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2 Summary of Changes

This section describes the changes to this document for each release and document
version.

2.1 Changes for Release 6.0
This version of the document includes the following changes:

m  Added information about Directory Views in section 7 Reception Console Editions for
EV 89928.

m  Updated the note in section 8.7 License.

m  This version of the document includes the following changes made in response to
EV 67940:;

= Added information about the Reception Console Enterprise, SMB, and
Admin editions.

= Added a comparison of the Reception Console editions in a tabular form.

= Updated the guide to clearly identify the functionality available in each
edition.
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3 Introduction

3.1 About This Guide

This guide is designed to provide information about planning, installing and configuring the
Reception Console. This document is not intended to supplement or replace the
hardware manufacturer’s instructions for equipment installation, maintenance and support.
This document assumes that Reception Console customers have a clear understanding of
the underlying operating system and associated hardware. Customers should also have a
working knowledge of the purchased access and network devices of our partner
companies.

Reception Console exists in three editions: Enterprise, SMB and Admin. This guide
applies to all three editions.

Hardware and software requirements (as well as installation and uninstallation) are
common to all three editions. However, service provisioning differs from one edition to the
next. Provisioning steps that apply to a particular edition are identified with the edition
name. For example, the section describing queue configuration is tagged as follows:

6.5 Configure Queues (Enterprise Edition)

3.2 Overview

Reception Console software is usually deployed from the service provider’s website to the
end user’s desktop.

3.3 Audience

This document is intended for anyone responsible for the deployment and management of
Reception Console software. This document is intended for network administrators and
systems integrators who install Reception Console software for end-user activities on the
softswitch.
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4 Reception Console Overview

Reception Console is a carrier class IP Telephony attendant console for Receptionists or
telephone attendants who screen inbound calls for enterprises.

Reception Console delivers the following real benefits to users:

m  An ergonomic design that follows the natural work “flow” of a call from the top to the
bottom of the screen.

m  Improved business processes as only valid options are presented to the attendant.
m  Professional call handling as critical information is available in “real time”.

m  Accurate delivery of messages via a one step process when people are unavailable.
m Integration with SIP based softswitch.

Reception Console is an intuitive attendant console that manages high volume call
distribution for front-desk operators through remote control of their desk phone. In
addition, to integrated contact status, it has many other features that include call statistics
and integration into enterprise-level repositories and services.

Reception Console is available in three editions: Enterprise, SMB, and Admin. Each is
tailored to the specific needs of its targeted sector. Each edition also requires a separate
license. Section 7 Reception Console Auto Upgrade

When a Reception Console session is started, it automatically checks to see if a newer
version is available. If a newer version is detected, the upgrade process is launched. This
section describes the process.

1) Launch Reception Console from the Start menu.

& Internet Explorer __,.? My Documents

(5| Microsoft Office Outlook
b My Recent Documents #

g Reception Console

B PUTTY

_.5-. Mokepad

;-.,,J My Computer

‘-"_g My Network Places

“mu Remote Desktop Connection B} Control Panel

@ Microsoft Office Excel 2003 Py o )

% Administrative Tools r
% By Deployrent Studio
E Adobe Reader &

W] Microsoft Office Word 2003 - Printers and Faxes

=] Run...

e Metwork Connections
=

&) FrontMation Firefos

ﬁ Image Resizer

‘ All Programs D

.] Log Off E| Shut Drawin
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2) If anewer version exists, a wizard is launched to locate and download the
application. Click Next to start the process.

29 Check for Updates to Reception Console 13.1.84.2 MB1

Thig wizard will check the Intemet for any uparades ko Reception
Conzale 13.1.84.2 MBE1. You must have a connection to the [nternet
canfigured and a warking \WinSock laver for this wizard ta function
properly.

Prezs the Mest buttan to check the Intermet far an upgrade ta the
latest version of this zoftware. Make sure your intermet connection 1
active before preszing the Mest button,

Advanced Settings

Press the Advanced button below ko view or change the proxy
Terver You are using or the autoratic prompting interval,

fdvanced |

MHext > Cancel

Figure 7 Reception Console Check for Updates
3) Click Next to begin downloading the new application. Once the download

completes, the new version installer is automatically started and an upgrade
process takes place.

& Start Update Download

fou are now ready to download the update to Beception Consale
131.84 2 MB1.

Press the Mext buttan to begin the download. After the update is
downloaded you will be prompted to run the installabion to update
yaour software to the newest version.

