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2 Noteto the reader

This user manual is aimed at users of the Attendant. The images and screenshots in this document are made to
illustrate the described functionality. Because of this, some details might be intentionally left out. Depending on
the version, available features and configuration, the actual application might differ from the screenshots .



3 Signing in to Attendant Console

To sign in to Attendant Console, point your browser to URL provided by your system administrator, you will be
redirected to a login page. Here you cansign in with your Microsoft Teams account.

2% Microsoft
Sign in

|E|“1:'1'I phone, or Skyp

1]

Mo account? Create one!
Can't access your account?

Sign-in options

After a successful sign in, you will be forwarded to the Attendant.

Note: Depending on your environment and previous logins, the Sign in procedure might take place automatically,

and you could be forwarded to the Attendant Console immediately.

Lgi i kpi "qwv"qh"vjg"Cvvgpfcpv"Eqpugng"yqgpXv"'"ogcp"vjcv"{qgw"ct
You still can receive calls on Teams until you have deselected the Queues, see paragraph 8.3.2.



4 TheAttendantmain screen

Once you havessigned in, you will see the Attendant screen. The figure below explains the different areas:

(@ Anywhere3ss Attendant Console User information and the menu  ("susones - e S
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When you click on a conversation in F2, the details of that conversation will be shown in the F3 screen
(Conversation details). Enkemkpi "gp"vjg"yZX"yknn"enqug"vj ku"uetggpO"

When you click on a contact in the contact list (F6), the details of that contact will be shown in the F7 screen
*Eqgpvcev"fgvcknu+0"Enkemkpi "gp"vjg"yZX"yknn"enqug"vjku"uet
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4.1 Resizing the panels

You can resizeeach paneltothe desiredu k | g" d{ " ftci i kpi "vjg"yurnkvvgtuX"*octmgf
@ Anywhere365 Attendant Console Al (Ao 28 Imarndabe & Mociea g4 (66111) e 9 Ay (3
Conversations (F2) | %, Conversation details (F3) & %

Operator 64 (64707)

o8 4, 0:06 - Durgoing call

—

F8)

o000

Operator 57
. =

D00

When the panels F2, F3, F6 or F7 have been made so small, thahe buttons don't have sufficient space, the
buttons will have a drop-down menu. To see the other buttons, click on the drop-down menu.

The positions of the splitters will be remembered between sessions.
The settings are stored on the Anywhere365 server, so you will have the settings available on other devices as
well.

4.2 Full screen mode
The menu bar contains a button for making the Attendant full screen:

evices)++= & Unavailable & Monica 64 (64111)=-+ @ Awa@

Z X

When the full screen mode is on, you can restore the screen to its original size with the restore button:

| devices)=++ &2 Sign-In & Monica 64 (64111)=+s ¥ Away

Z X




5 Thecontact list

In the contact list you can search for contacts, filter contacts and perform actions on the contacts that you have

found.

5.1 View modes in the contact list
5.1.1 Default mode: Recently used contacts

By default the contact list will show the most recently used contacts. When a contact is used ( i.e. a call has been
made to that contact and that call has ended, or a transfer to that contact has been done, or a mail has been sent
to that contact, or a contact note has been saved for that contact) the contact is moved to the top position of the

contact list.

Recently used contacts (F6)

&Y .

Q search for contacts

_s.ﬂ

Karin Driel

ﬂ RED

Tim Field

ﬂ Sales

Sebastien Frabot
E PeterConnects 4355 Group - Sales

Olaf Gueldenpfennig

E Sales

Arjen Holleman

Jacqueline Portier

Stephen Postma

[ Testing

B20000¢

5.1.2 Favorites mode

When you click on the star icon in the title bar of the contact list, you will switch to the favorites mode. In this

mode, you only see the contacts that you marked as favorite.

Hgt "kphgtocvkgp"cdgwv"cffkpi.

tgogxkpi

cpf"uqtvkpi "hecxqgt kv



Favorite contacts (F6) S Y ..

™, Tim Field

D r Sales

Sebastien Frabot
E * PeterConnects 4365 Group - Sales

|-

MNarbert de Bruijn

« H Hr sales

Stephen Postma

E * Testing

5.1.3 Search mode
Whenever you type in a search term in the search box, or when you filter your contacts via the filter menu, the
contact list will switch automatically to the search mode. In that mode the contact list will only show contacts

that match your search query or your filter.

Tip: when search has completed, pressing ENTER will dial the topmost search result.



Search results (F6) =

QPEd X @

(her Pan

! Anywhere365 - Quality Assurance

Stephen Postma Cloud
= P

PeterConnects Office

B

Joepie
a Anywhere - Peterconnects

&
©
@
©

My first group contact

8% PeterConnects - QA

Sebastien
E PeterConnects A365 Group - Sales

D

nog een van peter
L1 1]
& Dunea - H20

When you turn off the filter and clear the search box, the contact list will return to the previous mode.

5.1.4 Title bar text depending on the mode
The title bar will show in text which mode you currently are working in:

When no filter is on and favorites are not set, the recently used contacts are shown, with the most

recently used ones on top of the list:

@ used cunta@ S+vr Y

Yjgp" "yUjgy"hcxqgtkvguX"dwvvgp"jcu

"dggp

\ avorite contacts (Fé S h ¥

When a filter has been set, the filtered contacts are shown:

enken



itered contacts (F6 2#@

This title is shown, when you are searching for a contact, while a filter has been set:

Filtered search results (F6)

This title is shown, when you are searching for a contact, while no filter has been set:

Search results (F6) o+ Y ..

5.2 Viewing the details of a contact
Click on any contact to see the contact details in the right screen.

@ Anywhere365 Attendant Console Al (Al devices) ++ S2Signin & Mellssa venDif (54111« 9 Offine [
Conversations (F2) | %  Homepage (F9) ®
12} Homepaoe
Recently used contacts (F6) &+ 9r V¥ .. Contact details (F7) = x
Qi
Pra ot & Contactinformation O Calends -
s H Fratname. T =

Lastrame Fishs
Mare Derksen

e B Busieas £l oatress
Function
Karin Driel
% 0 mo Departrment

Contact detail area

Sebastien Frabot ‘)
@i e @0

Olaf Gueldenpfennig
_S [ S
@ Arjen Holleman
o H

'}‘ Jacqueline Portier
e H

5.3 Multiple columns

The contact list supports multiple columns. When you drag the border of the contact list and increase the width,
more columns will be displayed.



Recently used contacts (F6)

&Y .
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E Quality Assurance

Jarno Holstein
ﬂ Jdm Anywhere Conn...

Gijs Maris
o

B
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9
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B
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| e H
Marc Derksen Karin Driel i Tim Field
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( 3 ﬂ E o Testing (] E
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(3 ﬂ Testing (] E (] E o Sales
Ultra deluxe Melissa van Dijk Ms van Leeuwen
A : T D o

5.4 Contact types

Contacts are categorized by their type, and this is indicated by the following icons:

ﬁ Personal contact. This contact is only visible to you .
et Shared contact. This contact is a contact created manually, that is visible for
-

all persons.

Corporate contact. This contact is available for all users in the company.

il

ae Queue. This is not a real contact, but a queue to which you can transfer calls.
-

™ External contact.

-

5.5 Presence
Yjgp"vjg"crrnkecvkqgp" ku" eqp h k statet tigeh thevcgntact Jisgnightdobkdilee phis:c e v Xu " r t g



Allison Price

g@

Arman Jamesson

()

e ¥
£

Bethold Prestwood
Cathlin Schulz

Chaitan Brahney

® 5
) Y&

Charlotte Hudson

Aw
—-i - ',,

Depending on the type of telephony system your company uses, the presence state may appear slightly
differently. The colors however will remain the same. They are:

Green: Available

Red: Busy or DoNot Disturb
Orange: Away

Grey: Offline or unknown state

Hovering over the presence state indicator with your pointer will show the presence state in text. The presence
state is also shown in Conversation details panel (F3) and in the Contact details panel (F7), see the next
paragraph.

5.6 Actions in thecontact list
When you hover over or select a contact, you have the following actions available:

o Call the contact.

P Send a mail to the contact.
(=)

- Transfer the current call to the contact (only available when you have a
(ﬂ},) current (connected) call).

S Vtcpuhgt "vjg"ewttgpv"ecnn"vg"uqogdgq
i b
|_‘ ao !| have a current (connected) call).

Mo




Add or edit the note for the selected contact

Add the selected contact to or remove the selected contact from your list of
favorites

Call the mobile number of the contact (only available when the contact has a
mobile phone number)

Call the primary number of the contact (only available when the contact has a
primary number)

In F6, the buttons "Edit Contact Note"n and "Add to Favorites"

Peter Pan
' Anywhere365 - Quality Assurance

are in the drop-down menu.

MarkoVirtual
. ﬁ * ' Anywhere365 - Quality Assurance

When the F6 list is smaller, other buttons will move to the drop-down as well:

Peter Pan \
v [P Anywhere365 - Qualit...

]

5.7 Managing your favorites

5.7.1 Adding davorite

You can mark a contact as favorite by clicking on the star in the contact detail area:



Contact details (F7) 2 x

™, Tim Field

0 O{)fﬁine

& contact information B O calendar =

First name Tim Week | Day List Mar 29 - Apr 2, 202

Last name Field - - . . - - 5 R
W13 Mon 3/29 ue 3/30 Wed 3/3 hu 4, Fri 4/2

Business E-mail address tim@pcadev.net

Function Regicnal sales manager 07:00 Unable to retrieve calendar data

Department Sales

You can also use the favorites button in the contacts list (F6)

" Stephen Postma

2 O Testing

Bram Vader

When the contact has been marked as favorite, a star will change color and become visible:

Contact details (F7) & x

Stephen Postma (+37707777111711)

@ offline O e

& Contact informalign B O calendar =]
First name Stephen fleek | Day List Mar 29 — Apr 2, 202
Last name Postma

5.7.2 Removing a favorite
[gw" ecp"enkem"gp"vjg"yTgogxg"htgo"hcxgtkvguX"dwvvgp"cickp."

5.7.3 Displaying favorites

The contact list indicates your favorites with a star:



Sebastien Frabot

Olaf Gueldenpfennig

[ sales

Arjen Holleman

il

ﬁ'} Jacqueline Portier
= E

099D

Stephen Postma
B Testing

3

Bram Vader

&

E PeterConnects A365 Group - Sales

Vg"xkgy"cnn"{qgwt"hcxgtkvgu.

"{gw"ecp"uykvej

Recently used contacts (F6)

g,@?

5.7.4 Sorting favorites

v q

Vig"yhcxqgt kv

When you are in the favorites mode, you can arrange your favoritesby dragging and dropping a contact from one
place to another. The dashed line indicates the place where your favorite will be moved.



Favorite contacts (F6) a %k Y ..

LL L]
Canrrh fnr rerteaete 11
Q =28rch Tor comacis -4

-
MNorbert de Bruijn
* E * Sales
Stephen Postma
E * Testing

-

. . PeterConnects - Software Omtwikkeling
Gijs Maris h
L
v W

Marc Derksen

@ EH¥

Tim Field

E v Sales

@ Dorette Verhoeven

.. E * PeterConnects - Software Ontwikkeling

Karin Driel

RE&ED

When there are multiple columns in the contact list, the dashed line will appear to the left or right side of the
contacts, depending on whether you hover over the left or right part of a contact:



Favorite contacts (F6) S+r% YV ..

Sebastien Frabot P Morbert de Bruijn
' E PeterConnecis 4365 Group -S= * i E* Sales
Stephen Postma Dorette Verhoeven
i H Testing & H PeterConnects - Software Ont...
Gijs Maris Marc Derksen
as 4@ H
Tim Field Karin Driel
® [ #r ssles +r RED

1.1.1. Direct opening Manager contact info in F7 (Microsoft login only)

When clicking to manager name in a specific contact displayed in F7, the user will be able to see
information or to interact with the manager of that specific contact. To return back, after opening
the manager details, the user have to click to the contact name in F6

B
Contact details (F7)

@ Stephen the King (+31707987718)
Away W@ lde
2 Contact informatien =
Contact Type Corporate
First name Stephen
Last name King
Email stephen postma@pcadev net
Primary number +31107987718
Mobile number +31623069416
Function Senior Tester
Department Quality Assurance
Organization Anywnere3ss
Building Anywihere355
Street of building Hellingkade
Postal code of building 1234 AB
City of building Waassiuis
Country Netnerlands
State or province Zuid Holland
Name of manager PcaDev Admin [ w ]

Direct opening Manager contact info

Often being in contact with a customer and looking for a contact in F6 and this contact is not
available one asks to know his manager or want to speak to this manager. With the possibility the
of opening the manager contact information a call or transfer ¢ an be initiated from F7 that will
show that contact information of the manager.

With the button



Contact details (F7)

: Bas van Leeuwen PcaDev
b ri @ Offine
& Contact information B [ Calendar
Contact Type Caepeeats Weok  Day List 7 Aug, 2023 - 11 Aug. 2023
First name Bas
wa2 Mon 7/8 Toe 878 Wed 9/8 The 10/8
Last name van Leeuwen 0100
Emall bas vanleeuwen emailSpcadev.net
0200
Function lenovation Manager
0300
Department Development
0400
Organization PeterConnects
0500
Naene of manager PcaDev Admin w n
{ Ihow mansger detads 0600
0700

5.8 Searching and filtering

5.8.1 Searching a contact
You can start typing to enter text in the search box to search in the contact list (you do not have to click into the
Search field first). Your search text will be highlighted in the search results:

bp

Search results (F6) AT

‘Qmarl

®

iarc Derksen

@ H

IO
g
Martijn Schotel
e H
Marko Virtual
e H
SelectZz" kp"vjg"ugctej"dgz"qt"rtguu"ngGuecrg4y"vqg"engct"vjg"ugect e

All fields that you see in the contact information are searchable in the search box in F6.

