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Chapter 1
Introduction to Front Desk

VocalData’s PressOne Front Desk is an application that can be used to manage
incoming calls to a main telephone number at a particular site. For example, as the
receptionist for your company you can use Front Desk to answer and transfer calls
to the extensions listed in the directory. Incoming calls can also be placed on hold
or camped on an extension.

Front Desk also allows you to retrieve and manage voice mail for the your main
number.

Front Desk vs. Desktop Portal

The PressOne Front Desk application provides call-handling features for an attendant
in a call-intensive environment and provides buttons for commonly used features

for Answering, Releasing, Transferring, Parking and Camping calls. Desktop Portal

is designed for the individual phone user and has many more features that are
specific to a user's personal phone.

NOTE: The Desktop Portal and Front Desk CANNOT be installed on the same PC.
If Desktop Portal was previously installed, it must be uninstalled and the PressOne
directory removed before installing Front Desk. Failing to uninstall Desktop Portal
before installing Front Desk may cause operational problems with the PC.

Starting Front Desk

The PressOne Front Desk Application (“Front Desk”) is a Windows software program
that allows you to use certain phone features from your PC through an easy-to-use
graphical user interface (GUI). Front Desk can be started in two ways:

¢ From the Windows Start Menu
¢ By clicking a Front Desk icon on your desktop.

Using the Windows Start Menu
1.  Click on Start

2 Go to Programs

3. Goto VocalData

4 Click on Front Desk

Front Desk V3.2.0 User Guide Introduction to Front Desk 1
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Logging In to Front Desk

Creating an Icon on Your Desktop

AR S o

Click on Start

Go to Programs

Go to VocalData

Right Click on Front Desk
Go to Send To

Click on Desktop (create shortcut)

Logging In to Front Desk

Either on startup or when the Login Tab is selected, the login screen will appear

displaying the following fields:

FIELD NAME

Number

Password

Servers

Toolbar Icons

DESCRIPTION

The first time you run the Front Desk application, you will be
prompted to log on by entering the telephone number of one of
the lines that has been assigned to the Front Desk telephone.
The service provider or system administrator for the network
should have already configured the phone to be a Front Desk
phone through the Service Administrator application. A error
message stating that the phone is not an Attendant Console will
pop up if the phone number entered has not been configured as
a Front Desk phone.

You will also be prompted for a personal password that will be
used to log on when you start the application again.

NOTE: PressOne recommends that, during log-on, you click the
Save Password check box so that when you restart the Front
Desk, you don’t have to enter your password every time.
However, you can uncheck the Save Password box at anytime if
you feel the need to provide a level of security to your Front Desk
application.

You will also have to enter the server IP address that will be
supporting your phone. Your system administrator should
provide you with the server IP addresses to enter in the Servers
text fields.

You can add and delete icons and re-arrange the order of the
icons on the toolbar. Refer to Chapter 3, “Customizing Front
Desk”.

Login Procedure

To login to Front Desk, from the login screen, do the following:

1.  Enter the phone number of the Front Desk attendant.

2 Introduction to Front Desk
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Set the number of columns of entries in the Phone Tab

Enter password.
Enter IP address (provided by your System Administrator).
4. Click on Login.

NOTE: You can check the Save box so you don’t have to login to Front Desk
again.

Changing the Login Password

The login password for Front Desk is configured by the system administrator. It
cannot be changed from the Front Desk application. if you need to change the
password, contact your system administrator.

Making Front Desk Your Own
To make Front Desk fit into your work environment, PressOne provides the
following suggestions for changes you may want to make to your installation of

Front Desk:

¢ Set the number of columns of entries in the Phone Tab
¢ Customize the Phones Tab toolbar with sort and move icons

o Set key Front Desk options

e Become familiar with common tasks

Set the number of columns of entries in the Phone Tab

Front Desk defaults to a single column of entries, which may result in much wasted
space on today's large monitors. You can display up to ten columns of entries. Go
to Set Phones Tab Columns in Chapter 3, “Customizing Front Desk”.

Customize the Phones Tab toolbar with sort and move
icons.

If you routinely re-sort the entries (by first name or last name or in ascending or
descending order) or move entries around, you may want to customize the phones
tab toolbar to add the buttons from the Sort and Move dropdown lists to the Phones
tool bar by adding those actions to the toolbar. Refer to Chapter 3, “Customizing
Front Desk” for more information.

1. Right-click on the Phones Tab toolbar.
2. Select Customize from the pop-up menu.
3. Click the Commands Tab in the Customize dialog box.
4. Select Phones in the Categories field.
5. Drag and drop the Move and Sort buttons to the Phones toolbar.
Front Desk V3.2.0 User Guide Introduction to Front Desk 3
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Right-clicking in Front Desk

6. (Optional) You can drag and drop the Move and Sort buttons to the
Customize dialog to remove them from the toolbar

Set key Front Desk options

e Set call-based actions (pop-up/minimize). (Refer to Chapter 9, “Options

Tab”.)

e Sets Front Desk to appear when calls arrive and disappear when you
hang up.

* Can also be set to appear if you place a call using your Front Desk
phone.

o Start Front Desk on Windows start (Refer to Chapter 9, “Options Tab”.)

* Using this setting makes sure that every time you start or have to re-
boot your computer, Front Desk is started so you don't miss any calls
or get caught without the features and functions you need to handle
calls.

e Choose whether confirmations are turned on (Refer to Chapter 9,
“Options Tab”.)

* You may want the confirmations turned on for a while until you are
comfortable with Front Desk's features and then turn them off.

* You may want to leave the confirmations on for features you don't use
very often and turn them off for routine features like transferring and
making calls.

Become familiar with common tasks:

* Practice Searching and Sorting the Directory, Call Log and Voice Mail
Tabs. (Refer to Chapter 2, “Shared Information and Common Tasks”.)

¢ Group entries in the Directory, Call Log and Voice Mail Tabs. (Refer to
Chapter 2, “Shared Information and Common Tasks”.)

¢ Add and Delete private entries to the Phones Tab. (Refer to Chapter 5,
“Phones Tab”.)

* Right mouse click on Phones or Directory entry to perform action (call,
transfer, etc.)

* Keyboard shortcuts (Refer to Chapter 2, “Shared Information and
Common Tasks”.)

Refer to Chapter 3, “Customizing Front Desk” for more ideas.

Right-clicking in Front Desk

Front Desk supports the Windows right (or secondary) button click to bring up
context sensitive pop-up menus.

4 Introduction to Front Desk Front Desk V3.2.0 User Guide
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Set key Front Desk options

Toolbar Pop-up Menu

: If activated from a call listing, the call

Main handling features are active. If acti-
Speed vated from an open area of the Call

—] Information section, only the Customize
Flat (4] sub-menu is available.

Enhanced

Standard

Cuskomize. ..

Tab Entry Pop-up Menu

When activated in the Phones, Direc-

tory, Call Log or Voice Mail Tab, the call
Announced Transfer  Chrl+F3 handling features are active and avail-
able for making and handling calls and

=y Blind Transfer Chrl+F2

Priarity Transfer Ckrl+F4
the Customize sub-menu is available.

Msq Cenker Chrl+FS
Camp-on Chrl+Fa
A Cal Chrl+F7
AF 0 call any. .. Chrl+Fa
Iu} Transfer fny... Chrl+F2
E:I Intercom Chrl+F10

Customize L4

Customize Sub-Menu

When activated from a pop-up menu,
provides access to customization func-
Custamize Headers, . tions for the Front Desk features or
components listed in the sub-menu.
NOTE: Menu items that are not acces-
Customize Colors... sible are grayed out.

Cuskomize Divider, ..

Cuskarnize Toaolbars., .,

i I—q..
P

Cuskomize Tabs., ..

L Pl &
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Front Desk Components and Displays

Front Desk Components and Displays

Front Desk provides you with a variety of information about the calls being handled.
The information collected by various Front Desk components and is organized into
categories that are marked by tabs. To see the information under a tab, click on that
tab. The Front Desk components and the information each provides are:

¢ Call Information
e CalllLog Tab
e Options Tab

e Directory Tab
¢ Phones Tab

¢ \oice Mail Tab

Call Information

Call information is displayed by Front Desk as a list of calls that are or on hold at
the Front Desk phone. Above and below the list are buttons for handling the calls.
For more information, go to Call Information in Chapter 4, “Call Handling”.

Call Log Tab

Incoming and outgoing calls are logged automatically by Front Desk when it is
active. The information displayed in the Call Log includes the direction of the call
(In or Out), the phone number of the called or calling party (if available), the name
of the called or calling party (if available), date and time of the call, and the duration
of the call. For more information, go to Chapter 7, “Call Log Tab”".

Options Tab

The Options Tab allows you to set operational parameters for Front Desk as well
as changing which functions display confirmation dialog boxes when you use them.
For more information, go to Chapter 9, “Options Tab”.

Directory Tab

The Directory Tab displays all of the phones in the Corporate Directory and is
automatically populated when Front Desk starts. The list is defined by the VOISS
Administrator and cannot be modified from the Front Desk application. You may
handle calls using the list, just the same as using the Phones tab. You can also add
entries from the Directory Tab to the Phones List. by clicking a Directory entry and
clicking Add. For more information, go to Chapter 6, “Directory Tab”.

6 Introduction to Front Desk Front Desk V3.2.0 User Guide
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Set key Front Desk options

Phones Tab

The Phones Tab accesses the Phones list. This is the primary screen that is
displayed when Front Desk starts. It displays extensions that have been added
from the Directory Tab. This list will usually be a subset of the complete system
directory. Entries can be sorted by clicking the Sort button on the toolbar directly
below the Phones Tab and using the dropdown menu.

This list displays more details about each user's phone than are shown in the
Directory list. For more information, go to Chapter 5, “Phones Tab”.

Voice Mail Tab

When you click the Voice Mailbox Tab for the Front Desk phone, you will be
presented with the Voice Mail message area with control buttons. You can re-
arrange the headings in any order by dragging the heading to a new location in the
header area.

You can group, sort and search the messages. You can add and delete icons and
re-arrange the order of the icons on the toolbar. See Voice Mail Controls for more
information on the controls available for voice messages.

Messages in the Voice Messages Area are displayed as follows:

* Unselected messages appear in black text against a white background.
* A selected message appears as white text against a black background.

¢ Unselected urgent messages are shown as white text against a red
background.

* A selected urgent message is shown in black text. The background does
not change.

To the left of the voice mail messages area are the mailboxes and the Inbox and

Saved folder icons. Each mailbox is represented by a button which can be selected
to go to that mailbox. Mailbox buttons may appear above or below the Inbox and

Saved folder icons. The selected mailbox button appears just above the Inbox and
Saved folder icons. For more information, go to Chapter 8, “Voice Mail Tab”.

System Requirements
The Front Desk requires the following:

¢ Pentium-compatible PC with Windows 98/2000/XP
e 32 MB RAM
e 20 MB free hard disk space

Front Desk V3.2.0 User Guide Introduction to Front Desk 7
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Exit Front Desk

Exit Front Desk

To quit the Front Desk application, do one of the following:

e Click the standard Windows exit button ( x]) in the upper right hand
corner of the application.

* Click the exit button ( B& ) under the menu bar.
* Select the File menu and select Exit.
¢ If the window is not displayed, do one of the following:

* Right-click the Front Desk icon in the system tray and select Exit from
the menu.

¢ Right-click the Front Desk taskbar button and select Exit from the
menu.

Uninstall Front Desk
Click the Windows Start button.

Select Settings and then Control Panel.
Run the Add/Remove Programs program.
Select VOISS Desktop Portal.

Click the Add/Remove button and follow the instructions.

o o kb=

Close the Add/Remove and Control Panel windows when you are finished.

NOTE: After uninstalling, you should use the Windows Explorer to look for the
VocalData folder under C:\Program Files, and delete it if it exists.

Exception Messages

There are situations in which Front Desk may encounter problems and an
Exception Error dialog will pop up. The following are some common errors and
the recommended work around.

* Previous version of Front Desk was not uninstalled before installing
new version
If this is the case, it may cause exception errors to occur while using
various functions in Front Desk. The solution to this problem is to uninstall
the Front Desk application and reinstall it.

8 Introduction to Front Desk Front Desk V3.2.0 User Guide
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Chapter 2
Shared Information and Common Tasks

This chapter presents the information and tasks that are common among several
Front Desk components. An example of useful information would be the keyboard
shortcuts that can be used in place of mouse clicks to execute frequently-used
button presses. An example of a common task would be sorting entries, since this
task is used in the Call Log, Phone Directory, and Voice Mail components.

Keyboard Shortcuts

You can use the following keyboard shortcuts with Front Desk if you wish. You may
want to print this topic and place it next to your keyboard for easy reference.

BUTTON NAME KEYBOARD SHORTCUT
Answer F2
Release F3

Hold F4

Park F5

Redial F6

Blind Transfer Ctrl+F2
Announced Transfer Ctrl+F3
Priority Transfer Ctri+F4
Message Center CtrlI+F5
Camp-on Ctrl+F6
Call (selected entry) Ctrl+F7
Call Any...(entered number) CtrlI+F8
Transfer Any...(entered number) CtrlI+F9
Intercom Ctrl+F10
Speed Numbers Ctrl+Digit*

* - The digit equals the position of the speed number on the button bar above the
Call Information area. Buttons are numbered left to right beginning with 1.

Front Desk V3.2.0 Help Guide Shared Information and Common Tasks 9
621-0000097B



Available Buttons

To print the keyboard shortcuts, click File/Print Topic... as shown.

> Front Desk Help

File Edit Bookmark Options Help
Back | Erirt |

open...

Print Topic...