< Back Cancel

Figure 8 Reception Console Start Update Download

RELEASE 6.0 PAGE 10 OF 35




Reception Console Administration Guide

4)

When the download is complete, click Finish to start the installation process. The
installation will then proceed as described in section 6.2 above.

& Download Complete

The update for Reception Console 13.1.84.2 ME1 haz been
successfully downloaded.

™ Presz the Finizh button to execute the update inztallation,

Figure 9 Reception Console Download Complete

To verify the installation, start Reception Console. Upon start up, the application
checks the Java Runtime Environment version running on the PC for
compatibility. If the version is incompatible, the following window appears.

This application requires a Java Runtime Environment 1.5.0_11

Figure 10 Reception Console Java Check

Click OK. A browser window pointing to Java.com will appear, with a Free Java
Download prompt. Click on the prompt and follow the instructions. After
download and installation, Reception Console should run properly. Start the
application again to verify.

Reception Console Editions specifies the functionality of each edition.

RELEASE 6.0
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5 Hardware and Software Requirements

The requirements listed here are the minimum requirements for proper Reception Console
behavior. It is strongly recommended that computer systems intending to run Reception
Console have capabilities that exceed these.

5.1 Operating System

Reception Console is deployed on the Microsoft Windows platform.

5.2 Hardware Requirements

Microsoft Windows Platform
The hardware requirements for Microsoft Windows platform include:

m 1.2 GHz or higher, Pentium 3, or compatible CPU

m 512 MB of RAM recommended minimum (more memory generally improves
performance)

m 60 MB available hard disk space

m  Video Graphics Card with minimum of 8 MB RAM

m  Super VGA Monitor (15" or larger)

m 800 x 600 screen resolution minimum (1024 x 768 is recommended)

m  TCP/IP connectivity to the softswitch as designated by service provider (default port is
2208):

5.3 Software Requirements
The software requirements include:
m  Windows 2000 with SP4 (or higher), Windows XP or Windows Vista
m  Windows Installer 2.0
m  Sun Microsystems Java 2 Standard Edition (J2SE) Runtime Edition Versions:

— Java 5 Update 11 (or higher maintenance releases) or Java 6 Update 2 (or higher
maintenance releases)

m Internet Explorer 6.x or Internet Explorer 7.x (not compatible with IE 8.x)

IMPORTANT NOTE: Reception Console is not compatible with
Internet Explorer 8.0 or higher.

5.4 Platform Requirements
The platform requirements include:
m  Forinstallation, a Windows user account with administrative rights.
m  For post installation, a Windows user account with the following rights are required:
— Registry HKEY_LOCAL_MACHINE hive
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- Read
— Enumerate
—  Query
— Registry HKEY_CURRENT_USER hive
- Full Access

— Reception Console install Directory
(Default C:\Program Files\Reception Console\)
- Write
— Read
— Execute

5.5 Interoperable Phones

Support of 3 Party Call Control (3PCC) techniques is required for support of Computer
Telephony Integration (CTI) functionality. Thus, it is critical that phones comply with the
Advanced Call Control (ACC) specification. Ensure the phone model and firmware used
is supported by the service provider.

Advanced
Phone Model Call Control Call Appearances
Support
Linksys 942/962 X 4
Polycom 301/501/550 X 2
Polycom 601/650/670 X 6
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Reception Console Admlnlstratloﬁ Gui

6 Installation

6.1 Operating System Installation

As previously mentioned, Reception Console is supported on Windows XP/Vista. In
Addition, Reception Console may work with Windows 2000 and Windows 2003 editions
(32-bit or 64-bit). However, Reception Console has not been tested or certified for use on
Windows 2000 or Windows 2003 editions. For information on the operating system, see
section 5 Hardware and Software Requirements.

6.2 Install Reception Console

A typical installation of Reception Console is depicted in the following diagrams. This
illustrates a standard windowed installer (non-silent) wizard:

1) Double-click on the Reception Console Installation executable.

The first page of the Installation Wizard appears.

i@ Reception Console Setup

<Back [ Mewt> [ Cancel J

Figure 1 Reception Console Installation Wizard — Page 1
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2) Click Next.
The second page of the Installation Wizard appears.

i':;gr Reception Console Setup

The "Wize Installation \Wizard will install the files for Reception Conzale 14 SPE
[14.6.35.1) MBS in the fallowing folder.

