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Preface

Preface

About This Guide

This guide describes how to install, configure, and administer the
AltiServ system.

Target Audience

Thisguide is designed for dealers, administrators and technicians who are
responsible for installation, configuration, and administration of an
AltiServ system.

Using This Guide

This guide contains the following chapters and appendixes:

e Chapter 1, “Overview” describes the AltiServ functions, features, and
benefits.

e Chapter 2, “System Configuration” how to set up the AltiServ system.

e Chapter 3, “Board Configuration” describes how to configure boards
and board attributes.

e Chapter 4, “Trunk Configuration” describes how to configure trunk
attributes, including channels.

e Chapter 5, “Extension Configuration” describes how to set up and
configure extensions.

e Chapter 6, “Auto Attendant Configuration” describes how to set up
automated attendants.

e Chapter 7, “ACD and Workgroup Configuration” describes how to set
up and configure Automatic Call Distribution and
Workgroups.
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e Chapter 8, “ System Data and Report Management” describes how to
back up and restore data files from the system and
describes the system management reports that contain
information on summary, traffic, system log and call detail
summary.

e Chapter 9, “Data and Internet Integration” describes how to setup e-
mail, AltiReach, Exchange integration, TAPI and other
data/lnternet integration instructions.

e Appendix A, “User Reference Guide’ contains user instructions on
how to use the features of the AltiServ system.

e Appendix B, “Feature Codes’ containsalist of all user feature codeson
the AltiServ system.

e Appendix C, “Call Accounting Tables” contains information on
AltiAdmin’s CDR account codes and SMDR reporting
format.

e Appendix D, “Worksheets and Business Forms” contains forms and
worksheets referenced in various chapters of this
manual.

e Appendix E, “Auto Attendant Planning Worksheet” contains a sample
and blank worksheet for planning the Auto Attendant
configuration.

e Appendix F, “Technical Support” describes the procedures for
technical support, customer service, repair and
replacement policies of AltiGen Communications.

Thisguide also containsaglossary, anindex and areaders’ comment form.

Related Publications

Related publications include:
e AltiWare OE Getting Started Manual
e AltiServ User Guide
» AltiConsole User Guide
e AltiView User Guide

X AltiWare OE System Administration Manua



AltiServ System

Chapter 1 Overview
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AltiServ System

AltiServ isamulti-application computer telephony platform that combines
AltiGen’ s Quantum and Triton telephony boardswith AltiWare softwarein
a standard persona computer platform. AltiServ uses the Windows NT
Server operating system to provide advanced features and functionality.
These are:

— PBX

— Voice Maill

— Auto Attendant

— E-mail Server

— Automatic Call Distribution

— Internet Integration

— TAPI (Telephony API) 2.1 Service Provider
— Voiceover IP

— Digital T1 Integration

— Digitd PRI Integration

The AltiServ computer telephony platform is built by installing one or
more AltiGen Quantum boards into full-size ISA slots of aWindows NT
Server and theninstalling the associated AltiWare software. AltiGen Triton
boards may a so be added and must beinstalledinto PCI slots. An overview
of all the AltiWare features are listed below.

Note: New featuresthat areintroduced with the Altiware OE (Open
Edition) Release 3.5 areindicated with an asterisk (*) next to
the feature description.

Key AltiServ Characteristics

¢ Quantum Board - atelephony card that uses DSP technology to
provide trunks, lines, and voice processing resources.

Quantum isan ISA compatible telephony card, which is designed
around open software standards to facilitate implementation of third-

* new or improved feature
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AltiServ System

party-provided applications in addition to the AltiServ-provided
applications.

The Quantum telephony board has 12 analog ports. An average
configuration of two boards per system will accommodate 16-20
telephone sets (based on the typical configurations of trunks and
extensions).

Additional Quantum boards can be added to meet larger system
requirements. The maximum number of Quantum boardsin one system
isupto 16 boards and depends on the number of |SA slotsavailableand
the selected computer platform performance characteristics.

IMPORTANT!

AltiWare OE Release 3.0 or higher does not support Quantum Rev. C/
C+ boards. Upgrade Quantum boards to Rev. D prior to installing OE
3.0 software or higher.

e Triton Boards:

— Triton Vol P Board - aPCI bus telephony board that provides
voice processing resources. DSP engines reside on the Vol P board
to perform voice processing functions needed for H.323 devices.
The Triton Vol P board supports 4 IP trunk ports.

e 5V PCI dlotisrequired for each Triton board.

e Additional VolP boards can be added to meet larger system
requirements. The maximum number of VolP boardsin one
system is up to six (6) boards (24 | P ports).

e TheVolP board can also be used individually as a third-party
developer application platform.

— *Triton TY/PRI Board - a PCI bus telephony board that supports
either T1 or PRI digital trunks through software configuration. The
Triton TY/PRI board supports 24 voice processing channels.

e 5V PCI dlotisrequired for each Triton board.

« Additional T1/PRI boards can be added to meet larger system
requirements. The maximum number of T1/PRI boardsin one
systemis up to four (4) TL/PRI lines (96 digital trunks).

e On-Board Telephony Power Supply - with the Quantum D board
(Rev D or later) or Triton board, the telephony power supply is built
onto theboarditself. Thereisno needto install a separate power supply.

* new or improved feature
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AltiServ System

AltiWar e System Softwar e - the AltiServ system telephony
application software that provides easy to use graphical user interface.
It allows you to configure, administer, and maintain the AltiServ
system and can be used as a platform for third-party enhanced
application development. AltiWare software components such as
Switching Service, Messaging Agent, SMTP Server, POP3 Server,
AltiBackup and Exchange integration are now NT services that are
automatically launched when the AltiServ system starts. Y ou do not
haveto login and start these applicationsmanually. This providesbetter
security and reliability for these services.
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NT Services - AltiWare components such as the switching, messaging
agent, SMTP/POP3 server, AltiBackup and Exchange integration are
NT servicesthat are automatically launched when AltiWare OE is
installed and the AltiServ system isrestarted. Seethe“AltiWareasNT
Service” sectioninthe Getting Started Manual for moreinformation on
thisfeature.

TAPI Support - AltiServ is an open platform that allows third party
telephony devel opersto develop applications for the AltiServ system.
The system supports Telephony A pplications Programming Interface
(TAPI) 2.1.

AltiServ supports complete TAPI service provider that accepts first
party call control and the third party client-server call control.

See “TAPI” on page 9-28 for more information on using third party
applications.

AltiSpan™ - (or Extended Caller ID) inexpensive caller ID display
phones can be used to deliver functionality previously requiring the use
of proprietary telephones.

Unique DSP design - provides full availability, scalability and true
linear resource expansion.

PBX Features

ThePBX featuresincludetel ephone switching for making calls, answering
calls, and transferring calls. For more sophisticated business applications,
AltiWare provides advanced features such as workgroup call routing,
multiple trunk access codes, scheduled call routing, and flexible call

* new or improved feature
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restrictions. For effective system management, AltiWare provides
information about system traffic and statistics to help the system
administrator understand the dynamics of business communications and
adjust resources such as the number of outside lines, accordingly.

In addition to station-to-station dialing, the PBX features include:

Account Codes - allows the user to assign an account code to each call
totrack telephone usagein order to bill back to clientsor createarecord
of calls specific to a project and to budget and forecast expenses.

Business Hours - allows for setting morning and afternoon business
hours for each day of the week.

Busy or Ring-No-Answer Call Handling (enhanced) - sends callsto
voice mail, another extension, or auto attendant if the called extension
or workgroup isbusy or does not answer. See Figure 5-10, “ Answering
Page- Physical Extension,” on page 5-20 for moreinformation onthese
features.

Call Forwarding and Remote Call Forwarding - sends all callsto
another extension or to an external telephone number. Thisallowsusers
to redirect their callsto another location such as home or a branch
office. Call Forwarding can be set up either at the source extension or
at the destination extension on the system (Remote Call Forwarding).

Caller I D - fully supportsthe Bellcore Caller ID standard and displays
alpha and numeric caller ID on a standard analog telephone with a
display. Up to 64 characters are transmitted and displayed.

Note: If your local exchange carrier provides enhanced caller ID,
such as caller name, this information will also be displayed.

Feature Tips - plays helpful tipsand reminders for optimal use of
AltiServ. See “Feature Tips” on page A-33 for more information.

Personal Call Park and Pick Up - users can park calls at one station
to be picked up at another station. Up to 50 calls may be parked at one
station simultaneously.

System Call Park and Pick Up - allowsyou to park and pick up acall
at apublic “location.” The system allows you to park up to 100 calls at
any given time. See “ Answering Calls’ on page A-1 for more
information on this feature.

Individual and System Call Pick Up - allows users to answer a
ringing telephone from another station.

* new or improved feature
1-4 AltiWare OE System Administration Manual



AltiServ System

e Call Waiting - allows usersto put an existing call on soft hold and take
a second call upon hearing a Call Waiting tone. The user can then
alternate between the two calls.
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* Multiple Call Waiting with Personalized Greetings- apersonal
queue that allows users to handle multiple incoming calls by letting
callerswait in queue until the user answers the call. This allows users
to transfer or park calls before answering the next call in queue. Users
may also record and use personalized I nitial and Subsequent greetings
to be played for callersin queue. See“Multiple Call Waiting” on page
A-5 for more information on this feature.

e Centrex Transfer - allows user to transfer a call to an external
telephone number. Once the transfer is complete, the trunk lines are
rel eased.

« Conference Calling - the system supports conference calls with up to
six (6) parties. Y ou can speak privately to each person before adding the
person to the conference.

e Dial Last Caller - allows user to dial the last caller. See “Making
Cadls’ on page A-13 for more information on this feature.

e Dial Tone Mute Mode - alows third party application usersto leave
handset off-hook without having to hear the dial tone. See “ Other
Features’ on page A-20 for more information on this feature.

e Direct Inward Dial (DID) - allows an incoming trunk call to directly
access an extension without attendant intervention.

Note: If your local exchange carrier provides DID service, DID calls
will automatically be steered to the appropriate destination.

« Distinctive Call Waiting Tone - allows three different call waiting
tone cadences to distinguish between internal, external, and operator
calls. See“Distinctive Call Waiting Tone” on page A-5 for more
information on this feature.

« Distinctive Ringing - alows three different ringing cadences to
distinguish between internal, external, and operator calls.

« Do Not Disturb - blocksall calls coming into a specific extension and
sends them to preprogrammed destinations such as voice mail or the
operator.

* FSK-based Message Waiting - allows message waiting that is based
on FSK (Frequency Shift Keying), a modulation technique for data
transmission.

* new or improved feature
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Note: Tone or voltage-based message waiting options can also be
selected. Phones with FSK -based message waiting indicator
are highly recommended.

e HandsFreelntercom Mode - by pressing #81 on their speaker phone,
users can receive calls through the intercom without having to pickup
the handset to answer. See “Hands Free Mode” on page A-16 for more
information on this feature.

e Least Cost Routing (L CR) - an add-on module available from Call
Manage, Inc., one of AltiGen's authorized AltiPartners, LCR selects
the least cost long distance or international carrier for each outgoing
call. See Least Cost Routing on page 2-3 for more information.

e Music or Message on Hold - when the system is connected to an
external audio source, this allows callers to hear music or pre-recorded
messages while waiting on hold.

e OneNumber Access- is afeature that eliminates “telephone tag” by
forwarding important callersto predetermined numbers, according to a
pre-designated schedule. Setup is available through the One Number
Access page of Extension Configuration and/or web-based AltiReach
management.

e Operator Off-line - when thisfeatureis enabled, al calls are directed
to the Auto Attendant. When the caller dials 0 and the operator is not
available, the call is routed to the operator mailbox.

¢ OutsideCall Blocking - when thisfeature is enabled, accessto outside
linesistemporarily disallowed.

e Overhead Paging - alows the use of voice paging over an internal
public address system.

e *Qverhead Paging by Trunk - allowsthe use of voice paging or
broadcasting through a trunk without checking call progress.

e Station Log In/Log Out - enables system users to move an extension
number from one station to another, or deactivate an extension on a
long-term basis.

e Power Failure Transfer - upon loss of power, thisfeature allows the
first trunk and first extension on each Quantum board to be
automatically connected. Ensures emergency outside line accessin
case of power failure.

* new or improved feature
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e Schedule-Based Call Routing - allows administrators to determine
call routing paths by use of Allow and Deny tables (based on cost and
usage), on a specific predetermined schedule.
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e System and Station Speed Dial - allows programming of frequently
used telephone numbers for speed dialing. Up to 60 system speed
numbers can be programmed. Up to 20 station speed numbers can be
programmed for each extension. For easy programming, AltiWare uses
friendly voice promptsto guide extension usersto program their station
speed dial numbers.

e System Callback from Auto Attendant - allows the user to instruct
AltiServ to call the user at aremote location after the user logsin with
extension and password. Thisis useful for traveling users who don't
want to accrue expensive toll charges while traveling, especially from
international locations where there is no accessto toll-free numbers.
See “ Auto Attendants Setup” on page 6-1 for more information.

e Toll Restrictions - restricts users from dialing specific long distance
area codes and phone numbers. Reduces therisk of toll fraud. Up to 20
digits are allowed to specify area codes and/or phone numbers that are
restricted system-wide; up to 10 digitsare allowed to specify areacodes
and/or phone numbers that are restricted on an extension by extension
basis.

e Transfer toAltiMail Voice Mail System - allows anyoneinthe office
to send an outside user into AltiMail by pressing FL ASH # 40 while
connected to the user.

* Transfer to Auto Attendant - allowsauser to transfer acall to an Auto
Attendant by pressing FL ASH #15 and then the two-digit Auto
Attendant number.

e Trunk Interface:
— Analog - loop start, ground start, and wink start (DID)
— Digital - E & M signaling, loop start and ground start

* Virtual Extensions- an extension that isnot associated with aphysical
port, but allows accessto AltiMail features and telephone sharing. An
amost unlimited number of (up to 1,000) virtual extensions can be
configured and used on a single system. Users of virtual extensions
have to log in from a physical extension before accessing the system
telephone features assigned to their virtual extension. Access to
AltiMail features, however, is available through log in both internally
and remotely.

* new or improved feature
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Automatic Call Distribution Features
Customer Cdll Distribution features include:

Call Queuing - places caller in a queue to wait until an ACD
workgroup member becomes available.

Configurable Call Wrap-up Time - allows aworkgroup member
some time in between calls to wrap-up on notes, prepare for the next
call, or logout of the workgroup. Thiswrap-up timeis configurable on
aper member basis. See Figure 7-5, “Workgroup Page for Workgroup
Member Extensions,” on page 7-8 for more information.

M ultiple Queue Announcements - allows each workgroup to haveits
own set of unique audio announcements. Up to five announcements can
be configured for each workgroup. The intervals between
announcements can also be configured. See “Configuring
Workgroups’ on page 7-1 for more information on this feature.

Multiple Workgroup Member ship- allows each extension to belong
to multiple workgroups. The system can be configured with a
maximum of 32 workgroups and 64 members per workgroup. See
“Workgroup Features’ on page A-19 for more information on this
feature.

Workgroup Call Pickup - allows pickup of callsto a specific
workgroup. See “Workgroup Features’ on page A-19 for more
information on this feature.

Workgroup Call Routing - for special call handling applications,
incoming calls can be routed to aworkgroup. For automatic
distribution, calls can be distributed to the first available workgroup
member, or among workgroup members in around robin fashion.
When all the membersinaworkgroup are busy, calls can beoverflowed
to another workgroup or extension, directed to the workgroup voice
mail or placed in the call queue for the next avail able member. When
thefirst called member fails to answer the call within the number of
rings configured, the system can direct the call to the next available
workgroup member.

Workgroup Member (Agent) L ogin/L ogout - allows workgroup
membersto log in and out of aworkgroup so that incoming calls bypass
the workgroup member (agent) who has logged out and the call is
automatically routed to other active workgroup members or ACD

* new or improved feature
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agents. Thisfeatureis available only to workgroup membersand is
disabled through workgroup configuration. Logout does not block
direct calls to the workgroup member’ s extension. See “Workgroup
Features’ on page A-19 for more information on this feature.
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Automated Attendant Features

The Auto Attendant features provide quick and courteous processing of all
incoming calls. An Auto Attendant can be configured to serve asa primary
attendant or as a backup to a receptionist.

Auto Attendant features include:

« Dial by Name - allows acaller that does not know your extension
number to spell your name using the telephone key pad. The system
will search the Directory and make a match on the name to connect the
caller to the intended party’ s extension.

« Direct Station Transfer - alows the Auto Attendant to handle all
incoming callsin lieu of being answered by an operator. Callers can
dial an extension number to reach a specific station or use the name
directory to find an extension number.

¢ Ninelevel Programmable M enus- allowsmultiplelevelsof recorded
menu options for specific routing of calls.

e Multiple Attendant Support - allows up to sixteen (16)
programmable Auto Attendants.

* NameDirectory Service - alows callersto hear alist of employees
and their extension numbers.

e Programmable Time-Out Handling - allows the administrator to
select the action the system should take if there is no digit detected by
the caller within specified seconds.

e Schedule-Based Call Processing - routes callsdifferently for different
times of the day.

AltiMail Voice M essaging Features

The AltiMail Voice Messaging System is a sophisticated message

management system that provides the calling and the called parties with
enhanced communication features. It allows greater accessibility, faster
reply time between parties, and reduces the frustration of telephone tag.

V oice Messaging features include:

* new or improved feature
AltiWare OE System Administration Manual  1-9



AltiServ System

e AltiMail Accessfrom Voice Mail Greeting - users can log into the
AltiMail V oice Messaging System by pressing * during the voice mail
greeting of any extension. See “Transfer to AltiMail Feature’ on page
A-25 for more information.

e AltiMail Quick Features- allowsdirect accessto a specific AltiMail
menu without having to login to AltiMail.

e Zoomerang - allowsuserstolistento messagesin AltiMail, prompt the
system to automatically call the party who | eft the message, and then
return to AltiMail to continue checking messages, all in asingle call
into AltiMail. If the caller ID information is not captured, the user may
enter the “call back” number manually.

e Call Forwarding from Voice Mail - users can setup Call Forwarding
from within AltiMail. This allows usersto setup Call Forwarding away
from the office and without having to access AltiReach. See “ Call
Forwarding” on page A-32 for more information on this feature.

* Future Delivery - allows usersto record a message to be delivered at
a specific time and date in the future, up to one year in advance.

« Information Only Mailbox - amailbox can be configured to announce
customized pre-recorded information when accessed. This mailbox
does not alow callersto leave a message, but only to listen to the
message announcement (personal greeting) from the mailbox. To
repeat the message, callers are instructed to pressthe # key. See
“ Extension Configuration Screen - General Page” on page 5-2 for more
information on this feature.

* MakingacCall from AltiMail - allows usersto makeacall fromwithin
AltiMail by pressing # at the Main Menu and entering the external
phonenumber. Thisisespecially useful whiletraveling where userscan
respond to all messages and make other calls not associated with a
message, all with one call into AltiMail. Since businesses usually
receive better rates and with the use of Least Cost Routing, this can
result in significant savings. The use of thisprivilegeisconfigurable on
aper-user basis. See “Dynamic Messaging” on page A-34 for more
information on this feature.

* Message Management - receives, sends, forwards, deletes, and replies
to messages.