Note: It is not possible to search on text that is not at the beginning of a word. For example, if a name is 'Elliot’, it
is possible to search on Ell', but not on fiot'. When a name is Van Halen', it is possible to search on 'Hal'.



5.8.1.1 Search results
The contact list search results will be sorted based on the field in which the search term is found. From most
important to less important the order is:

firstname

displayname and lastname
email

department

function

other fields.

S e o

This order of this list indicates the weighting of the search . If the searchtext is found in the same field then it will
get more priority if it is an exact match. So when searching for "Rob" a person with firstname "Rob" will be shown
first and a person with firstname "Robert" will be shown later. If the field and whether it is an exact match or not
are equal then the favorites are shown first followed by the most recently used.

Note:C" eqpvcevXu"fkurnc{pcog"ku"fghkpgf"kp"vjg"Wugt"ocpcigogp
When the result limit is reached, not all matching contacts are displayed. In such a case, entera more
precise search term to refine your search to find a specific contact.

5.8.1.2  Searching for a number
You can also search for a number. When the number is not found, you can still dial that number:

Search results (F6) o+ Y ..

*-E &
Q 2229 33

Dlel 2222 (=) (20) () (W

Instead of typing the numbers, you can also use the dial pad. You can toggle the dial pad on and off by selecting
the dial pad .



Search results (F6)

Q 2227 {x] 33

En
(]

DEF

GHI JKL MMNO
7 8 9
PORS v WXYZ

Dial 2222
» Unknown number

®))®Q

5.8.1.3 Searching contact notes

The contact notes can be searched now. You can do a specific search on with the prefix "note:" or a note specific
search without the prefix.

Filtered search results (F6) oY Contact details (F7)
Alain Deluxe (+317 (10) 59 27 892)
‘ Q note:test X @ ESE ‘ O Offline

8 Contact information

Peter Pan
. E ! Anywhere365 - Quality Assurance

Johan JJ. 't Hart
e AP

Alain Deluxe Contact Type Corporate
Jdm Anywhere Connects - Development
A?) ] £l P! First name Alain
& Max Vergtappen Last name Deluxe
() H ¥ Quality Assurance Primary number +31(10) 59 27 892
e echo Function Developer
[ ] -
- ¥ perterconnects - qa Department Development
My first group contact Organization Jdm Anywhere Connects
© ‘& [ PeterConnects - QA
Note
group01
» P Test

So when searching with a searchterm like "note:test", it will match contacts that have a contact note with a word
that starts with (or equals to) " test".




When searching with a searchterm like "test" it will match the same contacts plus the contacts that have any
other field with a word that matches " test".

A match on contact note will have the lowest priority so it is displayed at the bottom.

5.8.2 Filtering contacts from the filter menu
You can filter the contact list to narrow down the number of contacts you see. Via the filter settings, you can
select which contacts you want to see.

Favorite contacts (F6) I ?@

Jarno Holstein @
Ell]
H  Jdm Anywhere Connects - Development

You can select which type of contacts you want to see.

Q i |

Filtered contacts (F6) 2 Y ..

Personal contacts

Q

[ ]
(]
ﬂ Corporate contacts
=

SRS NS

Marc Derksen

H =N e

External contacts ]

Hgt "gzcorng. "{qgw"ecp"”ugngeaonlyyoRrgdrsomplrantactse gpvcevuX"vqg"fkurnc{"



Filtered contacts (F6) 2+ Y ..

Q i3:

Amalia Janson

Antoinette Daily

Justin Hoffman

Stephen Jones
-

When you select one of the filter options , it is applied immediately and will remain active wpv kn" { gw" ugngev " vj
eqpvcevuX"dwvvgp"gpeg"cickpO

Filtered contacts (F6) g,+

Kh"{qgw"tgugngev"yHknvagt

Recently used contacts (F6) &t ’i."?---

eqpvcevuXx"dwvvgp. ncuv"wugf " hkr

vig

Y

Yigp"vjg"yHknvgt"Eqpvcevu egp" ku"ugnkf .

Y

Yigp"vjg"yHknvgt "EqpvcevuX"Kk pb" ku"gwvnkpgf."vjg"hknvgt"ku'

vig"hknvgt"ku"ce\

Your filter settings will be saved between sessions.

5.8.3 Saving search queries

In the Attendant you can save your search queries so you can use them later on. The saved search queries
actually are a combination of a filter and/or a search string.

5.8.3.1  Saving a search query
You can create a filter, whenever you are filtering and/or searching, for example when you are filtering on
gRgtugpcn"eqpvcevuYyY"cpf"{gw"ycpv"cnn"eqgpvcevu"vjcv"jcxg" 1o



Filtered search results (F6) &+ Y ..

) ()

; Personal contacts
H

'Q on

Cnrnnrate coantacte

When you want to save this query, you can clickontheqzuc x g4y4" dwvvgp" kp"vjg"ugctej "dct<

I Filtered search results (F6) &Y ..
Qo x@)3 |
Monica Anderson
: - @0

Monica Ross

o Monica Sewell
]
(]

Note: The save button can be disabled, if you have reached the maximum number of saved queries. In that case,
you have to delete a saved search query first.

When you click on the save button, a popup will be shown, where you can give your saved query a hame:

@ Search query

Name

Search

mon source:Personal

In the popup, you can also see the Advanced Search text, that is used to list these contacts. (For more
information about the Advanced Search syntax, see the paragraph about Advanced Search later on in this
chapter).

Vigp"enkem"gp"dwvvgp"gUcxgy. "vg"hkpcnk|] g"{gwt"ugctej"swgt {(
search query has been saved. Right below the contact types, you will see a section that contains your saved
search queries:



(

aaw LUUTLUTS

@ 5:2 (Al contacts)
QO

5% (Personal MON )

o P

When you click on a saved search query, the contact list will show only the contacts that apply to that query.
Yigp"{gw"enkem"gp" u*Cnn"egpvcevu+4. "vjg"hknvgt"yknn"dg"eng:«
5.8.3.2 Editinga saved search query

You can change the name of a saved search query by clicking on the edit icon|:|. Then the popup will appear,
where you can enter a new name.

5.8.3.3 Deleting a saved search query

You can delete a saved search query by clicking on the edit icon|:|. Then the popup will appear. Click on the
trashcan button to remove the name. A question will be shown if you want to delete the item, with two buttons
o[guYyY"cpf"uPgqyOo" Enkem" u[guy"vg"fgngvg"vjg"kvgo"qgt"enkem" 4P

5.8.4 Advanced search

The Attendant supports advanced search. This means that you can build your own search string that also
includes filter options.

58.4.1 Syntax
A search string contains keys and values. A keyvalue pair looks like this:

key:values

for example:

source:Personal,Corporate

In the example above, the search will be limited by only Personal and Corporate contacts.

A key-value pair of values cannot contain spaces, commas or a colon. If you need it to contain those, then the
values need to be included in a set of quotes. For example:

key: ovalue 102@value

5.8.4.2 Overview of keys and values

<no key> All values in the string that are not preceded by a key will be used as a search term. For
example:

dav

yknn"nggm" hqt"eqpvcevu
some other fields. Another example:

vicv'"eqpvckp"vjg

dav bow

wknn"nggm"hqgt"cnn"eqgpvcevuandyprg"eqp¥Ctigy
first name, last name, or some other fields.




Source

This will limit the search to the specified sources. For example

source: personal
will look for all personal contacts .

The various sources are:
- Personal
- Corporate
- External

A combination of keys and values can be used for searching. For example:

dav source:personal

nggmu" hgt"cnn"r gt udeither the fiyspnameelasunance pif séme othex figlds.

It is possible to search the other contact details fields as well, the following fields are searchable:

Contact details field name Example Azure AD field name
First name FirstName:dav First name

Last name LastName:dav Last name

Email Email:dav@dav.com Email

Primary number Phone:123 Office phone

Mobile number MobilePhone:123 Mobile phone
Function Function:dev Job title

Department Department:sales Department
Organization Organization:dev Company name
Building Building:dav Office

Street of building

BuildingStreet:dav

Street address

Postal code of building

BuildingPostalCode:123

ZIP or postal code

City of building

BuildingCity:dav

City

Country

BuildingCountry:dav

Country or region

State or province

BuildingState:dav

State or province

Name of manager

Manager:dav

Manager

Extra 1

Extral:extracol19

Extra 2 Extra2:extracol19
Extra 3 Extra3:extracol19
Extra 4 Extra4:extracol19

Extra 5

Extra5:extracol19
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For some fields in the contact details, a clickable filter icon appears next to the value, which inserts it as a search
term, making it easy to find more contacts of the same kind:

Contact details (F7)

MarkoVirtual (+31101234567)

EO x @ orfine

g Contact infermation

First name

Street of building

Name of manager

Marko

Last name Virtual

Email markovirtual@pcadev net

Primary number +31101234567

Moblle number 31612345678

Function Senior Tester

Department pua\lty Assurance

Organization Anywnere%s /
Building Headquarters

Virtualstreet 1

Postal code of building 3144EJ

City of building Maassluis
Country Nederland
State or province Zuid:Holland

Peter Pan

Contact details (F7)
Anakin Skywalker (987654321)
AS
2 Contact information
City BuildingPoBoxCity
Name of manager My Manager
Sex Sexe
Title Titles
Room Room
Fax CompFax
Extra 1 ExtraCol190002
Extra 2 ExtraCol190003 [
Extra3 ExtraCol190004
Extra 4 ExtraCol190005
Extra 5 ExtraCol190006

Following fields show this clickable f ilter icon:

T  Function
M Department
M Organization
1 Building
5.8.5 Copy contact information

The Attendant Console provides functionality for easy copying contact information. Most of the contact fields

present a button when hovering over it. By clicking on this button the information in the field will be copied.
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Contact details (F7)

£ ,. Peter van Baal | ANYWHERES65 (+37 (0) 10 250 3018)

@ Available

2 Contact information

Contact Type Corporate

First name Peter

Last name van Baal

Email petervanbaal@anywhere365.net [T
Primary number +31(0) 10 250 3018
Function Product Owner

Department Product Management

Organization Anywhere365

Building NL

Street of building Hal B & C Van Nellefabriek, Van Nelleweg 1

5.8.5.1 Copy information from the Notes

Often the additional Notes contain information, like telephone numbers that need to be copied. Copying this
information is done by selecting the information that need to be copied and automatically it will copy the
information.

Contact details (F7)
(7)) Petervan Baal | ANYWHERE365 (+37 (0) 10 250 3018)
£ @ Available
2 Contact information
S —
Function Product Owner
Department Product Management
Organization Anywhere365
Building NL
Street of building Hal B & C Van Nellefabriek, Van Nelleweg 1
Postal code of building 3044 BC
City of building Rotterdam
Country Netherlands
State or province Zuid-Holland
Name of manager Ruud Lendfers | ANYWHERE365
Note
The mobile number is:

5.9 Editing contacts
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5.9.1 Adding a contact

You can add personal contacts to the contact list. The steps are:

1. Enkem"gqp"vjg"yCff"

eqgpvcevXx"dwvvgp"kp"vjg"

Recently used contacts (F6) @* A4

2. Now, apopwr "

vkvng"dct"

crrgctu"kp"yjkej"{gw"ecp"gpvgt"vjg"fcvc"qgh"
ucxg"vjg"pgy"eqpvcevO"Enkem"qgp"yZX"vqg"ecpegnO"
Note that the fields in the image might differ depending on your edition of theAttendant.
X

- Contact

® Personal O Shared

*Name

MName of Person
Email

email@email.com
*Primary number

123456789
Mobile number

987654321
SIP-address

sip:sip@test.com
Function

Name of Function
Department

Mame of Department
Organization

Name of Organization

Another way to add a contact is:

1. Search for a number in the search box of the contact list.

34
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Search results (F6)

Q 234098798734

. Dial 234098798734

No results

g"ywpmpqyp"pwodgt X"eqpvcev"kp"H80"Vjgp"kp"vj

2. Enkem" g
k g"eqgpvcev"kphgtocvkgp"ykfigvO"Enkem"gp"vjcv'

PV
gCff 4" kp"v]j

You can also use the button in F6 to add the contact.

TOITTS

Search results (F6) S+ i |[theme Standard <

I I Contact details (F7)
Q 234098798734

. (234098798734)

2 your own title =]

@

x @ i

. Dial 234098798734

Contact Type Personal

Primary number

3. Then the contact pop-up appears, see at the beginning of this paragraph.

5.9.2 Editing a contact

When you want to edit a personal contact, first search for the contact via the search box in the contact list and
ugngev"vjg"eqpvcev0"Vjgp"enkem"gp"vjg"dwvvgp" uGfkvy"kp"vjg'
in F6 itself (Hidden behind the 3 dots).

Search results (F6)

Contact details (F7)

l Q 12865

James Summer (72665)
X [ HH I

. James Summer

2 your own title =

@

Contact Type Personal

Name James Summer

Primary number

The contact pop-w r
ejcpigu"qt

crrgctu0o"Yjgp"{gw"ctg"tgcf{"gfkvkpi"vjg"
gp"vjg"yzZX"vg"ecpegn"gfkvkpioOo"

egpvcev.