To install into & different folder, click the Browse button, and select another folder.
YY'ou can chooze not to ingtall Beception Conzole 14 SPE [14.6.35.1] MBS by clicking
Cancel to exit the Wise |nstallation Wizard,

Destination Folder

C:%Pragram Files\Reception Conzolel.

[ <Back || Hemt> [ Cancel

Figure 2 Reception Console Installation Wizard — Page 2

3) Click Next to accept default value at the Destination Folder screen.

The third page of the Installation Wizard appears.

i@ Reception Console Setup

&~ Al application features will be installed. This option is recommended

@g: for the best perfformance.
==

(C) Custom

- Use thiz option to choose which application features you want
ﬂlﬂ _installed and where they will be installed. Recommended for
_

g advanced users.

[ < Back ]L Mexst > J [ Cancel

Figure 3 Reception Console Installation Wizard — Page 3

4) Verify the Complete installation type is selected and click Next.

The fourth page of the Installation Wizard appears.

RELEASE 6.0 .
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|,1 Reception Console Setup

Click the Back button to re-enter the installation information or click Cancel to exit
the: wizard.

[ <Back || HMemt> [ Cancel ]

Figure 4 Reception Console Installation Wizard — Page 4

5) Click Next at the Ready to Install the Application screen.
The fifth page of the Installation Wizard appears.

i@ Reception Console Setup

Finizh | Cancel

Figure 5 Reception Console Installation Wizard — Page 5
6) Click Finish. The installation is complete.
6.3 Start Reception Console

Navigate to the Start menu followed by All Programs, Reception Console and click the
Reception Console shortcut.

RELEASE 6.0
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6.4 Reception Console Auto Upgrade

When a Reception Console session is started, it automatically checks to see if a newer
version is available. If a newer version is detected, the upgrade process is launched. This
section describes the process.

7) Launch Reception Console from the Start menu.

/€ Internet Explorer ..J My Documents
@ Microsoft Office Outlook

1 5 My Recent Documents #

M % Reception Console el
| - g! My Computer
B PUTTY
R ‘:g My Network Places
_& Mokepad
‘:-__ Remaote Deskiop Connection @ Conkral Panel

@ Microsoft Office Excel 2003 ot o )

% Administrative Tools »
[;Ei By Deployrment Studio
H Adobe Reader &

W] Microsoft Office Word 2003 I Printers and Faxes

et Metwork Connections
=

&) FrontMation Firefos

=] Run...

ﬂ Image Resizer

‘ all Programs D

E| Log Fff @| Shut Down

Figure 6 Start Reception Console
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8) If a newer version exists, a wizard is launched to locate and download the
application. Click Next to start the process.

29 Check for Updates to Reception Console 13.1.84.2 MB1

Thig wizard will check the Intemet for any uparades ko Reception
Conzale 13.1.84.2 MBE1. You must have a connection to the [nternet
canfigured and a warking \WinSock laver for this wizard ta function
properly.

Prezs the Mest buttan to check the Intermet far an upgrade ta the
latest version of this zoftware. Make sure your intermet connection 1
active before preszing the Mest button,

Advanced Settings

Press the Advanced button below ko view or change the proxy
Terver You are using or the autoratic prompting interval,

fdvanced |

MHext > Cancel

Figure 7 Reception Console Check for Updates
9) Click Next to begin downloading the new application. Once the download

completes, the new version installer is automatically started and an upgrade
process takes place.

& Start Update Download

fou are now ready to download the update to Beception Consale
131.84 2 MB1.

Press the Mext buttan to begin the download. After the update is
downloaded you will be prompted to run the installabion to update
yaour software to the newest version.

< Back Cancel

Figure 8 Reception Console Start Update Download
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10) When the download is complete, click Finish to start the installation process. The
installation will then proceed as described in section 6.2 above.

& Download Complete

The update for Reception Console 13.1.84.2 ME1 haz been
successfully downloaded.

™ Presz the Finizh button to execute the update inztallation,

Figure 9 Reception Console Download Complete

11) To verify the installation, start Reception Console. Upon start up, the application
checks the Java Runtime Environment version running on the PC for
compatibility. If the version is incompatible, the following window appears.

This application requires a Java Runtime Environment 1.5.0_11

Figure 10 Reception Console Java Check

12) Click OK. A browser window pointing to Java.com will appear, with a Free Java
Download prompt. Click on the prompt and follow the instructions. After
download and installation, Reception Console should run properly. Start the
application again to verify.
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7 Reception Console Editions

Reception Console exists in three editions: Enterprise, SMB and Admin (with each edition
tailored to the specific needs of its target users).

