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Introducing Impact Attendant

Using This Guide

This user’s guide contains two sections.

Section 1]ntroducing Impact Attendanhelps you to become familiar with the software’s basic features
and startup requirements.

Section 2Using Impact Attendanprovides basic call handling details and discusses the special purpose
features that you can employ.

Describing Impact Attendant

Impact Attendant is a software product that runs on a personal computer and works in conjunction with
a digital communications system. Impact Attendant allows you to handle a large volume of call traffic in
a short period of time. With this software, you have operational control of the system and the telephone
stations that are a part of it. Among the many features that Impact Attendant makes available to you, are
the following items:

+ real-time status updates of telephone activity,
« tracking people using wireless pagers,
« access to system-wide features such as Park Orbits, SOHVA, and Serial Transfer,

+ full keyboard and mouse interfaces (The program uses a special-purpose keyboard interface for
the various functions yet avoids any conflict with standard windows key strokes.),

 printed reports of the attendant’s operation.

NOTE: Anytime that you are operating the Impact Attendent, you can press F1 to open the
on-line help information file. If you press F1 while you have an Impact Attendent dialog
box open, the help file for that particular dialog box appears.
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Starting The Pro_gram

Your installer will load the Impact Attendant software and arrange for it to be active on your computer’s
desktop. Should it not be active for some reason, you can start the program running by taking the
following action from the main window: ClicktarttlProgramsimpact Attendant. This action will

result in the Impact Attendant program becoming active on your computer’s desktop. Alternately, your
installer may have placed a Impact Attendant Icon on your desktop that you can click to start the
program running.

Regardless of how you start Impact Attendant, once it is running, the computer’s desktop presents
Impact Attendant’s main control window, shown below, for your use.

& Impact Attendant (Field Trial) 1.0
File Call Options Programming  Help

H| == | =] %[%[%] ][]« =56 t)= galf=]
‘® Ed Tutwiler <106 :I |Runningfor: 42 mins
B CallHistory [Calls In: 871 Out 96 Inside: 381
|On Phone 47 of 206 (22%4)
|Parked Calls:0
=
All Phones | Active CaIISI Lines | Trackers TechFubs |
Mame | Phonel State| Call Start| Calls |Avg Calll Calls Time| Msg |
| Ed Tutwiler 106 10 00:00.29  00:04.50 Mo
& Kewvin Elliot 105 9 0o:00.11  00:01.40 Mo
/| el Redman 108 3 00:01.14  00:03.43 MNa
& Steve J LaRose 117 2 00:0012  00:00.25 Yes
13:59.69 Date is 11703 1:59 P
=
Caomdial Enterprise Systems | | Iute | Headset | (=T [y | Silent |Alternate | [ight | 2:37 P
menu.cdr
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Understanding Some Special Terms

There are a few specialized terms sprinkled through this publication. The following list defines a few of
the more common terms that you may encounter.

Answer

Both

Conference

I.D.

Overflow

Page
Park
Pick
Release

Serial Transfer

Split

Silent

Tap

answering the currently ringing call

establishing a conference between Impact Attendant, the current call, and the last
call put on hold

joining stations together on a call—conference capacity can be as large as
permitted by the communications system

text attached to calls so that you can remember its details if call returns to you

incoming calls that the system directs to an overflow attendant during peak
activity. These calls ring at both stations simultaneously

making general announcements using system telephones as paging devices
placing or picking up calls from any of 90 park orbits

answering calls that ring at any other extension

another term for hanging up on a call

call being transferred through a series of stations—useful if a caller wants to talk
to several stations during the course of a call

switching between the current call and the last call on hold—the previously active
call goes on hold

stops the attendant station from ringing—silenced calls are still answerable and
this condition is canceled when the next call rings

retrieving the last call that was placed on hold, transferred, or parked
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Detailing The Impact Attendant View

The main Impact Attendant display window provides an overview of the activity on the digital
communications system.

