is ignored.

Clear call Clears the call that is connected to the extension.

Directory search Brings the main window to the front and sets the focus and cursor to the

Search or Dial field.

Do not disturb Toggles the DND state at the extension. If no message is pre configured
then it will prompt for the message to use.

Highlight and dial Dials the number that is currently highlighted in other applications.

Hold or retrieve If a call is on hold then retrieves the call otherwise puts it on hold.

Launch call history Brings the main window to the front and sets the call history tab in focus.
Launch dial pad Shows the dial pad window.

Mute Mutes the audio for the current call. If this is a softphone then both sides of

the call are muted otherwise only the audio from the Users extension is
muted. See Softphone Limitations.

Redial Redials the last number using the Mitel feature (default code 380). Not
supported on softphone (use call history instead), see Softphone
Limitations.

Restore Phone Manager  Brings the main window to the front.
Volume up Increases the volume level. See the Volume Control section for details.

Volume down Decrease the volume level. See the Volume Control section for details.

Configuration
To configure the hot keys:

. Open the Settings window.

. Select the Hot Keys tab.

. Double click on the hot key entry to configure.

. Each hot key needs to be enabled, check the Enabled option to do this.

. Select the Key to use for the hot key.

. Check the Alt, Ctrl, Shift and/or Win checkbox's that will be used in combination to the Key selected.
. Click on Apply to save the changes/

N O 0o WON -

/i, Always configure the hotkeys to use at least 3 combinations, for example Alt + Ctrl + D. Using simpler
combinations may result in conflicts with other application that are running at the same time.
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4.8 Call Banner Profiles

Overview

Banner profiles control how the Phone Manager toaster popup is displayed when calls are received at the client. The
information that is displayed, the colour and text of the title bar can be changed depending on a specific set of conditions being
met for the call.

For example, using a condition on the DDI number, support line calls could be shown with a green banner whilst sales calls with
a blue banner.

Support line calls shown with a green banner. Sales line calls could be shown with a blue banner.

Several different profiles can be created and they can be given a priority so that if two banners have a similar condition then the
one with the highest priority will be used.
This feature can be used to identify VIP callers in order to improve customer service.

Z] See the Call Banner Profile section on the Communication Service server for details on how to configure these.
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4.9 Integrated Toolbar

Overview

The integrated toolbar provides five buttons on the main window shown underneath the Search or Dial field. Each button can
be customised by the User to set the label shown and what action is performed when the button is clicked.

[rél This is only available when running with a Professional or higher license or when using the built in softphone.

Customising Buttons
To edit the button:

1. Right click the button and select Edit.

2. Select the Action to perform from the Action drop down list. See the Button Actions section for details.
3. Enter the name that will be shown on the button in the Name field.

4. Configure any Parameters if required by the Action selected.
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5 Professional Features

The following section covers the features that are available in the Professional licensed version of Phone Manager.

ACD Agent Ability for the User to control their ACD status.

Control

Integrated This provides 5 buttons that can be customised on the main window.

Toolbar

Toolbars This give access to the full toolbars.

Application Integration into 3rd party application using AP| Access, Macros, TAPI, Command
Support Line or Application Support Plugins.

Campaign This gives access to the Campaign Manager form.

Manager
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5.1 Application Support

Phone Manager can integrate into 3rd party applications in several ways depending on the requirements and features that are
supported by the application. This can be as simple as Highlight & Dial or more complex full call control and events using API
Access or Macro design.

The following is the list of integration options available.

Method Description

Directories Contact directory imports, to display information about the caller on the toaster.

Highlight & Dial Dialling from other applications by selecting the number and then activating the dial
by using Hot Keys or double clicking on the highlight and dial icon.

Command Line Command line arguments can be passed to the client executable to perform
actions.

Macros VBScript macros that can be activated on call events or manually by the User.

TAPI 1st Party TAPI driver for integration into 3rd party applications.