Note that the fields in the image might differ depending on your edition of thé\ttendant.
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o Contact

® Personal O Shared

*Name
James Summer
Email
*Primary number
12665
Mobile number
SIP-address
Function

Department

Organization

@ ==

5.9.3 Deleting a contact

To delete a personal contact, first search for the contact in the search box of the contact list and select the
egpvcevO0O"Vjgp"enkem"gp"vjg"dwvvgp" ugGfkvy"kp"vjg"eqgpvcev"kptl
(Hidden behind the 3 dots).

Search results (F6) o+57 : Contact details (F7)
James Summer (72665)
v
lQ 12665 X [ 22 I
:

2 your own title =

. James Summer - @
————————— Contact Type Personal
Name James Summer
Primary number 12665

A popup will open where you can edit the contact, but there will also be a trashcan button:
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o Contact

® Personal O Shared

*Name
James Summer
Email
*Primary number
12665
Mobile number
SIP-address
Function

Department

Organization

A confirmation message will be displayed, asking if you really want to delete this contact.
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= Contact

Personal Shared

*Name

Email

*Primary number
Mobile number
SIP-address
Function
Department

Organization

Do you want to delete this item? Yes QD]

Enkem"gp"n[guy"vg"egphkto"vg"fgngvg"vjg"ecpaccev" qt " enkem" qy

5.10 Shared contacts

Shared contacts are managed within the Attendant Console, but contrary to Personal contacts, they are visible for
all Attendant users. The privilege to manage Shared contacts can be controlled from the Admin portal (see
section).

5.10.1 Filtering shared contacts

You can filter on Shared contacts in the filter menu.

(<]

...
“as Shared contacts
ﬁ Corporate contacts

:y External contacts

O o Qg

[ 2]
amn Queues

5.10.2 Adding a shared contact
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You can add Shared contacts to the contact list in case your account has the rights to do so assigned in the
Admin Portal. The steps are:

1. Enkem"gqp"vjg"yCff"eqpvcevX"dwvvgp"kp"vjg"vkvng"dct"qgh"HI

Recently used contacts (F6) Y i

2. Now,apopwr "crr gctSha&éddgpygeeV X" cpf " gpv g SHaedcontaét.Cickdhgh " vj g" pg
vig"yUcxgX"dwvvgp"vg"ucxg"vjg"pgy"egqpvcevO"Enkem"qp"yZ>

Note that the fields in the image might differ depending on your edition of théAttendant
X

2 Contact

O Personal @ Shared

*Name

Email

*Primary number
Mobile number
Function
Department

Organization

Another way to add a contact is:

1. Search for a number in the search box of the contact list. |

Search results (F6) & Y
Q 234098798734 X [ e

No results

vig"ywpmpqyp"pwodgt X" eqpvcewilsgablBod" Vj gp" kp" vj
vig"eqgpvcev"kphgqgtocvkgp"ykfigvO"Enkem"qp"vjcv'
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You can also use the button in F6 to add the contact.

Search results (F6)

TS

themea Standard
4

| Q 234098798734

Contact details (F7)

. Dial 234098798734

2 your own title

Contact Type Personal

Primary number

. (234098798734)

3. Then the contact pop-up appears, see

5.10.3 Editing a Shared contact

at the beginning of this paragraph.

When you want to edit a Shared contact, first search for the contact via the search box in the contact list and

ugngev
in F6 itself (Hidden behind the 3 dots):

Search results (F6)

x @

l Q, 12885

. James Summer

I . James Summer (72665)

Contact details (F7)

2 your own title

@

Contact Type Personal

Name

James Summer

vig"eqgpvcev0"Vjgp"enkem"qp"vjg"dwvvgp" uGfkvy"kp"vjag"

Primary number

The contact pop-up appears. You can edit the contact, including changing it from Shared contact into Personal
contact. You can also convert a Personal contact into a Shared contact and thus making it available for all users.
When you are ready editingthee gpvcev. "enkem"gp"vjg"dwvvgp"yUcxgX"vg"
editing.

ucxg"v

Note that the fields in the image might differ depending on your edition of théttendant.
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2 Contact

O Personal @ Shared

*Name
Shared contact

Email
sharedcontact@test.com

*Primary number
+31987654321

Mobile number

Function
QA engineer
Department
QA
Organization

Anywhere365

@

5.10.4 Deleting a contact

To delete a Shared contact, first search for the contact in the search box of the contact list and select the contact.
Vigp"enkem"gp"vjg"dwvvgp"yGfkvX"kp"vjg"eqpvcev"kphqgtocvkqgp"

Search results (F6) o+57 : Contact details (F7)
James Summer (72665)

IQ 12663 X [ |

2 your own title =
. James Summer @

Contact Type Personal

Name James Summer

Primary number _\ 2665

A popup will open where you can edit the contact, but there will also be a trashcan button:
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2 Contact

O Personal @® Shared

*Name
Can be deleted

Email
nolongerneeded@test.com

*Primary number
+1234567890

Mobile number
Function
Department

Organization

;

Save

A confirmation message will be displayed, asking if you really want to delete this contact.

& Contact

Personal Shared

*Name

Email

*Primary number
Mobile number
SIP-address
Function
Department

Qrganization

Go you want to delete this item?

AGER No )
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Enkem"gp"u[lguy"vg"eqphkto"vg"fgngvg"vjg"eqpvcev"gt"enkem" qf

5.11 Contact Sources

In addition to the standard Contact Sources, the Attendant supports displaying and filtering contacts from
additional sources such as Excel files on a Sharepoint/OneDrive environment. These Contact Sources are
managed within the Admin portal.

The contacts are visible to all users that have access to the contact source itself.

5.11.1 Filtering contact sources

The configured contact sources are shown together with other contact types, in the screenshot below the
Queues. The administrator can set up a custom icon for them. On the above screenshot there are 2 external
contact sources configured: Excel Contacts and Star Wars Contacts. Using the checkboxes, any combination of
contact sources can be enabled or disabled.

&V

[
o am Personal contacts

...
“a Shared contacts

8 O

ﬁ Corporate contacts

:5 External contacts

8 0O

[ 2]
amw Queues

202
“as Excel Contacts

O 0O

0..
“= Star Wars

5.12 Sending an email to a contact

To send an email to a contact, press the email button in the contact list next to the person that you want to send
the email to. This feature is only available in the Premium edition.
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Anywhere365®-

Recently used contacts (F6) gty Y ..

‘QI (i

Karin Driel
R&D

Tim Field

Sales

&
@

Then the send mail popup will be shown. Here you can enter your email.

Sebastien Frabot
PeterConnects 4365 Group - Sales

Send to
Subject

Message

any.one@anywhere365,com
Please call back: Monica 52 52111

Missed call from: Menica 52 52111

X
& Send mail
“
Mail Template callback reminder (English) -
Callback number 52111 -

Subject:
Kind regards,
Operator 62

Email: operator62@bw.dev.onpeterconnects.com
Phone: 62101

The form contains the following fields:

There are one or more mail templates configured. Each can be in another language.
The first one is used as default. The mail template can be changed in the pop-up of the
email.

Mail Template

Callback number When you have one or more active calls, you can select to which call this mail applies.

See the screenshot below. Default the last selected call will be shown in the template.
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.
Send from 33111
55131
Send 1o
(None)
Subject leacs rall hark- Ganrne Drira £5131
Send from The email address that will be used to send this email. This field cannot be edited in

the Attendant. For changing this email address, see chapter [Global configuration].
Note that this field is not shown when this has not been configured in the global
configuration.

Send to The email address of the contact. This field is prefilled when the email address of the
contact is known. Otherwise, you can enter an email address.

Receive a copy Check this if you want to receive a copy of the email in your own inbox. The email
address that will receive a copy is shown next to the checkbox.
If this field is not visible, please check if you have specified an email in your profile.

Subject The subject of the mail. The subject will contain a predefined text with the data of the
most recently selected call in the calls list (F2). You can change the text if needed.

Message The content of the mail. The message will contain a predefined text with the data of the
most recently selected call in the calls list (F2). You can change the text if needed.

Rt guu"dwvvgp"yUgpf X"vqgq"ugpf"vjg"ocknO0"

Vg"ecpegn"vjg"gockn."{qgw"ecp"rtguu"vjg"yzZX"dwvvgp"kp"vjg"Vc

5.12.1 Opening the email form in a nemindow

Suppose you are writing a mail, but suddenly you have to do something in the Attendant. Then you would like to
close the mail popup and work on your mail later on. For this purpose the mail form has a pop out button:

¥ Send mail

X

Language English

When you click on this button, the mail form will be opened in a new browser window.
Now you can switch between the browser windows to go to the Attendant and back to the mail form later on.

When you have sent the email in the pop out window, a message will be displayed that you can close that browser
window now:

! Send mail

The mail has been sent successfully, you can close this window now
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5.13 Making a contact note

Kp"H9"cpf"H5"{gw"ecp"cff"c"pgvg"vg"vjg"ugngevgf"eqgpvcev"d{"
This feature is only available in the Premium edition.
Contact details (F7) @ x
™, Tim Field
¥ ® @ offlinc
S, Contact information B [ Calendar =]
First name Tim o
Last name Field
Business E-mail address tim@pcadev.net 08:00 .

[gw" ecp"cnuqg"wug"vjg"yCff"pgvgX"dwvvgp"kp"vjg"eqpvcevu"nnku\

In the popup, you can enter the note. The notes canhave a maximum of 1000 characters0 " Enkem" gqp" vj g" y Uc x|
button, if you want to save the note. Click on the X button, if you want to exit the popup without saving the note.

@' Note

Tim does not work on frida}[j

Now, the note is shown in the contact notes widget and in the contact information widget.
Be aware that the contact note can be seen by anyone who has access to that same contact.
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Contact details (F7) & X
"™, Tim Field
9 ® on
ine

& Contact information W [ Contactnotes =]
First name Tim
Last name Field Note
Business E-mail address tim@pcadev.net Tim does not work on fridays
Function Regional sales manager
Department Sales

MNote

Tim does not work on fridays

Also, in the contact data in F6 and F7 it is indicated that there is a note for this contact. When you hover over this
indication, you see the first 80 characters of the contact note.

Mote: Tim does not work on

t my Tim FEGEE
- I

Aricn Hollaman

You can edit the contact note in different ways:

- Enkem"gp"vjag" fkv"pgvgX"dwvvgp"

- Enkem"gp"vj 0 iy (Bd dontakt Infbrmationgvddet. The button
appears while hovering over the widget

- Enkem"qgp" v]j 0 ¥ B¢ dontakt'hatlewidgety Phé button appears while
hovering over the widget

Kp"vjg"rqrwr."gfkyv
button.

If you want to delete the note, click on the trashcan button in the popup:

vig"pqvg"cpf"enkem"qgp"vjg"yUcxgX"dwvvgnpl

@ Note

Tim does not work on frida},[g
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[gw" yknn"dg"cumgf"kh"{gw"ycpv"vg"fgngvg"vjg"kvgoO0"Vjgp"enke

(Du you want to delete this item?
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6 Call functionality

6.1 Connection with the server

When the Attendant is starting up a connection with the server, you will see the following line of text in the
conversations screen:

Conversations (F2) ® ‘ %

Yjgp"kv"vecmgu"vgqg"nqpi "vg"eqppgev."vjg"vgzv"yknn"dgeqog"ce:¢
mentions how long it will take before the next retry attempt will occur. If you want to retry earlier, you can click on
vig"ngtgvt{yYy"dwvvgpO

Conversations (F2) ® ‘ %

Connecting to the server...

6.2 Call statesdestinatiomrand call actions
In the screen below, there are three calls:

- Acall on hold with Al Dente

- An active call with Max Verstappen
- Anincoming call from Stephen King
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|| Conversations (F2) & ‘ &
% My calls (0)
Al Dente (+31850068773) @ e
@)
© Destination: MSTeams Acc EMEA

@™ Max Verstappen (+31854863347)
:‘C) Testing

L, 2:45 - Connected
© pestination: MSTeams Acc EMEA

Service Desk (0)

0 Stephen King (+31850407642) e
PeterConnects - Testing

t. 0:24 - Incoming cal
© pestination: MSTeams Acc EMEA

The following paragraphs describe the elements you can see in the calls in the Conversations (F2) panel.

6.2.1 Call states

The state of the calls is indicated in a small circle in the avatar of the other party.

This is the active (connected) call
This call is on hold
The caller is hearing a pre-alert announcement

I:I Call in transfer

6.2.2 Destination information
A call can show the following information about the original destination of the call:

|:| This is the destination of the calll

| | This shows from which destination the call falls back into Conversations

| | This is shown when somebody is calling to a contact, who has set his call

forwarding to you or to the queue, that you have joined/monitored. Note that
the forwarding information is only shown, when the call is in the My Calls
section of the Conversation panel F2. In the parentheses you can see the
reason of this forwarding:

Always: The call is always forwarded

Busy: The call is forwarded when the agent is busy

No answer: The call is forwarded in case of no answer

Unavailable: The call is forwarded because the agent is unavailable

= —a —a —9

6.2.3 Call actions

Depending on the state of the call, you can perform the following actions:
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Pick up the incoming call

Hang up the active call
Decline an incoming call

Transfer the call

Put the current call on hold

Retrieve a call from hold

v=|® 0@

6.2.4 Greyed out pickup button

When the attendant is only using a calling application and no physical device, the pickup button for an incoming
call will show up as greyed out, indicating that the phone client should be used to pick up the call.