Table 1 lists the features available in each edition of Reception Console.
Feature/Capability Enterprise SMB Admin
Call Routing

Call Control — Dial v v v
Other

{\
\
\

Call Control — Dial
Directories/Call Logs

Call Control — Accept
Call Control — Hold

Call Control — End

AR NN
AR IR NEEN
AR

Call Control — Blind
Transfer

\
<\
<\

Call Control — Consult
Transfer

Call Control — Three- v v v
Way Call
Conferencing

Call Control — Voice v v v
Mail Dial/Transfer

Multi-Call v v v
Management

Last Redirected v
Support

Directed Call Pickup v v v
Group Call Park v

Busy Camp On v
(Client-based)

Recall Identification v v v

Operator Barge-in v v v

<\
\

Day/Night Mode
Queuing

Queue Join/Unjoin
Queue Monitoring
Queue Manipulation
Queue Distribution

Queue Logs

SRR RN NN

Call Center
Integration
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Network

Auto Connect on
Startup

Multiple Instance
Support

Usability

Callee ID

Drag and Drop

Company Profile

Keyboard Shortcuts

Touch Screen

Support
Group/Enterprise v v v
Directory
(Monitoring limited to 200 (Monitoring limited to 30 (Monitoring limited to
static and up to 100 static users enterprise- eight static users group-
dynamic users' wide) wide)

enterprise-wide)

Custom Contact
Directories

Speed Dial 8/100

Outlook Integration

Contact Notes




Large Repository

Support (40,000

contacts)

List v v v
Integration

Softswitch Integration

Themes

Localization Support

Auto Update Checks

ToolTips

Table 1 Reception Console Features
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8 Service Provisioning

8.1 License

Reception Console is licensed based on a per-user license. It has three editions, and

each

has a separate license (Enterprise, SMB and Admin).

Before running Reception Console, log into the web portal and assign the necessary
services to the appropriate user requiring Reception Console access.

To provision Reception Console:

1

2

) Log into the web portal using a service provider administrator or group
administrator.

) Assign the following required services to the appropriate user depending on the
Reception Console license you have.
Reception Console License User Service
Reception Console — Receptionist - Enterprise
Enterprise
Reception Console — SMB Receptionist - Small Business
Reception Console — Admin Receptionist - Office

NOTE: There are adjunct licenses that may need to be assigned to provide full Reception
Console functionality. Furthermore the Call Park and Call Center group services are required for
the Enterprise Edition. For more information on Call Center queue integration see section 8.3
Configure Queues (Enterprise Edition).

RELEASE 6.0

Help - Home
System - AWSEnterprise » DEF Distributing > Users : shellycooper Welcome Default Administrator [Logout
Opti 0 .
L Assign Services
» Proiile

Assign Services allows youto 3ssign or Unassign services and service packs for a user. I a service or senice packis unassigned the senice datathat has
been illed out will be lost

Available Service Packs User Service Packs

Bronze

Remove <

Add Al >>

emove Al <

Available Services User Services

Call Transfer
Last Number Redial
Speed Dial 8

Voice Messaging User

BroadW orks Communicator -
BroadWorks Communicator G.729
BroadWorks Communicator Mulimedia
BroadW orks Receptionist - Enterprise
Broad\ orks Receptionist - Office
BroadWorks Receplionist- Small Business,
Busy Lamp Field

Call Forwarding Atways

Call Forwarding Busy

Call Forwarding No Answer

Call Forwarding Selective - emave Al <4

Remove <

T -
g 4

Figure 11 User - Assign Services
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8.2 Service Configuration

Each Reception Console license varies in its support for contact monitoring. The following
table describes the capabilities:

License Contact Directory Static Monitored Dynamic

Scope Users Monitored Users
Reception Console — Enterprise Maximum 200 Maximum 100
Enterprise (configurable up to
1,000)
Reception Console — SMB Enterprise Maximum 30 Not applicable
Reception Console — Group Maximum 8 Not applicable

Admin

The default monitoring style in Reception Console uses dynamic monitoring. However, if
you wish to constantly monitor the status of a particular set of users (static monitoring);
you must make sure that all contacts you wish the operator to monitor are in the Monitored
Users list box with respect to the licensing limitations described in the table above.
Following are examples of each license page:

Call Manager - Attendant Console - Help - Home

System = AWSEnterprise = DEF Distributing = Users : paclamaldese Welcome Default Administrator [Logout]

Options: BroadWorks Receptionist - Enterprise

BroadWorks Receptionist - Enterprise is an advanced Attendant Console designed to meet the specific needs of an
operator including advanced call contral, contact directories and phone status.