Application Plugins provide specific integration to a range of well known CRM style

Support Plugins applications.

frEI If the application or version is not currently supported then complete the integration request process and we can
investigate the possibility of supporting this application.
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5.1.1 API Access

Overview

The client provides APl components that can be used to embed some of the functionality of the Phone Manager client into a
3rd party application. Unlike the other Application Support options the client does not have to be running to do this.

All of the call controls events and methods are available, so applications can react to call ringing events and receive the call
details and then perform their own handling of what to do next, i.e. screen popping, dialling out etc.

& This does require development work to be performed by the application vendor or administrator.

= When using the API the Phone Manager client can be running at the same time and this will only consume a
single license as long as the Phone Manager client and the application are running in the same user session.

" See the Phone Manager API reference for more information.
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5.1.2 Macros

Overview

Phone Manager Professional license supports a scripting interface to allow VBScript macros to be developed. They can then be
configured to trigger on a manual User action, i.e. a toolbar button action, or automatically on pre-defined call events. The
scripting interface provides access to the call information that can be used within the script and extra methods to control the
extension and other features, i.e. call recording.

For example this VBScript example will display a message box when an incoming call is received and display the caller id:

MsgBox "Call from " & PhoneControl.CLI

& See the Phone Manager Macro API reference for more information.

Configuration

The macro design and configuration is available for Users who have the Allow macro editing option enabled on their Client
Profile on the server. Without this option Users can only change the Enable event-driven macros option. This controls if the
macros that have been assigned to the User will be triggered on the associated call events.

When creating new macros they are first designed and tested from within this section. When this is complete they can be
published and this makes them available on the server. Once published they can then be assigned to the relevant Users. A
copy is made of the local version of the macro and this then cannot be edited. Any updates would need to be made on the
original local version and then re published. Users would then need to be reassigned to this new published version. This
provides a level of security to prevent macros being deployed without permission.

The list of macros shown in the Macro Configuration section only shows the local macros not published to the server for this
User. To see the list of published macros see the Macros section on the server user interface.

To create or edit a new macro:

. Click on the New or Edit button.
. Enter a Name that will be used on the server to identify this macro.
. Enter a Description that can be used to detail what this macro is for.
. Select the call event to automatically trigger the macro.
o Direction: inbound, outbound or both.

A WODN =

o State: call ringing, call answered, call cleared, call cleared only when answered or user controlled (i.e. via a
toolbar button).

o Type: external, internal or both.

5. Enter the macro text in the VB Script section.

6. Use the Test button to validate the syntax. If there are any errors then a message box will be displayed indicating the
error.

7. Click on Save to save this macro.
To publish a macro:

Select the macro from the list of macros available.

Click on Publish.

Enter a new name for the macro, it is recommend to include a version or revision number.
Click Ok

From the server user interface, assign this to the relevant Users.

a s~ D~

To delete a published macro:

1. From the server open the Site -> Features -> Phone Manager -> Macros section
2. Select the macro and click on Delete.
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5.1.3 Application Support Plugins

Overview

Phone Manager Professional License contains plugins available that are able to directly integrate with a range of well known
CRM and PIM applications. The plugins generally provide deeper, more seamless integration than other methods as they
leverage the APIs of the specific application.

Features

There are 4 features that the plugins can provide. Depending on the application that is being integrated with, only some
features may be available with varying levels of support and there may need to be integration work performed by the
application vendor or administrator of the system. See the application integration document for the specific plugin for
details.

o Dial out directly from the application: For example having a dial button next to a telephone number field.
e Screen popping: Searching the application for contacts that have matching caller ids and displaying the record.
e Call history: Creating a call history phone call activity in the application with the call details.

e Calendar and DND synchronisation: Controlling the DND state of the extension based upon calendar entries
in the application.

Configuration

To configure a plugin for one of the application support features:

1. From the Application Support Configuration section.

2. Click on the New button.

3. From the list of Applications select the application to integrate with.
4

. This will then change configuration on the right hand side to show the specific configuration required for this
plugin. See the relevant integration document for details.