Exit

ront Desk

+ Loggingin

T=Trr X T

Available Buttons

Announced Transfer

Answer

Blind Transfer
Call

Call Any Number
Camp-On

Hold

Intercom
Message Center
Park

Priority Transfer
Redial

Release

Transfer Any Number

Announced Transfer Button (Ctri+F3)

Pressing the Announced Transfer button (|- #meunced Transfer ) \yij|| ring the extension
where the call is being transferred. This allows the attendant to announce the call
and confer with the called party. Until the transfer is completed, the call remains in
the Call Information area, where it remains available to the attendant.

Answer Button (F2)

The Answer button ( & answer ) is used to answer calls ringing at any number
assigned to the Front Desk telephone. This will activate the speaker phone or a
headset connected to the phone.

If there is only one call shown in the Call Information area, the attendant can
answer by clicking on Answer without first selecting the entry.

10 Shared Information and Common Tasks
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Blind Transfer Button (Ctrl+F2)

Blind Transfer Button (Ctri+F2)

Pressing the Blind Transfer button ( == Eird Transfer ) transfers the call directly to an
extension without first notifying the person at that extension. When a call is blind
transferred, it disappears from the Call Information area.

Call Button (Ctri+F7)

The Call button ( .2 cal ) allows you to call a selected entry from the Phone,
Directory, Voice Mail or Call Log Tab by doing one of the following:

e Click an entry and then click Call.
* Right-click an entry and click Call in the pop-up menu.

Call Any Number (Call Any...) Button (Ctrl+F8)

The Call Any... button (.# calam.. ) allows you to dial a call to any number you wish.
Clicking Call Any... opens the Call a Number dialog box. You can click on the
keypad or enter a number from the keyboard in order to place a call.

Camp-On Button (Ctrl+F6)

If a user's line is busy when a call is transferred to them, the attendant can place
the call on hold on the user's phone line using the Camp-on button ( [ Zamp-on ).
When the user's line is free, the call will be connected to the user’s phone.
Currently, only one call at a time can be camped on to any extension.

Hold Button (F4)

The Hold button ( #*Haid ) allows the attendant to keep a caller on the line while
performing additional call handling chores such as transferring other calls, looking
up a directory number or trying to locate the desired party. While a call is holding,
the holding party occupies the associated line and it cannot be used for any other
purpose. (To place a call on hold and free the line, see Park Button (F5) or Park a
Call).

Intercom (Ctrl+F10)

Intercom provides the ability to press the Intercom button ( < Intercem ) to connect
directly to a user in the phone network and speak to them through the telephone
speaker without requiring any action on their part.

Message Center Button (Ctri+F5)

The Message Center (Msg Center) button ( /* MsaCenter ) is used to transfer a call
directly to the voice mailbox of a selected user. This is available for users who are
unavailable, busy, in Do Not Disturb mode or are out of service. Once the call is
transferred to voice mail, it disappears from the Call Information area.
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Available Buttons

Park Button (F5)

The Park button ( z2es ) lets the attendant put a call in a special kind of hold that
can be retrieved by simply dialing the park number (or in some systems by pressing
the Park button on a telephone). When a call is parked, the associated line is freed
for normal use (unlike hold, which ties up the line).

There are two kinds of park:

Multi Call Park - When a call is parked, you will hear a park number
announcement. When you locate the person the caller is trying to reach, ask them
to dial the park number to retrieve the call.

Call Park - Users within a partition have a shared park line. When a call is parked
using the Park button, all users with a Park button get a notification that a call is
parked. Any user with a Park button can retrieve the call.

HINT: /f a paging system is available, the attendant can page a user to pick
up the parked call.

Priority Transfer Button (Ctrl+F4)

Pressing the Priority Transfer button ( & Ersits Transter ) will activate the intercom
feature on the user's phone where the call is being transferred. The attendant can
announce who is calling over the speakerphone and allow the user to decide
whether or not to accept the call. Until the transfer is completed, the call remains in
the Call Information area, where it remains available to the attendant.

Redial Button (F6)

The Redial button ( % reddl ) is used to redial the last number dialed from the Front
Desk phone using the Call, Call Any... or speed dial buttons. It does not redial
numbers that were the target of a transfer.

To redial a number, click Redial, press F6 or right-click in the Call Information area
and click Redial on the pop-up menu.

Refresh Button

The Directory and Voice Mail Tabs feature a Refresh button ( [2] gstesh ) that allows
the user to refresh the entries in the tab. You can click Refresh to redisplay all of

the entries in the tab to make sure you have all the latest entries in the Directory

tab or to update voice mails that may have been saved or deleted by users.
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Release Button (F3)

Release Button (F3)

The Release button ( & Esess= ) lets you disconnect from a call without having to
hang up the handset. Hanging up a call this way means you will not get the
reminder tone in the handset that the phone is off-hook. It also allows incoming
calls to ring through to the telephone.

NOTE: Calls on hold cannot be disconnected using the Release button until
the call is taken off hold. The Release button will be grayed out until the call
is taken off hold by clicking the Answer button ( & answer ),

Transfer Any Number Button

The Transfer Any... button ( @ Irsnsferany.. ) allows you to transfer a call to any
number you wish. Clicking Transfer Any... opens the Call a Number dialog box.
You can click on the keypad or enter a number from the keyboard in order to place
a call.

Commonly Performed Tasks

Commonly performed tasks can be done in more than one Front Desk component.
In each component, how the task is performed is very similar if not the same.
Commonly performed tasks included grouping entries, searching entries, and

sorting entries.

Grouping Entries

Front Desk allows you to drag field headings into the area immediately above them
and group Call Log Tab, Directory Tab, and Voice Mail Tab entries according to the
heading just moved. You may create sub-groupings by dragging additional
headings into the grouping area. The listings will then show the first group type with
the typical + or - sign to allow you to expand and contract the group to show the
rest of the information in the order the field headings are arranged.

You may return the field headings to the main area by dragging them back. Brightly
colored arrows will show you where you are about to place the column heading.

For example, in the Call Log you may want to group by Name and Date. Drag the
Name heading to the grouping area and then drag the Date heading. You will see
each name listed with a + sign. Click on the + and you will see a list of all the Dates
when calls were made or received for that Name. Click the + by a date and you get
a list of calls for that date.

Experiment with grouping in the Call Log, Directory and Voice Mail Tabs to find a
method that works for you.
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Commonly Performed Tasks

Searching Entries

Entries in the Call Log Tab, Directory Tab, and Voice Mail Tab can be searched by
clicking on the search button ([=]) in the column headings and selecting a choice
from the drop down list or selecting Custom to open the Custom AutoFilter dialog
box.

Custom AutoFilter 21x]

S how roves where;

LaztM ame

I equals j I

v And O Or

equals k. I Cancel

does not equal

iz greater than

iz greater than or equal to
i lezz than

iz lesz than or equal to
blanks

nion blank s

This example shows the Custom AutoFilter dialog box for a search based on the
LastName field. The dialog box will show the name of the field where the search
button was clicked. To perform a search, do the following:

1.  Select the operator you wish to use from the pull down list in the top box. (To
avoid hiding the bottom search fields, the operator list is shown for the bottom
field.)

2. Enter the parameter for the search in the field to the right of the operator:
* aname:

e anindividual's full, first or last name (depending on the field your are
searching on)

* in the Directory, a company name
* atelephone number

* adate (for Voice Mail and Call Log). For dates, a drop down calendar is
provided from a drop down arrow in the parameters field.

¢ aduration (for Voice Mail and Call Log)

3.  Further refine your search by selecting And or Or by clicking the appropriate
radio button.

4. Repeatsteps 1 and 2 for the operator and parameter fields under the And/Or
radio buttons.
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Sorting Entries

Sorting Entries

Call Log Tab, Directory Tab, and Voice Mail Tab entries may be sorted by any of the
fields by clicking on the field header. A down arrow will appear in the header when
the field is being sorted in ascending order. An up arrow will appear in the header
when the field is being sorted in descending order. You can click the same header
again to reverse the order of the sort from ascending to descending or vice versa.

You may also arrange the headings in any order you wish by dragging them back
and forth using the mouse.
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Commonly Performed Tasks
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Chapter 3
Customizing Front Desk

Customizing Front Desk can be done to suit your needs and to make the program
more “user friendly” to you. Four Front Desk components can be customized:

toolbars, headers, the number of columns used in the Phones Tab display, and call
information colors.

Customizing Toolbars

Front Desk lets you customize the toolbar under the menu bar and the toolbars that
appear on the tabs (Phones, Directory, Voice Malil, etc.) to show more or fewer
icons than the ones that appear when you start the program for the first time. You
can also re-arrange the order of the icons on the toolbars.

NOTE: The features for some buttons are not yet available. If you drag an
icon from the Customize dialog box to a toolbar and it appears grayed out
after closing the Customize dialog box, then the feature is not yet available.

The Front Desk window is divided into upper Call Information area and a lower
Front Desk component information area. At the upper-left corner of each area is a

button. Left-click on this button in the desired area to open the Customize
dialog box for that area.

Customize . x|

| Commands | Options

Toolbars:

[ew, .. |
V' 1ain
W Speed Remame, ., |
¥ about
[¥ status Delete |

Click the Toolbars to control whether the toolbar shows on the tab, Commands to

add or remove icons from a toolbar by dragging and dropping, or Options to set
how the icons are displayed on the toolbar.

NOTE: You can add icons from other tabs (such as dragging Add Private from
the Directory listings to the Voice Mail toolbar) but they may not work if the
feature is not supported within the tab.
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Customizing Toolbars

Use the Drag to create Separators button to create a vertical separator line
between groups of button by dragging the button to the toolbar to the place you
want it to be. With the Customize dialog box open, you can grab the separator line
with the mouse and drag it to a new location on the toolbar. To remove the
separator line, drag it back onto the Customize dialog box and drop it anywhere
within the box.

Toolbar Commands Customization

This tab lets you add and remove feature and function icons to the main toolbar
under the menu bar and the toolbars on each of the feature tabs. You add icons to
a toolbar by dragging them from the Commands field onto the toolbar. You remove
them by dragging them off the toolbar to anywhere on the Customize dialog box.
Front Desk automatically wraps the toolbar if you have more icons that will fit
across the width of the screen.

Customize x|

Cateqgaries: Commands:
cal =Y. X
File
Help g Releass
Speed
Transfer }e Hold
View
rrx Park
Window o
Customize = Redial
Hidden —
S5 Answer Ringing
- |
Description
Helpful Hints

* Select the tab in the dropdown field or the Categories field that matches
the tab toolbar you were using when you right-clicked and chose
Customize. This allows you to see the available feature icons for that
toolbar in the Commands field.

NOTE: You can add icons from other tabs (such as dragging Add Private from
the Directory listings to the Voice Mail toolbar) but they may not work if the
feature is not supported within the tab.
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Toolbar Options Customization

e Drag the icons for the features you want available from the one toolbar to
the other toolbar and place them where you want them.

CAUTION: Check to make sure you have not duplicated icons already on the
toolbar or added the same one twice. Front Desk will allow you to have
multiple copies of the same icon on a toolbar.

¢ While you have the Customize dialog box open, you can re-arrange the
order of the icons by dragging them to the location on the toolbar where
you want them to be. This allows you to put your most used icons in the
position where you can most easily find and use it.

NOTE: The features for some buttons are not yet available. If you drag an
icon from the Customize dialog box to a toolbar and it appears grayed out
after closing the Customize dialog box, then the feature is not yet available.

Toolbar Options Customization

The Options Tab of the toolbar customization dialog box allows you have some
control over the general appearance of the icons on the toolbars.

Customize o . El

Personalized Menus and Toolbars

v Menus show recently used commands First

[ show Full menus after a short delay

Reset my usage data

Other
[T Large icons
¥ Show ToolTips on boolbars
[ Show shorkeut kews in ToolTips

Menu animations: IRandDm ~ I

Close

Checking the Menu show recently used items first checkbox set Front Desk to
rearrange the order of menus accessed from the menu bar based on the number
of times any menu selection was used. This means the most used item on a menu
would be placed first on the menu list in the future, the next most used item second
and so forth. This keeps the menu items you use the most at the top of the list
where they are most accessible. To return menu items to their default positions on
the menus, click the Reset Usage Data button.
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Customizing Toolbars

The Other section of the dialog allows you to choose to see large icons and
whether tooltips (those briefly appearing boxes that identify the purpose of an icon)
are shown. You can even select whether the tooltip includes the keyboard shortcut
for that icon.

Toolbar Toolbars Customization

This tab in the Customize dialog box lets you determine whether a toolbar appears
and if captions are used. The table following the graphic explains the fields and

buttons.
Customize x|
| Commands | Cptions

Mew. .. |

¥ Main

¥ Speed Remnane, .. |

¥ about

[¥ status Delete |
Reset... |

FIELD OR BUTTON NAME DESCRIPTION

Toolbars checkbox field If a toolbar is checked it will appear.

Reset button Resets any changes made to the high-
lighted toolbar to the default values.

New Allows creation and naming of a user-
defined (custom) toolbar.

Rename Allows name of highlighted user-
defined (custom) toolbar to be
changed.

Delete Deletes highlighted user-defined (cus-
tom) toolbar.
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Re-arranging Toolbar Icon Order

Re-arranging Toolbar Icon Order

You can re-arrange the order of the icons on the main toolbar and the toolbars of
all the function tabs by doing the following:

Right-click in the toolbar where you want to re-arrange the icons.

2.  Select Customize from the pop-up menu.

Main
Speed

Flat (P

Enhanced

Standard

Cuskomize. ..

When the Customize dialog box appears, move it out of the way, if necessary.
Drag and drop the icons to create the order you want.

Close the Customize dialog box.

Customizing Headers

Header customization allows you to display the information you want arranged the
way you want. You can add and delete headers and customize headers in the Call
Information list, Call Log Tab, Directory Tab, and Voice Mail Tab.