Task Menus Tool Bar

& lmpact Attendant | Fedd Dnal) 168

B Yew Coll Cptoms Pegomeng  Bepots  Hep

B=|=]=] %] ofo] ] =lm|s] o |=ima] #]s) =
| B Tubstier <100 d Fawwars kv 10 e

Collii in 128 Cabs Caat 53

raxie Calr 1

O Fross SRl 21001545
J Farhed Calls- 7

B PTemas | Acws Colly | Lies | Trscken | vites Frodumon | Teowwub |

=]
) g [

Denad Cowi Dooirres Ky CaaR1 [ NLEH Co0A] R4 (] _l:l i) Dwir Thadiad
Chspeans J
i T B OF @ § T @
Dy = A g el T e Fad Todeilsy I ki v L E pr:Lucws Fin CAGamchy
BT = ‘Wrnbas TH
i = = = 7 Ty = =
Febml o Sl Fas FOOLib snon  Frank Crum my Le s
=ar ;I
Ciormteal Endapinii 14w |
menu?2.cdr
Station Status Icons Selection Tabs

Locating The Task Menus

The task menus drop down as you click on them to provide commands that you can select. Some of the
task menu actions are unique while others duplicate actions such as clicking a tool from the tool bar or
clicking directly on a station selection.

Locating The Tool Bar

As with the task menus, the tool bar buttons provide commands that activate as you click on
them—some unique and some duplicating actions that you can do with different techniques. The tools
identify their actions as you move the cursor across them.
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Describing The Station Status Icons

The icons indicate the operation of the stations. You can click one of the buttons from the tool bar to
show the icons in small or large format. Icon definitions are as detailed in the following table:

. Handset Icon

Telephone Operation State Telephone Icon Color Color and Position
On Hook Black Black
Do Not Disturb Black with red slashed circle Black
Off Hook Black Black—lifted over telephone Icon
Calling Black Yellow-lifted over telephone Ica
Ringing Dark Blue Light Blue
Connected Green Green-lifted over telephone Ic
Message Waiting Black with red light showing Black
On Hold Black Red-lifted over telephone Icon
Out Of Service Gray Gray

Explaining The Selection Tabs

on

The different tabs on the main screen allow you to view different selections of stations. The names and
stations shown in the checklist are the names entered by the installers as they program the digital
communications system. The following table details the selection categories:

Tab Category

Selection

ating

All Phones Shows all system stations and their current operation state
Shows all system stations that are assigned Tracker Pagers and their oper
Trackers
status
Active Calls Shows all system stations currently on a call
Lines Shows all system stations currently on outside lines

Personal Groups

Shows system stations that you have grouped together using the
OptionsGroups task menu or the Set Config Options tool.
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Detailing the Call Display Windows

This paragraph describes how Impact Attendant For Windows presents calls for your viewing.

Active Calls Display

Current Calls Display Status Display

& lrwpaeci Altendant (Feelil Trisl) 1.7

Bl iew Coil\ Dpoor  Progismsesg Bapods  Hudg
i e . T 0 T e R G N =
= TR =] Fursingiec m
Cunlin brv 2B Cally Dud 700
reskde CaBy 166
Ciri Fteanm 41 of 207 (15%]
¥ Frrbust Calla 2
Al Paones | At Col | Lins | Tickos | oo Prodacsos el Pt |
Hars | Ftaome | Siwie | ol S | cabs | sun Cot | Coty Tive | g
B Ed Duberkn 1 1 Mo
B K Thar 105 y oI v EENET Mo
W b Faedeanedd 108 1 Mo
B Skrow LaPasa 117 1 s W00E  pe
Cravaiad Evpapeise Sywigmn TP

menu3.cdr
Station and Lines Display
Current Calls Display Window

The current calls display shows all calls associated with the attendant position and presents the
following items:

- all current calls, both active and on hold,

» the line or extension that a call is on, and whether the call is alerting, connected, on hold,
conferenced, and so forth.

You can highlight the call to be connected when you press the Answer key (if several calls are ringing at
once—for example incoming lines and calls recalling from hold or park, (you may change the focus to
highlight one of the other calls).

Call History

The Current Calls Display Window includes a call history log that contains a detailed listing of the calls
that you have made. Double-click on this call history log to open it for viewing. You can recall any calls
that are showing on the log by double-clicking on that line item.
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Active Call Display Window

The active call display window is a display that shows the currently active call. The call display window
is always visible when the Impact Attendant software is active. You cannot re-size the window to hide
the identity of the call. The call display window shows these following details:

- the line or extension the call is on, and whether the call is ringing, connected, on hold,
conferenced, and so forth,

« any line greeting or call ID tag set by you using th®gramming[iGreeting task menu.

Stations and Lines Display Window

The stations and lines display window shows the operating status of the system’s lines and stations. You
can switch the view to show all the lines, all the stations or a subset of these items that you define with
the OptionsCIGroups task menu or the Group tool. The stations and lines display window is always

visible when the Impact Attendant software is active. The display is scrollable whenever there are too
many stations to be displayed at once. The stations and lines display window shows the following items:

« the extension and display name for the stations and the line name and number for lines,

« icons of different colors and different handset positioning to differentiate between the station
operating states.