* new or improved feature
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M essage Notification - designed to aert you of new voice and/or e-
mail messages in your mail box. (At this time, notification of e-mail
messages can only be configured by the system administrator.)
AltiMail will notify you by calling an extension, phone or pager
number. A notification schedule can be set for business hours, after
business hours, at any time or at a specified time. For voice messages,
you have an option of being notified of all messages or only urgent
messages. Y ou may enter up to 80 digits for the destination
(notification) phone number. Operator-assisted paging is a so
supported.
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Per sonal Greeting - allowsusersto record greetingsintheir own voice
to be played when callers reach their voice mail.

Priority Delivery - allows usersto determine the priority of message
delivery such asnormal or urgent.

Private M essaging - allows usersto leave a private message in their
voice mail for the expected caller.

Reminder Calls - are used to remind yourself of important meetings,
things to do or peopleto call.

Remote Access - allows usersto access AltiMail from any telephone
by dialing into the main system number and pressing # to login.

Internet Integration Features

Internet Integration features include:

Mail Forwarding - alowsyou to forward all mail (e-mail and voice
mail) to an SMTP-based mail server. The destination server address
should be the address of the SMTP server to which all mails should be
forwarded. Thisaddress can be an | P address such as 100.200.101.201,
adomain name such as altigen.com, afully qualified domain name such
as symphony.altigen.com or a machine name such as symphony. See
“Managing Messages’ on page 2-20 for more information on this
feature.

Exchange I ntegration - provides unified messaging between the
AltiServ and a Microsoft Exchange server on the LAN. The state of
both servers will be synchronized. This feature allows for dynamic
synchronization of mail between the two servers so that deleted
messages from one server get automatically deleted in the other server.
Similarly, a new message sent to one server is transmitted to the other
server. This way, the message can be accessed or deleted from either

* new or improved feature
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server. For example, when avoice mail is deleted from AltiServ, itis
automatically deleted from the Exchange server too. The address of the
Exchange server must be the name of the machine or the fully qualified
domain name. See the “Integrating with Exchange” section (Initial
Configuration chapter) of the Getting Started Manual for more
information on this feature.

Mixed-M edia M essaging - alows users to combine multiple forms of
communication (such asvoice mail, e-mail, datafile, etc.) intoasingle
e-mail message. The user can record avoice message using atelephone
handset or microphone on amulti-media PC and attach it to an AltiMail
for delivery to aninternal user (LAN) or an external user (internet) who
can listen to it from the PC. The recipients of the AltiServ system also
have the option of listening to annotated messages from the handset.

AltiReach™ - aWeb-based management tool that provides away for
usersto visually manage their call handling options such as One-
Number-Access, CallView, Message Notification, Speed Dial
Numbers and other personal phone settings using a standard Web
browser. See “Setting Up AltiReach Call Management” on page 9-15
and “AltiReach” on page A-40 for more information on these features.

CallView™ - aWeb-based Java application that allowsfor call control
using a standard Web browser to manage multiple incoming calls and
view information including Caller ID, calsin queue and extension
status.

Remote Download of M essages via I nter net - allows users who are
traveling and/or working at hometo download all new voiceand e-mail
messages in their AltiMail Post Office Box viaalocal internet access
line.

Support of Internet E-mail Standards - allows the user to send and
retrieve e-mail using any SMTP/POP3 e-mail client.

Built-in E-mail Server - acomplete SMTP/POP3 e-mail server isbuilt
into the AltiServ system so that all you need is an SMTP/POP3 e-mail
client to send and retrieve Internet e-mail.

System Administration Features
System Administration features include:

Access Restriction - allows administrators control over system user
access to features and trunks.

* new or improved feature
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* Apply To Feature - applies changes (only the field that was changed)
to multiple extensions, trunks or channelsinstead of having to change
them one at atime.
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« Automatic System Configuration - this advanced feature
automatically configures the system. Extension numbers are
automatically assigned to physical ports. The system announces the
extension number when the user attempts to use the phone for the first
time.

e Call Detail Summary/SMDR - System Message Detail Recording.
The system records the date, time, and duration of every call madein
the system. It also records the extension number of the caller and the
number that the caller diaed. This allows the company to monitor and
manage the usage of the AltiServ system. Thisinformation can be used
with third party software to prepare detailed call accounting reports.

e Call Accounting Simple Rate Table - allows you to specify arate
table for local, long distance, and international calls. Based on thisrate
table, the system calcul ates the cost of each call and provides you with
the SMDR report. See* System Configuration Screen - Call Accounting
Page” on page 2-19 for more information on this feature.

Note: SMDR Disclaimer:
Although AltiServ provides call detail data, AltiGen
Communications, Inc. cannot be responsible for the accuracy
of the call detail data and/or third party reports.

e *Cadllecting Caller ID/DID Digitsfor T1- alowsyouto configurethe
format and sequence of caller ID and DID digitsusing DTMF foraT1
connection. See“ Triton T1/PRI Trunk Configuration” on page4-10for
more information on thisfeature.

e AltiAdmin Remote Administration - aversion of the AltiWare
Administrator GUI application that can beinstalled on aWindows NT
4.0 client computer with Service Pack 4 (or higher) installed and used
onthe LAN to remotely administer one or more AltiServ systems. If
thereisno firewall onthe LAN where AltiServ resides, AltiAdmin can
beinstaled and used to manage AltiServ over the Internet from a
remote siteaswell. Thisa so allowsthe AltiWare Administrator on the
AltiServ to be closed without affecting the telephony functions which
continue to run in the background on the server. Refer to the Getting
Sarted Manual for more information.

* new or improved feature
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Split Area Code Support - alows you to identify area codes and
prefixesthat are exceptionsto the standards of how areacodesand long
distance prefixes are normally used. For example, this configuration
allowsthe system totreat callsto certain areasaslocal calls. See“Area
Code Configuration” on page 2-25 for more information.

Voiceover | P Features

Integrated Vol P Gateway - because the Vol P gateway is built-in to
the system, translation of PSTN callsto IP callsand IPto PSTN calls
are smoother and more successful. Also, the dialing sequenceis
smoother for end users. There isasignificant time and cost savings
since cable configuration and the purchase of additional analog portsis
not necessary.

AltiServ-to-AltiServ Networ king Capability - multiple AltiServ
systems at the same or remote |ocations can be linked through an IP
network. Also, this feature provides toll savings on long distance calls
by allowing usersto dial aremote AltiServ system viaan IP trunk and
then the destination phone number through PSTN. See ‘ Vol P Hop Off
Call Support’ feature on page 1-15.

AltiServ Feature Support - many of the AltiServ features are also
availablewhen using | Ptrunks. See“ Existing Alti Serv Feature Support
Over IP Sessions’ on page 1-16 for more details.

Integrated Administration - calls through both PSTN and IP
networks can be managed using a single point of administration

H.323 Standard Support - AltiWare | Pisbased on the H.323 protocol
whichisan emerging I TU standard for multimedia communications
over IP.

G.711 Codec - toll quality (64K) digital voice encoding which
guarantees interoperability for better voice quality.

*G.723.1 Codec - adual rate audio encoding standard which provides
near toll quality performance under clean channel conditions. VAD
(Voice Activity Detection) capability is also included to suppress
silence packets.

*Increased | P Port Support - AltiWare | P port density isincreased to
24 ports. The system supports up to six (6) Triton IP boards, with each
board supporting four (4) P ports.

* new or improved feature
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e *VolP Hop Off Call Support - allows an extension to accessa T1 or
CO trunk on the remote system and ‘hop off’ to dial an outside
telephone number. This ‘“hop off’ feature can be enabled or disabled on
the remote system. Outcall restrictions for hop off calls are
configurable. See ‘Hop Off Dialing’ on page A-8.

« Echo Suppression - due to bandwidth limitations and device loading,
long delays may occur during packet delivery process which worsens
the echo effect of recorded and live voice speech. Echo suppression is
provided to maintain reasonable voice quality.

=
©]
<
®
@
<
)
=

¢ Ring-Back Tone Generation - ring back tones can be generated to
other analog trunk or extension lines on behalf of the IP trunk.

¢ DTMF Remote Carriage- DTMFtonesand/or digitsare detected and
sent out-of-band, over areliable TCP/I P channel to theremote AltiServ,
to guarantee the delivery.

* *Silence Detection and Suppression - A silence detection feature
enables the following:

— Silence Suppression - when silence suppression is enabled and
silence is detected, AltiWare I P stops sending packets to the other
side. The other side does not receive any packets and plays silence.

— AltiWare IP disconnects the voice mail session when a silence
period exceeds 70 seconds during voice mail recording over Vol P.

e Jitter Removals- duetovariousdelaysinthe | P network, audio packet
streams may be delivered late or out of order. AltiWare IPis ableto
buffer incoming packets and re-sequence them by maintaining aqueue.
This queue is adjustabl e to accommodate different network
environment characteristics.

« Dialing Prefix Filter - users may select aPSTN or IP trunk when
making outgoing calls by dialing a configurable trunk access code.

e *Board ID Support - The board ID of the Triton | P board is displayed
in the AltiAdmin board screen. Thiscan beused torelate a Triton Vol P
board to a hardware board.

* AltiAdmin Remote Administration - remote AltiServ locations
running AltiWare | P can be managed using AltiAdmin.

* new or improved feature
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Existing AltiServ Feature Support Over |P
Sessions
Thefollowing trunk-related Alti Serv features are supported during I P trunk

call sessions. Refer to “AltiServ Features Support Over IPTrunk Calls’ on
page A-9 for more details on how these features work over I P trunks.

¢ Incoming and Outgoing Trunk Calls
e Call Transfer To and From IP Trunk (Blind & Supervised)
e One Number Access

e Message Notification

¢ Reminder Calls

e Multi-Location Conferencing

e Cadl Park

e Call Waiting

e Automatic Call Distribution

e Auto Attendant

e System CalBack

e Calling Out from Voice Mail

e Zoomerang

« Didl Last Caler

e Speed Diding
e Call Accounting
e CdlerID

e VoiceMall

¢ Mixed Media Messaging

e MS Exchange Integration

e AltiConsole Client Support
e AltiReach Support

e AltiView

* new or improved feature
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AltiServ Platforms

AltiServ platforms can be built using a standard persona computer or
server hardware with sufficient number of full-size | SA and PCI expansion
slots. In addition, the platform must be equi pped with sufficient processing
power, memory, hard drive storage capacity, and external power (to
support Quantum boards) and telephony ringing voltage for the total
number of cards and extensions portsinstaled. This AltiServ platform
must be equipped with Windows NT 4.0 (or higher) operating system
with Service Pack 4 (or higher) installed.

These minimum requirementsfor different system port sizes are explained
in the Getting Started Manual .

Optional Add-On Software

e AltiConsole- apersonal, computer-based attendant console connected
to the AltiServ over a network; emulates a standard, hardware-based
attendant consol e through software; has the flexibility of adding new
features through software without changing the hardware.

e AltiView - aWindows-based desktop call control and screen pop
application that interacts with AltiServ through AltiLink and provides
easy-to-use call control, monitoring and logging capability.

* new or improved feature
AltiWare OE System Administration Manua  1-17

=
o
<
@
=
=
@
=



AltiServ System

* new or improved feature
1-18 AltiWare OE System Administration Manua



Chapter 2 System
Configuration
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To access System Configuration, select the M anagement menu and then
select System Configuration from the drop-down list, or select System
Configuration icon from the Quick Access Toolbar.
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Along the top of the System Configuration screen are extended tabs. Refer
to Figure 2-1. Each tab represents pages of information on specific areas of
System Configuration. Changes made to the System Configuration affect
the whole system. The tabs representing each page of the System
Configuration screen are listed below:

« Gened
*  Number Plan

* Business Hours

e System Speed |
e System Speed ||
e System Speed ||

e Cadl Restriction

e Operator

e Call Accounting

« Messaging

e External Application Link
e AreaCodes1

e AreaCodes?2

e |PDialing Table
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Establishing AltiServ 1D and Location

Figure 2-1 shows the General page of the System Configuration screen.

To accessthis page, select the General pagein the System Configuration

screen.

System Configuration [ ]
a tar I Call Accounting I Messaging I Esternal Application Link | Area Codes 1 I Arga Codes 2 I
| Murnber Plan | Business Hours I Swstem Speed| | System Speed || | Systemn Speed Il I Call Restriction
— System (D — Countr
| [U.5.4. 8 Canada =l
— Manager Extengion — Region
f1o0 i [id|

— System Home Area Code

510

r— Digtinctive Ring
" Enable Distinctive Ring
[™ Enable Dperatar Priority Ringing

— System kain Number

—

— Conference Bridge Option

" End Conference If Mo Extensions Participating

 Least Cost Routing Optian

™ Enable Least Cost Routing

— Syztem Call Predial Sting

[~ Enable System Predial

Ok I Cancel | Aol Help

Figure2-1. System Configuration Screen - General Page

The configuration data displayed in this screen are:

e System ID - reserved for future use. This field will alow the system
administrator to enter a unique system ID number to identify the
system for remote access, etc.

e Country - select one of the six (6) country options (U.S.A. & Canada,
Peoples Republic of China, Taiwan, Japan, Singapore or Mexico)
where the system is located.

* Manager Extension - enter the system manager’s extension number
(the system manager has accessto system administrator functions such
as phrase management.)
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Region - for future use. Thiswill allow the system administrator to
enter the appropriate region (information specific to the region’s
calling or dialing patterns, more commonly used in international
calling).

System Home Area Code - enter the area code of the location where
the system resides.
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Distinctive Ring - this feature enables users to distinguish between
internal, external and operator calls by the way the phone rings.

— Enable Distinctive Ring - check this box to alow a different
ringing cadenceto distinguishinternal callsfromexternal calls. The
ringing cadence for an internal call is ashort doublering. The
ringing cadence for an external call isalong single ring.

— Enable Operator Priority Ring - check this box to allow a
distinctive ringing cadence for al callsto the operator. When
selected, the system will produce along single ring between short
pauses to distinguish callsto the operator.

System Main Number - enter the main system telephone number.
Thisisthe number that will be sent to the pager’ sdisplay whenauser’'s
messaging options are configured to call apager. Thisis also the
number subscribers call to access the AltiMail Voice Messaging
System.

Conference Bridge Option - check this box to end a conference call
when all internal lines have disconnected from the conference bridge.
If this option is not selected, the conference connection can continue
between outside parties, even after all interna parties have
disconnected.

Least Cost Routing Option - check this box to activate L east Cost
Routing (LCR).

— The LCR featureis an add-on module available from Call Manage,
Inc., one of AltiGen’s authorized AltiPartners. The LCR server is
implemented as a COM (Component Object Modul€) module,
which can be installed on the AltiServ machine or any other
machine on the local area network (LAN). To purchase this LCR
add-on module, please contact your Authorized AltiGen Dedler.

— The LCR server isresponsible mainly for the following tasks:
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1. Register itsdlf with a central database. (For details of the
registration procedure, please refer to documentation provided by
Cdl Manage)

2. Download the updated version of the Least Cost Table from a
central database periodically viaRAS or the Internet.

3. Select theleast cost long distance or international carrier for each
outgoing call.

4. Generate call activities and savings report.

— AltiServ will attempt to contact the LCR server on theloca system.
If contact can be successfully established, al outgoing trunk calls
will beforwarded tothe LCR server. The LCR server, inreturn, will
select the least cost carrier for the call and provide a dialing string
to AltiServ for outdialing. If AltiServ is unable to establish contact
with the LCR server, an error will belogged in the system error log
and the L CR option will be turned off automatically.

e System Call Predial String - check this box to enable the system pre-
dial digit string to override the trunk predial digit string. Thisis used
for adding an extra“ 9" to accessan outside linefrom another PBX, for
example.
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Setting Up System Numbering Plan

System Numbering Plan defines the extensions digit length. Figure 2-2 0
displaysthe Number Plan page to allow you to specify the extension gm
length and define how the system responds to the first digit dialed. Q¥
Sw
SR
— o3
System Configuration x| 3
Operator | Call Accounting I Meszaging I Esternal Application Link I Area Codes 1 I Area Codes 2 |
General Murmber Plan | Business Hours I Swstem Speed| I Swstem Speed |l | Systemn Speed [l I Call Restriction
— Extension Length———————————————~ DID Number Length
S T

i~ First Digit Assighment

1 IExtension j 2 I i J 3 IExtension j
4 IExtensinn hal [ [Trunk Access : B |Extenzion i

Feature Access
7 IExtension ~| 8 9 | Trunk Access -
* Ilnvalld x| o ] # |Feature Access -

Thig screen defines how the system responds to the first digit entered by the usger.

For example, if Extension is selected for digit ', the spstem will then treat the number

that beging with a 1" az an extension number

Ok I Cancel | Apply | Help

Figure2-2. System Configuration Screen - Numbering Plan Page
This Number Plan screen alows you to specify:
e Extension Length

— Enter the number of digits for your extension numbering system
(valid entriesare 3 - 7 digits).
For example: If the extension numbers are 2001 through 2020, you
have 4 digit extension numbers. If the extension numbers are 202
through 220, you have 3 digit extension numbers.

IMPORTANT!

Thelength of the extension numbersisnot adjustable oncethe
first extension is configured. Thelength isdetermined in the
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system setup screensduringinstallation and cannot be changed
without totally reconfiguring the system or deleting all the
extensions already configured.

e DID Number Length

— Enter the number of digits needed to match aDID number (range 2-
16). Each extension can be assigned aDID number. A DID number
does not have afixed length.

Example: DID number length - 4; extension DID number -
2529299.

Depending on the service contract with the CO, the DID trunk
can send al 7 digits (2529299) or just the last 4 digits (9299).
So regardless of what is received, the system alwaystriesto
match the last 4 digits received to the last 4 digits of aDID
number.

Note: To accommodate future growth, as well asto minimize
disturbance, it is recommended that the length of the DID
numbers assigned to an extension be greater than or equal
to the “DID number length.”

e First Digit Assignment

— This group box inthe Number Plan screen defines how the system
responds to the first digit dialed by the user. For example, if
extensions are specified with the first digit 1, the system will
process any dialed number that begins with a 1 as an extension.
Pressing 7, 8, or 9 (using the example below) will be processed by
the system as a trunk access code and will give accessto an outside
line.

— To specify astarting digit as an extension, in the First Digit
Assignment group box, select from the available optionsin the
window numbered “1", select “Extensions’ option, for example.
This defines each dialed number starting with digit “1” asan
extension number. Repeat this procedure for each numbered
window from 1 through 8 and select from the options whether you
want that number window to display “Extension” or “Trunk”. For
illustration, refer to Figure 2-2.
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Example:
1 = Extension
2 = Extension 0
3 = Extension 3 N
4 = Extension Q&
. c
5 = Extension s %
6 = Extension =3
>

7 = Trunk access

8 = Trunk access

9 = Trunk access

0 = Operator

* = |nvalid

# = Feature access (non-configurable)

— Note: If “U.S.A. & Canadd’ is selected as the country where the
systemislocated, the numbers 9 and 0 are grayed out and cannot be
configured. For al other countries, there are no restrictions for
using the numbers 9 or O for first digit assignment.
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Assigning the | P Trunk Access Code

In order to distinguish between analog trunk and IP trunk calls, a unique
trunk access code needsto be assigned for IPtrunk calls. Usually, 9is used
astheanalog trunk access code. Y ou can keep that configuration and assign
another digit such as 7 or 8 as the I P trunk access code. Please note the
following:

e By default, thetrunk accesscode 9 isassigned to analog or PSTN trunk
calls. A default IP trunk access code, however, is not automatically
assigned to | P trunk calls. It must be configured manually.

e Only one (1) IPtrunk access code is allowed per AltiServ system. It is
highly recommended that the same | Ptrunk access code (e.g. 8) is used
for all AltiServ systems within the network.

e Besureto check for existing usage of adigit (e.g. feature access,
operator, trunk access, extension) before assigning it as the | P trunk
access code. Y ou cannot assign adigit as the | P trunk access code if
there are existing extensions that begin with that digit. If you try to
change it, you will get an error message.