5. Select the Feature to enable either:
o Screen pop
o Call history
o Calendar / DND sync

6. Multiple features can be enabled for each plugin by repeating the process from step 1.
7. Select the event trigger that will cause the feature to be acted on (this is not applicable to Calendar / DND sync).
o Direction: inbound, outbound or both.

o State: call ringing, call answered, call cleared, call cleared only when answered or user controlled (i.e.
via a toolbar button).

o Type: external, internal or both.
8. Click on Save.
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5.1.4 TAPI

Overview

The TAPI Service Provider (TSP) provides a 1st Party TAPI support for client applications, 3rd Party TAPI is not supported.
Multi user environments such as Terminal Service, Remote Desktop or Citrix configurations are not supported in this release.

The TSP service supports the TAPI v2 and TAPI v3 standards.

The TSP only supports call control over the first call at a single device and limited events (new & end) for additional calls will be
provided to the client application.

The TSP cannot be tested against every application that “supports” TAPI due to the different ways that it can be implemented.
Additionally the features available within the client application are dependent on what the 3rd party application has
implemented. The TSP will not necessarily work with every application that has implemented TAPI and would need to be
verified to ensure proper integration.

The TSP supports the following basic telephony functions as defined by Microsoft.

http://msdn.microsoft.com/en-us/library/windows/desktop/ms725522%28v=vs.85%29.aspx#tspi.call_states_and_events_qref

Configuration

When Phone Manager is installed to use the TAPI feature it needs to be configured in Windows. To do this follow this
procedure:

1. From Windows open the "Phone and Modem" control panel form.

2. Select the Advanced tab and click on the Add button.
3. From the list of providers, select the "Phone Manager TAPI Service Provider" option and click Add.
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5.1.5 Command Line

Overview

The client can be run via the command line to override the local configuration options on start up and to perform basic call control
actions whilst the client is running.

For example PhoneManager.Client.exe MC: 8889274671, will cause the number 8889274671 to dialled.
Start up Options

If no client is running then the following arguments can be used to override the local configuration of the client when it starts up.
For example to use a different extension number or a different user account.

To override the location: /Override:"true" /Location:"Office"

To override the extension: /Override:"true" /extension:"1001"

To override the server & user /Override:"true" /Host:"appserver" /Username:"domain\user"

details:

Running Options

/Password:"mypassword"
/Override:"true" /Host:"appserver" /Username:"user1"
/Password:"mypassword"

If the client is running then the following arguments can be used to perform basic call control actions.

Call & extension Control Arguments

MC:number:{accountcode}

ANS

cC

HC

RC
AC:accountcode

MD:"{text}"

DND:"{messagetext}"

TOGGLEDND

LN:agentld:{huntgroup}

LF:agentld:{huntgroup}

VD

\
Fl.destination
FB:destination

FN

Makes a call to the given number, if an accountcode is provided then this used wher
making the call.

Answers a ringing call at the extension.

Clears the current active call at the extension.

Hold the current active call at the extension.

Retrieve the held call at the extension.

Set the accountcode against the current active call at the extension.

Changes the top line display of the screen on the keyset to the text value, up to 16
characters. This requires an external trunk call to be in progress.

Sets DND on the extension using the given messagetext, if no messagetext is speci
then the extension is removed from DND.

Toggle DND at the extension, so if it is enabled then removes it and sets it if not ene
Logs the ACD agentid into the given huntgroup. If no huntgroup is provided then all
groups.

Logs the ACD agentid out of the given huntgroup. If no huntgroup is provided then a
hunt groups.

Decreases the volume at the extension. See Volume Control section for details.
Increase volume at the extension. See Volume Control section for details.

Sets an immediate forward to the destination.

Sets an forward on busy to the destination.

Removes any forwarding.
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5.2 Toolbars

Overview

Toolbars allow the application to be configured so that commonly performed actions can be performed at the touch of a button.
Specific functions can be programmed under a button such as answering a call, tagging a call recording, or a macro can be
executed for more advanced tasks. Toolbars are configured on the server and assigned to specified Users.