Conversations (F2) @ l @  Conversation details (F3)
s Mycalls (1) 1 D 1) Jacqueline Portier (¥37854853
‘- © Y@ offiine
! ig Jacqueline Portier (+37854853052)

%, 0:17 - Incoming call Please pickup this call using your calling application l

= Fallback from: Stephen Postma First name
Amsterdam Internal [Preview] (0) Last name
Amsterdam External [Preview] (0) Business E-mail address

pcadev-msteams-bot-deploy (0) Business primary phone number

Tunnel2 Bot (0)

6.2.5 Rejoin pickup button
Yjgp"vjg"cvvgpfcpv"ceekfgpvecnn{"enqugu"vjg"eqgpxgtucvkgp"kp'
vg"vjg"pqtocn"rkemwr"dwvvgp"cpf" kp" vhegttendanzcan'eifh&rgejoig thep " ec nn X" k
call (green button) or end the call (red button).
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Conversations (F2) ® ‘ Q:?
% Mycalls (1)

Test Caller Monica (+378504076417) e e

Service Desk

Service Desk (0)

6.2.6 Force hang up calls

In exceptional cases, it can happen a call does not disappear after hanging up. The attendant can now force the
call to be dropped using the CTRL + Delete keystroke A popup is presented to confirm this action .

O Hang up

Would you like to end this call?

@o

Vig"uvecpfctf"yFgngvgX"mg{uvtgmg"vg"gpf"c"ecnn"gpn{"yqgqtmu"

is a call without a visible End call button, the attendant user can press the CTRL + Delete to remove the (non
existing, orphaned) call.

6.3 Transferring a call

There are several ways to transfer a call.
1. Transfer an active call to a hold call (announced transfer)

When you have an active call and a call on hold, you can click on the transfer buttonl—
active call to the held call:

Conversations (F2) — | G
% My calls (0)
o Test Caller Peter (+37854853052) ['/ ?h\:, . e
N SN
o Service Desk

Peter Pan TN
A Ol~)
m L y S

The transfer button might be behind the three dots, when the transfer button is not visible, click on the
three dots to make it pop up.
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Conversations (F2)

% My calls (0)

Test Caller Peter (+31854853052)

O pestination: Service Desk

Peter Pan
L. 1:46 - Connected

Note: anannounced transferto a queue is not possible.

2. Transfer an active call directly to a contact (blind transfer)

When you have an activecall, you can search in the contact list (F6) and transfer the call to that contact:

Conversations (F2)
R Mycalls (0)

Test Caller Peter (#+31854853052)
@ %, 0:30 - Connected
© pestination: Service Desk
Destination: Service Desk

T

Service Desk (0)

Filtered search results (F6)

‘ Q marko

MarkoVirtual
e Bl ¢ P Anywhere365

Note: ablind transfer to a queue is also possible.

3. ukFtci"cpf"ftgry"c"ecnn"vg"cpqvijgt"
Whenyou have two calls, you can drag one call with your mouse to another call. When dragging, you will

see dotted lines where you can drop the call.
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Conversations (F2) ® | R
%, My calls (0)

Test Caller Peter (+31854853052)

[}

T

© pestination: Service Desk

Peter Pan e
. 0:29 - Connected

Service Desk (0)

Note: anannounced transferto a queue is not possible.

4. mwFtci "cpf"ftqgr Yy"(olifddgranefer)' vg" c" eqpvcev
When you have an active call, you candrag that call to a person in the contact list (F6). When dragging,
you will see dotted lines where you can drop the call.

Conversations (F2) @ ‘ (S

¥ Mycalls (0)

Test Caller Peter (+371854853052) ‘/‘\‘
Ry

© Destination: Service Desk

Service Desk (0)

Filtered search results (F6) Lol A
‘ Q marko X @ §§§ !
rroracaRs - et UnllerPeter (WITIMEIIOI) ==~ m== e s e =mnnesss e s ol N n
' MarkoVirtual 1
E “”@ B #r ¥ Anywhered65 = g ?‘_Q' e i
i S LS S S g S L S S g e o4

Note: ablind transfer to a queue is possible.

5. mVtcpuhgt"cffkvkgpecn"ceegrvgf"ecnn"hktuv. "dghqtg"eqgpvVKky
When there are multiple calls in F2, operators can select which call they want to transfer. Operators
should select the call and (blind) transfer to a user in F6. Selected call is highlighted so user can always
make sure which call is transferred.
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With this functionality operators can easily handle and transfer new incoming calls first and go back to
continue their initial conversation.

Note :During the transfer in My calls a spinning hourglass icon will show. If the transfer is unsuccessful
{f Attendant Console

FOR MICRISOET TEAMS

Conversations (F2) @&
T Mycs 0

I/':_' Pater wan Baal Test [+3714 > o
'(ug %, 0:28 - On hold

O peteronnects ace Recept
Pevsonal

L REire s

LEbRbire id

PeierConnecis acc Receptionist (0
Search results (F&) &% 1 Contact details (F7)
C{ «3110808278Y

Pergianal
Mame Teat Liner 0f
Prifmary number 31 10k

after the timeout period, the "On Hold" button will reappear, enabling the operator to either attempt the
transfer again to a different destination or resume the conversation with the caller.

6 Attendant Console

FOR MICROSOFT TEAMS

Conversations (F2) a | &,

% Mycalls (0)

Bud Wiser (+31854853052)

L 0:17 - Connected
O peterconnects External Queue

Pradeep Manoharan °
L, - Outgoing call

v [ Peterconnects External Queue [Acc EMEA] (D)

6.4 Working with queue calls

When you have queue(s) assigned to you, the display of the calls will be different.
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Conversations (F2) & ‘ &
% My calls (0)

Test Caller Peter (+31854853052 N

S RGO~
w N
0 Service Desk
l My calls
Test Caller Monica (+37850407641) III-II' e
“ Service Desk

Service Desk (1)

6 Peter Pan o > Queue calls

When you are assigned to join, the calls will be divided by headers:

- C"jgcfgt" pc o.gdrheseaf@ {he als that yoX make yourself, or are directly made to you.
- Aheader for each monitored queue. Kp" vj g"gzcorng"cdgxg. "kv"ku"vjg"swgwg"

6.4.1 Answering an incoming queue call
When a call comes in on a queue, then youcan click on the pickup button to accept the call:

Conversations (F2) (5" Q@

% My calls (0)

Service Desk (1)

o Test Caller Peter (+31854853052) @

Service Desk

Thentheecnn"yknn"dg"oqgxgf"vg"vjg"yo{"ecnnuX"ugevkgp"cpf"yknn"|

Conversations (F2) @ ‘ @
R Mycalls (1
G Test Caller Peter (+31854853052) °
” tion: Service Desk
Service Desk (0

The call is now ringing in Teams and needs to be accepted in Teams. After this, you will be connected to the call,
and the call will be shown as follows:
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Conversations (F2)

% Mycalls (0)

@:; t, 0:32 - Connected
© pestination: Service Desk

Service Desk (0)

Test Caller Peter (+31854853052)

Remark: when using the Teams Desktop integration, the in between step of accepting the call in Teams is no
longer needed. More information on the Teams Desktop integration can be found in the section Interface

preferences.

6.4.2 Toggling visibility of all monitored queues
You can toggle the visibility of all monitored queues simultaneously by clicking the eye icon in the F2 header.

Conversations (F2)

(ol

6.4.3 Toggling visibility of a single queue

The calls in each queue can be made visible/invisible by clicking on the expand/collapse arrow in the queue

header.

Conversations (F2)

% My calls (0)

Service Desk (2)

Test Caller Peter (+37854853052)
¢, 0:21 - Incoming cal
o Destination: Service Desk

Test Caller Monica (+371850407641)
%, 0:16 - Incoming cal
© pestination: Service Desk

@9\%

o
o

Collapsed it looks like this.

Conversations (F2)

% My calls (0)

> @ Service Desk (2)

é’|%
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6.5 Calling or transferring to other numbers of a contact

6.5.1 Calling to other numbers of a contact
The contact information widget shows all phone numbers of a contact. For example the primary phone number,
the mobile number etc.

The phone numbers are underlined to indicate that they are links. When you hover over a row that contains the
phone number, a small dial button will appear. When you click on this dial button, a phone call will be made to that
phone number.

;% Contact information

First name Peter

Last name Pan

Business E-mail address peterpan@pcadev.net
Mobile number .t.%.f'..?ﬁ!..?.?tﬂ?.ﬁ?.
Function Software Tester
Department Quality Assurance
Building Headguarters

When you click on the number itself, a pop-up will be shown, asking if you want to make a call to the specified
phone number:

. Contact User

Would you like to dial +31612345678?

Dial

Rtguu"gp"yFkecnX"kh"{gw"ycpv"vg"ocmg"vjg"ecnn"cpf"qgp"yzZX"kh"

6.5.2 Transferring to other numbers of a contact

When you want to transfer a call to another number of a contact, you select that contact in the contact list and go
to the contact information widget in the Contact Details. When you hover over a row that contains a phone
number, a small transfer button will appear. When you click on this transfer button, the call will be transferred to
that phone number.
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g Contact information

First name Peter

Last name Pan

Business E-mail address peterpani@pcadev.net
Mobile number +31612345 EJ
Function Software Tester
Department Quality Assurance

Building Headquarters

When you click on the number itself, a pop-up will be shown, asking if you want to make a call or a transfer to the
specified phone number:

t. Contact User

Would you like to dial or transfer this call to +316123456787

Transfer  Dial

Rt guu"gp"yFkecnX"kh"{gw"ycpv"vq
nothing.

ocmg"vjg"ecnn."qgp"yVtcpuhgt
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7 Attendant status

7.1 Presence
In the right top corner of the Attendant you can see yourown states. Default you will only see your presence state:

21) (o Available ) -

7.2 Do not disturb
Yjgp"{gw"jcxg"uFq"pqv"fkuvwtdy"uykvejgf"qgp."kv"yknn"dg" kpf

16)

& Do not disturb =

Note: Whenyour status in Teams is DND (Do Not Disturb), it is not possible to start or accept calls. In that case
you will get a warning message:

Operation not possible. Client is in 'Do x
not disturb® state

(AXMFTQAUZTOF0:200000433)
anhan Mnhila /+32TA72UIAAATA]
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8 Personalizing thAttendant

gw"ecp"qrgp"vjg"ngRtghgtgpegu4"fkcngi "htgqo"vjg"ogpw"dct <

& Melissa van Dijk (54111@ %@ offine ™

Q2 (Preferences
Preferences) Z x

& Admin portal

1 Help

= Sign out

In the preferences dialog, there are several tab pages on which you can set your own personal preferences. These
tab pages will be described in the next paragraphs.

8.1 Interfacepreferences

In the preferences dialog, on the Interface tab, you can select a layout, a theme the date and time format, some
notification settings , use of the Teams Desktop integration and the language:
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= Preferences

O L
BE

e

[O Tabbed layout

Notification

Natification limit 5

Notification duration (s) 5

Natification location Center screen v

I:l Interface ‘. Conversation 2 Queues
Layout Theme

@ Default
O Dark

O High contrast

Date and Time format

Date format
Date delimiter

Time format

Teams Desktop Integration

D Enable Teams desktop

Language

Display language

DD MM YYYY 4

24 Hour d

integration

English ~
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Layout
There are currently five layouts to be chosen, ranging from one to three columns. In these layout settings, the
icons mean the following:

% = Conversation area (F2)

@

c{}.: = Contact list (F6)

= Conversation detail area (F3)

L)
!‘E“i = Contact detail area (F7)

There is also an option for the tabbed layout. In this case, the Homepage, Conversation details and Contact
details are displayed in tabs.

Homepage (F9) Conversation details (F3) Contact details (F7)
Melissa van Dijk (64701)
@ offline (@) Connected
&, contact information m O cont
First name Melissa Mo notes
Last name van Dijk
Business E-mail address melissa.vandijk@pcadev.net
Business primary phone number 64101
Theme

You can also select a theme: The default theme is shown from the start. The High Contrast theme can be used
when you have difficulty seeing contrast. The Dark theme can be selected if you prefer a less bright screen.

Note that the Theme selection is only available in a standalone version of the Attendant. When you run the
Attendant integrated in your Teams client, the theme will automatically follow the theme that you have chosen for
the Teams client.

Date and time format
The way that dates and times are shown can be customized by selecting the wanted date and time format and
the date delimiter.

Notification
On the bottom of this screen you can select a location for popup notification messages and how many you will
get maximum at one time. A notification can look like this:

X
o T S —

Teams Desktop integration
Vig"wucig"qh"vjg"gzvgtpcn"crrnkecvkgp"ecnngf"yVgcou" Fgumvaqr
reduces the actions the user had to perform in the Teams application. Main functionality is picking up calls,

without having to accept the call in Teams as well.
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Teams Desktop Integration

(] Enable Teams deskiop integration

Yjgp"ejgemkpi "yGpcdng"Vgcou"fgumvgr"kpvgitcvkgpX"cp"cffkvkoce
checkbox, Teams windows used for the calling will not be closed automatically after the call. So preferably leave
this on checked.

Teams Desktop Integration

Enable Teams desktop integration

Automatically close the Teams call window
after the call ends

Note: for more information on the Teams Desktop integration, see
https://product.attendant.anywhere365.io/attendant -console-desktop-integrator/

ACS Integration
Vig"wucig"gh"C|]wtg"Eqoowpkecvkgp"Ugtxkegu"ecnngf"1gCEUY" ecp"
the Attendant Console itself and not in Teams. With activating ACS, the actions the user has to perform to handle

calls will be reduced. Having ACSactivated will not change the call handling itself, but will have impact on audio

settings. Audio of the conversations will need to be configured in the computer audio settings.