To setup an I P trunk access code, follow the steps below:

1. Gotothe Number Plan page of System Configuration, as shown in
Figure 2-3, “ System Configuration screen - Number Plan for IP,” on

page 2-9.
2. Under the Fir st Digit Assignment group box, Select | P Trunk Access

from the drop-down list of the digit that isto be used as the | P trunk
access code. Please note the following:

on the system. For example, if thereis an extension number of 701,
you will not be ableto select 7 asthe IP Trunk Access Code on the
First Digit Assignment.

— Also, you cannot assign anew |P trunk access code if one already
exists, since only one IP trunk access codeis allowed per system.
To assign anew | P trunk access code, you must first assign the
existing I P trunk access code to another function (e.g. Extension or
Operator) digit.

3. Click on OK.
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System Configuration

Operator | Call Accounting | Mezzaging I E xternal Application Link I firea Codes 1 | Area Codes 2 I IP Dialing T able | 0
General Murnber Plan | Business Hours I System Speed | I System Speed || | System Speed |1l I Call R estriction g N
—h
r~ Extension Length———————————~ DID Mumber Length (5 \(</)
= 3 g Sow
- & 5 &
53
o
i~ First Digit Assighment S
1 IExtension j 2 IExtension j 3 IExtension j
4 IExtensinn j 5 ITrunkAccass j [ ITrunkAccess j
7 ITrunkAccess j 8 |IP Trunk Access j k] ITrunkAccess j

Estension

! II”\"E‘"‘:| i Trunk Acoess
Feature Access

This screen defines how the syster O perator

Irvealid

# |Feature Access -

tered by the uzer.

o

For example, if Extension iz select then treat the number

that beging with a 1" az an extension number

oK I Cancel | Al | Help

Figure 2-3. System Configuration screen - Number Plan for 1P
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Setting Up Business Hours

The Business Hours page contains group boxes for setting the business
hours and days of the week when abusiness or organization isin operation.

System Configuration E
Operator | Call &ccounti ing I External &pplication Link I Aiea Codes 1 | Area Codes 2 |
General | Mumber Plan ¢ Syztem Speed | | System Speed || | System Speed 11 | Call Restriction

‘wiaik Diay Ah Gchedules PH Schedulss
W Mondy | [BOOAM S o [izomeM TR N LT
' Tuesday | [0B:00AM ﬂ to [12:00 PM i’ [o:00 M ﬂ to [0B:00 PM ﬂ
¥ Wednesday| [05:004M i’ to [12:00 PM ﬂ [m:00 Pr ﬂ to [06:00 PM ﬂ
W Thursday | [DB:00AM i’ to [12:00 PM ﬂ [m:00 Pr ﬂ to [0B:00 PM ﬂ
W Fridsy [06:00 A0 il to [12:00 PM i’ [ot:00 P ﬂ to [0B:00 Ph ﬂ
I Ssudsy | PB00AM 3 [izooPM £ (DTS N T
" Sunday | [08:004M il to [12.00PM i’ [o-00PM ﬂ to [0B:00 Ph ﬂ

Ok I Cancel | Lpply | Help |

Figure 2-4. System Configuration Screen - Business Hours Page

Use the Business Hour s group boxes to specify work days and business
hours:

e Work Daysgroup box - select the days of the week when the company
or organization isin operation.

e BusinessHours group box - for each day of the week, enter the time
inthe“From” and “To" fieldsto indicate when the company or
organization is open or available for business.

— AM Schedules - set the hours that begin (From) and end (To) the
morning hours. This would be from the time the company or
organi zation opens in the morning to the lunch break.
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— PM Schedules - set the hours that begin (From) and end (To) the
afternoon hours. This would be from the time the company or
organi zation re-opens after the lunch break to the end of the
business day.

This group box allows for separate AM and PM settings. Thisallows
for morning hours and afternoon hours for those businesses that close
during the lunch hour or have split shifts.

Note: If you wish to specify 24 hours as standard business hours,
select the following hours in the appropriate fields:

AM Schedules:
From 08:00 AM
To 12:00PM

PM Schedules:
From 12:00 PM
To 08:00 AM

WARNING!

The system administrator must make sure that the system time has been
set correctly. Theimportancein accuracy of the time setting cannot
be stressed strongly enough. The system time and the time set on the
Business Hours page will affect several functions of the AltiWare
configuration. This reference of time is used to configure trunk usage
hours, for recorded announcements, and for forwarding operator callsto
the Auto Attendant to name afew. The system time can be changed
using the Date/Time applet in the Control Panel of Windows NT.
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Configuring System Speed Dialing

Configuring System Speed Dialing

The System Configuration screen has three System Speed pages. Each
page allows the configuration of 20 numbersfor atotal of 60 system speed
dialing numbers. To display a System Speed page, click on the appropriate
pagein the System Configuration screen, such as System Speed |, asshown
in Figure 2-5.

System Configuration
Operator | Call Accounting | Messarging | External Application Link | Area Codes 1 | Area Codes 2 |
General | Mumber Plan | Business Hours System Speed | | System Speed | | System Speed |l | Call Restriction
—Speed Dialing
m [z 10
o [eeere0 1
02 12
m [ 13
o [ 14
05 15
o [ 18
v [ 17
o w [

W 19 [0
“When entering speed dial numbers. please include all necessary digits (such as trunk
access code, long distance prefix and area cods) that you would dial when manually dialing
the nurmber. e.g. 914155561212)
Ok | Cancel | Al | Help

Figure 2-5. System Configuration Screen - System Soeed | Page

Type into each entry afull telephone number (e.g. 915102529712) or
extension (amaximum of 20 digits per entry). To dial thisfull number, all
you haveto do isdial #88 and then OL1.

Enter all telephone numbers you wish to make available to system users as
speed dial numbers. Start from page | entry 00 through 19 and continue on
pages |l and 111, as shown below:

e Speed Dialing group box - contains 20 entries on each page.
— System Speed | page allows 20 entries, 00 through 19.
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— System Speed || page alows 20 entries, 20 through 39.
— System Speed | |1 page allows 20 entries, 40 through 59.

Valid digitsinclude 0 through 9, #, *, and (,) comma. The comma
represents a one (1) second pause or delay.

To enter an outside telephone number, enter all necessary digits (such as
trunk access code, long distance prefix and area code) that you would dial
when manually dialing the number.
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For example, the phone number 914085551212 comprises of 9 (trunk
access code), 1 (long distance prefix), followed by 408 (area code), and
finally the seven digit telephone number. For local calls, the long distance
prefix (1) and the area code (408) should not be entered if they are not
required to dial the number.
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Defining System Call Restrictions

In the System Configuration screen, select the Call Restriction page to
specify the class-of -servicefor extensions. Figure 2-6 displaysgroup boxes
on Toll Call Prefixes and System Prohibited Prefixes. Call restriction
parameters specified here apply to calling privileges of all extensions on
the system. If you wish to restrict calling privileges on an individual
extension basis, you have to use the extension configuration screen, as
illustrated in the Figure 5-1, “Extension Configuration Screen - General
Page,” on page 5-2.

Spstem Configuration [ ]
Operator I Call Accounting I feszaging I External Application Link | Area Codes 1 | Area Codes 2 |
General | Mumber Plan I Busziness Hours I System Speed | I System Speed Il | System Speed Il |
— System Prohibited Prefive: — Taoll Call Prefi
Dromestic
[1300 [1378 [

International {014

Other

|

Press the Default button to
label toll call prefizes based on
country setting

Diefault

IF you wish ta block calls to
certain areas from al
extensions, specily the area
codes above.

oK I Cancel | Appll | Help

Figure 2-6. System Configuration Screen - Call Restriction Page
To specify system prohibited prefixes and toll call prefixes:
e System Prohibited Prefixes group box

— Enter alandthedialing prefix to be blocked (e.g. 900, 976) in order
to restrict such calls from any extension, as shown in Figure 2-6
above. Y ou may enter up to 20 digits maximum in each prefix entry
box (up to 20 entry boxes).
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Toll Call Prefix group box - use the following fields to define toll
calls. AltiWare uses thisinformation to determine the types of outside
calls, and imposes restrictions when necessary. For example, if the
internationa toll call prefix hasbeen set up as011 and a user attempts
to make an international call from an extension without international
toll call privileges, the call will be terminated as soon as the user dials
011 after the trunk access number and the caller will hear an error tone.

— Domestic - enter a1 for 1-plus dialing within the U.S. dialing plan
(also known as the North American Numbering Plan).

— International - enter 011 for international calls made in the USA.
Enter the appropriate toll call prefix for international calls made
from the country and region specified on the General page of the
System Configuration screen.

— Other - flexible and variable uses such as a string of digitsto be
considered non-local.

— Default - pressthe default button to label toll call prefixes based on
country and region specified on the General page.
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Operator Configuration

Operator Configuration

The Operator page confirms the system operator extension or operator
pilot number and members of the operator workgroup extensions. To set up
the operator, follow the steps below:

1. Iftheoperator extension does not already exist, create one. Click onthe
Extension Configuration icon in the Quick Access Toolbar to display
the Extension Configuration screen and then select General page, as
shownin Figure5-1, “ Extension Configuration Screen - Genera Page,”
on page 5-2.

— Press the Add button to enter a new extension.
— Add New Extension screen is displayed.
— Enter anew extension number into the Extension Number box.

— From the Type box, select Physical extension to make this
operator extension a physical extension.

— Press the OK button.
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System Configuration

General | Murmber Plan | Business Hours | System Speed | | Syetarm Speed || | System Speed Il | Call Restriction |
Operator | Call Accounting | Messaging | External Application Link | Area Codes 1 | Area Codes 2

Selectthe extension of the persan Warkgraup Members
who has the system operator

responsibility. If maore than one

operatar desired, selecta

workgroup extension number and

add appropriate extensions to the

warkgroup.
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Extension

TR -

Ok | Cancel | Al Help

Figure 2-7. System Configuration Screen - Operator Page

2. Gotothe System Configuration - Operator page to specify the
operator extension. Please refer to Figure 2-7 to see the Operator
page.
— From the Extension drop-down list of extension numbers, select

the physical extension number you just entered in the New
Extension screen. This becomes the operator extension.

— SeetheWorkgroup Member swindow. Thewindow will be empty
when you configure an operator extension that is not an operator
workgroup pilot number.

— Press the OK button to define the extension as an oper ator
extension.
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Operator Workgroup Configuration

If more than one operator is needed, select an operator pilot workgroup
extension number, and add the appropriate extensions to the operator
workgroup. This alows you to have multiple operatorsin aworkgroup that
share the incoming calls workload. Refer to “ ACD and Workgroup
Configuration” on page 7-1 for instructions on setting up a workgroup.
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Setting up Call Accounting

Click on the System Configuration icon in the Quick Access Toolbar to 9]
display the System Configuration screen. gm
=
. . . . . o
Select the Call Accounting page (Figure 2-8) in the System Configuration < <
screen to display the call accounting parameters. SR
o 3
>
System Configuration
General | Mumber Plan | Business Hours | Syetarn Speed | | System Spead Il | Syetem Speed I | Call Restriction |
Operator Call Accounting | Messaging | External Application Link | Area Codes 1 | Area Codes 2
~Call Accounting————————————— —Accounting Data Processing
" Record Qutside Calls Only [ Bty B
~Baud Rate
# Record Both Outside and Intemal Calls @ 300 1200
" Disable Call Accounting [BES (LR
384K " B7BK
e Accounting [~ Available Ports
' Record Yoice Messaging Activities CLEE Lo G2
" Disable Message Accounting ENCHE CAEEY

~Message Retention———————————
Fetain Recard far 90 ﬂ Days
—Call Accounting Rate Table
Local Call 25 ﬂ cents/minute
Long Distance Call 50 ﬂ cents/fminute
International Call 100 ﬂ cents/rminute

(a4 I Cancel | Al | Help

Figure 2-8. System Configuration Screen - Call Accounting Page

This page contains the group boxes for setting call reporting and
accounting criteria. Data collected by the system based on the
configuration on this page determines the information in the Call Detail
Summary Report. The Call Accounting Rate Table allows you to specify
local, long distance, and international call chargesin cents per minute.
Refer to Figure 8-10, “Call Detail Summary Report Screen,” on page 8-13
for the call accounting information displayed in this report.

Select the appropriate choice in each group box listed below:

e Call Accounting group box
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— Record Outside Calls Only - select this option if dataisto be
collected for outside calls only. (This is the system default.)

— Record Both Outside and Internal Calls - select this option if
dataisto be collected for both external and internal calls. Please
note that recording internal calls may result in greater use of the
system storage and is not recommended for typical installations.

— Disable Call Accounting - select this option if no datais to be
collected on any calls.

e Message Accounting group box

— Record Voice M essaging Activities- select thisoption if dataisto
be collected on voice messaging activities.

— Disable M essage Accounting - select thisoption if no dataisto be
collected on voice messaging activities.

¢ Message Retention group box

— Retain Recordsfor - select an option between 1 and 365 days to
indicate the number of daysthat saved messages are to be archived
by the system.

e Call Accounting Rate Table group box
— Local Call- specifies the call tariff in cents/minute for local calls

— L ong Distance Call- specifies the call tariff in cents/minute for
long distance calls

— International Call- specifies the call tariff in cents/minute for
international calls

Note: Thecalling rates specified here will be used to calculate the
cost of each call.

e Accounting Data Processing group box

— Enable Data Output - check this box to enable call detail data
output.

— Baud Rate - select one of the available baud rates:
« 300
e 12k
e 96k
e« 192k
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e 384k
e 576k

— Available Ports group box - select a communication port for call
detail recording report output from one of the following options:

— COoM1
— COM2
— COM3
— COM4
e Pressthe OK button to save the specified parameter values.

Note: Theformat for call detail output (to serial port) is Mitel. For
information on SMDR (Station Message Detail Reporting) format,
refer to “SMDR Reporting Format” on page C-1.

WalSAS ‘¢

O
o
5
=
(@]
<
=
Q
=
o
=)

Call Detail Reporting I ssues

The following conditions may be encountered when backing up CDR files.

Backup CDR FilelsToo Large

If abacked up CDR fileis exceeds 20MB, when Alti Serv reboots, it will
automatically copy the database to \altiser vidb\cdr backup and create a
new backup file.

Note: Inorder to prevent corruption of any database files, if the AltiGen
M essaging Service COM Server isrunning at midnight, AltiServ
will automatically back up the CDR database, as well as the
Extension, Trunk and Auto Attendant settings to
\altiserv\db\backup01, \altiser v\db\backup02 or
\altiserv\backup03.

Backup CDR File Becomes Corrupted

If abacked up CDR file becomes corrupted, replace the corrupted file with
the latest file copy in the same directory (\altiserv\db\cdrbackup). If
AltiServ cannot find arecent file to copy over, or al other files are
corrupted aswell, you must create a new database.

SM DR Disclaimer:
AltiGen Communications, Inc. cannot be responsible for the accuracy of
the call detail data and/or third party reports.
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Managing Messages

Click on the System Configuration icon in the Quick Access Toolbar to
display the System Configuration screen.

Select the M essaging page in the System Configuration screen to display
the system messaging parameters, as shown in Figure 2-9.

This page contains various messaging options including e-mail
configuration, Message Notification, and message management options. It
allows you to specify how many attempts the system should make to
deliver amessage notification to its destination. It also defines how long a
message can be stored before it is deleted, what is the message minimum
recording length, and whether or not the e-mail is activated.

WARNING!

M essagesthat arelarger than 20 MB in size could seriously affect real
time performance since AltiServ uses a built in e-mail server using a
single system’ sresour ces. Instruct usersto keep messagesrel atively small
or use a separate e-mail server with Mail Forwarding enabled to allow
usersto access voice mail and e-mail from one server. Mixed-M edia

M essaging (attaching voice messages to e-mail messages) is unavailable
when using a separate e-mail server.
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System Configuration [ x|
General | Mumber Plan I Business Hours | Swstern Speed | I System Speed || I Swstern Speed Il I Call Restriction |
Operatar I CallAccourting | Messaging i Extemnal Application Link I Area Codes 1 I Area Codes 2

—Message Motification

M axirurn B ety Count |3 jl Retry Interval in Minutes |5 jl

—Message Management Option
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¥ Canfim Message Deletion ¥ ‘warmn Expiration of Saved Messages

— Recording Dption:
Minimum Recording ID :Ilsec[s] ¥ Pause Detect Length |5 ill'IDDms

i~ E-Mail Meszaging Option:
" Enable SMTP/POP3 Service ¥ v Irbound|literet b ai

™ Enable Mail Forwarding for &)1 Estensions

estifation Forard Servendddiess I

™ Synchronize ith Exchange Server

Erchiange Servensdidiess I

Ok I Cancel | Apply Help

Figure2-9. System Configuration Screen - Messaging Page
Select the data entry in each group box on the page as listed below:
¢ Message Notification group box

— Maximum Retry Count - select anumber between 1 and 16 to
designate the number of times the system will try to deliver a
message natification until it is successful:

1 =try once after original attempt
2 = try twice after original attempt
3 = try three times after original attempt (system default)

16 = try sixteen times after original attempt

— Retry Interval in Minutes - enter the number of minutes between
retry attempts. Five minutesis the minimum and 60 minutesis the
maximum interval allowed. (The system default is5 minutes.)

¢ Message Management Options group box
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— Confirm M essage Deletion - plays a voice message instructing
user to confirm request for deletion by pressing the # key. Thisisa
system safeguard feature to prevent users from accidentally
deleting messages with a single key entry.

— Warn Expiration of Saved M essages - the system warns the user
of saved messages that will be deleted due to their retention
expiration the day before saved messages are automatically del eted.
The user will then have the option to either keep or delete the
message. (By default, this feature is enabled.)

CAUTION!

Please note that the saved messages will be deleted
automatically when they expire without prompting the user if
thisfeatureisnot enabled.

¢ Recording Options group box

— Minimum Recor ding - sets the minimum length of any recording
(i.e. voice mail message, personal greeting, system prompts). All
recordingsthat are shorter than the designated Minimum Recording
length will be deleted. Thisfeature is recommended only when
users receive many empty voice mail messages on aregular basis
and would like them automatically deleted.

— PauseDetect L ength - select thisbox to del ete pausesin messages.
The default pause detect length is 500 ms. The pause detect length
can be disabled or changed to a value between 200 msand 2
seconds.

e E-mail Messaging Options group box

— Enable SMTP/POP3 Service - select this box to enable Simple
Mail Transfer Protocol (SMTP) and Post Office Protocol Version
3.0 (POP3) services on the AltiServ. These are e-mail sending and
retrieving protocols.

— Enable Mail Forwarding for All Extensions - select thisbox if
you wish to forward all mail (e-mail and voice mail) to an SMTP-
based server. If this box is checked, the Destination Forward
Server Address should contain the address of the SMTP server to
which all mail will be forwarded. This address can be an IP address
or adomain name.

CAUTION! After forwarding, original messagesin the
mailbox where M ail Forwarding isenabled will
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be deleted immediately without warning.

— Synchronizewith Exchange Server - select thisbox if you havea
Microsoft Exchange server on your LAN and would like to have
access to your e-mails and voice mail from Exchange aswell as
from the AltiServ. The state of both servers will be synchronized.
For example, when avoice mail is deleted from AltiServ, it would
automatically disappear from the Exchange too.
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Note: The name of the Exchange server must be just the name
of the machine or thefully qualified domain name. The
domain name and the IP address will not work.