[ OK ] [ Lpply ] [ Cancel
Enter search criteria below
LastMame Starts With + - ] [ Search

Utilities

Available Users KMonitored Users

RELEASE 6.0

AccountCommunicator (3173739827)
Bradshaw,.Jake (jakebradshaw)

Mandellin,Jorge (jorgemandellin
MeucciAntonio (antoniomeucci@defdistributing.com)
Pichard,Jeannette (jeannsttepichard)

Smith Stella (stellasmithi@ defdistributing.com)
Thornwald Annice (Annice. Thormwald)

Valdez Grace (gracevaldezi@defdistributing.com)

[ OK ] [ HApply ] [ Cancel ]

User — Reception Console — Enterprise

v

BuenaMaria (mariabuena)
Cooper,Shelly (shellycooper)

Dugas.Mario (mariodugas@defdistributing.com) Garibaldi.Anita (anitagaribaldi)
Jacobowoski,Pietra (pietrajacobowoski) — | Jones.Sherwin (sherwinjones)
Lafleur.Eloise (eloiselafleur@defdistributing.com) Ohanu,Gabriel {gabrielohanu)
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Call Manager - Attendant Console - Help - Home

Welcome Default Administrator [Logouf]

BroadWorks Receptionist - Small Business

BroadWorks Receptionist - Small Business is a desktop application for Receptionists and Executive Assistants
providing call contral, contact directories and phone status for a maximum of 20 contacts.

Profile
Incoming Calls
Outgoing Calls
Call Control
Calling Plans

P Client Applications
Messaqing

s S meweuses  wmosauss

Account,Communicator (3173739827)
Bradshaw,Jake (jakebradshaw)

Buena Maria (mariabuena)

Dugas.Mario (mariodugas@defdistributing.com}
GaribaldiAnita (anitagaribaldi}

Jacobowoski Pietra (pietrajacobowoski}

Lafleur Eloise {eloiselafleur@defdistributing.com)
Mandellin,Jorge {jorgemandellin}
MeucciAntonio (antoniomeucci@defdistibuting.com)
Ohanu.Gabriel (gabrielohanu)

Pichard.Jeannette (jeannettepichard}

=~ T - N

| | = ) [Cseemn ]

Jones,Sherwin (sherwinjones)
Maldese,Paola (paclamaldess)

Figure 13 User — Reception Console -SMB

Call Manager - Attendant Console - Help - Home

System = AWSEnterprise = DEF Distributing = Users : jakebradshaw Welcome Default Administrator Logout

BroadWorks Receptionist - Office

BroadWorks Receptionist - Office is a desktop application for Receptionists and Executive Assistants providing call
control, contact directories and phone status for a maximum of 8 contacts.

Profile

Outgoing Calls
Call Control

Pl mecsechoeveos

Messaqging

Utilities |LastName i |StartsW|m§| | | [ + | [ seach |
. allableusers  HonitoredUsers

Dugas,Mario (mariodugas@defdistibuting.com) Buena.Maria (mariabuena)
Garibaldi.Anita (anitagaribaldi} Cooper.Shelly (shellycooper}
J b ki,Pietra (pietraj b ki) Jones Sherwin (sherwinjones)
Lafleur.Eloise (eloiselaflzeur@defdistibuting.com) = Maldese,Pacla (paclamaldese)
Mandellin,Jorge (jorgemandellin}

Meucci.Antonio (antoniomeucci@defdistibuting.com)

Chanu.Gabriel (gabrielohanu) Bdd Al 5

Pichard Jeannette (jeannettepichard)

Smith Stella (stellasmith@defdistributing.com}

Valdez, Grace (gracevaldez@defdistributing.com)

WyomingMargaret (margaretwyoming)

- N -

Figure 14 User — Reception Console — Admin

Make sure that all contacts you wish the operator to monitor are in the Monitored Users list
box. All other contacts that are in the Unassigned Users list box have their monitoring
status handled dynamically in Reception Console.
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8.3 Configure Queues (Enterprise Edition)

NOTE: Queues are configured at the group level but are accessible only to users with

Rece

1)

2)

ption Console Enterprise edition.

