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Desktop Application 5.0

Introduction

The Desktop application makes it possible to place and receive calls using a computer connected to the
Internet and the backend system. Besides offering basic functions, the application enables Presence
status management, corporate directory search and instant messaging.

The main features are the following:

= Basic call handling - place, answer, record, hold, and retrieve calls
« (Call transfer

= Conference calls

» Directory search

= Presence handling

» Messaging and Collaboration

Licence Limitations
The following features will require eve licensing to have been applied:

= Presence - eve Everything Licence

» (ollaboration (MiTeam) — eve Collaboration Licence

= Queue statistics and Agent statistics — Call Queue Supervisor Licence
» (Chat - eve Collaboration Licence

Minimum system requirements

To install the desktop application, your system must meet the following requirements, at the minimum:
= Space required: 300MB for installation and additional 250MB (maximum) for log files.

«  RAM: 1GB
» Screen resolution: 1024 x 768
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Installation and activation

Microsoft Windows Installation

The Windows desktop application may be installed and updated by the end user using the below link.
https:/portal.iameve.co.uk/Content/Softphone/Softphone.msi (64-bit Package).

Before installing, be sure to:
1. Exit any previous versions of the application by selecting ‘Exit’ from the 'File’ menu
2. Close any Microsoft Office related windows

macOS Installation

The macOS desktop application is installed by running a software installation package. When updating,
the installation package is opened automatically.
https:/portal.iameve.co.uk/Content/Softphone/Softphone.dmg

Before installing, make sure to:
1. Exit any previous ver sions of the application by selecting ‘Exit’ from the 'File’ menu
2. Close any Microsoft Office related windows

Microphone Access on macOS Mojave

With macOS Mojave, the user is prompted to configure microphone access once. If the user does not
grant access, the user will have to modify the microphone access from the ‘Security & Privacy’ prefer-
ences.
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User area. Contains your picture, presence (Everything licences only), name, Caller ID, diversion info

and note. Clicking on your picture opens your vCard.
Live aid area — you can see notifications for missed calls, transfers, etc. here

Search field

Tab bar — contains tabs to switch between the different views.

Contacts/Calls/Log area. Each tab view contains different information regarding contacts, ongoing

calls, log, etc.
Volume bar.

Click the toggle between speaker/headset mode.
Click to mute/unmute microphone.
Click to switch which device to call from ‘Call using.
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lcons

There are several function icons and buttons in the application.
This section lists the most used.

Icon Description

& Contacts
\. Calls
"( Log
% MiTeam
«O .
’Cﬁl Queue Statistics
@ull Agent Statistics
"3‘ Group Lo

Ay pLog

Presence Icons

(o]} Description

The contact's presence state is available

Contactis in a call

The contact's presence state is unavailable

The contact has a meeting that starts within
60minutes according to Outlook

The contact is in a meeting according to Outlook

Current activity end time available

Current activity end time expired

You have an activity diversion configured

BPRSOEHEH 0O @

You have an important message by system
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Active calls and buttons

Icon Description

Opens a keypad for sending tones

Record the call

Stop recording of the call

Activate transfer

Dropdown menu

+ <) @@ -

Add the call to a conference

—
1l

Click to park the call

Pick up a parked call

i g

Re-queue call

Click to hold the call

Continue with the call held

Hang up the ongoing call

Answer call

Encrypted call

Unencrypted call

The calling identity is asserted by the server

Move call to another phone

Mute incoming call ringer

DR# PBDE )V

Unmute incoming call ringer
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Other buttons and icons

Icon Description

Click to expand the contacts info

Click to call (using desktop application)

Click to call (using mobile phone)

Start chat / Collaboration

Start chat / Collaboration (contact is away)

Edit the contact entry

Add the contact to your Favourites list

Remove the contact from your Favourites list

Block the contact fom calling you

Add the contact as VIP

Delete local contact or an item

QL \NfJme v

‘,, Support 0 [2/3] Logged in to an ACD or Attendant group

!‘ Reception 1 [1/1] Logged out from ACD or Attendant group

Call using desktop application (default)

Remote call control for deskphone call
E Remote call control for mobile call
4!\) Speaker mode activated

01) Headset mode activated

Mute and un-mute the microphone

6 Play the recorded message

Assign calls to yourself and other agents (supervisor)
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Menu bar

The menu bar contains options related to tools, view, calls, services and help. This section describes the
important menu options.

Options/Preferences

The ‘Options’ (on Windows) or ‘Preferences’ (on 0S X/mac0S) menu is divided into four areas:
= Account

= Audio

»  General

» Advanced

To go to your desktop application options (Windows):
»  Select 'Tools' > ‘Options’ in the menu bar

To go to your desktop application preferences (0S X/mac0S):
= Select your desktop application’s name in menu bar and choose ‘Preferences’

Account

The ‘Account’ option shows the account configured on the desktop application. From here you can log
out of the desktop application.

To log out of the desktop application:
1. Go to the ‘Account’ in ‘Options’ or 'Preferences’
2. Click 'Logout’

The action will log you out of the application and will take you to the activation screen.

Audio

The ‘Audio’ option lets you configure your audio settings when using the application as a speaker phone
or with a headset. You can also configure a custom ringtone.

Speaker profile
The ‘Speaker’ tab is used to configure the sound devices that th e application will use in the speaker
profile. Use the speaker profile when using your computer as a speaker phone.

You can select the audio devices that should be used in the spe aker profile. We recommend selecting
the audio device that is connected to the computer speakers.

Headset profile
The 'Headset' tab is used to configure the sound devices that th e application will use in the headset
profile. This setting allows you to make calls via your computer using a headset.

You can select the audio devices that should be used in the hea dset profile. For ‘Input’ and ‘Output;
select the audio device that is connected to the computer’s headset. This audio device typically belongs
to a connected USB headset. For the ‘Ringer’ device, select an audio device that is connected to the
computer speakers.

10
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Audio settings
The following settings are configured for each profile:

» Input audio device — the audio device to which the microphone is connected
»  QOutput audio device — the audio device to which the speaker or headphone is connected
»  Ringer audio device — this audio device will be used to play ring signals

Ringtone

You can set a custom ringtone to differentiate your phone from the other phones in the office.

To change the ringtone:

1. Go to the ‘Audio’ option in ‘Options’ or 'Preferences’

2. Inthe 'Ringtone’ drop-down list, select ‘Choose’ to browse for a new ringtone
3. Click 'OK’

General

The ‘General’ option is used to configure desktop application behaviour, notifications, and keyboard
bindings. The following settings can be made.

Automatically start when the computer starts
This setting allows the application to be started when the computer is powered on. ‘AutoStart’
isselected by default.

Compact contact list
This setting shows a compact contact list instead of an expanded contact list that shows contact avatar.

Automatically answer incoming calls

This setting makes it possible to have the application answer incoming calls automatically without any
active interaction from the user. When in call, the calling party is placed in a queue or will hear a line
busy tone depending on server configuration.

Integrate with Address Book

Mark the checkbox if you want to integrate the desktop application with the address book on macOS or
with Microsoft Outlook on Windows. This will let you get search results from MS Outlook on Windows or
from the Contacts app on macOS. Incoming calls will also be matched against contacts.

Pop-up for incoming call
This setting makes the application to pop up in the foreground for incoming calls.

Answer with Enter

Mark this checkbox to enable call pickup using the enter or return key on your keyboard. For agents
answering multiple calls, this setting allows them to pick up incoming calls by simply pressing the enter
key on their keyboard.

The checkbox is disabled if ‘Automatically answer incoming calls’ is enabled.

The behaviour of secondary numeric enter key is not configurable and pressing it will always result in
answering the incoming call, regardless if the Answer with Enter’ setting is enabled or not. The enter key
triggers call pick up only if the ‘Calls’ tab is active on the desktop application. It may notwork as expected if any
other tab or window is active.