— Allow Inbound I nternet Mail - select thisbox to enable receiving
mail from the Internet to the AltiServ. Uncheck thisbox if you have
another e-mail server software (such as Exchange server) running
on the AltiServ system.

*  Pressthe OK button to save the selected information.
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Configuring the External Application
Link

The External Application Link pageis used to configure the AltiLink
protocol. TheAltiLink protocol isused by external applicationsto remotely
control calls on the AltiServ system. Y ou need to configure these
parameters only if you are using an AltiLink-based application on your
network.

Click on the System Configuration icon in the Quick Access Toolbar to
display the System Configuration screen.

Select the External Application Link page in the System Configuration
screen to define TCP/IP as the communication protocol.

System Configuration E

| I System Speed I | Call Restriction |
:l Area Codes 1 | Area Codes 2

General I Murnber Plan | Business Hours I Syste
Operator | Call Accounting I Messaging

TCP/P Connection Configuration

[V Enable Windows Socket Connection

[Default Port :10015. To change, please add an altilink entry
in the services file.)

08 I Cancel | Lpply | Help |

Figure2-10. System Configuration Screen - External Application Link

To configure the External Application Link, enter the appropriate
information for the following option:
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e TCP/IP Connection Configuration - select Enable Windows
Socket Connection to makethelink active andto define TCP/IPasthe
communication protocol.

Area Code Configuration

AltiWare OE (Release 2.1 and higher) supports the new split area code/
NXX guidelinesthat are coming into effect all over North America. The
support consists of two areas:
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e Thenumber planitself - ability to determine which numbers should be
7, 8, 10, or 11 digits long based on guidelines provided by the system
administrator.

Note: This capability applies only to those calls where all the digits
are available to the system before making acal (e.g.
Zoomerang, Message Notification, calling from within voice
mail, etc.) and not when a user makes a call directly from an
extension.

e Useof thisinformation in Call Detail Reporting (CDR) and Call
Restrictions - the information provided by the system administrator
will be used by the system to determineif acaller isalowed to cal a
particular number. The system will also log numbers to the CDR
database appropriately.

To Configure Area Codes

Figure 2-11, “System Configuration Screen - Area Codes 1" shows the
configuration screen used to identify area codes and prefixesthat are
exceptions to the standards of how area codes and long distance prefixes
are normally used. This configuration enables the system to properly
handle such numbers.

Note: Theterm NXX isused frequently in this section and refersto the
first three digits of aseven digit phone number. Thefull numbering
plan is NPA-NXX-XXXX. For example, the NPA of the phone
number 213-696-5992 is 213, the NX X is 696 and the X XXX is
5992.

To access the Area Codes 1 screen,

e Click on the System Configuration icon in the Quick Access
Toolbar to display the System Configuration screen.
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Figure2-11. System Configuration Screen - Area Codes 1

Select the Area Codes 1 tab on the System Configuration screen.

Some local calls require
an area code to be used,
but do not require you to
dial a 1" first. Please
enter any area codes, or
area codes and prefises
which are tollfree and do
not require that you dial a

1.
(20, 212, 555432,
E32-347)

Some areas require that
certain 7-digit numbers
be preceded with a*1*
to identify them as tall.
Flease enter below, any
prefises that REQUIRE
dialing a 1" before a
7-digit number for toll
calls in the zame area

CO0e.
=0 433, 345, 444)

System Configuration [ ]
General | Mumber Plan I Business Hours I System Speed | I Swstem Speed |l | System Speed Il | Call Restriction I
Operator I Call &ccounting I Messaging I Esternal Application Link Area Codes 2
10 Digit Dialing 1 + 7 Digit Dialing r—Local Call Definition

All callz made without
dialing a 1" are
congidered tallfree.
Flease enter any area
codes, of area codes
and prefizes which are
tol-free, even thaugh
you must precede the
dialzd number with a1
[e.g. 800, 888, 408-432)

Add Delete

Add Delete |

4dd | Delete |

o]

Cancel |

Help

The Area Codes 1 page contains three tables:

10 Digit Dialing - Some areas require area codes to be used, even
when dialing alocal number, but do not require dialing the long
distance prefix 1. Usethistableto list local toll free ar ea codes and
NXX prefixesthat are required when dialing but do not require
dialing 1 (thus, a 10 digit phone number).

1+ 7 Digit Dialing - Some areas require that certain 7-digit numbers
(local call with no areacode) are preceded with thelong distance prefix
1toidentify them asatall call. Use thistableto list NXX prefixes

which require the user to dial the long distance prefix 1 before alocal

7-digit number.
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e Local Call Definition - All calls made without dialing a1 are
considered toll free. There are area codes and prefixes, however, that
do requirea 1 even though they aretoll free. Usethistabletolist area
codes and NXX prefixesthat are toll free calls even though the long
distance prefix 1 isrequired. (e.g. 800, 888)

To access the Area Codes 2 screen,

e Select the Area Codes 2 tab on the System Configur ation screen.

System Configuration [ %]

General I Murnber Plan I Business Hours | Swstem Speed | I System Speed || I Systemn Speed [l | Call Restriction |
Operatar | Call Accounting I Messaging I Extemnal &pplication Link I AeaCodes1 §

1+ 10 Digit Dialing
Iri some areas. it is
necessary to dial 1 +
<home area code + 7
digits to place toll calls
within the zame area
code. Please enter any
3-digit prefizes within your
system's area code that
require 11 digit dialing for
toll calls .

[e.g.) 252, 253, 432

Add Delete

o]

Cancel | Apply Help

Figure2-12. System Configuration Screen - Area Codes 2
The Area Codes 2 page contains one table:

e 1+10Digit Dialing - Some areas require that the long distance prefix
1, the areacode and the seven digit phone number isdialed to placetoll
calls within the same area code. Usethistableto list NXX prefixes
within your system’ s area code that requirethe 1 + 10 digit dialing for
toll calls.
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Guiddinesto Add, Delete or Modify Entries

To add entriesto atable, click on Add below the respective table and
ablank entry appears. Type the number you want to add to the table
and then click on Apply or pressthe Return or Enter key.

To modify an existing item, first select the number you want to modify
by clicking on that number. Then click on the number again. The
number turns into an edit box. Y ou can modify the number as you
would any text in atext box.

To delete one or more entries, select the first item by clicking onit.
Select more entries by pressing the Contr ol key and clicking at the
same time. After you have selected the entries, click on Delete to
delete these entries from the table.

To enter aspecific NXX prefix in aparticular areacode, enter the area
code and the NXX prefix (e.g. 510-252).

The only valid characters allowed in these entries are the numeric
digits 0 through 9, space and the hyphen (-) character. A non-numeric
character hasto be followed by a numeric character (e.g. 510---252 is
invalid, but 510-252 isvalid). A hyphen (-) is not required but allowed
for readability (e.g. 510-252 is the same as 510252).

Click Apply or OK to save your changes. If you don't want to save
your changes, click Cancel.
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|P Dialing Table

To set up the dialing plan for Alti Serv-to-AltiServ connection at the same
or remotelocation, thel P Dialing T able (Figure 2-13) must be configured
for each AltiServ system. The | P Dialing Table is disabled unlessthereis
at least one (1) Triton Vol P board installed.

Note: Make surethe IPtrunk access code (for making IPtrunk calls) has
been assigned. (See “ Assigning the IP Trunk Access Code’ on

page 2-8.)

System Configuration x|

General | Mumber Plan I Buginess Hours I System Speed | I Syetem Speed || | Spstem Speed 1| | Call Restriction |
Operator I Call Accounting | Messaging I E=ternal Application Link I Area Codes 1 | AreaCodes 2 P Disling Table

Altiw'are IP Dialing T able:

Dialed Digits | D estination | Internet Address | Exten.
0 AltiGen HE 206.111.153.2 3
2 MNew Yaork Office 206.111.153.145 3
3 Chicago Office 206.111.153.248 3
4 SE Uffice 206111.753.144 g

Murber of Disled Digits 1 = Add Delete

(n]:4 I Cancel Al Help

Figure 2-13. IP Dialing Table screen

To configurethel P Dialing Table, follow the steps below:

1. Configurethe Number of Dialed Digits at the bottom of the screen by
selecting the number of digits between None and 3. Thisis a system-
wide number that sets the length of digits for the numbers used to
identify each remote AltiServ location, or Dialed Digits. The Dialed
Digits(e.g. 2) isdialed by the user after the | P trunk access code (e.g.
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IP Dialing Table

8) to identify which AltiServ destination to connect to. Refer to
Table 2-1, “Dialed Digits Length and Corresponding Number of
Locations to determine what the Dialed Digits length should be. It is
highly recommended to use the same length of Dialed Digitsfor all
AltiServsthat are networked. It may also be easier to use the same
Dialed Digitsat al locations (e.g. the Dialed Digits for the New Y ork
officeis 2, regardless of which system auser dials from), which would
make it easier for users to remember when working at multiple
locations.

CAUTION!!

The Number of Dialed Digits may be changed without having to re-
install or re-start AltiWare. If this number is changed in the future,
however, it will ater the Dialed Digitsfor every location. If the number
of digitsincreases, the digit O is added to the front of the number (e.g.
the Dialed Digits 20 becomes 020). I f thenumber of digitsdecr eases,
all Dialed Digitslonger than the number of digitsallowed will be
deleted. Theonly exceptionisif theleading digitisO (e.g. 048 becomes
48). If possible, it isbest not to change this number onceit is entered.

Table2-1. Dialed Digits Length and Corresponding Number of Locations

Dlaﬂee?];;]glts # of Locations Sample Dialing String
None 1 default location 8101
1 upto10(0-9) 81101
2 up to 100 (00 - 99) 820101
3 up to 1,000 (000 - 999) 8408 101

Note: Inthe examples shown above, 8 isthe IP trunk access code, 1, 20
and 408 are the Dialed Digits and 101 is the remote extension
number.

2. Click on Apply at the bottom of the screen to save changes.

3. Click on Add to create and configure the entry settings for a new
AltiServ location. (Click on Delete to remove an existing location.
Double-click on an existing location to change its settings.)

4. Whenthe AltiWare | P Dialing Table Entry screen appears (see
Figure 2-14, “AltiWare |P Dialing Table Entry screen,” on page 2-34),
enter the following information:
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IP Dialing Table

Dialed Digits- enter aunique number that will be dia ed to connect
to the remote location.

Note: Plan and assign the Dialed Digits carefully. Once the
Dialed Digitsis entered, you cannot change it unless you
completely delete the location entry from the IP Dialing
Table and recreate anew one for the samelocation. Thisis
required to minimize careless mistakes.
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Destination - enter auser-friendly location name (e.g. New Y ork).
Thisfield isused for caller ID purposes if alocation nameis
entered. Y ou may enter up to a maximum of 15 characters.

Internet Address- enter the Internet address of the remote | ocation
in one of the following formats:

a. RFC assigned |P address (e.g. 100.100.100.100). | P addresses
with prefixesof 10.0.0.0/8, 172.16.0.0/12 or 192.168.0.0/16 can
only be used within private networks (Intranets).

Note: To obtain an IP address, ask your IT administrator. Or,
follow these steps:

1. Openthe Control Panel and select the Network icon.

2. When the Network setting screen isdisplayed, select
TCP/IP entry OR highlight TCP/IP entry and click
the Properties button.

3. GotothelP Addresstab to view the |P address for
your computer.

b. fully qualified DNS name (e.g. NewY ork.AltiGen.com). If a
DNS nameis used, make sure the DNS server is configured
properly.

Note:  You many enter up to a maximum of 64 characters.

Remote Extension L ength - enter the length of extension digitsat
the remote location. The default is None which indicates that the
length of extension digits at the remote location is unspecified.
Valid entries are None - 7. Thisfield isoptional but entering the
length of the remote location is highly recommended. This
information tells the system how long to wait before outpulsing
(sending digits).

Note: For hop off dialing, this field must be set to ‘None.’
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IP Dialing Table

Al are IP Dialing Table Entry |

Dialed Cigits:

—
Destination Cancel |
INEW ok,

Internet Address:

|2IIIE.111.153.145

Remate Extenzion Length:

B =

Figure 2-14. Altiware IP Dialing Table Entry screen
5. Click on OK.

Repeat steps 3 through 4 for each local or remote AltiServ system that isto
be networked.
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Additional Configuration Steps

The following areas are additional system features that need to be
configured through the Management Menu.

Audio Peripheral Configuration

The Audio Peripheral Configuration screen, shown in Figure 2-15, is used
to set up

e Music-On-Hold
e System Default Beginning and Update Prompts for Callersin Queue
e Overhead Paging

Y ou can access Audio Peripheral Configuration by selecting it from the
M anagement menu.

Audio Peripheral Configuration

— Muzsic/Recaorded Announcement

[ Enable Callers on Hold or in Bueue to Listen to Music or Recorded Announcement

Card to ‘Which the Audio Equipment is Attached : I i < I

¥ Play Prompt Before Placing the Caller in Queue

Phrage Mumber:  |0001 j

¥ Play Update Prompt Every 30 Seconds

Phrase Mumber: 0007 =l
raze Mumber _'I

— Overhead Paging

Card to Which the Overhead FPaging E quipment is Attached : I a = I

ak. I Cancel | @

Figure 2-15. Audio Peripheral Configuration Screen

Y ou can connect an external source to the audio input on the Quantum
board. If you have multiple Quantum boards, you must specify the board
ID of the board where the external music source is connected.
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Additional Configuration Steps

Note: Callerswill hear the music or recorded announcement configured
in Audio Peripheral Configuration only if the user placesthecaller
on hold by pressing the FLASH or LINK button. If the user
pressesthe HOL D button, the caller hears nothing.

Configuring Music On Hold

To configure music on hold, access the Audio Peripheral Configuration
screen shown in Figure 2-15 and follow these steps:

Select the appropriate options in the following group boxes shown in
Figure 2-15:

¢ Music/Recorded Announcements group box

— Enable Callerson Hold or in Queueto Listen to Music or
Recorded Announcement - select this option to enable music-on-
hold which allows callersto hear music or arecorded
announcement while on hold or in queue. Sel ect the Quantum board
number to which the audio equipment is attached from the drop-
down list.

Configuring Overhead Paging
To configure overhead paging, follow these steps:

1. Connect overhead paging equipment to a Quantum board audio out
jack.

2. Access the Audio Peripheral Configuration screen shown in Figure 2-
15 and select the appropriate overhead paging option:
e Overhead Paging

— Enable Overhead Paging - select this option if you want
overhead paging. Select the Quantum board number to which
the overhead paging equipment is attached from the drop-down
list.
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MVIP Clock Configuration

The MVIP Clock Configuration option in the M anagement M enu
allows the system administrator to manually set the master clock for the
system. By default, the systemisset on“ Auto”, which meansthat the board
provides the most stable clock reference (by the system’s own parameters)
isautomatically designated as the master clock by which all other boards
set their clock to.

Figure 2-16 shows the Clock Configuration screen which allowsthe
system administrator to automatically or manually choose the master
board.

CAUTION!

It is highly recommended that you use the Auto setting. Do not select
M anual unless one of your digital spansisconnected to equipment
other than the PSTN (your regular phone network).

: MYIP Clock Configuration

— Set MVIF Clock
& i [Boadz
" Manual IBnard 2 'I
Current Reference Clock I2 0

OF. Cancel |

Figure 2-16. Clock Configuration screen

Set MVIP Clock group box:

« Auto - by default, the setting of the clock configuration is set to Auto.
Thismeansthat the system automatically checksall the boards for the

most stable clock and designates that board as the master reference
clock by which all other boards reference their clocks.
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Feature Tips

e Manual - the system administrator has the option to choose the board
to serve as the master clock for the other boardsin the system. Click
on the arrow to scroll down through the list of boards.

e Current Reference Clock - displays the location of the board that is
currently being used as the reference clock.

Feature Tips

Each time auser logsinto AltiMail, the user will hear a Feature Tip, help-
ful tips and reminders of the most useful features for optimal use of
AltiServ. There are atotal of eleven tipsand a different tip is played each
time AltiMail is accessed. Another way to listen to Feature Tipsis by
pressing #55 on the telephone. You can listen to just onetip at atime or
listen to al the tips at once.

Individual users may turn this feature off (stop AltiServ from playing Fea-
ture Tips at the beginning of AltiMail login) by pressing 6 at the Personal
Options menu. Thisis atoggle feature so pressing 6 at the Personal
Options menu will turn it back on if it is off.

Y ou may, however, want to completely disable thisfeaturefor all users. To
disable Feature Tips system-wide, follow the steps below:

1. Select Runfromthe Start menu and enter regedit to openthe Registry
Editor.

WARNING! Changing the registry can affect the configuration of
your system. AltiGen recommends making a backup copy of the
registry before making any changes.

2. Gotothefollowing location:

\HKE‘.Y_LOCAL_MACHINE‘.\ SOFTWARE\AltiGen
Communications, Inc.\AltiWare\

3. Create anew DWORD Value (select DWORD Value from the New
option under the Edit menu) called Featur eTipEnabled.

4. Setthe Value datato Oto disable Features Tips. (Set the Value data
back to 1 to enable Feature Tips again.)

5. Open the System Configuration screen of Altiware and click OK
without making any changesin the datafields. It is not necessary to re-
start AltiWare.

Y ou have completed disabling Feature Tips.
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Chapter 3 Board
Configuration

Board attributes and functions are accessible through the Board
Configuration screen.

Doubleclick ontheboard’ sicon, whichisdisplayedinthe Boar dswindow
(Figure 3-1) to access the Boar d Configuration screen for the board you
wish to configure.
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Boards [_ [0

[0]QtmAMODA08U-1

[1]QtmAMD012U-2

[2]TritonT1/PRI-2

[3]TritonT1/PRI-0

[A] Triton¥olP-4

1| | b

Figure3-1. Board Window
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Configuring the Quantum Board

Configuring the Quantum Board

Board Configuration [ ]
Board Info
’7 Board Logical 1D IU Eoard Mame |thAMU4USUrD
— Channel Mapping List = Spat e
Logical Channel ‘ Physizal Span ‘ Physizal Channel
o o o
1 1] 1
2 1] 2
] il ]
4 1) 4
5 1] 5
E il E
7 o 7
] 1] ]
] 1] 4
10 il 10
n 1) n
Fieset Channel
Eimard Eerfiguration Reset Board |

Figure 3-2. Board Configuration screen (Quantum Board)

The Board Configuration screen for the Quantum board (Figure 3-2)
displays the following group boxes:

« Board Info group box: shows the Board L ogical 1D (assigned by
AltiServ) and Board Name (the type of board installed in the system
and board ID).

e Channel Mapping List group box: shows the L ogical Channel,
Physical Span and Physical Channel for the entire board. To reset the
channel, select the channd to reset and click on the Reset Channel
button, then click on OK.

Note: Double clicking on a channd in this window will invoke a
channel configuration screen. Refer to the Trunk
Configuration button description in Chapter 4 for more
information.

e Span Info group box: not available for Quantum boards.

« Board Configuration button: not available for Quantum or Triton
boards.
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Configuring the Triton Vol P Board

* Reset Board button - to reset the board, click on the Reset Board
button. A warning dialog box appears (“ Reset Board”), followed by
OK and Cancel buttons, are displayed. Select the appropriate button.

CAUTION!