ACS Integration

Enable ACS integration

Yjgp" CEU" ku"gpcdngf"Vgcou"fgumvgr"kpvgitcvkgp"ecpXv"dg" wugHf

Language
you can set the display language to different languages like English, Dutch, French, German, etc.
8.2 Conversation settings

Onthevcd" WEq p x gt u configuresgie{settings,ehatphdve to do with telephone conversations. The
settings are described in the following paragraphs.
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== Preferences

- [ 1)
;l Interface . Conversation an Queues

Calling Identity

Caller ID for outbound calls Anywhere365 Attendant Acceptance Queue (+3.. ¥

Audio alerting
My Calls PNEneS =

Monitored queues <None> -
Suppress alerts when in a call

2nd ringer device Default - Echo Cancelling Speakerphone (Yealin... ¥

Test second ringer

Calling Timeout

On hold timeout (s) 60

Close

8.2.1 Calling Identity

Inthisugevkgp" {gw"ecp"ugngev"yjkej"yEcnngt"KFX"jcu"vg"dg" wugf"
VEcCKRY¥t htgo"vjg"ftgqr"fgypO"Chvgt"ucxkpi"vjg"ugngevkgp"{qw":«
Remark: making outbound calls also requires a configuration to be correct in the Azure account. Contact your

administrator in case after the configuration of the Calling Identity, you still cannot make outbound calls.

Calling ldentity

Caller ID for outbound calls Receptionist Anywhere365 [Production] (+31107... »

8.2.2 Audio Alerting

in this section you can set audio alerting. When audio alerting has been set, an audio signal is played when a new
call comes in. The type of alerting sound can be chosen and can be different for queue calls and my calls. It is
also possible to suppress alerts whenyou areinc " ecnn. "wukpi "vjg"ejgemdqgz"yUwrrtguu"
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An alternative audio output can be set as the 2nd ringer device. Which is specially convenient when using ACS.
Vig"nugVguv"ugeqgpf"tkpigtyYy"yknn"vguv"vjg"cwfkqg"yjkej"ku"ugv"t
Ugvvkpi"vjg"nudpf"tkpigt"f gxdiceantiringeg bnthe gefeced augit outpdt of yoar{ " c nn " c wf
computer.

Audio alerting

My Calls Ring Ring e
Monitored queues <None> v
Suppress alerts when in a call

2nd ringer device Default - Echo Cancelling Speakerphone (Yealin.. ¥

Test second ringer

Note :Be aware that additional consent needs to be provided to your browser to get access to the microphone
when opening the preferences.

attendantl.acc.anywhere365.io
wants to 3= Preferences

) »ur microphone:
Q Interface R, Conversation > Queues

Layout Theme

After that it will show red notification the browser tab showing that you audio being set the attendant.

8.2.3 Calling timeout

Kp"vjg"ugevkgp" BwEcnnkpi "vkoggwvyy" {gw"ecp"ugv"vjg"coqwpyV
of a call exceeds the amount of set seconds, the line of the call that shows the on hold time and status starts

blinking.

qn’

Calling Timeout

On hold timeout (s) 60
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8.3 Queue management

== Preferences

G interfoce R Conversation 3{ Queues
Joined queues
Select queues to join for call distribution (Select one or more)

Receptionist Anywhere365 [Production] (+#311...

You can select a maximum of 10 queues for call distribution

Monitored queues

Select queues to monitor (Select one or more)
Welcome Company External [Production] (+31...

You can select a maximum of 10 queues to monitor

Chvgt"ugngevkpi
agp"vjg"yUcxgy"dw

gpg" gt "oqtg"l gkpgf"cpflgt"ogpkvqgtgf"swgwgu.
VY AR

g

gp"vg"ucxg"vjg"pgy"ugvvkpiuoO

8.3.1 Joined queues

To add a queue to join, open the drop-down box (with the arrow pointing down) and check which queues you want
to join. To remove a queue, uncheck the queue in thedrop-down box.

Joined queues

Select queues to join for call distribution [ pcadev-msteams-bot (+31107987720)
Service Desk (+31107987724)
You can select a maximum of 10 queues for call distrib [] MSTeams Acc EMEA (+31107987721)

[ bram-msteams-bot (+31 10 7987726)
[J bram's autoattendant (+31107987727)
[0 Tunnel2 Bot (+#31107987723)

Select queues to monitor Receptionist Anywhere365 [Production] (+31...

Monitored queues

[ Jamo hotline (+31107287658)

You can select a maximum of 10 queues to monitor
[ Amsterdam External [Acc EMEA] (+3110899...

2 KSy @&2dz KIS aSt SOGSR | 1jdzSdzS G2 22Aysz OFfta 2y WKl G I dzS dz
Teams client, when it is dispatched to you.

With Joined queues, incoming calls will now be broadcasted to all joined and available attendants as soon as these calls

arrive in the queuelnvitations are automatically sent to the relevant Teams channels, ensuring that operators receive calls

promptly.
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All attendant users have the option to take incoming calls. Once an operator accepts a call, Teams invitations for other
attendantusers areremoved. ¥ 'y 2LISNI G2NJ A& Ay | 452 b20 5Aa0d2NDbé 65b50
DoNotDisturbPresenting, Busylm@erence), no invitations will be sent.

8.3.2 Queues to monitor

With a similar drop down as for selecting joined queues, you can also select which queues you want to monitor.

[ Jarno hotline (+31107287658)
Monitored queues [ Amsterdam External [Acc EMEA] (+3110899...
[ Amsterdam Internal [Acc EMEA] (+31108994
Select queues to monitor
[ rReema’s Callcenter (+31108994505)
Welcome Company External [Production] (+3...
|:| KarinBot Queue (+31108924508)
[ switchboard Amsterdam (+31108994502)

[ pcadev-msteams-bot-deploy3 (+3110798771

You can select a maximum of 10 queues to monitor

Note: When you have chosen to monitor a queue, but you have not joined it, calls on that queue will only be visible
kp"{qgwt "ogpkvqgtgf"swgwg"ugevkgp"kp"H4"cpf"pqv"kp"yo({

ecnnu?

8.3.3 Dynamic queue ordering
An option in the preferences is added to enable dynamic queue ordering in F2. There are 2 options:

9 Default: no change in existing behavior, so no dynamic sorting
1 Sort queues dynamically

= Preferences

Q Interface R Conversation ;" Queues : Availability

Select queues to jein for call distribution (Zelect one or more
Service Desk, Service Desk queue 2

Initial ACD state after sign-in Available =
ACD State after sign-out Sign-Out -
Current ACD state Available v

You can select a maximum of 10 queues for call distribution

Menitored queues

Select queues to monitor

2 Or more

cCallCenter, Testcomplete Monitored, Que

‘You can select a maximum of 10 queues to monitor

|

O Default

@ Sort queues dynamically. The queue with the longest waiting call will be on top
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Business rules:
1 Joined Queuesare always shown above the Monitored queues
1 Longest ringing call in a joined queue will show on top.
1 Longest ringing call in a monitored queue will show on top of the monitored queues list .
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Anywhere365®-

For the receptionist user it looks like this. No calls:

Conversations (F2) @ '_“ %

% My calls (0)
~ [ Service Desk (0)
[ Service Desk queue 2 (0)

~ [ Sales Department queue (0) _

BasicCallCenter (0)

Testcomplete Monitored (0)

Queue (0}

Primary Queue 58 (0) h

Ecnn"qgp"Lgkpgf"swgwg"

Conversations (F2)

% My calls (1)

StephenOnNet Postma (5555)

Sales Department queue

I ~ [ Sales Department queue (1) &
| StephenOnNet Postma (+37623069416)

Sales Department queue
[ Service Desk (0)
~ [ Service Desk queue 2 (0)
BasicCallCenter (0)

Testcomplete Monitored (0)

yUcngu"fgrctvogpyv

Nuana? N
Ecnn"kpeqokpi "gp" Ogpkvgtgf™
Conversations (F2) o '_“ &
% My calls (0)

~ L Service Desk (0)
0 Service Desk queue 2 (0)

~ L1 Sales Department queue (0)

Primary Queue 58 (1) _
StephenOnNet Postma (+37623069416)

Primary Queue 58

BasicCallCenter (0)
Testcomplete Monitored (0)

Queuel (0}
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8.4 ACS Integration

With ACS (Azure Communication Services) calls will be handled in the Attendant Console and not in Teams. This
fgqgupXv"ejcpig"cp{vjkpi"kp"vjg"jcpfnkpi" qAtterlangGemsdleecnnu" cpf '

Audio
Because of ACS Teams is not being used to handle the calls the default audio (device) settings on the computer
will be used.

Presence

Vig"rtgugpeg"kp"Vgcou"yknn"dg"ugv"vag" ubwu{"gp"c"EcnnY"yjgp"
(having a call in My Calls). When not being active in handling a call, the presence of the agent will show as set in
Vgcou"dcugf " gqactual gregéneei gpv Xu"

When setting the presence in Teams manually to a certain presence state it will overrule any other presence set
cpf"vjgtghgtg"yknn"cnug"gxgttwng"rtgugpeg"ugv"d{"jcxkpi"c":e
Vig"ngTgugv" uvcv wu Ydekthe 'actugl presenteystatnstback.gnr " v q

Teams

Although Teams is not being used for handling calls when having ACS activated, it is to be advised to still have
the Teams application active for handling personal (direct) calls, chatting, participating in meetings and using
other functionality Teams prov ides.

Prerequisites

To be able to use ACS, the admin consent of the Attendant Console needs to be renewed and a connection string
needs to be created and added to the Admin portal. See paragraphError! Reference source not found. . for more
information.
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9 Keyboard navigation

The Attendant allows keyboard navigation via shortcut keys. This will help keyboard centric operators to operate

faster.

The shortcuts are shown in the Help menu:

&: Preferences

= Signout

;Melissavannijk(64111@¢ ofine =

g

HEIP atest

Global shortcuts
F2
F3
Fé&
F7
F9
F4
Alt+P
At+R
Alt+v
Alt+L
Alt+K

Shortcuts for conversations panel (F2)
-
-~
T
1
Enter
Ctrl + Enter
Delete
Cirl + Delete

Enter
Delete
Cirl + Delete

Shortcuts for contacts panel (F6)
Ctrl + =

Al N

Enter
Escape
Ctrl + Enter
ctrl+E

Enter
Cirl+E

hortcuts E User manual nﬁ-\pplicahon messages

Shortcuts for conversation details panel (F3)

Shortcuts for contact details panel (F7)

o License

Qthr's new @. Support information

Activate conversations panel
Activate conversation details panel
Activate contacts panel

Activate contact details panel
Activate Homepage panel

Put current conversation on hold
Add contact (Alt+P)

Show most recently used (Alt+R)
Show favorites (Alt+V)

Turn filter on or off

Show filter settings

Show conversation details in F3 / Show gueue calls
Hide queue calls

Select previous conversation

Select next conversation

Pickup conversation / Retrieve call from hold
Transfer

Hang up

Force hang up call

Pickup conversation / Retrieve call from hold
Hang up
Force hang up call

Show contact details in F7

Show contact details in F7 (with one column in F&)

Move to the right in the contact list (with multiple columns in Fé)
Mave to the left in the contact list

Mave up in the contact list

Move down in the contact list

Dial or pickup

Cancel search

Blind transfer

Send mail to selected contact

Dial or pickup
Send mail to selected contact
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10 Widgets

The detail areas of the Attendant (and the homepage as well) contains widgets. These are small application parts
that operate on either the currently selected conversation or the currently selected contact.

10.1 Maximizing and restoring

You can maximize a widget within its containing panel by clicking on the maximize button:

Contact details (F7) © x
™, Tim Field

e D @ offiine

8 Contact information a [J Contact notes @

First name Tim

Last name Field Nate

Business E-mail address tim@pcadev.net Tim does not work on fridays

Function Regional sales manager

Department Sales
Note

Tim does not work on fridays

And you can restore the widget again by clicking on the minimize button:

Contact details (F7) = %

™, Tim Field

v 0 @ offine

& contact information (3
First name i

Tim

Last name Field
Business E-mail address tim@pcadev.net
Function Fegional sales manager

Department Zales

Note

Tim does not work on fridays

Note that the maximize button is not shown when there is only one widget in the panel, because when there is
only one widget, it is already maximized to the contents of the panel.

10.2 Moving the widgets around

When you want to change the layout of the widgets, you can click on they Gf k v " I:l bugton.urXe widgets
become editable and you can drag and drop them and resize them. The widgets are positioned on a grid that
becomes visible when dragging / resizing:
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Contact details (F7) - a =

™, Tim Field

¥ o) @ offiine

&, Contact information & X | contactnotes

The widgets will automatically snap to the closest line on the grid. You can give the widgets any size and position.

P4

You can automatically organize the widgets again by clickihngonthey Ct t cpi g fouttanv u X

You can remove a widget by clicking onthe XX " * T g 0 q x dn'the titlé bago¥ the widget.

You can stop editing the widget by clickingonthey Uv gqr " Dy bukop.i X

Note that the content of the widgets is not shown in edit mode. The content will be shown again when you stop
editing the widgets.

10.3 Adding a widget

-+

Then the widget library will be shown, where you can select a widget:

In the edit modus of the widgets, click on the button yAdd a widget>

Note: The actual widgets that are available to you might be different than the ones displayed below. This
image is just for demo purposes.
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Widget library X
[ - r &
Calendar Contact information Contact notes Web page
=]
Microsoft Dynamics CRM

Ugngev"c"ykfigv"cpf"enkem"qp"vjg"dwvvgp" gCffyo0o" Chvgt"cffkpi

Settings for widget 'Contact notes' x
Title (leave empty to use default title 'Contact notes’)

lcon

5 B2

At least you can edit the title and the icon. The title is not mandatory. If you leave the title empty, the default title
will be used. This default title will also automatically be translated, when you select another language via

y Rt g h g.tWheneay doXenter a title, that title will override the default title and will not automatically be
translated, when another language is selected.