NOTE: If the installer adds stations to the system or changes the intercom information (other
than via Impact Attendant), those updates are reflected by the call display windows only
after the system periodic refreshes the database through wideopen.office or after
someone restarts the Impact Attendant software.

If you place the cursor over the telephone or line icon, the display shows additional information.

Status Display Window

The status display window details the following information:
- the number of calls active in the system and the number of stations being monitored,
- the number of calls placed into Park Orbits by anyone on the system,

- amount of time the program has been running.

Introducing Impact Attendant 1-7
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Setting The System Configurations

The configuration settings that are available from the Options task menu allow you to enter your station
extension and customize several systems setting.

Configuration x|
“our Phone Number

Canceal |

Murnber to dial for outside calls

F
ACDDYAT =147 :I
ACDDWAL «148
Allen conf. x5178 Ja
Allen Hoower x107
Allen Hughes x178 v Poptotop on incorming call
Allison Purvance <239

™ Pop Group for Angwered call

Ang I1ST %243 ; _
Angel Gonzalez CTPx792 ¥ Hide when done with call
Angel Gonzalez x266 ¥ Beepwhen popping up
Anne Ford x116

April Owens x195 :

Audra Book x194 ~| T Auditlog

™ Debug Mode

config.cdr
Attendant’s Telephone Number
This entry allows you to enter the attendant station’s extension number. The number that you enter here
is the one that you will use when you call system stations.
Pop To Top On Incoming Call

When you check this option, the Impact Attendant application automatically comes to the top on your
display screen whenever you receive a call at the attendant station. This action allows the attendant
software to run in the background until the system receives a call. Upon receipt of a call, Impact
Attendant activates as the main display thus letting you respond to the call.

Pop Group For Answered Call

When you check this option, the Impact Attendant application automatically brings the caller’s user
group to the top on your display screen whenever you answer a call at the attendant station.

Hide When Done With Call

When you check this option, the Impact Attendant application automatically returns the caller’s user
group to the background on your display screen when you are finished with a call.

Beep When Popping Up

When you check this option, the computer sounds an audible signal whenever the Impact Attendant
application comes to the top of your display screen.
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Audit Log

When you check this entry, the Impact Attendant software keeps an audit file of all call activity. This
file gives the duration of the calls and identifies the call parties. With Audit Log checked, the Reports
menu command lets you view the call activity.

Debug Mode

Should problems occur during Impact Attendant operation, the installer can use this debug mode to find
a solution. Do not use this feature during normal operation as the software runs slower while it is active.

Using The Attendant’s Keyboard Interface

The PC keyboard provides you with keyboard access to the more frequently used Impact Attendant
functions. Many attendants find using the keyboard keys to be faster that moving the computer mouse
and clicking on the functions that they need.

From almost every menu, you can type a system user’s name and automatically highlight the icon
associated with their telephone.

Function Keys

F1 =Help F8 = Conference
F2 = Mute On/Off F9 = Zone Page
F3 = Headset On/Off SHIFT F9 = Track

F4 = Overflow On/Off F10 = Pickup Call At Another Station
F5 =1D (tag a call with text F11 = Park/Retrieve

F6 = Split F12 = Take Message
SHIFT F6 = Both SHIFT F12 = Enter Voice Mail
F7 = Serial Transfer Transfer Active Call To Voice Mail
s A

;
\ keyboard.cdr
Accent (') Minus (-) Plus (+) \
Silences Holds A Call Hangs Up Calls
The Ringer Enter
Decimal (.) Answers Calls
Transfer Calls Shift-Enter

Sends TAP Signal

Introducing Impact Attendant 1-9



GCA70-355

Impact Attendant For Windows, User's Guide

Using The Attendant’'s Computer

Mouse Interface

You can use the computer mouse to effect many of the same actions that are available from the
keyboard. The following chart provides the computer mouse details.

Mouse Action In Current Calls Window

Definition Of Action

Double click on a station selection with a ringing
call

’Answers the call

Double click on a station selection with a held c

all Retrieves the call

Double clicknew trackdine

Shows a history of all Tracker calls to the attend
station Pager

Click a station selection with an active call and
drag it to another station location

Transfers the call to the new station location (N¢
you cannot transfer a conference call.)

