UNITY AGENT




Unity Agent USER GUIDE

Momentum Telecom, Inc. © 2023. All Rights Reserved.

The Momentum Telecom name, logos, and the names and marks associated with Momentum products are
registered trademarks and/or service marks of Momentum Telecom in the United States and other
countries. All other trademarks, brands, and ownership thereto that are mentioned here are hereby
acknowledged.

Momentum Telecom reserves the right to make changes to or update documentation to provide additional
information when needed, at any time, without prior notice.

The contents of this document are intended to assist customers and partners of Momentum Telecom on an
individual basis. All contents are considered proprietary. No part of this document may be reproduced,
translated, or transmitted in any form or by any means for any purpose, without the express written
permission of:

Corporate Training Dept - Momentum Telecom, Inc. 1 Concourse ParkwayNE | Suite 600 | Atlanta, GA 30328

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

A L] (oo o TSRS RPP P 7
[ a1 oo [ e (o] o BTSSP OPPPPPPPPTN 7
F o To 10 A Ty Y T=Y o PR PPPPPPRRR 8
Standard VS ENerpriSE FEATUINES ... ... i oottt et e e et e e e et e e e e neeee e e e e e e e anneee e e nneeeeanneeeaannneeaans 8
Y] (T I oo (U =10 0= oL U PRPPPRP 9

e [ A d O A= To TV 1= 41T £ R 9
INEEINIET & FITEWAL...........eeeeeeeee ettt ettt 9
BroadWorks PIatform REQUITEIMENES .............ooaa ettt ettt e e e e et e e e e e s reee s 9
BroadWorks License and Service REQUIFEMENLS ..............cccooeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 9

2. INItIAI ACCESS/SEIUP -ttt ettt e et e ettt e e e e e e ettt e e e e e e e e e e et e e e e e e e e e nnrateaeaeeeeaannnees 11
(071 @71 o1 (=1 gl W o o T B =1 =1 SR TSS PP PERRP 11
Set Call Center Login Default PaSSWOIG. ... e ittt e e e e et e e e st e e e e mee e e e e neeeeaanneeeeaannneeeanneeas 12
Set a Pre-Configured TeMPIATE ... ...ttt e e e e e ettt e e e e e e e ettt e e e e e e e nneteeeeaeeeannnnnees 12
Set Manual and AULO UPAAtES ..ottt e et e e et e e e e e e e e e e neee e e nneeeaenneeeaannneeeaannneeeanneean 13
Set ROIDACK AVAIGDIE ...ttt e e e ettt e e e e e ettt e e e e e e e st b et eeeeeeeansaneeeeeeeeannnnnns 13

3. Working in Unity Agent .. ..o 14
UNIEY FEATUES. ... ettt et e et e e ettt e e e s bt e e e e st e e e e sae e e e e abe e e e e ane e e e esnneeeeannneeeas 14

TOOIDA ... 14
ACD SEAEE BUITONS. ..ottt e oo ettt e e e e e sttt e e e e ettt e e e e e ettt e e e e e e et aaa e e e 15
(O O] o) K RSN 15
PEISONGAI WAIIDOGIT .......cooeeeeeeeeee ettt ettt e e e ettt e e e e e ettt e e e e e sttt e e e e e e sssneeee s 15
Y Yor A =R OF 1| To [0 S 16
BuUSy Lamp Field (CONTACES) ......ccoeeeeeeeeeeeeee ettt 17
[T = T = o o N I o] o PSP PPPPPPPPPINt 17
L7 |8 1o o 3 17

F Y o= gL (o] aT=Te B @ | TR UPRPRN 18
V][ =T 4= T PR PPRPRN 18
YRS LU PSP OUPPPPPRRI 18
AVAIIDIE: TN OFfiCE ..ottt e e e e ettt e e e e e e e e tb e et eee e e e e ntbeeeeaee e e e ntaneeeaeeeeanntbanreaaeeeanna 19
AVAIIADIE: QUL OF OFfiCE ..uuiiiiiiiiiiiiiiiie ettt e e e e ettt e e e e e e s bt et e e e e e e sasbeaeeeeeeesasasseeaeeessanssnnaeaeeeesnnnes 19

2 101 PO PP TS PTUPPPPR 19

L =N Z= = o) [PPSR 19

[ To T\ [ g I (34 o PSPPSR 19

(O 1| I oY= o [N A= PSSR 19
=T 0010] (ST @31 SO EUR TSR 20
HOTEIING GUEST ...ttt ettt ottt e oo a bt e ookt e e sttt e oo a bt e e ekttt e e st et e e eabe e e e abbeeenae 20
INSEANE MESSAGING ...ttt ettt ettt ettt 20
L8 a1 Y 1T o] F= YA @ o] (T 1SRRI 21
RESIZE ... 21
Maximize and MINIMUZE .............ooo e 21
Access Unity Agent from the System Tray/TASKDAI .............cuueeeeieiieeei et e e e e e e s ssaaeae e e 21
(O 1 AN (o1 o= 11 (0] ¢ KPR 21
BrOWSEr SCre@N-POPS ... 22
SKINS .ttt s 22

N C T a1 = N [T oL A =T TP 22
ReSIZE the CUITENt Call LISt ... .. .ottt et e e et e e et e e e et e e e e ne e e e e nneeeeanneeeeannneeeaannneeaans 22
VS 1= (1= PRSP PERRRP 22
= Tq =T 1= I - 1 SRRSO 23

L =L T O R 23
[ E= | I = U1 (o o SRR 23
From COontacts Panel ....... ..ottt oo oottt e e e e e oot ettt e e e e e e e e b et ee e e e e e e naneeeaae e e e nanneeaaaann 23

Drag @nd DIOP DIHING ..............eeeeeeeeeeeeeeee ettt oottt oottt ettt e e e e et e e e e e e 23
Make @ Call 10 @ USEI OF NUMIDET........oiiiiiiiiieei ettt e e e ettt e e e e e e et e e e e e e e e st b s e eeeeeeeeaasssseeaeeeseensssnanaeeeaan 23

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

BN =10 (T = W OF= 1 (o T T L= TN 23
Make a Call to @ Call CEeNTEN QUEBUE ..........eueeee et e e e e e e e e e e e e e e e e e e e e e e e e e e eeeaa e e e eeeeesaannnns 24
Transfer a Call to @ Call Center QUEUE .............e oot e e e e e e e e e e e e e e e e e eeta e e e e eeeenaaan 24
7= a Lo R (Yo Te7=T o o F= 1 USSP ORR 24
(02211 I @070 (o] £SO 24
Dial from the CHPDOAIA ... ..ottt ookt e ettt e e e et e e ettt e et e e e eab et e e abbeeenaa 24
WYX= = T O || 24
L Lo = I O 24
Handle MUItDIE CallS ................cooooeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 25
J e 2= 25
N o Lo O 1/ (o TR o) [o1=T 1 = 25
Retrieve VOICEMAII MESSAGES .......coooo ettt oottt e e oo ettt e e e e e et e e e e e s 25
L= TS (=T 0= 1 TR 25
WY o Ta o [ alol=To I =1 013 (=] 25
LIz 10T (=T =01 (o] o PR 25
D= Yo IR B o] o I AN [ To U] lot=To I N =T 0 1S3 (Y oSO POPPPPPPPPPINt 26
AT I = T 1S =T =101 (o) o 1RO 26

L Lo B = Ty = N 26
(D= o IR B o o3 =1 T oo I I =1 =T PR SURRPPPSR 26
Bz TRt (=T =0Tt o] TR =T o TN 26

T |1 O 113 =] 1o T I =T 13 (Y SO PPPPPPPPPINt 27
=T (ST (o T 1Y/ [o] o111 O RTN 27
VIW TFNSTEE HISTOIY ...ttt ettt e oo oottt e e et ettt e e e e e st e e e e e anaanns 27
[ 01 [o TS (g L=V LT =1 | PR 27
Lol Iz 0= 1 o) o I o] Lo N 27
(oA 0= W (=] (o B O 27
(070) 1 (=T = a1eL= 3 OF= 11 L3RR 28
SHAIT @ CONTOIEONCE CAll ...ttt ettt e ettt e e e e e ettt e e e e e e ettt e e e e e e e ttssiaaeeaees 28
AQQ MUILIPIE PAITIES ...ttt e e ettt e e e e ettt e e e e e ettt e e e e e s s st e e e e e e assssssanaaeeeeas 28
Drop a Conference PartiCiDant ................cooooo oo 28
[T Lo = T 0o 01 =T =] o o= N 29
CoNnference Bridge INTEGIALION .............cuueeee e e et e e e e s sttt e e e e e ettt a e e e e s sttt aeaaeesssssssanaasenassnnns 29
(0= |18 5 LYoo o [ o [P UT PSS PPPPPPPRRRIIN 29
Change the Call RECOITING OPLION ..........ceeieieeee ettt e e e ettt e e e e sttt e e e e e s sssss e aaaeeesssssssanaaeeesssnsnns 29
CONLIOI CAIl RECOITING......c...veeeeeeeeeee ettt ettt ettt 29
L= Yo [ o 1 o 0T o1 USSR 30
(OF= 111 == USRS 30
RELHEVE @ PAIKEA Call.........ccoeeeeeeeeeeeeeeeeeee ettt ettt e e ettt et e e e e ettt e e e e e e ettt aeee e e e e e e ttaseaeeeaees 30
] 1o )T =1 1Y o T = L PSRRR 30
ST Tl T O 0] 1 ¢= T =R 31
Contact SEAICH RESUIES LAYOUL ............oooieeeeee ettt 31

[ oT: Lo B [ =Tot (o) ¢ (= 1 TN 32
LS D =To1 (o =S 32
ThIrd Party DIF@CIOIIES ..o 32
(7] g1 e= 11 Sl DI IS] o] F= YA @ o [ o 1= PSP PERR PP 32
[y = YA L= N 32
J 2y AV =S 33
N 0aF= I oo o BRV4 L= 33
THIE VIBW ..ottt ettt ettt ettt e et e e ettt e et e e e e e e e e et e e et e et — ettt e ee et aaa et aaarraaaas 33
USEI AVAIIGDIIEY ICONS...........eeeeeeeeeee ettt ettt oo e ettt et e e e ettt e e e e et e e e e aannann 33
Instant MesSSaging AVAIIADINTY ICONS .......... .. 33
Contacts Panel Call CONTIOI OPLIONS ........cooeeeeeeee ettt e ettt e e e e ettt e e e e e e e e e e eannann 34
(2= Y[ = (=1 1] o] o 1T 34
ANSWET ThiS Call [Call PICK=UP] ... ueeeeeiiiiie ettt ettt e ettt e e et e e e n et e e en e e e e ante e e e et e e e enbeeeeanneeeennnees 34
= 1 0= | o) o T =54 (=T g 11T ] o F TR 34

R oYY oW =Ty = To I OF= | 34
(0710 aTo T OF= 11 I 0T T =5 1= 1 1] o] o T 34
(7= 1|11V, [ o1 L= 34
TransSfer Call t0 IMODIIE ...........e et ettt e e e ettt e e e e e e e e e e e e e e e et e e e e e e e eetaaeeeeeeeeneeas 34

BN =10 (ST OF= 1| I (o Yo 1 oT=Y o = TN 35

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

o E=T o TN Lo (o TN I TS - || SO PPPPPPPPPINt 35
Call EXtension WHEN AVAIIADIE .......... . ettt e e ettt e e e e e ettt e e e e e e e e nat e ee e e e e e e nnnneneeas 35
VIBW USEE DEEAIIS ...ttt oottt oo e oottt et e e e e e oo s a e he et eae e e e e nebeeeeaee e e e nsaseeeaaeeeaansaneeaaaaaeannes 35
Add Audio Alerts 10 MONITOrEA USEIS ...... ...ttt e oottt e e e e e e ettt e e e e e e e ntaeeeeaaeeeansanneeaaaaaannes 35

S T=Y oo I =10 0 RSOSSN 36
ANSWEr ThiS Call [CaIl PICK-UP] ... .ueteieiitiie ittt ettt ettt ekt e e ettt e et e e et e e et e e e es 36
(7] 01 2= Lo €] o TU] o 1= USSP PERRRP 36
CrEaALE @ CONLACT GIOUD.......eeeeeeeeeeee ettt ettt oo oottt e oo e ettt e e e e e ettt e e e e e e e e e e eannsnns 36
Add Users to an EXiStiNG CONLACE GIOUD ...........uvveeeeeeeeeeeeee ettt e e e e et a e e e e sttt e e e e e e sssnsntaaeaaeeeas 37
Remove USErs from CONTACT GIOUPS. ..........uuaa ettt oottt e e ettt e e e e e et e e e e e e snneeeeas 37
Delete CONtact GIOUPS ...........ccoooeeeeeeeeeeeeeeeeeeeee e 37
RENGAME CONTACT GIOUDS ...ttt oottt e e e ettt e e oo ettt e e e e e et e e e e e e snnneeeas 37
=TT F= T D =Y 1 o] A ORI 37
Add @ Personal DIr€CIONY ENIY ..ottt ettt ettt e e ettt e e e e e e e e e e e e e 37
Edit @ Personal Dir€CIOIY ENIIY ..........coooo oo 38
Remove @ Personal DIf€CIOIY ENEIY .........oooo ettt 38
Include External Contacts in the Default CONEACES LiSt............ooeoe oo aeeiee e 38
IMPOIt PEISONGI DIFECIOIY ... ettt ettt ettt e e ee e 38
EXPOrt PErsonal DIF@CIOIY ... 38
[aTS] = T 1Y =TT 7= To [ o [P PERP PRI 39
(O a1 1YL i [Ta T 4 Te o= (o 39
DOCK the IM WINQOW ... 39
Undock and RE-DOCK IM SESSIONS ...ttt e e e e e e e e e e e e e e e e e enneeeannnes 39
SENA @N INSIANT MESSAQE ... ettt ettt ettt 40
Add Participants to @n EXiStiNG IM SESSION ..........cccueeeeieiiieeee ettt e e e e e sttt e e e e e s st e e e e e e s ssssstanaaeeeens 40
Send Contact DIr€CLONY NUIMIDEIS ............cooeeeeeeeeeeee ettt ettt 40
IM INOIfICAEION SETEINGS ...ttt e ettt e e e ettt e e e e et sttt e e e e e sttt e e e e e e e st e e e e e e s sssnssanaaaeenas 40
SENA IMS 10 OFflIN@ USEIS ... ettt ettt e e 40
(1o ] e= LU LU o T F- (=SSO 40
T OF= 1| I 0= 0 (T il 1= 1] T TP P PP PP PPTTPPP 41
Personal WalIDO@IM. ... ettt oo oottt e e e o2 ettt e e e e e e e bbb et e e e e e e e sbb e et e e e e e e e annanee s 41
OV BIVIBW ...ttt 222222ttt 2222222222t 222t 22222 ssssssss st s s st ssstsssssssssssssssssnnsnennsnnnnnnnnnnnnnnnnnnnnnnnnnnne 42
(00 1111 1T 42
JOIN & LEAVE QUEUES ...ttt ettt ettt ettt 42
(07 aF= gL TSI N O D] - (= SRS 43
RECEIVE Call CeNLEI CallS ... ettt et e e ettt e e et e e et e e e e e e eaneeeeas 43
ASSIGN DISPOSItION COUES ......eeeiieeieie ettt e et e e ettt e e et ee e e e eee e e neeeeeamneeee e nneeeaannseaeaanseeeeanneeeaannseeeaannneeaannes 43
SUPEIVISOI ESCAIALION ......uiuiiiiiiiiiiiiiet ittt ss st ssssssssssssssssssssssnnssssnsnsnnnnnnnnn 44
N T o = Tao =Yoo o SRR 44
EMErgenCy ESCAIATION ............c..oee ettt ettt 44
Activate OUIDOUN DINIS ... .ottt oot e e e e et e e e neeee e e neeeeeamneee e e nneeeeanneeeeaanseeeeannneeeeanseeeaannneeeannns 44
BT LoV =T 0T TR RTRTTT 45
6. MANAGE BASIC SEIVICES .....eii ittt ettt e ettt e ettt e e e e bttt e et e e e e ne e e e e anb e e eanes 45
[ aTeTo] 0 o1 1o e [ 2= | 5P ERPT PP 45
ANONYMOUS CAll REJECHION......ccceeeeeeeeee ettt e ettt e e e e e ettt e e e e e s sttt e e e e e e sss s sea e e e e e sssssssannaaeenas 46
CAll FOIWAIT AIWAYS ...ttt oottt et e e e ettt e e e e ettt e e e e e ettt e e e e e et eaaeeaasnnnns 46
(O oz T [ =11 1 SRR 46
Call FOIWAIT INO ANSWET ...ttt 222222ttt ssss sttt s ssssssssssssssssssssssssssssssnsnssnnnssnnnnnnnnnns 47
(O T =T ] (= 47
o 1T o | PP P PP PPPPPPPPPPPPPIOt 47
AACD STATE ..uvtiiieieeiiitii et e e ettt e e e ettt e e e e e e aaeeeeeeee e ataattaae e e e hhbttaeeee e e habbaaeeeeaaaaaabtaeeeeeeannataeeeeeeaantraaeaeeeenannnn 48

Y0 L= Ao SR 48
(OF= 11 @71 o) (=T gl foT a1 (o] ] T OO SPUPRPPI 49
SHEAUISEICS ..ottt ettt ettt 49
(07011 o 1] - SRR 49
1G] 1] (o I =Y o SR UUUPPRPRN 50

[ ol AN (o) By (0 o PP 50

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

External Calling LiN€ ID DEIIVEIY ..............uueeeeeeeeeeeeeee et e ettt e e e e ettt e e e e s sttt e e e e e s st taa e s e e e ssssssneees 50
Internal Calling LiN€ ID DEIIVEIY .............ueeei ettt ettt e e e ettt e e e e e e sttt e e e e e s s raeaeeeeaas 51
N [TV 2= T L= To LU Rl T PR 51
(O 18] (o o] 1 o T O || =P UT RSP PPRPPRRIIN 51
Calling Lin€ ID DEIIVEIY BIOCKING ........eeeeeeeeeseeeeee et ettt e e ettt e e e e e et a e e e e e st aaaaeesssanssnaaaaenssssnns 51
(0= | I 00T o1 1o LSOO PRRPUPPP PP 52
BroadWorkS ANYWREIE ... 52
CII TTANISTEI ..ttt st st 222222t ssss st sssss s st s st s ssssssssssssssssssssssssssnsnnnsnsnnnnsnnnnnnnnnnns 52
(O I 1 Lo ST UURPPRN 53
L 0] =T o I €N = S 53
(O 1 = T a{=1 1 (== D SUPURRRPPE 53
REIMOLE OFfICO ...ttt ettt e et e e et e et e et e e e e e e anneeeanans 54
SRAIed Call APPEAIANCE. ..........coee ettt e oottt et e et ettt et e e e ettt e e e e e e e e 54
[ LY== | Vo SRS PPERRRP 55
VIOICEMAIL ..o 55
7. Manage BasiC SetliNgsS.......ccoooiiiiiiii 56
PN o] 1o T (o - IR T=Y i T T - EPUR PP 56
CONLACT SAICTH ...ttt ettt ettt ettt ettt 56
(@01 = o B K] o) - RSN 57
CUITENT CAIIS ...ttt ettt ettt ettt ettt 58
L= 10 =T 1] (o VRO PPRRRN 58
Computer/Phone INtegration SELHNGS .........cooiiiiiii ettt et e e eane e 59
(0]/76) o ToT= 1o I 41 (Yo =1 (o o AN SRS 59
[z g Te [ a0 L= U ERTP 59
(111 () oI B = To1 (0§ AN [ (=T = 1 (o) SRR 60
(@0aT 3T 1T T oSSR 60
OUHIOOK INTEGIATION ...ttt ettt et 61
T T =To I OF=1 1T o T T PSR PR 61
BIOWSEI INTEQIALION........cooeeeeeee ettt ettt oottt e e oot e e e e e et e e e e e e s eeee s 62
(O o 1 PSSO P PRSP 62
(O[T T3 D I DRSSP 63
DeSKEOP INEGIAtiON ... 64
INOTIICAEION ...t ettt ettt ettt ettt e st e st eenee e 64
(14 O 4 = Tor S RSN 65
QUUICK KBS ...ttt oottt £ sttt oot £ 44 o2ttt e £ sttt e e e e e et ookttt e e a et e e at e e e e eas 66
KEY COMDBINALIONS. .......oeeeeeeeeeeeeee ettt e ettt e e e ettt e e e e ettt e a2 e e s sttt e e e e e sttt e e e e e e as s saaaaeeenssnssnenes 66
(00T 1411 1 =T Ve £SO USRS 66
Edit COMMENGS ..ottt ettt ettt ettt e b e et e et e e st e e e bt e eaate e beeeabeeeabeeeaste e bbeenbee e bbeente e beeenneeentes 66

Yo e @FeT0 10 Yo T SR P PP UPPRROPPRRIN 67
(DY 1 N e s o1 s =T o LSRR 67

] = 1 (U] TSSOSO RRSPRRPRRRPPPRR 67
L oo L= 13PN 68
MENUAH UDPAALE......eeeeieee ettt e e oottt e o4 oo bbbttt e e e e e e e b ettt e e e e e et e et e e e e e e et reeeeeenn 68
INSTANt MESSAGING & PIrESENCE .....eiiiiiiiiiiiieee ettt e e e e e et e e e e e e e ettt eeeeeeaasaseeeeeaeeeeanssnaeeeeeeeeannnnnneeeeens 68
[0 T | o NPT 69
DL SR 69
SOOUITEY ..ottt oottt oo oottt 4444ttt e oo ettt e e e e ettt e e e e e e e e e e 70
=T oo [ =T T RSP PERRRP 70
CONNECHION SEEINGS ...ttt a ettt ettt et e e e bt oo et e e ettt ettt ea et e be e e ess e e eab e e eabe e e e e eineens 70
INBEWOIK. ...ttt ettt oottt e oot e et ettt e 70
POXY ettt e oottt e e e oo ettt e e e e e e ettt e e e e e e a i raees 71
AUTRENTICATION ...ttt ettt oottt e e et ettt e e e e e e e e 71
8. MOMENTUM SUPPOIT ...ttt et e e e e et e e e e e e e e e e et b eeeeeeeeeessbaeeeeeeeessssbaaaaaaaeesenns 72

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

Thank you for being part of the Momentum Telecom family!
We are thrilled to have your business and we look forward to working together.

We also want to welcome you to the Unity Agent Dashboard — an integral part of the Unity suite of hosted,
unified Omni-channel contact center solutions. The Momentum Team is constantly developing ways to improve
your experience and offer new communications management tools that increase your productivity and make it
easy to do what you do. At Momentum, we understand the critical nature of communications services to
businesses and to people, and we take our responsibility seriously. It is our mission to make certain that you have
the ultimate in state-of-the-art communications, unparalleled network reliability, and a consistently superior
customer experience to ensure that you and your company are in a position to thrive.