When a toolbar is assigned they become available to the User to open in the Toolbars menu on the main window. (Phone
Manager needs to be restarted to "read in" any new toolbar rights)

Multiple toolbars can be created with varying amounts of buttons that can have custom labels and be colours to highlight or
categorise specific types of buttons. To open a toolbar select the entry from the toolbar drop down.

Page 67



Mitel Phone Manager 4.3

5.3 Campaign Manager

Overview

Phone Manager is the main user interface (Ul) for users making outbound calls from Campaign Manager. Phone Manager
provides a dedicated Campaign Manager form that provides all functions and information necessary.

/&, The user must be configured with a Professional or Team Leader license to use this feature.

To access the form click on the icon shown on the main Phone Manager window toolbar.

frEl If this is not displayed then check that the user has the Campaign Manager client profile option enabled on their
account.

When making outbound calls there is often a need to interact with a third party piece of software. This may be because there is
additional information that the user needs to see when on the call or because the user needs to update data or a process
outside Campaign Manager.

To cater for these different requirements, Phone Manager can display the Campaign Manager form in one of three views:

1. Minimized view: Used when screen popping / using third party applications. The Campaign Manager Ul becomes more
of a toolbar leaving space on the screen for other applications. When using this mode the normal Phone Manager
plugins/macros can be used to screen pop third party applications.

2. Contact details view: Used when no third party applications are required. The Campaign Manager Ul takes up the
whole screen and provides the user with easy access to all the features of the form.

3. Embedded webpage view: Used when the third party application’s interface is a web page. The Campaign Manager
has an embedded browser that will load the web interface.

<" The embedded webpage uses a Chrome browser engine. ere are problems with rendering on screen
1 Th bedded web Ch b If th bl th rend
popping then the minimized view can always be used alongside a full browser window.

End User Features

The Campaign Manager form within Phone Manager is split into four main sections. Depending on the view chosen the
sections will appear differently to the end user.

User Productivity

The user productivity section displays to the user their daily productivity on the system. The statistics displayed outline
the number of calls they have made and how successful they have been at getting through to the right person and then
converting the lead into a sale.

The statistics shown are for all campaigns the user has been working on that day. The statistics will update once the
call has finished wrap up.

2] Depending on how busy the database is there may be a delay in the statistics updating on the users
screen.

Contact Details

The contact details page gives the user as much information as possible about the person they are calling.

At the top of the section it displays the contact’'s name and the result of the last call that was made to them. The
contact’s details are then presented in three ways:

e Imported Fields, fields 1 to 10 from the imported data are shown to the user here. If there is key information
about the contact that the user needs to know they can read it from this section as the call is in progress.
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6 Team Leader Features

The following section covers the features that are available in the Team Leader licensed version of Phone Manager.

Alarm Notifications Provides notifications to the User when any alarms are triggered on the
system.

Hunt Group Status Provides visibility of the status of a hunt group icon.

User Control Ability to set the status of other devices, including ACD, DND and Forward
state.

Silent Monitoring Lets the Users control silent monitoring of Users. This requires specific

programming on the PBX.
Voicemail Messages Enable the User to see the number of Voicemail messages for a device.

Global Directory Enable the User to add/edit items in a global directory.
Management
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6.1 Alarm Notifications

Overview
Alarms generated on the PBX can be sent to Team Leader clients to notify them that they have occurred. Specified alarms that

will be sent to the Team Leader Users is configured in the Alarms section on the server.

When an alarm is raised the client will display an alert window and the User can dismiss the alarm. The User may also be able
to clear the alarm from the PBX if the extension they are associated with is programmed as an Administrator.