Resetting aboard will disconnect all callsin progresson that board. Be
suretoinform all relevant users before resetting.
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Configuring the Triton Vol P Board

Board Configuration
Board Info
’V Board Logical ID |4 Board Mame ITnlUnVU\F-U
i~ Channel Mapping List = St
Logical Channel | Physical Span | Physical Channel
1] 1] 1]
1 0 1
2 o 2
3 0 3
Reset Channel
Board Configuration | Reset Board |

Figure 3-3. Board Configuration screen (Vol P Board)

The Board Configuration screen for the Triton Vol P board (Figure 3-3)
displays the same group boxes as the Quantum board, but includes the
following options:

* Board Configuration button - thisinvokes the Triton Vol P Trunk
Configuration screen. Refer to “ Triton Vol P Trunk Configuration” on
page 4-8 for more detail.
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Configuring the Triton T1/PRI Board

Board Configuration [ ]
Board Info
’7 Board Logical D [3 Board Name [TritonT1/PRI-0
i~ Channel Mapping List i~ Span Infa
Logical Channel | Physical Span | Physical Charinel Tatal Mumber of Span |1
1 1] 1] - -
1 0 ] @ [0]-> Ok
2 1] 2
3 1] 3
4 1] 4
5 il 5
6 o B
7 1] 7
a 1] 8
9 1] 49
10 1] 10
11 1] 11
12 1] 12 LI
Reset Ehannell Fieset Span
EGard Corfiauration | FReset Board |

Figure 3-4. Board Configuration screen (Triton T1/PRI Board)

TheBoard Configuration screen for the Triton T1/PRI board (Figure 3-4)
displays the same group boxes asthe Quantum or Vol P board, but includes
the following options:

e Span Info group box: displaysthe Total Number of Spanson the
board and the status of the span in the Span Info window. Double
clicking on a span in this window will invoke a configuration screen.
(Refer to Figure 3-5, “ Triton T1 Configuration - Triton T1/PRI sub-
screen”.) To reset the span, click on the Reset Span button.

Triton T1 Configuration - Triton T1/PRI Sub-
screen

Double clicking on the span line associated with a Triton T1 board in the
Span I nfo window will invokea Triton T1 Configuration - Triton T1/
PRI sub-screen (Figure 3-5).
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Trton T1 Configuration - TritonT1/PRI-2

Configuring the Triton TL/PRI Board

Span: 0

Status: |OK

— Statistics

Frame Errors: 0 Line Code Errars: [0
OOF Errars: 0 Bit Errors: 0
Rec Frame Slips: [0 #mt Frame Slips: |0

since: Fri 10/08,/99 14:49: 45
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i EF

—Erame Type————— ’—Line Code

&~ EEF O AMI * BBZS

Zero Code Suppression: INDne 'I

[T Backto-back systerm T1 Clock Master

T1/FRI configuration |

0]:4 | Cancel |

Figure3-5. Triton T1

Configuration - Triton T1/PRI sub-screen

The following options are displayed:

e Statusline: If the span is working, the status line displays ‘ OK." This
status line is updated every 3 seconds. If thereisan error, a message
describing the type of error is displayed. Refer to Table 1 for the types
of error messages and the appropriate actions.

Table 1: Error M essages

Error Message M eaning Action
‘Hardware Failure - Major hardware prob- Set board asMVIP
NO ANSWER’ lem. Board is not master. Reset Board.
responding to com-
mands.
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Configuring the Triton T1/PRI Board

Table 1: Error Messages

Error M essage

M eaning

Action

‘Hardware Failure -

No clock signal is

Reset Board. If this

HDLC FRAMES'

Data Link Control. No
HDLC framingis
detected on the selected
D Channdl. Thisisa
PRI-specific issue.

NO CLOCKS detected on T linterface does not work, board
drop. must be replaced.
‘HDLC Failure- NO HDLC = High level Check with CO on D

Channel usage for pos-
sible mismatch
between your selection
of D channel and CO’s
selection.

OR
CO may havelocked D
Channel. Contact COto
unlock.

‘Line Failure - NO
SIGNAL (ALOS)

ALOS = Analog Loss
of Signal

Check PRI cable and
change if necessary. If
cableisokay, COisnot

sending any signal.
Contact CO.

‘Line Failure - BLUE
ALARM (AISy

AlIS = Alarm Indicator
Signa

CO issending Blue
Alarm. Contact CO.

‘Line Failure- YEL-
LOW ALARM (RAI)’

RAI = Remote Alarm
Indi cator

Cableisbroken. If there

are no frame dips, con-

tact CO. If frame dips

exist, set this board as
the master.

‘Setup Failure - NO
VALID FRAMFE’

No vaid framing is
detected.

Possible span mis-con-
figuration (i.e., ESFis
selected but the actual
framing is SF, or vice
versa). Check span con-
figuration.

‘ Setup Failure - RED
ALARM (BPV)

BPV = Bi-Polar Viola-
tion

L ocation condition,
equipment problem. For
excessive BPV, check
AMI/B8ZS setting.
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Table 1: Error M essages

Error Message M eaning Action

‘Setup Failure - RED LCV =Line Code Vio- Check the MVIP bus
ALARM (LCV) lation master setting.
OR
Have CO performaline
test to check for afaulty
cableor line.

‘Setup Failure - RED OOF = Out of Frame. Check the MVIP bus

ALARM (OOF) Excessive frame errors. master setting.
OR
Have CO performaline
test to check for afaulty
cable or line.
‘Clock Sync Failure - Conflict between trans- | Check MVIP bus mas-
FRAME SLIPS mit and receive clocks. ter setting.

The MVIP bus master-
ship is set improperly.

Statistics group box (information-only displays): shows accumul ated
statistics (counters) for thefollowing errorsthat have occurred sincethe
last system reboot or statistics clearing.

Note: Y ou may see some hon-zero values when configuring the T1
span for the first time. Y ou may clear these fields with the
Clear button.

— FrameErrors- number of framing bit errors. In T1 mode, a
framing bit error isdefined asan incorrect FS-bit value. The counter
is suppressed when framer loses frame alignment.

— OOF Errors - the Out Of Frame counter registers every time the
T1 chipisforced to re-frame when receiving aframe with severe
errors.

— Rec Frame Slips - the Receiver Frame Slips counter shows the
number of frame slipsfor the receiver.

— LineCodeErrors- Line Code Error is defined as an occurrence of
abi-polar variation or excessive zeroes.

— Bit Errors- Bit Errorsare defined as a CRC-6 error in ESF, FT-bit
error in SLC-96 and F-bit or sync bit error in SF.

AltiWare OE System Administration Manual ~ 3-7

O
o
5
=
«Q
<
=
Q
=
o
=)




Configuring the Triton TL/PRI Board

— Xmt Frame Slips- Transmit Frame Slips counter shows the
number of frame dlips for the transmitter.

— Clear button - use the Clear button to reset the statistics counters.

Note: Forideally synchronized systems, Transmit and Receive
Frame Slips counters should be ‘0." Continuous update of the
frame dlips counters means that transmit and receive
frequencies are not equal. In this case, you should check the
system and MVIP clock setup.

The following options are configurable:

Frame Type - select either SF or ESF

SF (Superframe Format) consists of twelve (12) consecutive frames.
ESF (Extended Superframe Format) consists of twenty-four (24)
consecutive frames.

Line Code - select either AM | or B8ZS

AMI (Alternate Mark Inversion) isthe line coding format in T1
transmission systems whereby successive ones (marks) are alternately
inverted and sent with opposite polarity of the preceding mark. B8ZS
(Binary 8 Zero Substitution) sends two violations of the bipolar line
encoding technique, rather than inserting a one for every seven
consecutive zeros.

Zero Code Suppression - select None (default setting), Jam Bit 8,
GTE or Bell

Zero Code Suppression insertsa“one” hit to prevent thetransmission
of eight or more consecutive “zero” bits; Jam Bit 8 forces every hit 8
to aone; GTE Zero Code Suppression replaces bit 8 of an all zero
channel byte to aone, except in signaling frames where hit 7 is forced
to aone. Bell Zero Code Suppression replaces bit 7 of an all zero
channel byte with aone.

Back-to-back T1 Clock Master - select this box only if you have a
back-to-back configuration and you want this span to be the master
clock to the system. (Only one clock master should be selected in a
back-to-back system.) For information on this option, refer to “T1
Clocking” on page 3-9.

T1/PRI Configuration button - this option allows you to set channels
to either T1 or PRI. Clicking on this button invokes a T 1/PRI
Configuration screen (Figure 3-6). Refer to “ Setting up T1 or PRI on
the Triton T1/PRI Board” on page 3-10 for more information.

3-8 Altiware OE System Administration Manua



Configuring the Triton TL/PRI Board

T1 Clocking

Depending on the configuration of the T1 boards and span for your
AltiServ system(s), the Back-to-back T1 Clock Master setup should be
set according to the follow conditions:

If al of the T1 boards are connected to an FXO (Foreign Exchange
Office) or CO:

1. TheBack-to-back T1 Clock Master check box must NOT be
checked for any of the T1 boards.

If therearetwo (2) AltiServ systems connected back-to-back withaT1

span:

1. TheBack-to-back T1 Clock Master check box must be checked
for only one of the T1 boards.

If there are two (2) T1 boards in the same Alti Serv system connected
back-to-back with a T1 span:

1. TheBack-to-back T1 Clock Master check box must be checked
for the T1 board that has not been designated by the MVIP setting
as the system’ s master clock to drive the MVIP bus.

If therearefour (4) T1 boardsin the same AltiServ system, where each
pair is connected back-to-back with aT1 span:

1. TheBack-to-back T1 Clock Master check box must be checked
for one of the T1 boards from the first pair, that has not been
designated by the MVIP setting as the system’ s master clock to
drive the MVIP bus.

2. The other two T1 boards of the second pair must have its Back-to-
back Clock Master check box unchecked.

Note: IMPORTANT! Inall cases, the MVIP Clock Configuration

should be set to ‘M anual” and the board connected to the board
configured as the back-to-back clock master MUST be designated
at the MVIP bus master.
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Configuring the Triton TL/PRI Board

Settingup T1or PRI on theTriton T1/PRI Board

Usethe T1/PRI Configuration button to invoke the T1/PRI
Configuration screen, as shown in Figure 3-6. The Triton T1/PRI Board
can be configured to either T1 or PRI through the configuration options
within the Channel Configuration screen.

T1/PRI Configuration
CH - Type
RS Eiyghannel — . Spantype selecton | [ ISON PRIl setting
05 - B Channel CE
g? > g gganne: Channel associated signalling
> anne
08 > BChannel = N2 PRI |

03  -> B Channel

Switch mode

10 -» B Channel
11 -> B Channel
1z > BChannel D channel is the last channel
13 > B Channel = Default setting (Recommended)
14 -> BChannel
15 -> BChannel = Manually setto I

16 -» B Channel
17 - BChannal £ Custom ISDN PRI @ A sy E8 e

18 -> B Channel Set D channel ICH 23 vl
19 -» B Channel
20 -> B Channel
21 -> B Channel
22 -» B Channel
23 -> DChannel

TEI (Terminal endpoint identifier) :

E QK I Cancel

Figure3-6. T1/PRI Configuration screen
The T1/PRI Configuration screen is composed of':

e CH ->Typewindow - thiswindow displays the channel types
associated with each T1/PRI channel. The channel types are:

— CAS - channel associated signal, for all T1 channels

— B Channel - 64 kbps clear voice channel

— D Channel - call setup channel for all voice channels
e Span Type Selection group box:

— T1- select thisoption to associate al channelson the spantoa T1
Robbed-hit signal.

— Regular I1SDN PRI - select this option to indicate 23B+D ISDN
PRI span and to designate the last channel asthe D channel.

— Custom ISDN PRI - select this option to set the D channel to the
desired location. Use the drop-down list to select the desired D
channel.
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Configuring the Triton TL/PRI Board

e Set D channel - inthe drop-down list, select the channel you
wish to set asthe D channel.

— |ISDN PRI Setting group box:

e Switch mode - select the appropriate IDSN switch mode from
the drop-down list:

« AT&T 4ESSPR

 AT&T 5ESS PRI (default)
« NT DMS-100 PRI

+ USN12-PR

e TEI (Termination Endpoint Identifier) - defines values that
are used in point-to-point data network.
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» Default setting - thisis the recommended setting
e Manually set to - should always be set to 0.

» Assigned by CO switch - do not use this setting unless
advised by your CO.

Note:  You must shut down and restart AltiServ for new
configuration settingsto take effect.
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Chapter 4 Trunk
Configuration

Trunk functions, such as signaling, impedance and volume, are accessible
through the Trunk Configuration screen. To access Trunk
Configuration screen, select the Management menu and then select
Trunk Configuration from the drop-down list, or select the Trunk
Configuration icon from the Quick Access Toolbar.

qunil 'y

Note: To customizetrunk characteristics, each trunk must be configured
individually. To apply the same configuration to multiple trunks,
usethe Apply To button at the bottom of each screen. Thisapplies
changes, only thefield that was changed, to multiple trunks,
instead of having to change each trunk, one at atime.
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Trunksthat are out of service are automatically tested by the system every
15 seconds. Once the situation is corrected, the trunk will be brought back
to serviceautomatically. If none of thetrunks are avail able when an outside
call is placed, the caller will hear the system prompt: “All outside lines are
busy, please try again later”.
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Setting up Trunk Attributes

Setting up Trunk Attributes

To accessthe General page of the Trunk Configuration screen, click on
the Trunk Configuration icon on the Quick Access Toolbar.

This page contains group boxes for setting up general attributes of atrunk.

Notethat in thetitle bar of the Trunk Configuration screen (Figure 4-1), the
system displays the card and the channel of the selected trunk.

Trunk Configuration — Card:1 Channel:0 [x]
General | In Call Roufing | Out Call Ruutlngl
Access Code Dirsetion————————
Location Type Access FPhone Iﬁ © Outgoing
Cotle b I ¥
' Incoming
- T S Area Code ~ Both
01:01 LS k] 510 - 2526345 510  Paging
002 LS k] 510 - 2526346
01:03 LS k] 510 - 2526347 _
2o s 9 510 - 2526352 Phone Hlumber
nz:01 Ls k] 510 - 2526353 |2529712
nz:.02 LS k] -
02:03 L= 9 - — Trunk Call Predial String——————————————————
04:00 [n]]n] -
04:01 oD - ¥ Trunk Predial String I
04:02 DD - —
04:03 DD - — Trunk Dialing Scheme
10:00 T k] -
10:m T 9 & Overlap  En-bloc
10:02 T k]
10:03 T 9 i~ Centrex Flash
10:04 T k]
10:05 T1 ] I™ Centrex Flash Support
10:06 T k]
1007 m p MNote: Set Duration using Trunk Configuration
10:08 T k] .
wos T 9 [ At
1010 T k] @ In Service  Qut Of Service
10:11 T k]
112 T k]
10:13 m 9
1014 B 4 =l Trunk Configuration |
Print | Ayt I Ok I Cancel | Aaply; Help

Figure4-1. Trunk Configuration Screen - General Page

The first group box on the left-hand side of the screen lists all the trunk
cards configured in the system. Y ou must first select the trunk channel of a
specific trunk card from this list (for example, trunk channel 00 of trunk
card 00, as shown in Figure 4-1) to define trunk attributes for each trunk
channel configured in the system. Y ou must select each channel
individually in the General page of the Trunk Configuration screen and
configure its attributes:

Thetrunk card and channel you wish to configureis selected in the window
that lists all the trunks installed in the system.
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Select the appropriate options from the following group boxes for that
selected trunk card and channel:

e AccessCode- usethisgroup box to assign access codesto the selected
trunk. If you need to use access codes other than 9, you must first set
this up on the Number Plan page of System Configuration. This
field is not applicable for a DID trunk.

e Area Code- use this group box to designate the local area code for
each trunk. Enter athree-digit area code. This configuration isfor
each trunk in the system and will affect features such as
Zoomerang if the area codeis not configured properly. Not
applicable for aDID trunk.

Note: If |eft blank, the trunk assumes the home area code defined in
the Gener al page of the System Configuration screen.
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e Direction - use the following options to set up the direction of the
trunks:

— Outgoing - select thisoption if only outgoing callsareallowed over
this trunk. Not applicable for an analog Quantum DID trunk.

WARNING!

When anincoming call isreceived on an outgoing only trunk, it will
be disconnected immediately.

— Incoming - select this option if only incoming calls are alowed
over thistrunk. Trunks with this attribute will not be used by the
system for placing outgoing calls. An analog Quantum DID trunk
isan incoming only trunk, for example.

— Both - select thisoption if the direction of calls placed on thistrunk
are both incoming and outside calls. (System default). Not
applicable for an analog Quantum DID trunk.

— Paging - select thisoption if you wish to assign thetrunk for paging
or broadcasting purposes. This option enables athird party paging
device directly to the trunk port.

Note: Pagingisonly available for analog (CO) trunks.

When this setting is sel ected, the system will assign a default
unused paging ID. The user can select adifferent ID from the drop-
down list. The range of paging IDs are from 00 to 99, which allows
AltiServ to be connected to up to 100 paging systems through
trunks for multi-zone paging applications. If the manually selected
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paging ID is used by another trunk, the current paging 1D will not
be changed.

e Overhead Paging by Trunk (# 45 Feature Code) - usethe
feature code #45 to use the paging by trunk function. For
example, auser candia ‘#4500' to connect to a paging system
through the trunk with paging 1D of 00.

Note: The Paging option and the Overhead Paging option (in
Audio Peripheral Configuration, on page 2-35) are
independent of each other. The Overhead Paging option is
to set up the audio out port of the Quantum board for use
with the #44 overhead option built into the system.

Phone Number - enter the phone number assigned to the location. (If
the wiring changes and a new phone number is assigned to the
location, you must update theinformation in thisfield. Do not include
the area code.)

Trunk Call Predial String - select this option to have the system
automatically dial specified digitswhenever the selected trunk is used
for outgoing calls. This feature is used to prevent having to dial “9”
twice for trunk access when the system is used behind another PBX
system. When this option is selected, adataentry field appears next to
the option; enter the predial digit inthefield provided. Thisfieldisnot
applicable for an analog Quantum DID trunk.

Trunk Dialing Scheme - select either Overlap or En-bloc dialing.

— Overlap - alowsthe terminal to omit part of the digits required to
complete a call, while the remaining digits are buffered. Use
Overlap Dialing for analog trunks for best results.

— En-bloc - allowstheterminal to include all of the digitsrequired to
completeacall. Use En-bloc Dialing for digital (ISDN) trunks.

Centrex Flash - select thisoption if thetrunk is supported by Centrex.
(This option only applies to analog trunks and is not available for
ISDN trunks.)

Note: To set the duration, configure this option through the Trunk
Configuration button.

Attribute - select In Serviceto make atrunk available for use; select
Out of Serviceto prevent the trunk from being used (i.e. while
performing maintenance).
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e Trunk Configuration button - allowsthe user to configure low-level,
hardware-specific properties for each Quantum or Triton trunk.
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Quantum Trunk Configuration

To configure a Quantum channel, select a Quantum channel from the trunk
channelslist. Click onthe Trunk Configur ation button or double-click the

selected Quantum channel to view the Quantum Trunk Line
Configuration screen, shown in Figure 4-2.