FutureTel Hosted User Guide
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Notifications
This setting lets you configure notifications that you want to re ceive.

Configure keyboard bindings
Pressing the ‘Keyboard' button will open the keyboard bindings dialogue. This dialogue shows all current
keyboard shortcuts. It is also possible to reassign keyboard shortcuts for all the commands.

Item Description:

Go to input field - Go to search field

Go to calls - Go to ‘Calls’ tab

Go to contacts - Go to ‘Contacts’ tab

Answer — Answer an incoming call

Hang-up — Hang-up an ongoing call

Start transfer - Initiate a transfer

Hold/Resume - Put call on hold or resume on-hold call

Park - Park a call

Re-queue - Return a previously camped-on call to a target user’s personal queue.
Copy - Copy selected text

Paste - Paste text from clipboard

Cut - Cut selected text (if allowed)

Select All - Select all

Start transfer, bypass diversion rules - Initiate transfer and bypass diversion rules

Advanced
The ‘Advanced’ option is used to configure specialized settings.

Use the ‘F8’ key to dial the selected number
Mark the checkbox if you want to call a selected number using the desktop application by simply
pressing 'F8’ The desktop application filters out invalid chara cters automatically.

Show queue information in standard view
Mark the checkbox if you want to show your group buttons and queue information in ‘Standard’ view.

Automatic adjustment of microphone gain
Mark the checkbox if you want to have automatic adjustment of microphone gain. This can prevent
getting unwanted audio feedback.

Enable monitored calls and call control

This option enables monitoring of your own ongoing calls, regardless of device/client that calls are
initiated from (i.e. mobile, desktop, or phone). You can also start and control calls made from another
device from the application.

Note that for external calls, contact names in monitored calls are shown only for desktop-initiated calls and
when the external contact exists in the address book. For calls initiated by a client, other than the desktop
application, only contact number is shown regardless if the contact is saved in address book or not. This is a
known limitation.
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The following call activities are available:

»  Start

= Park

» Blind transfer
=  Hangup

= Move to another device

Tools

The ‘Tools" menu contains shortcuts to the following functions:

= Home »  Schedule meet
= Profile « (all routing

» Inbox »  Future presence

» Add contact

Home
'Home' opens a web browser and the option to log on to the Self-Service Portal. The Self-service Portal
contains different settings.

Profile

Your profile is where you set your personal information, such as :

= Update directory information = Change your password
» Change your photo = Change your PIN code

To go to your profile:
= 'Click Tools" > 'My profile’

Inbox
The inbox contains all your messages in the system. The inbox i s a filter in your Log. The messages can
be either voice mail, fax, or recordings.

To go your inbox:
= (lick "Tools" > ‘Inbox’

To play or read a message:
= Click the message.

To delete a message:
= Select a message and click '‘Delete selected’

Add contact
The ‘Add contact’ option is used to create a new contact as a ‘Contact;, 'Favourite; ‘VIP' or ‘Blocked’
contact.

Favourites, VIPs, and blocked contacts

Your contacts are either default contacts or one of the following:

» Favourite - a contact that is displayed in your contacts list when you do not have an active search
query.

» VIP - acontact, also added to Favourites, that you can add s pecific call routing rules for. Rules set
both for VIP and Favourites will apply to VIP contacts.

= Blocked - a contact that you can add specific call routing rul es for.
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To add a new local contact:

1. Click Tools' > ‘Add contact’

2. Selectif the contact should be added as a ‘Contact;, ‘Favourite; ‘VIP" or ‘Blocked’ contact.

3. Enter the contact details and add a phone number. It is possible to add more than one phone
number for a contact.

4. Click 'Ok’ to save the contact information. The contact is added to your contact list. You can then set
call routing rules depending of the type of contact.

Schedule meet
Using the ‘Schedule Meet' option, you can schedule a voice meeting by inviting multiple participants to
the call.

If your organisation has collaboration enabled, you are redirected to the Collaboration tab where you can
perform meet activities (see Collaboration documentation for more information). If your organisation
does not have Collaboration enabled, a pop-up is shown where you can perform basic

meet activities (based on your conferencing licences).

Future presence
With future presence you can view and schedule presence events.

To add a new future event:

1. Click "Tools’ > 'Future presence’

2. Click'+'

3. Add your info, period and if the event should be repeated. You can map diversions to the activity
from the "Activity diversion’ setting.

User area

In the user area, you can view or set the following;
« vCard

« (CallerID

» Presence and activity

= Personal note

vCard

Your vCard displays your contact and organizational information such as:
= your name

= your business and mabile phone numbers

= your email

= your company information

= your title/occupation

To view your vCard:
= Click on your picture in the desktop application.

To close your vCard:
»  Click outside the vCard/picture area. You can perform additional actions using the information displa
yed in your vCard fields.
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Presence and activity (eve Everything Licence only)

As a user in the system, you can select between different activities and roles available in the system.
For example, if you want to have your calls routed to a specific phone when you are out of office, it is
possible to set a specific role and activity matching the case.

Activities

To set an activity:

»  Click on the activity area and select a new activity from the drop-down list or select ‘Activity’ and
‘End time’ from 'Custom activity’

The following default activity types are available:

= Available = Meeting
= Busy = Out of office
» Lunch = Holiday

Custom activity
A custom activity will let you set a new active activity, availability, end time, and activity diversion.

Future presence
You can schedule your future presence events.

Activity diversion
You can configure activity diversions that will automatically di vert calls to your number based on your
activity.

To add an activity diversion:
1. Click on '+ button

2. Select your activity

3. Setanumber to divert to
4, Click 'Save’

FutureTel Hosted User Guide
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Change another user’s presence

You can change the presence information regarding activity, role, future presence and change the per-
sonal note if you have the authorization for it.

If you belong to a group that has only the right to see the future presence information of the contact,
the menu only displays the ‘Future presence... item. Click this item to see the current presence state of
the contact.

To change another user’s activity:
1. Onthe desired user, click on the activity
2. Select the new activity or 'Set activity and end time' to set an end time to the activity

To change another user’s role

1. Expand the desired user contact card
2. Click ontherole

3. Select the new role from pop-up menu

To change another user’s future presence
1. On the desired user, click on the activity
2. Select 'Future presence’ from the pop-up menu to see and set the future presence for the user.

To change another user’s personal note
1. On the desired user, click on the personal note area.
2. Enter the new note.

Personal note
It is possible to add a personal note that will be visible to other users within the organisation.

To add a personal note:
= Click the note field on the user area and add the desired note.

Search directory
The directory includes all contacts in your organisation.

To search for a contact in directory:
»  Start entering characters of contact name in the search field. The search results are updated
automatically based on your input.

Search results are limited to 25 hits and are shown depending on the search string entered. Refine your
search to view more specific results.

Contacts

This shows all your contacts together with their presence information.
By default, your 'Favourites’ list is displayed and you can search for other directory contacts by entering
their names in search field.

From the ‘Contacts’ tab, you can:

= View contact details

» Add a contact by directory search
= Remove favourites

16
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» Delete alocal contact

»  Edit contact information
= Start chat with a contact
» (allacontact

VView contact details

Contact details show you extended contact information such as role, contact information (phone
number and email, and other company information.

To view contact details:
= (lick on the contact's name, picture, or press the expand button (>) to view expanded contact card.

Contact card actions

From the contact card, you can perform additional actions on the contact card fields. These actions
include:

» (all the contact on displayed number.

» Send an email to contact using your default email application.

»  Search the local and organization directory using text or number displayed in contact field.

»  Copy field information to clipboard.

To perform an action using contact card fields:

1. Expand the contact card to view contact details

2. Onthe desired field (e.g. mobile, email, department), click the additional actions button (>)
3. Choose the desired action from pop-up.