Adding/Deleting Headers

On the Call Log Tab, Directory Tab, and Voice Mail Tab you can add and delete
headers included in the display and re-arrange the order of the headers.

You can re-arrange the headings in any order by dragging the heading to a new
location in the header area. Brightly colored arrows will show you where the
heading will be placed.
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Customizing Headers

Adding or Deleting Headers

1. Right-click anywhere in the tab entry area or the Call Information list area and
select Customize from the pop-up menu.

o Blind Transfer Ckrl+F2

announced Transfer  Chkrl+F3

Priority Transfer Chrl4+F4
Msg Center Ckrl+FS
Zamp-on Ckrl+FE
A cal Chrl+F7
AE o Call Ay, Chrl+Fa
U Transfer any... Ckrl+F2
L Intercom Chr4+-F10
Cuskamize +

2. Select Customize Colors from the sub-menu.

[

Customize Toolbars, ..

i I—q..
i

Cuskomize Headers, .,
Cuskomize Tabs, ..

Cuskomize Colors, .,

7

[

Cuskomize Divider, ..

L&

NOTE: Menu items that are not accessible are grayed out.

3. Depending on whether you are in the Call Information list or a tab when you
do this, you will see the Call Information Customize dialog box, Voice Mail Tab
Customize dialog box, Directory Tab Customize dialog box or Call Log Tab
Customize dialog box.

4. Drag and drop headers between the tab and the dialog box.
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Call Information List Header Customization

Call Information List Header Customization

You can drag and drop headers between the Customize dialog box and the Call

Information area to add or delete headers. The table following the dialog box

explains the various headers, both the default headers and the ones available in

the dialog box.

HEADER NAME

Number

Duration

Status

Information

Outgoing

Notes

Button

Elapsed

customize Y

Buttan

Elapzed

Greeting
PrevState
Recld
State

DESCRIPTION

Called or calling number, if available.

Length of call in Hours:Minutes:
Seconds (HH:MM:SS format).

Provides the status of the call as well as
the status of any line appearances

(other than the Front Desk line) that are
assigned to the Front Desk telephone.

This is Caller ID, if available.

If checked, call was outgoing from Front
Desk phone. Otherwise, it was
incoming to the Front Desk phone.

This is additional information about the
call, such as Hold, Park, Forwarding
information, Camp-On information, etc.

The number of the button on the Front
Desk phone where the call comes in or
goes out.

This heading is for a state used for
troubleshooting and should only be
added to the headers upon the request
of support personnel.
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Customizing Headers

HEADER NAME

Greeting

PrevState

Recld

State

DESCRIPTION

The greeting to be given by the Front
Desk operator for calls arriving at a
certain button, which is usually
associated with another user's line. For
example, the Front Desk user must
occasionally answer calls for company
executive, the text might read “Ms.
Jones office. How may | help you?”

This heading is for a state used for
troubleshooting and should only be
added to the headers upon the request
of support personnel.

This state is used for troubleshooting
and should only be added to the
headers upon the request of support
personnel.

This state is used for troubleshooting
and should only be added to the
headers upon the request of support
personnel.

Call Log Tab Header Customization

You can drag and drop headers between the Customize dialog box and the Call
Log Tab to add or delete headers. The table following the dialog box explains the
various headers, both the default headers and the ones available in the dialog box.

Customize ':- x|

Ciuration

Recld
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HEADER NAME

Outgoing

Number
Date/Time

Duration

Information

Duration

Recld

Directory Tab Header Customization

DESCRIPTION

If checked, the call was placed from the Front
Desk phone. Otherwise, the call was an
answered at the Front Desk phone.

The calling or called number.
The Front Desk date and time of the call.

The length of the call in Hours: Minutes:Sec-
onds (HH:MM:SS format).

Other information about the call. Generally
this will be the called or calling party's name.

Length of the call in seconds.

This heading is for a state used for trouble-
shooting and should only be added to the
headers upon the request of support person-
nel.

Directory Tab Header Customization

You can drag and drop headers between the Customize dialog box and the
Directory Tab to add or delete headers. The table following the dialog box explains
the various headers, both the default headers and the ones available in the dialog
box. All information in these fields comes from the corporate directory information
entered by the system administrator for each user.

x|

Fan

tabile

Oid

Recld

Title

Type

Y oicemail

HEADER NAME DESCRIPTION

First Name User's first name.
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Customizing Headers

HEADER NAME
Last Name
Company
Extension

Fax

Mobile

Oid

Recld

Title

Type

Voicemail

DESCRIPTION

User's last name.

User's company name.
User's extension number.
User's fax number.

User's cell phone number.

This heading is for a state used for troubleshooting and
should only be added to the headers upon the request
of support personnel.

This heading is for a state used for troubleshooting and
should only be added to the headers upon the request
of support personnel.

User's title.

The kind of directory entry - either Global (corporate) or
Local (personal).

User's direct access voice mail number (voice mail
access digits and user's extension).

Voice Mail Tab Header Customization

You can drag and drop headers between the Customize dialog box and the Voice
Mail Tab to add or delete headers. The table following the dialog box explains the
various headers, both the default headers and the ones available in the dialog box.
The terms are listed in alphabetical order.

Customize =
Comprezzed -
Deleted
Diwration

Estenzion

Forward
D

Lire

b ailbox
Read o
Recld

Fieplied |

NOTE: Not all headers listed in the Customize dialog box are shown in the
figure. In Front Desk, drag the scroll box at the right down to display the other
headers in the list.
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HEADER NAME

Compressed
Deleted

Duration

Duration (w/icon)

Extension

Forward
ID

Line

Mailbox

Number

Read

Received

Recld

Replied

Reply

Saved

Sender

Urgent

Voice Mail Tab Header Customization

DESCRIPTION

If checked, the message is compressed.
If checked, the message has been deleted.

Length of the call in Hours:Minutes: Seconds
(HH:MM:SS format).

Length of the call in seconds.

This heading is for a state used for troubleshooting and
should only be added to the headers upon the request
of support personnel.

If checked, the message was forwarded.
IMAP email ID of the voice mail message.

Button number (on the user's telephone) of the voice
mail button.

The label of the voice mail button assigned to your
Front Desk phone.

The telephone number of the person who left the mes-
sage, if available. Internal numbers will appear as only
extension number. External numbers will be the full tele-
phone number.

If checked, the message has been read.

The date and time the message was received in the
user's local time.

This heading is for a state used for troubleshooting and
should only be added to the headers upon the request
of support personnel.

If checked, the user sent a reply to this message.
If checked, the message was a reply message.

If checked, the message has been saved into the Saved
mailbox

The name of the person who left the message, if avail-
able.

If checked, the message was marked urgent by the
sender.
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Set Phones Tab Columns

Set Phones Tab Columns
1. Right-click in the Phones Tab entry area.

i Blind Transfer Ckrl+F2

announced Transfer  Crrl+F3

Priority Transfer Ckrl+F4
Msg Center Chrl+FS
Zarmp-on Chrl+-Fé
S cal Chrl+F7
AF o call any. Chrl+FS
Iujl TransFer &y, Chrl+Fo
L) Inkercom Chrl+FL0
Customize r

2. Select Customize from the sub-menu.

-

Customize Toalbars, ..

i) I—q..

Cuskomize Headers, .,

Cuskomize Tabs., ..

AR WS

Customize Colors,.,

-

Cuskomize Divider, ..

L&

NOTE: Menu items that are not accessible are grayed out.
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Voice Mail Tab Header Customization

3. Select Customize Tabs... from the pop-up menu.

Customize Phone Tabs ; 7| x|
Add
= Edit
Delete
~Tah B L - B——

Fozitior Up Dwn

" Top " Left

{* Bottom " Right Top Btm

¥ Hultiline ™ A buttons TSt taby————

—Cal :
Il:lu':nn 1 1 ] 1 1 1 1 1 ﬂscendlng
Y
I |
Dezcending
[+ Show grid [T Large icons
Call agent wersion 3.7.0 does not support
adding multiple tabs Cf Close

4. Use your mouse to move the Columns indicator in the Customize Phone
Tabs dialog box back and forth on the slider bar to set the number of columns
of user entries that will appear in the Phones Tab.

(Numbering starts at 1 on the left up to 10 on the right.)
Close the Customize Phone Tabs dialog box.
Check to see if the number of columns you chose works on your monitor.

Return to the Customize Phone Tabs dialog box, if necessary, and choose a
different setting until you are satisfied with the way the Front Desk Phones
Tab looks.

Customizing Call Information Colors

You can customize the colors used for call states that appear in the Call Information
window and the type font used for the text. Call states that you can change are
active, connected, dialing, other, hold (short and long) park (short and long), camp-
on (short and long) and ringing (incoming and outgoing).

CAUTION: When choosing colors, make sure you don't use a color that's
already in use unless you specifically want the same color for two different
conditions. For example, Hold, Park and Camp-on long conditions are all red
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Customizing Call Information Colors

as a reminder that this call needs attention immediately. Also remember that
if anyone else uses the your Front Desk station (covering when you need to
be away for a moment) the colors need to help, not confuse, them.

To change the colors or type font, do the following:

1.  Right-click anywhere in the call information window.

2.  Select Customize from the pop-up menu.

=y Blind Transfer krl4+F2

#announced Transfer  ChrlH+F3

Pricrity Transfer Chrl+Fd
M=g Center Chrl+FS
Zamp-on Zhrl+Fa
S call Chrl+F7
A call any... Chrl+Fa
U Transfer Ay, .. Ckrl+F2
.'EII Inkercom Chr4+F10
Zuskomize 3

3. Select Customize Colors from the sub-menu.

1 Customize Toolbars. ..,
A1 Customize Headers., .
&  Customize Tabs...
@ Custamize Colors. ..
1 Customize Divider. .

NOTE: Menu items that are not accessible are grayed out.
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Voice Mail Tab Header Customization

4. Find the condition you wish to change and make the modifications.

& Customize Call Information

—Active —Connected —Dhaling——
Text: Teut: Text:
= Y | = MsSansSeit | | || = MSS
II:I Diefault j I- D efanlt j I- Defa
Background: B ackground: B ackgroun
I- Default j II:l D efanlt j II:l Deta
—Haold [zhartt—————————————— rPark shantl———————————— rLCampon|z
Text: Teut: Teut:
[ = MsSarsSeit x| | || = M5SansSeit x| | || = MSS
I- Ciakb=nlk ‘FI I- Miaf=nlk "I I- Mk =

* Note that the top two fields for each status are the text font type and color.
Be sure to make your text color a contrasting color to your background
color. Otherwise, you could end up not being able to see the text against
the background.

5. Changes made become effective immediately and remain until changed.

CAUTION: There is no confirmation dialog box for color changes. When you
select a new color, it is used immediately.
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Chapter 4
Call Handling

How Front Desk handles a call depends on whether the call is incoming (being
answered), being transferred, or outgoing (being made).

Keyboard Shortcuts

For incoming calls, outgoing calls, and call transfers, keyboard shortcuts can be
used in place of mouse clicks to execute frequently-used button presses. In
command lists and paragraph titles, button presses that have a keyboard shortcut
have the shortcut given in parentheses. For example: Answer a Call (F2). Go to
keyboard shortcuts in Chapter 2, “Shared Information and Common Tasks” for

more information.

Incoming Calls

Front Desk provides call information and allows you to handle incoming calls in the
following ways:

Answer a Call (F2)

Answer a Call Waiting Call (Double-click on incoming call)
End a Call (F3)

Hold a Call (F4)

Park a Call (F5)

Call Information

The top portion of the PressOne Front Desk window displays a list of all calls that are
active or on hold at the Front Desk phone. Also displayed above and below the Call
Information area are buttons to help you make, receive and route calls. Just below
the Menu Bar is a row of buttons including Exit, Answer, Release, Hold, Park and
Redial. Speed dials that are assigned to your phone will appear next and can be
used to call users by clicking on them. Under the Call Information area are the
buttons for Blind Transfer, Announced Transfer, Priority Transfer, Message
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Center, Camp-on, Call (selected user), Call Any User, Transfer Any User and

(o]
S File Cal Speed Wiew indow Help i
P ext @ ansver am Release g Hold pof Park £ Redial %3 Answer Ringing E. VocalData
S F Unzssigned ¥ Speed 1 F SpeedDial F Dial  Speedmd ¥ Speed ms ¥ Speedmé F Dial F Speedmg F Speedmd
|7 Number |¢% Duration | @ Status [ @ Information i Outgoing 7 [[J Notes

: 469555218542185 00:00:07 Incoming Ring Ghan Dalf r Line: 2184
| 4695552186x2186 00:00:26 Connected Bill Boggins 2 Line: 2184

[&] - v Blind Transfer '\ Announced Transfer & Priority Transfer ® Msg Center B Campeon 2 €all &7 Call Any... () Transfer Any... <5 Intercom 0

When a call is placed to the Front Desk phone, the Call Information area will display
the following information:

HEADER NAME DESCRIPTION

Number The phone number or extension of the call.
Duration Time elapsed since the call was answered.
Status Shows the status of the call, such as connected, held, etc.
Information The name of the caller or called party, if known. Otherwise,

“Unknown” is displayed.

Outgoing If checked, the call was dialed from the front desk phone. If not
checked, the call was received by the Front Desk phone.

Notes Shows the line in use, if it appears on the Front Desk phone.

The width of each field can be changed by clicking on the right edge of the field
header with the left mouse button and stretching or shrinking the header. Headers
can be added or deleted by customizing the headers. You can also customize the
colors used for each call state in the call information area.

NOTE: If a caller hangs up while the call is being held at the Front Desk
position, what happens depends on what brand the Front Desk phone is.