Click your station selection when a call is ringin
and drag it to another station

I Transfers the ringing to the other station.

Double-click theNotesline

Shows history of messages sent by other Comd
applications.

Mouse Action In Phones Window

Definition Of Action

Click and drag a station selection from the Phon
Window to the Calls Window

bEakes a call to the dragged station (If the attenc
station is active on a call, that call goes on hold.

Double click a station selection

Makes a call to clicked-on station

Click and drag a station selection from the Phor
Window and drop over an active call in the Calls
Window

\ﬁgins the dragged station in the active call
’(conference call)

Click and drag a telephone number from a
Microrsoft- WordD, Excel” or Acces§ program
onto the Attendant screen.

Microsoft, Word, Excel, and Access are trademarked terms of Microsoft

Corporation, Redmond WA.

Causse the system to dial that number.
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Using Impact Attendant

This section is broken down into two parts. The first part is basic call handling and the second part is
special purpose attendant features that you can perform with the Impact Attendant software.

Using Impact Attendant To Handle Calls

Answering Calls

You can answer calls that ring at your station and at other stations in the system.

Answering Calls Ringing At Your Station

To answer calls ringing at your attendant telephone, you have several different methods available for
your use. These methods are listed below:

press the Answer key (Enter key) on the keyboard,

click the Answer button on the toolbar,

right-click the call you wish to answer and select answer from the dialog box,
use the Call task menu and select Answer,

press Alt-C then press A.

NOTE: The system automatically places a currently active call at your station on hold when you
answer a new call.

Answering Calls Ringing At Other Stations

To answer both intercom and outside line calls that are ringing at other stations in the system, use any of
the several methods detailed below:

highlight the call you wish to answer, and press the Pick key (F10 key) or the Enter key,
right-click the call you wish to answer and select answer from the dialog box,

click and drag the ringing call from the Stations Display to the Current Calls display.
double click the ringing telephone icon.
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Holding Calls

Use one of the following methods to place the current active call on hold.
— press the Hold/Retrieve key ( minus key),
— click the Hold/Retrieve button on the toolbar,
— right-click the call you wish to hold and select hold from the dialog box,
— use the Call task menu and select Hold,
— press Alt-C then press H.

Retrieving Held Calls

To retrieve a call from hold, highlight the call to select it and then use one of the methods listed below to
retrieve the call:.

— press the Hold/Retrieve key ( minus key),

— click the Hold/Retrieve button on the toolbar

— right-click the call you wish to take off hold and select retrieve from the dialog box,
— use the Call task menu entry and select Retrieve,

— press Alt-C then press R.

Using The Split Feature

Use the split feature to toggle between two held calls thus making first one call then the other the active
call.

To use the split feature,

— press Split key ( F6 key ) to replace the currently active call with the call that is on
hold—press F6 again, to reverse the locations of the calls.

Parking And Retrieving Parked Calls

The park orbit display shows parked stations and who parked them. If you retrieve a parked call while
you have an active call, that active call automatically goes on hold. The system selects the first available
park orbit for use when you park a call; however, you can select any available park orbit if you wish.
When you retrieve a parked call, the system chooses the first call that you can retrieve.

— To park a call in orbit, press the Park key (F11 key)
to open the Park and Retrieve dialog box.
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Transferring Calls

It is possible to transfer a current active call to another system station in either a supervised or
unsupervised manner. (With a supervised transfer, you remain on line to announce the transferred call
to the new station. With an unsupervised transfer, you hang up as soon as you exercise the transfer.)

Using the Transfer dialog box from the Call task menu you can create transfer arrangements by selecting
numbers from the overall list, different groups, or a personal directory. The dialog shows which system
stations are busy so that before you call someone you can determine whether he or she can answer your
call. Transfer calls by employing one of the several methods listed below:

— press the Transfer key (Decimal key) on the keyboard,
— click the Transfer button on the toolbar,

— click and drag the ringing call from the Current Calls Display to the selected station in the
Station and Lines display.

— use the Call task menu and select Transfer,
— press Alt-C then press T.

Using Serial Transfer

This transfer feature lets you specify three personal intercom numbers to which your currently active
call can be sequentially transferred (that is: the call goes to the first station, and when that user hangs up
the call goes to the second station, and so forth). In arranging the serial transfer, you can select the
numbers using the listbox or you can type the numbers. You can also select groups that you have
previously defined to make it easier to find the transfer recipients.
— To arrange a serial transfer, press the Serial key ( F7 key )
to open the serial transfer dialog box.