Thank you for letting us help you communicate!

Sincerely,

The Entire Momentum Telecom Team

INTRODUCTION

This guide is a convenient, go-to resource when getting started with the Unity Agent application. It provides an
overview of the application, and offers general instructions and tips for working with the features. It must be
noted that Unity setup is completed by the Service Provider. Some features described here may not be included
in your subscription or offered to all users by your enterprise or your Administrator. Contact your organization’s
Unity Administrator to determine the features and services that are in use within your system.

We encourage you to take some time to review this document and keep it handy for future reference. Should
you need further assistance, please reach out to us. We are always here to help you with fast, courteous,
professional support, and we offer additional training upon request. Momentum Telecom is committed to doing
everything possible to deliver an exceptional experience to help you and your business every day.

GoMomentum.com/support 888.538.3960
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ABOUT UNITY AGENT

Unity Agent is a Microsoft® Windows® based application designed for use with the BroadSoft Call Center Agent
Standard or Premium service. Unity Agent provides a fully integrated hosted telephony environment, including

allowing the user to join/leave Call Center queues to which they are assigned, change their ACD state and view
personal and overall Call Center statistics and queue conditions.

STANDARD VS ENTERPRISE FEATURES

Unity Agent is available in Standard and Enterprise levels. The features available within each level include:

Unity Agent Standard Unity Agent Enterprise

Full call control, directory integration and service All Unity Agent Standard features, plus:
configuration and:
9 Callback abandoned calls. Call Center

abandoned call remote numbers can be
Joining & leaving Call Centers ass.igned by Unity SL{perviso'r Enterprise for
Unity Agent Enterprise to click-to-dial and
marked as Processed. Note: This capability
requires the customer to also be running
Unity Wallboard and Unity Supervisor
Enterprise within their system

Agent state [available, unavailable, wrap-up]

Statistics for all agent queue assignments [the
agent’s own statistics and summary queue
statistics such as calls in queue]

Unity Connect API — integration with third
party database applications

Current version information can be found by going to Help > About Unity.

(@ Abeut Unity x

Unity Agent

Wersion: 6.9.0.1

License type: Enterprise (no expiry)

Currently running on: Broadworks 215P1 (83.137.180.76)
Working folder: C:\Program Files (x86)\Unity Client
Running as administrator: false

Operating system: 64-bit, Unity process: 64-bit
Important Notice

This software and its associated documentation are the copyright of Kakapo Systems

Limited. The use of this sofiware is governed by the Licence Agreement accompanying
this software

GoMomentum.com/support

888.538.3960
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SYSTEM REQUIREMENTS
WINDOWS PC REQUIREMENTS
Unity will require approximately 20MB of hard drive space on the local machine
By default the install directory is C:\Program Files (x86)\Unity Client

Minimum computer spec: CPU: dual core 3Ghz. Ram: 4GB. Video Card: 256MB onboard RAM. As a
general note, the requirements to run Unity Agent are considerably less than those required to run
Windows

Unity can be rolled out as an MSI file, which supports Active Directory group profiles
Unity is only supported on Windows 7, Windows 8.1 and Windows 10
Both 32 and 64-bit versions of Windows are supported.

There are no special permissions required to install Unity

INTERNET & FIREWALL

Unity requires high-speed internet connectivity and access to the following locations, which may require
firewall rules to be added on the customer premises:

TCP port 2208 to im.unityclient.com
TCP port 2208 to the VolP platform OCI server
HTTP/HTTPS access to portal.unityclient.com

HTTP/HTTPS access to the VolIP platform XSI server [if call recording, visual voicemail or enhanced Call
Center reports are used]

BROADWORKS PLATFORM REQUIREMENTS
Unity Agent is supported on Broadworks (BWKS) R17 SP4 and above.

BROADWORKS LICENSE AND SERVICE REQUIREMENTS

Client Call The Client Call Control service, assigned ["unity. ial I [
Control to the user, is mandatory as this is the -
. . . Iﬁl The Client Call Control service has not been assigned. Unity needs this
service that allows Unity to integrate W service assigned in orderto function properly.
Without it all application functionality will be disabled. Please contact
with the VolIP platform. If this service is your senice providerfor assitance.
not assigned, then the user will be 5
alerted and Unity will not provide any L
functionality.
Internal calling The Internal Calling Line ID Delivery and Uity =)
line ID delivery External Calling Line Id Delivery services )
. @B The Brteral Calling Line Id Delivery user service has not been assigned.
and should both be ass|gned as these Q' Uity uses this service to find contact details for incoming calls from

outside the business.

services allow Unity to identify calls
to/from other users in the business. If
not assigned Unity will function, but the e —
user will be prompted that this

functionality will not be available.

External calling

line ID delivery

GoMomentum.com/support 888.538.3960




Unity Agent

USER GUIDE

Call Transfer

Three-Way Call
or

N-Way Call

Basic Call Logs
or

Enhanced Call
Logs

GoMomentum.com/support

The Call Transfer service is required in
order to blind or announce transfer calls
to internal and external numbers. Unity
will alert the user if this service is not
assigned.

Either the Three-Way Calling or N-Way
Calling service must be assigned to
provide conferencing functionality; Unity
will alert the user if neither service is
assigned.

Either Basic Call Logs or Enhanced Call
Logs must be assigned to the user in
order to see dialed, received and
missed calls. Unity will alert the user if
neither service is assigned.

-
Unity -

=)

within the business,

@@ Theintemal Calling Line Id Delivery user service has not been sssigned.
W' Unity uses this service to find contact details for incoming calls fram

.
ney o —

Y transter functionality will not be available.

@R The Call Transfer user service has not been assigned. Without it call

=)

-
Unity

S

I:’ O The Three-Way Call user service has not been assigned.
¥ conference calling will not be available.

Without it

["unity

(o]

[ B The Three-Way Call user service has not been assigned.
W' cenference calling will not be available.

Without it

-
Unity

f It

P assigned. Call history information is not available,

'0 The Basic Call Logs or Enhanced Call Logs user service has not been

(o]

I
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Unity Agent USER GUIDE

The first time Unity is started users are prompted to enter the configuration details. Unity can then retain the
connection and authentication details for later use.

1. Enter the Login ID and Password assigned to you. Broadworks Login Details
2. Place checks in the optional Remember my... checkboxes as Login 1D

desired.

Password

3. Enter the Server Address for your Service Provider.

If this field is already populated do not change it. Remerrber my login 1D

In most cases you can leave the Server Port as 2208 Remember my password
4. The Unity Server Connection Details are prefilled and do not Broadworks Server Connection Details

require change. Contact the service provider for assistance. Server address

|

5. Elect whether to M Log Connections (log file). Server port

. 2208
6. Click Log In.
Unity Server Connection Details

Server address:
im.unityclent.com

7. Choose Yes to restart Unity Agent to update all settings and begin.

Server port:
2208

[7] Log connections

CALL CENTER LOGIN DETAILS

Once Unity has been restarted it will connect to the host BroadWorks (BWKS) system and populate all the Call
Center Instance IDs for the Call Center assignments.

@ Services & Settings X
The password for each Call Center must be added In Order ADDSEZ:HCE ~ :gE;Qgﬁﬁ?ﬁ?%tja::t&zﬂ;\ﬁ:;gdEE\E Al login ids and passwords are case sensitive and
. Contact Search
to populate the Call Centers in the Personal Wallboard. Contct Depty
_ _ o e |
1. Go to €) Settings > Settings > Authentication > Contact 2 e || x
Outonk whaomion QLTS 1530
Centers. © browss gon Boasas
L Elt'w‘:: To Dl :Z:p;azmm
2. Double-click on a Call Center to add the password. ot
*- Conversations
Unity Connect
3. Where the password is the same for each Call Center e S
Commands
.. Startup
you may enable the M Apply to all queues without a =
password checkbox and restart Desktop. L
Language
. . Connection
Unity logs into the Call Center queue(s) and populates Nt
. - Al [ Alert me when a contact center login fais
the Personal Wallboard with statistics. o e .
> Cancel oK

Option: place a check next to M Alert me when a Call
Center login fails to receive pop-up notifications when Unity Agent starts and cannot login successfully to a
Call Center.

Bolts Sales x Call Center Login Details
Service ID
[botssales@drd.co.uk |

Either the password entered for the call center is not valid or has
expired, or the account is disabled. Please check the details and try Password
again, or consult with your systerm administrator, |\ |

Login status
The password has not been entered.

-

[ Apply to all queues without a password

4. Click v'OK and select Yes to restart and update the system when prompted.

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

SET CALL CENTER LOGIN DEFAULT PASSWORD

If all Call Center passwords are the same, use the default password option in the Contact Centers settings.

1. Go to Settings > Settings > Contact Centers.

@ Services & Settings X
e[
2. Default Password - Enter the password for the Call S - e M R L e SO
Centers so that when a new Call Center is added in Eoac: D
the future the agent doesn’t have to enter the Call e e -
Center password as Unity will do this automatically. ZE'};F‘EIW P po———
Browser Integration Bolts Sales
3. Option: Place a check in the M Alert me when a Lo .
contact center login fails checkbox. Please note e
that all Call Center passwords have to be the same st
for this option to work. iﬁg"”“
o Hesagng & rsence
4. Click v'OK and select Yes to restart and update the S;Mi”j“g
system when prompted. c;f;;i
5. Restart to update the settings. " | e e e o
> Cancel 0K

SET A PRE-CONFIGURED TEMPLATE

Administrator access only. User templates can only be created by an administrator to configure default settings
for agents. ACD buttons, Call Center control, recording options and all other settings can be configured and
saved as a template that can be easily assigned to all users.

1. Goto o Settings > Settings > @ Serices & Settings -
Security. Services| Settings |

[ Appearance ~ || Spedify whether Unity settings can only be modified by an administrator of this computer.

- SKin

2. Select desired templates in the User e

. - Current Calls

Templates section. Computer/Phons Integraton

- Clipboard Integration Only the administrator can edit Unity settings
Dialing Rule

Or - Custom Directory Integration User Templates

Configuration
- Qutlook Integration = Use template: None
- Browser Integration

3. Click Create new user template and i

[ Cick To bl If the template cannot be loaded
deﬁne the template fOI’ users. Desktop Integration ® Continue loading Unity
“Nﬂtgim” O stop loading Unity
Contact the Service Provider for - Conversations

. . . la
assistance and information about ot & Geste new erteiste

template creation. Key Combinations

----- Commands
Startup
1 Updats
4. Restart to update the settings. e g & prasence
;~Logging

~Tanguage
[=- Connection
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Unity Agent USER GUIDE

SET MANUAL AND AUTO UPDATES

Unity can be configured to automatically update when a new version is available.
1. Goto @ Settings > Settings > Update.

2. Click to place a checkmark next to M Auto Update Unity.

3. Define how often to check for 0 senices & Setings X
Servicesl Settings |
updates‘ Appearance A || Configure Unity to automatically update periodically.
Skin
. - Contact Search
4. Choose from the following, as ~cortac Dy
Current Cal
. Computer/Phone Integration
needed. - Clipboard Integration
Dialing Rule Check for updates every
i~ Custom Directory Integration
® Alert me after update e oaton 1 S ours

Outlook Integration
-~ Browser Integration ® Alert me after update

® Automatically restart after update - CRM O automaticaly restart after updte
Click To Dial
. . - Desktop Integration
M Auto update when in a Terminal -Notfication =
Calls (2 Perform manual update now
server or Citrix environment Unty Comet Rotback
=) Quick Keys Versions avaiable
- Key Combinations

5. Restart to update settings. b Comrands o | e

[] Auto update when in a Terminal Server or Citrix environment

When a new version of Unity is available st Hessagng & Presnce
the user will be presented with a popup

asking to restart Unity. Once Unity has restarted the latest version
will be running. You can also configure how often Unity looks for L] Auto update when in a Terminal Server or Citrix environment
updates under the auto update box.

A
%) Perform manual update now

To manually update Unity, select Perform manual update now and
Unity will search for any new updates.

SET ROLLBACK AVAILABLE

If Rollback Available is enabled in the Unity portal, then users can rollback to previous versions.

—_

Go to © Settings > Settings > Update.

Choose the desired Unity version from the drop down menu. Rollback
Versions available

Click the v'Rollback button. v | Rolback

Unity

2
3
4. Confirm by clicking Yes.
5

Click Ok to complete the action.

e Areyou sure you want ta rollback to version 6.7.5.07

Yes Mo
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Unity Agent

USER GUIDE

Unity is split into up to six functional areas; ACD Buttons, Call Control buttons, Personal Wallboard, Active Call
Window, Busy Lamp Field (which displays Contacts and other tabs that can be toggled to display Call Logs,
Abandoned Calls and Voicemail) and Instant Messages.

ACD State Call Control Buttons Company Logo
@ Unity Agdnt: Jenna Wimshurst - Available (duration: 39:48) - o X
File _Messfging Tools  Help

lle0c0000009

Wy Statistics

Total Missed Average Emails Web  Total Calls
Calls Chats dCalls Tak Calls Talk Answere Chals Calls Answere Missed Queue

Company Logo

Overall Queus Statsics ]

Total Callsin Longest Average Average Calls  Web  Web
at  Wat  Talk Abandon Chals  Chats

Name Total  Web Answere

Answere Time me 4" Receive 0 Cale Tme Time Time ' ed . Queusd Answers
Personal Wallboard @Kakposystems - o - - - - o o - - - - - . g 1
@ 5o sates o o o0 o o o o m o 000 oooo- o o o
@ nuts saes o - o oo o oooo - - [ o oo 0000 o - -
o o o owow o oo o o 0 o0 o o o0 0000 oo o o 1
Activity From To Duration Status
Curent
cal Natalle Haines (Salestorce Contact)  Jenna Wimshurst o01s Actvetrecording

Active Call Window

Contadts  ActiityLogs  Abandoned Calls  Voicemail My status: available in ofice

saen| ]
Name Frone oo sie St
© AonJosepn a335 sionin 1 am outto lunch rom 17 Septemer 232 untl frter notce &
© Aastair 020828812 Available Talking to James Turner (Customer Support) - 00:10
Ayt 020828812 sign-out
Charite Trompsen 020828812 sign-out
Chns Tut 020828812 sign-out
Gingy Brown 020828812
) CoinHouston 020828812 sign-out
Busy Lamp Field/ © Dave Swiatek 020828812 Unavailable - Paperwork Do ot aisturd /1n s mesting
Contacts Tab I David Hig 020828812 Sign-in
Dean 020828812 signn — ———
© EdThruss 020828812 Sign-n Currently away [Jenna Wimshurst Hey can | ransfer this sales call 10 you please?
Gopiishnan v a2 pasole Steve Wardle: sure
© ainsin 020828812 sign-out Inameeting Docked IM
Kiysia Broun 020828812 nasble ;
Lee Houst 020828812 Sign-in WIndDW
Lewis Harcan 020828812 Unavatiable - Training
PaulDewey 020828812 Unavailable - ComfortBreak o o

UNITY FEATURES

TOOLBAR

Typical windows controls and simple menu access to all areas are provided via the Toolbar at the top of the
display as well as the quick access icons, buttons and right-click menus that are provided in the display areas
below.

() Unity Reception: Jan Doe — O X

File Messaging Tools Help

*  File: Menu access to Restart and Close the application.

" Messaging: Menu access to Start Conversation and select a contact to instant message.
" Tools: Menu access to Report Viewer and the Services and Settings.

*  Help: Menu access to Online documentation, the About Unity information, Get remote assistance,
and Export Unity Settings (to a file location in the installation folder).

*  Window Minimize/Maximize: The = icon minimizes the application window, and the O icon maximizes
the window on the desktop.

" Close: The Xicon at the top right side of the window closes the window and application.

888.538.3960
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Unity Agent

USER GUIDE

ACD STATE BUTTONS

This section is only available if the User is assigned to a Call Center Agent service (Standard or Enterprise).
The ACD State buttons offer Users the ability to quickly set their availability for Call
|Q Centers to Available, Wrap Up or Unavailable just like Agents would in their Unity
Ursmise mzaze Wees o gpplication view. When Unavailable is selected, the user may be presented a list of
predefined unavailable codes (as configured in BroadWorks) from which to select, or Unity may be setup to
automatically use a specific code for ‘Unavailable’. The current state is highlighted in Red text.

CALL CONTROLS

All calls can be managed through the

simple Call Control buttons at the top of
the application window. The Call Control
buttons provide quick access to common
telephone handling commands. Only services that are assigned to the user are displayed.

Q080000600

Settings

Release Transfer Conference Voicemaill Recording epars

For example, if Call Recording or Voicemail or Reports are not assigned or enabled by the organization, then
the buttons will not be displayed.

Call Controls update to reflect the current state of the selected call in the Active Call Window below.

and Hold/Retrieve o
the user as call states update. When an inbound call is ringing, Answer is the valid option. Once the call is
active, the button changes to Release to allow the user to hang up when ready. Two additional control
buttons are provided: @) Reports and &) Settings, to make it easy to complete common tasks when
necessary.

For example, the Answer/Release a buttons change dynamically to assist

PERSONAL WALLBOARD

The Personal Wallboard displays current performance metrics for the Call Centers the user is assigned to. The
statistics are broken down by “My Statistics” which shows the User’s individual performance [assuming the
User is also an Agent of the Call Center] and “Overall Queue Statistics” which will show the current
conditions across the entire Call Center|s]. The “* icon at the upper right hand corner of Personal Wallboard
toggles between showing all Call Centers individually [Maximized View] or a summary of all Call Centers
combined [Minimized View]. The color codes within the display (green, yellow and [JEY) are user-defined
Alert Thresholds for the Statistics in the columns, and can be managed in Services.

Maximized View

My Statistics

Answere  Total
d Calls Talk
Time

Total
Calls

‘Web
Chats
Answere

MName
Calls

Talk
Time

Missed Average Emails

Web

Answere Chats

d

Receive

Total
Calls

Calls

Answere Missed Queue

d

Total

Calls

CallsIn Longest Average Average Calls
Talk Abandon Chats

Overall Queue Statistics

‘Wait
Time

Wait
Time

Time

ed

a
Web

Chats
Queued Answere

Web

@ Kakapo Systems = 0 o o o o ] 0 = o o o = = o 0 3
@ Eolts Sales 0 0 0x00 0 0 0 0 0 0 0000 00:00 0 0 0
@ huuts Sales 0 o 0 0000 0 0000 - o 0 0 0000 00:00 0 . .
0 0 0 000000 0 0000 O 0 0 0 0 0 0000 00:00 0000 O 0 3
Minimized View
Wy Statistics Overall Qlleue Statstics =

Total
Calls

Web  Answere Total
Chats  dCalls Talk
Answere Time

Name
Calls

Talk
Time

Missed Average Emails

Web

Answere Chats

d

Receive

Total
Calls

Calls

Answere Missed Queue
d

Total

Calls

Callsin Longest Average Average Calls
Talk  Abandon Chats

Wait
Time

Wait
Time

Time

ed

Web Web
Chats

Queued Answere

Summary 0 0 0 00:00:00 0

00:00

0

0

0

0

0

1]

00:00  00:00

Note: Statistics shown in Personal Wallboard reset every 24 hours at midnight.

GoMomentum.com/support
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Unity Agent USER GUIDE

If the user is not also an Agent for a call center queue in BroadWorks, then they will not be able to
Join/Leave, or take calls for those queues. The Join/Leave status icon will show as grey and there will be no
statistics in the “My Statistics” window.

When the user is also an agent:

Wy Statistics Overall Queue Statistics

Name Total Calls Answered Calls Missed Calls Total TalkTime  Average Talk Time Total Calls CallsAnswered  Total Missed Calls  Callsin Queue  LongestWaitTime Average WaitTime AverageTalkTime  Staffed Ratio
@Bolis Sales 0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00 15
@uts Sales 0 0 0 00:00.00 00:00 0 0 0 0 00:00 00:00 00:00 1.

0 0 0 00jo0:00 00:00 0 0 0 0 00:00 00:00 00:00 215

Call Center icons are green and red to show
that the user is either joined or not joined to
the Call Center queues.

As the user is assigned as an agent in BWKS
the agent statistics are populated with the
user's own statistics.

When the user is not an agent:

My Statistics Overall Queue Statistics

Name. Total Calls Answered Calls  Missed Calls  Average TalkTime  Total TalkTime  Total Staffed Time  Total Calls Calls Answered  Total Missed Calls  CallsinQueue  LongestWait Time Average WaitTime Average TalkTime  Staffed Ratio
© Bolts Sales B - - - - = 0 0 0 0 00:00 00:00 00:00 oo
© Nuts Sales - - - 0 [ 0 0 00:00 00:00 00:00 00
0 0 0 oofoo 00:00:00 00:00:38 0 0 0 0 00:00 00:00 00:00 0o

Call Center icons are grey to show
that the user is not able to join or As the user is not assigned as an agent in BWKS

leave the Call Center queues. the agent statistics are replaced with dashes.

ACTIVE CALL WINDOW

From To Duration Status
m Jenna Wimshurst 03456040626 00:18 ©On hold
Jenna Wimshurst Sasha Gorb 00:00 Ringing

This section provides a list of all current calls and their state (Ringing, Active, On Hold). The duration of the
call is also displayed from the moment the call was first placed, and does not reset when a call is Held or
Retrieved. Unity mirrors any call handling made on the user’s IP phone, so if the call is placed on Hold on the
handset, the user will show as being on Hold in the Active Call Window.

The Active Call Window offers an interactive visual representation of the status of all calls the user receives or
is currently managing and access to manage those calls.

From — This field displays the incoming CallerID or the name if it is matched in the Group/Enterprise
directory, Personal Contacts or Outlook Contacts.

To - This field displays the name of the user, hunt group or Call Center that has been called ensuring the
call can be answered appropriately.

Duration — This displays the total time elapsed since the call was first answered. The timer does not restart
when the call is placed on hold.

Status — This column shows the Ringing/Active and on On Hold status of each call.

Users can also review all calls

. . From To Duration Status
or their own calls in queue Hot Desk 3-9103 Bolts Sales 01:48 Queued at position 1
Charlotte Quartly Bolts Sales 01:25 Queued at position 2

for the Call Centers they are
joined to.
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Unity Agent

Busy LAMP FIELD (CONTACTS)

USER GUIDE

The Busy Lamp Field panel at the bottom of the display offers access to Contacts, which shows up to 30
monitored users and the icons indicating the current status of each (Do Not Disturb [grey], Available [green],
Engaged [red] or Ringing [orange]). This section also provides tabs to view the Call Logs, Abandoned Calls,
Voicemail and Agent Activity where each of those features are enabled for use in Unity Agent.

o g e e e e g ol

Laari

L e ]

(=]

e E i Bukixli ¥

DRAG AND DROP

Unity makes it very easy to manage calls using simple drag and drop functionality. Many common call
handling actions can be performed using drag and drop, as well as by utilizing the right-click menu options,

and the Call Controls.