Quantum Trunk Line (3tmAM0408U-0,Channel=0) [ %]

— General Configuration
Interface Type ILoop Start - I
Impedance (OHM) 600 -
Incaming Ring Type ISlNGLE Vl

¥ Detect Trunk Status By Loop Curent

V¥ Enable Caller ID Feceive

Centrex Flash Duration [ms) 500 i

 Trunk Seizure Confirmation

¥ Enable Dial Tone Detection (Dutgoing)

™ Enable Polarity Detection (Incoming)

r— Disconnect Supervision
" Tone
™ Polarity Reversal

I EO0 - l [mz)

Loop Break Signal

— Receiver Gain [dB]

]
0

1 2 3 4 5 B 7

— Transmiszion Attenuation [dB]

L=l 2

Apply To |

Cancel

Figure4-2. Quantum Trunk Line configuration screen

The system administrator can configure the following trunk-specific

features for the Quantum board:

e General Configuration group box

— Interface Type

e Loop Start - select thisoption if the user subscribesto theloop

start trunks.

e Ground Start - select this option if the user subscribesto the

ground start trunks.

e DID (Wink Start) - appearsonly if the selected trunk isaDID

trunk.

— Impedance (OHM) - this group box contains information on the
impedance setting. |mpedance occurs when power or signal is
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transferred from one circuit to another. This is known as the
resistance of electrical current to alternating current, measured in
OHMs. The setting options are:

¢ 600 OHMs (domestic setting)
e 900 OHMs (international setting, depending on the country)

— Incoming Ring Type - select type of ring (single or double)
desired for incoming calls.

— Detect Trunk Status By Loop Current - select this option to
detect the Quantum trunk status using a loop current.

qunil 'y

— Enable Caller | D Receive - select this option to be able to receive
caler ID digits.

— Centrex Flash Duration (ms) - select thisbox to be able to specify
Flash Duration time in milliseconds. This option must be selected
to forward calls to an outside number through a Centrex switch
(such as a home number of someone who istelecommuting)
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Trunk Seizure Confirmation group box

— Enable Dial Tone Detection (Outgoing) - select this option to
enable detection of outgoing dial tone.

— Enable Polarity Detection (Incoming) - select this option to
enable detection of incoming polarity. Polarity detection is used
when the CO or the connected PBX provides polarity reversal on
thetip and ring.

Disconnect Supervision group box - select the type of answering
supervision desired:

— Tone - busy tone (reorder tone, fast busy tone, error tone, etc.) or
dial tone (continuoustone, etc.) (Thisshould be used in conjunction
with drop in loop current. For COs who cannot guarantee |oop
break, this may be the only option.)

— Polarity Reversal - areversed battery signal with duration between
400 msto 600 ms.

— Polarity - adrop in loop current; select either 200 or 600 ms.

Receiver Gain/Transmission Attenuation - adjuststheincoming and
outgoing volume for every Quantum trunk or extension. (Incoming and
outgoing volume for Quantum trunks or extensions can also be
configured through the Quantum Board Channel Configuration
option in the Management Menu. See page 4-17.)
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1. Sdect the trunk or extension you wish to adjust. Y ou may adjust

multiple trunks and extensions by clicking on the “ Apply to...”
button and selecting them using standard Windows selection (Ctrl
or Shift) keys.

. Adjust Receiver Gain - thisisthe gain control for the volume that

isreceived by the system. The default setting isO dB for atrunk and
0 dB for aline/extension.

. Adjust Transmission Attenuation - thisisthe gain control for the

volume that istransmitted from the system. The default settingisO
dB for atrunk and O dB for aline/extension.

CAUTION!

Setting the Receiver Gain or the Transmission Attenuation too
high will cause a distortion in the voice quality.

Triton Vol P Trunk Configuration

To configure a Triton Vol P channel, select a Vol P channel from the trunk
channelslist. Click onthe Trunk Configur ation button or double-click the
selected Vol P channel to view the Vol P Trunk Configuration screen,
shown in Figure 4-3.

Trton YolP Trunk Configuration E

—H323 Configuration
[ 711 Erakle

.723.1 Enable

Cancel |

Silence Suppression

E|TITITI

Jitter Buffer [mzec.]

Figure4-3. VolP Trunk Configuration screen

The system administrator can configure the following trunk-specific
features for the Triton Vol P board:

H.323 Configuration group box:
— G.711 Enable - provides toll quality digital voice encoding and is

not configurable (i.e. you cannot de-select it). It is enabled by
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default to guarantee interoperability when other voice compression
(e.g. G.723.1) is not available or when better voice quality is
desired.

G.723.1 Enable - this option uses low rate audio encoding to
provide near toll quality performance under clean channel
conditions.

Silence Suppression - this option suppresses silence packets
during Vol P sessions. When silence is detected during acall,
AltiWare IP stops sending packets to the other side. When silence
is detected during voice mail, the silence period is not recorded.
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Note: AltiWare IP disconnects the voice mail session when a
silence period exceeds 70 seconds during voice mail
recording over VolP.
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Jitter Buffer (in msec.) - thisnumber indicatesthe delay buffer (in
milliseconds) the system will use to buffer voice packets received
from the I P network. Voice packets sent over the |P network may
incur different delays due to network load or congestion. The Jitter
Buffer helps to smooth out the delay variation in the arriving voice
packets and maintains voice quality at the receiving end. The
default setting is 30 milliseconds.

Note: The Jitter Buffer should be adjusted according to the WAN
bandwidth allocated to datatraffic. Refer to the Network
Configuration Guidelines for Vol P section in the Getting
Sarted Manual for more information.
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Triton TL/PRI Trunk Configuration

To configurea Triton T1 or PRI channel, select either channel from the
trunk channelslist. Click on the Trunk Configuration button or double-
click the selected Triton T1 channel to view the Triton T1 Configuration
screen, shown in Figure 4-4.

Triton T1 Configuration - TrtonT1/PRI-0

Channel. 7

— 17 robbed-bit Signaling

Dialing Delay: | 280=H ms

Protocol : |{e R o

— Hiw tar zallzct Caller ID and DID

Maw. seconds before the first digit |3 seconds "I
Max, zeconds between digits © INDHE "I

¥ Incoming sequence ;

EEEA | EEICINET | CXER | CIEXCIIENRA | B

v Or:
IDID;"DNIS j INnne j INone j INone j INone j

Apply b, | ar. I Cancel |

Figure4-4. Triton T1 Configuration
The following options are displayed:
e T1robbed-bit signaling group box:

— Protocol: select the appropriate trunk signaling as E& M Wink
Start (default), E& M Immediate Start, Ground Start or L oop
Start.

Note: For signaling from one board to another, only FXS
(Foreign Exchange Subscriber) is supported. L oop Start
and Ground Start protocols cannot be used for interfacing
between two boards.
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— Dialing Delay: thisfield specifies the delay (in milliseconds) after
trunk seizure before digit dialing. Do not change this value unless
advised.

How to collect Caller ID and DID group box: allowsthe user to select
the time-out delay (in seconds) and the appropriate sequence of
symbols to be collected for Caller ID and DID. Consult your local
carrier to obtain the proper format.

— Max. seconds befor e thefirst digit - maximum wait time before
time-out for the system toidentify thisdigit after either thefirst ring
in ground start or loop start or the wink in wink start. Default value
is 3 seconds. Do hot change this value unless advised.

Note: Selecting ‘None’ means no Caller ID or DID information
will be collected. All other fields will be grayed out. Use
thisoption to disable Caller ID and DID collection.

— Max. seconds between digits - maximum wait time before time-
out between two digits. Default valueis‘None.” Do not changethis
value unless advised.

Note: Selecting ‘None’ means the system will only wait for the
seguence of digits that are collected within the length of
time specified in the M ax. seconds beforethefirst digit
field.

To set up the sequences of Caller ID and DID, select from the drop-
down listsin each box as listed below:

— Incoming sequence check box: when thisbox is checked, you may
select up to fiveincoming symbolsto collect from the Caller ID or
DID digits. The symbolsthat can be collected are:

* None

. #

. *

e #Hor*

e CdlerID
« DID/DNIS

Note: Selecting‘None’ inany field of the sequencewill terminate
the sequence and automatically gray out all following
fieldsin that sequence.
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Setting up Trunk Attributes

The following default sequence is enabled, as shown in Figure 4-4:
(#or*) (CdlerID) (#or*) (DID/DNIS)

— Or check box - when this box is checked, you may select an
additional sequence of up to five incoming symbolsto collect from
the Caller ID or DID digits.

Not checking any box isequivaent to checking ‘None' in thefirst field.

— Apply to button - this button alows the administrator to make
changes that can be applied to all trunk selections.

Caller 1D and DID Incoming Sequence Example

The following is an example of a Caller ID and DID/DNIS incoming
sequence screen.

—Haow ta collect Caller 1D and DID

Max. seconds before the first digit |3 saconds 'I
Max. seconds between digits : I1 second 'I
¥ Incoming sequence :
E; =lcalerio =] =l [oiosons =] Hane 7]
v or:
IDID;’DNIS j INone j INone j INone j INone j

Figure4-5. Incoming Sequence example screen

When a call comesin, the system tries to match the incoming sequence to
either the first Incoming Sequence Digit String or the second sequence. If
no match isfound, no Caller ID or DID digits will be collected.

e First Incoming Digit Sequence
— AltiServ waits 3 seconds for the first digit to arrive, which must be
a‘#.
— After receiving the first matching digit (#), AltiServ waits 1 second
between each digit to receive the next digit, until all digitsare

received. The‘*’ symbol acts as adelimiter between Caller ID and
DID digits.
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— The incoming sequence of digits must match the T1 incoming
sequence of digits selected above.

OR

if the incoming digits doesn't match the first digit sequence, the system
moves to the second incoming digit sequence.

e Second Incoming Digit Sequence
— AltiServ waits 3 seconds for the first digit to arrive.

— After receiving the first digit (which is recognizes as not being the
‘# from the first sequence), AltiServ waits 1 second between each
digit to receive the next digit, until al digits are received.

— The incoming sequence of digits must match the T1 incoming
sequence of digits selected above.
The example sequences selected in Figure 4-5 show that AltiServ is
expecting either ‘#CID*DID’ or just ‘DID’ digitsfor all incoming calls. If
no match is found for either sequence, no Caller ID or DID digits are
collected.
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Incoming Call Routing

| ncoming Call Routing

Click onthe In Call Routing in the Trunk Configuration screen to
display the In Call Routing page shown in Figure 4-6.

Trunk Configuration — Card:1 Channel:0

General In Call Rauting | Out Call Rauting |

—Workdays During Business Hours

= Route Incoming Calls to Extension
«* Routs Incoming Calls to Auto Attendant

£ Route Incoming Calls o Operatar

- Workdays Outside Business Hours

=

1~ Route Incoming Calls io Exiension :I'
@ Route Incoming Calls to Auto Attendant 1 -
1 -

1 Route Incoming Calls to Operatar

i MNon Waorkdays

" Route Incoming Calls to Extension

& Route Incoming Calls to Auto Attendant

' Route Incoming Calls to Operatar

Print Aprlyia.. | OK | Cancel | Augraly | Help

Figure4-6. Trunk Configuration Screen - In Call Routing Page

This page contains group boxes that configure the way incoming calls are
handled during different time frames. The Business Hours are determined
by the values entered on the Business Hour s page of System
Configuration.

To configuretheincoming trunk call routing, sel ect the appropriate options
in the group boxes listed below:

e Workdays During Business Hour s group box - select one of the
following options to define the way the system will handle an
incoming call during business hours on a workday:

— Routelncoming Callsto Extension - select thisoptionif incoming
callsareto berouted to an extension and enter the extension number
in the field provided.
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— Route Incoming Callsto Auto Attendant - select this option if
incoming calls are to be routed to the Auto Attendant and enter the
Auto Attendant number in the field provided.

— RouteIncoming Callsto Oper ator - select thisoptionif incoming
calls are to be routed to the operator.

e Workdays Outside Business Hour s group box - select one of the
following options to define the way the system will handle an
incoming call during non-business hours on a workday:

— Routelncoming Callsto Extension - select thisoption if incoming
callsareto berouted to an extension and enter the extension number
in the field provided.

— Route Incoming Callsto Auto Attendant - select this option if
incoming calls are to be routed to the Auto Attendant and enter the
Auto Attendant number in the field provided.
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— RouteIncoming Callsto Operator - select thisoptionif incoming
calls are to be routed to the operator.

¢ Non-Workdays group box - select one of the following options to
define the way the system will handle an incoming call at all times
during non-wor kdays:

— Routelncoming Callsto Extension - select thisoption if incoming
callsareto berouted to an extension and enter the extension number
in the field provided.

— Route Incoming Callsto Auto Attendant - select this option if
incoming calls are to be routed to the Auto Attendant and enter the
Auto Attendant number in the field provided.

— RouteIncoming Callsto Oper ator - select thisoptionif incoming
calls are to be routed to the operator.

Outgoing Call Routing

Click on Out Call Routinginthe Trunk Configuration screen to display
the Out Call Routing page. Figure 4-7 on page 4-16 displaysthe Out Call
Routing page showing in thetitle bar with the card and the channel number
of the selected trunk. Thisis not applicable for DID and incoming-only
trunks.
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Trunk Configuration — Card:1 Channel:0

General | In Call Routing  Out Call Routing

i~ Schedule

& MTrunk allowed for Outside Calls at Any Time

" Outside Calls Allowed According to the Following Schedules

= Zehedule |l ==l = Schedules

From [200 20 j Fram  [l200 0 ﬂ From [1200 0 ﬂ
To  [izooam j To  [fzooam ﬂ To  [lzooAm ﬂ

Print Al | 0K | Cancel | Al | Help

Figure4-7. Trunk Configuration Screen - Out Call Routing Page

This page contains group boxes that define the way outgoing calls are
handled for a specific trunk.

To configure the outgoing trunk call routing, select the appropriate options
in the group boxes listed below:

e Schedule group box

— Trunk Allowed for Outside Callsat Anytime - select this option
if outgoing calls are allowed at all times. (Thisisthe system
default.)

— Outside Calls Allowed According to The Following Schedules -
select this option if outgoing calls are only allowed during specific
time frames. There are three different schedul e settings.

* Schedulel, 2, and 3 - check the schedul e box to enable the use of the
specified schedule and set the From and To time settings.
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Quantum Board Channdl Gain
Configuration

The incoming and outgoing volume can be quickly adjusted for Quantum
trunks or extensions through the Quantum Board Channel Gain

Configuration screen accessed from the Management Menu. (Or you may
configureincoming and outgoing volume through the board configuration.

Q)
See page 4-7) o
S5 B
=
Q -
C -~
Quantum Board Channel Gain Configuration Dialog B %
= x
o
=}
Card Charnel R Tx  Tupe r~ Receiver Gain [dE]
IV TI] a 0 Tunk e _
an 0 0 0 Trk ] 1 2 e 4 5 B 7
o2 a 0 Trurk
il 03 a 0 Tk — Transmission Attenuation [dE]
i} 04 1] 0 Line
om0 i 0 Line | |
oo 0§ 0 0 Line !
o o7 00 Lie -
o0 0 0 Line o1 2 3 4 45 & 7
oo 09 a 0 Line
i} 10 1] 0 Line
i} ikl 1] 0 Line
n)| il a 0 Line |
n)| 01 a 0 Line
n)| 0z a 0 Line
n)| 03 a 0 Line
[ — 0 0 Line AR Cancel
M0 0 0 Lline [+

Figure 4-8. Quantum Board Channel Gain Configuration screen

1. From the Management M enu, select Quantum Board Channel
Configuration.

2. Select the trunk or extension you wish to adjust. Y ou may adjust
multiple trunks and extensions by clicking on the “Apply to...”
button and selecting them using standard Windows selection (Ctrl

or Shift) keys.
3. Adjust Receiver Gain - thisisthe gain control in decibels (dB) for

volume received by the system. The default setting is0 dB for a
trunk and O dB for aline/extension.
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4. Adjust Transmission Attenuation - thisisthe gain control in
decibels (dB) for volume transmitted from the system. The default
setting is0 dB for atrunk and 0 dB for aline/extension.

CAUTION!

Setting the Receiver Gain or the Transmission Attenuation too
high will cause a distortion in voice quality.
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Chapter 5 Extension
Configuration

Extension configuration functions are accessible through the Extension
Configuration screen. To access Extension Configur ation, either select
the M anagement menu and then select Extension Configur ation fromthe
drop-down list, or click on the Extension Configur ation icon on the Quick
Access Toolbar.

Extended tabs along the top of the screen represent different pages of

extension information. Thisinformation is specific to each extensionin the O w
- o -

system. These pages are listed below: S m
=" X

»  Genera (g §
Y

*  Workgroup S0
5 5

e  Station Speed

e Messaging 1

 Messaging 2

e Cdling

e Answering

¢ One Number Access
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Setting up Extension Attributes

Select the General page of the Extension Configuration screen.

This page contains group boxes for setting up general attributes of an
extension.

Extension Configuration -- 305 [x]

General IW’Urkgroun' Station Speedl Messaging 1 I MassagingZI Calling' Answeling' One NumberAccessI

[Extersion Card1d Channel [or P5) - Persanal Information
117 it ]| ([ Fisthemefie Slastame fiores |
187 workgroup
200 wirtual Password I ************ DID Murmber I
20 wirtual
202 wirtual ™ Enable DiatBy-Name Service
203 wirtual
gg? g i — Emnail Dption:
0 g Email Name [evtzn8
1] 2 r Hetrieve Voice Mail By Email Client
" Enable Mail Forwarding IDeIete Messages After Folwardj
308 workgroup
400 wirtual Foriard Ema Edaiess I
500 wirtual
E00 wirtual = ™| Farard Ema 12| Fanward Vaize flEl
i Physical Location i Type

% Physical Extension
Eard ID ID M  Yirtual Extension

S ko Rl urmter
Chanrel IS i[=r |

Line Canfiguration

sdd | Dotz |

Frint | Applyto .. aK I Cancel | Apply Help

Figure5-1. Extension Configuration Screen - General Page

The first group box in the upper |eft corner lists all extensions configured
on the system. System administrators must first select the extension from
thislist (for example, extension 305). After selecting the extension, the
extension number is displayed on the screen title bar (“ Extension
Configuration - 305”) so that you know which extension the configuration
appliesto, evenif you view a different page. Each physical extension has
an associated card and channel number, as shown in Figure 5-1.

« Physical Location group box

— The Physical L ocation group box showsthe card number and port
(channel) number assigned to the selected extension. These fields
are disabled (dimmed) if the selected extension is not a physical
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extension. The Previous and Next buttons are used to relocate the
selected physical extension from location to location. Clicking on
the Previous or Next button moves the selected extension to the
previous or next available physical port. These buttonsare disabled
(grayed out) if you do not have available physical ports.

Personal I nformation group box

— First Name - enter the first name of the extension user
(32 maximum characters).

— Last Name - enter the |ast name of the extension user
(32 maximum characters).

— Password - enter a password for the extension user
(valid passwords are numeric entries only and must be at |east 2
digits, but no more than 8 digitsin length).

— DID Number - enter the number of digits needed to match aDID
number (range 2-16). Each extension can be assigned a DID
number (0-10, letters cannot be used). A DID number does not have
afixed length.

Note: Itishighly recommended for the user to enter the full 10
digit DID number into thisfield, instead of thelast 3 or 4
digits. Thiswill guarantee that the system will send the
correct number asthe Caller ID on PRI lines. If lessthan 10
digits are entered, the system will send the trunk’s
configured phone number as the Caller ID. (If the trunk
number is not configured, the system main number is sent
asthe Cdler ID.)
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E-mail Options group box
— E-mail Name- enter the user’se-mail name and address (i.e. jsmith
for John Smith).

— Do Not Retrieve VoiceMail By E-mail Client - de-select thisbox
to prevent the user’s POP3 mail reader from retrieving voice mail.

— EnableMail Forwar ding- select thisbox to allow mail forwarding
to a specified e-mail address. Y ou can specify what to do with the
message after it isforwarded by selecting one of the available
options from the selection box.