Add contact by directory search

Your 'Favourites' list is the default view in ‘Contacts’ tab. A maximum of 40 favourited contacts are
displayed in your contact list.

To add a contact by directory search:

1. Search for the desired contact using the search field

2. Expand the contact card

3. Click the ‘Set this contact's state’ button ( w ).

4. Choose how the contact should be added, that is, as a favourite ( W), contact ( ¥2), VIP ( Q), or
blocked ( @).

Local contacts

You can add, edit, and remove local contacts in your favourites list.

» If you want to edit a local contact, click on ‘Edit this contact’ button ( V4 ).

= If you want to delete a local contact permanently, you can click on the ‘Delete this contact button’ (
). You can only delete local contacts.

Remove favourites

To remove a contact from your favourites list

1. Expand the contact'’s card.

2. Press the ‘Set this contact's state’ button ( * ).
3. Choose ‘Contact’ ( ¥¥) from pop-up menu.

4. Confirm the action in dialogue box.

On the live aid area (under your contact name) you can view the notification if the contact was removed
successfully.

FutureTel Hosted User Guide
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Delete local contact

A'local contact is a contact present locally in your contact list and is not available or searchable in the
organisation directory.

To delete a local contact:

1. Expand the contact card of the desired local contact.
2. Click the Delete this contact button ( E1).

3. Confirm the action.

Edit contact information

You can edit the contact information for contacts that you have created. You cannot edit the contact
information for contacts within your organisation.

To edit a contact’s information:

Expand the contact card of the desired contact.

2. Click the ‘Edit this contact’ ( # ) button.

3. Edit the desired information.

4. Click 'OK' to save changes.

—

Start chat with contact (Requires Collaboration Licence)

To start chat with a contact:
» On the desired contact in ‘Contacts tab’ click the ‘Start chat’ button ( E3) or ( E@).

The action redirects you to the Collaboration tab where chat and other Collaboration activities can be
performed.

It is not possible to start a chat session with a contact belonging to a linked organisation.

For more information on Chat and Collaboration, see the Collaboration documentation.

Calls

This section describes call related features:
« (Call panel overview

= Line state

» Placeacall

« Answer acall

* Hangup or reject a call

» Holdand resume a call

» Parkacall

» Transfer a call

=  Move call to another client

= Send DTMF tones

= Recordacall

» Conference calls

= Volume control

= Remote call for calls with another phone

18 FutureTel Hosted User Guide



Call panel overview

1 Janet Brown Ongoing 00:00:11
—I: 01453799234
2 — | Diverted by: eM Hunt Group
(1] — — 5
3— & ~v 4 = || e~
———
Move this call to: | SIP desktop phone '.'_ S 5 al+—7
1. Connected party's name and number
2. Contact details including vCard — short number is presented if available
3. Mid-call options
4. Call state and duration of call. The call state shows whether the call is ringing, connected, on hold,

etc.
5. Signif the user is asserted by the system The call state shows whether the call is ringing,
connected, on hold, etc.
6. Encryption status — the padlock indicates whether the call is encrypted ( 8 ) or not encrypted ( (2 )
7. Network quality measured on the caller side as well as on the called party side.

Line state
When a contact is in call, this is indicated by the line busy icon ( @ ) in the contact list.

Place a call

To make a call to a contact:
= On the desired contact, click the call icon ( K ).

To make a call using name or humber search:

1. Enter full or partial contact name or number in the search field.
2. If needed, select the contact using arrows or mouse.

3. Press the return key.

The call button will change depending on which device that you will call with. For example, the desktop
application, a desk phone, or mobile.

You can also call a contact directly from a chat session.
It is also possible to make a call even if there is an incoming call.

Advanced calling options

The advanced call options for the application include:
= Bypass diversion rules

= Intrude ongoing call

= (allingas

= (Call with/Call using

The options are available in the ‘Call’ menu option.

Bypass diversion rules for next call
Selecting ‘Bypass Diversion rules for next call’ will override any diversion set on the calling party. This
option is only effective for the next call and on the desktop application.
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Call with/Call using

You can see whether you have ‘Call with’ or ‘Call Control’ capabilities in the bottom left corner (device picker). If
the title says ‘Call with, you have Call with capability and if the title is ‘Call Control, then you will also be able to
control the calls using the desktop application.

‘Call with’ can be used if you want to set up your call using the application but want to handle the actual
call using another device. For example a mobile phone or a desktop phone.

You can see which device you will call with in the
bottom left corner of the desktop application. In the
following picture the user calls with mobile phone.

Click on the icon to choose which device you would

like to call with. You can also configure ‘Call with’ Call Control

using the 'Call’ > 'Call with' setting in the desktop SIP desktop phone
application. For example, if you select to ‘Call with Mobile

Mobile, your mobile phone will ring. Pick up the call

and the mobile phone will automatically connect to Softphone

the called party. You can see the call set-up progress

in the 'Calls’ tab in the desktop application.

If enabled, you can also control the remote call from the softphone by calling using the ‘Call Control’
feature.

Answer a call

To answer a call:
» When a call is received, click the ‘Answer Call’ button ( % ). Alternatively, you can answer the call by
pressing the numeric enter key on your keyboard.

You can also answer the call from the desktop application icon in the taskbar (Windows) or dock (OSX/ macQS).
Right-click the icon and select Answer Call!

You can mute the ring signal of an incoming call.
To mute ringer of an incoming call:
»  Click '‘Mute Ringer' button ( £ ).

Hang up or reject a call

To hang up or decline a call
= Click the hang up callicon ( = ).

You can also decline or hang up a call using the application icon in the taskbar (Windows) or dock (0OS X/
macOS). Right-click the icon and select ‘Decline’ or ‘Hang-up!

Hold and resume a call

To hold an ongoing call:
= Click the 'Hold Call’ button () or place a new call using the main window.

Placing a new call will automatically put the ongoing call on hold. The held party will hear music-onhold,
spoken hold information in your locale, or another prompt depending on configuration in the system.
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To resume a call:
«  Click the '‘Resume call’ button ( D).

If another call is active, clicking 'Resume Call’ will automatically put the active call on hold.

Park a call
It is possible to park calls in the personal queue.

To park a call:
= During an ongoing call, click the 'Park Call’ button ( k= ). The call will be parked in the queue.
If allowed, other users can also pick up the parked call.

Transfer a call

This section describes call transfer functionality in the desktop application.

Blind transfer

A Blind transfer allows a user to transfer a call to another user without introducing the call. If the
transfer fails due to no answer or a busy line, the transferred party can connect with the party that
transferred the call again.

During a transfer, new incoming calls are placed in your personal queue, if no other call routing rules apply. You
can pick up a new call in the queue by clicking on the ‘Pick-up the call’ button.

To make a Blind transfer:

1. During a connected call, click the "Activate Transfer’ button ( ~* ).

2. Search for or dial the contact to transfer the call to.

3. Click the ‘Transfer to here' button ( ~* ) on the contact to transfer the call to.

To make a Blind transfer, bypassing any diversion rules:

Click the ‘Transfer Options’ button ( —* ).

2. Select '‘Bypass Diversion Rules:.

3. Search or dial the contact to transfer the call to.

4. Click the ‘Transfer to here’ button ( ~* ) on the contact to transfer the call to.

—

Attended transfer

Attended transfer makes it possible to transfer a call, while fi rst getting the option to talk to the party
where the call is being transferred. If the called party accepts the transfer, the remote party will relate to
the new party and it is possible to leave the call.

1. During a connected call, place another call — the (first) con nected call will be placed on hold.

2. Wait for the party to answer.

3. Switch back to the first call and click the ‘Activate Transfe r' button ( ~* ) to start transferring the
call.

4. Click the "Transfer to here’ button ( ~* ) on the called party. It is also possible to drag and drop a call
to another in the call panel.