Making Voice Mail Transfers

You can transfer calls directly to voice mail boxes. While Impact Attendant selects a voice mail box for
use, you use the dialog box to select numbers from the overall list, different groups, or a personal
directory. Use either of two methods, shown below, to make a voice mail transfer:

— use the Voice Mail key (SHIFT F12 key) on the keyboard,
— click the Voice Mail button on the toolbar.

Paging Other Stations

Issue paging announcements through any paging method that is available at the system installation. Do
this by lifting the handset on your attendant station and using either of the following actions:

— press the Page key ( F9 key) to open the Page Zone dialog box,
— click the Page button on the toolbar.
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Conferencing Calls

Impact Attendant lets you establish either supervised or unsupervised conference calls between your
attendant station and other system stations. (With a supervised conference, you remain in the
conference, and with an unsupervised conference you drop out of the conference.)

Using the Conference dialog box from the Call task menu, create conference arrangements by selecting
numbers from the overall list, different groups, or a personal directory.

The dialog shows which system stations are busy so that you can determine whether he or she can
answer your call. Use one of the following methods to set up a conference call:

— press the Conference key (F8 key) on the keyboard,
— click the Conference button on the toolbar,

— click and drag the station that you want in the conference from the Stations and Lines
Display to the Calls Display—repeat for additional stations,

— use the Call task menu entry and select Conference,
— press Alt-C then press C.

Using The Both Feature

The both feature allows you to quickly establish a conference between a call that you have previously
placed on hold and the call that is now currently active at your station. If there is no currently active call,
this feature will pick up the held call and make it active.

To activate the Both feature,
— press and hold SHIFT then press the F6 key.

Taking Messages

Take messages from callers and type these messages in the Take A Message dialog box. You can then
print these messages so that you have a paper copy.

When you print the messages, you can select which messages to print or print them all if you wish.
When you send a message to someone, click on the recipient’s name from the directory list to place this
name in themessage tbox; and type your name or the message originator's name into¢issage

frombox. The software keeps a list of recently used messages and recently used originators so that you
can recall this information if needed.

There are two different methods that you can use to open the Take A Message dialog box:
— use the Message key (F12 key) on the keyboard,
— click the Take a Message button on the toolbar.
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Dialing Calls

From your attendant station, use either extension number or station name to call other stations. There are
several ways that you can use Impact Attendant to dial a call. You can click and drag selected stations to
the current calls display on the Call Displays window or you can use several techniques that bring up the
Select a Number dialog box.

The Select a Number dialog lets you select numbers for dialing from the local directory, your personal
directory, or any special station groups. Click a number or name in the selected directory or group to
place the selection in theelect who to calarea. Use any of the following methods to dial a call:

— click the Dial button on the toolbar,

— click and drag the telephone you want to call from the Stations and Lines Display to the Calls
Display,

— use the Call task menu and select Dial,

— press Alt-C followed by D.

Sending Secure Off-Hook Voice Announce Messages

Impact Attendant lets you send secure off-hook voice announce (SOHVA) messages to other stations
within the system. SOHVA messages only operate if the other stations are capable of using SOHVA,
and if their users do not have the voice announce block feature turn on.

To send a SOHVA message,
— click the SOHVA key on the toolbar.

Hanging Up Calls

Disconnect your calls or any other calls in the system with this feature. When you activate this feature,
the software prompts you for verification before it will take action. There are several methods to use in
activating this feature as detailed below:

To hang up calls at your attendant station,

— press the Hang-up key (plus key) on the keyboard,
— click the Hang-up button on the toolbar,

— use the Call task menu and select Hang-up,

— press Alt-C and then press U.

To hang up calls at any system station,

— right-click the call you wish to end and select hang-up from the dialog box.
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Forwarding Calls

Use Impact Attendant to forward calls that normally ring at one system station to another system station
of your choice. The call forwarding feature permits you to choose one of the following several
capabilities:

« Always Forwardo allow call forwarding for every call that the system routes to the station;

- Forward Ring No Answer to allow call forwarding for just the calls that ring at the station and
receive no answer;

« No Forwarding(the default setting) to disable the call forwarding feature. You can exercise the
call forwarding feature for your station as well as for any other station in the system.

To choose call forwarding, use either of the several methods listed below:
— use the Call task menu and select Forward,
— press ALT-C and then press F,
— right click the telephone icon of the system station to be forwarded.