If you want to change the icon, you can click onthey U g n g e vtXshawwhe icap pelector. Then you can search
hgt"c"urgekhke"keqp."hqt"gzcorng"ypqvgXxo0"
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Settings for widget ‘Contact notes'
Title (leave empty to use default tile ‘Contact notes)

lcon

o
A

notd

I E

Vig"kegp"ugctej "ku"gpn{"cxckncdng"kp"Gpinkuj."dgecwug"vjg"l
CyguqgqogXxo0"

Some widgets require more configuration. Those will be described in the next paragraph.
Enkem"gp"yQMX"vg"cff"vjg"ykfigvO"Enkem"gp"yZX"vqgq"gzkv"vjg"au

You can change the configuration of widgets that had already been added by clickingonthey Egp h ki wt g" ykf i gv)>

el

button

Exit the editing of the widgets by clickingonvj g" yUvgr " g Dy kpi X"dwvvqgp

10.4 URL Placeholders for widgets

Widgets that need a URL can have placeholders. These placeholders will be used by the Attendant to provide the
target data provider with extra request data. The placeholders are:

[CLI] This placeholder stands for "Calling Line Identification”. This is the phone number of the
person that is calling.

[EMAIL] The Attendant uses this tag as placeholder for the email-address of the currently selected
person. For example, if a call is selected and the email address of the calling person is
known, the email placeholder will be filled with that email address. If the email address is not
available, an empty string will be used.

[LANG] This tag will be placeholder for the currently selected language in the Attendant. The
following placeholders are provided:
en = English,
fr = French,
nl = Dutch,
de = German,
es = Spanish,
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da = Danish

[THEME] (Only for the Webpage widget) This placeholder will be replaced with the name of the current
theme, e.g. standard, dark, high contrast.

[DESTINATION] (Only for the Webpage widget) This tag provides information about the called destination .

[CONTEXT] (Only for the Webpage widget) This tag provides information about the caller and the user of
the Attendant.

10.4.1 Calendar widget

This widget shows the calendar information for a contact, when the calendar has been configured by your
administrator. This widget is only available in the Premium edition.

The days of the week, that have to be displayed in the calendar in the week view mode, can be chosen in the
configuration of the widget .

Days shown in the week view
Sunday

Maonday

Tuesday

Wednesday

Thursday

Friday

U0

Saturday

10.4.2 Contact information widget

This widget shows the basic contact information for the selected contact. Note that for contacts from some
platforms , "extension” is displayed as "primary phone number"in the widget and "number" as "alternative phone
number". When there is no extension, the number is displayed as primary phone numberin the widget.

In the configuration it can be indicated, whether the contact notes should be displayed in this widget or not.

Settings for widget '‘Contact information’
Title {(leave empty to use default title ‘Contact information’)

lcon
)

Contact information options

[ Dizplay contact notes J
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10.4.3 Contact note widget

With this widget, you can read and edit contact notes. Be aware that the contact note can be seen by anyone who
has access to the same contact. This widget is only available in the Premium edition.

10.4.4 Homepage widget

This widget is shown on the homepage screen, when the Attendant is just started up.

10.4.5 Microsoft Dynamics CRM widget

This widget serves the Attendant with content from the Microsoft Dynamics CRM.
This widget has to be put on the Conversation details panel (F3).

For this widget, the following configuration is requested:

Settings for widget 'Microsoft Dynamics CRM'

Title (leave empty to use default title 'Microsoft Dynamics CRM)

MyCompany|CRM widget

leon

A E3

Dynamics Domain:

MyCompany Save | Resst

Dynamics Region:

crm4.dynamics.com Edit | Reset

Dynamics Version:

9.0 Edit | Reset

Widget:

Invoices ~

Headers:
Mumber
Status
MName
Description
Amount
Date

Due date

Title Optional title, just like every other widget

Icon Optional other icon, just like every other widget

Dynamics domain The domain that you are using, for example MyCompany

Dynamics region The region that you are using, for example crm4.dynamics.com

Dynamics version The version of you dynamics system, defaulted at 9.0

Widget Using the drop down box, you can select which type of information you want to
ugg" kp"vjg"ykfigv0"Hqgt"gzcorng"yKpxgqg

Headers Fgrgpfkpi"gp"vjg"ugngevgf"kphgtocvkaq
headers you want to see
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Pgvg"vjcv"{gw"jcxg"vg"enkem"yGf kvX"kp"qtfgt"vg"gfkv"vjg"kpf

to save the individual configuration parts.

To use this widget in the Attendant, you have to be logged in in the Microsoft Dynamics CRM via this widget.
When you are not signed in yet, the widget will show a Microsoft login window.

After you signed in, you are able to see information in the Microsoft Dynamics CRM widget. To see this
information, you have to select the caller in the Conversations panel (F2), so the caller will be visible in the
Conversation details panel (F3). For exanple, when you click on a call and you selected information type

yKpxgkeguX"kp"vjg"eqgphkiwtcvkgp"qh"vjg"ykfigv."{qgw"yknn

[EIMyCompany CRM widget =]
NumberStatus Mame Description Amount Date Due date
Active

181 New Support £1.932,80 2001812724 MNone specif...
181 New Support £1.932,80 2018/12/24 MNeone specif...
181.. Booked (re..  Support £1.812,00 2001812724 None specif...

When you click on any of the invoices in the widget, a new browser tab will be opened, where you view the
information in the Microsoft Dynamics CRM itself.

Note: For connecting to the Microsoft Dynamics CRM from the Attendant, an administrator has to give admin

ug

eqpugpvO0O"Vjku"ku"fguetkdgf"kp"vjg"ejcrvgt"ylngdcn"eqphki wt c

10.4.6 My call history widget

The Call History widget provides an overview of an agent's past inbound and outbound conversations, including

missed calls. It retrieves historical data from the reporting database to display previous interactions. Inthe
Widget Library thiswidgetc r r gct u" cu" $O0{ " Ecnn" Jkuvqgt {4yo0"

s |
You canrefresh the widgetX u " fbycclicking the [UJ icon.

You can expand and collapse records using the icons.

c-> C<

icon represents outbound calls, while the icon indicates inbound calls.
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“O call history

v (¢ +31854853052

11-02-2025 19:56:25
Phone number : +31854853052

v > +31627479665

11-02-2025 07:54:33
Phone number : +31627479665

v (> +31627479665

10-02-2025 13:57:40
Phone number : +31627479665

10.4.7 Web Page widget

By inserting a Web Page widget, you can embed an externalvebsite into the Attendant. For example, a page of a
corporate website. This feature is only available in the Premium edition.

When inserting the Web Page widget, you can enter a URL of the page to embed:

Settings for widget ‘Web page'

Title (leave empty to use default title ‘Web page)

lcon
Frame options

D Hide border
D Hide scrollbar

URL*

https://www.your-website.com/get-contact-data?email=[EMAIL]&lang=[LANG]

@ A URL may contain the following placeholders:
[CLI): will be replaced by the phonenumber of the comtact. If not available, it will be replaced by an empty string.
«  [EMAIL]: Will be replaced by the email address of the contact. If not available, it will be replaced by an empty string.
[LANG]: Will be replaced by the selected language in the Attendant.
[THEME]: Will be replaced by the selected theme in the Attendant (Standard, HighContrast).
[CONTEXT]: Will be replaced with a base64 encoded json string with context information.
[DESTINATION]: Will be replaced with the destination number.
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In the frame options, it can be configured whether the border of the widget and/or the scrollbar of the page
should be visible.

Technical notes:
1 The URL is mandatory. Whenyouenteraury kvj gwv " c"rtghkz"*"yjvvr<11X."yjvvr
Vvivvru<liliX"yknn"dg"cffgf"cwvgocvkecnn{"yjgp"{qgqw"ucxg"vVv]j
1  The URL can contain the placeholders [EMAIL] and [LANG]. The placeholders are described in paragraph
"URL placeholders for widgets" at the end of this chapter.
1 Not all websites can be run in the web page widget, which is actually a <iframe> element. Not all
websites allow this. Some websites have an X-frame-options set to any of the following values:
o deny: The website is not allowed to run in an <iframe>.
0 sameorigin: The website can only be run in an <iframe> when they both have the same origin
(domain)
o allow-from <uri>: The website is only allowed to be run in an <iframe> by a website that is run
from a specific uri.

P
The web page that is shown in the widget can be opened in a new window, using the button

10.4.8 Agent Availability widget

This widget shows the available agents for the selected monitored queue.

Wrgp"nqi kp. "cp"cigpv"yknn quues thatagentgsfcurrently' momjtpringk Whenighh gt " cnn" v j ¢
cigpv"ku"rctv"qgh"c"eqpxgtucvkqgp"jg"yknn"dg"octmgf"cu"ydwu{)>
no longer participate in that monitored queue and therefore will no longer be visible in the agent availability

metrics.

On the widget itself a monitored queue can be selected.
Multiple widgets can be added to display data for different monitored queues.

(R Test agent availability =

3 Total Service Desk (+31107987724)

Busy:1 Online:2

Online:

10.4.9 Call statistics widget

This widget shows a summary of the call statistics for the selected monitored queue for the current day
The following information will be visible;
Total calls : Total number of incoming calls

Abandoned rate: The percentage of abandoned incoming calls in relation to
kpegokpi "ecnnu"vjcv"ygtgpXv"rkemgf"wr"d{"cp"cigpvO

Abandoned calls: The total number of abandoned incoming calls.
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Average waiting time : The average time a caller had to wait before the call was answered by an agent.

Maximum waiting time : Maximum waiting time a caller had to wait before the call was
answered by an agent.

Please note that the statistics will be reset at midnight!

On the widget itself a monitored queue can be selected.
Multiple widgets can be added to display data for different monitored queues.

[ call statistics =]

Select Qusus

Call statistics = sewice pesk (+2110708772¢) ~

TotalCalls 9
AbandonRate 22%
AbandonedCalls 2
AverageWaitingTime 17 Min
MaximumWaitingTime 79 Min
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11 Help function

Via the main menu you can open the Help popup:

S iMelissa van Dijk(ﬁmﬂ@*?. Offline (=

g Preferences

= Signout

@

11.1 Attendant version
In the title of the Help popup, the current version of the Attendant is mentioned.

HE|p (E"::i::: oft 1.3.3.7 )

BEA shortcuts E User manual

11.2 Keyboard shortcuts

The first tab page of the Help menu describes the keyboard shortcuts, as described in the chapter about
Keyboard navigation.

11.3 User Manual
Qp"vecd"rcig"yWugt"OcpwecnX"qgh"vjg"Jgnr"ogpw"{gw"ecp"fqypngqcHf

Help Broadsoft 1.3.3.7

EA shortcuts n Application messages 9 What's new

Download the user manual here

11.4 Application messages

Onthetaby Cr r n k e c v k gafl tbastgnessages gre Ited. The notificatonsec p" dg" eqr kgf "y kvj "vijg
button.

83



Anywhere365®- Attendant for Teams

HEIP (Broadsoft 1.3.3.7)

B3 shortcuts E User manual n Application messages 9 What's new

01-04-2021 09:48:18

Your changes have been saved.

01-04-2021 09:47:39

Your changes have been saved.

01-04-2021 08:15:35

The action could not be completed<br/>(AGRWHDEVMWHCO0:00023774)

31032021 1541115

The note has been saved

31-03-2021
Mail ca

1152 K 1 Q& ySg

On the tab 'What's new', new features of the application are mentioned, belonging to the version of the application
you are using. When you open the application with that version for the first time, the 'What's new' tab will
automatically be shown.

HEID (Broadsoft 1.3.3.7)

B3 shortcuts E User manual n Application messages 9 What's new

11.6 License
Qp"vecd"rcig"yNkegpugX"{gw"ecp"xkgy"{gwt"nkegpug"kphgtocvkaqry

Help (Iatest)

BB shortcuts E User manual u Application messages e What's new

License Microsoft Teams Receptionist Premium (Month)
Type Subscription
Renewal date 25-08-2025 ( 1607 Days )
For support, visit https://www?2.peterconnects.com/peterconnects-receptionist-support-information-microsoft-teams
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12 Sign out

When you open the main menu (1), there is a menu item to sign out (2). If you click this item, you will be logged
out of the Attendant. You will not be asked for a confirmation.

=Melisaa\ranDijk(64‘? offline ™

1

95 Preferences
X

& Admin portal

1 Help

(E-b Sign out ) 2
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13 Global configuration

If you are permitted to edit the global configuration, you can go to the Admin Portal via the main menu:

o= Melissa van Dijk (6411 G‘ offine ™

$F Preferences

(ﬂ Admin portal J

X

1 Help

= Sign out

In the Adminportal, you can enter someentralconfiguration for the application. This configuration applies to all users of
the Attendant The following paragraphs describe the configuratibat can be made.

13.1 Mail

In the Attendant, the user can send a message to one of the contacts, for example to leave messages that there
was a call for that contact. This functionality works with a default setting.

You can add one or more additional destinations to which the e-mail is being sent as a blind copy (BCC). This can
be done on the tab Mail of the Admin portal.

Admin Portal

Mail

Additional destination configuration

Mail templates

BCC addresse
Connectors

test2@test.com; test2@test.com

User privileges CC address 7

test3@test.com
Contact sources

In addition to the blind copy, users have the capability to designate additional CCrecipients for email copies .
Key Features:

Multiple Recipients: Users can specify one or more email addresses to receive a copy of the emails sent to
contacts.

Easy Separation: Separate multiple email addresses using a semicolon (;) to ensure clear delineation of
recipients.