Failed transfer

Whenever a transfer or park/camp-on has failed, you will get no tified and can pick-up the call again.
This could be, for example, if the contact you transferred the call to declined to answer. The call will be
placed on hold, and the call will flash in the call view of your application to let you know that this call
requires immediate attention.
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Move call to another client

It is possible to move an ongoing call in the application to another client, for example a mobile phone or
a desktop phone.

To move a call to another client:
1. Select a device from the ‘Move this call to’ drop-down list.
2. Click the ‘Move call’ button ( % ).

Send DTMF tones

If you call a voicemail or any other interactive voice response service where telephone tone dialling
(DTMF tones) is required, it is possible to open a keypad from the active call panel. You can also use the
numeric keypad on your keyboard to send the tones.

To send DTMF tone:

1. When connected in a call, click the ‘Open keypad' button ( # ) in the active call panel to open the
keypad.

2. Click the numbers to send.

DTMF tones are sent as soon as you start pressing digits on the keypad. You may remove numbers (one by one)
using the backspace key or use escape key to clear the entire keypad screen, but any DTMF tones already sent
will not be affected.

Record a call
During an ongoing call, it is possible to record and save the conversation to a file.

To record a call:

1. Press the 'Start Record’ button ( @ ) to start the recording.
2. Press the 'Stop Record’ button ( ® ) to end the recording.
Go to 'Inbox’ under ‘Log' to listen to the recorded call.

If a call is on hold, it will be resumed when you start to record a call.

Conference calls

Create a conference call
The following steps describe how to set up a local conference call.

To set up a conference call:

1. Receive or place a call.

2. When the call is connected, click the ‘Add Call to Meet’ button ( <+ ). The ‘Conference call’ panel is
opened, containing the active call. Additional calls can now be added to the conference.

3. Place another call — the active call will be placed on hold.

4. When the new call is connected, click the ‘Add Call to Meet’ button ( <+ ) to add the call to the
conference.

5. Repeat placing new calls and add to the conference to add more participants.

A maximum of six participants including the host can participate in an ad-hoc conference. This is a system limit
and is not dependent on any licence requirements.
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Disconnect participants
The conference call panel displays all connected participants in the conference.

To disconnect a participant from the conference
»  Click on the selected participant to disconnect or to put a participant on hold.

End a conference call
A conference call is ended when the conference organiser disconnects the call, or when all participants
has been removed from the conference call.

To end a conference call:
= Click the Hang-up button ( «™ ) to terminate the conference call.

The conference organiser will have the option to allow the rest of the participants to continue

conferencing when disconnecting. Allowing this will move all other participants to the conference server.

\/olume control

You can control the volume for a call and switch between headset mode and speaker mode from the
bottom area of the desktop application.

You can mute your microphone by clicking on the ‘Mute Microphone’ button ( 0

You can also mute the microphone from the taskbar/dock icon. Right-click the desktop application icon and
select ‘Mute Microphone! To unmute, select Unmute Microphone!

Remote call for calls with another phone

You can call with another mabile or desk phone,
but control the call using the desktop application.
You initiate a call using the desktop application and
can control call transfers, park call/pick-ups and
much more using the user interface of the desktop

Call Control

application.
SIP desktop phone
After initiating the call on the desktop application, Mobile
you need to answer it manually on the device that B
Softphone
you want to control. The remote call control feature -

needs to be enabled by your service provider.

To choose which device to call with or control, click the device button by the ‘Call Using’ button) in the
bottom left of your app window, as pictured.

You can see whether you have call with or call control capabilities in the bottom left corner device picker.

To place a call with remote call control:

1. Click the device button ([8J/ I/ M)

2. Select the device that you want to call from

3. Search for a contact or enter a phone number and place the call as you would normally do — the
server will initiate a call-back call to your selected device

4. Answer the call on your selected device

5. The 'Calls’ view will open in the desktop application and you can control the call from there.

FutureTel Hosted User Guide

23



Log
The Log tab shows placed, received, missed calls, voicemail, recordings and fax messages. The time and
duration of the events is also shown.

From the ‘Log’ tab you can:

» Filter log items

= Delete log items

= Listen to a voicemail or call recording
» View fax message

It is also possible to place calls using the log. Click the ‘Call Using Softphone’ button ( K ) on the desired log
item to place the call.

Filter log items

You can filter the log by all calls, missed calls, or inbox items.
The following filter buttons are shown in the Log tab:

= All - Shows all calls and inbox items

»  Missed calls - Shows only missed calls

» Inbox - Shows only inbox items

To filter log items:
= Click on the desired filter button to view items in your preferred filter.

Delete log items
You can delete a single or all log items shown in your ‘Log’ filter.

To delete a single log item:
1. Click on an item to expand it.
2. Click the delete icon ( ).

To delete all log items:
1. Choose the desired filter that shows the items you want to delete.
2. Click the ‘Delete all items’ button ( ).

Listen to a voicemail or call recording

To listen to a voicemail or call recording:
»  Click the ‘Play’ button (@) on the desired item.

Expand the item to view additional playback options.

View fax message

To view a fax message:
» Click to download the fax message.

The fax message is in PDF format and your preferred PDF reader will be opened automatically to show
the message.

24
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Collaboration (MiTeam)

(Requires Collaboration Licence)

The Collaboration tab provides features for enhanced Collaboration, such as chats, streams and meets.
Documentation for Collaboration is released separately.

ACD functionality (Windows only)

(User is required to a member of a Call Queue)

13.1 ACD agent view

The ‘ACD agent’ view contains the menu and the call information field with the possibility to dock the
field to the top or the bottom of the screen. The call handling function is the same in the 'ACD agent’
view as in the 'Standard view.

Leonard Spinks Available Being Exceptional Everywhere

To switch to the ACD agent view:
» Inthe menu bar, select 'View' > ‘ACD Agent view.

Queue handling

The top of the view presents the attendant and ACD groups you belong to, if you are logged in or

out, and agent status. The number of available agents and calls in queue are displayed in in the form
(number of calls waiting [logged in agents/available agents]). If calls are in queue in a group, the waiting
time for the first call is also shown. If you have logged in to an attendant group, you are able to pick up
calls for the attendant group. It is also possible to see the number of calls in the queue and the time for
the first call in the queue.

File Tools  ‘iew Call  Services Help

G

Group login
You can see your login status on the group buttons on top of the application window and log in or log
out by pressing the buttons.

The login/logout buttons are highlighted for the groups you are logged into:

|| CQ[03/8] " You are logged in to the group. Click to log out.

Marketing [0 0/3] | You are logged out from the group. Click to log in.

Manager assistance

When logged on as an ACD agent, it is possible to request assistance from a manager by calling a
predefined number.

Click 'Help Me" in the ACD agent view to call for manager assistance.
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Group log (ACD)

The ‘Group log' view displays the call log for ACD groups that you are member of.

To view the ACD group log:
= Click the ‘Group log' tab in the desktop application.

This view displays, in the left pane:

= Asummary of the total number of calls, and number of calls in each status category, surrounded by
a colour-coded circle displaying the proportion of calls in each category:

« AllCalls

»  Missed — colour-coded in red

» Forwarded — colour-coded in orange

» Answered — colour-coded in green

= Option to filter the list of log items by group

=  Option to filter the list of log items by assignee

The right pane contains a list of log items, displaying the following fields:

= The phone number or name of the caller, and under this field the number of calls to the group with
the same status and from the same number or caller.

» The group names. If a watch icon is displayed, it indicates that the call was forwarded because the
queue was scheduled as closed at the time of the call.

= The recipient, showing the state of the call, that is, unhandled, in progress (being handled), or
handled.

» Unhandled state shows only the handle button ( 4 ).