— Forward E-mail Address - enter the e-mail address where you
wish your e-mail to be forwarded.
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Setting up Extension Attributes

— Forward E-mail/Forward Voice Mail - select either of these
boxes to forward e-mail messages or voice mail messages only.
Select both to forward both type of messages.

*  Typegroup box - thisgroup box contains extension typeinformation.
The three extension types are listed below:

— Physical Extension - defines an extension that is associated to a
physical port and device, usually atelephone set. Select this button
if you are configuring a telephone.

An extension is created, by default, as aphysical extension unless
there are no more physical ports available.

— Virtual Extension - definesan extension that i s not associated with
aphysical port. Itismainly used as amessage mailbox but can also
be used in a telephone sharing environment. Users of avirtua
extension can login as aphysical extension on any available station
to access all physical extension features (i.e. using Feature Codes).

— Workgroup Pilot Number - defines an extension of aworkgroup
that represents a group of extension numbers. When this number is
dialed, a hunt or search is done by the system to find an available
extension in the workgroup. Workgroups are not associated with a
physical port. AltiWare allows up to 32 workgroups to be
configured. Each workgroup can have up to 64 members or
extensions.

Note: After an extension is created, it cannot be changed to a
workgroup extension, and vice versa.

« LineConfiguration button - allows you to configure hardware
attributesfor a selected extension. Figure 5-2 illustrates the Quantum
Line Configuration screen for extensions.
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Figure5-2. Quantum Line Configuration screen for extensions

Configure the following hardware extension-specific features:

Setting up Extension Attributes
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M essage Waiting Signal Type - this group box contains
information on the type of message waiting indicator for your
phone. The options are:

— None

— Voltage- select thisoption for avoltage-based messagewaiting
indicator.

— FSK - sdlect thisoption for FSK-based (Frequency Shift
Keying) message waiting indicator.

— Tone - select this option for atone-based message waiting
indicator.

Caller ID Signal Format - this group box containsinformation on
the message format with which to send Caller ID information. The
options are:

— None

— SDMF - select SDMF (Single Data M essage Format) for
supporting and sending a single data type, such as phone
numbers.
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— MDMF - select MDMF (Multiple Data M essage Format) for
supporting and sending multiple data types, such as name and
number information.

¢ Receiver Gain/Transmission Attenuation - adjustsincoming and
outgoing volume for every extension.

1. Select thetrunk or extension you wish to adjust. Y ou may adjust
multiple trunks and extensions by clicking on the “ Apply to...”
button and sel ecting them using standard Windows sel ection (Ctrl

or Shift) keys.

2. Adjust Receiver Gain - thisisthegain control in decibels(dB) for
volume received by the system. The default settingis 0 dB for a
trunk and O dB for a line/extension.

3. Adjust Transmission Attenuation - thisisthe gain control in
decibels (dB) for volumetransmitted from the system. The default
setting is0 dB for atrunk and 0 dB for aline/extension.

CAUTION!

Setting the Receiver Gain or the Transmission Attenuation too
high will cause a distortion in voice quality.

e Add and Delete buttons - allow you to add and delete an extension.
When you click on the Add button, the Add New Extension screen
appears. Whenyou click on Delete button, adialog box appears asking
if you really want to delete the selected extension.

To add anew extension, follow the steps below:

1. Clicking on the Add button on the General page of Extension
Configuration displaysthe Add New Extension screen (Figure 5-
3). This screen contains group boxes that define the parameters of
the new extension.
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Figure5-3. Extension Configuration Screen - Add New Extension
2. Enter the information requested in the group boxes listed below:

« Extension Number - enter an extension number that is not
currently being used. A valid extension number must begin with
thefirst digits that were set as extensions in the “First Digit
Assignment” fields.

* Type- select one of the three types of extensions: physical,
virtual, or workgroup pilot number. Thisoptionislimited by the
installed hardware (available channdls). If al channels are
aready assigned, a physical extension will not be accepted.

» Physical Extension License group box - displays the
maximum number of physical channels licensed to the user as
well as the number of assigned, licensed physical channels.
Refer to the Getting Started Manual for more information.

e Card/Channel - displays the card and channel location of the
new extension. If no physical locations are available, the
selection box will be empty.
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« Apply to button - to customize extension characteristics, each
extension must be configured individually. To apply the same
configuration to multiple extensions, use the Apply to button at the
bottom of each Extension Configuration screen. Thisinvokes an
Extension Selections screen (Figure 5-4) that allows you to apply
changes (of only thefield that was changed) to multiple extensions,
instead of having to change each extension individually.

Extension 5elections [ x|

Extenzion Card |d Channel

Flease Select Extension Mumbers “ou
Whant to Apply the Changes

Cancel

Figure5-4. Extension Sdlections screen

Setting up an Extension in a Workgroup

To set up aworkgroup, refer to ACD and Workgroup Configuration in
Chapter 7. Once you have created a workgroup, you can then select the
extensions you wish to add to this workgroup and configure these
workgroup extensions accordingly.
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Setting up an Extension in a Workgroup

To set up an extension in the workgroup, access the General page of the
Extension Configuration screen. To do this, click on the Extension
Configuration icon on the Quick Access Toolbar and then click on the
General page.

1. Fromthe General page, select the extension you wish to add to the
workgroup. For example, select extension 100. Note that the title bar
now shows “ Extension Configuration - 100”.

Extension Configuration — 100 [x]
General Workgroup |S|ﬁ|inn Speed' Messaging 1 | Messagmg?l Calling | Answermgl One NumhevAEcessl
hember of Mot member of
124 252
350
410
4500 8 U-I
700 =
= M
< Add = %
Q =
c @
= 3
D n
—_ .
Ss

" B UpTind [T o cecona

Print | Aplyin | 0K | Cancel | Apply Help

Figure5-5. Workgroup Page for Workgroup Member Extension

2. Click ontheWorkgroup pageinthe Extension Configur ation screen.
The Workgroup screen, for the selected extension 100, appears as
shown in Figure 5-5, “Workgroup Page for Workgroup Member
Extension".

3. Sdlect and highlight a Workgroup Pilot Number (for example,
Workgroup 124 from the Not Member of box), that you want to assign
extension 100 to and click “Add.” “Workgroup 124" now appearsin
the Member of box. The remaining workgroups that Extension 100
does not belong to are listed in the Not Member of box.
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To remove extension 100 from aworkgroup, highlight the Workgroup
Pilot Number in the M ember of box and click “Remove.” The
Workgroup Pilot Number moves back to the Not Member of box.

4. Configure the Wrap Up Time for the extension in the workgroup. If
this box is selected, the system delays the presentation of the next call
in queue by the number of seconds configured. For example, if the
number of secondsis set at 30, the system waits 30 seconds after acall
has ended before sending the next call in queue. Thisdelay is
configurable on a per member basis and gives a workgroup member
some time to wrap-up on notes, prepare for the next call or log out of
the workgroup.

Setting up Station Speed Dialing

To set up Station Speed Dialing, accessthe General page of the Extension
Configuration screen. To do this, click on the Extension Configuration
icon on the Quick Access Toolbar and then click on the General page.

1. Fromthe General page, select the extension for which you wish to set
up Station Speed Dialing. For example, select extension 100. Note that
the title bar now shows “Extension Configuration - 100.”

2. Click onthe Station Speed page in the Extension Configuration
screen. The Station Speed screen, for the selected extension 100,
appears as shown in Figure 5-6. This screen allows you to set up 20
speed dialing numbers for the selected extension.

Observe the following rules:

— Enter valid digitsin the dataentry fields provided. (A maximum of
20 digits per entry.) Vaid digitsare 0 through 9, #, *, and (,)
comma. The commar epresentsa one (1) second pauseor delay.

— To enter an outside telephone number, enter al necessary digits
(such astrunk access code, long distance prefix and area code) that
you would dial when manually dialing the number. For example,
the phone number 914085551212 comprises of 9 (trunk access
code), 1 (long distance prefix), followed by 408 (area code), and
finally the seven digit telephone number. For local calls, the long
distance prefix (1) and the area code (408) should not be entered if
they are not required to dial the number.
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Extension Configuration -- 100 [x]

Ganerall Warkgroup  Station Speed |MessagingW I MassagingZI Calling' Answeling' One NumberAccessI

— Speed Dialing

00 IST 4155551212 10 I

m ISW 40834277000 n I

02 I 12 I

03 I 13 I

04 I 14 I

05 I 15 I

08 I 16 I

07 I 17 I

03 I 18 I

03 I 19 I
O w
o -

‘wihen entering speed dial numbers, please include all necessary digits [zuch as trunk =} m

access code, long distance prefix and area code] that you would dial when manually - $%

dialing the number. e.g. 974158561212 Q =
c @
= 3
D n
- =
o ©
5 5

Frint | Applyto.. aK I Cancel | Lpply | Help

Figure5-6. Extension Configuration Screen - Station Speed Page

3. Youcan speeddia an extension, local, long distance, and international
telephone numbers. To set up Speed Dial numbers:

— Starting from the 00 field, enter acompl ete tel ephone number in the
field. Thisnumber, 914085551212, for example, can then be dialed
by simply dialing #7700.

— Repeat the above step for the rest of the fields from 01 through 19,
if you wish to set up al 20 Speed Dialing numbers.
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Setting up Station Messaging

Station Messaging defines how messages are handled for an extension
based on the sel ected message handling options in the M essaging 1 and
M essaging 2 pages of Extension Configuration.

To configure extension messaging parameters, follow the steps below:

1. To specify an extension for which you wish to set up messaging
criteria, you must first select the extension in the Gener al page of the
Extension Configuration screen. For example, select extension 100.

2. From the Extension Configuration screen, click on the M essaging 1
page, as shown in Figure 5-7.

Extension Configuration -- 100 [ %]

Ganerall W’mrkgrnupl Station Speed  Messaging 1 I tessaging 2 | Eallingl Answeringl One Mumber Access |

™ Information Only Mailbox

i~ Option:

¥ Ennounce Message Sender before Playback:

™ Announce Time Stamp Before Plapback
¥ Carfitm Callback Murnber
¥ Enable Broadcast Feceiving

™ Enable Distinctive Call Waiting Tone

— Capacity
Max Number of Messages W:Il
Maibox Size o = u
Max Message Length IS—j it

Fetention Length of Saved Messages IEU :II day(z)

Fiint Spplito. | QK I Cancel | Al | Help

Figure5-7. Extension Configuration Screen - Messaging 1 Page

3. Specify general messaging parameters for extension 100, as follows:

5-12 AltiWare OE System Administration Manua



Setting up Station Messaging

Information-Only Mailbox - select this option to configure the
extension as an information-only mailbox, which will announce
customized pre-recorded information when accessed. When
selected, this mailbox will not allow callersto |eave a message but
only to listen to the message announcement (personal greeting)
from the mailbox. To repeat the message, callers are instructed to
pressthe # key.

Options group box - select one or more of the five options for
listening to playback of recorded messages. These options apply to
both new messages and saved messages. The options are listed
below:

— Announce M essage Sender Before Playback - select this
option to hear the name of the message sender (internal sender
only) before listening to recorded AltiMail messages.

— Announce Time Stamp Before Playback - select this option
to hear the timestamp (time and date) of each message before
playback.
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— Confirm Callback Number - select this option to enable the
system to confirm the accuracy of the caller’s number.

— Enable Broadcast Receiving - select this option to alow the
extension to receive broadcast messages.

— Enable Distinctive Call Waiting Tone - select thisoption to
alow three different call waiting tone cadences to distinguish
between internal, external, and operator calls.

Capacity group box - this window contains boxes that define the
capacity of messages stored for this extension. Options are listed
below:

— Max Number of Messages - enter the maximum number of
messages that can be stored in the user’s mailbox.
Options are 1 through 999. (System default is 100.)

— Mailbox Size - enter the mailbox size in number of MBs of
stored messages. (System default is50 MB.)

— Max Message L ength - enter the maximum length of voice
messages in minutes. Options are 1 to 30 minutes. (System
default is 5 minutes.)
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— Retention Length of Saved M essages - enter the number of
days saved messages are to be archived by the system. Options
are 1 through 90 days. (System default is 60 days.)

4. Click on Messaging 2 page of the Extension Configuration screen
(Figure 5-8) to define how the system handles message notification for
the sel ected extension number. (In this example, the extension number
is100).

Extension Configuration -- 100 [x]

Ganerall W’orkgroup' Statian Speedl Messaging 1 Messaging 2 | Calling' Answeling' One Mumber Accessl

— Message Motification

" Urgent Yoice Messages Only
Al Voice Messages
7 AllVoice Messages and E-Mails

— Matification or Reminder Message by Calling a

& Phore O Pagsr O Extension |

Fior Phone and Pager options, the number pou enter should NOT include
trunk access code. [eg. 14155551212)

—Send Natification or Reminder Message after

' Delay after dialing |5 :II
' Delay after answering I10 j
~ Schedul

& Non-Business Hours

| g |
) From [12:00 A = e [12:00 Am =
© Anp Time

Frint | LEplea aK I Cancel | Lppli | Help

Figure5-8. Extension Configuration Screen - Messaging 2 Page

5. Specify Message Notification parameters for the selected extension.
Individual users may aso configure M essage Notification within
AltiMail.

* Message Notification group box - the system can be configured to
notify the user of new messages by either calling a phone number,
apager number or an extension. Select one of thefollowing options:

— None - select thisoption if the user does not want to be notified
with acall regarding new messages received. Selecting this
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option does not prevent the user from getting message waiting
indicators or stutter dial tone when new messages are received.

— Urgent Voice Messages Only - select this option if the user
wantsto be notified of urgent voice messages only.

— All Voice M essages - select this option if the user wants to be
notified of all new voice messages.

— All Voice M essages and E-mails - select thisoption if the user
wantsto be notified of al new voice and e-mail messages.

Notification or Reminder M essage By Calling a group box -
select one of the three options followed by the destination phone,
pager, or extension number. All relevant dialing prefixes such as 1
(except for trunk access code) must precede the destination number,
up to amaximum of 80 digits. Options are listed below:

— Phone - select thisoption to notify the user of new messages by
calling a phone number and enter the phone number in the field
provided.

— Pager - select thisoption to notify the user of new messages by
calling apager. Enter the pager number in the field provided.
The system calls the specified pager number and then dials the
system main number which will be displayed on the user’s
pager. (Refer to the General page on the System M anagement
screen.)

For the operator-assisted paging function, the operator phone
number and the pager number must be entered in the <phone
number>*<pager number> format. For example, if the phone
number to call the pager operator is 7654321 and the pager number
to page the user is 12345678, the notification outcall number that
needsto beentered is 7654321* 12345678. When the pager operator
answers the Message Notification call, AltiServ announces the
pager number and the System M ain Number (asconfigured onthe
General page of System Configuration) which will be displayed
on the user’ s pager. The operator is also given the option to repeat
these numbers by pressing ‘#'.

— Extension - select this option to notify the user of new
messages by calling an extension number. Enter the extension
number in the field provided.
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Configuring Calling Restrictions

« Send Notification group box - select the type of delay detection
and the duration (from 5 to 30 seconds) before the system sends the
return phone number (the System Main Number as configured on
the General page of System Configuration) after the system detects
an answer. Select one of the following options:

— Delay after dialing- enter the duration of delay (from5to 30
seconds) after dialing before the system sends the return phone
number.

— Delay after answering - enter the duration of delay (from 5 to
30 seconds) after answering before the system sends the return
phone number.

e Schedulegroup box - select the schedule of when the user wantsto
be notified of new messages. Options are listed below:

— Non-Business Hour s - select this option if the user wantsto be
notified of new messages only during non-business hours.
Business hours are set in the Business Hour s page of System
Configuration. Figure 2-3, “ System Configuration Screen -
Business Hours Page,” on page 2-8.

— From/To - select this option if the user wants to be notified of
new messages during a specified time of each day. Enter the
hoursin the fields provided.

— Any Time- select this option if the user wantsto be notified of
new messages at all times (every day).

Configuring Calling Restrictions

The Calling page in the Extension Configuration screen defines
restrictions for outgoing callsinitiated by the selected extension.

System calling restrictions, as configured in “ Defining System Call
Restrictions’ on page 2-12, specify restrictionsfor all extensions. Y ou can
redefine calling restriction for individual extensionsusing the Calling page
inthe Extension Configuration screen. These restrictions, however, have
to be within parameters of the system calling restrictions.
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1. To specify an extension for which you wish to configure calling
restrictions criteria, you must first select the extension in the General
page of the Extension Configuration screen. For example, select
extension 100.

2. Click onthe Calling page in the Extension Configuration screen,
shown in Figure 5-9, to specify the outgoing call restrictions for the
extension.

Extension Configuration — 217 [x]

General | Workgroup | Station Speed | Messaging 1 | Messaging2 Calling | Answering | One Number Access
(Eiou @ g g ]

i~ Outcall Restriction:

€ Mo Restiction on Outcalls

1 Intermal Calls Only 0 ()]
o -
€ Internal and Local Calls Only =}
= M
& Allow Internal/Local Calls AND Restrict Other Calls by Allowing Certain Prefixes (5 x
—
1 Allow Internal/Lacal Calls AND Restrict Other Calls by Disallowing Certain Prefixes S g
D n
Prefies Allowed Prefivec Disalmyed (=
o o
[rezs [ [ [ =R
1415 | [ [
I | | |
Enter 1 + three-digit prefix numbers. (e.g Enteriltiireesdiat prefonumbiers (E.9
1976) 191y

~Other Call Restriction:

¥ Allow Calls to he Transferred/Conferenced/Forwarded to an Outside Murmber

v Allow Oft-Pramize Mailbox User to Make or Return Call From Vaice Mail

Print | Applyto | 0K | Cancel | Apphy Help

Figure5-9. Extension Configuration Screen - Calling Page

3. To configurethe outgoing call restrictions, select the appropriate
options in the group boxes:

e Outcall Restrictions group box

— No Restrictionson Outcalls- select this option if the user has
no restrictions on outside calling.

— Internal Calls Only- select this option if the user is restricted
to extension-to-extension calling only.
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— Internal and Local CallsOnly - select thisoption if theuser is
restricted to extension-to-extension and local calls only.

— Allow Internal/Local Calls AND Restrict Other Callsby
Allowing Certain Prefixes - select this option if the user is
allowed to makeinternal calls, local callsand NPA/NNX codes
asdefined in the Prefixes Allowed group box. Enter the dialing
prefixes in the Pr efixes Allowed group box. (A maximum of
six caling prefixes.)

— Allow Internal/Local Calls AND Restrict Other Callsby
Disallowing Certain Prefixes - select this option if the user is
not allowed to call outside numberswith certain dialing prefixes
or area codes. Enter the dialing prefixesin the Prefixes
Disallowed group box. (A maximum of six calling prefixes.)

e Prefixes Allowed group box - enter the prefixes of telephone
numbersthat the user is permitted to call. (Include the 1 + the prefix
number.)

e Prefixes Disallowed group box - enter the prefixes of telephone
numbers that the user is not permitted to call. (Include the 1 + the
prefix number.)

e Other Call Restrictions group box

— Allow Callsto be Transferred/Conferenced/Forwar ded to
an Outside Number - select this option to allow the user to
transfer, conference or forward calls to an outside telephone
number. This option must be checked to allow usersto setup
outside conference calls.

CAUTION! Be advised that allowing this option may
increase the potential for toll fraud if it isnot properly
administered.

— Allow Off-Premise Mailbox User to Make or Return Call
From Voice Mail - select this option to alow the user to make
or return cals from within voice mail (i.e. Zoomerang).
CAUTION! Be advised that allowing this option may
increase the potential for toll fraud if it isnot properly
administered.
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Answering Incoming Calls

The Answering page in the Extension Configuration screen definesthe
incoming call handling for the selected extension.