These actions open th®rward Phonedialog box from which you pick the station to receive the
forwarded calls and the type of forwarding capability that you require.

Forward Phone E3
Ed_ Tutwiler is forwarded to verb 7 x230 Always Forward Ma Fanwarding
(Fing No Answer)
ILinda Sandford x176 ;I Forward Mo Answer Cancel
B’ |ackie Dettars 175 June Maupin <556 ﬂ'Lee Daws x133 I’ DM
& Jean Dixon <168 & Karen Cooperx123 ! x176 =® el Fer
Jeft Claman x161 & Karen Reid x150 meu:u:ud Smlth >:159 I hdezhdd
& leff Dekdastus x173 & Farl Bolden x139 | LoisF x181 |’ tichael
I’ Jeff IST x234 Katherin Cwerdan xB46 & Lucille Foindexter«174 b Pk Al
& |ohn Baird CTF =730 I Kewin Elliot 105 | Lyndell Bush CTF x7596 hdike Br
B John Baird x541 & Kewin bustain x198 B’ Lyndell Rush x246 & tike Fe
&= John Whyant x160 | SCOUT =245 |’ Mark Phillips =252 rilt =tar
& Jonnie Turner x50 ;e Lanny Stacy «134 | bary AnnWWalsh x334 o hlt Splk
Joze Romero x146 &’ Larry Mezzonix114 | MASTER CHAMMEL x149 SR WK T cor
2 udy Dalton <553 Larry Spivey x138 |’ MASTEREZ x300 Mancy |
= ulie Millerx180 & L av'erne Rogers x115 & hMBmdm  «hE7E Marncy b
Kl il
fwd.cdr

2—-6 Using Impact Attendant



Impact Attendant For Windows, User's Guide GCA70-355

Using Special Purpose Impact Attendant Features

Selecting The Attendant Position Operating Mode

Alternate Attendant

When you select the alternate attendant mode, calls that the system normally direct to your station are
sent to the station that serves as the alternate attendant. This station can be any that the installer chooses
through system programming. You can toggle the choice back and forth between your station and the
alternate attendant station. To choose the alternate attendant, you can use one of the two methods
detailed below:

— use the Options task menu and select Alternate,
— press Alt-O and then press A.

Overflow Attendant

When you select the overflow attendant mode, the system directs incoming calls to both your station and
another system station that the installer has programmed to be the overflow attendant. You can toggle
the overflow attendant on and off as needed. The status of the Overflow setting is shown at the bottom
of the screen.

To turn on the overflow attendant,
— press the Overflow key ( F4 key)—press F4 again to turn the feature off.
Night Mode

When your attendant station is in the night mode, calls normally directed to it will ring elsewhere. The
status of the night mode setting is shown at the bottom of the screen.

There are two ways to switch between night and normal modes:
— use the Options task menu and select Night,
— press Alt-O then press N.
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Selecting The Attendant Station Operating Conditions

Silent

The Silent key lets you turn off the ringer at your attendant station for the currently ringing call. The
ringer will operate normally during the next call.

To silence the ringer,
— press the Silent key (Accent key) on the keyboard.

Do Not Disturb

Place system stations in the do not disturb mode from your attendant station whenever necessary. When
a telephone is in do not disturb mode, the display shows the telephone icon for the station with a slashed
red circle superimposed over it.

To place a station in the do not disturb mode,

— right-click the selected station’s telephone icon, and select Do Not Disturb from the dialog
box—repeat this action to remove the condition.

To place your attendant station in do not disturb,
— use the Call task menu and select Do Not Disturb.
Muting Your Telephone

Mute voice transmission at your station if you wish. The status of the mute feature is shown at the
bottom on the screen.

To toggle the mute condition either on or off at your station,
— press the Mute key (F2 key) on the keyboard.
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Arranging Your Telephone For Headset Operation

Operate your attendant station with a headset if you wish. See your installer for headset installation
details. Headset operation requires that you press the Headset key. The status line at the bottom of the
screen details whether your station is in the headset or Handset operating mode.

To toggle between headset and handset operation at your station,
— press the Headset key (F3 key) on the keyboard.

Adjusting The Volume Control

Adjust the audio level of handset, the speaker, the ringer, and the music outputs for your attendant
station as needed. You have the choice of two different methods for doing this as explained below:

— use the Programming task menu and select Volume,
— press Alt-P then press V.

Either action opens the Phone Volume dialog box. From this box, click on the slider bars and drag them
to the loudness settings that you desire. Once you adjust the settings, click the OK button to accept them.