As an agent, you can assign the item to yourself. As a supervisor, you can assign the item to any agent.

= If an assignee with white cell background is shown, it means that the call is being handled.

= Agrey cell with assignee means that the call has been handled.

= A phone handset icon, surrounded by a circle in the colour indicating the call status (as described
above), and the time or date of the last call.

» Anote regarding the log item. A "+\ sign on the note icon is shown if the note is empty and can be
entered. Up to 255 characters are allowed in a note.

To filter the list by a given status:
= (lick the corresponding circle in the left pane.

To display the unfiltered list:
= (lick the 'All Calls’ circle at the top of the left pane.

To filter the list by a given group:
= Open the drop-down list in the left pane and select the desired group.

To filter the list by an assignee:
=  Open the drop-down list in the left pane and select the desired assignee.

To assign an item to yourself:
»  Click the handle button ( 4 ) on the desired item and then click ‘Assign to me’

To assign an item to an agent (as a supervisor):

»  Click the handle button ( 4 ) on the desired item and then choose the desired agent and click
‘Assign’
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To call from the group number call log:
= (lick the handset icon at the right of a log item

Calling from the group number call log has the following effects:

The ‘From’ number is set as configured on the server. If this feature is enabled on the server, calling from
a 'Missed log' item sets the item to 'In progress:. If the call is unassigned, it will be assigned to the agent
who initiates the call. If the call is already assigned to an agent, the assigned agent will not change.

Queue statistics and Agent statistics

(Call Queue Supervisor licensc is required)

An ACD supervisor who is authorised to supervise specific groups, can see the widgets ‘Queue statistics’
and ‘Agent statistics’ for these groups. They appear as extra tabs in the ‘Standard view' and the
‘Attendant view' Using the widgets, the supervisor can see the statistics for the groups and log in and
log out agents to these groups.

Queue statistics

The ‘Queue statistics’ widget shows all the ACD and attendant groups you are authorised to supervise
and lets you log in and log out agents to these groups. The statistics is presented in the administrator
configured running time span.

= Group — The name of the group. Click on the group to expand it.

When expanded, the group provides:

= Agent members of the group, with logged out agents having names in grey.

= Agent status.

= Skill, where skill 1is the highest and 5 the lowest skill.

= Abutton to log in or log out the agent to or from the group.

» #in queue — Number of persons in the queue.

» Lastwait — The time in minutes seconds the last picked up call waited before the call was picked up.

»  Avg wait — The time in minutes seconds the average call in the configured time span waited before
the call was picked up.

»  Dropped — The number of calls that were hung up by the callers before they were picked up.

Agent statistics

The ‘Agent statistics’ widget shows all the info provided by the ‘Queue statistics’ widget, but it is sorted
by agent name instead of group name.
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Mobile and iPad guide

My mobile app lets you use all my features on the go through your iPad or mobile phone. Search your
contacts, see who's available, talk to and even instant message your colleagues using my smart easy to
use interface.

Control where your calls ring, set your availability status for now or schedule for the future all through
my app! The user interface of this app can be different depending on whether or not the user also has a
Collaboration licence:

User doesn’t have a Collaboration licence:
The Chat feature is shown and you are able to create a new Chat by searching for a contact in search bar.

User has a Collaboration licence:

The user will be able to see the ‘MiTeam' tab. This allows you to create interactive Streams, schedule
Meets and instant message your colleagues. If you upgrade to a Collaboration licence, any existing Chats
are deleted.

To get started with a mobile or iPad choose an option below:

Activate using your mobile number

1. You will receive a welcome SMS from ‘iameve’ which will contain a link to download the application.

2. (Click the link and download the application.

3. Once downloaded, open the application and populate your mobile number, including the country
code.

4. Press the ‘Get activation code’ button to activate a code which will be sent to you via SMS and
email.

5. Use this code to validate the app by populating the box and pressing the ‘Activate’ button.

6. Now you're ready to start using my app!

Activate using your eve password

1. Afterinstalling the app, select the link to login with username and password method

2. Fill in your username and your password

3. Press’Login’

4. If provided credentials are correct, your app is activated and should present you the main view

eve calls

eve for Mobile supports eve calls. This is a valuable feature if you are in an area with poor mobile phone
coverage but a good internet connection, or if you are using the eve Mobile app in the office. eve calls
are made available based on user agreements, network availability and operator restrictions. When VolP
calls are available, the user must enter the credentials necessary to authenticate with the eve server
and choose the type of network it can use when placing eve calls.

To enter the credentials:

1. Select ‘Settings’ from the menu to the left.
2. Type your username

3. Type your password

4. Click 'Login’
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NOTE:

»  Use the same user ID and password that you used to login to the eve portal.

= If VoIP calls has initialised successfully, a ‘Logout’ button will be displayed. The ‘Logout’ button may
be used to stop receiving VolP calls on your mobile. In case the log in is not successful, the user will
get an information message.

» The user can configure the type of mobile network that may be used to make VolP calls. For
example, if the user only wants to enable VVoIP calls, when a WiFi network is connected.

Settings

To set network preferences:

1. Select 'Settings’ from the menu to the left.
2. Select ‘Networks'

eve calls are like traditional mobile calls, you can answer an incoming eve call, hang up or reject a call.
You can also send touch tones* which will allow you to select options on an auto-attendant.

The phone user should be aware that a situation may arise where the user will receive a mobile call
during an eve call. In this case, the mobile call will always have precedence and the eve call will be put on
hold. There are some important distinctions between eve calls and traditional mobile calls:

= eve calls require an internet connection for example WiFi or 3G/4G. It will not be possible to make
eve call without a working internet connection.

= eve calls received during an ongoing mabile call will be rejected.

= Abusysignalis played if one of your eve contacts declines an eve call from you.

DTMF tones

*Dual Tone Multiple-Frequency (DTMF), also known as Touch Tones or Tone dialling, are supported
while in a VolP (eve) conversation. A DTMF keypad can be accessed while in an ongoing VolP call and
minimised when no longer required.
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Starting the app

When starting the application, the user will arrive at the ‘Contacts’ view, the
main view of the application. Sliding using the handle on the right reveals the
quick presence view where users can set, access and add presence shortcuts, as
well as set diversions. Me

Contacts

Sliding using the handle on the left reveals the navigation menu where the user Chats
can pick between different views and see notifications regarding, for instance,

unread Chat messages or recently added log items. p Dialler

Call Log
Navigation
When using the handle to the left in your view you will see the navigation menu.
The items present in the menu are: Contacts, Me, Chats, Dialler, Call log, Groups,
MiTeam, Future presence, Activity diversion, Settings and About. You may also
have some web views.

Voicemail

ACD Groups

Depending on the settings for your system you can have a different list and

order of the menu items. The starting view is the first of the navigation views.

To close the menu simply slide the view back or pick one of the views in the menu. A

@ Available
Activity view © busy
The ‘Activity’ view is accessed by dragging handle to the right. In the activity view © Lunch
you can view and set your current presence state. © Meeting

® Out of office

Shortcuts @ Holiday

Use shortcuts to set your presence easily. To add a new shortcut, press ‘Add
a new shortcut' Then set the name, activity, availability, duration, diversion
number and an icon can be specified while creating a shortcut.

When setting a shortcut or setting a custom activity the active diversion may be
changed.

The following applies:

» Use default diversion - The active diversion is automatically set to the diversion
created within "Activity Diversion’ If this has not been set your phone will not =g
automatically divert. New shortcut

= Ignore default diversion - This will clear any previous set diversions. gkt

= Override default diversion — This will override the current divert number and will
allow you to replace it with a new one.

X Cancel v/ Done
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Availability
Availability for an activity can be overridden from the ‘Custom activity’ view that
can be opened by pressing on the more icon. Possible override options are:

» Available sets green icon with the activity.
» Do notdisturb sets red icon with the activity.