CALL LOGS

The Call Logs tab provides access to review lists of Missed, Received and Dialed Calls with a date and time
stamp showing the most recent call at the top of the list. Up to 20 numbers are shown unless the Enhanced
Call logs service is assigned to the user in BroadWorks. Calls to the user DID, as well as hunt group and Call
Center calls that have reached the user are shown in these lists.

Contacts CallLogs Voicemail Abandoned Calls

® Missed calls

Call Date
1110812016 16:01:38
1100812016 12:37:31
08/08/2016 16:30:58
07/08/2016 18:34:40
07/08/2016 18:34:20

O Received calls

O Dialled calls

Phone Number
1248
0139:
0208/
0002
0002

Name

Chris Tutt
0139;

0208t
Andrew Smith
Andrew Smith

Drag or double click an entry to make a call to that number. Call logs can be exported as a csv file, either

individually or together, by clicking on the & Export button and following the prompts.

The Call Logs tab within the Contacts panel provides access to the Missed Calls, Received Calls and Dialed
Calls lists. Missed Calls will include both direct inward DID calls, ACD and Hunt Group calls. Up to 20
numbers can be stored (unless the user has Enhanced Call Logs service assigned, which offers greater
storage). Call Logs can also be cleared, reloaded or exported via the icons at the top of the panel.

X ¢ [@

GoMomentum.com/support
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Unity Agent

USER GUIDE

ABANDONED CALLS

GoMomentum.com/support

In the Enterprise version, a Supervisor (or Agent with authorization) can assign abandoned calls to an Agent
for a call back. These will be listed in the
“Abandoned Calls” tab within the Busy Lamp Field
panel. Right-click these calls to assign them to an

Contacts CallLogs Voicemail Abandoned Calls  Agent Activity
Call center | All ~

Call Date
24i09/2018 10:20:18

Call Center DNIS
Bolis Sales

Number
+447976493816

Agent or Double-click to make the outbound call. 43 47720771513
. . 2410872018 103157 Bats| & 2! +447720771513

If the User is a member of BroadSoft premium Call | 20s2018 102250 Bolls|  Show CRM contact 7720771513
24/09/2018 10:33:21 Bolts AATTINTTAES

Center using DNIS, then Unity will automatically 240972013 104324 ons | Acsionforcalieece b | e Wirshiet
. 25/09/2018 10:45:50 Bolts Mark as processed 13 Amy Earl
change the outbound caller ID to display the 240072018 09-15:01 cust ottt
. . . 2410912018 11:58:46 Cust Reset column widths
appropriate DNIS of the queue. Right-click the call | zusz01 15260 custd] show sridines =L

24/09/2018 15:05:41 Steve Tutt

24i09/2018 15:51:37

Customer Support

Customer Support Steve Wardle

to mark as processed and remove from the
abandoned call list when finished.

VOICEMAIL

The Voicemail tab displays a list of voice messages with the most recent at the top if Unified messaging is
in use. Double-click an entry to play through the PC's default media player. Right-click to save locally or
delete.

Contacts | Call Logs (1 M\ssad)l Voicemail My status: available in office

Search on name or - Refresh voicemail list, or save or
phene number = Search a X & Q™ gelete selected items
Call Date Name Phone Number Duration
06104/2016 18:47:05 James Smith 1312 00:00:43 -
ososzotetotaze— Tlowemaanono e
26102/2016 10:35:42 INDIA Conference Room 8330 L W
26102/2016 10:34:56 INDIA Conference Room 8330 Save)
2210212016 18:31:43 Hannah Carpenter (Business) +45797066302) 3¢ patete
15i02/2016 16:10:15 Unavailable Unavailable
1610212016 11:39:50 Parvathi M 8322 - Gl
Copy number Options when
Reset column widths fight-clicking
[7] show gridiines Z

My STATUS

The My Status link at the top of the Contacts Panel displays the current status of the user and provides
quick right-click access to key features and services that are regularly modified. Unity will only display the
options for the services that have been assigned to the user. Some additional services available for
selection here within the Right-Click Menu view include CommPilot Express (CPE), Do Not Disturb (DND),
Call Forward Always (CFA), Remote Office, and Hoteling Guest (for hot-desk environments). As users
change their presence/availability state, any Unity client that is monitoring that user will see the change in
the icon displayed next to that user in Unity.

User State Status Image Description

Available: In Office | am in the office and available to receive calls.

Available: Out Of Office | am not in the office but am available to take

calls

Busy | am currently busy (short term)

Unavailable | am currently unavailable (longer term)

None No call routing plan is in use

888.538.3960




Unity Agent USER GUIDE

AVAILABLE: IN OFFICE

A right-click on the My Status section opens the menu where the Available: Hy status: availablg——— —————
In Office profile can be selected. This is the profile to use when you are Available: out of office
. . . B

working from the desk where you phone is located; it should represent "
) Unavailable

“normal” routing rules. None
‘e Do not disturb
1) Call forward always 3
1 Connectto a device 3
[+ Remote Office »

AVAILABLE: OUT OF OFFICE

A right-click on the My Status area opens the menu where Available: Out of office may be selected. This is
the profile to use when you are away from your desk for an extended period, but still available for receive
calls. Examples include when in a meeting or when travelling and want to ring another line or send calls to
another number and how incoming calls should be handled if the line is busy.

Busy

This is the profile to use when you are temporarily unavailable to take calls, for example when in a meeting
where you don't want to be disturbed. Users may define what the system should do while the user has
selected this state (forward all calls, send calls directly to voicemail, send a notification to the user, etc.)

UNAVAILABLE

Use this profile when you are away for an extended period of time and not available to take calls, for
example when on vacation. Users may specify where to send calls while away.

Do NoT DISTURB

To activate Do Not Disturb, click on the My Status link and click the menu option for Do Not Disturb. The
My Status link updates to indicate this service activation, as will the Unity title bar. Anyone monitoring the
user [in their Unity Contacts list] will also see that you have Do Not Disturb activated.

CALL FORWARD ALWAYS

Use the My Status link to quickly activate/deactivate the Call My status: available in office

Available: in office

Forward Always service, or click Configure to go directly to that Avaabie: ot of office

. . . Busy
service in Settings and setup preferences. T

None

@ Do notdisturb

[ Callforward always vl Activate

t*  Connect to a device y | £ Configure

[+ Remote Office »

GoMomentum.com/support 888.538.3960




USER GUIDE

Unity Agent

REMOTE OFFICE

Use the My Status link to quickly activate/deactivate the service, or click Configure to go directly to that

service in Settings. Unity can also be configured to My status: ava
automatically activate and deactivate Remote Office on start-
up and shutdown. If Unity is not configured to automatically

deactivate when closing a prompt will be presented to the

Avallable. in office
Available: out of office

Busy
&} Unavailable

Mone
user. Unity @ Do notdisturb
2 Callforward slways 3
You are currently connected to the host device
‘FlexHost3114". Would you like to remove this assignment? \: Connect fo a device »
||:-) Remote Office 3 || Activate
fes Ho £+ Configure

HOTELING GUEST

Hoteling Guest allows the user to connect to and use a device, typically in a hot-desk and flexible seating
environment. To attach the user account to a device, right-click on My Status and select the device from
the menu options available. Please note that only available devices [that aren’t already in use] will be
displayed.

There is no visual notification that the user account is attached to a device, other than if the user clicks in
the My Status link, in which case they will see the device is selected. The user is prompted to remove the
device attachment when Unity is closed. If the user selects No, the device attachment remains until the
association is automatically ceased by BroadSoft.

fovailable; in office Available: in office

Abin Joseph Available: out of office Available: out of office
Alastair Busy Busy
Charlotte Brown ©  Unavailable ) Unavailable
David Hig None MNene
Demo Agent Two (lain's Kit) « | Flex-9114 :
Conference Phone ©  Da not disturh - Q) Do nat st
Lee Ho {2 Call forward always . Flexible Seating Guest Flex - 9110 2 Callforward always »

Flexible Seating Guest Flex - 9114 T c 1o a devi N
EleabiESeating Sust HacaOll0 (1 Connectto 2 device » Flexible Seating Guest Flex - 9113 S
Flexible Seating Guest Flex - 9114 [ Remote Office . Flexible Seating Guest Flex - 9116 [~ Remote Office 3
Flexible Seating Guest Flex - 9115 Flexible Seating Guest Flex - 9118
Flexible Seating Guest Flex - 9116

INSTANT MESSAGING

Instant messages can be sent and received between any Unity app [Reception, Desktop, Agent, or
Supervisor]. Messages sent to offline users [those that do not have an instance of Unity open] can be stored

and delivered when the recipient next opens Unity.
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UNITY DispLAY OPTIONS

RESIZE

The Unity window can be dragged from any corner to the required size. The Active Call Window resizes
independently by dragging the border at the bottom of the list. When Unity is closed, all current dimensions
will be saved.

MAXIMIZE AND MINIMIZE

Unity can be maximized and minimized using the standard buttons in the top right hand corner of the
application. When minimized, Unity appears in the system tray in the bottom right corner of the desktop

where the Unity icon ) displays, or in the task bar (as defined by the user). To re-open Unity simply double
click the Unity icon, or right-click and select Restore from the menu.

ACCESS UNITY AGENT FROM THE SYSTEM TRAY/TASKBAR

In its minimized state, Unity Agent can be configured to sit in the System When minimised, place Unity in the
Tray or Taskbar. Go to &) Settings > Settings > Appearance. - M;mtm
@ taskhar

m The Unity icon in the system tray allows the user to right click and

select Dial or Redial, configure settings such as CommPilot Express Profiles, DND, Call Forward Always or
Remote Office, or change their ACD state using the context menu. Note: Only those services that are
assigned to the user in BroadWorks will be displayed.

Available: in office
cl Availabl f offi Coasougezs
ose 4
wvailable: out of office 03457203040
Restart
Busy 03459758758 Close
Restore &) Unavailable 01268508018 Restart
o] Settings None Ste\.reWErdle Restore
Chris Tutt | 2 sem
H ngs
Contacts |Q Do not disturb | Natalie Maines (Salesforce Contact) g
Contacts
Call Logs 2 Call forward always 3 LIEERTE
003100000000 Calltons
. Dial number » |0 Connectto a device * Conference Bridge 1263 [ Call number 3
| Change my status ~ » | > Remote Office o ] New number Changemystatus  » |

Selecting “Call number” will provide a list of the last 10 dialed numbers as illustrated below. “New
number” will pop a call box where the user enters the desired number using their computer keyboard.

CALL NOTIFICATIONS

Unity Agent can be configured to automatically display, or “pop” when a call is presented, or pop a “toast”
summary notification above the system tray when a call is presented.

Optionally Unity can also perform auto-answer when using click-to-dial, in which case the primary device of
the user will automatically go off-hook [if supported and a speaker is present]. Otherwise, IP phones will
ring and the user will have to lift the handset to initiate an inbound or outbound call.
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BROWSER SCREEN-POPS

This feature can be used for screen popping CRM systems and other browser based applications. Further
information on this feature is in a supplementary guide. Any summary notification is clickable and can be
used to open the PC default browser to a preconfigured URL
and append incoming call information, such as the phone
number of the remote party.

To: Jenna Wimshurst

From: Matalie Maines (Salesforce Contact)

SKINS
Unity Agent allows users to modify the visual display using pre-defined Skins that offer additional color
options.
To change the look of Unity with pre-set Skins: Current Skin [Gradent Lght Gray =
. Gy
Go to Tools > Appearance > Skins and select the pan Gray
desired option from the drop-down menu. Gradert Bl

All calls can be managed through the call control buttons at the top of the main window. These buttons will change
depending on the state of the selected call, or the only call if there is only one call in the Active Call Window. For

example, the Answer/Release 0 and Hold/Retrieve 0 buttons toggle as only one of these options will
be valid at any time. When an inbound call is ringing, Answer becomes the valid option. Once the call is active the
icon will toggle to Release as hanging up is the only valid option.

Additionally, Unity offers enhanced functionality that allows users to use drag and drop to manage calls, interact
with contacts, and instant message.

RESIZE THE CURRENT CALL LIST

The bottom border of the Active Call Window can be dragged down to display as many or as few calls in the list
as necessary. Unity will save these dimensions. Unity can also be configured to automatically resize to include
new calls.

My STATUS

The My Status link in the main display provides others with an indication of the current status of the user, as well
as quick access to key services that are regularly modified. Unity will only display the options for the services
that have been assigned to the user. Available services are CommPilot Express

; S |
(CPE) Presence, Do Not Disturb (DND), Call Forward Always (CFA), Remote LG TS a“a”a“'e'”"mCeAva“ame e
Office, and Flex/Hoteling Guest (for hot-desk environments). Availables out of office
Busy
CommPilot profiles are used to convey presence information to other users ©  Unevailable

Naone

within the group or enterprise. As users change their status, any Unity client

that is a contact or is monitoring that user will see the status icon indicator & Loro e

dat di [ 2 Callforward always »

u ate accordin .

P gy F  Connectto a device »
>  Remote Office 3
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User State Description Icon
Available: In Office | am in the office and available to receive calls.
Available: Out Of Office I am not in the office but am available to take
calls
Busy | am currently busy (short term) o
Unavailable | am currently unavailable (longer term) (]
None No call routing plan is in use

MANAGE CALLS

MAKE A CALL

DIAL BUTTON

@ Click the Dial button to bring up the Dial dialogue box. Enter the desired oot x

number and press the Enter key or click OK to make the call. The primary phone mber [

will default to using hands-free speakerphone, if configured. Otherwise you will % o] oK

need to lift the handset to begin the call.

FrRoM CONTACTS PANEL

Double-click a user icon, or right-click and select Call extension Name

. . 1. e"m . Call extension

You may also select Call number if right-clicking on an external contact. L Amy
L Chris View user details

It is also possible to call an internal user’s mobile number if that has been g 2""“ Add to contact group "
} Colin

entered in their profile. , David X Removefrom contactgroup

DRAG AND DROP DIALING

Left-click and hold the cursor on a listing in the Contacts panel to select it, and then drag the icon up to the

Active Call Window. This will open a call to that contact.

MAKE A CALL TO A USER OR NUMBER

Drag a call with a user icon “ or a speed dial shortcut icon = from the Contacts panel up into the Active

Call Window to start a new call to the selected user or number.

TRANSFER A CALL TO A USER

Drag a live call in your list onto another contact/user to either perform an automatic blind transfer, or to

populate a drop list with call handling options for transfer, depending on settings.

GoMomentum.com/support

888.538.3960




Unity Agent USER GUIDE

MAKE A CALL TO A CALL CENTER QUEUE

When the User is configured as an Agent, they may drag a Call Center queue call from the Personal
Wallboard to the Active Call Window to make a call to that Call Center.

TRANSFER A CALL TO A CALL CENTER QUEUE

Drag a current call in the Active Call Window up and drop it on a Call Center in the Personal Wallboard to
perform a blind transfer of the call to the selected Call Center, essentially adding the call to the call center
queue.

SEND TO VOICEMAIL

Drag a ringing/unanswered call from the Active Call Window onto the Voicemail button © to blind
transfer the incoming call to your voicemail.

CALL CONTROLS

Drag a call over a specific Call Control button (Hold/Retrieve, Answer/Release, Transfer or Park) to access
the tools to perform that action on the selected call. See Call Control.

DIAL FROM THE CLIPBOARD

Unity can be configured so that whenever a phone number format is copied to the clipboard, Unity will
offer a prompt allowing the user to dial that number. See Clipboard Integration.

ANSWER A CALL

When Unity displays an inbound call to an available user, simply click the Answer icon or double click the
call in the Active Call Window to answer the call. The primary phone may also automatically answer the call
using hands-free speakerphone (or headset), if it supports this feature with Unity.

If there is an active call in progress and a new call comes in, click the new inbound call in the Active Call List
before clicking on the Answer icon, this will automatically place the first call on hold. Also, answering a call by
lifting the handset on the desk phone will have the same effect as clicking Answer in Unity.

END A CALL

Click the Release button @ to end the currently selected call. If there are multiple calls in the current call
list, make sure you select the right call before clicking Release.

Note: Lifting and replacing the telephone handset will also end the call, which will then be removed from the
Active Call Window.
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HANDLE MULTIPLE CALLS

There is no limit to the number of calls that can be displayed in the Active Call Window, but the display is
defined by the number of simultaneous calls allowed in BroadWorks, and whether the Call Waiting service is
enabled and active. To manage a specific call, users may:

* Click on it in the Active Call Window and then select the action you wish to perform. If there is only one
call in the list, that call is automatically selected.

®  Use drag and drop or the Call Control buttons to perform different actions on the call.

*  Double-click an incoming [unanswered] call to answer it, or to retrieve it if currently on hold (where
configured in Settings). If the Notes column is displayed, double-clicking a call in the Active Call
Window will allow the user to add a note to the call.

REDIAL
You can right-click the Dial button to see a list of the last 10 Dialed numbers. Simply click @_@_m_@_&
on an entry in the list to dial the selected party. ;‘n:a;s;:awa e
SEND CALL TO VOICEMAIL all =
@ To send an inbound caller directly to your voicemail, select the call and click the orsstiaz

£} Change outbound number »

Voicemail button. Please note this option will not be visible if the Voice Messaging User
service is not assigned or is currently disabled.

RETRIEVE VOICEMAIL MESSAGES

When no calls are currently selected or inbound (ringing), clicking the Voicemail button will dial into the
voicemail using the user’s primary device. Or the user may review and listen to any messages listed in the
Voicemail tab.

TRANSFER CALLS

There are two ways to transfer a call; Announced Transfer where you introduce the call to the receiving party
before putting the call through, and Blind Transfer, where you transfer the caller directly to a recipient without
introducing the call.

ANNOUNCED TRANSFER

TRANSFER BUTTON

With a call in progress, using one of the steps described in the Make a Call section to automatically place
the first call on hold and add a new call in the Active Call Window. Once the called party answers, click

Transfer @ and select the desired context menu transfer option to transfer both calling parties together.
Both calls will now disappear from the user’s Active Call Window. Note: The user is not limited to
transferring received calls. The user can make two outbound calls and then use Announced Transfer to join
them together.
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Example 1 — Transfer with two live calls Example 2 — Transfer with four live calls
eORANAOMC 0QCANAN0O0O
[ Tonsfer03456040626 b || tooizeesoeoia | [ Toancfer0126B508018_ » |  to03s6d0626
USRS D to number Transfer 0455758758 » || to 03459758758
12 Transfer calls together Transfer 02457203040 » to 03457203040
ArsweTET ToraTTalk  Average Talk Name Total Calls alls £
Name Total Calls Calls Missed Calls Time Time Total Calls 4 @ Nuts Sales o 0 0 00:00 to number
@ Nuts Sales 0 ] 0 00:00:00 00:00 0 O Bolis Sales 4 4 0 00:01:08 00:18 4
© Bolts Sales 4 4 0 00:01:09 00-18 4 4 4 0 00:01:00 00:09 4
4 4 0 00:01:09 00:09 4
From To Duration
From To Duration m Jenna Wimshurst 03456040626 01:37
@ Jennawimshurst 03456040626 00:1a @ Jenna Wimshurst 01268508018 01:24
@ Jenna Wimshurst 01268508018 00:05 @ Jenna Wimshurst 03459753753 00:17
0 Jenna Wimshurst 03457203040 00:02

DRAG & DROP ANNOUNCED TRANSFER

The easiest way to perform an announced transfer is simply to drag & drop one call on top of the other in
the Active Call Window. When answered, the calls are joined together, become listed in the contacts’
Active Calls, and removed from the Active Call Window in the Agent’s display.

WARM TRANSFER BUTTON

Unity offers a feature called Warm Transfer whereby the held call and the Lo | Toce/ u—

. . . . . ! Steve
transferee are linked so that when either call is selected in the Active Call \ Steve1' Transfer call to extension
Window they can be joined by clicking the Warm Transfer call to extension . ;91e|[::| Warm transfer call to extension
option e L::is Transfer to veicemail

BLIND TRANSFER

DRAG & DROP BLIND TRANSFER

Unity Agent can be configured to automatically blind transfer a call from the ~ @I Giiotension
Active Call Window using drag and drop onto a user icon or number icon or :
call center queue in the Contacts panel, where in use.

' Transfer call to extension

Warm transfer call to extension

Transfer to voicemail

L = e~ I < -

Note: Unity can be configured to display a menu when dropping a call onto a €
user icon. If only blind transfer is selected, then this will be performed
automatically. If menu options are enabled when dropping the call, click Transfer call to extension to
perform blind transfer.

Park call on extension

If configured, Unity will also display Transfer to voicemail as a context menu option when a call is dragged
onto an internal contact in the Contacts panel.

TRANSFER BUTTON - BLIND

Select a call in the Active Call Window [if there are multiple calls (-~ G 1 e ool 7 W )
present] Relzaze il Transfer Hoid  Conference Veicemal Recording  Sattings

J::vr:a ‘Wimshurst S:SHE Gorb (+447976493816)
1. Click the Transfer button & Trnse %
2. Enter the destination phone number ]| [
3. Click vOK.
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RIGHT-CLICK BLIND TRANSFER

1. Select a call in the Active Call Window [if there are multiple calls Name Fhone
present] °'| . Call extension
L Am
. . .. . . . ) | Chi |\’.’ Transfer call to extension
2. Right-click the recipient icon or number in the Contacts list. @ | Warm transfer call to extension
Caol . .
3. Select a menu option: ) [Daf ff Tnfer to voicemai
. De Park call on extension

View user details

Transfer call to extension to blind transfer the call to an internal user. . Ed
Transfer call to number to blind transfer to an external contact. '

Transfer to voicemail to send the call to the user’s voicemail.

TRANSFER TO MOBILE

If the selected contact is an internal user and has a mobile number entered as part of their profile, users
may have the option to select either “Call Mobile” [to perform an announced (warm) transfer] or “Transfer
Call to Mobile” [to perform blind transfer].

VIEW TRANSFER HISTORY

Unity can be configured to indicate who the remote party was last transferred to. This data is displayed in the
Notes column, and is only available if this column is being displayed.

From To Duration Status Motes
Barry Simpson Chris Tutt 00:26 Call parked for Andrew Smith Previously transferred to Andrew Smith

HoLD/RETRIEVE CALLS
The Hold/Retrieve button toggles between @ and € depending on the status of the currently selected call.
Hold is only available for an active call, while retrieve is only a valid option for a call currently on hold. When a

call is on hold, the blue hold icon is shown in miniature to the left of the call in the Active Call Window and the
status column displays On Hold.