Tagging A Call

Tag a call with text that you create. Impact Attendant displays this tag whenever the call is viewable.
This call tagging feature is useful to identify calls that have returned to your attendant station as a result
of a transfer or hold recall. You can change or edit the call tag by repeating the action.

To tag a call you can take either of the following actions:
— press the ID key (F5 key) on the keyboard,
— click the Call Tag button on the tool bar.
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Creating Line Or DID/DNIS Greetings

Create text strings and associate them with specific lines. A line call that is ringing on your attendant
station will cause the associated text string to be displayed. This text string serves you as a prompt at
what to say when you answer a specific line and gives you a hint as to which line is ringing.

To create a line greeting, use one of the following methods to open the Greetings dialog box:

— use the Programming task menu and select Greetings,

— press Alt-P then press G.
From the Greetings dialog box, click on the line for which you wish to create a greeting; type the
greeting in the entry window; and click the OK button to accept your entry.

Creating Personal Groups

Many systems have enough stations that there are more than one attendant. By creating personal groups,
you and other attendants can view local groups of people as well as other attendant’s groups. Each
defined group gets a tab in the main display. Selecting a particular tab causes only the telephones in that
group to be displayed. You can only create and edit your personal groups with this feature; however, the
other tabbed groups are permanent—you cannot edit them.

There are several methods available for creating personal groups. These methods all open the Group
Definition dialog box and are as follows:

— click the Groups button on the toolbar,
— use the Options task menu and select Groups,

— press Alt-O and then press G.
From the Group Definition dialog, click the New button to create a new group. This action opens a New
Group entry window where you can type the new group’s name in the blank line. After you do this, click
the OK button to accept the name then click on the names that you wish to add to the group. Once you
have finished, click the OK button to accept your action.

To rename an existing group from the Group Definition dialog box, click on the Rename button, and to
delete a group, click the Delete button. Clicking the OK button accepts these actions.
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Entering The System Speed Dial Numbers

Program system speed dial numbers from the attendant position. Program speed dial numbers from the
Edit Speed Dial dialog box that you open in either one of the two ways detailed below:

— use the Programming task menu and select Speed Dials,
— press Alt-P the press P.

From the Edit Speed Dials dialog, click on the speed dial item number, then type the speed dial
information in the entry windows. In the Type window, enter the route selection (for example, line,
intercom, and so forth). In the Prefix window, enter the route selection number (for example, enter 4 for
line 4) In the Number window, enter the dialing code. Repeat this action until you have entered
everything that you wish to enter then click the OK button to accept your entries.

Setting The System Time and Date

Set the time and date for the digital communications system from the Impact Attendant software. There
are two methods for doing this. These methods are described below:

— use the Programming task menu entry and select Time,

— press Alt-P then press sincerely.
Either method opens the set Date and Time dialog box. From this box, click open the selections for the
particular items that you want to change, choose the new settings, and click the OK button to accept the
new settings.

Modifying The Directory

Change station names within the system. Any changes that you make here are changed on all attendant
positions. All occurrences of the names are replaced by the changes that you make here. This is useful
when a guest is using someone’s office. This action also changes the names for the stations within the
system and affects the name on the telephone’s LCD and the name that shows when users intercom each
other. You can modify the directory in one of the two ways that are shown below:

— use the Programming task menu and select Directory,

— press Alt-P then press D.
Either action opens the Directory dialog box. From this dialog, locate and click on the directory entry
that you wish to edit. This action places the entry in the edit window where you can make the necessary
changes. Repeat this exercise as needed with other directory entries, and when you are finished, click the
OK button to accept the changes.
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Making A Personal Directory

Impact Attendant permits you to build and maintain a personal directory that contains calling
information that is personal to your needs. Open the Personal Directory dialog window to build or edit
your personal directory in one of two ways.

— use the Programming task menu and select Personal Directory,

— press Alt-C then press P.
From the open Personal Directory dialog,

— Click the New button, and type information in the entry windows.
— Click the New button to add the entered information to the directory.
— Repeat this action until the directory is complete, and click OK to accept the entries.

Sending Attendant Messages

Write messages on a station’s display, light a station’s message waiting indicator, or take both actions at
the same time. Further, choose the type of response that you want to receive from a station user after he
or she reads the message. These response choices indndeies/ng or take message or hald

In addition to sending messages to stations for display, you can send messages to other PC attendant
positions on the system, and receive on your screen a reply from that attendant.