Call routing rules can be added based on the availability.

Contacts

In the ‘Contacts’ view the presence state, call status and notes of all your
contacts can be seen. Your favourites list is displayed by default and you can search
for other directory contacts.

You can tap and hold on a contact to display a pop-up dialogue with all
communication options for that contact. If you tap and hold on a local contact
you will get the option to add them to your ‘Contacts’ or share the contact

to another user. Tapping on a contact will open up the detailed view of the
contact.

How to enable yourself to add your favourites to ‘Contacts’:

1. Inthe home screen, press Settings

2. Select eve for ‘Mobile’

3. Inthe 'Contacts’ section, enable ‘Add your favourites to Contacts’

NOTE:

»  You can add favourites in your contact list by tapping the star at the upper
» right corner in the 'Contacts’ view.

= The app will not delete the group or added contact when uninstalled.

= Everything Licence is required for Presence view

Me

The ‘Me' view lets you see and manage your presence state, caller ID and your
information. Presence is used to show and manage if you are available for calls
or not. You can also change your presence information.

Caller ID is the number which is presented on outbound calls that you make. You can
change this number from your primary number so that you call from another number,
for example, the switchboard or an attendant group.

To change your Activity

1. Select 'Me’

2. Select 'Set Activity’

3. Select the new activity — the activity is changed immediately

To change the Activity End Time

1. Select 'Me'

2. Select 'Set Activity End Time'

3. Setyour end time and select ‘OK’
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The Activity will go back to the default activity when the time expires. When the end
time is the next working day it will go back to the default activity based on the working
hours configured by your administrator.

To change your Caller ID

1. Select 'Me’

2. Select ‘Caller ID’

3. Choose your new outbound caller ID — if you want to call anonymously, unmark
‘Show my caller ID’

4. Select 'Done’

To set your Note

1. Select 'Me’

2. Select 'Set Note'

3. Enter your note — press the text field to bring up a keyboard if required
4. Select 'OK'

If you are authorised, you can also change the information in the extra fields

To edit your extra information

1. Select ‘Me'

2. Select the edit icon next to the field you want to edit
3. Enter your new information and click ‘OK’

Change user photo

From the ‘Me’ view you can change your user photo.Click the photo with a small cam-
eraicon. A camera view will open. In this view you can take a photo or open your photo
gallery to select a photo. You can also modify your photo by applying a filter or zoom in
and out using a pinch gesture on the photo preview.

Take a new photo

You can take a new photo using front or back camera. Select camera by
pressing the switch button. When the back camera is used you are also able to
select flash mode in the top right corner and change focus by pressing on the
photo preview.

1. Select ‘Camera’
2. Pressthe cameraicon in the middle

Import a photo
1. Press the folder icon in the bottom right, the photo gallery will open
2. Select a photo

Apply a filter:
After a photo is taken or imported, a toolbar with filters will appear and you may

apply a filter to the photo.

1. Scroll the toolbar horizontally to find a suitable filter
2. Press the filter preview image

The filter will now be applied to your photo. You can switch through the filters by
selecting them or remove the filter by pressing the ‘ORIG’ button.

32

FutureTel Hosted User Guide



Chats

The ‘Chats’ tab is not displayed when the user has a Collaboration licence.

You can send Chat messages to your colleagues with the application. Based on
your user profile, you may also have access to more advanced Collaboration
features. Collaboration gives much more capabilities and replaces the basic Chat
as soon as the other party is also enabled for Collaboration.

In ‘Chats’ you can view and manage all of your ongoing conversations plus all
ongoing Collaboration sessions. Find more information about the Collaboration
features in the 'Collaboration’ section of this document.

To send a Chat message to, or start a Collaboration session with a contact:

1. From the 'Contacts’ view or 'Call log) select the contact you want to start a
Chat or collaborate with

2. Tap'Chat’

3. Inthe 'Chats’ view, enter your message and send it

An Individual ‘Chat’ is started in the ‘Contact’s view. Hold down a contact, then
select ‘Chat; or start it in the contact details view. Whenever the other user has
a Collaboration licence, a new Collaboration Chat will start. If the other user
does not have a Collaboration licence, a basic Chat will start. If a Collaboration
session with the other user already exists, it will be continued in the same Chat.

Group chat

A group Chat is always started from the ‘Chats’ view:

Navigate to ‘Chats’

Tap the ‘Group Chat’ button on top of the view
Set a title for the Chat

Select which participants you want to invite
Tap ‘Start’

uks wN =

NOTE: When starting a group Chat from an existing individual Chat, a new Chat
is created (no history is included). The original individual Chat remains as it was.

Remove chat

1. In’Chats; tap 'Edit’

2. Select the Chats you want to remove
3. Tapthetrashicon

Dialler

You can use the dialler to make calls from your desk phone as well as call by Call
Back and transfer calls.
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Call log

The call log presents your log history in chronological order with latest item on
top. Here you can see information such as date, user, phone number, including
your missed, incoming and outgoing calls, associated call recordings as well as Eﬁuﬁmnw
voicemail if available.

Call Log

All

Janet Brown
+441254295564

Logs are gathered from all your devices connected to the system. Each log

. . . Kay Murphy
entry shows the current presence status of the user, if available and has a quick +441254295562
link to their contact details about the user, where you can see history and add Timothy McPharland

the user to your ‘Contacts, either as a standard contact, a favourite, a VIP, or a R

blocked contact.

You can filter to view all your calls or just missed calls. The inbox shows you

your adhoc call recordings. For the filtered result you can do a batch delete or

delete single log items. The menu option for log history will hold a badge that Il
reflects the number of unseen (new) missed calls or voicemail items, this will

also be propagated to the application icon badge.

NOTE: Update of the missed calls log can be delayed if the eve app is running in
the background.

To view your log history
1. Select Call log

To delete a log item

1. Select Call log

2. Pressand hold on the log item you want to delete and press ‘Delete’ A
confirmation pop-up will make sure you do not delete items by accident.

To filter on all, missed or inbox items

1. Select 'Call log’

2. Select the filter option ‘Al to view all your communication log items
3. Select the filter option ‘Missed’ to view your missed calls items

4. Select the filter option ‘Inbox’ to view voicemail and recordings

To view log history for a specific contact

1. Select'Call log’

2. Press the info icon on the right to see details about the related contact. In this
view you will also be able to see your log history for this specific user.

To call back
1. Select'Call log’
2. Press the call icon to the right of the contact you want to call

To listen to voicemail

1. Select 'Call log’

2. Press a given voicemail item. An info view will show up and tell you to answer
the incoming call from your voicemail.

3. Answer the call from your voicemail
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To listen to a recording
1. Select'Call log’
2. Press the play button on the item you want to listen to

To perform more actions

1. Select 'Call log’

2. Hold down a log item to pop up a menu with call, SMS, delete and
view details actions

ACD Groups

The groups view lists the ACD groups that you are a member of.
NOTE: This view is only available if you are a member of an ACD group.

To login or logout of an ACD or Attendant group

1. Select 'Groups’

2. Select the toggle next to the group you want to login or logout from.
You can scroll down see more groups if all are not visible on the screen.

MiTeam

The MiTeam view is where you can create Collaboration sessions with your team

called Streams. Streams provide advanced tools for team interaction as well as
possibilities to schedule ‘Meets, which is either a voice or a web meeting.

Streams are intended for long-term Collaboration, compared to Chat sessions
that are used for quick communication.

The MiTeam view will list your current Streams and Meets. Both the one you
have created yourself, accepted to be participants in, or you are invited to join.
A Meet that is about to start soon will appear at the top of the list.