As an alternative to a pop up alarm form, the system can also send alarms by email.
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6.2 Hunt Group Status

Overview

Team leader license Users can be provided with information about hunt groups. This gives the User details on the number of
calls queuing and ringing at any hunt groups that they have in their contact list.
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6.3 User Control

Overview

Team leader provides the User with the ability to control another Users extension and can perform silent monitor actions
(requires MiVoice Office 250 programming to enable silent monitor permissions for the extension associated with the Phone
Manager session). The control actions that are available are:

e DND control
o Enabling and disabling DND
e ACD control
o Logging agents out of ACD hunt groups
o Logging agents into ACD hunt groups
e Forward state control
o Setting forwarding
o Removing forwarding
e Silent monitor (this is dependent on the PBX programming)
o Start a silent monitor
o Start a continuous silent monitor

To control another extension, from the Contacts window right click onto the device and this will display a menu where the action
can be selected. Depending on the type of device and its current state the list of available actions may change.
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7.1 Connection

Overview

The connection settings enables the User to configure how the client will connect back to the server. The options shown here
will have been pre configured during the installation process, see the Configuration section for more details, when the client
was first installed and connected.

General

The general section configures how this computer will be used and the default options to connect.

If the PC that the client is installed on remains in the same physical location and uses the same connection details all of
the time then check the Is the location of this PC static? option. This configures the client to always use the
connection settings from the Default Location.

If the PC does move, for example this is a laptop, then uncheck the Is the location of this PC static? option. This will
configure the client to always prompt for the location details to connect with each time that it starts. This is also an
appropriate setting for use with a Terminal Server (TS) or Citrix Server.
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7.2.1 General

Language: This controls what language Phone Manager will be configured with to enable multi-lingual support. When this is
changed all of the captions, prompts, tips and help will be displayed in the selected language.

Notifications: Phone Manager can automatically be activated when a call alerts the associated extension. This provides fast
access to the Contacts view to be able to see other user's status' and transfer calls. When the call is cleared, Phone Manager
will return to its original state.

Status on Lock: To help inform users when you are away from your desk, this feature can be used to automatically set a
status when your computer is locked. When unlocked, Phone Manager will return to its original state.

This feature works in 2 modes:
e Presence Profiles Enabled -> If you are using Presence Profiles, Status on Lock will apply the selected Profile when the
computer is locked.

e Presence Profiles Disabled -> If not using Presence Profiles, Status on Lock will apply the selected DND State when the
computer is locked.
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7.3.1 Editing Presence Profiles

Default Profiles

When first using Presence Profiles a default set of profiles will be visible:

In the office Default profile, enables all of a user's DEE destinations, no DND,
no Fowarding, Group Calls (UCD) enabled

Do Not Disturb All DEE destinations enabled, DND set to on, prompt on
selection. No Forwarding, Group Calls (UCD) disabled

Out of the office External DEE destinations enabled only, no DND, no
Forwarding, Group Calls (UCD) disabled

In a meeting Only Voicemail DEE destination enabled, DND on, no
Fowarding, Group Calls (UCD) disabled

Working from home Only Voicemail DEE destination enabled, DND off, Forward
Immediate with prompt for the destination, Group Calls (UCD)
disabled

On holiday Only Voicemail DEE destination enabled, DND on, no

Fowarding, Group Calls (UCD) disabled

Adding/Editing Profiles

Each profile can be edited as required or new profiles can be added if needed. The following section outlines each area
of a Presence Profile:

Description: The description of the profile. This will be used to choose the profile when applying it and will also be
visible to all other users to define your status.

Additional Information: Supplementary information to the description, this can be permanently set here or edited on
the main Phone Manager screen after the profile has been selected.

Prompt on selection: If required, Phone Manager can be configured to prompt for the Additional Information each time
the profile is selected.

Send calls to: Outlines where inbound calls should be sent to. There are three options to choose from:

My ring group When selected, each of the DEE destinations that have been
configured on the telephone system will be shown. Destinations
can be configured to ring or not by checking and unchecking the
relevant boxes. Note: If 'My ring group' has been selected, at
least one destination must be set to ring.