To access queues from Reception Console, assign the Call Center service to
your group.

If the Call Center service is assigned, navigate to the Group — Call Center Profile
page.

B Profile

» | » ABC Distributing » Call Centers : Welcome Default Administrator
Jumuundsales@assaniw.mtl‘bruadscn‘t.com Logout]
Call Center Profile

Calling Plans

Modify the selected call center.

N e == R

Call Center ID: O ales@y mil.broadsoft.com Change User ID (Also saves current screen data)
*Name: [Dutbound Sales
Phone Nurber: [2026551010 ] Extension: [1010
'Caﬂwgtl’.ir;zlg |OutboundSales i caw;gw::z |OutboundSales
Department: Language: [English =]
Time Zone: | (GMT-04.00) (Canada) Eastern Time x|
Aliases : sip: I @Iubcdis'ribming,ccm 3
sip: | @|abedistibuting com =l
sip: | @] abedistributing com =l

[~ Enable Video Support
Group Policy: ¢ Circular ' Regular © Simultaneous € Uniform € Weighted Call Distribution
Call Center Setting:
Queve Lenoth: |0 cals [# Allow agent logonfogoff
Time Bet ; |‘|U— d: [~ Enable music orvideo on hold for queued calls
[~ Play Comfort Message

™ Enable guard timerfor [5 ¥ seconds

Figure 15 Group — Call Center

Make sure that each of the Call Centers has a check mark in the Allow agent
logon/logoff check box (repeat this step for each Call Center).

Assign the users to be members of this Call Center (these are the Reception
Console licensees).
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3) Navigate to the Call Center — Assign Services page.

System = Broadsoft - ghrg1600 - Call Centers : Service@mtlsol-03.mtl broadsoft.com Welcome Default Administrator [Logouf]
Options: = ]
v prom Assign Services
rofile
[ ———— Assign Services allows you to assign or unassign services and service packs for a user. If @ service or service pack is unassigned the service data that
Incaming Calls
has been filled outwill be lost.
Qutroing Calls
call carmal o | ey | Concel
Calling Plang
Available Services User Senices
Cliert Applications
Messaging Add > Altermnate Numbers -
Anonymous Call Rejection
Call Center Supervisor Reporting
Remove <
—I Call Forwarding Always
Call Forwarding Busy
Call Forwarding Selective
Calling Line 1D Delivery Blocking
Call Motify
AR Client Call Contral
Client Call Contral I
Remave Al << Custom Ringback User |
x| Apply | cancal |

Figure 16 Call Center — Assign Client Call Control Service

Assign Client Call Control service (and any other services you want the Call Center to
have, such as Voice Messaging User service).

NOTE: The previous step is necessary for queue monitoring information to be sent to Reception
Console.

4) To save your changes and display the previous page, click OK.

5) To exit without saving, select another page or click Cancel to display the previous
page.

NOTE: The appropriate services in Step 3 must be assigned to the operator; otherwise,
Reception Console cannot be used.
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9 Uninstallation

The following figures show a typical uninstallation of Reception Console.

1) Click Start. Navigate to Control Panel from the list and select Control Panel.

,/‘ My Documents

7 5 My Recent Documents »
’C’J‘ My Pictures

ib/ My Music
#Adobe Photoshop 7.0

,1} My Computer

Mozilla Firefox

Snaglt T

Adobe InDesign (53 .g My Network Places

ntrol Fanel

Microsoft Office Wiord
2003 2k Program Access and

Defaults
ITunes e Comnect o »
ks

L= ) Printers and Faxes
Mirssot Office Outock

w Help and Support
Broadiorks Call Canter /') search

P en.

‘¥ahoo! Messenger

'@EE.\- | @ & 5 [ X2

all programs D

B oocr (@] rum off compuer

B Control Panel oot it -anc}

Figure 17 Start Drop-down List — Control Panel Button

2) Inthe dialog box, click Add or Remove Programs.

- s
Accessibility Add Hardware  EERETEEERT Administrative
Options Programs K Tools
.:B % _.;'23 g f-g
Bluetooth Broadcoom Date and Time Display

Configuration  Control Suite 2

= 4

Garme Contrallers  IntelR) GMA  Inkternek Options Java
Driver For Mobile

Figure 18 Add or Remove Programs Button

3) Scroll down the list until Reception Console is visible.
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4) Click Remove.