* Ifyou are using a PressOne IP telephone, the call shows as “Busy” in the
Call Information. You must retrieve the “Busy” call by clicking Answer
( & answer Jand then click Release (e Beeas= ) to hang up the call (which will
probably be playing the off-hook signal).

e [fyou are using a Cisco device and the same situation occurs, the call is
cleared.

Answer a Call (F2)

As the Front Desk user, you can answer a call for any number that is assigned to
the Front Desk telephone.

To answer an incoming call:
¢ Double-click on the caller in the Call Information list.
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¢ Select a call in the Call Information area and click the Answer button
( & Ansvver )

* Select a call in the Call Information area and press F2.

This will activate the speaker phone or a headset connected to the phone. The
Duration column will start to increment showing the length of time the call has been
active.

NOTE: If there is only one call shown in the Call Information, the attendant
can answer by clicking on Answer ( & snswer ) or pressing F2 without selecting
the call to answer.

Answering Call Waiting

Front Desk offers the usual Call Waiting capability: You can answer an incoming
call while you are already talking to a caller, and once the second call is answered,
you can switch back and forth between the calls.

To answer a second call while continuing the first call:

During a conversation, if your phone rings and you want to answer the call using
the Front Desk, do the following:

Tell the current caller that you are going to place them on hold.
2. Do one of the following:

¢ Double-click the incoming call in the Call Information list.
* Click Answer ( & answer ).
* Press F2.

NOTE: Any of these will automatically place the active call on hold.
3.  Speak with the new caller.

To switch between calls:

Once you are on the second call, you can switch between two or more calls by
using one of the following methods

Method 1

Double-click on the line that is on hold, which puts the current caller on hold and
picks up the held call.

Method 2

1. Click the desired call in the Call Information list.
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Click Answer ( & znswer ).0r press F2, which puts the current caller on hold
and picks up the held call.

NOTE: If you do not answer a new incoming call, it will be sent to a pre-
defined destination, which is usually a voice mailbox but may also be an
overflow position or recorded announcement.

Hang Up/Release a Call (F3)

To disconnect from a call:

1.
2.

Select the call listing in Call Information list.

Click the Release button ( & E=as= ) on the main toolbar.

NOTE: Calls on hold cannot be disconnected using the Release button until
the call is taken off hold. The Release button will be grayed out until the call
is taken off hold by clicking the Answer button ( & answer ).

Hold a Call (F4)

To put a call on hold:

1.

During a conversation, notify the caller you are going to put them on hold and
do one of the following:

¢ Click the Hold button.
e PressF3.
¢ Right-click the call and click Hold in the pop-up menu.

The entry for the caller will change colors in the Call Information list and the
Duration column will increment to show how long the caller has been on hold.

To resume the conversation, do one of the following:

¢ Double-click the held call.

¢ Select the held call and click Answer ( & answer ),

¢ Right-click the held call and click Answer in the pop-up menu.

NOTE: After the party is on hold for 1 minute, the system rings the associated
line to remind you that the party is still on hold.

While a call is holding, the holding party occupies the associated line and it
cannot be used for any other purpose. (To place a call on hold and free the
line, see Park).

Park a Call (F5)

This feature lets you park a call. Parking a call is similar to placing a call on hold,
except that when a call is parked; the associated line is freed for normal use (unlike
hold, which ties up the line).
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Park a Call (F5)

There are two kinds of call parking:

Multi Call Park - When a call is parked, you will hear a park number
announcement. When you locate the person the caller is trying to reach, ask them
to dial the park number to retrieve the call.

Call Park - Users within a partition have a shared park line. When a call is parked
using the Park button, all users with a Park button get a notification a call is parked.
Any user with a Park button can retrieve the call.

To park a call:

Inform the caller that you are going to place them on hold.
2. Do one of the following:

e Click the Park button ( #esk ).

* Press F5.

You will hear an announcement of the parked call number.

The entry for the caller will change colors in the Call Information list, the
Duration column will increment to show how long the caller has been on hold,
and the word Park is placed in the Notes area.

5. Contact the person for whom the call is intended and inform them of the
parked call number.

6. If you need to retrieve the parked call, do one of the following:
* Select the call in the Call List and click Answer ( & answer ),
* Select the call in the Call List and press F2.

NOTE: After the party is parked for 1 minute, the system rings the associated
line to remind you that the party is still parked.

Transfer Calls
Front Desk allows you to perform the following call transfers:

* Announced Transfer (Ctrl+F3)

¢ Blind Transfer (Ctrl+F2)

e Priority Transfer (Ctrl+F4)

e Message Center Transfer (Ctrl+F5)
* Transfer to Any Number (Ctrl+F9)

e Camp-On a Call (CtrlI+F6)
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There are two Confirm dialog boxes that appear during a call transfer, the first
asking if you want to call the extension that is the transfer destination, the second
asking if you want to complete the transfer. Both dialog boxes have Yes and No
buttons that allow you to finish or quit the call transfer.

NOTE: Each Confirm dialog box also has a check box labeled “Do not show
this message again”. Checking this box means future call transfers are
handled by Front Desk as if the Yes button has been clicked. A Confirm
dialog box with this check box selected is not displayed again. To uncheck
the box, select the Options tab and choose the desired dialog box from the
displayed Confirm list. Refer to Choose Confirmation Notification for more
information.

NOTE: A Confirm dialog box is displayed for a maximum of sixty seconds.
After twenty seconds, a forty-second countdown begins and a timer is
displayed. If no action is taken before the countdown reaches zero, Front
Desk will assume the Yes button has been clicked and perform the related
action.

Announced Transfer (Ctrl+F3)

Clicking the Announced Transfer button ( }#mauncedTransfer ) Wwill ring the extension
where the call is being transferred to allow the attendant to announce the call and
confer with the called party. Until the transfer is completed, the call remains in the
Call Information list, where it remains available to the attendant.

To perform an Announced Transfer:

1.

If not already connected to the call, do one of the following:

¢ Double-click the call in the Call Information list.

¢ Select the call and click Answer ( & answer ).
¢ Select the call and press F2.
* Right-click the call and click Answer in the pop-up menu.

Click an entry in the Phones, Directory, Voice Mail or Call Log Tab.

Click Announced Transfer (or press Ctrl+F3). Announced Transfer
Confirm dialog box is displayed.
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Announced Transfer (Ctrl+F3)

e Alternative to Steps 2 and 3 - Right-click a user entry in the Phones,
Directory, Voice Mail or Call Log Tab and click Announced Transfer on
the pop-up menu. Announced Transfer Confirm dialog box is displayed.

@ announced Transfer Bill Bogains (21917 ko Gene Michaels (216277

[T Do nok show this rmessage again

4. Click a button in the dialog box to take action:

* Click Yes to ring the extension.
¢ Click No to quit the transfer and go back to Front Desk. You are still
connected to the caller. Go to step 6.

5. When the user answers the phone, tell them about the incoming call and ask
if they wish to receive the call.

* If they wish to receive the call, click Yes in the Complete Announced
Transfer Confirm dialog box to transfer the call.

@ Complete Announced Transfer Bill Boggins (21911 bo Ghan Dalf (219207

[T Do nok show this rmessage again

* If the user does not wish to receive the call, click No in the Complete
Announced Transfer Confirm dialog box to end the call with the user. Go
to Step 6.

6. Tellthe caller that the person is unavailable and ask if they would like to leave
a voice mail message or be transferred to another line.

e Ifthe caller wants to leave a voice mail message, transfer the call directly
to the user's voice mail by doing one of the following:
* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
click Msg Center.

* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
press Ctri+F5.

* Right-click the entry area of the Phones, Directory, Voice Mail or Call
Log Tab and click Msg Center on the pop-up menu.

¢ |[f the caller wants to be transferred to another line, repeat Steps 2-5.
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7.

If the user does not wish to leave a voice message or be transferred to
another line, click Release ( e te=e=se ) to hang up.

Blind Transfer (Ctrl+F2)

Clicking the Blind Transfer button ( = gind Transter ) transfers the call directly to an
extension without first notifying the person at that extension. When a call is blind
transferred, it disappears from the Call Information.

To perform a blind transfer:

1.  If not already connected to the call, do one of the following:
* Double-click the call in the Call Information list.
* Select the call and click Answer (& znswer ).
e Select the call and press F2.
Click an entry in the Phones, Directory, Voice Mail or Call Log Tab.
Click Blind Transfer ( =» Bind Trarsfer ) Or press Ctrl+F2 to transfer the call. Blind
Transfer Confirm dialog box is displayed.
¢ Alternative to Steps 2 and 3 - Right-click a user entry in the Phones,
Directory, Voice Mail or Call Log Tab and click Blind Transfer on the pop-
up menu. Blind Transfer Confirm dialog box is displayed
x|
@ Blind Transfer Bill Boggins (2191) to 21627
[T Do not show this ressage again
1 e |
4. Click a button in the dialog box to take action:
e Click Yes to transfer the call to the extension.
¢ Click No to quit the transfer and go back to Front Desk. You are still
connected to the caller. Go to step 5.
5. Tellthe caller that the person is unavailable and ask if they would like to leave
a voice mail message or be transferred to another line.
e Ifthe caller wants to leave a voice mail message, transfer the call directly
to the user's voice mail by doing one of the following:
¢ Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
click Msg Center.
* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
press Ctri+F5.
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* Right-click the entry area of the Phones, Directory, Voice Mail or Call
Log Tab and click Msg Center on the pop-up menu.

e If the caller wants to be transferred to another line, repeat Steps 2-4.

6. If the user does not wish to leave a voice message or be transferred to
another line, click Release ( @ Bee=se ) to hang up.

Priority Transfer (Ctrl+F4)

Clicking the Priority Transfer button ( #: priaity Transter ) will activate the intercom
feature on the user's phone where the call is being transferred. The attendant can
announce who is calling over the speakerphone and allow the user to decide
whether to accept the call. Until the transfer is completed, the call remains in the
Call Information, where it remains available to the attendant.

To perform a Priority Transfer:

1. If not already connected to the call, do one of the following:

* Double-click the call in the Call Information list.

* Select the call and click Answer ( & answer ).
e Select the call and press F2.

2. Click an entry in the Phones, Directory, Voice Mail or Call Log Tab.

Click Priority Transfer (or press Ctrl+F4) to ring the extension where the call
will be transferred. Priority Transfer Confirm dialog box is displayed.

¢ Alternative to steps 2 and 3 - Right-click a user entry in the Phones,
Directory, Voice Mail or Call Log Tab and click Priority Transfer on the
pop-up menu. Priority Transfer Confirm dialog box is displayed.

@ Friatity Transfer Bill Eoggins (2191) ta Ghan Dalf (219277

[T Do nat show this message again

4. Click a button in the dialog box to take action:

* Click Yes to transfer the call to the extension. The Complete Priority
Transfer Confirm dialog box is displayed.

e Click No to quit the transfer and go back to Front Desk. You are still
connected to the caller. Go to step 5.

5. Ifyouclicked Yes, announce the incoming call over the speakerphone. (The
user can answer via the speakerphone or by picking up the handset.)
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When the user answers the phone, tell them about the incoming call and ask
if they wish to receive the call.

e Ifthey wish to receive the call, click Yes in the Complete Priority Transfer
Confirm dialog box to transfer the call.

@ Complete Priotity Transfer Bill Boggins (2191 ko Ghan Dalf (219277

[T Do naot show this message again

e If the user does not wish to receive the call, click No in the dialog box to
end the call with the user. You are still connected to the caller. Go to Step
7.

Tell the caller that the person is unavailable and ask if they would like to leave
a voice mail message or be transferred to another line.

¢ Ifthe caller wants to leave a voice mail message, transfer the call directly
to the user's voice mail by doing one of the following:

* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
click Msg Center.

* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
press Ctri+F5.

* Right-click the entry area of the Phones, Directory, Voice Mail or Call
Log Tab and click Msg Center on the pop-up menu.

* If the caller wants to be transferred to another line, repeat Steps 3-6.

If the user does not wish to leave a voice message or be transferred to
another line, click Release ( e &=e=== ) to hang up.

Message Center - Transfer to Voice Mail (Ctrl+F5)

The Message Center (Msg Center) button (/2 usatenr ) is used to transfer a call
directly to the voice mailbox of a selected user. This is available for users who are
available, busy, in Do Not Disturb mode or are out of service. Once the call is
transferred to voice mail, it disappears from the Call Information list.

To transfer a call directly to the voice mailbox of a particular user:

1.  If not already connected to the call, do one of the following:
* Double-click the call in the Call Information list.
* Select the call and click Answer ( & znswer ).
e Select the call and press F2.
2. Tell the caller you are transferring them to voice mail.
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Transfer to Any Number (Ctrl+F9)

Click an entry in the Phones, Directory, Voice Mail or Call Log Tab.

Click Msg Center press Ctrl+F5 to transfer the call to the user’s voice
mailbox. Voice Mail Transfer Confirm dialog box is displayed.

* Alternative to steps 3 and 4 - Right-click a user entry in the Phones,
Directory, Voice Mail or Call Log Tab and click Msg Center on the pop-up
menu. Voice Mail Transfer Confirm dialog box is displayed.

@ Yoice Mail Transfer Shan Dalf (21853 bo Bill Boggins (218607

[T Do not show this message again

5. Click a button in the dialog box to take action:

¢ Click Yes to transfer the call to voice mail.

e Click No to quit the transfer and go back to Front Desk. You are still
connected to the caller. You can:

¢ Repeat steps 3-5 for another extension.
¢ Perform a call transfer to a voice line instead of to voice mail.

6. If the user does not wish to leave a voice message or be transferred to
another line, click Release ( e t=e=s= ) to hang up.

Transfer to Any Number (Ctrl+F9)

You can transfer a call to any outside number (can also be used for transferring to
internal numbers) by clicking the Transfer Any... button ( @ ransferany... ).
To transfer to any number from Front Desk:

1. If not already connected to the call, do one of the following:

¢ Double-click the call in the Call Information list.