From To Duration Status
0 Jenna Wimshurst Sasha Gorb 00:04 On hold

PLACE A CALL ON HOLD
To place a current active call on hold, select the call [if there are multiple calls in the list] and press the hold

button. @ The call status will now show as on hold in the Current Call Window and an icon will appear
alongside the call to illustrate that it is currently held.

RETRIEVE A HELD CALL

*  Select the call and click the retrieve button

*  Double-click on the call to retrieve it, if configured to do so in Settings. Please note that any other
active calls will be placed on hold before the selected call is retrieved, meaning you can actively switch
between calls by double-clicking them in the Active Call Window when you wish to check on the callers.
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CONFERENCE CALLS

A conference call can be established with any combination of internal and external numbers. The total number
of parties that can be supported is determined by service assignment. The Three-Way Calling user service
supports conference calls with two other parties only while the N-Way Calling user service supports conference
calls with more participants.

START A CONFERENCE CALL
Once an active call is established [that you have either made or received] call a second person. You can do

this by clicking the Dial button @ or double clicking a user in the Contacts panel or Search, or Call Log lists.
Making this call will automatically place the first caller on hold. Once the second party has answered the call,

click the Conference button @ and a new conference will be created between you and the other two
parties. This is represented in the Active Call Window as shown below. Please note that if there are more
than two calls in the Active Call Window then the two calls to conference will need to be selected.

From To Duration Status
2. Sasha Gorb Jenna Wimshurst 00:15 Active (conference )Mot recording
M. Jenna Wimshurst 01268508018 00:02 Active (conference)MNot recording

Selecting either call and clicking hold will place the conference call on hold, during which time the other
callers can still talk to each other. The Active Call Window will be updated to illustrate that the conference is

on hold
From To Duration Status
0 Sasha Gorb Jenna Wimshurst 00:36 On hold (conference)
0 Jenna Wimshurst 01268508018 00:23 On hold {conference)

ADD MULTIPLE PARTIES
Once a three-way conference is established you can add additional parties to create an n-way conference.
Select the call to add and select Conference @ , you will be prompted to add the remote party to the

existing conference You can see that the entire conference is held when processing other calls through the
Active Call Window.

From To Duraticn Status
@ sashaGomn Jenna Wimshurst 01:30 On hold (conference)
0 Jenna Wimshurst 01268508018 01:17 On hold (conference)
Jenna Wimshurst 03456040626 00:05 Active/Not recording

Unity

i ?
Contacts Call Logs Voice o Do you want to add 03456040626 to the conference

Search

Name
Slaetair —

Ves Ho

Please note that conference calls can be started with any two remote calls, regardless of the direction of
either call or if the number is internal or external [for example between two mobile calls].

DROP A CONFERENCE PARTICIPANT

o To remove a caller from the conference call but continue speaking to the other caller|s], simply select the
caller you wish to drop/release in the Active Call Window and click the Release/hang up button. This will
release only the selected party and continue to show the remaining party[s] in conference with your line
within the Active Call Window.
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END A CONFERENCE

If the user wants to leave a three-way conference but allow the remote parties to continue talking, perform
an announced transfer to join the calls together.
qm Transfer calls together (leave conference)

Otherwise to end the conference simply hang up the phone.

CONFERENCE BRIDGE INTEGRATION

Show details

Unity allows the user to right click the Conference button to @

view or copy details of their “reservation less” conference [ Myconferencebridge » |
bridge(s), or to call a bridge as a moderator. If this has been

configured in BroadWorks.

Copy details to clipboard

| ‘. Call bridge as moderator

CALL RECORDING

If the Call Recording User service is assigned, the user may be able to manage call recording, although this
depends on the functionality offered by the VolP platform and service configuration parameters. If the
functionality isn’t available or is hidden, then the Call Recording button is not displayed in the main window.

CHANGE THE CALL RECORDING OPTION
Right-click the Recording button to select the call recording option.

. .. . . Abways
Please note that depending on permissions this may not be available, also notall | 4 oo

the displayed options may be available. Never

Always with Pause/Resume
On Demand with User Initiated Start

Call Recording options include:

Option Description

Always Calls are automatically recorded from the beginning of the call. There is no option to
pause or stop recording.

On Demand Calls are not automatically recorded from the start, but recording can be started at any
time during the call in which case the entire call will be recorded. Stop and pause are not
available with this option.

Never Calls are never recorded and recording cannot be started while a call is in progress.
Always with All calls are automatically recorded from the beginning of the call, but recording can be
Pause/Resume paused and resumed, which is especially important when taking credit card details over

the phone [that need to be omitted]. This will still result in a single recording for the call,
regardless of how many times it was paused and resumed.

On Demand Calls are not automatically recorded from the start, but recording can be started at any
with User time during a conversation. Recordings can be paused and resumed, which will result in
Initiated Start different recordings being created for a single call.

CONTROL CALL RECORDING

If enabled for use, Users can start, stop, pause and resume call recordings depending on the Call Recording
option currently selected. Recording options are defined in settings, so when set as Always with
Pause/Resume, the user can left click to
Pause/Resume and the button will toggle as Resume
[recording] or Pause. When set as “On Demand With

From To Duration
Chris Tutt Barry Simpson (0003) 00:19
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User initiated Start”, a left-click on the call recording button presents menu options to allow the user to
control the call recording behavior. Click the Recording button again to continue/restart recording the call.

The Active Call List displays the recording state of all calls. Select a call and click on the Recording 9 button
to begin managing the recording for the selected call in the Active Call Window. When recording is in use,

the call recording button will change 9 0 to indicate new action options, including stop, play/resume,
pause/resume, etc.

PAGING GROUPS

Unity Agent allows the user to use paging groups to make instant calls to multiple users. When Unity dials a
paging group [which are setup in the VolIP platform] all configured user’s phones will automatically go “hands-
free” [meaning the speaker will be activated] so that whatever the Agent says is broadcast to all phones and
played through the speaker. Of course if a user is already on the phone they will not be included in the
broadcast.

If a user is an originator for one of more paging groups, Unity will display the Announce button which will
automatically dial the paging group if only one is configured, otherwise it will display a list of all paging groups
that are available for the Agent to use. Once the user selects the paging group Unity will dial that number and
initiate the broadcast.

CALL PARK

When this service is provided by the organization, a Call Control button as well as a Context Menu option will be
provided to park calls if that feature is in use.

Call parked from George Orwell
(Salesforce Contact)

RETRIEVE A PARKED CALL Click here to pickup the call

Unity can notify user when a call is parked on their extension. Unity will
autc.).mat.lcally display a Pickup b.utton anc.:l a toas.t. . R —
notification popup. If the user clicks on either notification, the | fie wessagng oot Hein

parked call will be retrieved to the user’s primary device. e @ @ o @ @ @ 9

Relesse Dial Transfer Hold  Conference \Voicemail Recording | Pickup Call | Senings

From To
Natalie Maines (Salesforce Contact) Jenna Wimshurst
SHOwW CALENDAR
Unity Agent integrates with the shared calendar in Microsoft Outlook to display appointments for the selected
monitored user. o Prene s
o I T
1. Right-click on the monitored user. Todoy Tomonow
09:00-10:00 Update LH rebuild packages
entrance
2. Select Show calendar to view the information. 10001120 e

11:00-12:00
For example: The monitored user is free today but has -
two all-day appointments/tasks tomorrow and another o050

from 5:00-5:30 pm. 15001600

16:00-17:00
17:00-18:00 appointment

18:00-19:00
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The monitored user is free today but has two all-day appointments/tasks tomorrow and another from 5:00-5:30
pm. If Unity is unable to load the calendar for a monitored user, a popup will be

(= =)
shown. This indicates that an error occurred while loading the calendar, most e Tremcre . ‘
likely because it is not shared with the Agent or permissions are inadequate. Name permisionLeve 1

Iain Sinnott Reviewer M
. . . . Anonymous None ‘5
In order to display the calendar, Unity requires “full details” access to read the J
: . .. < B f
calendar from Outlook. It is recommended that the Reviewer Permission Level be (o] [Remme ) [eopeniens) |
Permissions
set for the Agent to see all - . [Femsontee oo 5
calendars that Unity needs to T e B ot e |
d isplay. 10:00-11:00 i ©) Free/Busy time [ Create subfolders

11:00-12:00 ® Fre_/usu_ [ Edit own

[ editall
12:00-13.00 @ Full Details
13:00-14:.00 Other Free/Busy...
THIEAEEY Delete items Other
15:00-16:00 @® None [7] Eolder owner
P © own [T Foider contact
© an [¥] Folder visible

17:00-18:00

18:00-19:00

[ ok ][ cancer | [ ey

SEARCH CONTACTS

The Contacts Panel Search field combines all BroadWorks and Outlook Contacts directories to create a central
search repository. The BroadWorks directories include the Common Phone List [system speed dials], the Agents
user’s own Personal Directory entries, and the Group Directory which includes all the other users in the group as
well as hunt groups, auto attendants and Call Centers. Unity can also integrate with third party LDAP [including
Microsoft Active Directory] and SQL directories as well as integrating with CRM systems. Please see your Unity
Administrator for assistance with CRM integration.

Directory Owner Directory Type Entry Type

BroadSoft Group Directory All other users for BLF presence as well as
hunt groups and auto attendants

BroadSoft Common Phone List Speed dials entries at the Group level
BroadSoft Personal Directory The user’s own personal speed dial entries
Outlook Personal Contacts [private The user’s own Outlook Contacts
folder]
Outlook Group Contacts [public The shared Outlook Contacts at the Outlook
folder] group level
Third Party SQL External SQL Directory
Third Party LDAP External LDAP Directory

CONTACT SEARCH RESULTS LAYOUT

To perform a search, type characters or numbers in the Contadts CallLogs Voicemail
Search field and Unity will start dynamically populating a list |Search [ion | |
of matching entries across all directories. The list will narrow Name Phone
as more characters or numbers are entered. L. Gamron Jonnson (Salesforce Contact) 00180
. Glenn Johnstone (Salesforce Contact) 64214
Clear the Search box to return to the main Contacts panel by . RS B ) 46850
. .. . ', Johan Klaus (Salesforce Contact) 00313
clicking again in the Search field [see Contact Search for (. Jéhannes Guémundsson (Salesforce C... 00354
setting information]. & Jahn Cole 01173
., John Daniels (Salesforce Contact) 07956

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

Search results will display each number for a contact as a separate line. Drag or double click the entry to
make a call or right click to select a call action from the context menu.

The handset ‘., icons represent external numbers or system resources such as hunt groups for which
presence information cannot be displayed. It is also possible to search using the department name to list all
users of matching departments.

LOAD DIRECTORIES

Unity will load all directory entries into Contact Search on startup. If users are added to the BroadWorks
Group Directory while Unity is running, they will not be visible until Unity has restarted. Personal directory
entries the user adds will be available to use immediately without restarting.

LiST DIRECTORIES

1. Right-click the search box in the Contact list to view all directories currently available in Unity

2. Select the directory to load those contacts in the list.

THIRD PARTY DIRECTORIES

When searching BroadWorks and Outlook directories, Unity will dynamically match entries as keys are typed.
Third party LDAP and SQL directories are not loaded into Unity but polled each time a search request is
made, so search results are not listed until the User has entered three characters and hit enter or clicked the

0 .
Search ™ icon.

CONTACTS DispLAY OPTIONS

There are four different Contacts display views available for selection. Right-click anywhere in the Busy Lamp
Field panel displaying Contacts, and select Appearance to see the options and change the view.

DETAILS VIEW

This view provides by far the greatest amount of information, but requires more space [although the panel
can be shortened in which case scrollbars will automatically appear]. With this view the sort order for each
column can be set, which is saved when Unity is closed. You can also configure Unity to display or hide the
extension, department, ACD state and call duration columns.

Contacts ! Activity Logs Abandoned Calls Voicemail AgentActivity My status: available in office

Name Phone: ACD State Status
Chris Tutt 020828812 Sign-Out ~
020828812 |

5

o2vs2ss12
| Contacts  cCall Logs (1 Missed) Voicemail

020828812 vailable
020828812
020828812 Sion-n 3
earch - - L
020828812 sign-in Cur | Communications Limited 3 | Entire directory
Gopikrishnan v 8332 Avalable
lain Sin 020828812 Sign-Out Common phone list
Krysia Swiatek 020828812 Available Name P Helpdesk
Lee Hous 020828812 Sion-in Personal director
© Lewis Marcan 020828812 Available Talk 24 | Sales Team
° 12082651 i) Outlook contacts
020828812 Technical

020828812
020828812

ed test

Kakapo
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LisT VIEW
This viewing option displays all monitored users in a list. Contacts Activity Logs Abandoned Calls Voic
Alastair Farrant
SMALL ICON VIEW my Bker
. . . . . Charlotte Houston
This view combines a simplified look and space reduction. © Chris Tut
Cindy Higgins
Contacts  Activity Logs  Abandoned Calls  Voicemail AgentActivi Colin Earl
Search |:| David Thompson
Dean Dewey
Ed Sinnott
Alastair Farrant Amy Baker Charlotte Houston o Harry Brown
Dean Dewey Ed Sinnott € Harry Brown lain Marcantonio
© Lewis Swiatek Paul Thrussell Steve Tutt € Krysia Quartly
Cindy Higgins Colin Earl € Chris Tutt Lee Koria
€ Krysia Quartly Lee Koria lain Marcantonio @ Lewis Swiatek
Vas Dadds David Thompsan Steve Wardle Paul Thrussell
Steve Tutt
Steve Wardle
Vas Dadds
TILE VIEW

This view is similar to the Small Icon view but uses more white space to provide a cleaner look.

Contacts  Activity Logs  Abandoned Calls Voicemail Agent Activity My status: available in ofiice

In both the Small Icon and Tile views, hover

the mouse over the image to see more
X . . Alastair Farrant Amy Baker Charlotte Houston © Chris Tutt Cindy Higgins Colin Earl
|nformat|on abOUt the monltored user. Dean Dewey Ed Sinnott © Harry Brown lain Marcantonio € Kiysia Quartly Lee Koria

© Lewis Swiatek Paul Thrussell Steve Tutt Steve Wardle Vas Dadds David Thompson

USER AVAILABILITY |CONS

There are four main user icons states shown in the Contacts panel, regardless of the view chosen.

Available The monitored user extension is on hook

Ringing The monitored user extension is ringing

The user is on the phone

(] Engaged
@ Do Not The user has selected DND or Unavailable
Disturb profile

Hover the cursor over an engaged or DND icon for a user to reveal
more information about their current state, if available. For engaged
users this will include the name or number of the party they are
engaged to and the duration off the current call [this feature can be © Chris Tutt

disabled for privacy reasons].

€ Paul Brown
| Talking to +4475344 (Partner Support) - 08:45 |

INSTANT MESSAGING AVAILABILITY ICONS
All users that currently have any version of Unity open will be available for instant messaging. An additional

blue IM availability indicator ® displays next to the user’s status icon.

® Ringing. Unity open and available o Available/on-hook. Unity open and
for IM available for IM

c. DND/Unavailable profile. Unity 0.
open and available for IM

Engaged. Unity open and available for IM

888.538.3960
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CONTACTS PANEL CALL CONTROL OPTIONS

There are many call control functions that can be performed by right-clicking a monitored user in the main
Contacts panel or Contact Search. The menu options displayed will dynamically change to only show those
available depending on the state of the monitored user and/or the state of the selected call in the Active Call
Window [if there is one]. For example, “Transfer to voicemail” will not be available if the user does not have
the voicemail service assigned and “Camp call on extension” will not be available unless there is a live call
selected in the Active Call Window.

CALL EXTENSION

Selecting "“Call extension” will open a new call to that user in the same way that double clicking the user
icon would. Any current call will automatically be placed on hold. This can be used to make an announced
transfer as opposed to a blind transfer using the “Transfer call” commands further down the menu.

ANSWER THIS CALL [CALL Pick-UP]

This will perform call pick-up and will pull the call to the supervisor. © Unity Desktops fem Wimshurst

File Messaging Tools Help

Monitored user must be ringing [orange icon] and the Supervisor and 0O0R0DO0 e

monitored users must be in the same pick-up group.

Hok  Conference Voiemal  Recoraing | ickup Cal | Serings

From To
Natalie Maines (Salesforce Contact) Jenna Wimshurst

PARK CALL ON EXTENSION

Selecting this option will park a live call on the monitored user’s extension park slot.

RETRIEVE PARKED CALLS

Once a call has been parked onto a user’s extension, Unity displays a P and
notifies the user with a pop-up dialog. To retrieve the parked call, click either the
Pickup button or the pop-up.

Call parked from George Orwell
(Salesforce Contact)
Click here to pickup the call

If the call is not retrieved it will be redirected back to the original user who parked the call.
CAmMP CALL ON EXTENSION

Users can camp a live call onto an engaged monitored user. When the user goes back on-hook the camped
call will be delivered and their phone will start ringing. If the user does not go back on-hook before the
camp timer expires the call will return to the User.

CALL MOBILE

Places call to mobile. Any live call placed on hold. The monitored user must have their mobile number
entered in BroadWorks.

TRANSFER CALL TO MOBILE

Performs blind transfer call to monitored users mobile. The destination user must have their mobile number
entered in BroadWorks.

GoMomentum.com/support 888.538.3960
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TRANSFER CALL TO VOICEMAIL

Performs a blind transfer of a live call to the destination user’s voicemail. The destination user must have
voicemail service assigned and enabled.

BARGE INTO THIS CALL

Makes an immediate three-way conference call with the Supervisor, the monitored user, and the third party
the monitored user is talking to. All parties will be able to talk and hear each other. When attempting to
barge into a call, if the phone plays a “number doesn't exist” tone, the monitored user cannot be barged
into because they have the Barge-In Exempt service assigned and activated. Only users without this service
active can be barged into.

The Active Call Window will display like a normal conference call, and the Supervisor user can
Hold/Retrieve the same as for a conference call.

From To Duration Status
2. Sasha Gorb Jenna Wimshurst 00:15 Active (conference)/Mot recording
AL Jenna Wimshurst 01268508018 00:02 Active (conference)Mot recording

Please note that when leaving a call that you barged into, you must transfer the call parties together in
order to leave the conference without ending the original call. To do this either drag one call on top of the

other in the Active Call List, or press Transfer @ then select the option @ 0 @ @ @ G}

to leave the conference. . Transfer calls together (leave conference) |

Note: The Supervisor user must have directed call pick-up with barge-in service assigned, the Monitored
user must be engaged on a call, and the monitored user must not have the Barge In Exempt service setting
enabled. Reference the Unity Agent documentation for more setting information.

CALL EXTENSION WHEN AVAILABLE

Places an alert on a currently engaged monitored user. When they "%
become free a dialogue box prompts the Supervisor user and @ [y s okt ol

you click 'no’ you will not be prompted to call again.

allows them to open the call back.

Yes i No

VIEW USER DETAILS

Performs a lookup on the user’s details as entered in BroadWorks. This Steve Wardle X

includes their phone number, mobile and email address. e

Email-  Stevewardle@kakaposystems co
Phone: 02082881245

Mobile:

ADD AUDIO ALERTS TO MONITORED USERS o

WAV File: D

The "View user details” box also allows a user to specify a .wav file to be oK

played when the monitored user receives a call. Click the blue File = icon
to select the wav file then click OK. This feature is useful in Manager/Secretary scenarios where the
Supervisor user is screening calls. When the audio alert plays that is the reminder for the user to perform
call pick-up.

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

SEND EMAIL

Opens a new email window in the default Email application. The user must have an email address defined
in BroadWorks.

ANSWER THIS CALL [CALL Pick-UP]

When monitored users are ringing their icon in Contacts becomes orange

To perform pick-up and answer the call, right-click the icon and
select Answer this call.

Answer this call

View user details

This option is only displayed when right-clicking a ringing user.

Add to contact group »
Note: The Supervisor user and the monitored user must be the SJIEERLL % Removefrom contact group  »
same pickup group or the Supervisor user must have the “Directed . LeeH Add note
Call Pick-Up” service assigned in BroadWorks and Unity. + Lewis
CONTACT GROUPS

Contact groups are pre-defined logical groups of internal and external contacts that allow the user to quickly
load selected contacts, they are very similar to the default user list expect they are pinned to the Contacts tab

{Cuftacts | Activity Logs  Voicemail My status: available in office
Search [ | |Helpdesk | HomeWworkers | IndiaOfice | LAofice | LondonOffice |  New York Office
Name Phone ACD State Status
Chris Tutt 020828812 Sign-Out ~
Cindy Baker 020828812
Colin Wardle 020828812 Sign-Out
@ Dave Baker 020828812 Available Talking to +447717580512 - 20:22 / In a meeting
David Higgins 020828812 Sign-In
Dean Thompson 020828812 Sign-in
© EdThus 020828812 Sign-in Currently away
Gopikrishnan V 8332 Available
Iain Sin 020828812 Sign-Out
Krysia Swiatek 020828812 Available
Lee Hous 020828812 Sign-n
@ Lewis Marcan 020828812 Available Talking to Conference Bridge - 18:35 / Currently busy
© PaulFamant 020828812 Available Talking to Alastair Brown - 02:00
Steve Tutt 020828812 Unavailable - WebChat
Steve Wardle 020828812 Unavailable - Comfort Break In a meeting until 3pm
Vas Koria 020828812 Available
-

Contact groups provide multiple real-time BLF instances for efficient call handling. The contact groups can be
named intuitively by the Agent user, for example, “Denver Office” or “Sales Team" as appropriate. Up to 12
contact groups can be added and each contact group allows up to 50 internal users and unlimited external
contacts. Internal users can belong to multiple contact groups.

CREATE A CONTACT GROUP

View user details

Assuming contact groups are enabled in Settings, drag over a ) W ci e
group of monitored users in the Contacts panel, or CTRL + left GE
click them in Contacts or Search and then right click the mouse ’

[ Addto contact group » Helpdesk

% Removefrom contactgroup  » Home Workers

and select “Add to contact group > New contact group”. Name Add note i e
. Remove XMPF presence office
the group and click OK. — London Oifice
Mew York Office

Show calendar

Mew contact grou
Service Configuration , ‘ srowp |

Copynumber | Contact Group x

Personal directary|

o wgewes | Name [

Appearance X Cancel OK
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ADD USERS TO AN EXISTING CONTACT GROUP

After selecting additional internal users or external contacts © Eor— -
. Call extension
right-click to add them to an existing contact group. If a e View user detals
user or contact already exists in the contact group, they will - [ Addto contact group ] Helpdesk
. *  Removefrom contact group  » Home Workers
not be duplicated. S mote Indie Office
Add Personal Directory Entry X Remove XMPP presence LA office
Send ) Lendon Office
Name |Derek Lynch ene emar New York Office
Show calendar
Phone 07976 New contact group
Service Configuration »
X Cancel 0K Copy number
Personal directary »
L3 Manage user list
Appearance 3
REMOVE USERS FROM CONTACT GROUPS
Right click a user and select Remove from contact group. L coirpumrp—
3 SZ: Call mebile
y EdT| View user details
Harr
1B Add to contact group v
paul| % Removefrom contact group  » Helpdesk
Add note Home Workers

India Office
LA office
Londen Office

@  Instant message

Remove XMPP presence

DELETE CONTACT GROUPS N New York Office

All contact groups

Senvica Canfinnratinn .