Automatic Copying: Any email dispatched to a contact will concurrently be sent as a copy to the specified
addressesinthe AdminRgt vecnXu"ockn"eqgphkiwtcvkgpuO
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13.1.1 SMTP Authentication

You can customize the e-mail configuration to work with your SMTP server by configuring this in the Admin
portal. This can also be done on the tab Mail.

Outgoing mail server configuration

Use custom SMTP server to send mails®

SMTP server @

smtp.office365.com ®

server port @

-

587

b
Default from address @
peterpan@pcadev.net b
@ Use default from address to send email
(O) Use user's email address to send email @
Authentication required0

@ sMTP

() Microsoft Office 365

The authentication user must be allowed to send email as the email addresses of the receptionist users, and as the default from address.
Username

peterpan@pcadev.net ®

Password

...... @

Test configuration

send testmall 10 @

peterpan@pcadev.net x

The following settings can be made:

- Use custom SMTP server to send maWhen this checkbox is checked, thenfigured settings will be used for
sending mail.

- SMTP servelThe name of the SMTP server that should send the mail.

- Server port:The port number of the SMTP server
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- Default fromaddress:The email address that will be used for sending the emails, if the email address of the
Attendant user has not been configured.

- Authentication required:If the SMTP server requires authentication, you can check this checkbox to enable the
fields where you can enter the credentials.

- SMTPWhen selected, the authentication type SMTP will be used for sending mail.

- Username:Theusernamethat will be used for sending mail via the configured SMTP server

- PasswordThe password that will besed for sending mail via the configured SMTP server.

- Send test mail toEnter a valid email address to verify the configuration.
Youcari S&iG e2dzNJ aSGGAy3a o0& EdvelyQut chandges dsivite huttoSoSasdzi G2y a¢ Sadé | yR
After setting the custom SMTP, the users need to login into the Attendant again in order to see the new settings.

In case you also configured additional destination(s) these will also be used when sending e -mails using the
custom SMTP settings.

13.1.2 Microsoft Office 365 Authentication
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Outgoing mail server configuration

Use custom SMTP server to send mails®

SMTP server @

smtp.office365.com ®

Server p0r1o

-

587

v
Default from address @
peterpan@pcadev.net ®
@ Use default from address to send email
(O) Use user's email address to send email e
Authentication requwredo

() SMTP
@ Microsoft Office 365

The authentication user must be allowed to send email as the email addresses of the receptionist users, and as the default from address.

Client 1D

baddcb57-11fb-4ff9-b4f1-b0757d7171h8 ®

Client secret

Tenant ID

bf0dfbos-fb04-42b8-984f-34283f708%a7 B

Test configuration

Send testmail to @

peterpan@pcadev.net %

The following settings can be made:

- Use custom SMTP server to send maWhen this checkbox is checked, thenfigured settings will be used for
sending mail.

- SMTP serverThe name of the SMTP server that should senchtiad.
- Server port:The port number of the SMTP server

- Default from addressThe email address that will be used for sending the emails, if the email address of the
Attendant user has not been configured.

- Authentication required:If the Mail server requires authentication, you can check this checkbox to enable the
fields where you can enter the credentials.
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- Microsoft Office 365When selected, the authentication typdicrosoft Office 36will be used for sending mail.
- Client Id:Theclient Idthat will be used for sending mail via the configuiddil server

- Client SecretTheclient secrethat will be used for sending mail via the configuiddil server.

- Tenant Id:Thetenant Idthat will be used for sending mail via the configuiddil server.

- Send test mail toEnter a valid email address to verify the configuration.

Youcai $ad &2dNJ aSiiAy3a oe Edveydut chahges dirite huttoScSafizi G2y a¢ Sadé

After setting the custom Mail server, the users need to login into the Attendant again in order to see the new settings.

In case you also configured additional destination(s) these will also be used when sending e -mails using the
custom Mail settings.

Important:

When using the Microsoft Office365 Authentication, following Permission are required for the related Enterprise
application:

1 Signin and read user profile;
T Tgcf"cnn"wug;tuX"hwnn"rtqgqhkngu
1 Send mail as any user.

13.1.3 Without Authentication

To be able to send mail without authentication, it first needs to create a connector in the tenant you want to use.

& o & admin.exchange.microsoft.com/#/cannectors

Exchange admin center L Search (Preview)

= Home > Connectors

ft  Home
, Connectors
R Recipients ~
Mailboxes Connectors help control the flow of email messages to and from your Office 365 organization. We
recommend that you check to see if you should create a connector, since most organizations don't
Groups N
need to use them.
Resources
Contacts
+ Add a connector ‘f)Refresh
= Mail flow o -

Message trace

O status 1 Name From To
Rules
Remeote domains D On Send mail from pca-001-npd-we-cluster Your org 0365
Accepted domains i .
D On Send mail from pca-001-prd-we-cluster Your org Q365

I Connectors

Alerts

Alert policies

Then set the settings in admin portal:
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Outgoing mail server configuration

Use custom SMTP server to send mails®

SMTP ser\.rero

pcadev-net.mail.protection.outlook.com x

server port @

25

-
Default from address @

peterpan@pcadev.net ®
() Use default from address to send email
@ Use user's email address to send email e
[] Authentication requued0

SMTP

Microsoft Office 365

The following settings can be made:

- Use custom SMTP server to send maiWhen this checkbox is checked, tbenfigured settings will be used for
sending mail.

- SMTP servefThe name of the SMTP server that should send the, msdl the specific DNS for the tenant
- Server port:The port number of the SMTP server

- Default from addressThe email address that will be used for sending the emails, if the email address of the
Attendant user has not been configured.
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Permissions

Applications can be granted permissions to your organization and its data by three methods: an admin consents to the application for all users, a user grants consent to the
application, or an admin integrating an application and enabling self-service access or assigning users directly to the application. Learn more,

To request additional permissions for this application, use the application registration.

As an administrator you can grant consent on behalf of all users in this tenant, ensuring that end users will not be required to consent when using the application. Click the
button below to grant admin consent.

Grant admin consent for PCADev

Admin consent  User consent

£ Search permissions

APl Name Ty Claim value Ty Permission L Type L Granted through T, Granted by T

Microsoft Graph

Microsoft Graph User.Read Sign in and read user profile Delegated Admin consent An administrator
Microsoft Graph User.Read.all Read all users' full profiles Application Admin consent An administrator
Micrasoft Graph Mail.Send Send mail as any user Application Admin consent An administrator

13.2 Connectors

13.2.1 Microsoft Dynamics CRM

Qp"vjg"vecd"rcig"yEqppgevqtuX"{qw"ecp
Microsoft Dynamics CRM from the Attendant.

i kxg"cfokp"eqpugpv. U

Admin consent can be given as follows:
You can fill in your Azure Id. This Azure account should have administrator rights.

Connectors

Mail

Microsoft Dynamics CRM widget

Mail templates Select a connector

Connectors MD  Microsoft Dynamics CRM widget
Give admin consent to Anywhere365 for connecting to Microsoft Dynamics CRM °
User privileges . N N [~]
AC  ACS connection string settings Your Azure ID
MyUserld@MyCompany.com x

Contact sources

Number normalization Give consent

Yigp"{gw"enkem"gp"dwvvgp" ul kxg"eqpugpvy. "{gw"yknn"dg"tgfkt
that you first have to sign in or select with which account you want to give consent. The page where you are
redirected looks like this:

92



Anywhere365®= Attendant for Teams

% Microsoft
melissa.vandijk@pcadev.net

Permissions requested
Review for your organization

Teams Receptionist

This application is not published by Microsoft.

This app would like to:

~ MAccess Common Data Service as organization users

If you accept, this app will get access to the specified resources for
all users in your organization. No one else will be prompted to
review these permissions.

Accepting these permissions means that you allow this app to use
your data as specified in their terms of service and privacy
staternent. You can change these permissions at
https://myapps.microsoft.com. Show details

Does this app look suspicious? Report it here

P TiSN) e2dz Ot AO01 2y o0dzid2y a! OOSLIié¢ e2dz oAttt 0SS NBRANBOGISR ¢
confirmation that the consent was given successfully.

Connectors

Microsoft Dynamics CRM widget

Select a connector

Connectors MD  Microsoft Dynamics CRM widget l

Give adi it to Any for ing to Microsoft Dynamics CRM L

Call queue

I o etion ST GRS [ Admin consent was given successfully }

Your Azure ID' @
peterpan@pcadey. net

If something went wrong, you will see a redor message with a description what went wrong.

13.2.2 ACS connection string
Qp"vjg"vecd"rcig"yEgqppgevqtuX"{gw"ecp

eqgphkiwtg"vjg"CEU" eqp|

The first the step before using ACS is to grant consent to the Attendant Console application.
Consent to Attendant Console permissions

Second, a connection string needs to be set in the Admin portal. This connection string needs to be created in
Azure according the instructions by Microsoft, see: Create and manage resources in Azure Communication
Services

Note: a connection string starts with endpoint =, then contains a URL followed by a semicolon and an access
key.

To set the connection string, first f gugngev" vj g" yWug"fghcwnv" CEU"eqppgevkgp"uvt
connection string from Azure into the ACS connection string input field.
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Mail Connectors

ACS connection string settings

Mail templates Select a connector

j  Connectors MD  Microsoft Dynamics CRM widget
Set customer's ACS connection string or use default °

User privileges

AC  ACS connection string settings Use default ACS connection string

Contact sources ACS connection string @

Number normalization

Before saving, the settings can be tested by pressing the Test-button. A green popup will be shown if the test
succeeds.
Press the Savebutton to store the new settings.

ACS connection string settings

Set customer's ACS connection string or use default o

[] Use default ACS connection string

ACS connection string @

() Success S

ACS connection string tested successfully

13.3 Call Queue

13.3.1 Call settings
Qp"vjg"vgr"qh"vjg"vecd"rcig"yEcnn"SwgwgX"{gw"ecp"eqgphki wtg"i

Wrfcvg"vjg"ugvvkpiu"d{"ugvvkpi"vjg"pgy"xcnwgu"cpf"rtguu"vj
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Queue configuration
€ Configuration of overflow destinations for the call queues % Settings

Rejoin timeout (seconds) o

'y

5

v

Enable hold/resume functionality o

Transfer support user ID o

cf8f0373-456c-4291-8545-09f86887bffa X

Save

13.3.1.1 Configure the Rejoin Timeout

Configure what happens when an attendant leaves the Teams call. If you set it to a positive number of seconds,
the call will still be displayed in the receptionist for that number of seconds before disappearing. This gives the
receptionist the option to re join the call after leaving.

Set it to 0 or a negative number of seconds to make the call disappear in the receptionist right away after the
attendant leaves the Teams call.

13.3.1.2 Configure Enabling hold/resume functionality
You can disable this setting if you need to transfer calls from Teams app.

13.3.1.3 Configure the Transfer Support User ID

It should be user id of an unused user in azure. This will be used to allow playing participant-specific audio in calls
with only 2 participants.

As you see above, it should be set a user id of a dummy user for this field. You can see user information below
for this user.

Basic info

Dummy Calling User
dummy@ pcadev.net

Member
User principal name dummy@pcadev.net ™ Group membe... 0
Object ID cf8f0373-456¢c-4291-8545-09f86887bffa @ . .
Applications o]
Created date time Jul 6, 2022, 12:47 PM
Assigned roles 0]
User type Member
Identities pcadev.onmicrosoft.com Assigned licen... 0

95



Anywhere365®- Attendant for Teams

13.3.1.4 Remove delay in audio on outgoing call

When making an outbound call with the Attendant Console, often the customer by accepting the call is earlier in
the call with his audio than the operator that initiates the call. And within that small delay the operator might miss
the first answer of the customer. Next to that we also noticed that when an operator answers a call from the
Joined queue he might hear a short piece of the queue message. For both cases one solution is at hand, which
requires an additional action by the customer Admin. Because of that, we have decided that this functionality ¢ an

only be requested via our support portal. This has to do with the mandatory admin preparation on Azure tenant. A
Transfer Support User ID should be set for that in the Admin portal.

Queue configuration

€ Configuration of overflow destinations for the call queues % Settings

Rejoin timeout (seconds) o

r Y

5

v

Enable hold/resume functionality o

Transfer support user ID e

cf8f0373-456¢-4291-8545-09f86887bffb X

Save

13.3.2 Overflowhandling for call queues
Qp"vcd"rcig"yEcnn" Swgwg X" { gw" e cactioe aupbe konfigured forreach qugue gt hnqy " j c
when:

1 no operator is logged in that is monitoring the queue
1 the specified maximum number of calls has been reached
1 a specified timeout has been reached
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Queue configuration

& Configuration of overflow destinations for the call queues

In case no operators are logged in
What happens to the call

() Noaction

() Disconnect

@ Redirect this call to...

@ Phone numpber @ +112233445566

() Directory contact

() Voice app

When the maximum number of calls is reached

What happens to the call
() Noaction

() Disconnect

@)

(@ Redirect this call to...

@ Phone number @ +112233445566

() Directory contact

() Voice app

Maximum calls in the queue °
a
v

When call times out

What happens to the call

() Noaction
@)
@ Disconnect

() Redirect this call to...

Call timeout @
Minutes Seconds
- -
5 - 15 -

%% Settings

Hktuv"{gw"ugngev"c

swgwg" kp*

1 in case no operators are logged in
1  when the maximum number of calls has been reached

1  when a call times out

can be configured.