To create a new Stream

1. Click the Stream icon and select ‘Create a Stream’
2. Enteratitle

3. Select participants by searching your contacts

4, Press 'Start’

The other participants will now automatically be invited to your Stream

To delete or leave a Stream

1. Inthe time line of ‘Streams;, click on the icon in the upper right corner
2. Click on either ‘Delete’ or Leave (depending on Stream ownership)

3. Confirm or cancel

NOTE:
= A Stream can only be deleted by the owner (the user who created it).
= Only participants (not the owner) of a Stream have the option to leave.

= When deleting or leaving a Stream, all Meets that the user has scheduled in the

Stream will be cancelled.

» A Meet can be pre-arranged or created on demand. When a Meet is scheduled

inside a Stream, the scheduler opens. As the first participant calls in to the
scheduled conference, the Web Meet will be automatically initiated, and all
participants are invited.
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To schedule a Meet for a Stream

1. Click the 'MiTeam' icon to view the list of your Streams

2. Select the Stream you want to schedule a Meet to and click the calendar

icon on the right

Click +

Insert the name of the Meet

Select the from and to date and time.

Set a repeat sequence if applicable

Search and select participants, including any guests — you can add email

addresses or phone numbers

Set the preferred meeting reminder time to the calendar invitation

Set the preferred time for SMS text message reminder

10. Write an invitation note — the text will be displayed in the invitation email
and calendar event

11. Select the time zone

12. Click the menu in the top right of the screen to create the new Meet

N o v kW

© ®

To create a Meet live inside a Stream:

1. Click the 'MiTeam' icon to view the list of your Streams

2. Click on your Stream

3. Click 'Meet’

4. Edit the participants so that only those that you want to be invited
are set an invite

5. Click 'Start Meet’

A Collaboration user without the Collaboration + licence will have a limited
feature set displayed. A user without the Collaboration + licence, your Meets are
limited to 10 minutes, file upload is limited to 5MB per file and it's restricted to
two participants.

A Collaboration user with Collaboration + will have a 24-hour max length on
Meets, file upload limit size at 300MB per file and maximum 50 participants.

To join an ongoing or within ten minutes upcoming Meet do as below in the

MiTeam timeline:

1. Click the handset icon in the ‘Meet' icon to join the voice conference

2. Within short the invitation to the Web Meet will be visible. Click on the
‘Web Meet' button to join.

If it is a voice only conference initiated from a user without MiTeam capabilities,
the option with Web Meet does not apply.

To delete a scheduled Meet

1. Inthe main list of scheduled Meets, click on the info icon of the Meet to be
deleted

2. Click 'Delete’

3. Confirm delete

To edit a scheduled Meet

1. In the main list of scheduled Meets, click on the info icon of the Meet to be edited

2. Click 'Edit’
3. Editthe Meet
4. Confirm the changes
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Future Presence

The menu item Future Presence adds the possibility to schedule future presence
changes. User Activity and Role can be set to change at any point in time at
least 10 minutes into the future and it must be a minimum of 5 minutes duration.

When adding a Scheduled Presence, you must also set the time zone for the
start and end time. Your default time zone will be suggested automatically,
however, you are able to set another if you please. You can edit the time zone
for the Scheduled Presence item just like any other information.

The menu item to schedule Future Presence changes requires a licence for the
functionality to be present. When chosen, the user will see a page where all
scheduled presence changes are listed for easy access and editing. Presence
changes triggered by scheduled events can be ended or altered at any time.

Times and dates of the scheduled presence changes will be listed month by
month in order of occurrence and date. Presence changes may be edited or
even deleted. ‘Edit’ and ‘Delete’ buttons will be present in the expanded view of
the list item if available.

It is possible to synchronize Future Presence changes with external sources.
Currently, only synchronizing with Microsoft Exchange servers are possible.
Synchronization with external sources is one-way only. A presence change set
through Microsoft Exchange and synchronized to eve for Mobile will show up
in the app, but changes to it in the mobile application will not affect presence
settings on the exchange server.

To set a future presence change

1. Press the Add Scheduled Change icon to display the ‘Schedule settings’ page

2. Specify a change in ‘Activity; '‘Role’ or both.

3. Set the duration of the change in ‘Presence’ The duration must be set at least 10
minutes into the future and last for a minimum of 5 minutes.

4. The suggested time zone for the start and end time of the event will be your
default time zone, however, you can set any time zone you wish.

5. If desired, the change can be set to recur every day or on specific days of the
week, monthly or yearly. A repeating presence change isn't allowed to overlap
with its next occurrence. Every day and per week occurrences can't span more
than 24 hours, while single occurrences and every month or every year may last
longer.

6. The repeating of the presence change will be indefinite unless an end date is set.

NOTE: Please note that because events may span several days, and the End date

defines the last occurrence of this event.
7. Save the scheduled presence change to close the view and to return to the

Scheduled presence changes view, where the newly created event will have been

added to the list.

To edit a future presence item

1. Enter the Future Presence view where all future presence changes are listed.

2. Press and hold an event for 2 seconds to bring up the Edit or delete menu.
Alternatively, press the Edit presence item icon in the list.

3. Choose to ‘Edit’ or click 'Cancel’ to abort and return to the ‘Future Presence’ view.
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Future Presence

Don't change

Don’t change

Don tchange

X Cancel
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4,

6.

The Edit scheduled presence view will be displayed. You can edit the Name,
Activity, Role, Note, Start, End and Time zone data by clicking on the
corresponding fields.

Click on the ‘Accept changes’ button to perform the edit or the ‘Cancel changes'
button to abort the edited data.

The ‘Future Presence’ view will be updated and displayed with the edited
presence item.

To delete a future presence item

1. Enter the 'Future Presence’ view where all future presence changes are listed.

2. Press and hold an event for 2 seconds to bring up the 'Edit or delete’ menu.
Alternatively, press the ‘Edit presence’ item icon in the list.

3. Choose to 'Delete’ the scheduled presence item. Alternatively, click ‘Cancel’ to
abort and go back to the ‘Future Presence’ view.

4, If you choose to delete a scheduled presence you will be asked to confirm your
decision. Regardless of whether you confirm or cancel the delete operation, you
will be brought back to the ‘Future Presence’ view.

5. Deleted scheduled future presence changes will be removed from the 'Future
Presence’ view.

Activity Diversion Bewm -

Activity diversion is a feature to enable call diversions based on your activity.
You set which activities should have a call diversion and the number the calls
should be diverted to.

For example, if you are on annual leave you can set your activity to ‘Holiday' and
set up a divert to the main office number. That will automatically divert all your
calls to that number when you set your activity as ‘Holiday.

Selecting an activity to a mapped diversion number will divert your incoming
calls to that number.

Existing diversion numbers set to activities are presented in a list. You can add a
new diversion number and can also edit or delete an existing one.

To add a new diversion number
1.
2.
3.
4,

Press +icon

Select activity

Enter number where you want your incoming calls to be diverted
Select ‘Done’

To edit or delete a diversion number

1.
2.
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Hold down the desired item
Select 'Edit’ or 'Delete’

Activity Diversion

X Cancel
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Calls

To call a contact

1. 1. Select the contact you want to call. Search for the contact if necessary. The
presence icon provides information if the contact is available or not.

2. To call a native address book contact, search for the contact using the app. Open
the detail view by clicking on the contact. By clicking the phone icon for a number,
a native GSM call will be initiated, or by clicking the number row the app will start
a call based on the dialling settings.

The user can configure either to call direct or to make a Call back call. This is
where the system calls the user and connects the call. When calling via call back
you need to call via the office phone dialler.

To set call type
From your main view, select ‘Settings’ > ‘eve for Mobile] then enable Call back.
Direct calls are used if this is not enabled.

Transfer calls

The Transfer functionality allows you to transfer an ongoing call to a third party.
You can set your preferred (default) transfer type in your phone settings to be
attended, blind, or ask per call.