Voicemail Applies a forward all calls to Voicemail

Other Allows the user to configure where their calls should be
forwarded to. If required the destination for the Forward can be
prompted for when the profile is selected.

] If the profile selected is configured to enable DND then the Additional Information will be added to the
DND status text on the telephone system.

Page 91



User Guide

7.4 Softphone

Overview

The softphone settings enable the User to configure how the built in softphone operates and integrates with Phone Manager.
Phone Manager's softphone requires a CAT F SIP extension license on the MiVoice Office 250 PBX

Before using the softphone please read and understand the issues raised in the E911 Warning, Emergency Calls and Security section
and the limitations of using a softphone in the Softphone Limitations section.

The softphone has the following configuration sections.

General Configuration of general settings.

Audio Enables the audio sources for the speakers and microphone that are to be used by the
softphone.

Codecs Enables the audio codecs that will be available to the softphone.

Quality Configures options relating to voice quality and echo cancellation.

NAT and Firewalls Configures firewall and NAT configuration options when connecting remotely.

Keep-Alives Configures the keep alive settings for re-registering the softphone to prevent timeouts.

The Softphone support within Phone Manager requires some configuration to be performed within the PBX. The sections below outline
the changes that are required for the SIP Extension's Phone Group and Call Configuration.

SIP Phone Group

Authentication

When using a SIP Softphone it is critical that authentication is used to help prevent unauthorized access to the PBX. To
configure authentication a username and password need to be set on the PBX for the relevant extension and on device
configuration of the Communication Service.

To configure the authentication on the PBX follow Mitel's recommendations by enabling In-bound Authentication and setting a
complex username and password combination on the associated Sip Phone Group for the extension.

This same username and password combination would then need to be set on the device configuration on the Communication
Service for this extension.
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7.7.7 Microsoft Internet Explorer

Overview

This describes the features that are available when integrating with Microsoft Internet Explorer.

Supported Versions

Version Supported
o @

v10 @1

v

@1

" Metro style not supported

Features

Integration with Microsoft Internet Explorer supports the features listed below:

e Screen pop

Screen pop

Microsoft Internet Explorer can be screen popped directly when an incoming call is received or an outgoing call is made and the
call detail information can then be used to embed into the URL. For example an inbound call is received from 7774441111 as
shown on the toaster. The plugin was configured to screen pop using the URL "http://www.google.co.uk/search?
g=%0OutsideNumber%" and this then replaced the placeholder %OutsideNumber% with the outside number - for incoming calls
this is the caller id.

- 0O
. feearch?g="T77444 Pt
E https://www.google.co.uk/searchq=7774441111 O ~ @ & Emmﬂﬂ - Google Search (I P
.- ~ IS - X
Google | 7774441111 KN = ED
7774441111 00:02
Web Maps Images Shopping Videos More « Search tools o] 7774441111
About 229 results (0 40 seconds)
F00% v Clear call

Settings

The configuration options for the plugin on the Settings tab allow the URL configuration options to be set.
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7.7.8 NetSuite CRM+

Overview

This describes the features that are available when integrating with NetSuite CRM+ hosted in the Cloud.

Supported Versions

The integration uses NetSuite v2014.1 web services. Although NetSuite tries to maintain backwards compatibility when they upgrade their
cloud platform this is never guaranteed. This version of the plugin has been tested on the latest version that was available upon release.

Features
Integration with NetSuite CRM+ supports the features listed below:

e Click to dial
e Screen pop for customer and contacts records
e Automatic call history entry

Click to dial

When a record is displayed any telephone numbers will be shown as hyperlinks and clicking the link will call the number selected.

"\ NETSUITE "RE

O * *ﬂ* Activities Payments BoxFiles Transactio

2 Contact Q
Paloma Salamanca MITEL

m Back % +'3 » Actions~¥

Primary Information

CONTACT COMMENTS
Paloma Salamanca

Email | Phone | Address

777 444-1111 HOME PHOMNE

See the Click to dial configuration section for details.

| @ This requires Phone Manager to be running in the same Windows session as NetSuite.

r_;f If the screen popping feature is also been used then this should only be configured for Inbound Calls, so as not to
screen pop on outbound.