13.3.2.1 Configure an action when no operators lagged in
In case no operator is logged in that is monitoring the queue, call can be redirected to ensure calls do not get lost.
[gw" ecp"ugngev"cp"cevkgp"*fghcwnv"ku"ypg"cevkgpX+<

1 No Action, which means call keeps on ringing.

9 Disconnect, which means call

is hang up.

vig"ftgqr"fqgyp"yUgvvkpiu

1 Redirectthe call to another destination, this can be phone number or a Teams contact.

13.3.2.2 Configure an action when the maximum number of calls has been reached
In case the maximum number of call is exceeding the configured value for a queue, the call can be redirected.
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[gw" ecp"ugngev"cp"cevkgp"*fghcwnv"ku"ypg"cevkgpX+<

1 No Action, this means this overflow rule is not active.
1 Disconnect, which means the call is hang up.
1 Redirectthe call to another destination, this can be phone number or a Teams contact.

After selecting an action, the maximum calls in the queue field becomes editable and you can fill in a number.
Maximum number is 200.

13.3.2.3 Configure an action when call times out
In case a call is too long in the queue it can be redirected.
[gw" ecp"ugngev"cp"cevkgp"*fghcwnyv

ku"ypg"cevkgpX+<

1 No Action, this means this overflow rule is not active.
1  Disconnect, which means the call is hang up after the configured time it is ringing in the queue
1 Redirectthe call to another destination, this can be phone number or a Teams contact.

After selecting an action, the call time out fields become editable and you can fill in minutes and seconds.
Maximum time out is 45 minutes.

13.3.3 Call distribution settings for callieues
Qp"vcd"rcig"yEcnn"SwgwgX" {gw"ecp"ejcpig"ugvvkpiu

tgncvgf " v

First you select a queue. Beneath the queue overflowsettings there is a section to configure the call distribution
settings.

Call distribution
Attendant hunt mechanism e

@ Broadcast

O Round-Robin

Attendant hunt interval o

Minutes Seconds

&~ rs

0 0

v v

13.3.3.1 Configure attendant hunt interval
D{"fghcwnv."yjgp"c"ecnn"eqogu"kp"vjg
not start hunting again.

The attendant hunt interval can be set to start hunting again after the specified interval has elapsed. It will keep
hunting every time the interval elapses until the call is picked up or ended.

To disable the attendant hunt interval, set both minutes and seconds to 0. It will revert to the default behavior of
only hunting for available attendants when the call comes into the queue.

swgwg. "kv"uvctvu"jwpuvli
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13.3.3.2 Round robin call distribution

The default distribution of calls for Joined queues is Broadcast. Every operator available will get the incoming
call, until one picks up the call. With round robin we introduce the distribution of calls for Joined queues in a
certain order to one available operator at the same time. The distribution method is set by the admin in the admin
portal and can be set per queue in the Call Queue tab.

13.4 Specific configuration in tenant

To be able to do calling actions and use queues in the receptionist, consent must be given for the calling
application and queue endpoints must be created in the tenant. For a guide on how to do this, a separate
walkthrough is available at https:/product.attendant.anywhere365.io/configuration _-attendant-console

13.5 User privileges via Admin portal
Qp"vecd"rcig"yWugt"RtkxkngiguX"{gw"ecp"eqphkiwtg"hgt"cnn" wu_

Admin Portal

Add/edit/delete Personal contacts
Add/edit/delete Shared contacts.
Manage the Preferences

1 Add/edit/remove Widgets

= =4 =4 =4

You can also configure the default settings for new users.

13.5.1 Setting ser privileges$or default user

Ykvj"vjg"y*Fghcwnv"hqgt"pgy"wugtu+X."kv"ku"rquukdng"ugv"vjg
Cfokp"Rgtvcn"ceeguuX"cpf"Gpcdng"ocpcig"ykfigvu"ku"wpej gemgf
manage widget access, they only get manage preferences, manage personal contacts and manage shared

contacts.

Mail Users privileges

Default settings for new users

Mail templates

Select a user -
Connectors @ Users privileges %2 Users profile

pF (Default for new users)

User privileges

TU TestUser 01 Default settings for new users
Contact sources

TU TestUser 02 [C] Enable premium admin nghtso
Number normalization Enable manage shared Contacts@

Tu TestUser 03
Enable manage personal contacts@

B Enable manage widgslso

Enable manage preferences®

13.5.2 Setting ser privilegesor specific users
Qp"vecd"rcig"yWugt"RtkxkngiguX"{qgqw"ecp

cnuqg"egphkiwtg"vjg"rt

When searching for a specific user, the privileges for this individual user can be set specifically for this user.
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Users privileges
Settings for user Test User 01

2 01 x

Select a user o
% Users privileges 2 Users profile

DF  (Default for new users)

TU TestUser 01 Settings for user Test User 01

Enable premium admin rightso
Enable manage shared Ccontacts®
] Enable manage personal contacts®
] Enable manage \m‘dgetso

Enable manage preferenceso

]

Remark: An admin user cannot remove the Admin Portal access for his/her own account. This is shown with a
greyed-out checkbox.

Switch to old layout & TestUser03

Settings for user Test User 03

@ Users privileges  %® Users profile

Settings for user Test User 03

Enable premium admin r|ghts0
Enable manage shared Ccontacts®
Enable manage personal contacts®
Enable manage widgets0

Enable manage preferenceso

Remark: When manage Personal and/or Shared contacts is disabled for a user, the selected user cannot manage
(create, edit or delete) Personal and/or Shared contacts. The user can, however, still view Personal and/or Shared
contacts and use them as a filter.

Favorite contacts (F6)

; Personal contacts

...
Q “a" Shared contacts

D ﬁ Corporate contacts

Peter Pan N
) o (4§ ®
Anywhere365 - Quality Assurance N/ O Mm% External contacts

o &
amn Queues

13.6 License and User privileges via AAD

Qp"vecd"rcig"yWugt"RtkxkngiguX"{gw"ecp"eqphkiwtg"wugt"rtkxkr
Qpg" wWug" Cfokp"RqtvenYy. "yjkej"ogcpu"vjg"wugt"rtkxkngigu"ecy;
privileges configuration via the Admin Portal was described in the previous section.
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The other option is to use the Enterprise Application Roles in Azure Active Directory both for user privileges and
licenses. This is described in the section.

In order to switch to License and Role Setting via Azure Active Directory, select the corresponding radio button:

Settings for user Peter Pan

%2 License and role settings 9 User privileges

Please choose how you would like to manage user privileges:

@ Use Admin Portal

(O) Use Enterprise Application roles in Azure active directory for user privileges and licenses

Note that for Use Enterprise Application Roles, the Savebutton is initially disabled until synchronization of the
license assignment succeeded. This is described below. Once the button is active, the configuration can be
saved.

13.6.1 Enterprise Application Roles in Azure Active Directory

When this option is selected, both licenses and user privileges are configured via the Enterprise Application Roles
in Azure Active Directory.

Before enabling this feature, it is important to give admin consent for license synchronization and to configure the
licenses and roles.

If no licenses are assigned while the settings are saved, nobody will be able to login to the application.
Furthermore, it is also important to assign the Attendant Administrator role to yourself and other administrators
to keep access to the Admin Portal.

To give admin consent and more information about configuring licenses and roles in Azure, please click the
button Configure licenses and give consent

Settings for user Peter Pan

% License and role settings

Please choose how you would like to manage user privileges:

(O Use Admin Portal

@ Use Enterprise Application roles in Azure active directory for user privileges and licenses

Manage Enterprise Application roles

This feature requires upfront license and role configuration and admin consent for the application. Click
‘Configure licenses and give consent' to give admin consent and for more information on how to configure
the licenses and roles in the Enterprise Application. Please validate the setup by pressing 'Synchronize
license assignment'. After synchronization is successful, the save-button will be enabled.

(e[ V A TG BN R IERGL B @l Synchronize license assignment
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Please validate that synchronization is working by clicking the button Synchronize license assignmentIf it is
successful, the Savebutton under License and Role Settings will be enabled to save the new settings.

Manage Enterprise Application roles

This feature requires upfront license and role configuration and admin consent for the application. Click
'Configure licenses and give consent' to give admin consent and for more information on how to configure
the licenses and roles in the Enterprise Application. Please validate the setup by pressing 'Synchronize
license assignment'. After synchronization is successful, the save-button will be enabled.

(VI ITER I EECEN GG IERCGLECL 1@ Synchronize license assignment ]

Again: Before you press the Save button, make sure the that at least a license for the logged in user is available and
at least one admin portal role is assigned Read the next two sections before you actually perform the Save action.

Settings for user Peter Pan

%t License and role settings

Please choose how you would like to manage user privileges:

(O Use Admin Portal

@ Use Enterprise Application roles in Azure active directory for user privileges and licenses

Save

Manage Enterprise Application roles

This feature requires upfront license and role configuration and admin consent for the application. Click
‘Configure licenses and give consent' to give admin consent and for more information on how to
configure the licenses and roles in the Enterprise Application. Please validate the setup by pressing
'Synchronize license assignment'. After synchronization is successful, the save-button will be enabled.

(o{ TN TR (O LN G G IITRWWL ET I Synchronize license assignment

[11:25:03] Synchronization was successful

Synchronization will only work when admin consent has been given. It will not validate for correctly assigned
licenses and roles. How to do that is described in the two sections below.

13.6.2 Manage license assignment via Enterprise Application Roles

To assign licenses, you will need to go to the Users and Groups page of the Enterprise Application. To get here,
open the browser to the Azure Portal and click on Azure Active Directory Then click on Enterprise Applicationsand
select the Attendant application.

From there, select the Users and groupsoption in the left menu.
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Manage
Il Properties

ad Owners

s Roles and administrators
a Users and groups

3 single sign-on

& Provisioning

EF  Application proxy

On the top of the screen there is an Add user/group button. Click this to get an interface where you can select
multiple users and assign it a role. To assign licenses to these users, please select the corresponding License
role.

add userfgroup

When a user tries to login it will try to use the assigned license if there is one available.

It is also possible to synchronize the licenses manually via the Admin Portal in the User Privileges tab by pressing
the Synchronize license assignmentutton (see previous section)

13.6.3 Manage user privileges via Enterprise Application Roles

By default, all user privileges manageable in the Enterprise Application Roles are optout, except for the Attendant
Administrator role. This means that users will have all the privileges by default. Functionality can be disabled for
users by adding a role which will remove the selected user privilege. Changes to user privileges will be activated
upon the next time the user logs in to the Attendant, given enough time for Azure to propagate the changes.

The following are available:

Attendant License (must have role to be able to log in)

Attendant Administrator (optional role, only for users that need Admin Portal access)
No Personal Contacts (to disable creating/editing/deleting Personal Contacts)

No Group Contacts (to disable creating/editing/deleting Group Contacts)

No Preferences (to disable Access to the Preferences Screen)

1 No Edit Widgets (to disable the option to add/edit/delete widgets in F3, F7 and F9)

= =4 =4 -8 =

13.7 Maintain callback mail template
Qp"vcd"rcig"yOckn"VgorncvguX"{gw"ecp'

agilp.hki wtg"ockn"vgor nc\
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Mail Manage mail templates

Mail templates + Add mail template

Connectors ‘Your mail templates (7)

Callback reminder (English)

Template name

User privileges crR Callback reminder (English)
Callback reminder (English) *

Contact st

cR Callback reminder (Danish) Subject
Number normalization Please call back: [C_NAME] [C_NUMBER] x

cR Callback reminder (Dutch)

Message
cR  Callback reminder (French)
9 ¢ BI UYS LAy EZEEE = v = v == I
. . A
CR  Callback reminder (German) Missed call from: [C_NAME] [C_NUMBER]

Subject:
CR  Callback reminder (Spanish)

Kind regards,
cR  Callback reminder (ltalian) [MY_NAME]
Email: [MY_EMAIL]

I e y

p 13 words

Insertw

13.7.1 Adding a new mail template
Enkem"vjg"nuCff"ockn"vgorncvg4yY"dwvvgp"vg"uvctv"gpvgtkpi"c"poc¢

Manage mail templates

Mail template
+ Add mail template
Your mail templates (7)

Template name
crR  Callback reminder (English)
cR  Callback reminder (Danish) Subject
crR  Callback reminder (Dutch)

Message

crR  Callback reminder (French)

¢ BIUYS g£vAv EZE=E=E= izvizv == L
crR  Callback reminder (German)
crR  Callback reminder (Spanish)
crR  Callback reminder (Italian)
p O words 42
Insertw

Cancel

A mail template requires:

1. Template name, name of the template as it is shown to the user;
Subject, this line becomes the subject of the e-mail that is being sent;
3. Message: this contains the actual e-mail content. By using the insert drop down at the bottom the
following fiel ds can be inserted:
 Name of caller;
1 Phone number of caller;
 Date;
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1 My mail address (e-mail address of the logged in user);
T My name (name of logged in user);
1 My phonenumber.

The message can be styled using the buttons on top of the Message box, you can use Bold, Italic, Underlined as
well as some other options to style the text.
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Qpeg"vjg"ockn"vgorncvg"ku"hkpkujgf"kv"ecp"dg"uvgtgf"d{"enke
Kp"ecug"vjg"ockn"vgorncvg"ecp"dg"fkuectfgf."vjku"ecp"dg"faqgr

13.7.2 Arranging the order of mail templates

By selecting a mail template and clicking on the arrow up or arrow down button you can arrange the order of the
mail templates. The mail templates are shown in this order when the user selects a mail template for sending a
callback reminder e-mail.

13.7.3 Changing or deleting a mail template or creating a new one

By selecting a mail template, the content of that mail template is shown in the bottom half of the screen. The user
ecp"ejcpig"vjg"eqpvgpv"nkmg"ykvj"etgcvkpi"c"pgy"ockn"vgor nc

D{"enkemkpi"vjg"yFgngvgX"dwvvgp"c"ockn"vgorncvg"vjcv"ku"qgd:/
confirmed.
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