® Add or Remove Programs |-_I@f‘5__<|
,_.-.": | =1
&}j Currently installed programs: [ Show updates Sort by | Mame |
e e &
Change or = A
Remave ﬂ M3SKML 4.0 SPZ (KE936151) Size 2.62MB —
Programs |
TS ﬂ MSXML 4.0 SPZ (KE9S4430) Size 2.67MB
% [ MS¥ML 6.0 Parser (KB933579) Size 1,30ME
)
Add Mew ﬂ OZMicro Smartcard Driver
Programs | B primoPDF See  16.16ME
@ Real Time Manitaring Tool
q Reception Console 14 SP6 {14.6.35.1) MB5
AddfRemaove
Wwindows
omponents

s

@ SigmaTel ACS7 Audio Drivers

Set Program
Access and

Size 0.09ME

Dofalts O soundmas Sze  1.89ME
u Speling Dictionaries Suppart For Adobe Reader & Size  32.54MB
@ Symantec Endpoint Pratection Size 448 00MB
\&) Telephony Toolbar 14 SP& (14.6.31.2) MEZ Size  12.91ME 1
{a Wim 7.1 (self-instaling) Size  24.69MEB
0 ‘WebEx
'& ‘windows Driver Package - Microsoft: Corporation (usbvideo) Image {05/25/2007 1.0.3656.0) |

Figure 19 Remove Reception Console

5) A dialog box appears to confirm that you want to remove the program.
6) Click Yes.

\:\.’/ Are you sure you want o remove Broadworks Receptionist 14 SP& From your computer?

[ Yes ] ’ Mo

Figure 20 Add or Remove Programs Dialog Box

NOTE: Reception Console only uninstalls items that are known to the installer. Anything
created independently of the installer post installation is not removed. User-defined settings
such as logs and Hive Key Current User (HKCU) information remain on your computer. This is
because administrative privileges are required for uninstalling and may not correlate to the
logged in user. In addition, it is desirable to retain certain user settings during upgrades.
Therefore, some settings remain after removal if Reception Console is reinstalled.
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9.1 Complete Removal of Reception Console
To completely remove the settings and logs (created by the application) that are not part of

the original installation, follow the additional optional steps:

WARNING: This method shows you how to correctly modify the registry. If you modify the
registry incorrectly, serious problems cam occur. Back up the registry before you modify it, so

that you can restore the registry if a problem occurs.

Click Start and select Run from the list.

g Cantrol Panel
Microsoft OFfice Word
2003 Set Program Access and
Defaults

’ * Connect To 3
—

| iTunes

1)

'/‘D

«
<= Printets and Faxes

(D) || Microsaft Office Dutlook
I 2003
9) Help and Support

Iy
)= Broadworks Call Center /_) Search

oy Yahoo! Messenger !

)| Caleulator

All Programs D

m Log Off @‘ Turn OFF Computer

| 8 Add or Remove Py

["® control Parel

Figure 21 Start Drop-down List — Run Button

2) Inthe Open text box type “Regedit” and click OK.

- Type the name of a program, folder, document, or
Internet resource, and Windows will open it for wou.

open: | regedit

[ OKL\\\;J[ Cancel | | Browse...

Figure 22 Run Dialog Box

3) In the Registry Editor click the expand button and navigate to
HKEY_CURRENT_USER\Software\BroadSoft\BW Receptionist.
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4) Right-click the folder and select Delete from the drop-down list.

=27 Broadsoft
[ BW Assistant
3 Bw Call Center
£ BW Deployment Studic
a BEWYy Receptionist

[:l Zanon
[ cooe Mew
[ Classes Find. ..

(3 CounterPath

I:l Creative Tech %
[ cvberlink Rename

D Del Export

[ pell Computer Caorpe Permissions. .
|:| Disney

|:| Diiwrhetvorks Copy Key Marme

[ EBInstaller

Figure 23 Registry Editor Drop-down List

5) Click Start, and then My Computer. Select the C Drive folder, and then
Documents and Settings. Click the user who is currently logged on.

-:9 My Music
Adobe Photoshop 7.0 | -
ﬁ - My Computer

Adobe InDesign C53 I My Network Places

2003 Set Program Access and
Defaults

iTunes e_ Connect To (3
=)

K N
b= Printers and Faxes
(D Microsoft Office Outlook
=1 zo03
. 9) Help and Support

Iy
-
I ‘ 'BroadWorks Call Center l) Search

.
r - -y Wahoo! Messenger
-

=

Conkrol Panel
@ Microsoft Office Word
‘-__j

ofF @| Turn OFf Computer

":‘ start | B Contral Panel | O it-ar}

Figure 24 Start Drop-down List — My Computer Button
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6)

7)

If hidden folders are not visible, from the top menu select Tools, and then Folder

options.