Screen pop

CRM Contact and/or Customer records can be screen popped directly within CRM when an incoming call is received using the
caller id or from an outgoing call using the dialled number. The telephone number is then used to find any matching records that
have this number. For example an inbound call is received from 7774441111 as shown on the toaster. The plugin performs a
search to find any records that have matching telephone numbers. A matching Contact record was found and the record was
automatically displayed using the Users default browser.
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7.7.12 SugarCRM

Overview

This describes the features that are available when integrating with SugarCRM.

Supported Versions

Version

V6.4 -v7.6 @

On-premise deployment Cloud

@

@‘ The integration uses SugarCRM Web Services v4.1. Although SugarCRM ftries to maintain backwards compatibility
when they upgrade their cloud platform this is never guaranteed. This version of the plugin has been tested on the
latest version that was available upon release.

Features

Integration with SugarCRM supports the features listed below:

e Screen pop for account, customer and lead records

e Automatic call activity entry

Screen pop

CRM Account,Contact and/or Lead records can be screen popped directly within CRM when an incoming call is received using
the caller id or from an outgoing call using the dialled number. The telephone number is then used to find any matching records
that have this number. For example an inbound call is received from 7774441111 as shown on the toaster. The plugin performs
a search to find any records that have matching telephone numbers. A matching Contact record was found and the record was
automatically displayed using the Users default browser.

¥ sSucAR

Sales Marketing Support

Home | Calendar

Recently Viewed:

Collaboration All
Meetings | Emails | Tasks Contads|

P
Welcome, Admin

Actions: fE| Create Contact | §E| Create Contact From vCard | =] View Contacts Import Contacts

Note: To send record assignment notifications, an SMTP server must be configured in Email Seftings.

Milo Joubert

Edit | =

=+| Create

# Overview
Mame: Milo Joubert B
Title:
Department:
Account Name:  Mitel

Primary Address:

Email Address: -none-

Description:
<

Office Phone: 7774441111
Mobile:
Fax:

Other Address:

>

.

1774441111
7774441111

00:02

Clear call

If multiple matches are found then the Multiple Contacts Found is shown and enables the User to select the correct record to be
displayed. For example a call is made to 222555444 and this has found 2 matching Contact records and 1 matching Account

record that have this telephone number.
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7.7.14 TigerPaw

Overview

This describes the features that are available when integrating with TigerPaw.

Supported Versions

Version Supported

14.1.20 @
15.2.02 @

Features
Integration with TigerPaw supports the features listed below:

e Screen pop for accounts
e Automatic call history entry
e Calendar & DND synchronisation

Screen pop

Account records can be screen popped directly within TigerPaw when an incoming call is received using the caller id or from an
outgoing call using the dialled number. The telephone number is then used to find any matching Accounts or Contacts that
have this number. For example an inbound call is received from 7774441111 as shown on the toaster. The plugin performs a
search to find any records that have this telephone number. A matching Contact entity was found and the associated Account
record was automatically displayed within TigerPaw.

[

[ O]

Bg Tigerpa [N S0L2014; Tigerpaw]
File Edit Wiew Tools Tasks Accounts
= - =g
G ¥ - |
,.) Search /V& MITEL x I F3) I

= MITEL

uT

.]ﬂ Liser Forum

General Infarmation Phone Mumbers

M arne: |Mite| J Phone Eut. k 7
2w [222) 555-4444 —
Address 1: Il
e | @J L [777] 4441111
Add 2 4
ess2 | 7774441111 oo:02
City, State: | | j
Zip, Country: | |LIS.& ﬂ 774
Prirmary Rep: == |TDrT|aS j i T p
Surmrmary
Journal entries Open guotes ] -
Felated accounts Open opporturities Pa
Open Invoices Open projects i - Clear call

If multiple matches are found then the Multiple Matches window is shown and enables the User to select the correct record to
be displayed. For example a call is made to 222555444 and this has found three matching records, an Account, and 2 Contacts
that have this telephone number.
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7.7.16 Zoho CRM

Overview

This describes the features that are available when integrating with Zoho CRM.