* Select the call and click Answer ( & answer ).
e Select the call and press F2.

2. Once connected to the call, do one of the following:

* Click on Transfer Any...( @ Iransferany... )
* Press Ctrl+F9.
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* Right-click the entry area of the Phones, Directory, Voice Mail or Call Log
Tab and click Transfer Any... on the pop-up menu. The Transfer to Any
Number dialog box is displayed.

Transler bo finy Mumber i E|
o m b ks preoper cead= access dgb oo b noveber
Murmbe:: || j_'l

A OF, 3 Coniw

3. Dial the number to transfer to by clicking the numbers in the keypad or enter
the digits from your keyboard.

NOTE: Be sure to include the access digit for an outside line and any required
long distance digits.

4. Click a button in the dialog box to take action:

¢ Click OK (or press <Enter> on the keyboard) to transfer the call. The
Blind Transfer Confirm dialog box is displayed.

¢ Click Cancel to remain on the line. You are still connected to the caller.
You can repeat steps 2-4 for another extension, or go to step 6.

@ Blind TransFer Bill Eoggins (2191} ko 21627

[T Do not shov Ehis message again

5. Click a button in the dialog box to take action:

* Click Yes to transfer the call to the extension.

e Click No to quit the transfer and go back to Front Desk. You are still
connected to the caller. You can repeat steps 2-5 for another extension,
or go to step 6.

6. Tell the caller that the call cannot be completed and ask if they would like to
leave a voice mail message (if calling an internal extension) or be transferred
to another line.

44  Call Handling Front Desk V3.2.0 Help Guide
621-0000097B



Camp-On a User's Line (Ctrl+F6)

e Ifthe caller wants to leave a voice mail message, transfer the call directly
to the user's voice mail by doing one of the following:

* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
click Msg Center.

* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
press Ctri+F5.

* Right-click the entry area of the Phones, Directory, Voice Mail or Call
Log Tab and click Msg Center on the pop-up menu.

* If the caller wants to be transferred to another line, repeat Steps 2-5.

7. If the user does not wish to leave a voice message or be transferred to
another line, click Release ( e te=e=se ) to hang up.

Camp-On a User's Line (Ctrl+F6)

If a user's line is busy when a caller wants to be transferred to them, the attendant
can place the call on hold on the user's phone line using the Camp-on button

( Blcamp-on ). When the user's line is free, the call will be connected to the user’s
phone. Currently, only one call at a time can be camped on to any extension.

To use the camp-on features:

1.  If not already connected to the call, do one of the following:

¢ Double-click the call in the Call Information list.
* Select the call and click Answer ( & answer ).

e Select the call and press F2.

2.  Select the extension you wish to camp-on to by clicking an entry in the
Phones, Directory, Voice Mail or Call Log Tab.

3. Click Camp-On ( [Z]camp-on ) (or press Ctrl+F6). Camp-on Confirm dialog box
is displayed.

* Alternative to steps 2 and 3 - Right-click a user entry in the Phones,
Directory, Voice Mail or Call Log Tab and click Camp-On on the pop-up
menu. Camp-on Confirm dialog box is displayed.

@ Camp-on Shan Dalf (2185) ko Eil Boggins (218657

[T Do not show this rmessage again

4. Click a button in the dialog box to take action:
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¢ Click Yes to transfer the call and camp on the extension. The entry for the
call will turn blue in the Call Information until it is answered. (When the call
is answered, it will disappear from the Call Information.)

¢ Click No to quit the transfer and go back to Front Desk. You are still
connected to the caller. You can repeat steps 2 and 3 for another
extension, or go to step 5.

5. The call can be retrieved from Camp On by selecting it in the Call Information
list and clicking Answer ( & answer ).

NOTE: After the party is on camped on for one minute, the system rings the
associated line to remind you that the party is still on hold.

6. Tell the caller that the call cannot be completed and ask if they would like to
leave a voice mail message (if calling an internal extension) or be transferred
to another line.

e Ifthe caller wants to leave a voice mail message, transfer the call directly
to the user's voice mail by doing one of the following:

* Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
click Msg Center.

¢ Click an entry in the Phones, Directory, Voice Mail or Call Log Tab and
press Ctri+F5.

* Right-click the entry area of the Phones, Directory, Voice Mail or Call
Log Tab and click Msg Center on the pop-up menu.

e Ifthe caller wants to be transferred to another line, perform the necessary
call transfer procedure.

7. If the user does not wish to leave a voice message or be transferred to
another line, click Release ( & k=== ) to hang up.

Dialing Out
Front Desk allows you to place calls by using the following methods:

e Call Any Number (Ctrl+F8)
* Call a Selected User (Ctrl+F7)
* Transfer to Any Number (Ctrl+F9)

Call Any... (Ctrl+F8)

You can place a call to any inside or outside number by clicking the Call Any...
button ( # calsn... ).
To dial a number from Front Desk:

1. Select the Call Any... button.

2.  Click on the numbers using the mouse or enter the number in the text field
using the number keys on your keyboard.
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e If dialing an outside number, be sure to include the access digit for an
outside line.

3. Click OK (or press <Enter> on the keyboard) to make the call.

* If you are not using a headset and do not have the handset lifted, the
speaker on your phone will be activated.
Alternative method:

1. Right-click anywhere in the Phones Tab, Call Log Tab, Directory Tab, and
Voice Mail Tab entry area.

Select Call Any... from the pop-up menu.

Click on the numbers using the mouse or enter the number in the text field
using the number keys on your keyboard.

¢ If dialing an outside number, be sure to include the access digit for an
outside line.

4. Click OK (or press <Enter> on the keyboard) to make the call.

* If you are not using a headset and do not have the handset lifted, the
speaker on your phone will be activated.

Call Selected User (Ctrl+F7)

To call a user in the phone network:

1. Click a user entry in the Phones, Directory, Voice Mail or Call Log Tab.
2 Click Call (or press Ctrl+F7).

3. Click Yes in the confirmation box (if it appears).

4

Wait for the called party to answer.

Alternative method:

1.  Right-click a user entry in the Phones, Directory, Voice Mail or Call Log Tab.

2 Click Call on the pop-up menu.
3. Click Yes in the confirmation box (if it appears).
4

Wait for the called party to answer.

Transfer to Any Number (Ctrl+F9)

You can transfer a call to any outside number (can also be used for transferring to
internal numbers) by clicking the Transfer Any... button (@ Isnsferany.. ). Refer to
Transfer to Any Number in Chapter 4, “Call Handling” for more information.
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Chapter 5
Phones Tab

In this section, the following information is provided to you:

e Phones Tab Overview

e Customizing the Toolbar
e Keyboard Shortcuts
e Toolbar Icons
e Phone List Operations
e Phone Tab Entries Handling

e Managing Phone Tab Entries

¢ Adding Directory Entries (Refer to Chapter 6, “Directory Tab”)
¢ Adding Non-Directory Entries

e Editing Non-Directory Entries

e Moving Entries (in the list order)

e Sorting Entries

¢ Aligning Entries

Phones Tab Overview

The Phones list (accessed by clicking the Phones Tab) is the primary screen that
is displayed when Front Desk starts. It displays extensions that have been added
from the Directory Tab by clicking a Directory entry and clicking Add. This list will
usually be a subset of the complete system directory. Entries can be sorted by
clicking the Sort button on the toolbar directly below the Phones Tab and using the
dropdown menu.

This list displays more details about each user's phone than are shown in the
Directory list. The following information is displayed:

Indicates ——®|egail Adri;I (2193] Mame of U ser
Linein Use Using 1 of & lines (Extension)
Az Mecaamar

Indicates ——| Ghan Dalf [2192]
Do Mot Distur [® 2 lines available Mumber of
e Mecnama Available Lines
Indicates ——|* Tom Bomb [2196) )
Ot of Serdce 2 lines available ShDWS it .USEI’ has
HFe Mesnanae  * woice mail MESSAQeEs
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A legend at the bottom of the Phones Tab explains the symbols as a helpful
reminder:

| Har Mamsamar |
Indicators; [RAES O Do Mot Digturk: . Ot of Service; x Mot Updated: % |

Keyboard Shortcuts

Keyboard shortcuts can be used in place of mouse clicks to execute frequently-
used button presses. In command lists and paragraph titles, button presses that
have a keyboard shorcut have the shortcut given in parentheses. For example:
Answer a Call (F2). Go to keyboard shortcuts in Chapter 2, “Shared Information
and Common Tasks” for more information.

Toolbar Icons

Front Desk lets you customize the toolbar under the menu bar and the toolbars that
appear on the tabs (Phones, Directory, Voice Malil, etc.) to show more or fewer
icons than the ones that appear when you start the program for the first time. You
can also re-arrange the order of the icons on the toolbars. Go to Customizing Front
Desk Chapter 3, “Customizing Front Desk” for more information.

Phones List Operations

The following Call Handling operations are available for entries in the Phones list.

NOTE: Except for the “Use Intercom” and “Deleting Entry from Phone List”
procedures, all the procedures listed are in Chapter 4, “Call Handling”.

* Answer a Call (F2)

* Release a Call (F3)

e Hold a Call (F4)

e Park a Call (F5)

* Answer a Call Waiting Call (Double-click on incoming call)
* Call a Selected User (Ctrl+F7)

e Call Any Number (Ctrl+F8)

e Camp-On a Call (Ctrl+F6)

* Delete Entry from Phones List

e Transfer a Call
* Blind Transfer (Ctrl+F2)
¢ Announced Transfer (Ctrl+F3)
e Priority Transfer (Ctrl+F4)
* Message Center Transfer (Ctrl+F5)
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Deleting a Phones List Entry

e Use Intercom (Ctrl+F10)

Deleting a Phones List Entry

Entries in the Phones list can be removed by using the Remove button ( &* Remove ).
Directory entries are removed from the Phones Tab and can be added back to the
list, using the Add to Phones function on the Directory Tab. Non-directory entries
are deleted and can only be added back by using the Add button ( & 2dd. ).

To delete an entry from the Phones Tab, do the following:

Click on the entry you wish to remove to highlight it.
2. Click Remove.

Click OK to remove the entry to the Phones Tab or click Cancel to end
without removing the entry.

@ Femave this entry fram the phones tab

[T Do naot show this message again
A 3 Cancel |

4. The entry is removed from the Phones Tab.

NOTE: When a directory entry is deleted from the system (main) directory, it
is not automatically deleted from the Phones List. If this happens, the Phones
List entry for the deleted directory entry will display the blue “not updating”

status icon ( E ). The Phones List entry should be deleted as described here.

Intercom (Ctrl+F10)

Intercom provides the ability to connect directly to a user in the phone network and
speak to them through the telephone speaker without requiring any action on their
part.

To contact a user with the Intercom feature:

1. Click a user entry in the Phones Tab, Call Log Tab, Directory Tab, and Voice
Mail Tab.

2.  Click the Intercom button ( < Intercam ) or press Ctrl+F10.

¢ Alternative to steps 1 and 2 - Right-click a user entry in the Phones,
Directory, Voice Mail or Call Log Tab, then click the Intercom button on
the pop-up menu.

3. Click Yes in the confirmation box (if it appears).
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Phones Tab Entries Handling

4. Speak to the user.

HINT: /f you ask the user questions and get no reply, ask them to pick up the
handset and continue to speak with them.

5. When you are finished speaking with the user, click the Release button
(@mreeaze ) Or press F3 to hang up.

Phones Tab Entries Handling

Phones Tab entries handling involves operations you can perform on the directory
entries in the Phones Tab to organize and maintain them. These operations
include:

e Managing Phone Tab Entries

e Adding Directory Entries

¢ Adding Non-Directory Entries

e Editing Non-Directory Entries

e Moving Entries (in the list order)
e Sorting Entries

e Aligning Entries

Managing Phones Tab Entries

The Phones Tab has a toolbar just under the tab that allows you to manage the
phones list as well as navigate through it to find listed users.

Phones |Direu:tu:ur':.f | oicemail | Call Log | Options I Login I

S"' Add... Sg Edit... S" Hemove Move = Sort = Algn -

Search: IZ{

xTum Bomb [2196]
2 lines available
Mo Aarrager

Sar Auman [2194)

q Iil"lP'\'." .=|‘n'.=|i|.=||'|ll=l

52 Phones Tab Front Desk V3.2.0 Help Guide
621-0000097B



Managing Phones Tab Entries

The buttons and their functions are:

BUTTON NAME FUNCTION

Add Allows you to add entries to the Phones Tab that are not
included in the Directory Tab. These could be spouses'
telephone numbers, vendor or client numbers, etc.
Done using the Add dialog box:

Edit Phone ' x|

Y'ou must enter the proper outzide acceszs digit for this number

Murnber: I
I arme: I
g OFK
Edit Allows you to edit the entries you added to the Phones

Tab. You cannot edit entries that came from the Direc-
tory Tab. Done using the Edit dialog box:

Edit Phone ' x|

Y'ou must enter the proper outzide acceszs digit for this number

Mumber: |a1 (97211231234

M arne: IEugene Thaomasz

g OFK
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Phones Tab Entries Handling

BUTTON NAME FUNCTION
Remove Allows you to remove entries from the Phones Tab.
Once you have selected the entry or entries to remove
from the Phones Tab, click Remove and click OK to
remove them or Cancel to leave them in the Phones
Tab. Done using the Remove dialog box:

contem x

@ Remove this entry From the phones kab

[~ Do not show this message again

3 Cancel |

You can use the Windows standard of Shift+Click and
Ctri+Click to select multiple users in the list. Users
selected may be contiguous or non-contiguous.
NOTE: When a directory entry is deleted from the sys-
tem (main) directory, it is not automatically deleted from
the Phones Tab. If this happens, the Phones Tab entry
for the deleted directory entry will display the blue “not

updating” status icon (). The Phones Tab entry
should be deleted. View Deleting a Phones List Entry.