Right click a Contact group name to delete it.

Contacts CalllLogs Vaoicemail

Search|:| Helpdesk | Home Workers | India Office | L#

Rename contact group

Name Phone ED S E Delete contact group

RENAME CONTACT GROUPS

Right click a contact group name and select “Rename contact group”, then enter the new name and click
v OK.

Contacts Call Logs Voicemail

Rename contact group

Name FPhone ACD State Delete contact group

PERSONAL DIRECTORY

The Personal Directory is a repository on the VolP platform for each individual user to store personal contacts,
which are available to be added to the default contact list and are included when searching in the Contacts list.
Personal directory entries are classed as external contacts, so are shown with a phone ‘« image. Double clicking
the item in the Contacts list will make a call to the associated number.

ADD A PERSONAL DIRECTORY ENTRY

To add an entry, right-click anywhere in the Contacts list and select

Personal Directory > Add new entry. Then enter the name and number | Personaldirectory » | Add new entry
and click OK. If the number specified is already in the Directory the £ Manage user list Import directory
user will be alerted. Appearance 3 Export directory
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EDIT A PERSONAL DIRECTORY ENTRY

Search for the contact using either the name or number, then right- o © Collumber

Add to contact group »

click and select the menu option to edit to contact. . [
Add to default list

Copy number

Personal directory r Edit Derek Lynch

£ Manage user list % Remove Derek Lynch

Appearance » Add new entry

Import directory
Export directory

REMOVE A PERSONAL DIRECTORY ENTRY

Search for the contact using either the name or number, then right-click and select the menu option to edit
0oL roree—

to contact.
. . . . . x contact group b
Confirm the action when prompted. Use caution. This action cannot be g
undone. m :
X ch

INCLUDE EXTERNAL CONTACTS IN THE DEFAULT CONTACTS LIST

To “pin” a personal directory entry [or any other external contact] to the
default Contacts list, right click and select “Add to default list”, as
shown here. Please note that external contacts that are pinned to the
default Contacts list do not contribute to the limit of 50 monitored
users.

'\,I Derek Lynch

Call number

Add to contact group 3

*  Removefrom contact group  »

Add to default list

IMPORT PERSONAL DIRECTORY

Unity allows multiple contacts to be imported into the personal I ey
directory through a .csv file, provided the file is in “name, number #  Manage user st [ rmport directory
format. Right-click anywhere in the Contacts list and select the import Appearance R Export directory

menu option as shown below, then select the location of the file to
import. Depending on the number of contacts this may take several minutes.

EXPORT PERSONAL DIRECTORY

You can export the personal directory in case it needs to be imported [ Pesomaldnecioy v ] +  Addnewenty
for another user. £+ Manage user list Import directory
Right-click anywhere in the Contacts list and select the export menu Appearance v [ Export directory

option. You will be prompted to specify the file location, the format is
.csv and the default file name is PersonalDirectory.csv
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INSTANT MESSAGING

Instant messages can be sent and received between any Unity app [Reception, Desktop, Agent, or Supervisor].
Messages sent to offline user [those that do not have an instance of Unity open] can be stored and delivered
when the recipient next opens Unity.

The upper part of the IM window will scroll to display the most recent comment. Type your comment in the
bottom window and press Enter or click the # envelope at bottom right.

IM Window — Docked IM Window — Undocked
Undock IM window Call participant IM participants  Minimize window Close window

IM Conversation [<][[E—— Close IM window O [Conversation =]
participant Steve Wardle: yep 2 Steve Wardee: ~

JennaWimshurst sweet thanks Jenna Wimshuret: sweet thanks

Steve Wardle: its parking Steve Wardle: its parking

v
Enter IM text here 1 ‘ @} Click to send v
Enter IM text here { J
Last message received at 10:48 4] E.’i Click to send

Close IM window

Re-dock in the IM pane Call participant

ONLINE/OFFLINE INDICATOR

A person that is running an instance of Unity, and therefore available to send an online IM to, is indicated
with a small envelope on their user icon. This applies across all the available, engaged, ringing and DND
states as shown below.

State Online [Unity Open] Offline [Unity Closed]
Available ®

Ringing @

Engaged 9. 0

DND/unavailable =5 e

profile

DocK THE IM WINDOW

Instant Messages can be displayed in the Docked IM Window or as
separate dialogue boxes for each individual IM thread. If the docked
window is used, IMs with contacts can be initiated via drag and drop
and new IM windows will not pop over other applications.

Steve Wardle -  x
Steve Wardle: yep ~
Jenna Wimshurst: sweet thanks

Steve Wardle: its parking

UNDOCK AND RE-DOCK IM SESSIONS

You can undock an IM message by clicking the * Expand conversation to separate window"” button. The IM
session will now be in a standalone window and drag and drop will not work to add contacts to the
conversation.

Click the ™ "Dock conversation in main window” button to pull the IM session back into the docked panel in
the main Supervisor interface.
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SEND AN INSTANT MESSAGE

Send an instant message either by right clicking a user icon in Contacts panel or @ Uity Agent Jenna Wimshurst - Avalable (duration: 0422+

File Messaninn  Tnnls  Haln

Start conversation E

e Wepup  Release Dial Transfer

Search and selecting “Instant Message” from the drop list, or by dragging a user
icon into the docked IM panel. Alternatively, you can select Messaging > Start
Conversation from the top menu bar. You can then select the online users to

include in the IM conversation.

ADD PARTICIPANTS TO AN EXISTING IM SESSION

When an IM conversation is in the Docked IM panel you can Conversaion members x
drag a user icon from the Contacts Panel or Search and drop OreterLaw ~] & [OCommunicaions Limited

. ) [JPrathap MK [JAsin Joseph
them on the IM window to add them to the conversation. Clsaly Jones Osteve Tut

[subhaT [steve Wardle
When the IM Window is undocked you click the Search e scostes
icon and select participants to add to the conversation.
[ Showh h % Cancel OK

SEND CONTACT DIRECTORY NUMBERS S

To send another user a number from your Directory right click in the bottom panel where you enter text.
Mouse over to see your Directory entries and select the appropriate number.

The recipient user must have their email address entered in the system
The Supervisor user must have their outlook client open and they must have full sharing

Permissions to see the monitored user’s Calendar in Outlook.

IM NOTIFICATION SETTINGS

Click on a notification to respond. Note: All notification options for IMs, including sounds and popup
notifications can be modified in Settings under Instant messaging & Presence.

SEND IMS TO OFFLINE USERS

Even when a user is offline, Unity will allow you to send them an instant - -
Chris Tutt "B

message which will then be queued and will appear the next time the user is s | S el @ T G

online. 47

GET STATUS UPDATES
Please note that at present XMPP is only used by Unity to communicate with UC-One clients.

To subscribe to XMPP presence for a monitored user (meaning the Agent will ol
receive real-time updates as the monitored user changes their presence in UC-

One) simply right-click the user and select “Add XMPP presence”, as shown

here. If already subscribed, then right-click the user to remove XMPP presence. % Removefrom contact group b

. Call extension
View user details

Add to contact group 3

Add note

Unity will show the unavailable, busy etc. status of the user, as well as any status i
nstant message

message manually entered in UC-One. onis Tut S
Steve Tutt 02082881251
© Steve Wardie 02082881245 | in 2 meeting until 3pm  Currently away
- Start 3 new conversation
]
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Unity can also be configured to automatically subscribe to all monitored user’s
XMPP presence. However, this may result in the buddy/contact list in UC-One He Edt Comacts Cals Comerstions
becoming very large so should only be activated if the Agent doesn't often refer or @ g

¢ Smart UC-One - m] X

add to the buddy list. Eaway v

In a meeting until 3pm

All calls are managed through the call control buttons at the top of the application. These buttons will change
depending on the state of the selected call, or the only call if there is only one call in the Active Call Window. For

example, the Release e and Hold/Retrieve o buttons toggle as only one of these options will be valid
at any time. When an inbound call is ringing Answer becomes the valid option. Once the call is active the icon will
toggle to Release as hanging up is the only valid option.

PERSONAL WALLBOARD

The Personal Wallboard section in Unity Agent offers a user who is also a call center agent a view of personal
and overall queue performance by displaying key metrics. Statistics are broken down by “My Statistics” which
shows the agent’s individual performance and “Overall Queue Statistics” which will show the current conditions
across the entire call centre[s]. Some statistics are real-time while others are periodically polled from the VolP
platform. The Personal Wallboard can show a detailed view [one row per call center] or a summary view only,
this is toggled using the " button in the upper right corner. The color codes within the display (green, yellow,
and [JJEdY) are user-defined Alert Thresholds for the Statistics in the columns, and can be managed in
Services.

The * icon at the upper right hand corner of Personal Wallboard toggles between showing all Call Centers
individually [Maximized View] or a summary of all Call Centers combined [Minimized View].

Maximized View

My Statistics Overall Queue Statistics -
Name Total Web  Answere Total Missed Average Emails Web Total Calls Total CallsIn Longest Average Average Calls ‘Web ‘Web
Calls Chats  dCalls Talk Calls Talk Answere Chats Calls Answere Missed GQueue Wait ait Talk Abandon Chats  Chats
Answere Time Time d Receive d Calls Time Time Time ed  Queued Answere
O Kakapo Systems - 0 - - - - 0 0 - - - - - - - - 0 3
@ Bolts Sales 0 0 0000 0 0 0 0 0 0 0000  00:00 0 0 0
@ Nuts Sales 0 = 0 00:00 0 00:00 = = 0 o 00:00  00:00 4] ° °
0 0 0 00:00:00 0 00:00 0 0 a 0 0 0 00:00 00:00 00:00 0 0 &i
Minimized View
My Statistics Overall Queue Statistics -
Name Total Web Answere Total Missed Average Emails  Web Total Calls  Total Callsin Longest Average Average Calls  Web Web
Calls Chats  dCalls Talk Calls Talk Answere Chats Calls Answere Missed CQueue Wait Wait Talk Abandon Chats  Chats
Answere Time Time d Receive d Calls Time  Time  Time ed  Queued Answere
Summary 0 0 0 00:00:00 Q 00:00 0 0 0 0 0 0 00:00 00:00 00:00 0 1] 3

Note: Statistics shown in Personal Wallboard reset every 24 hours at midnight.

If the user is not also an agent for the queue in BroadWorks, then they will not be able to Join/Leave, or take
calls for those queues. The Join/Leave status icon will show as grey and there will be no statistics in the “My
Statistics” window.
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When the user is also an agent:

Wy Statistics Overall Queue Statistics =
Name Total Calls Answered Calls Missed Calls Total TalkTime  Average Talk Time Total Calls CallsAnswered  TotalMissedCalls  CallsinQueue  LongestWaitTime Average WaitTime AverageTalkTime  Staffed Ratio
@Bols Sales 0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00 18
@uts Sales 0 0 0 00:00:00 00:00 0 0 0 0 00:00 00:00 00:00 L
0 0 0 00j00:00 00:00 0 0 0 0 00:00 00:00 00:00 215

Call Center icons are green and red to show
that the user is either joined or not joined to
the Call Center queues.

As the user is assigned as an agent in BWKS
the agent statistics are populated with the
user's own statistics.

When the user is not an agent:

My Statistics Qverall Queue Statistics
Name Total Calls Answered Calls Missed Calls Average TalkTime  Total Talk Time  Total Staffed Time Total Calls Calls Answered  TotalMissed Calls  CallsInQueue  LongestWaitTime Average WaitTime Average Talk Time Staffed Ratio
© Bolts Sales - - - - - - 0 o 0 0 00:00 00:00 00:00 o0
© Nuts Sales - - - - - - 0 0 0 0 00:00 00:00 00:00 00
0 0 0 00jo0 00:00:00 00:00:38 0 o 0 0 00:00 00:00 00:00 0
Call Center icons are grey to show
that the user is not able to join or As the user is not assigned as an agent in BWKS
leave the Call Center queues. the agent statistics are replaced with dashes.
OVERVIEW
The Personal Wallboard is used not only to show agent g Toacae, oo e
L. . 4, Call queue
N
and queue statistics for call centers, but also to quickly @ .
perform other actions on behalf of the agent. X Remove from personalwalloard
¢ Refresh statistics
Right-click on the call center. S vl AmyEa '
Show gridlines Chris Tutt ’
. . . Dashboard User 3
Join or leave the call center [this toggles depending on ——————
whether the agent is currently joined or not], call the = '
Gopikrishnan »
queue [or transfer a call in progress], or instant fain Sin 4
A [ selyJones v | Call extension
message/call a supervisor of the call center. Setin Jeseph T r—
Steve Tutt » 2
Steve Wardle 3

COLUMNS

There are 6 agent level and 22 call center level statistics available to be displayed in the Personal Wallboard,
which will automatically resize to include all columns in the window width available. Columns can be added
removed and reordered and alert thresholds can be defined in Settings.

Many columns support thresholds which employ a “traffic light” scheme to quickly indicate important call
center metrics, such as the number of missed calls or the longest wait time for queued calls.

Please note that all statistics shown in Personal Wallboard reset every 24 hours at midnight.

JOIN & LEAVE QUEUES

To join or leave a call center queue: Tof

1. Right-click on the queue in the Personal Wallboard [if

displayed]

OR, click on the Tools menu to see your call centers.

GoMomentum.com/support
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2. Select Call Centers - all call centers that the user belongs to are available for selection, even if they are
not currently being displayed in the Personal Wallboard.

3. Click on the correct queue.

4. Choose Call, Join, or Leave, as needed.

CHANGE ACD STATE

The ACD State buttons at the top of the view allow the user to change their 0
current ACD state, including setting the unavailable reason code when selecting -4
DND. The title bar may also be set to show the current ACD state.

o €

Awaiting PCl Payment

Clearing Tickets
Comfort Break
Lunch (default)

Paperwork

Technical Support & Testing
Training

WebChat

RecEIVE CALL CENTER CALLS

Agents will only receive calls routed through the call center if they are currently joined to that call center and the
ACD state is set to Available. When receiving a call center call, Unity will display the “To"” field as the name of
the queue rather than the name of the agent, to indicate that this is a call center call. If a DNIS name is present,
this will also be shown [in brackets].

From To Duration Status Notes
Barry Simpson Muts Sales (Nuts International) 00:00 Ringing Previously transferred to Andrew Smith

Call center calls are managed in exactly the same way as non-call center calls.

ASSIGN DIsPosITION CODES

Although unlikely in a reception environment, a call center call can be flagged with one or more disposition
codes, which is recorded by the VolP platform to give more information about this call, for example was it the
result of a marketing compaign, is it a complaint etc.

From To Duration Status Notes

Natalie Maines (Salesforce Contact) Bols Sales Active - Not recording

Assign a disposition code to a call by right-
clicking and selecting the menu option above, a

Assign call to account code »

Add number to personal directory

single disposition code can only be assigned Aaelnose
Show CRM contact
once to a call, but multiple codes can be | ACWalgeny
] Contacls CallLogs Voicemail Escalate to first supervisor My status: available i
assigned to the same call. e[| e confrn scaneto ofce | LandnOfce | NewYorkofio

Name Supenvisors 4 Status

Assign disposition code v Selected call  » 1 Call from Reseller

A disposition code can also be assigned to the
last received call center call. Right-click in the Sonsrie

Reset column widths 2Call from Direct customer

3 Call for other member of staff
4Cold Call

5Did not add a code

Active Call Window to assign the disposition S
code, please note that Unity indicates that et
“Sales Call” has already been

. . From To Duration Status Notes
assigned to this call.
‘ Assign disposition code  » Last call between Bolts Sales Natalie Maines (Salesforce Contact) — » 1 Call from Reseller
Reset column widths 2 Call from Direct customer
Show gridlines 3 Call for other member of staff
4Cold Call
5 Did not add a code -

Existing Customer

Mew Customer

GoMomentum.com/support 888.538.3960




Unity Agent USER GUIDE

The agent must be in Wrap-Up ACD state in order to assign a

. . . L. Assign Disposition Code - 00:04 remaining X
disposition code to the previous call center call. If this isn't the case
Unity will prompt the user to change the ACD state the Wrap-Up, assign cose =
the disposition code, then change the ACD back to the current state. i 2 Can from Direct customer
4 Cold Call
When Unity is configured to force the agent to assign a disposition code ; B coe

through a popup window, that message is automatically displayed to the Mew Customer
user when the call is released.

SUPERVISOR ESCALATION

A call center call can be escalated to a specific supervisor or to the first available supervisor. There are two kinds
of escalation available, both of which are logged as an escalation in the VolP platform.

From To Duration Status Notes

To Escalate a call: [ i - paar——— = e Ve
Add number to personal directory
1. Right-click on an Active Call. Add call e
Show CRM contact
. . . Add CRM call log entry
2. Select the desired escalation option (ora  ———— .o
Contacts  Call Logs ‘m” DFW S“:jmw ' . My status: available
specific supervisor or first available) and ) — = T o L_Licer 1 oagonOfics | NewYotkOFce
I o 5
the contact method from the context ftieme Assign disposition code v Chris Tute > Call/escalate
Reset column widths Da<hiboard ey 4 Instant conference/emergency escalate
menu options. Show gidines ConfemneePtons | pantercto non
v L | Instant message
lain Sin 3
Sally Jones b
Sebin Joseph >
STANDARD ESCALATION gt X

Places the call on hold and dials the supervisor. Once the supervisor answers the agent can perform an
announced transfer, a three-way conference or simply toggle between calls.

EMERGENCY ESCALATION

Select Instant conference/Emergency escalate to first supervisor, or chose a supervisor and the emergency
escalation option and Unity will dial the supervisor and start an instant conference with that supervisor and
the remote caller when the supervisor answers.

The agent can also blind transfer the call to the supervisor without performing an escalation or send an
instant message to the supervisor.

ACTIVATE OUTBOUND DNIS

If the receptionist is an agent of one or more call centers that support outbound DNIS, then the user can select
an outbound DNIS which will determine which outbound caller ID/name is presented to the remote party when
the user makes external outbound calls.

@ 03456040626

To change the outbound DNIS appearance: orzses0a0ts

Steve Wardle

. . . Chris Tutt
1‘ RIght_Clle the Dlal bUtton Natalie Maines (Salesforce Contact)
. . 001895454476

2. Select an available option to change the outbound number. 003100000000

Conference Bridge 1263
All numbers configured as outbound DNIS will be presented, and .
the currently select number will be ticked. Please note that if an - G V]| BotesSoes (boks tematona)
outbound number is selected here, it will be used when making all :’:‘:ﬂl‘“(‘;t"lt“f’n
calls until Unity is closed or the “None” menu option is selected. Huts Sales (Nuts Sles)

Nuts Sales (Nuts UK
None
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Unity Agent USER GUIDE

VIEW REPORTS
Unity offers standard call center agent reporting to the receptionist, which is accessed through the Report

Viewer @ button, or go to Tools > Call Centers > Report Viewer.

(@ Report Viewer - X @ Report Viewer - X
Report Agent Activity Detail Report v Report Agent Activity Detail Report. ~
Start Period 00:00 v Agent Activity Detail Report
= ERitpeted Agent Activity Report
End Period Thu, 20 Sep [~ | | 12:00 v Agent Call By Skill Report
e Agent Call Detail Report
Output Type PDF ¥ | | output Type Agent Call Report
Agent Duration By Skil Report
Agent Duration Report
X Cancel Run Agent Sign In Sign Out Report
CC - Agent Activity - Agent
CC - Agent Activity - Media Stream -

CC - Agent Activity - Queue

CC - Conversation Detail - Agent

CC - Conversation Detail - Media Stream

CC - Conversation Detail - Queue

CC - Conversation Summary - Agent

CC - Conversation Summary - Media Stream
CC - Conversation Summary - Queue

CC - Performance - Media Stream

CC - Performance - Queue

The following default reports are available by default:

Agent Activity Detail Report Agent Activity Report

Agent Call by Skill report Agent Call Detail Report
Agent Call Report Agent Duration by Skill Report
Agent Duration Report Agent Sign-In/Sign-Out Report

As additional reports are made available in the VolP platform they are displayed in the report viewer.
Please consult your service provider for an overview of the call center reports, including input parameters.

Unity is setup by the service provider, and generally uses pre-defined Templates to provide the default setup the
organization prefers. Users may have access to modify some service and setting options to assist as they work. This
section offers an overview of the Services tab options, with tips and general instructions for accessing and/or
modifying commonly used services that are made available in Unity. For assistance with the options you cannot
modify, contact your organization’s Unity Administrator.

Note: Unity must be restarted to update the system for immediate use when changes to services and settings are made.

The Settings 9 icon in the Call Controls section (or via the Settings option in the Tools menu within the Toolbar)
offers access to view the Services tab. This area offers access to define specific behaviors for incoming and
outgoing calls, call controls, and messaging including voicemail, and works with the BroadWorks settings that are
currently licensed and defined for the user.

INCOMING CALLS

This service setting section allows users to enable and setup the BroadWorks features the user wishes to use for
Incoming Calls while working in Unity.

GoMomentum.com/support 888.538.3960




Unity Agent

USER GUIDE

ANONYMOUS CALL REJECTION

© Settings > Services > Incoming Calls > Anonymous Call Rejection

Disallow calls from callers who have setup usage of a O Sericesstings *
) ) . S ) , L. Services | Settings
private’, ‘anonymous’ or ‘unknown’ caller ID. This is an Tocorang Gab Frevent s e Fors reaching o when Tre e s xpicEy rsticEed fher mamber
On/Off service. Gl oy~
Call Forward No Answer
Cl k IZ bl E_;tNM\DS;MZL D Delivery [ Enabled
1. ick to M Enable. nterna g tn D Delvery
- Simultaneous Ring
. Dutlg;;\‘irr‘z E:VH: 1D Delivery Blocking
2. Click v'OK and select Yes to restart and update Slowl
the system when prompted. Civitng.
- Hoteling Guest
Remote Office
Shared Call Appearance
Mes\}ﬁgmg ,
> Cancel oK
CALL FORWARD ALWAYS
© Settings > Services > Incoming Calls > Call Forward Always
Automatically forward all incoming calls to a different Py r— .
phone number. servces_setengs
Incoming Calls Automatically forward all your incoming cals to a different phone number.
Anonyrmous Call Rejection
1. M Enabled - Click to place a checkmark if you Gt o
Call Forward No Answer
wish to use Call Forward Always. D Lne D pehery | D Ensled
Internal Caling Line ID Delivery .
simultaneous Ring one e
A utgoint 3219486373
2. Phone Number — Enter a 10-digit phone number, “Htéumi‘;n‘imema.mk.ng : -
Call Control
no spaces/special characters. e
Call watting
Hoteling Guest
3. Ring Splash — Enable, as needed to ring the Sror o pence
Messaging
deskphone and forwarding number. Vet
4. Click vOK and select Yes to restart and update B B
the system when prompted.
CALL FORWARD Busy
G Settings > Services > Incoming Calls > Call Forward Busy
Automatically forward calls to a different phone O senices & seting: *
. . Services settings
number when your line is busy. User may enable Trcomng G AutomHe o vour B T 3 BTt one TaTber When your o 5 b
Anonymous Call Rejection
and define the phone number for forwarding. Qe shars
Call Forward No
. . Do Not Disturb
1. ™ Enabled - Click to place a checkmark if you - BxtamalCong Une D Delvery | L Evebled
- Internal Caling Line ID Delivery phone numbe
wish to use Call Forward Busy. o
Caling Line ID Delivery Blocking
Cal Control
2. Phone Number — Enter a 10-digit phone + Broaguorks Anyuhere
. Call Watting
number, no spaces/special characters. Hotaing Guest
Remote Office
Shared Call Appearance
. + Messagin
3. Click vOK and select Yes to restart and = ocerai
update the system when prompted.
* Cancel oK
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Unity Agent USER GUIDE

CALL FORWARD NO ANSWER
© Settings > Services > Incoming Calls > Call Forward No Answer

Automatically forward incoming calls to a different phone number if the call is unanswered for a set number
of rings. User may enable, define the phone number and the number or rings before forwarding.