Map Metwark Drive, ..
Discannect Mebwork Drive. ..

Synchronize. ..

Figure 25 Tools — Folder Options

Click on the View tab. Under Hidden files and folders, click Show hidden files and

folders, and then OK.

General | ¥iew | File Types | Oifling Files

Folder views
YWou can apply the view (such az Detailz or Tiles) that

pou are using for this Folder to all folders.

[ Apply to All Folders ] [ Fieset All Folders

Advanced settings:
|5 Files and Folders -~
Automatically search for network, folders and printers
Digplay file gize information in folder tipz
Dizplay simple folder views in Explarer's Folders list
[ Dizplay the contents of system folders
Dizplay the full path in the address bar
[ Digplay the full path in the title bar
[ Do nat cache thumbnails
|3 Hidden files and folders
) Do ot show hidden filez and folders
* | Shaw kidden and folders
H k extensions for known file types v

Restore Defaults

[ QK. ][ Cancel ][ Apply ]

Figure 26 Folder Options — View Tab
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8) Open the Application Data folder and click the Reception Console folder. Right-
click the folder, and then select Delete from the list.

Open

Explore

Search...

7-Zip b
o Scan with AY¥G Anti-Spyware

Shating and Security...

& Snaglt 3
(15N Checkout..,
W TortniseswN 4

Scan with AYG

Send To 3

Cut
Copy
Paste

Create Shortcut

Renarn:

Propetties

Figure 27 Reception Console Drop-down List
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10 Operational Scenarios

You can use Reception Console in a number of different operational scenarios. Additional
services need to be assigned and configured to support these scenarios and provide a
strategy that would complement the usage category and still provide a level of freedom
between the softswitch and the Reception Console software. Common operational
scenarios and recommended configurations include:

Scenario Description Solution

After Hours Allows operators to automate Use the day/night mode in the
switching from day/night mode Options tab to select night mode
and also configure options such options. Reception Console
as Call Forwarding and Voice automatically handles context
Mail after business hours. switching between day and night

operational modes during
login/logoff.

High Traffic More than one attendant Console For each mainline dedicated number,
managing multiple dedicated configure a Hunt Group consisting of
mainline numbers. all Reception Console users (or

operator numbers). This allows
incoming calls to be directed to the
next available Reception Console in
high volume overflow situations.

Hot-Desk Allow multiple part-time operators Operators can log in according to the

(Hoteling) to share a single logon in sequence based on rosters from
sequence when they change single or geographically disbursed
shifts. (Note that licensing does locations, using the same login
not support simultaneous logons.) credentials. Concurrent logons

simply logoff current sessions.

Low Traffic Single Reception Console Configure all dedicated mainline

Multi-Tenanted or
Executive Offices

Network Attendant
Console

RELEASE 6.0

answering one or more dedicated
mainline numbers.

One or more operators answering
calls on behalf of different
organizations. Typically there is a
dedicated mainline number for
each organization and the
operator greets the caller based
on the number.

Geographically dispersed
operators supporting each other
in an enterprise configuration.
Calls that cannot be handled at
one location for any reason are
answered at the other.

numbers to Call Forward All to the
Reception Console user (or operator
numbers). Additionally you may
setup Call Forward Busy and Call
Forward No Answer to redirect calls
to an alternative destination to cover
an overflow situation.

Create a mainline (or several
mainline) Direct Inward Dialing
(DIDs) for each organization and set
each line to use the Call Forward
Always service, redirecting the
mainline DID to the number set for
the Reception Console user (or
operator numbers). The Call To field
now displays each organization’s
mainline number for inbound calls.

Use a combination of the Hunt
Group, Call Forwarding Busy, and
Call Forwarding No Answer services
to either handle overflow or simply
redirect calls from one Reception
Console user (or operator numbers)
to another.
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Queued Reception Alternative high traffic solution Use a combination of Auto Attendant

Console (Agent) that allows maximum flexibility by and Call Center(s), to front end traffic
Pool integrating fully with Call Center to a Reception Console pool acting
service. as agents for inbound traffic

distribution. Additional services
maybe assigned to Call Center to
handle overflow such as Voice
Messaging User.