The software provides several methods for opening the Message dialog box. Choose a method from the
following list:

— use the Options task menu and select Message,
— press Alt-O and type M,

— position the cursor over the desired station and click the right-hand button on the computer
mouse.

Text Message I

Message to Ed Tutwiler Q.

Will you attend the Milestone meeting Tuesday Marning?|

Cancel

Fhone
& Dusty Garwood x128 PRYE o Tutwiller <1 06 & Erin O'Grady x530
®EATT [/ MNat Acctw22? &’ Eddie WWimbish =493 @ Ethel Alexander x354
B, Ecl Albertson x141 & Eric Lucas CTFx795 | Fax] =209
& Ed Spitler =301 IR Ericlucasx118 | FAXT xbEB
Kl _ 2
Choose a response: [© Sethessage Waiting Indicator
 Mone
& Yas arho V¥ Write message on phone LCD
" Take Msg ar Hold [ Send message to CTl app

tx_msg.cdr
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Using The Tracker Pager

Track anyone who has a Comdial pager if the installer has connected the Comdial QuikTrak server
product to your communications system. You have a choice of how you send the track message.

« Send the tracker message as soon as you prepare it by clicking the Track button.

« Schedule a later time for Impact Attendant to send the tracker message by:
— clicking the Schedule Track button,
— entering the time for the track to occur in the Schedule Track menu,
- clicking OK.

Should someone track you, read the tracker message like an e-mail message by selecting the New
Tracks entry on the Current Calls window. You view past tracks by double-clicking the Track line
within the current calls list.

Impact Attendant provides several different methods for opening the tracker window. Choose a method
to use from the following list:

— use the Tracker key

(SHIFT F9) on the

keyboard’ To ILaRDSE,Steve11? From IEdT. ty  Track |
— click the Tracker — f===e poe |

Steve, call H440.
button on the Erase Message |
toolbar, Gowps.. |
— right-click the
name of the person e : _
. tHR File 1y Jones.John & Kratzel Peter 131 1y Lewis.Ed ¥ bdartin
on the Stations and |t Hudgins, Janst 1ty Joyce 4y Krise,Jim & Lindsey Bill 110 ¢ Martin
. . = Huffstutler.Rob 140 Ty Katsman,Larry ty Lackey. Jeff Ty Liu, Jiawei & Mathe
Lines display that & HughesAlen178 4 Kautiman Bl 3 LaFleur Wayne 4 Loftin Ken & Maupi
. %15 Comp R’ kel Daonna 177 & Lucas,Eric118 tybAc G
you wish to track ty JarrellBrenda 1% Khuu,Canh 1 Macurdy.Kris trbdcDa
1% Johnstone Keith 14 Kirkryy,Rhonda 4 bdain, David ty tAcDa
and SeleCt Pager' 1% Jones, Conrad kratzel SCFeter 251 @ Leslie Gary 261 18 Mandell Kim &= Do
— use the Options Kl I 2l
task menu and |
select TraCk, track.cdr
— press Alt-O then
press T. Schedule Track [ x|
Enterwhen wou want the track to
happen

Cancel |

lapr xlfes xll1ess =] [3PM =)oz =]

Current Date/Time  Apr/23/1995 3:03 Phd

trackl.cdr
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Usin_g The Dia_gnostics

The Impact Attendant system disk contains a separate program (the CstaSpy program) that you can use
to view and log all call events and message traffic that occurs at your attendant station.

To enter this diagnostics program, frdtart, selectPrograms, Impact Attendant, CstaSpy. This
action opens the following display window from which you can review the attendant station actions.

E CstaS for Wideopen.Office I [_ O] x]

eventClass: WO_CONFIRMATION_CLASS (1001) ﬂ
eventType: WO_STATUS (21)

status:  App Login (5)

info_length: 64

Pause

sess 20

reasan: Narmal (0} Clear
appname: Csta_Spy

loginlD: etutwiler Eind

10:28.57; From serverto session 17

acsHandle 0

eventClass: WO_CONFIRMATION_CLASS (1001)
eventType: WO_STATUS (21)

=TO
=
==

Sessions

status:  App Login (5) ™ \Write ta File
info_length: &4 B i
sess: 20 -
reasan; Mormal (07
appname: Csta_Spy %

laginlD: etutwiler

b

[3watched msgs 0 msgs/sec [3total msgs 0msgs/sec

csta_spy.cdr
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