@ Services & Settings X
1. ™ Enabled - Click to place a checkmark if you wish to | s setm
Incoming Calls A;;zg%fl’yafgévg‘r: ::r\::beﬂ}‘ift::ggﬂem"t phone number when you do not answer your
use Call Forward No Answer. ey G aecion g :

- Call Forward Always
Call Forward Busy

2. Phone Number - Enter a 10-digit phone number, no Gl re DTy |

e B | oy
spaces/special characters. ovgong e [z
Caling Line 1D Delivery Blocking
Call Control

Number of rings before forwarding

. . - Broadworks Anywhere 4 i
3. Number of rings before forwarding — Choose a Clviane
. Hoteling Guest
number using the drop-down menu. Rz ofee
£ Messaging
Voicemail

4. Click v'OK and select Yes to restart and update the

system when prompted. Ko [V

CALL CENTER

Go to © settings > Services > Incoming Calls > Call Center to manage the call and display settings for contact
center Agents, ACD States, Personal Wallboard Statistics and Column displays, Reporting, and for assigning
Abandoned Calls.

AGENT

1. Define or select from the following Contact Center Agent settings:

Calls:

M Automatically answer contact center calls when I'm available

M Include contact center calls in the Activity List O sevcsaseing: %
senvices | Settings
. . .. Incoming Calls ~ |[Configure contact center agent settings such as ACD state
M Display queued contact center calls in the Activity oot il Rcion
Call Forward Always
. Call Forward Busy
List Gal Forviard o Ansiwer
Coy nter
E Calls
Conversations: & s Sate 53 Astoraticsly snaner contac center ol when Tm aviee]|
Columns. Include contact center calls in my call logs
eretng
Display queued contact center calls in the activity list
N H - N ‘Abandoned Calls
M Show Media Stream in the Activity List o ot Fores ,
Avaible: In Office S it
. . . .;va\hh\e: Out O Office [ Show Medi Stream name in the actwvity list
¥
M Prompt me to confirm before leaving a queue if | e e
- g‘ztg‘;;f;t‘;“”': Lne I Devery [ Prompt me to confim before cosing a conversation
am the last joined agent rena o e oevery | E5rca o o e vt o b
mjg‘g:;” mecusRing [ Notfy me when the remote party i unavaiable or the conversation is closed
M Prompt me to Confirm before ClOSing a . “ccanmnntgm‘une D Delivery Blacking [] Show the duration since the last message was received
Brondworks Anywhere [ Indicate when a received message has been unanswered
. Broadworks Mobilty fe 10 = d
conversation i 2 ssconcs o more
Call Park Retrieve - .
Call Recording LIS aTisTs
H Call Waiti @® Include al the contact cents
M Force me to reserve a conversation before Febl Sesng st e e
Hotelng Guest O Include only those supervisors that are currently supervising me
- Remote Office
replying s lpgpesee

 Cancel oK

M Notify me when the remote party is unavailable
or the conversation is closed

M Show the duration since the last message was received

M Indicate when a received message has been unanswered for X seconds or more
When listing Supervisors:

® Include all supervisors in the contact center (default)

@® Include only those supervisors that are currently supervising me

2. Click v OK to submit the change(s) and select Yes to restart Unity when prompted.
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Unity Agent

ACD State

USER GUIDE

Go to () Settings > Services > Incoming Calls > Contact Center > Agent > ACD State

1. Enable or select from the following automation and display settings for ACD state:

Startup & Desktop Unlocked ACD State — select an option from the drop-down list or leave as Not

Set.

Post Call ACD State — select an option from the
drop-down list, or leave as Not Set.

Desktop locked state — select an option from the
drop-down list, or leave as Not Set.

Wrap-up duration (sec) — enter an amount of
time in seconds to complete Wrap Up tasks
before automatically using the following
selected setting(s)

M Don’t change my ACD state to Available until
| assign a disposition code

D Services & Settings

Services  settings

I

coming Cals ~
- Anonymous Call Rejection
- Cal Forward Always
- Cal Forward Busy
- Call Forward No Answer
Call Center

Reporting
Abzndoned Calls
Cormm Piot: Exprass
Avaizble: In Office
Avaizble: Out Of Office
Busy
Unavaiable
Do Not Disturb
External Caling Line ID Delvery
Intemal Caling Line ID Delvery
Simultaneous Ring

Outgoing Calls
“-Caling Line ID Delivery Blocking

Il Control
Broadworks Anywhere
Call Transfer
Call Park Retrieve
Call Recording
Call Waiting
Directed Call Pickup With Barge-n v

Configure cal center agent settings such as ACD state.

Startup & desktop unlocked ACD state

Not et ~
Post call ACD state

ot et ~
Desktop locked ACD state

Not set v

Wrap-up duration (sec)

[ Don’t change my ACD state to Avaiable unti 1 assign a disposttion code

] Prevent me from manually changing my ACD state when on a cal center cal.

[ Only show the current ACD state button
Activate sign-out ACD state when Unity is closing.

When displaying ACD state
Show duration ~

M Prevent me from manually changing my ACD state when on a call center call

™ Only show the current ACD State button

M Activate sign-out ACD state when Unity is closing (useful for ensuring users automatically leave

Contact Center upon log out of Unity)

When displaying ACD State... select an option from the drop-down list or leave as Show duration.

2. Click v OK to submit the change(s) and select Yes to restart Unity when prompted.

SUPERVISOR

Where enabled: Go to ) Settings > Services > Incoming Calls > Contact Center > Supervisor to manage call
center supervisory settings, including the list of monitored agents you wish to view, and individual alerts
when queue thresholds are reached.

1.

Define or select from the following:

M Automatically add all agents to my supervised agent
list — Enable to let Unity display all assigned agents,
disable to define your own list of agents to monitor.

M Show queued calls in my current call list - Enable to
display individual call queues, based on the current list.

M Only include my supervised agents in the staffed
ratio — Enable to limit the staffed ratio to your
monitored agents.

Agent activity image based on - Select the preferred
agent availability icon option display from the drop-
down menu list.

© services & Settings

Senices Sattings

Incoming Cals
Anonymous Cal Rejection
Cal Forward Always

Cal Forward Busy

Call Forward No Answer
Cal Center

= Agent.

e
E
Bnter Monttoring

- Statistics
Colurms
Threshold Alerts
Reporting
Abandoned Cals
Comm Piot Express
Avaizble: In Office
Availzble: Qut OF Office

Busy
Unavaiable
Do ot Disturb,
Exteral Caling Line ID Delivery
Intemal Callng Line D Delivery
Simuftaneous Ring
Qutgoing Gals
Caling Line ID Delivery Blocking
Cal Control
Broadwarks Anywhere
Gal Transfer
Cal Park Retrieve

~ |[Configure call center supervisor settings. Indiidual alerts can also be set when overal queue

order to show queued cals.

thresholds are reached. The Cient Cal Control service must be assigned to the cal center in

[ Automatically add all agents to my supervised agent st
[ Show queued calis in my current cal list
[ oy include my supervissd agents n the stafed ratio_|

Agent activty image based on
Availabity ToTakeCalls v

% Cancel

oK

Click v'OK to submit the change(s) and select Yes to restart Unity when prompted.
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Unity Agent

USER GUIDE

CALL CENTER MONITORING

Where enabled: Go to () Settings > Services > Incoming Calls > Contact Center > Supervisor > Call Center
Monitoring and elect whether to allow Agents to receive an
alert tone when you are monitoring them.

1.

Enable/disable the following:

M Play warning tone when monitoring — Click to place a
checkmark in the box to enable.

Click vOK to submit the change and select Yes to restart
Unity when prompted.

STATISTICS

© Senvices & Setings

Services  Settings

& Incoming Galls ~
Anonymous Cal Rejection
Cal Forward Always

o

cal Center
© Agent
ACD State

& Supervisor
[cal Center Montoringl
& StaTees

Corms
Threshold Alerts
Reporting
Abandoned Cals
Comm Piot Express
Avatable: In Office
Avatable: Out Of Offce
8usy
Unavalable
Do Not Diturb
Extemal Caling Lne ID Delvery
Intemal Calng Line 1D Devery
Smultaneous Ring
- Outgoing Gals
Calng Line ID Delvery Biockng
& cal Control
Broadworks Anywhere
Cal Transfer
Call Park Retrieve v

o

Configure cal center montorng to akert the agent when they are beng montored.

[ Play warning tone when monitoring

% cancel | | «/ OK

Go to: ) Settings > Services > Incoming Calls > Contact Center > Statistics to manage the display of statistics
shown in the My Statistics and Overall Queue Statistics panels of
the Personal Wallboard.

COLUMNS

Go to: © Settings > Services > Incoming Calls > Contact Center >
Statistics > Columns to specify the columns to be displayed for
agents and contact centers, their order, and the threshold
values for each.

+ Add - Remove 11 Reorder

In the Agent Columns and Contact Center Columns tabs:

1.

Double-click on a Statistic listing to define the following:

Column Heading — Enter a new name for the column
display, as desired.

M Set threshold alert values (for all or for each Contact
Center listed) — Add a checkmark to enable editing of the
threshold values for the statistics

M Highlight non-zero values — Add a checkmark to instruct
Unity to show any value over O in red.

M Increasing Thresholds (calls) - Add a checkmark to
enable and then define the less than / equal to call amounts
for the color thresholds.

M Show Threshold alert — Click to place a checkmark in the
box to enable.

M Play audio file — Click to place a checkmark in the box to
enable.

™ Audio file to play when alerting — Click the = file icon to
select an audio file to upload.

Click v OK to submit the change(s) and select Yes to restart
Unity when prompted.

GoMomentum.com/support

© senices & Settings

Services | Sattings

& Incoming Gals
Anonymous Cal Refection

e
Avaable: Out Of Office

Busy
Unavatable

Do Not Dturd

Extemal Galing Line ID Deivery

Internal Galing Line ID Delwery

Smakaneous Rng

Outgong Cal

Galing Line ID Delvery Bockng

1 Control

Broadworks Anywhere

Broadworks Mobitty

Gll Tansfer

Gall Park Retrieve

GllRecording

Gall Wating

Fexble Seating Guest

Hotelng Guest

Remote Office

x

set for many columns

be dspayed n the - Thieshol valies can 360 be

Shared Cal Appearance v

Agent Colmns _ Contact Center Columns
Total Cals

Web Chats Answered

Answered Cals

Total Tak Tme

Missed Cals

Average Tak Tme

Emais Answered

Web Chats Received

L=

X cancel oK

O Senices & Settings

Services  Settings

& Incoming Calls
Anonymous Cal Refection
Gall Forward Always
Gall Forward Busy.
Gall Forward No Answer
£ Gall Center
= Agent
ACD State
- Supervisor
Gall Center Monkorng
£ Srasste
=]
eSO ts
Reporting
Abandoned Cals

Avalable: Out OF Office:

Busy
Unavaiable
Do Not Disturb
Extemal Caling Line ID Defvery
Intemal Caling Line ID Delvery
Smutaneous Rng
5+ Outgoing Calls
Galing Line 1D Delvery Blocking
& Gall Control
Broadworks Anywhere
Gall Transfer
Call Park Retrieve

~ | [Spechy which

be dspbyed in the n an
2k be set for many columns

Statistic to disply.
Totalcals

Column headng
[ ]

[ set threshold alert values

Call Center

m 50 30 20 1
Boks Sales 2 15 10 s
Nuts Sales 0 23 10 s

X Cancel | |« 0K

© senvices & setings

Services  Sattings

Anonymous Cal Rejecton
Gall Forward Always
Gall Forward Bu:
all Forward No Answer
& Gall Center

Avalabl: Out Of Office
sy

Bus
Unavaiable

Do Not Disturb

Extemal Gling Line ID Delvery

Internal Caling Lne ID Delvery

Srmakaneous Ring

Outgong Gals

Galing Line ID Delvery Blocking
ntrol

x

& Incoming Gals ~

Specy which colmns should be dispiayed n the personal walboard. Thresno vakles can a0 be.
set for many columns

Statistic to display
Totalcals

Colurm heading

Dsetthesioddlrtabes
] Hghlah non-zero vakies
0] ingessng thresholds (cls)
Green: <= [4 0] Show threshald sre
Yelow: <= [3___| ] Show threshold sert
Red: <= [2 0 Show threshald srt
sac <= [1 ] Show threshold art

Play audio fie
Play audio fie
Play audio fie
Phy audo fle

[[Audio fe to play when alrting
|

||

Broadworks Mobitty
Gl Transfer

Gall Park Retrieve:

Gall Recording

Gll Wating

Flxble Seating Guest

Hotelng Guest v

X cancel oK
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Unity Agent USER GUIDE

THRESHOLD ALERTS

Go to €) Settings > Services > Incoming Calls > Contact Center > Statistics > Columns > Threshold Alerts to

define how Unity displays call center threshold alerts along e x
With the audio notiﬁcation options E ‘"(ui\yv'\‘:r?yn&;ﬂﬁscaﬂkejemn | Confauge o Uy vl G5y Gl conter Serts s el the defouk ud 1oEcaton £ gy

Call Forward Always

1. Specify/Enable the following as needed: = P

Audio file to play when alerting (only allowed if visual T e

[ Pop the alert window
Reportng 2 Show the alert in toast notiicaton

alerts are enabled in Columns) — Click the [ file icon to et e
upload an audio file.

Unavaiable
Do Not Disturb
N M Internal Caling Line ID Delvery
When displaying a threshold alert Floycbonct
Lo
Galing Line ID Delivery Blocking
= Cal Control

M Pop the alert window (default) et

M Show the alert in a toast notification — Enable as oo

Flexble Seatig Guest
Hotelng Guest. v

desired. el

2. Click v OK to submit the change(s) and select Yes to restart Unity when prompted.

Do NoT DISTURB

G Settings > Services > Incoming Calls > Do Not Disturb

@ Services & Settings X
Define how the system will handle calls when Do Not sovcss_setengs
. A Tncoming Cals Automasicaly orvard your Gl T your velce Mesaan senice, fconfgured, oherivee tha
Disturb (DND status) is in effect. ol Rccon S
- Call Forward Busy
- Call Forward No Answer
1. Enabled - Click to place a checkmark if you wish the DB, ey | O snavs
. . . Internal Caling Line ID Delivery Ring splash
system to automatically forward calls to voicemail oo ukeoys g
.. . Calling Line 1D Delivery Blocking
DND is in effect. Otherwise the caller hears a busy o e
signal. e
~ Hoteling Guest
Remote Office
2. Ring Splash — M Enable, as needed to ring alternate | ¢ =%
#- Voicemail
numbers.
> Cancel 0K
3. Click vOK and select Yes to restart and update the
system when prompted.
EXTERNAL CALLING LINE ID DELIVERY
© Settings > Services > Incoming Calls > External Calling Line ID Delivery
Required to be enabled to see caller ID information for f‘““i&f“”g‘ %
e [
incoming calls that originate outside the enterprise Ei e GG Une I et of 3 eamig ol fom s 1 Goup. Uny s
. . . Il Forward Always
group. This is an On/Off service. Qe |
Do Not Disturb
H . External Caling Line ID Delivery] Enabled
5. M Enabled - Click to place a checkmark in the box ;q;e;;;‘n;‘gngnﬂemmm&
to use this service. g o oy scen
Broadworks Anywhere
. Cal Transfer
6. Click vOK and select Yes to restart and update Hotsng s
Remote Office
the system when prompted. Sl
Voicemail
¢ Cancel OK
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Unity Agent USER GUIDE

INTERNAL CALLING LINE ID DELIVERY

© Settings > Services > Incoming Calls > Internal Calling Line ID Delivery

@ Services & Settings X

Required to be enabled to see caller ID details for S

. . . . Incoming Calls Provide Caling Line 1D information of an incoming call from within the group. Unky requires
|nterna| Ca”ers. Th|s IS an On/off service. “Anonymous Cal Rejection this service to be enabled in order to show caller detais.

Call Forward Always

Cal Forward Busy

Call Forward No Answer

1. M Enabled - Click to place a checkmark in the box - 0o e et

External Caling Line ID Delivery Enabled

to use this service.

Outgoing Cals
Caling Line ID Delivery Blocking
- Call Control

2. Click vOK and select Yes to restart and update wreacars anpure

Call Transfer

Call Waiting
the system when prompted. Foteing Guest
Remote Office
«Shared Call Appearance
Messaging
Voicemai

% Cancel oK

SIMULTANEOUS RING
© Settings > Services > Incoming Calls > Simultaneous Ring

Ring multiple phones simultaneously when calls are received. Enable, enter one or more telephone numbers
to ring simultaneously, and choose whether or not to ring numbers that are busy.

@ Services & Settings X

1. M Enabled - Click to place a checkmark in the box to use
this service. T omross ol econ

Call Forward Always
- Call Forward Busy
- Call Forward No Answer
2. Phone Number - Enter a 10digit phone number, no Dotrmme e |
Internal Calling Line ID Delivery

spaces/special characters. o R,

Caling Line ID Delivery Blocking
Call Control
. . . Broadworks Anywhere
3. Click on the + Plus sign to add the number to the list Ehec
Hoteling Guest
box below. k.
- Messaging
Voicemail

Services | Settings

Ring multiple phones smuftanously when cals are received.

Phone number

Click to highlight a number in the list and press the —
Minus sign to remove the selected item.

Don't ring these numbers when I'mon a call -

4. Repeat as needed to add more numbers to ring R [
simultaneously.

5. M Don't ring these numbers when I'm on a call — Optional: Instructs the system NOT to ring the
entered numbers when your main line is busy.

6. Click vOK and select Yes to restart and update the system when prompted.

OUTGOING CALLS

Define the outgoing Caller ID behavior for outgoing calls.

CALLING LINE ID DELIVERY BLOCKING

@ Settings > Services > Outgoing Calls > Calling Line ID Delivery Blocking

This service prevents your phone number from being © s s %

Services  Settings

1 N H Incorning Cals Prevent your phone number from being displayed when caling other numbers
displayed to recipients of outgoing calls. o ol scon
Call Forward Always
Call Forward Bu
Call Forward No Answer
Do Not Disturb
External Caling Line ID Delivery [ Enabled
Internal Caling Line ID Delivery

1. ™ Enabled - Click to place a checkmark in the box to use St g

Outgoing Cals

this service it g

Broadworks Anywhere
Call Transfer

Call Waiting

. Hoteling Guest

2. Click vOK and select Yes to restart and update the femateofice
Messaging

system when prompted. Ve

% Cancel oK

GoMomentum.com/support 888.538.3960




Unity Agent

USER GUIDE

CALL CONTROL

Define the behavior of call controls / BroadWorks services.
BROADWORKS ANYWHERE

G Settings > Services > Call Control > Broadworks Anywhere

Add some additional mobile or fixed-line devices to the VolP account, and switch between the devices while

on a call.

1. Alert all locations for click-to-dial — Click to place a
checkmark to enable this service.

2. Click the + Plus sign to add a 10-digit phone number, no
spaces or special characters.

3. Select a phone number in the list and click the — Minus
sign to remove the selected item.

4. Repeat to add or remove more phone numbers, as
needed.

5. Click vOK and select Yes to restart and update the
system when prompted.

CALL TRANSFER

@ Settings > Services > Call Control > Call Transfer

[
Servoes  Sattngs

Incomng Gals
Anonymous Cal Rejection
Cal Forward Alays

Internal Caling Lne ID Delvery

Smukanecus kg
Outgong Cals

Caling Line ID Delvery Biockng
Gl Control

Broadworks Arywhere

Gal Tranfer

Cal watng

Hateing Guest

Remote Office

Shared Call Appearance
Messagng

Vexeral

Rlows you o connact other moble or fxad-ine davces £0 your Vol account, and sasly
swich Cals between these devces.

4, Alert 31 locations for cick-to-dal cals

Phone Hurbe:

Configure call transfers, call recall, and Busy Camp on Features. Busy Camp On allows users to transfer a call
to another person’s [busy] extension on hold until they are available, and then the call is connected to that

line.

1. Select and define the following settings, as needed:

M Allow call transfer recall - Enable to have calls sent back to your line if unanswered.

Number of rings before recall — Specify a number of rings
to allow on the busy line before the transferred call is
recalled to your line.

M Allow busy camp on - Click to place a checkmark to
enable this feature and allow held call transfers to a busy
line (caller stays on hold until answered).

Camp calls for (seconds) — Set a number of seconds to
camp held calls on a busy line.

M Use diversion inhibitor for blind transfer — Click to place
a checkmark to keep another person’s settings from
diverting your blind transferred calls.

@ Sernces & Settmgs

Services Settings

Tncomng Caks
Anomymous Call Rejection
cal For ¥

2l For
Do Not Dsturb
External Caling Line ID Devery
Irternal Caling Line 1D Delwvery
SmuRaneous NG

Outgeing Cals

Caling Line ID Debvery Blackng

= Cal Control
Broadworks Anywhere
3l Transfer
3l Waking

Al
aganst another person's [busy] extension untd they are

[Confgure call ansfer recall and busy car on Teatures. Busy Camp on 0w you 10 hold 3
|all er ] valatie.

&, Mow cal transfer recal

gjm- of rmgs before recal

3

0 Adow busy camp on

Carmp cals fo (seconds)

120

() Use diverson inhibitor for bind transfer

(] Use diverson inhibitor for consutatve cals
i Alow wearm transfer through Unity
] Alow tranefer to vocemed for a ntermal users

Transfer cals to survey extensen

X Cancel oK

M Use diversion inhibitor for your consultative transferred calls — Click to place a checkmark to enable

this service.