Move Allows you to move an entry up or down in the list or to

the top or bottom of the list by making a selection from a
pull down list. Done using the Move pull down list:

e || UEELE | I AL = I Ui I

=
=]
=
o

WE = Sort = Algn

Move Up |

Mawe Dowwn P
Move ko Top 51 ¥

Move bo Bokbom

GEoEB|

2 linez Availahls

You can add the Move buttons to the Phones toolbar by
customizing the toolbar.
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Adding Non-Directory Entries to the Phones Tab

BUTTON NAME FUNCTION

Sort Allow you to sort the order in which entries are shown
by making a selection from a pull down list. Done using
the Sort pull down list:

Sort + | Align + _

Last Mame
First Mame »

Mumber 3

You can add the Sort buttons to the Phones toolbar by
customizing the toolbar.

Align Allow you to align the text in entries as left, right or cen-
tered by making a selection from a pull down list. Done
using the Align pull down list:

= I Login I

it | Align

_ Align left -
= align Center

»am ' :

. Align Right
! ine an =g
Yo e

L2 [ e N 5T et

You can add the Align buttons to the Phones toolbar by
customizing the toolbar.

Adding Non-Directory Entries to the Phones Tab

You can add non-directory entries to the Phones Tab, such as spouses' telephone
numbers, vendor or client numbers, etc. for easy access if you use the Phones Tab
as the main tab for Front Desk.

To add non-directory numbers do the following:

1. Click Add (& ad. ).
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Phones Tab Entries Handling

2.  Enter the number and name in the Edit Phone dialog box.

Edit Phone i x|

Y'ou muzt enter the proper outzide access digit for this number

Humber: I

M arne: I

e 0K

NOTE: Be sure to enter outside access digits and long distance digits if
needed to make the call from your phone.

3. Click OK to add the entry to the Phones Tab or click Cancel to end without
adding the entry.

4. If you clicked OK twice, click OK in the Information box to complete the
process.

You may see one of two information boxes - one tells you the entry was
added...

while the other one tells you it was already there and was not added again.

Information x|

@ added 0 items, 1 were duplicates, 0 were over the limit,

Editing Non-Directory Entries

You can easily edit non-directory entries to the Phones Tab by doing the following:

1.  Click Edit ( & Edt.. ).
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Moving Entries in the Phones List

2.  Click in the number or name field in the Edit Phone dialog box and edit the
information. (This example shows phone number 91 (972) 123-1234 and
name Eugene Thomas.)

Edit Phone X

f'ou must enter the proper outgide access digit for thiz number

Number: |51 (572) 1231234

M ame: IEugene Thomas

g 0K

3. Click OK to save the changes in the Phones Tab or click Cancel to end
without saving the changes.

4. The changes are saved in the entry in the Phones Tab.

Moving Entries in the Phones List

There are two ways to move entries in the Phones list, one of which requires some
minor customization of the Phones Tab toolbar.

The default method involves selecting an entry and then selecting Move and the

direction of movement for one step of movement (up, down, top, bottom) until the
move is completed. With customization, the move buttons are placed on the toolbar
and can be clicked repeatedly until the move is completed.

Default Method

1. Click on an entry to select it.

2. Click on the Move button to expose the drop-down list.

Fdll Ly I AApL i I LiJgiii I

* Sart * Align

=
=]
<
11

Ve

Mave Up

Movve Do

Mave to Top

CoOB|

Mave to Bokbom

J;' Iil"lP'\'." .=|‘u'.=|i|.=||'|ll=l

Click on the direction you wish to move the entry.
The menu closes.

Repeat as necessary to get the entry to the position you desire.
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Phones Tab Entries Handling

Customized Method

NOTE: This method assumes you have customized the toolbar with the move
buttons.
Click on an entry to select it.

2. Click on the movement buttons on the toolbar until the entry is moved to the
desired location.

Phones |Director'f | “oicemsail | Call Log | Options I Login I

8* add.. 87 Edi.. B Bemove Move = Sot v Align + Move Lp tove Down Move to Top tove to Bottom

Search: |2
Bill Williams [2163) Sar Ruman (2194)
2 lines available 3 lines available
Ao Merrames A Mecramas
Gl_ene Hit;haels [(2162) Sa.m Eam_e [2195)

Sorting Phone Tab Entries

There are two ways to sort the entries in the Phones list, one of which requires
some minor customization of the Phones Tab toolbar.

The default method involves clicking Sort and then selecting the sort method from
the drop-down menu. With customization, the sort methods are placed on the
toolbar and can be clicked at any time to re-sort the list.

Default Method
1.  Click on the Sort button to expose the drop-down menu.

Sort = | align v

Last Mame  »
Firsk Marne  #

Murmber r

2.  Click on the sort method you wish to use to expose the sort order sub-menu.

e
IF

3.  Click on the sort order you wish to use.

Ascending

Descending

4. The menus close.

Customized Method

NOTE: This method assumes you have customized the toolbar with the move
buttons.
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Click on the desired sort method on the toolbar.

Aligning Entries in Phones Tab

Phanes |D\rectury' | “oicemail I Call Log | Options | Login |

S"' Add. Sﬂ Edit B" Hemaove Move = Sort - Align = ﬂa Last Mame Ascending ﬂ-= Last Mame Descending ﬁ=_ FEirst Mame Ascending ﬂ? First Name Descending

112 Mumber Ascending 1F Mumbsr Descelﬁd\ng

Search: |z

Bill Williams [2163]
2lines available
A Mersaaes

*Tom Bomb [2196)
2 lines available
e Aacrager

Gene Michaels [2162)

Sar Ruman [2194)

d I 20T

Aligning Entries in Phones Tab

There are two ways to align the entries in the Phones list, one of which requires
some minor customization of the Phones Tab toolbar.

The default method involves clicking Align and then selecting the desired
alignment from the drop-down menu. With customization, the alignments are
placed on the toolbar and can be clicked at any time to change the entries'

alignment.

Default Method

1.  Click on the Align button to expose the drop-down list.

= I Lagin I

k| Align |+

_ align left
== Align Center

yam : :
h Alion Right
Hine g

Yo A

(o] [ s B B a Tk ]

2.  Click on the alignment you wish to use.

3. The menu closes.

Customized Method

NOTE: This method assumes you have customized the toolbar with the move

buttons.

Front Desk V3.2.0 Help Guide
621-0000097B

Phones Tab 59



Phones Tab Entries Handling

Click on the desired alignment on the toolbar.

Phones |Directu:ur':.r' | " oiceml I Zall Log I Optians | Lagin I

g gdd..l 8F Edit. 8 Bemove Move + Sort = Align ~| =] Align left

Align Right =] Align Canter

Search: I

Bill Williams [2163)
2 lines available
Hae Areseamer

Sar ABuman [2194)
3lines available
Ao Maraager

Gene Michaels [2162]
2 lines available

Sam Game [2195])
2 lines available
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Chapter 6
Directory Tab

The Directory Tab displays all of the phones in the Corporate Directory and is
automatically populated when Front Desk starts. The list is defined by the PressOne
Administrator and cannot be modified from the Front Desk application. You may
handle calls using the list, just the same as using the Phones Tab.

Keyboard Shortcuts

Keyboard shortcuts can be used in place of mouse clicks to execute frequently-
used button presses. In command lists and paragraph titles, button presses that
have a keyboard shorcut have the shortcut given in parentheses. For example:
Answer a Call (F2). Go to keyboard shortcuts in Chapter 2, “Shared Information
and Common Tasks” for more information.

Toolbar Icons

Front Desk lets you customize the toolbar under the menu bar and the toolbars that
appear on the tabs (Phones, Directory, Voice Mail, etc.) to show more or fewer
icons than the ones that appear when you start the program for the first time. You
can also re-arrange the order of the icons on the toolbars. Go to Customizing Front
Desk Chapter 3, “Customizing Front Desk” for more information.

Directory Tab Operations
The operations that are available on the Directory Tab are:

¢ Add to Phones List

e Sort Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

e Group Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

e Search Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

* Refresh the List (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

* Set Field Width (Refer to Chapter 7, “Call Log Tab”.)
* Answer a Call (F2) (Refer to Chapter 4, “Call Handling”.)
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Directory Tab Operations

* Answer a Call Waiting Call (Double-click on incoming call.) (Refer to
Chapter 4, “Call Handling”.)

e (Call a Selected User (Ctrl+F7) (Refer to Chapter 4, “Call Handling”.)
e Call Any Number (Ctrl+F8) (Refer to Chapter 4, “Call Handling”.)
e Camp-On a Call (Ctrl+F6) (Refer to Chapter 4, “Call Handling”.)
* Delete from Phone List (Refer to Chapter 5, “Phones Tab”.)
e End a Call (F3) (Refer to Chapter 4, “Call Handling”.)
¢ Hold a Call (F4) (Refer to Chapter 4, “Call Handling”.)
e Park a Call (F5) (Refer to Chapter 4, “Call Handling”.)
e Transfer a Call
* Blind Transfer (Ctrl+F2) (Refer to Chapter 4, “Call Handling”.)
* Announced Transfer (Ctrl+F3) (Refer to Chapter 4, “Call Handling”.)

* Priority Transfer (Ctrl+F4) (Refer to Chapter 4, “Call Handling”.)

¢ Message Center Transfer (Ctrl+F5) (Refer to Chapter 4, “Call
Handling”.)

e Transfer to Any Number (Ctrl+F9) (Refer to Chapter 4, “Call
Handling”.)

e Use Intercom (Ctrl+F10) (Refer to Chapter 5, “Phones Tab”.)

Adding Directory Entries to the Phones Tab

Adding Directory Entries in the Directory Tab to the Phones Tab may be done in two
ways:

* By adding individual directory entries to the Phones Tab.

* By adding all directory entries to the Phones Tab

To add a phone listed in the Directory Tab to the Phones Tab:
1.  Select the listing in the Directory Tab.
2. Click the Add button ( &* add.. ).
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Adding Directory Entries to the Phones Tab

3. Click OK in the Confirm dialog box to add the entry to the Phones Tab or
Cancel to abort.

@ &dd this entry to the phones Eab

[T Do not show this message again
A 3¢ cancel |

NOTE: If you leave the dialog open without action, Front Desk will take action
on its own to add the entry and close the dialog box.

4. A message will pop up indicating that the user was successfully added to the
Phones list.

Information

NOTE: If the user is already in the Phones Tab list, an error message will
appear telling your that no items were added and that one or more were
duplicates. Duplicates are not added to the Phones Tab.

@ Added O items, 1 were duplicates, 0 were over the limit.

To Add All Directory Entries to the Phones List:

1. Select the first entry in the Directory Tab.

2. Scroll down the Directory list and hold down the <Shift>key while clicking on
the last entry in the Directory. This will cause all of the entries in the Directory
to become highlighted.

Click the Add button ( & add.. ).

A pop-up message will be displayed listing all of the users that were added to
the Phones list. If any of the Directory entries are duplicates, they will not be
added.
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Directory Tab Operations
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Chapter 7
Call Log Tab

Incoming and outgoing calls are logged automatically by Front Desk when it is
active. The information displayed in the Call Log includes the direction of the call
(In or Out), the phone number of the called or calling party (if available), the name
of the called or calling party (if available), date and time of the call, and the duration
of the call.

e Sort Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

* Group Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

* Search Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

* Call Log Description

e Set Field Width

e Delete a Call Log Entry

e Dial Back a Call Log Entry

Keyboard Shortcuts

Keyboard shortcuts can be used in place of mouse clicks to execute frequently-
used button presses. In command lists and paragraph titles, button presses that
have a keyboard shorcut have the shortcut given in parentheses. For example:
Answer a Call (F2). Go to keyboard shortcuts in Chapter 2, “Shared Information
and Common Tasks” for more information.

Toolbar Icons

Front Desk lets you customize the toolbar under the menu bar and the toolbars that
appear on the tabs (Phones, Directory, Voice Mail, etc.) to show more or fewer
icons than the ones that appear when you start the program for the first time. You
can also re-arrange the order of the icons on the toolbars. Go to Customizing Front
Desk Chapter 3, “Customizing Front Desk” for more information.

Call Log Description

Incoming and outgoing calls are logged automatically by Front Desk when it is
active. The difference between incoming and outgoing calls are as follows:
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Set Field Widths

* Incoming calls are always logged while Front Desk is active. The call is
logged upon disconnection.

¢ Outgoing calls are logged when one of the following events occur:

e The called phone starts ringing.
* You hear a busy signal.
* You are connected to the called party.

Call Log Fields

The Call Log may be sorted, grouped, searched and the field width changed. You
can also add and delete headers in the Call Log.

A down arrow will appear in the header when the field is being sorted in ascending
order. An up arrow will appear in the header when the field is being sorted in
descending order.

The following default information is displayed in the Call Log:

FIELD NAME  DESCRIPTION

Outgoing Shows the direction of a call, whether incoming or outgoing, by use of a
checkbox. If the checkbox under Outgoing is checked, the call was outgoing from
the Front Desk user. If the not checked, the call was incoming to the Front Desk

user.
Number Shows the phone number of the called or calling party.
Date/Time Shows the date and time of the call.
Duration Shows the duration of the call in Hours:Minutes:Seconds (HH:MM:SS) format.
Information Shows the name of the called or calling party, a trunk group name or other

information about the call.

Set Field Widths

The width of each field can be changed by clicking on the right side of the field
header with the mouse and stretching or shrinking the header.

Delete Call Log Entry
Click the Call Log Tab.
2.  Highlight the entry or entries that you want to delete.

NOTE: You can use the Windows standard of Shift+Click and Ctrl+Click to
select multiple entries in the list.