A Blind transfer is where a user transfers a call by dialling their number and putting
the phone down, rather than waiting for the other user to answer and introducing
the call. If the call is not answered it will bounce back to that original user.

Once initiated, Blind transfers cannot be cancelled.

An Attended transfer makes it possible to transfer a call and speak to the user

it's being transferred to, to introduce the call before transferring. For Attended trans-
fers, a banner is shown at the top of the app from where you can cancel

the transfer. If you cancel the transfer, you will be connected to the calling party
again. Once initiated, the transferring party loses the link to the call and it is not
possible to get the call back.

To set the default transfer type for calls

1. Go to your phone settings

2. Scroll down to the eve app

3. Goto 'Call transfer and tap ‘Transfer type’

4. Choose one of the following:

‘Always blind transfer’ — A Blind transfer is initiated every time a call is transferred

= ‘Always attended transfer’ — An Attended transfer is initiated every time a call is
transferred

= 'Always ask’ — A pop-up is shown every time asking whether the transfer should
be Attended or Blind
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To transfer a call to a contact

1.

During an ongoing call that you want to transfer, go to the ‘Contacts’ view in the
eve Mobile app

Choose the desired contact from the favourites list by searching for the contact
Tap the "Transfer’ button on the contact card

NOTE: The app behaviour varies depending on the transfer type selected in the
phone settings. This procedure assumes that transfer type is set to ‘Ask for each
call’

Select the desired transfer type in the pop-up: Attended or Blind

NOTE: Clicking 'Cancel” in the pop-up aborts the transfer process.

For Attended transfer: Put the phone down to transfer the call

NOTE: Clicking ‘Cancel Transfer’ in the app banner cancels the transfer and the
caller is reconnected with the initial user.

For Blind transfer, Call transfer is automatically initiated. The app shows a
message ‘Transfer initiated’

To transfer a call to a new number

1.

2.
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During an ongoing call that you want to transfer, go to transfer Dialler and add the

number you wish to transfer to
Enter the number in the dialler and tap the transfer icon
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Portal guide

Welcome to the eve portal user guide. This document is a quick start guide for end users.
For Administrator guides, please contact your service provider. Some features may vary
depending on handset and user types.

Home Screen

Access to Call Recordings
) Access to call logs
for admin use

eve

call settings administration call recording reporting

Return to home

i ~

é My Profile

First Name: Leonard
QUiCk Configurations g‘fn’ Surname: Spinks
. J Email leonard spinks@evenetworks.com
enable you to decide e eve Marketing

how to handle incoming
calls to your DDI. You

Contacts

ﬂ' Mary Spinks

Quick Configuration

can choose which
configuration to apply
here.

. Anton Green

Quick Configurations

are set using the ‘call

settings’ link in the header

~

Marketing Recent Activit
Call Queues that you «© ¥
are a member of are

Janet Brown
01/08/19 12:42
Missed Call

displayed here.

6,

@ Import A

]

Call ~

(\_:) Status

View

You can use the
toggle switch to log

I

in and out of these

Set Status
queues Avsilapie
Conference A
be uploaded in bulk ﬂ

format
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Login/ Log out

Global keyword search -
searches across all eve
assets i.e. Users, Groups,
Sites

Click to access and edit
your user profile

Your personal contacts
are displayed here.
These are only visible to
you and are separate to
the company directory

Last ten events in your

call history are listed here.

You are able to call
contacts directly from
the contact card

Use the drop down box
to set your Status
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Call settings

eve call settings  administration  call recording reporting

ﬁg Configuration ~
(V]
. Default

Click the + symbol Company Default Configurstion

to create new >

Configuration
Selecta

Add Configuration . .
[ e Configuration to

activate it

eve cail settings administration call recording reporting

aname Select Status to

Give the Configuration

e

be applied when

. . Description
When D|sp|§y is tu.rned /D‘ay ® Configuration is
on, the Configuration SHStUS e — n activated
will be available to \oicemal ®
select in the Quick Personal Queue
Configuration Divert No Answer .
Dive/t Busy .

box on the home ) :
Rjfig Timeout Please Ssisct.
screen

Personal Call Queue - If
you are onacalland a
receive a second call, the

Activate/ Deactivate

your Voicemail
second caller

will hear on-hold music

until the current call ends.
When Divert No Answer is activated, you will How long your When Divert Busy is activated, you will

NB Personal
be prompted to select a phone number from a phone will ring be prompted to select a phone number
drop down box. before diverting from a drop down box. Call Queue and Divert
Busy cannot be active
This is the number your calls will be diverted to This is the number your calls will be simultaneously
if you don't pick-up diverted to if you are already on a call
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Configuration screen

A'No Entry’
sign means the
field can only
be edited by an

administrator

tings administration

call recording reporting

This is the name that
other users see when
you call

Your direct phone
number

First Name eonard

The number

presented when .

01432203545
you make a call
Presentation
Active

Show In Contacts

To activate Fax
to Email, select a
number from the
drop-down list.

leonard spinks

@evemarketing.co.uk

CompanyDefault

Last Name Spinks
Email for receiving
Email leonard spinks(@evenatuads.com, . )
notifications
PIN
Internal DD B «3;@\

ENDUSER

\/oicemail pin

Your internal
extension number

m Fax Number A

Any faxes sent to
Fax Number

this number will

be emailed to the
email address in
User Details

m Voicemail Settings -~

Voicemail Notification e

Notifications:

None:
No email

e E Call Recording Settings
notification.
Voicemail Call Recording 30 Days
notifications will On Dermand Ko

only appear on
handset and/or

apps L Apps

|

|

Email: Ipad Support
You will receive an
email informing
you that you

have a voicemail

D Activity Diversion
message

Activity Busy

Email + Audio:

Attachment -

You will receive

an email with

an audio file of

the message

attached
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Conferencing

Destination

Add new activity diversion

|

Create Activity Diversions
based on your Status,
e.g. When your Status is
set to Busy, divert

calls to a mobile number
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Configuration screen (cont.)

Barring

Barrlng Opt|OnS = Enabling toggle will bar call destination
are controlled at Local / National ® B
administrator level Hosie [ N et
Frasphona . Internaticnal
084 . International Premium
087 .
m Permissions -~

Call Recording Viewer @

For reference purposes only. 3% Groups ~

Displays the call groups you
are a member of

eM Hunt Group eM Pickup

HEMHG Pickup Group

HuntGroup PickupGroup )
b
L]

Shows the devices Devices

associated to your account.
Clicking Edit will take you to

i Leo
the Device \ | (eve Cinar o Brars
Configuration screen — >
Add Device
Eait Delete
Device Configuration A
Mitel 6869i
00035D4B2F58
20
Configure Keys

The keys highlighted in
blue can be programmed to
perform different functions

Kay Function Jalus List of currently

0
Top Koy § Pickup ) programmed
op Kay Park ° kE\/S, with the
Top Kay-12 Group Pickup o correspondin
p g
function

Dalera All
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Definition of functions that can be assigned
to handset keys:

E

Extension

Ed

Presence
Shortcut

E

Call Log

2

Directory
Search

Ed

Group Pickup

E

Pickup

Monitor other users within your
company. A red light indicates that
their line is busy, green means
they are available to take a call

Change your active Status

View call history

Access to the company directory
including personal contacts

Answer calls that are made to
other members of your Pickup
Groups

Park a call, this will be visible to
other people within your Pickup
Group

Answer a parked call
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E2l

Favourites

Presence
Menu

E

Voicemail

E1

Phone

Number

Display contacts you've set as your
favourites

Access to a sub-menu of
voicemail, group voicemail
and presence menu

Select any Status categorisation
from a sub-menu

Dial in to your individual Voicemail

Sub-menu of queues you are a
member of, select a Queue to log
in/out

Speed-dial
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