M Allow warm transfer through Unity — Click to place a checkmark to enable this service.

M Allow transfer to voicemail for all internal users — Click to place a checkmark to enable.
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M Transfer calls to survey extension — Optional For Surveys. Enter a telephone number or extension to
send transferred calls to a survey line.

2. Click vOK and select Yes to restart and update the system when prompted.

CALL WAITING
0 Settings > Services > Call Control > Call Waiting

On/Off service setting. Click to place a checkmark next to M Enabled to use the Call Waiting service which
allows a user to continue to receive and elect to answer new calls when the line is currently in use (busy).

HOTELING GUEST

@ Settings > Services > Call Control > Hoteling Guest

. . . . . . @ Services & Settings X
Allows a user to associate their service profile with a Hoteling e
H ’ d . d h h h . . d . Incoming Calls i::;.;am:;::?qm-;AMAummwmanaguurannmmmmur;a-«-'
ost user’s device and use that phone as their primary device o ol |
. . Cal Forward Busy |
for a period of time. - —
Bevo e ooy | 21w
. . i e 5 Dl : TR .
1. Enabled - Click to place a checkmark to enable this T | He
Cal Control
service. Fre— ‘
. Remote Office |
2. Host Name: Select an available Host User from the drop- o et ol opeaonce :
Voicermall
down list to use that device as your primary for the length ‘
of time the host has allowed. .
3. Click v'OK and select Yes to restart and update the |
system when prompted. Xoweu ]| [how
CALL PARK RETRIEVE
G Settings > Services > Call Control > Call Park Retrieve
1. Choose the following options to manage call park alert M -
. & Incoming Calls  |[Configure Unity to alert you when a call has been parked against your extension.
setting. Anoymous ol Rfcsn
Ao by~
Call Forward No Answer
M Allow me to retrieve parked calls — Click to place a T Py ——
& sttt © Notfy me usig 3 Unity toast notfication
checkmark in the box to be able to get calls parked on s © ety me g windovstotn |
(= Comm Pilot Express
your line. e e
Unavaiable
Do Not Disturb
2. Choose a notification option: e e
ey
Calling Line ID Delivery Blocking
©® Notify me using a Unity toast notification it e
it
® Notify me using a Windows balloon S

3. Click vOK and select Yes to restart and update the system when prompted.
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REMOTE OFFICE
@ Settings > Services > Call Control > Remote Office

Unity can be configured to automatically activate and deactivate Remote Office on start-up and shutdown

and to use the My Status link to quickly activate/deactivate  [owwsi x
the service. If Remote Office is enabled, but Unity is not "“mm R e s
configured to automatically deactivate Remote Office EWM —
when closing, a prompt will be presented to the user come
requesting confirmation of deactivation at sign out. ZD“T"WS'”Mfﬁn

Automatically deactivate when closing

Unity

1. Select and define the following setting options, as

ot e oty e, would ou et et
ine @ e ”
Sitaneous fing

needed: 7O o .
e
M Enabled — Remote Office can be used and setup. i
M Phone Number — Enter the alternate 10-digit phone [
number to use for remote office (no spaces/special X e ||

characters.
M Automatically activate when starting — When enabled, remote office will be in use for the session.

M Force confirmation of remote office number on startup — When enabled, the user must select Yes for
remote office usage or select no to deactivate for the session.

M Automatically deactivate when closing — When enabled, Unity will automatically turn off remote office
when the application is closed.

2. Click v OK and select Yes to restart and update the system when prompted.

SHARED CALL APPEARANCE
0 Settings > Services > Call Control > Shared Call Appearance

Manage all phones that are pre-assigned to your user account.

. . . . @ Services & Seitings x
1. Select and define the following setting options, as S B
=~ Incoming Cals Manage al phones that are assgned t0 ¥Our user account.
needed: :r:%?mxgmr
&if:maldﬂlﬁ’
. . . Call Forward No Answer
M Alert all appearances for click-to-dial calls — Click - -
. . Internal Caling Line ID Delvery - retrik v =
to place a checkmark in the box to enable this L e g 2 v
service option. S Calz:‘f;mnm“m Boddng [F Allow bridging between locations
Bc;T-?;‘Lf.MWME wamning tone
. ) ) Gl “‘.amg Barge-In and Repeat =
M Allow call retrieve from another location — Click Hoteng Guet Secancn Devess
. . 5 ce) -bemoble @mymem.us (Business Communicator - Mobie)
to place a checkmark in the box to enable this = Mesmany_ Seoc@mELs Busness Canmuniator-P0)
service.
M Multiple call arrangement — Click to place a
checkmark in the box to enable this service option.
X Cancel oK

M Allow bridging between locations — Click to place
a checkmark in the box to enable this service.

Warning tone: Select a warning option from the drop-down list (None, Barge In, Barge In and Repeat)

2. Click vOK and select Yes to restart and update the system when prompted.
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MESSAGING
0 Settings > Services > Messaging
Manage voicemail messaging and review settings.
VOICEMAIL
0 Settings > Services > Messaging > Voicemail
Configure your personal voice messaging behaviors.

1. Select and define the following, as needed to
setup voicemail:

M Enabled - Click to place a checkmark in the box
to enable voicemail.

©® Use unified messaging — Click to enable unified
messaging and select from the following:

M Use phone message waiting indicator — Click
to enable the voicemail message waiting icon.

M Show visual voicemail tab - click to enable
and have access to the voicemail tab in Unity.

@ Services & Settings
Services  Settngs

- Tncoming Cals
Anonymous Call Rejection
Cal Forward Always
Call Forward Busy
Cal Forward No Answer
Do Not Disturb
External Caling Line ID Delvery
Internal Caling Line ID Delvery
Smultaneous Ring
- Outgong Cals
Caling Line ID Delvery Blocking
- Call Control
Broadworks Anywhere
Gl Transfer
Gl Wating
Hotelng Guast
Remote Office
Shared Cal Appearance
1= Messaging

Configure your personal voice massagng.

|3 Enabled

@ Use unified messagng
£ use phone message wang ndicator
£ Show visual voicemai tab

O Forward the voicemai via emai

[ Emai notification of new voicemals
[ Email a copy of the voicemai

L] Transfer from voicemail on zers

[[] Send al calk to vocemal

[ send busy calls to voicemai

[ send unanswered cals to vocemai

X Cancel oK

@ Forward the voicemail via email — Click to enable and enter one or more comma separated email

addresses to receive voicemail .wav files.

M Email notification of new voicemails — Click to enable and enter an email address to receive voicemail

notifications via email.

® Email a copy of the voicemail — Click to enable and enter an email address to receive a copy of the .wav

file via email.

™ Transfer from voicemail on zero — Click to enable a caller to transfer to your voicemail by pressing 0.

M Send all calls to voicemail — Click to enable and send all incoming calls to voicemail automatically.

M Send busy calls to voicemail — Click to enable and send calls to voicemail when the line is busy.

M Send unanswered calls to voicemail — Click to enable and send incoming calls to voicemail when

unanswered.

2. Click v'OK and select Yes to restart and update the system when prompted.
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@ Settings > Settings Tab

The settings in Unity are pre-defined during implementation. Users may have access to modify some settings in
Unity to assist as they work. This section describes the most common settings available and offers tips or
instructions for working with them.

APPEARANCE SETTINGS
@ Settings > Settings tab > Appearance

Manage the Unity display on the desktop and how calls, contacts and searches display.

1. Enable / select the following settings, as needed: 8 = S X

Services Settngs

= Unity Settn Specify how Unity & dsplyed on the desktop. Ao how Unity performs and displays contact
" |searches, and how current calls are dispayed.

Current Skin: Select an option from the drop-down

= Computer/Phone Integration
Cigboard Integration

menu options to choose a different color/text | TR
. . . . . . Configuration Current Skn
combination for the Unity application display. = Outok tegaton Gndent Lo Gy v
Browser Integration L] Aiways show Unity on top of al windows
H . H o 0 Dl [ Show mssed cal count in cal log tab
M Always show Unity on top of all windows - Click to o Skl
. . . Notfication
place a check in the box to enable this setting. ey onnect Woen memsed,pace Uney  the
4 Quick Keys O svetem iz
. . . 3‘:&: @ taskbar
M Show missed call count in call log tab - Click to inar: Hesaong & resnce
. . XMPP
place a check in the box to enable the display of Sacuty
Language
. . (= Connection
missed calls in the call logs tab. etk

Proxy
Authentication

M Show call button text in main windows — Click to
place a check in the box to display the call control o | [ ox gl

icon descriptions.
When minimized, place unity in the: ® System tray or ® taskbar

2. Click vOK and select Yes to restart and update the system when prompted.

CONTACT SEARCH
@ Settings > Settings tab > Appearance > Contact Search
Manage the way Unity performs contact searches and the display of search results.

1. Enable and/or select from the following setting options, as needed:

. D Services lings.
M Include external contacts in all searches — Enable | """ 8
to view any available CRM or Outlook contacts in ity sosn) L e A S B e o TR
searches. L Contac Dy
Transfer History v
. . . Computer/Phone Integraton [ Incude external contacts in all searches
M Show monitored users first when searching - Cobourd gt () show moneored usrs s when sesrcheg
. . . & Custom Directory Integration 4 Always sort new search results by name
Enable to automatically display monitored users e 2 Inche degartment rame 1 sarch
. Shared Calendar [ Clear the search box when activated
fl rst. Bmw@s: ilagtion [ Tell me when a contact has privacy enabled
o ;‘a‘; :{‘:;Lm" [ show contact groups
M Always sort new search results by name — Enable Notbatan oo o i
® Based on name
. Quick Ken
to sort alphanumerically by name. Ko Corracors O s o st e
Startup
. Update Indude contacts when
M Include department name in search — Enable to et g s || @ o st i e s e
XMPP (O The name contains the search critera
search by department. secuty
Language
= Connection v
M Clear the search box when activated - Enable to X cance | [ 0K

auto-clear the search box when finished.
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M Tell me when a contact has privacy enabled — Enable to include privacy indicators in the search results.
M Show contact groups — Enable to include contact groups in search results.
M Show contact search letters: ® Based on first name or ® Based on last name.

Include contacts when: ® the name starts with the search criteria or ® the name contains the search
criteria.

2. Click vOK and select Yes to restart and update the system when prompted.

CONTACT DisPLAY

0 Settings > Settings tab > Appearance > Contact Display

Manage the way Unity displays contacts and the menu

© Services & Sestings X

options to display when the drag and drop feature is used e St

Unkty Settings | [Configure the way Unty depliys contacts as wel as drag & Grop options

from Contacts.

£2 Show cal duration in contact st
£ Always show cal detals

1. Enable / select from the following contact display
setting options:

Henu options when a call is dragged over a contact
£ Transfer cal to extenson

£ Transter to vocemal

Securty

M Show call duration in contact list — Enable to include Eﬁ;é:: = il RO
call duration times in the display. n‘ki’v:;: =y
Key Combinations 2 Hold cal and Ink to user
M Always show call details — Enable to include call - T T ]
details in the display. =2 | ————— -

Language
Connection

Menu options when a call is dragged over a contact:
Choose the options you want to access in the right-
click context menu when drag and dropping a call onto a contact:

X Gancel | [ 0K

M Transfer call to extension

M Transfer to voicemail

M Transfer call to mobile

M Warm Transfer call to extension

M Warm transfer call to mobile

M Park Call on Extension

M Hold call and link to user
Contact Notes Folder: Click the file = icon to browse to and select a new folder
M Show Most searched on users by default — Enable to include your most searched results by default.
Refresh list every x minutes — select the refresh rate using the selection tool.

2. Click v'OK and select Yes to restart and update the system when prompted.
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CURRENT CALLS

G Settings > Settings tab > Appearance > Current Calls

Configure the Unity Current Call list information and display.

1.

Enable or specify the following current call list setting options, as needed:

© Serces & Settings.

M Resize the current call list to ensure all calls are visible
Services SttNgE

| Unity Settngs
1 Appearance
M Group waiting calls together IR
| Contact Deplay
\ R
Computer/Phone Integration
Clpboard Integration
Diaing Rule
Custom Drectory Integration
Configuration
Outiook Integraton
Shared Calendar
Browser Integration
=

M Group queued calls together

M Double click to retrieve a call on hold

M Display parked calls in the call list et
Notification
i
M Display camped calls in the call list Py Girpesons
Unirta
Instant Messaging & Presence
Logong
XMPP
Securty
Comation

M Display notes column in the call list

Hold Call & Link To User — If Hold & Link to User is in

 |[Configure how Unky dsplays call i the current cal ist

[ Resze the cusent cal Ist to ensure al cals are visble

(] Group wating calls together

[ Group queued cals together

(0] Double cick ts retrieve a cal on hold
[ Depay parked call in the cal st
Deoby camped calls in the Gl kst

2 Daplay notes column in the cal st
Hold Call & Link To User

When the inked user becomes avaiable
Indicate ony

[ Depay the hold duration

[ Indicate when the hold duration is over
60 3 seconds

X Cancel oK

use, choose from the following actions and display
options when performing this action:

When the linked user becomes available: Select from the available action options using the drop-down

list. Indicate Only is the default.

M Display the hold duration

M Indicate when the hold duration is over — Use the selection tool to choose the number of seconds to

allow the call to remain on hold before receiving a notification alert.

Click v'OK and select Yes to restart and update the system when prompted.

TRANSFER HISTORY
@ Settings > Settings tab > Appearance > Current Calls > Transfer History
Manage the way Unity displays and saves transfer history information.

1. Enable or select from the following setting options:

M Display transfer history in the call list — Click to enable
or [disable.

Keep transfer history for x days: Choose the number of
days using the selection tool. The default is 28 days.

To View logs: Click on the log folder listing in the box to

ipaats

go to the file location. e

To choose a new log folder: Click on the = icon to o
browse to and select a different local folder location for
the transfer history logs.

| [Manage how Unky saves transfer history nformation

£ Doy transfer history n the cal st
Keep transer ey for

» 3 om
Transferred cal hetory log folder

2. Click vOK and select Yes to restart and update the system when prompted.
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COMPUTER/PHONE INTEGRATION SETTINGS

© Settings > Settings tab > Computer/Phone Integration

This section allows users to define the way Unity integrates with the computer, other applications, and the

phone.

CLIPBOARD INTEGRATION

© Settings > Settings tab > Computer/Phone Integration > Clipboard Integration

Manage how Unity integrates with the system clipboard to allow auto-dial when a valid phone number is

cut or copied into the clipboard.

1. Select from the following:

M Enabled - Place a checkmark in the box to enable.
Choose from the following notification methods:

® Notify me using a Unity toast notification

® Notify me using a Windows balloon

® Notify me using a popup message.

Click v'OK and select Yes to restart and update the
system when prompted.

DIALING RULE

Diing R

iaing Ruk
Custom Drectory In
onfiguration
- Dutiook Integration
Shared Calendar
Brawser integration
oM

Cick To Dial
Desitop ntegration

© Settings > Settings tab > Computer/Phone Integration > Dialing Rule

Unity can automaticaly promot £ gl 3 vakd Phona nUMber Whan cut of copid o the.
cipboard

reQraton
[ Enabled

® Moty me usng 2 Unty toast notficaton
O notsy me usng 3 Windows batoon
Hotfy me usng 3 popup message

3 Cancel EKE

Define custom rules for how Unity behaves when using click-to-dial or contact popping for incoming calls,
including how specially formatted numbers are dialed, and manage how Unity uses the diversion inhibitor for

outgoing calls/transfers.
1. Define and select from the following rule options:

Note: Contact your Unity Administrator for rule
assistance.

Before dialing: Define the rule to be used prior to
dialing from Unity.

With these characters: Enter specific characters to
insert during click-to-dial or for incoming calls.

® Ignore this rule for incoming calls

® Use the rule for incoming calls

® Reverse this rule for incoming calls

© Services & Settings

Services Seftings

Unity Settings
& Appearance
Computer/Phone Integration

|[Specky custom diling rules when using click to dial and contact popping for ncoming cals.
|| This & particularly useful when daing 2 number sequence for international cals.

irectory Integration
Configuration
Outlook Integration
Shared Calendar
= Browser Integration
RM

Cick To Dal
Desktop Integration
Natficaton
Unity Connect

i Quick Keys

Startup

Update

Instant: Messagng & Presence
Loggng
PP

Security

Lenguage

Connection
MNetwork

Authentication

Before diaing

With these characters

@® 1gnore this rule for incoming calls
O Use this rule for ncoming cals
O Reverse this rule for incoming Glls

When dialing a number that starts with 2 + character

@ Ignore any numbers within brackets

O Replace numbers before brackets with numbers withn brackets
© Also dial numbers within brackets

Diversion Inhibitor (*80)
[ use diversion mhibitor when making cals
[ use diverson nhbitor when transferming cals

X Cancel oK

When dialing a number that starts with a + character (useful for international calls) - Choose a rule option

below:

® Ignore any numbers within brackets

® Replace numbers before brackets with numbers within brackets

© Also dial numbers within brackets

Diversion Inhibitor (*80) — Click to place a checkmark next to the desired setting options below:
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M Use diversion inhibitor when making calls — select to override the recipient’s settings and have these
calls returned to you.

M Use diversion inhibitor when transferring calls — select to override the recipient’s settings and have
these calls returned to you.

2. Click vOK and select Yes to restart and update the system when prompted.

CuSTOM DIRECTORY INTEGRATION
© Settings > Settings tab > Computer/Phone Integration > Custom Directory Integration

Unity includes a wizard to connect to third party SOL or LDAP directories and upload them into your Unity
directory. Users may have access to add, edit and remove
custom directories. Contact your Unity Administrator for
assistance with importing directories.

0 use when searching contacts and phone numbers. Uity Wil
1 lsted below.

Custom Directories

Name Type

1. Perform one of the following tasks:

* Add: Click the + Add icon to open the wizard and
follow instructions to add a connection to a custom

directory.
Update
B

* Edit: Double-click on a directory listing to modify the
information, as needed. cmecion”

* Remove: Click on a directory listing to select it and click et -
the — Delete icon to remove it. K| [V

" Set Order: Select a directory listing and use the T up and ! down arrows to modify the search order.
= Refresh: Click on the © Refresh icon to update the list.
2. Click v'OK and select Yes to restart and update the system with the changes when prompted.

CONFIGURATION

© Settings > Settings tab > Computer/Phone Integration > Custom Directory Integration > Configuration

Specify and manage the template file to use when v secrs
loading custom directories.

[Soecy the template fie to use when bading custom drectories, Unky wil sttemat to loed
these directonss on startup.

Rulo
Custom Drectory Integraton

1. Choose an action/setting option and follow the vt g Ratom e oy homta et
prompts to: o
| m:!::'l‘twl'lm
oy . Unity Cannect
Add — Choose “ Browse to a remote directory b Qe o i e o B
. Updat
template or = Add a local directory template and et g s
! XMPP
follow the steps to locate and upload the file. |
Remove - Click on the listing and click the X icon o

to remove a template file.

% cancel oK

M Alert me when the file cannot be refreshed — Click to place a checkmark in the box to enable alerts.

2. Click vOK and select Yes to restart and update the system with the changes when prompted.
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OUTLOOK INTEGRATION
() settings > Settings tab > Computer/Phone Integration > Outlook Integration

Users may specify which contact folders to import and manage those available for review/search in your
Contacts. Users can import both public and private folders. Expect longer load times when selecting public

folders to import. © senices .stings x
|
nity Settings Specify which Outlook contact folders are to be imported (only Outiook 2003 or later is supported).
1 C | | Ck to p I ace CheCkS next to the fO | | OWi n g Appearance Choosing to incude publc folders may increase the time taken to load.
. Skin
Contact Search
. . Contact Display
Outlook options to enable: et
Computer/Phone Integration Load contacts from public folders
. g':lrn";;’ufgteg’““’" Load contacts from my private folders
=) Custom Directory Integration Use Outlook caching for greater speed
Confi ti
Ui Include business name in drrectory st
- Br Inte ti
|z[ L d tact f . t f | d e Include these Outiook contact folders
Oad contacts Trom my pr|Va e Tolaers Cick To Dl [ jenna. wimshurst @kakaposysterms. corm\Contacts
Desktop Integration ima.wimshurst @kakaposystems. com\Contacts
ﬁo;cmétwon - stem: miCe '759-274D-40B2-A3EB-D7FOE73727D)]
. nity Conne stems. com\Contacts\{ ASE2BC46-B3A0-4243-831 560090100445
M Use Outlook caching for greater speed quie A
ey Combinations stems m\Contacts\GAL Contacts
Sﬁ,[;nmminds stem: m\Contacts\Or Contacts
up
M | | d b . . d. |. Update Ce entricCe stion Buddies
nclude business name In directory list P c cache
s e procnce

2. Include these Outlook contact folders — Click to place checkmarks M next to any folders in the list to
include them in your contacts/searches.

O Refresh - Click the icon to update the list to the latest.

3. Click v OK and select Yes to restart and update the system with the changes when prompted.

SHARED CALENDAR

9 Settings > Settings tab > Computer/Phone Integration > Outlook Integration
Configure how Unity displays Outlook shared calendar details.
1. Enable and specify the following time and setting options:

M Enabled - Click to place a checkmark in the box to

Services Settngs

enable. = R T
= Computer/Phone Integraton o
Cpboard Integration
Start Hour (24hr time format so 9am = 9 and 3pm = o v [
Configuraton
15) — Choose the start time Unity is allowed to display S e st how
shared calendar details using the selection tool. gekros oo
. . gyl Include tomorow i caenda |
End Hour — Choose the end time Unity is allowed to | s gmtin s 24 o ot
i H . . rers [ Show appontment location [f possbie]
display shared calendar details using the selection ||t |
P 10 2| seconds
tool. seauty
Language
Include tomorrow in calendar — Click to -
Menable/Cdisable
M Use 24hour format — Click to enable 24hour format Mo &

display times in Unity.

M Show appointment location (if possible) — Click to place a check next to this setting option to
enable.

Display for X seconds — Choose the number of seconds to display using the selection tool.

2. Click v OK and select Yes to restart and update the system with the changes when prompted.
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BROWSER INTEGRATION

© Settings > Settings tab > Computer/Phone Integration > Browser Integration

Configure Unity to browse to a URL in the default browser
for inbound or outbound calls. Use the (contactNumber]
[Direction] [LocalCalllD] and [LoginID] placeholders which
Unity will replace with the Call details, or contact your
administrator for assistance.

@ Services & Settings
Services Sectngs
Unty Settings
Appearance
Contact Search
Contact Display
= Current Cals
Transfer Hetory

Qipboard Integration
Daing Rule

Configuration
= Outlook Integration
Shared Calendar

- Computer/Phone Integration

& Custom Directory Integration

~ || Canfigure Unity to browsa to a URL n the default browser, Use the [Contactiiumber],
| [Drection], [Locaicalio] and [LogiiD] placeholders which Untty wil replace with the cal
| detais.