Supported Versions

Version Cloud

2014 @

|‘§“-'|‘ The integration uses Zoho CRM Web Services v2014. Although Zoho CRM ftries to maintain backwards compatibility
when they upgrade their cloud platform this is never guaranteed. This version of the plugin has been tested on the
latest version that was available upon release.

Limitations

The Zoho CRM API limits the number of API requests for a company on a per day limit. When searching over multiple modules there
will be a separate API request for each module.

|‘§“-'|‘ Your version of Zoho will determine how many queries you are allowed per day. If you go over that number Zoho will
return an error when sending the query. You will then not be able to make any more queries that day so the screen
pop will not work.

To increase performance it is recommended that you store your telephone numbers in an unformatted string i.e. 08001831234 and turn
off the Advanced Searching option, see the Advanced section for details.

Features
Integration with Zoho CRM supports the features listed below:

e Screen pop for contacts, accounts and leads
e Automatic call history entry

Screen pop

CRM Contact, Account and/or Lead entities can be screen popped directly within CRM when an incoming call is received using
the caller id or from an outgoing call using the dialled number. The telephone number is then used to find any matching entities
that have this number. For example an inbound call is received from 7774441111 as shown on the toaster. The plugin performs
a search to find any records that have matching telephone numbers. A matching Contact entity was found and the record was
automatically displayed using the Users default browser.

m CRM Announcing 8 New Features! Subscription  Setup Help

Home Feeds Leads Accounts Contacts Potentials Campaigns Reports Dashboards Activities Cases

- Edit = Delete | Clone More Actions ~ *.

- Roberto Rivero - Mitel L
Nacho 7774441111 00:02
7774441111
EiD < (777) 4441111

Clear call

v

If multiple matches are found then the Multiple Contacts Found is shown and enables the User to select the correct record to
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8.1 Importing Phone Manager v3 Personal Contacts

Overview

If the user has upgraded from Phone Manager v3 then their existing personal contacts can be imported. This is only supported
if the users personal contacts have been stored locally (either in the %PROGRAMFILES% folder on the computer they are on,
or in their "My Documents" folder and NOT centrally. If they are stored centrally then they will need to be migrated before
upgrading. If these files are present then Phone Manager will prompt the user automatically when started to import.

Considerations before upgrade

If the user already has version Phone Manager v3 installed on the PC then they had 3 places to save their personal
contacts

1. C:\Users\[Username]\Documents\Application Data\Xarios\Phone Manager.
2. C:\Program Files\Xarios\Xarios Phone Manager\Phone Manager\ConfigFiles
3. On the Xarios Application Server.

To be able to use the migration tool to import to your v4 and above client you need to make sure that the v3 client has
personal contacts stored in either of the local locations i.e. options 1 and 2 above.

You can check where the client’s directory is currently located in the v3 client by:

1. Right clicking on the Phone Manager Icon in the systray and select Settings -> Connection Settings.

Cuick Directory  AltD

Settings ’ |g‘ﬂ Application Settings
Help |'E.; Connection Settings

About =] Macro Design
Exit 11:50

& i m 7O W
SN O 0500

2. Select the Settings tab from the Connection Settings window.

Py Phone Manager - Connections Settings ?

General | Licensing | Settings | Dial Pattems | Advanced

Setting Location
Select the location to store the Phone Manager configuration settings

() Application Server
(@) My Documents

() Program Files

[ ] Migrate current settings

From here will be able to tell where the contacts are located and if needed you can then migrate them to a local
location. Once you have confirmed that the v3 personal contacts are stored locally you then need to install your v4
client.

Once installed open the v4 client and note the pop up box.
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