3. Click the =#peee button (under the tabs) or press the <Delete> key on your
PC keyboard.
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Call Log Fields

4. When prompted, to confirm the deletion, click OK to delete the entry or
Cancel to cancel the operation.

Dial Back a Call Log Entry

You can call a phone number in an entry in the Call Log Tab using one of the
following methods:

* Double-click the desired entry.
* Select the desired log entry and click the #caback button on the toolbar.
¢ Right-click on the entry and click Call in the pop-up menu.

NOTE: Not all entries can be dialed back. If the call was from an unknown
number, this function cannot be used.
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Dial Back a Call Log Entry
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Chapter 8
Voice Mail Tab

The Voice Mail Tab is the Front Desk component that allows you to operate the
Voice Mail function. From the Voice Mail Tab, you can do the following:

¢ Voice Mail Tab Overview
¢ Access the Voice Mailbox

* Customizing the Toolbar (Refer to Chapter 3, “Customizing Front Desk”.)
* Customizing Headers (Refer to Chapter 3, “Customizing Front Desk”.)
* Listen to Messages

e Save Messages

¢ Delete Messages

¢ Forward Messages

¢ Forward Voice Messages Dialog Box Help
e Callback Caller
¢ On-Screen Message Controls

e Sort Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

e Group Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

e Search Entries (Refer to Chapter 2, “Shared Information and Common
Tasks”.)

e Set Field Width (Refer to Chapter 7, “Call Log Tab”.)

* Change the Voice Mail Password

* Call Any Number (Ctrl+F8) (Refer to Chapter 4, “Call Handling”.)

e (Call a Selected User (Ctrl+F7) (Refer to Chapter 4, “Call Handling”.)
e Use Intercom (Ctrl+F10) (Refer to Chapter 5, “Phones Tab”.)

Keyboard Shortcuts

Keyboard shortcuts can be used in place of mouse clicks to execute frequently-
used button presses. In command lists and paragraph titles, button presses that
have a keyboard shorcut have the shortcut given in parentheses. For example:
Answer a Call (F2). Go to keyboard shortcuts in Chapter 2, “Shared Information
and Common Tasks” for more information.
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Voice Mail Tab Overview

Toolbar Icons

Front Desk lets you customize the toolbar under the menu bar and the toolbars that
appear on the tabs (Phones, Directory, Voice Mail, etc.) to show more or fewer
icons than the ones that appear when you start the program for the first time. You
can also re-arrange the order of the icons on the toolbars. Go to Customizing Front
Desk Chapter 3, “Customizing Front Desk” for more information.

Voice Mail Tab Overview

When you click the Voice Mailbox Tab for the Front Desk phone, you will be
presented with the Voice Mail message area with control buttons. You can re-
arrange the headings in any order by dragging the heading to a new location in the
header area.

You can group, sort and search the messages. See Voice Mail Controls for more
information on the controls available for voice messages.

Messages in the Voice Messages Area are displayed as follows:

* Unselected messages appear in black text against a white background.
* A selected message appears as white text against a black background.

¢ Unselected urgent messages are shown as white text against a red
background.

* A selected urgent message is shown in black text. The background does
not change.

To the left of the voice mail messages area are the mailboxes and the Inbox and

Saved folder icons. Each mailbox is represented by a button which can be selected
to go to that mailbox. Mailbox buttons may appear above or below the Inbox and

Saved folder icons. The selected mailbox button appears just above the Inbox and
Saved folder icons.
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The mailbox button shows the name of the voice mailbox as it appears on the
button assigned to the Front Desk phone by the system administrator. The name
on the button may be changed using Front Desk.

Voice Mail Call Information Area Grouping Headings
Controls Area (See table below)

: Fle Cal Speed

: [l Ext @ ansier

Efunassigned K Fpeedl F Speedz # Speeds F SpeedDial H

43 Front Desk - ¥oicemc.il

ew  Window  Help

Release f Haold ﬂ Park 2 pedial * Ardwer Ringing rY Voc - fData

Dial # Speedmd F speednfs F Speedme F dial

|¢-§Number /

|(3Dural|on |l Statﬁs |l}|nfo|matlon } ,-' \ﬁ Outgaing |@ Motes

o Blind Tfansfer a Announced Transfer @ Prigrity Transfer ’ Msg Center @ Campeon - J* Call AT Call Ay, Transfer Any.., ‘ Intercom
i

[ I i

I

Phones, ¥ Directory  “oicemail |Ca|| Log I Optlnnsl Login I

Flay oPausa °Stop °Rewwnd °Fast Forward ‘| Refrash ' Call Back ¥ Save Delete Forward Password

D allas- zin®

it Ghan®

WUrgert [+ ]| & Number [v || E® S ender [+ 1|5 Received 2 [=]|| Duration
[ ]

%2184 Gail Adriel 5/6/2003 2:17:00 PM 00:00:04
Bil Boggins 5/6/2003 35700 P 00:00:09
Bill williams 5/1 2:00 Phd 000016
Sar Ruman 5/ 00PM - 000059

Message Folders

HEADING NAME

\
\ \

Mailboxes Voice Messages Area Voice Messages

DESCRIPTION

Urgent If checked, the message was labeled as urgent by the
caller. Urgent messages are shown as white text
against a red background. A selected urgent message
is shown in black text. The background does not
change.

Saved If checked, the message has been saved from the Inbox
folder to the Saved folder.

Number The number of the caller (if available).

Sender The name of the sender (if available).

Received The date and time the message was received in the
Inbox folder.

Duration The length of the message.
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Accessing Voice Mail for the Front Desk Phone

Accessing Voice Mail for the Front Desk Phone

The Front Desk application shows all voice mails for each voice mail button
assigned to the Front Desk telephone. Generally, as a Front Desk user, you will
start seeing voice mails from your telephone number (if you have voice mail) and
from the Main Number (if it has voice mail and a Main Number voice mail button is
assigned to your phone). Voice mails are identified by Mailbox, which is the label
for the voice mail button assigned by your administrator.

To listen to a voice mail, you can either:

* Click on one of the listed voice mails and click the Play button (& i ),
or...

* Double-click on one of the listed voice mails. It will begin to play.

You may sort the voice mails by clicking in any heading. You may group the voice
mails by dragging any heading into the area immediately above it. You can also
search the voice mails by clicking on the search button ([=]) and selecting a search
criteria.

When a voice mail button is been added to your Front Desk telephone, the first time
you access the Voice Mail Tab you will be prompted to enter the password for the
voice mail account in the password field of a section that appears in the Voice Mail
Tab. This information should be provided by your system administrator.

Phones | Directory  Yoicemsil ICaII Log | Opt\nnsl Lagin |

Flease enteryour PIN for mailbox b Bill B* (v Bill B (27)) in the space below.

Password: || v X ™ Save password (auto-login)

éop\ay oPause °Stup oRewwnd °Fast forward _ £ 2] Refresh P Call Back i‘SavE o Delste iFDrward Password
Once the password has been typed in:

e Click on M at the right end of the password field to enter the password,
or...

e Click on IXI at the right end of the password field to quit. The password
prompt will erase.

If a voice mail button is removed from your Front Desk telephone, you may see
voice mails for the removed voice mail mailbox until you login to Front Desk again.

See Voice Mail Tab Overview for a description of the controls and entries on the
Voice Mail Tab.

Callback Caller

Front Desk allows you to dial the telephone of any person who leaves you a voice
message if their telephone number is displayed in the voice mail record.

To call back the person who left the message, do the following:
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1.  Make the call by doing one of the following:.
¢ Double-clicking the message.
* Selecting the message and clicking  Calback .
* Right-clicking the message and clicking Call in the pop-up menu.

Zall Bill Boggins ak x21917

[~ Do not show this message again
1 3¢ cancel |

2. Click OK to make the call or Cancel to not make the call.

NOTE: Not all callers can be called back. If there is no telephone number
associated with the message, this feature cannot be used.

Changing the Voice Mail Password

The voice mail password is initially configured using the PressOne Service
Administrator application. It can be changed by the attendant using the Front Desk
application.

To change the voice mail password:

Log into the voice mailbox.

2. Click on the Change Password button ( i rssad ) on the Voice Mail Tab
toolbar.

NOTE: See Voice Mail Controls for a diagram of the buttons on the Voice Mail
Tab.
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Deleting Voice Mail Messages

When you click on the Change Password symbol, the following dialog will
appear:

Change Yoicemail Password 5[
Waicemail Account ['/M Bill B* [vM il B [27))
0ld Pazzword I

MHew Pazsword I

Catifirrn Mew Pazaward I

a 0K 3 Cancel ? Help

In the Old Password field, enter the password that you used to log into voice
mail.

In the New Password field, enter the desired new password.
NOTE: The new password must be 8 digits or less. Letters cannot be used.
Enter the same new password again in the Confirm New Password field.

Click OK to change the password.

To cancel the operation and not change the password, click Cancel.

Deleting Voice Mail Messages

To delete a voice mail message:

Click on the message in the mailbox.
Click the Delete button ( 2 o= ) on the Voice Mail Tab toolbar.

in the confirmation dialog, click OK to delete the message or Cancel to keep
the message.

o

@ Delete the selected message?
Cancel |

NOTE: You can use the Windows standard of Shift+Click and Ctrl+Click to
select multiple messages in the list.
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Forwarding a Voice Message

To forward a voice mail message to the mailboxes of one or more recipients, follow
these steps:
1. Click once on the message in the Voice Mail list to highlight it.

2. Click on the Forward button ( /= Faward ) on the Voice Mail Tab toolbar to open
the Forward Voice Message dialog box.

Forward ¥oice Message

Enter extension(z] separated by a comma or double click on directon entry.

E stensions: I
Firsth ame [+ ]| Lasthame [+]| Compary [+ | Extension E”
Eill Bogginz Whirled Com 217
Bill wWilliams Whirled Caom 2163
aill Adnel W'hirled Com 2193
Gene Michaels Ww'hirled Com 2162
Ghan Dralf Ww'hirled Com 2192
Sam Game Ww'hirled Com 2195
Sar Fiuman W'hirled Com 2194
[Tom Bomb Whirled Com 2136
*| =
#% Fonward | ? Help |

NOTE: You can sort, group and search the entries in the Forward Voice
Message dialog box.

3. Add extension numbers to the Extensions field by doing one of the following:

* Double-clicking listings to include them in the Extensions field.

* Highlight a listing and click the Plus button ( #|) to add it to the Extensions
field.

* Use the keyboard to enter one or more extension numbers in the
Extensions field being sure to separate the entries with commas.
(Example, 1234, 1235, 1243, etc.).

NOTE: /f there are no entries in the Forward Voice Message dialog box, click
the Login Tab and then the Login button. Return to the Voice Mail Tab and
attempt to forward the message again.

Front Desk V3.2.0 Help Guide Voice Mail Tab 75
621-0000097B



Using the Forward Voice Message Dialog Box

4. Check the list of numbers in the Extensions field to be sure there are no
duplicates and that these are the people who should receive the message.

NOTE: You can remove recipients by deleting their number in the Extensions
field using the keyboard or by clicking on their listing and then clicking the
Minus button (=).

5. Click Forward to send the message to the mailboxes of the selected user(s)
or click Cancel to quit without forwarding the message.

NOTE: Forwarding will not delete the message from your mailbox. See
Deleting a Message.

Forward Yoice Message

Enter extenszion(z] separated by a comma or double click on directon entry.

Eutensgions: I

Firsth ame [=]| LastM arne [=]| Company [=]| Extengion E”
Bill Bogaing Wwehirled Comn 2191

Bill Wiliamns Wwhirled Com 2163

Gail Adriel Wwehirled Comn 2193

Gene Michaels Wwehirled Comn 2162

Ghan Dralf Wwehirled Comn 2192

Sam Game Wwehirled Comn 2195

Sar Ruman Wwehirled Comn 2194

[Tom Bomb "Whirled Com 21596
+| -

5 Fonward | ? Help |

Using the Forward Voice Message Dialog Box

This dialog box allows you to forward a voice message to multiple users.
NOTE: If there are no entries in the Forward Voice Message dialog box, click
the Login Tab and then the Login button. Return to the Voice Mail Tab and
attempt to forward the message again.

To forward a voice message you will need to do the following:

1.  Locate the listings of the users you want to forward the message to:

* If the listings are grouped, expand the groupings.
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* It may be helpful to sort the list by clicking in the heading or search the list

by clicking the Search button ([=!) and choosing a search criteria from the
dropdown list or using the custom function.

2.  Select the recipient(s) to forward to by:

e Double-clicking listings to include them in the Extensions field.

e Highlight a listing and click the Plus button ( #|) to add it to the Extensions
field.

* Use the keyboard to enter one or more extension numbers in the
Extensions field being sure to separate the entries with commas.
(Example, 1234, 1235, 1243, etc.).

3.  Check the list of numbers in the Extensions field to be sure there are no
duplicates and that these are the people who should receive the message.

NOTE: You can remove recipients by deleting their number in the Extensions
field using the keyboard or by clicking on their listing and then clicking the
Minus button ( =)).

4. Click the Forward button to send the message to the recipients or click
Cancel to exit from the Forward Voice Mail dialog without forwarding the
message.

Listening to Voice Mail
To listen to a voice mail, you can either:

e Click on one of the listed voice mails and click the Play button (@ B ),
or...

* Double-click on one of the listed voice mails. It will begin to play.

You can also control the playback of the message by doing the following:

* Pause by clicking the Pause button ( @ Pause).

e Stop playback by clicking the Stop button ( @ st ). Message rewinds to
the beginning.