(
| Browse to this URL

1. Complete and select from the following to use Browser S .
Browse to this URL - Enter the URL to be used following ‘E;%:ﬂ:m.mﬂ SRt
the format displayed above in the description. sy Es il
2. Select from the following rule options for using the URL " J

% Cancel mE

defined above:

Everytime | answer an Inbound Call

M That is through a call center

M That is not through a call center
Everytime | make an outbound call

M That is through call center

M That is not through a call center

M Don't use the browser user interface

3. Click vOK and select Yes to restart and update the system with the changes when prompted.

CRM

© Settings > Settings tab > Computer/Phone Integration > Browser Integration > CRM

Configure Unity to integrate with a CRM for contact search and calling line information display.

@ Services & Settings X

Configuration Tab

Services Seftings

© Unity Settings ~
& Appearance
Contact Search

Confgure Unity to seamlessy integrate with a CRM platform for contact search and CLT
presentation

1. Define the following settings and feature options
for CRM integration:

Contact Disolay
| B Current Cals
i Transfer History
- Computer/Phone Integration
i Clipboard Integration
- Dialing Rule
! &~ Custom Directory Integration
Configuration
= Qutiook Integration
Shared Calendar
= Browser Integration
CRI

Configuration Automatic Contact Pop

CRM Phtform
Salesforce v

CRM Platform: Choose your CRM platform.

Logn 1D

@momentumtelecom.com

Login ID: Enter your CRM login ID

Chck To Dial
Desktop Integration
| - Notfication
| - Unity Connect
i Quick Keys
i~ Startup
Updats
& Instant Messaging & Prasance
Logang
- XMPP
i~ Security
Language
(= Connection
i~ Metwork
i~ Proxy v

Security tokan

Password: Enter your CRM password.

@) Test

4 Include contacts

[ inclide leads

[ Inchude accounts

[ Show record type when searching
[ Automaticall add cal log entry

Security Token: Enter your CRM Security Token
(find/update in your CRM profile.

Cose calllog entry immediately

2. Test - Click the button to ensure the CRM
account can be accessed.

> Cancel

3. Enable the following desired integration options:
M Include contacts
M Include leads

M Include accounts

888.538.3960
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M Show record type when searching
M Automatically add call log entry and decide whether to...
M Close call log entry immediately

4. Click vOK and select Yes to restart and update the system with the changes when prompted.

Automatic Contact Pop Tab

1. Define the following CRM contact pop behavior setup
options:

Configuration Automatic Contact Pop
Everytime 1 answer an inbound cal

[ that is through a call center

Everytime | answer an inbound call

[ that is not through a call center

Everytime 1 make an outbound cal

M That is through a call center ] B e il et
[ that is not through a call center
M That is not through a call center
Everytime | make an outbound call
M That is through a call center
M That is not through a call center

2. Click vOK and select Yes to restart and update the system
with the changes when prompted.

CLick TO DIAL

© Settings > Settings tab > Computer/Phone Integration > Browser Integration > Click To Dial

Configure Unity to be the click to dial default application and whether to prompt before using.

. . . . © s
1. Choose from the following click to dial options: sevces Setgs
Unity Settings  |[ Configure Untty for cick to dal functionaity from Mozila Frefox or Google Chrome browsers
| S Appearance
M Prompt before performing click to dial. i e
= Current Calls
Transfer History
Configure unity click to dial now - Click the button T R
~Dling Rule [ configure unty cick to dal now
to set Unity as the default click to dial application. e
Outiook Integration
Shared Calendar
2. Click v'OK and select Yes to restart and update Ta
the system with the changes when prompted. Nsoon
Unity Connect.
i
& Instant Messagng & Presence
e
/ Gngusge
" Retwork
Proxy -

% Cancel oK
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DESKTOP INTEGRATION
© Settings > Settings tab > Computer/Phone Integration > Browser Integration > Desktop Integration

Configure remote number integrations with 3 party applications and Unity through a shared file or the

clipboard. . 1
o X
Services SeTUNQS
1. Select/enable the following features, define file [T | cmacom oty o g s o ey s o 3 o
. | Transter Hstory
paths/names, and calling rules, as needed: - CompnBrns ey
?::::::mm Integraton (] Copy remote number to dipboard
M Copy remote number to clipboard — Click to ot g 2 e emcre er o
i g Path
i Rptr Wit ® Use remote number 3 file name
enable/disable (A= e — |
| Natfication
M Write remote number to file — Click to enable and S . vt 1 3mner e nd ol
. . :;:ﬂc:-;:uzw [] that is through a cal center T |
define the following: i e =
L . . et it | [} W
Path: Enter the navigation path to a local file or click i LIS () o e S
A . . v:‘:::’ﬂ' & DVDR e tree
the “’ Browse icon and select the folder location =

using the selection tool.
® Use remote number’s file name — Click to select, or
® Use static file name - Click to select and enter desired file Name in the field provided
2. Define the calling rules to use with the Desktop Integration settings defined above:
Everytime | answer an inbound call
M That is through a call center
M That is not through a call center
Everytime | make an outbound call
M That is through a call center
M That is not through a call center

3. Click vOK and select Yes to restart and update the system with the changes when prompted.

NOTIFICATION

© Settings > Settings tab > Computer/Phone Integration > Notification

Manage call details notification settings for o
Services Settngs
incoming/outgoing calls. Note: When browsing to a URL, S e T o v e e
. . Contact Search - g
Unity will replace the format placeholders for [Number], =T
Transfer Hstory
[Direction], [CalllD] and [LoginID] with call details. et et
Dasing Rule 0n an ncoming or outgoing
Custom Drectory Integration ] Ovanide the contack name using the murber
) . . . oo
1. Select and define the following setting options for Outsk reegaten S
. . . e . | Sromeer Bbamtion E2 pop sty
incoming and outgoing call Notifications: e e
| B T
M Show remote party phone number — Select to enable quaten p——
Unity to display this information in notifications. s S
. X - Fn?;;;:‘e:sumavnmu [ pop €M (€ sppicate)
M Override the contact name using the number — Select e 0 romae . e
if you prefer to show the number rather than the call ID Comecn
. . X Cancel oK
information.

M Perform auto answer when using click to dial
M Pop Unity

GoMomentum.com/support 888.538.3960
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M Auto-hide Unity when call completes

M Pop summary notification — select to enable AND choose the display length in seconds using the
selection tool provided.

2. Define Unity the preferred behavior/display when a call details notification is clicked:

M Pop Unity — Select to display Unity contact information

M Pop Outlook (if applicable) — Select to enable the display of Outlook contact information if
defined/setup/enabled in the Qutlook Integration section.

M Pop CRM (if applicable) — Select to enable the display of CRM contact information if
defined/setup/enabled in the CRM section.

M Browse to URL (if entered) — Select to enable Unity to display the URL defined in the Browser

Integration section.
3. Click vOK and select Yes to restart and update the system with the changes when prompted.

UNITY CONNECT

0 Settings > Settings tab > Computer/Phone Integration > Unity Connect

Defined in the Unity management portal. Contact the Unity Administrator for assistance allowing Unity Add-

ons and 3™ party application integrations with Unity to © seves s x
. . . . . . Services SETENgS
provide click to dial, call details, and presence information. Sk P e e s s |
Contact Search
(Contact Dsphy
1. Enabled - Click within the checkbox to M Enable/C] e o i —
= Computer/Phone Integration na
Disable e e
| configuration
. . . . . Outlook Integration
Listening On — Read Only view of the port information. o S o e
1 et Name Liansed
e
Currently connected clients: Displays a list of the |
applications or add-ons that have been defined for T G
Startup.
usage. R ——
=
2. Click vOK and select Yes to restart and update the | o ngnin
system with the changes when prompted. X cmca | [ oK
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Quick KEys
© Settings > Settings tab > Quick Keys

The Key Combinations and Commands setting sections allow users to define shortcut keys and map them to
commands that perform tasks like answering calls or dialing specific numbers.

KEy COMBINATIONS

© Settings > Settings tab > Quick Keys > Key Combinations

This section allows users to choose the key combinations that
will be setup in the Commands section.

1. Complete the following actions, as needed to create or
modify shortcut keys:
Select a Key Combination: Click within the checkbox next e i e b
to a listed item to select it. Gt
Add a Key Combination - Click on the + Plus sign and Tl
select the Modifier (Control, Shift, Alt or None) and the e
Keyboard key, then click OK to submit and return to the - .|
list to select it. X onca || ox

Delete — Click within a checkbox to select a combination in the list and press the — Minus sign. Then click
Yes to delete the selected combination when prompted. Use Caution. Once a combination is deleted,
the action cannot be undone and the user must recreate the combination and map the command once
again if done in error.

2. Click v'OK and select NO to the restart when prompted to give yourself time to map the key
combinations with Commands.

COMMANDS

o Settings > Settings tab > Quick Keys > Commands

This setting section lists the current set of Key © Sevice i 5eess x
. Services Settngs
Commands and offers tools to Add, Edit and delete ek T
. . Current Calls specfic Ist or for all ists. If 2 number is not entered now the user wil be prompted to enter
the commands used for selected Key combinations to ey
Cinboard Integration
create useful shortcuts for tasks. | Dok ke
om Drectory Integration Key Lst Command Number

Configuration
= Outhook Integration
Shared Calendar
Browses Integration

Space Contacts kst Dl preset number
Return Contacts ¢  Show context menu
CONTROLSS ~ Contacts ke Parform contact saarch

Cick To Dal

Edit Commands Descon tngton
Unity Connect
. . . . Quxck Keys
Double-click on a listed item to view the current Koy Comoracens
. Startug
setup, make changes as needed and click v"OK s
Instant Messagng & Presence
- B
when finished. o

Securty
Language
Connection
Network
Proxy
Authentication

% Cancel oK
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Add Commands

1. Click on the + Plus sign to open the dialog that allows users to begin adding a new key and
command combination.

Map key combinations to command to create quick keys. Quick keys can be created for a
specific Ist or for all ists. If a number is not entered now the user wil be prompted to enter
one when using the quick key

2. Select options in the drop-down lists for the following
fields. The drop-down list options update dynamically

based on previous selections:

Key
Retum o

List
Key: Choose an available option from the list of key Hone >
. . Command
combinations. Dol preset umber %

Number

List: Select the appropriate section of Unity in which the
shortcut key will be used to perform an action.

Command: Choose the action to be performed.

Number: This field becomes available to enter the phone
number if Dial Preset Number is selected as a command.

X Cancel oK

3. Click vOK to update the system with the new Quick Key
command and return to the command list.

4. Click v OK to submit all Command changes and select Yes to the restart when prompted.

Delete Commands

1. Click on a listing to highlight it, click on the — Minus icon, and choose Yes when prompted.

2. Click v'OK and select Yes to restart and update the system with the changes when prompted.

STARTUP
© Settings > Settings tab > Startup

Manage the options for automatic application startup and additional applications you may be licensed to use.
1. Select from the following options:

Startup Application: Choose the application to

@ Services & Settings X

open at startup (options include your licensed
application(s) and any Unity applications that may
be available for a limited-time preview.)

Services Settings

Unity Settings
& Appearance
7 Computer/Phona Tntegration

- Quick Keys
umma j]

Configure Unity to automaticaly start when the operating system does. You can ako select
which Unity application to load on startup.

. . . . = Instant Fessaging & Presence Startup application:
M Multiple Unity Instances permitted — Click to Logong Uy Recepton s
. . Securty [ Mutiple Unity instances permittad
place a checkmark in the box to enable multiple e 1 Ay st i i
U ot . t N Network 4] Auto start Unity on operating system boot
oo
nity instances. o

M Always start in minimized state — Click to place a
checkmark in the box to use this feature option on
startup.

M Auto start unity on operating system boot —
Click to place a checkmark in the box to always
start the selected Unity application when the % cncal | [ 7 0%
system reboots.

2. Click v'OK and select Yes to restart and update the system with the changes when prompted.

888.538.3960
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UPDATE
ettings > Settings tab > Update
© settings > Settings tab > Updat
Manage automatic updates and access the manual update feature.

1. Select and define the following Update setting

o

options: sevcss St
5 Unity Settings Configure Unity to automatically update periodicaly.
# Appearance
. . ® uter/Phone Integration
M Auto update Unity — Click to place a checkmark T
. . . Updat:
within the checkbox to enable automatic updates. - I Mesaon s brseca | A o ey
fhoo Check for updates every

Securty 2 +  hours

Check for updates every x minutes: Choose the g o eecs © dor st s
. Hetwork O Automatically restart after update

number of hours between update checks using the P i [0 At upcte when i a Tenmeal See or Gt emtoarment
selection tool‘ [ Perform manual update now B ]

@® Alert me after update — Select to receive an update
notification prompt to restart.

® Automatically restart after update — Select to
automatically restart after an update. % anca | [ ok

M Auto update when in a Terminal Server or Citrix environment — Click to place a check in the checkbox
to enable auto-updates if the system is on a Terminal Server or in a Citrix environment.

2. Click v OK and select Yes to restart and update the system with the changes when prompted.

MANUAL UPDATE

1. Goto © Settings > Settings tab > Update

2. Click the Perform Manual Update Now button and follow prompts to get the latest update, if a
newer version exists.

INSTANT MESSAGING & PRESENCE
© Settings > Settings tab > Instant Messaging & Presence

Users may define preferences for IM and Unity presence. Changes saved here only affect future IM conversations.

1. Select from the following Unity Instant Messaging . ‘
Services  Settings
preference OptiOﬂS: NE UM:;?.::L g;t‘;m"";mnm presence preferences, Changes wil not affect exstng 1N
& Computer/Phone Integraton
M Send IMs to offline users — Click within the checkbox e
o . ; Pre [ sens 0 offine users
to enable the ability to send instant messages to users | 2 e e it
who are available for IM but not logged into Unity. e = st U
. . . . Mabwedk When an mstant message & received:
M Show instant messages in docked panel - Click within =~ || @l Show the convesaton wadow \
. [4] Py 2 notfication sound
the checkbox to enable and display the IM panel when 2 Show posus it
. . | [ Show popup notfication unti closed {
using Instant Messaging.
M Always show docked panel — Click within the
checkbox to enable and require Unity to always show the
IM panel, whether it is in use or not.

* Cancel oK

M Use existing conversation for drag and drop - Click
within the checkbox to enable Unity to continue a conversation when a user is drag and dropped into the IM.

When an instant message is received: Show in the conversation window is preselected.
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M Play a notification sound — Click to place a checkmark within the checkbox to enable.
M Show popup notification — Click to place a checkmark within the checkbox to enable.

M Show popup notification until closed - click within the checkbox to enable Unity to require the user to
close the notification window.

2. Click vOK and select Yes to restart and update the system with the changes when prompted.

LOGGING
© Settings > Settings tab > Instant Messaging & Presence > Logging

1. Setup Instant Messaging and presence log file preferences:

© Sevicen & Settings e

M Log instant message conversations — Click to place a —— e e
. . + Appearance focaton for securty Durposes.
checkmark within the checkbox to enable and select one 5 CompiPhen biagten
. . . 57‘:0
of the following logging options: st s | e et e
. . X969 g i,'{.ruux new fle for each comversaton
© Create a new file for each conversation e vt
i e
. T Log fle type
©® Create a new file every day e .

Log toder
C:\Program Fies (x86]\Unty Clent\Desktop instant Message Log

® Always use the same file
2. Define the log file type and location: 2

Log file type: Choose the file type from the drop down
list.

Log Folder: Enter, or browse to and select, a folder
location for the log file.

3. Click vOK and select Yes to restart and update the system with the changes when prompted.

XMPP
© Settings > Settings tab > Instant Messaging & Presence > XMPP

Define the access details and subscription options for IM in Unity. The XMPP server will be assumed from the

domain entered as part of the Login ID/Startup authentication. [eseases x
. . . ~ | [Configure XMPP detaks for Untty, The XMPP server wil be assumed from the doman entered
1. Enter, enable, or define the following settings as needed: ¢ 3t o the ko .
i v 0N Integrats
T
. . . Daing Rue
Login ID: The login credential for the XMPP server. & Gmnorscan peegesn e
Qutiook Integraton .
Shared Calendar Onine
Password: The password for the XMPP server. st egaon P
. . Desktog Integrator T
X (Delete Password) — Use Caution. Once deleted, Unity ot e
Quick Keys [ Automaticaly accept subscripbon requests
will not connect to the XMPP server for Instant ey 1 et e mciston et
. . . . e When a contact s osine in Uniy IMBP and XMPP
Messaging. Click the X icon adjacent to the password e e e ey psp
field and choose Yes when prompted to delete the XMPP sy
password. o
|- muthentcatir v
M Automatically accept subscription requests — Click ot | [

within the checkbox to Menable or Odisable.
M Automatically send subscription requests — Click within the checkbox to Menable/Cdisable.

When a contact is online in Unity IM&P and XMPP: Choose the desired Unity display option (Use Unity
IM&P, Use XMPP, or Use Both) from the drop-down list.

2. Click v’OK and select Yes to restart and update the system with the changes when prompted.
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SECURITY

© Settings > Settings tab > Security

Define whether Unity settings can only be modified by an sttt 3

Services Settngs

administrator of this computer and whether Unity [ Gortact iy ] Soechy et Uty seting co o b odied by 3 adveate of T cartr
Transfer Hstory

continues to open if the template cannot be loaded. Compesons g

i i i 1 i ol the admnstrator can edit Unity settngs

Contact the Unity Administrator for assistance with o g | o =

ifyi h ' e e

modifying your access to these settings. T -

Cick To Dul If the template cannot be baded
Desktop Integration

Sotiation ® Contrue loadng Unty
Unity Connect O stop kadng Unky
o Quick Keys

Key Combmatons .
Commands. © Create new user template

Startup

Update

Instant Messagn & Presance

LANGUAGE b e

© Settings > Settings tab > Language

H 1 H H H O Servces & Settings x
Manage language display in your Unity application(s). o
Unity Settings ~ |/ set the Gnguage you would ke Unty to use.

1. Select the language to be used in your display while =
working in Unity from the drop-down list.

ege
Daing Rule

2. Click vOK and select Yes when prompted to restart and ot recry sgzon
begin using the new language in the Unity display. e e

Browser Integraton
o

eh
Englsh (United Kngdom)
Enghsh (United States

Cick o Dal
Desitop Integraton Hndi
Hotfeato- Icelandic
uney Connect

Quick Keys
Key Combnatons
Commands

starup

upcate

Instant Messagng & Presence

CONNECTION SETTINGS

X Cancel [

© Settings > Settings tab > Connection

Define and manage available network, proxy server, and authentication settings for Unity access. Note: Most
connection settings must be managed in the Unity Portal by an administrator or the service provider. Use
caution. Contact your Unity Administrator for assistance if these settings require modification.

NETWORK
© Settings > Settings tab > Connection > Network e 7
Sendces  S€TtNgs
Manage available network settings for OCI, CTI, XS, Uy e [Eorey comacon e o G svion
. d &P in th [ bs. C - ComroubalPin s Sibgration e
Reporting and IM&P in the relevant tabs. Contact your oo e e
. . . . . . . Update o0a ¢ PO
Unity Administrator for assistance if these settings require il st —
o[ . . La-_c;..aue Broadworks Server Connection Details

modification. . e

i‘u"&\feru;mr unity myrmtms

Server port

GoMomentum.com/support
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Sec

TLS server port
oty
TLS certificate hostname

TLS securty protocol
nsi2

= cangel oK
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PROXY
© Settings > Settings tab > Connection > Proxy

Manage available proxy server settings (where a proxy
server is in use within your system.

Contact your Unity Administrator for assistance if these
settings require modification.

AUTHENTICATION
G:’Settings > Settings tab > Connection > Authentication

Manage Login ID and Password credentials for
BroadWorks access.

Users must enter the correct BroadWorks Login ID and
password, and may place checks next to the options to
remember these credentials, as desired.

Click v'OK and select Yes when prompted to restart
Unity.

GoMomentum.com/support
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© Sevice & semings

Servces Setings

Unity Setongs
# Appearance
+ Computer/Phone Integration
4 Quick Keys
Startup
Update
i Instant Messaging B Presence
Security
Language
Connection
Network

wn{ﬂ-«m

]

Specily proy settngs I a proxy server & used on your NeDwOTk. Piease nate the logh © ad
passwoed are both case sensitve. Only HTTP promy servers are supparted.

Proxy Connection Details
[7] Use browser settrgs

Servar address

Sarver part

Proxy Authentication Details
Usa Windows authanacon
Login ID:

Passwont:

Dormai:

* Cancel oK

Services & Settings
9

Services Settings

Appearance
Contact Search
Contact Display
Current Cals
Computer/Phone Integration
Cipboard Integration
Dialing Rule
&+ Custom Directory Integration
Configuration
Qutloak Intearation
- Browser Integration

Click To Dial
Desktop Integration
Notification

-~ Unity Connect
Quick Keys
Key Combinations
- Commands
Startup
Update
Instant Messaging & Presence
Logging
XMPP
Security
Language
Connection
Network
Proxy

>

Specify authentication detais for the VoIP platform. The login id and password are case
sensitive and the login id must include the domain.

Broadworks Login Details
Login D

(321248601 7@mymtm.us

Password

Remerber my login 1D
Remermber my password
[ Appiies to al users

X Cancel oK

888.538.3960




Unity Agent USER GUIDE

A team of expert support professionals are here to assist with technical issues, questions related to billing,
feature usage, and service upgrades, as well as any other general inquiries you may have.
Simply contact us and a representative will help you with your request.

In order to provide optimal support, we recommend that the account owner (or an Authorized Contact)
submit a ticket online or contact us via our toll-free support number regarding any critical or timely
issues that may require troubleshooting. And always keep your account number handy to help us better
assist you when you need us.

Support by Phone:

Live phone support is available 24/7 for emergency assistance and quick resolution

Online Support: www.GoMomentum.com/support

Easy online access to company contact information and tools to submit minor support requests.

Documentation: www.GoMomentum.com/mu

Momentum University is a free online knowledge base of learning content on GoMomentum
website. The MU library is easy to use and offers the latest information about Momentum’s best-in-
class cloud services and features. MU includes product guides, user guides, FAQs, videos, and
quick reference tools to help you do what you do.

Additional Training: Instructor-led training courses (LIVE web-based) are available upon
request. Contact your Momentum Account Manager or Customer Care to find out about available
course offerings for the voice products or services you have purchased through Momentum
Telecom, and to ask for their assistance with requesting sessions for you and your team. They will
ensure that a friendly and expert representative of the Corporate Training team contacts you to
discuss availability and help to schedule the right training at a convenient time.

GoMomentum.com/support 888.538.3960
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