* Rewind 10 seconds by clicking the Rewind button ( & Rewind ).

e Fast Forward 10 seconds by clicking the Fast forward button
( @ East forward )

NOTE: You cannot start listening to a voicemail message on your phone and
switch to Front Desk in the middle of the message. The playback control
buttons will not work. A good rule is to change the method of listening to your
messages (phone or Front Desk) only when you are between messages.
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Save Voice Mail

Save Voice Mail
To save a voice mail message:

Click on the message in the mailbox.
2.  Click the Save button ( ¢ sax= ) on the Voice Mail Tab toolbar.

The message will be moved to the Saved folder.

NOTE: Once messages have been moved to the Saved folder, the screen
display may still show the messages in the Inbox folder. Click the Refresh
button ( 2 eiesh ) on the Vooice Mail Tab toolbar to update the screen display.

TIP: You can use the Windows standard of Shift+Click and Ctri+Click to select
multiple messages in the list.

Voice Mail Controls

There are several controls on the toolbar just under the Voice Mail Tab. These allow
you to perform various operations on the voice mails in the mailbox. The toolbar is
shown below, together with a table explaining the button actions. The Pause, Stop,
Rewind and Fast forward buttons become active (turn blue) when a message is
played.

Phonesi Directory  “oicemail 1Call Log 1 Optians 1 Login ]

g @Play %1._—.:::- @ Skop -@ vind 2@6 ast forward 2 (@] Refresh 7 Call Back ‘J\ Save 2 Delete . Forward Password
BUTTON NAME DESCRIPTION
5 Y2, Plays the selected voice mail through the Front Desk
rlay

telephone handset, headphone or speakerphone.
NOTE: You cannot start listening to a voicemail mes-
sage on your phone and switch to Front Desk in the
middle of the message. The playback control buttons
will not work. A good rule is to change the method of lis-
tening to your messages (phone or Front Desk) only
when you are between messages.

@ P Pauses a playing message and resumes a paused
= message.
a - Stops the currently playing message and rewinds it to
atop

the beginning.

Rewinds the currently playing message 10 seconds.

@ Rewind
Forwards the currently playing message 10 seconds.
a Fast fanward
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BUTTON NAME

@ Befrezh

27 Calback
;.fr Save
2 Delete
.:} Faonmard

i
[ Paszword

DESCRIPTION

Updates the voice mail list to make sure all available
messages are shown and that deleted messages are
not displayed.

Calls the originator of the voice mail (if a phone number
is available).

Moves the message to the Saved folder.

Deletes the message from the voice mail system.

Forwards the message to a list of recipients entered in
the Forward Voice Message dialog box.

Opens the Change Password dialog box that lets you
change the password for any voice mail mailbox that
you can access. You can use this to change the pass-
word to your mailbox, or to change the password to
another user's mailbox when they forget theirs.

NOTE: To change the password to another user's mail-
box, you must have access to their mailbox.
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Chapter 9
Options Tab

The Options Tab allows you to set operational parameters for Front Desk as well
as changing which functions display confirmation dialog boxes when you use them.

¢ Choosing Confirmation Notification

e Setting Call-Based Actions

e Startup (Start at Windows boot)

e Call Log (Maximum Entries)

* Adding/Deleting Icons (Refer to Chapter 3, “Customizing Front Desk”.)

e Re-arranging Toolbar Icons (Refer to Chapter 3, “Customizing Front
Desk”.)

Keyboard Shortcuts

Keyboard shortcuts can be used in place of mouse clicks to execute frequently-
used button presses. In command lists and paragraph titles, button presses that
have a keyboard shorcut have the shortcut given in parentheses. For example:
Answer a Call (F2). Go to keyboard shortcuts in Chapter 2, “Shared Information
and Common Tasks” for more information.

Choose Confirmation Notification

The various functions of the Front Desk can be configured so that a confirmation
message appears when you take an action. While you may find this function helpful
while learning to use Front Desk, once you are familiar with the features and
functions you may want to turn the confirmation messages off.

To turn the confirmation message on or off, do the following:

Select the Options Tab.

2. Click the check box next to the particular function in Confirm area to make
the checkmark appear or disappear.

* Confirmation messages will appear when the check box is checked.
¢ Confirmation messages do not appear when the check box is blank.
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Setting Call-Based Actions

—Canfirm

v Blind Transfer

[ Arnounced Transfer

[ Complete &nncd Transfer
[ Priority Transfer

[v Complete Priorty Transfer
[+ Mszg Center Transfer
Camp-on

Calling

Delete Entry

Add Entry

[v Clazing &pplication

< <A

<

Transfer to Murnber

< =

Intercom
[+ Active Call Hald
[+ Mew Directony Entries

<

LY

Confirmation Timeout
[Seconds] Uze O far hio tirmeaut,

i 3

3.  Set the amount of time you wish the confirmation dialog to display in the
Confirmation Timeout field.

e Time is set in 10-second intervals.
¢ Default timeout is 60 seconds.
¢ Minimum timeout is 0 seconds and maximum timeout is 240 seconds.

Setting Call-Based Actions

Front Desk can be set as the active window on your PC screen and be minimized
to the taskbar or system tray based on Front Desk-related actions. This allows the
you to minimize Front Desk and use the PC for other purposes, but without having
to restore Front Desk each time the phone rings. It also allows you to set Front
Desk to disappear when you are finished handling a call without having to make
any extra effort.

Front Desk can also be set so that it always appears with the Phones Tab displayed
so that you are immediately ready to answer calls. Otherwise, it will appear
displaying the last tab you were using before minimizing the window.
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It can also be set so that minimizing Front Desk places it in the system tray instead
of on the taskbar.

You manage the Front Desk actions using the checkboxes in the Window area of
the Options Tab. The selection is active when a check appears in the checkbox.

Possible actions are:

—hfind o

—wwhen Phone Rings——
[v Popup
[+ Display Phones

—When Handzet is Lifted——
™ Popup
I Display Phones

—when Handset Lowerned—

Popup checked - Front Desk pops up
when phone rings.

If Display Phones is checked, the
Phones Tab is shown when Front Desk

pops up.

Popup checked - Front Desk pops up
when the handset is lifted.

If Display Phones is checked, the
Phones Tab is shown when Front Desk

pops up.

f"‘f-‘-.lways M?nimize checked - Front Desk is mini-
mized when handset is replaced
depending upon which condition is sat-
isfied (which radio button is selected).

% ‘when no active calls

" When no calls

~Tray Minimize to tray checked - Front Desk
is minimized to the system tray. Other-
wise, Front Desk will be minimized as a
taskbar button.

[~ Minimize ta tray

Startup (Start at Windows boot)

Front Desk provides an easy way to set the program to start every time you start
your computer by clicking the checkbox labeled Start at Windows boot in the
Startup section of the Options Tab.

Startup
|7 [T Start at "Windows boot
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Call Log (Maximum Entries)

Call Log (Maximum Entries)

Front Desk lets you set the maximum number of Call Log entries by using the up
and down arrows in the Maximum Entries field in the Call Log section of the
Options Tab.

Call Log

b amirmum entrigs:

{1000 #

Default value is 1000. Clicking the up and down arrows changes the value in
increments of 10. For example, clicking the up arrow once makes the maximum
number of entries 1010. You can also click in the Maximum Entries field and type
in a new number. The change is effective immediately and carries forward to future
sessions until you change it again.
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Chapter 10
Frequently Asked Questions

This chapter is a list of frequently asked questions that Front Desk users might
have. The questions are arranged into three groups: General Questions, Questions
on Call Handling, and Questions on Front Desk Appearance.

General Questions

I’ve started using Front Desk, and | want to make some
changes so Front Desk is customized for me. How do 1?

Refer to Making Front Desk Your Own in Chapter 1, “Introduction to Front Desk” for
information on how to customize Front Desk.

How do | use keyboard shortcuts?

Keyboard shortcuts can be used in place of mouse clicks to execute frequently-
used button presses. In command lists and paragraph titles, button presses that
have a keyboard shorcut have the shortcut given in parentheses. For example:
Answer a Call (F2). Go to keyboard shortcuts in Chapter 2, “Shared Information
and Common Tasks” for more information.

How do | customize the toolbars | use?

Refer to Customizing Toolbars in Chapter 3, “Customizing Front Desk”.

How do | customize the headers | use?

On the Directory, Voice Mail and Call Log Tabs you can add and delete headers
included in the display and re-arrange the order of the headers. Refer to Adding/
Deleting Headers in Chapter 3, “Customizing Front Desk”.

How do | access Voice Mail for the Front Desk phone?

Refer to Accessing Voice Mail for the Front Desk Phone in Chapter 8, “Voice Mail
Tab”.

How do | exit Front Desk?

Refer to Exit Front Desk in Chapter 1, “Introduction to Front Desk”.
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Questions on Call Handling

How do | uninstall Front Desk?

Refer to Uninstall Front Desk in Chapter 1, “Introduction to Front Desk”.

Questions on Call Handling

How do | answer a call?

Refer to Answer a Call in Chapter 4, “Call Handling”.

How do | answer an incoming call when I’m already on
another call?

Refer to Answering Call Waiting in Chapter 4, “Call Handling”.

How do | call any number?

Refer to Call Any... in Chapter 4, “Call Handling”.

How do I call a specific person?

Refer to Call Selected User in Chapter 4, “Call Handling”.

A caller has left me a voice mail. How do | call them back?
Refer to Callback Caller in Chapter 8, “Voice Mail Tab”.

| need to talk to someone right away, but their phone line is
busy. How do | have Front Desk notify me when they are off
the phone?

Refer to Camp-On a User’s Line in Chapter 4, “Call Handling”.

There is a phone number entry in the call log | need to call.
How do | do this?

Refer to Dial Back in Chapter 7, “Call Log Tab”.

How do | forward a voice mail?

Refer to Forwarding a Voice Message in Chapter 8, “Voice Mail Tab”.

How do | place a call on hold?
Refer to Hold a Call in Chapter 4, “Call Handling”.
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How do | park a call?
Refer to Park a Call in Chapter 4, “Call Handling”.

How do | make a call to a number that is outside my
network?

Refer to Call Any... in Chapter 4, “Call Handling”.

How do | make a call using the intercom?

Refer to Intercom in Chapter 5, “Phones Tab”.

| need to transfer a call to someone, and it’s not necessary
that | announce it. How do | do this?

What you need to do is a blind transfer. Refer to Blind Transfer in Chapter 4, “Call
Handling”.

| need to transfer a call to someone, and | have to announce
it first. How do | do this?

What you need to do is an announced transfer. Refer to Announced Transfer in
Chapter 4, “Call Handling”.

How do | transfer a call directly to someone’s voice mail?

Refer to Message Center -Transfer to Voice Mail in Chapter 4, “Call Handling”.

I need to transfer an important call to someone, even if | have
to interrupt them. How do | do this?

What you need to do is a priority transfer. Refer to Priority Transfer in Chapter 4,
“Call Handling”.

How do | transfer a call to an outside number?

What you need to do is called Transfer to Any Number, and works for both internal
and external numbers. Refer to Transfer to Any Number in Chapter 4, “Call
Handling”.

How do | redial a call?

Refer to Redial Button in Chapter 2, “Shared Information and Common Tasks”.
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Questions on Front Desk Appearance

How do | release a call?

Refer to Release Button in Chapter 2, “Shared Information and Common Tasks”.

How do | delete a Call Log entry?
Refer to Delete Call Log Entry in Chapter 7, “Call Log Tab”.

How do | listen to a voice mail message?

Refer to Listening to Voice Mail in Chapter 8, “Voice Mail Tab”.

How do | save a voice mail message?

Refer to Save Voice Mail in Chapter 8, “Voice Mail Tab”.

How do | delete a voice mail message?

Refer to Deleting Voice Mail Messages in Chapter 8, “Voice Mail Tab”.

Questions on Front Desk Appearance

How do | customize the actions that take place?

Refer to Toolbars Commands Customization in Chapter 2, “Shared Information
and Common Tasks”.

How do | customize Front Desk options?

Refer to Toolbar Options Customization in Chapter 3, “Customizing Front Desk”.

How do | customize the toolbars | use?

Refer to Toolbar Toolbars Customization in Chapter 3, “Customizing Front Desk”.

How do | rearrange the order icons are displayed?

”

Refer to Re-arranging Toolbar Icon Order in Chapter 3, “Customizing Front Desk”.

How do | set the number of columns displayed in the Phones
Tab?

Refer to Set Phones Tab Columns in Chapter 3, “Customizing Front Desk”.
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How do | sort entries in the Phones Tab?

Refer to Sorting Phone Tab Entries in Chapter 5, “Phones Tab”.

In a list, how do | move entries in the list order?

Refer to Moving Entries in the Phones List in Chapter 5, “Phones Tab”.

How do | Group Entries?

For information on grouping Call Log, Directory or Voice Mail entries, go to
Grouping Entries in Chapter 2, “Shared Information and Common Tasks”.

How do | Search Entries?

For information on searching Call Log, Directory or Voice Mail entries, go to
Searching Entries in Chapter 2, “Shared Information and Common Tasks”.

How do | Sort Entries?

For information on sorting Call Log, Directory or Voice Mail entries, go to Sorting
Entries in Chapter 2, “Shared Information and Common Tasks”.

How do | add entries to the Phones List?

Refer to Adding Directory Entries to the Phones Tab in Chapter 6, “Directory Tab”.

How do | delete entries from to the Phones List?

Refer to Deleting a Phones List Entry in Chapter 5, “Phones Tab”.

How do | edit non-directory entries in the Phones List?

Refer to Editing Non-Directory Entries in Chapter 5, “Phones Tab”.

How do | add Phone Tab entries?

Refer to Adding Non-Directory Entries to the Phones Tab in Chapter 5, “Phones
Tab”.

How do | align Phone Tab entries?

Refer to Aligning Entries in Phones Tab in Chapter 5, “Phones Tab”.
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Questions on Front Desk Appearance
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