This page contains group boxes that define how the system will handle an
incoming call if theextension isbusy or rings unanswered. Extension types
are physical, virtual, and workgroup. The Answering page varies slightly
for each type of extension. The Answering page for each type of extension
and their group boxes are explained below.

Answering Callsfor a Physical Extension

This page displays three group boxes that define how the system handles
calls for physical extensions. Refer to Figure 5-10 to see the Answering
page for a physical extension.
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Extension Configuration -- 100 [x]

Ganerall W’orkgroup' Statian Speedl Messaging 1 I Messaging 2| Calling Answering I One Mumber Accessl

~Farward All Calls——————— Do Not Disturb
™ Enabie Fonuard tot | ™ Enable Do Mot Disturb
If wou are entering an outzide number, Enabling Do Mot Disturb will take callers to
include trunk access code. [e.g. EBiuzy Handling withaut ringing the extenzion.
—Busy Call Handing————— [~ Mo &nswer Call Handling
¥ Enable Busy Call Handling ¥ Enable Mo Answer Handiing
" Forward to Extension " Fonward to Extension
m ¥ 1m ¥
& Forward to Woice Mail & Fonward to Vaice Mai
7] Flaee Ealenin e 1 Ernard b emten e s
" Forward to Auto Attendant € Fanward o et s alaroum Memter
I 1 VI " Forward to Auto Attendant
- Call'wating——————————————| 1 :['
™ Enable Single Call Waiting ™ Enable One Number Access
™ Enable Multiple Call \#/aiting
i~ Mumber of Rings Before Handiing
I

Frint | LEplea aK I Cancel Lppli Help

Figure5-10. Answering Page - Physical Extension

To define how the system will handle an incoming call when the called
physical extension is not available to accept the call, select the appropriate
options in the group boxes below:

e Forward All Calls group box - select this option to forward all calls
for the selected extension to another extension, phone number or
pager. If thisis an external number, begin with all relevant prefixes
such as the outside trunk access digit, long distance prefix 1 and area
code. Enter the number in the space provided. Thisisthe same Call
Forwarding feature that is also accessible by the user at the user’'s
station by dialing #36. It is available here on the Answering page to
alow the system administrator to adjust thisfeature without having to
go to the user’s station or enter a password.

Note: Please note the following:
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e Thereisa“1-hop” limit to Call Forwarding. For example,
Extension 101 has calls forwarded to Extension 102. Extension
102 has calls forwarded to Extension 103. A call to Extension
101 will ring Extension 102 and not Extension 103 because of
the 1-hop limit. If Extension 102 does not answer, the call is sent
to Extension 101's voice mail.

e Forwarding callsto apager is possible but not recommended
since callerswill only hear what is heard when calling a pager
and will not know to enter areturn phone number unless
instructed.

Call Waiting group box

— Enable Single Call Waiting - select this option to enable only a
single call waiting for this extension. This feature gives an (audio
beep) aert toneto indicate that a call is waiting when the extension
user is on the phone with another call.

— Enable Multiple Call Waiting - select this option to enable a
“personal queue” of multiple calls waiting for this extension. You
must also select the Place Caller In Queue option under Busy
Call Handling in order for multiple callsto be placed in queue.
This allows the user to transfer or park the current call before
picking up the next call in queue. See “Multiple Call Waiting” on
page A-4 for more information on how to use this feature.
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Busy Call Handling group box

— EnableBusy Call Handling - select this option to have the system
handletheincoming call if the extensionisbusy. If thisoption isnot
selected, the system will not take further action on the call, if the
extension isbusy. (The caller would hear a busy tone.) Available
options are listed below:

e Forward to Extension - select this option if callsareto be
forwarded to another extension when this extension is busy.
Select the extension number in the drop-down list provided.

Note: Thereisa“1-hop” limit to Call Forwarding. For
example, Extension 101 hascallsforwarded to Extension
102. Extension 102 has calls forwarded to Extension
103. A call to Extension 101 will ring Extension 102 and
not Extension 103 because of the 1-hop limit. If
Extension 102 does not answer, the call is sent to
Extension 101’ s voice mail.

Altiware OE System Administration Manual ~ 5-21



Answering Incoming Calls

Forward to Voice Mail - select this option if callsareto be
forwarded to the extension’ s voice mail.

Place Caller in Queue - this option is only available for
workgroup extensions and extensions with Multiple Call
Waiting.

Forward to Auto Attendant - select this option to forward the
call to an auto attendant where the auto attendant may present
additional call routing options.

e Do Not Disturb group box - select this option to send all callsfor the
selected user into voice mail. Thisfeatureisalso accessibleby the user
at the user’ s station by dialing #33.

¢ NoAnswer Handling group box

— Enable No Answer Handling - select this option if you want the
system to handle calls when this extension does not answer within
the number of rings specified. Select the Enable No Answer
Handling box, then select one of the options below:

Forward to Extension - select this option if callsareto be
forwarded to another extension when this extension does not
answer within the number of rings specified. Select the
extension number in the drop-down list provided.

Note: Thereisa*“1-hop” limitto Cal Forwarding. For
example, Extension 101 hascallsforwarded to Extension
102. Extension 102 has calls forwarded to Extension
103. A call to Extension 101 will ring Extension 102 and
not Extension 103 because of the 1-hop limit. If
Extension 102 does not answer, the call is sent to
Extension 101’ s voice mail.

Forward to Voice Mail - select this option if callsareto be
forwarded to the extension’ s voice mail when this extension
does not answer within the number of rings specified.

Forward to Member Voice Mail - thisoptionisonly available
for workgroup extensions.

Forward to Next Workgroup Member - this option isonly
available for workgroup extensions.
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e Forward to Auto Attendant- thisoption allowsyou to select a
specific auto attendant that will receive an incoming call if No
Answer statusis encountered. The auto attendant will present
new call routing optionsto the caller.

— EnableOneNumber Access- sdlect thisoption to have the system
forward important call sto pre-designated number(s). (Refer to page
5-24 for more information on setting up One Number Access
directly through AltiAdmin. Refer to page “ Accessing AltiReach”
on page A-40 for more information on setting up One Number
Access remotely through AltiReach.)

¢  Number of Rings Before Forwar ding group box

— Select a number from 2 to 6 to indicate the number of times the
telephone will ring before the call is handled by the system.

Answering Callsfor aVirtual Extension

The Answering page displaysfewer optionsfor avirtual extension because
someoptions, such asNumber of Rings Before Forwarding, do not apply
for avirtual extension. (Refer to Figure 5-11 to seethe Answering page for
avirtual extension.)
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Extension Configuration -- 4111

r

Figure5-11. Answering Page - Virtual Extension

One Number Access

OneNumber Access (ONA) allowsimportant callersto be connected to the
user without having to dial more than one number. The system searchesfor
the caller and connects the caller when the user is found. If the system is
unableto find the person to connect thecall, the caller issent into the user’s
voice mail.
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Extension Configuration -- 111 [x]

Ganerall W’orkgrnupl Station Speedl Messaging 1 | Messaging2| Callingl Ainswering  One Mumber Access I

i~ Olption i~ Schedul
" Disable ¥ Schedule1  From: ITEUU F‘Mj To Im:gu =T j
© Enable at anytime ™ Schedule 2 From: Igz:gu P d To: Iga:gg PH j

" Enabled during business hours anly

I~ Schedule3  From: |D4:30 PM d Ta IDE;QD P j

™ Enabled during non-business hours only

¥ Enabled based on the following schedules I~ Schedule 4 From: IUU:UU AN j Ta IDU:UU T ﬂ

i~ Caller 1D Werification — Fonwarding Mumber

B o ) ) e For outside numbers, do NOT include trunk access code

I I ¥ Fonwarding Mumber 1 100
" Estension  Outside number

I I v Fonwarding Number 2 |2529712

I I " Estension ' Qutside number

¥ Forwarding Number 3 14085551 214

I I " Extension ' Outsids number

I I ™ Fonwarding Mumber 4

€ Extersion & Hutside numbes

Frint Sppleta | ak, I Cancel | Apply | Help

Figure5-12. Extension Configuration Screen - One Number Access

To use One Number Access, you must first enableit on the One Number
Access page of the Extension Configuration screen (Figure 5-12). Y ou can
also enableand set up One Number Accessremotely through AltiReach. To
set up and configure One Number Access, select the appropriate optionsin
the group boxes below:

* Option group box - users can disable One Number Access or enableit:
— Atanytime
— During business hours only
— During non-business hours only
— Based on predetermined schedules

e Caller ID Verification group box - select the Verify Caller 1D based
on the following checkbox to specify which callers can access One
Number Access.

— You can enter up to ten (10) phone numbersin the Caller ID
Verification fields. Whenever the system detectsacall from one of
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One Number Access

the numbers entered here during any of the selected schedules, the
system beginsto search for you by dialing the numbers configured
in the Forwarding Number fields.

CAUTION!

If nonumbersareentered in the Caller ID Verification fields
and ONA isenabled, it ismade available to every caller.

— Examples of international, domestic long distance and local
telephone numbers are:

e International numbers (01181118192146) comprise of 011
(international code), 81 (country code) and finally the area code
and telephone number.

« Domestic long distance numbers (15102522332) comprise of
1 (long distance prefix), followed by 510 (areacode) and finally
the seven digit telephone number.

« Forlocal numbers, thelong distance prefix (1) and the areacode
(510) should not be entered. Only the seven digit number is
required.

Note: One Number Accessisinvoked by AltiServ only during a
Ring No Answer situation because it assumesthat you are
out of the office or away from your desk. If thelineisbusy,
the call will be handled according to the extension’s Busy
Call Handling configuration. If the extension has Do Not
Disturb enabled, the call will go into voice mail. All
system and extension call restrictions apply for One
Number Access.

— You canalso enter arandom “password” number such as “5555" so
that any caller who knows this password can use ONA to find you,
regardless of where they are calling from. Once you’ ve set this up,
you need to instruct the caller to dial 1 during your personal
greeting then enter the “password” to use ONA.

e Schedule group box - enter a customized schedule of four different
time dlots during which ONA isto be enabled. The Enabled based on
the following schedules checkbox in the Options group box must be
selected, as shown in Figure 5-12.
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Forwarding Number s group box - in the Forwar ding Numbers
group box, configure four different numbers (extension or outside
number) thesystemistodial to search for you. If itisan outside number
(i.e, cdlular phone, car phone, home phone, etc.), be sure to enter all
relevant prefixes such as the long distance prefix and the area code.
Since you can select whether it is an extension or outside number, do
not include the trunk access code.

Note: During any of the specified schedules above, the system dials
the forwarding number(s) in the order from Forwarding
Number 1 through Forwarding Number 4, rather than dialing a
specific forwarding number for a specific Schedule number.
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Chapter 6 Auto
Attendant Configuration

Auto Attendants can be used to automatically perform simple call
processing tasks such astransferring callsto extensions (into AltiMail or to
the operator). It can also provide general information that is frequently
asked such as company address.

Using an Auto Attendant allows multiple incoming callsto be answered
simultaneously. In a heavy incoming traffic environment, this can greatly
reduce the number of callsthat need to be handled by the operator. Calls
that do not require an operator’ s assistance can be quickly forwarded to the

intended parties.

Auto Attendants Setup

Follow the steps below to set up an Auto Attendant.

1. Beforeyou can start to configure tasks for one or more Auto
Attendants, you must plan the entir e setup. Take amoment to decide
how many optionsyou will provide at each menu and how many menu
levels you will use. Based on the action choices in each menu, write
down the appropriate prompts or phrases that are to be played at each
menu level.

2. Record phrasesfor each menu leve or usethe pre-recorded phrasesthat
are available to you. See “Phrase Management” on page 6-6 for more
details on how to record custom phrases, use pre-recorded phrases and
use professionally recorded phrases.

3. Gotothe Auto Attendant screen. To access this screen, select Auto
Attendant Select from the M anagement menu, or select Auto
Attendant Select from the Quick Access Toolbar.

Y ou can configure sixteen (16) different Auto Attendants where each
Auto Attendant can have up to 9 menu levels.
4. Select the Auto Attendant (1-16) that you wish to configure.

The Auto Attendant screen is the same for all 16 Auto Attendants.
Refer to Figure 6-1, “ Auto Attendant Configuration Screen - Auto
Attendant 1,” on page 6-2.
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Auto Attendant 1

MerlD [; BegiingPongt [0 :| MenuNeme.  [Main A4
ol 2 -
Action 0 to et menu M Actian transfer to extension B Action 50 o next menu M
o to next meny Extension {300 v o to next meny
4 5 s
Action dial by name v Action o to next meny B Action transferto extension =
go to next meny Extension ,m
7 q
Action o o next meny i Action system callback 2 Action repest current menuy i
gotonext menuy
o 0 #
Action repeat current meny ~ Action transferto aperstor ~ Action mail box access i
timeaut:
Action transfer to operator i
P

Figure6-1. Auto Attendant Configuration Screen - Auto Attendant 1

Configure al fields and options listed below according to the written plan
you made before you started this configuration:

e Menu D - themenu ID identifiesthe menu that you are working with.
“0" indicates that you are at the root menu (level 0) of the Auto
Attendant “tree”.

e Beginning Prompt - select the prompt number that isto be played for
incoming calls. Thisis the first prompt played to the caller at the root
menu. Custom (recordabl€) promptsare numbered in therange of 0001
- 0999. For the next level, you would need a different prompt and so
on. The default prompt is 0001 which is a pre-recorded generic
greeting. See “Using Pre-Recorded Phrases” on page 6-6 to see the
script of this prompt and other pre-recorded promptsthat are available
to use.

e Menu Name - type in the name you wish to assign to the Auto
Attendant.
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12 Data Entry Fields Labeled 0 through 9, * and # - below the
beginning prompt field, there are 12 group boxes corresponding to the
12 keys of atouch-tone telephone set. In each group box, an action
should be selected from the action drop-down list box to represent the
action the system is to take when the caller presses the corresponding
key on atouch-tone phone. For example:

If the beginning prompt says:
e Thank you for calling ABC Company
e Press1for sdes
e Press 2 for technical support
e Press 3 for accounts payable
e Press 0 to reach the operator
e Torepeat this menu, Press*
And

John isthe sales representative at extension 301.
Ann isthe technical support representative at extension 401.
Bob isresponsible for accounts payable at extension 501.

At the root menu,

Select the action: transfer to extension 301 for digit 1.
Select the action: transfer to extension 401 for digit 2.
Select the action: transfer to extension 501 for digit 3.
Select the action: repeat current menu for digit *.
Select the action: transfer to operator for digit O.
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Action Options - the available action options for each of the 12 data
entry fidlds are:

— no action - when thisaction is selected, an “invalid” messageis
played and the menu is repeated.

— goto next menu - when thisaction is selected, a“ go to next menu”
button is displayed. By sdlecting this button, a new menu (next
menu level) ispresented for you to configure. AltiWare supports up
to eight levels of menus for each Auto Attendant.

— return to previous menu - this action returns the caller to the
previous menu.

— repeat current menu - this action repeats the current menu to the
caler.
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—return to top menu - this action will return the caller to the root
menul.

— disconnect - this action disconnects the call.

— transfer to extension - when this action is selected, a data entry
field is displayed. Enter the extension number where the call isto
betransferred. This action transfers the call to the specified
extension.

—transfer to operator - this action transfers the call to the operator.

— directory service - thisaction lists the system users and their
extensions to the caller. When selecting directory service, be sure
that all users have recorded their directory name.

— recor d message to extension - when this action is selected, a data
entry field isdisplayed. Enter the extension number wherethe caller
isto leave a message (i.e. technica support voice mail).

— mail box access - this action transfers the call into AltiMail after
successful login. Assign this action to the # digit.

— collect extension number - this action asks the caller to enter the
extension number of the person they wish to speak with and dials
that extension.

— dial by name - this action asks the caller to enter the name (last,
then first name) of the person they wish to speak with and dials the
extension that matches the name. Callers may enter just the first
letter of the last nameto get alist of all users with last names that
begin with the letter entered.

— system callback - this action tells the system to call the user at a
remote location, only after the user logsin with extension and
password. The user should enter a1 and the area codeif itisalong
distance number or 011 and the country codeif it isaninternational
number. See“Y ou must have a Centrex line to use thisfeature.” on
page A-6 for more information on how it is used by the user.

e Time-Out Action - select the action the system should take if thereis
no digit detected by the caller within six (6) seconds. The same action
options (listed above) are available to select here as the “time-out
action”. The standard setting istransfer to operator so that callers
who require assistance (i.e. rotary phone users) can reach someone to
help them.
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After you have completed configuring the root menu level, you can go
to the next level by pressing thegoto next menu button, which appears
at the action field where you selected “ go to next menu” action.

Repeat steps 3 and 4 for this and any other menu level.

7. After you have completed the configuration of all required menulevels

10.

11.

for Auto Attendant 1, click on the OK button.

Go to Trunk Configuration screen, Gener al page, to select atrunk
card and channel. Refer to Figure 4-6, “Trunk Configuration Screen -
In Call Routing Page,” on page 4-12.

Click onthe In Call Routing page of the Trunk Configuration screen
to enable each trunk incoming call to be routed to the Auto Attendant 1.
Refer to Figure 4-6, “ Trunk Configuration Screen - In Call Routing
Page,” on page 4-12 for selecting “Route Incoming Calls to Auto
Attendant”. Thefield following this statement shows “1” to indicate
Auto Attendant 1.

Repeat steps 7 and 8 for every trunk card and channel that you want to
be routed to an Auto Attendant.

Repeat this entire procedure for any additional Auto Attendant you
wish to configure.

Auto Attendant setup is complete.
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Phrase Management

Phrase Management

Y ou may want to record unique phrases to customize an Auto Attendant or
aworkgroup. When the system is configured to answer incoming calls by
the Auto Attendant, callers hear acustomized greeting. Thisgreeting might
sound something like this:

Thank you for calling ABC Company.

Enter the extension number of the person you wish to speak with.
Press 1 for sales,

Press 2 for technical support,

Press 3 for accounts payable,

Press 0 to reach the operator,

To repeat this menu, press star (*).

Or aworkgroup (queue) greeting phrase may sound something like this:
Please hold; someone will be with you shortly.

Phrases may need to be recorded in a different language for a system that
isinstalled in a non-English speaking country. This section covers
information on how to use pre-recorded phrases, record custom phrases or
have phrases professionally recorded.

Using Pre-Recor ded Phrases

AltiWare provides pre-recorded phrases that are ready to use right away.
These phrases and their phrase numbers are listed below.

Phrase 0001 is the default Auto Attendant greeting at the root menu level.
Phrases 0291 through 0297 are phrases used for workgroup queue prompts.

Phrase # Phrase

0001 Thank you for calling. If you know the extension of the person
(default) you wish to speak with, please enter it now. To reach the
operator, press 0 or simply stay on theline.

0291 Please hold; someone will be with you shortly. For your
(default) convenience, you may leave a message if you wish by pressing
the # key on your telephone and we will get right back to you.

0292 Please hold; someone will be with you shortly.

0293 We appreciate your call and will be with you as quickly as
possible.

6-6 AltiwWare OE System Administration Manual



Phrase M anagement

Phrase # Phrase

0294 Thank you for your patience. We should be with you soon.

0295 Thank you for your patience. We should be with you soon. For
your convenience, you may leave amessage if you wish by
pressing the # key on your telephone and we will get right back
to you.

0296 We apologize for the extended delay, but our current call load is
abnormally high. Remember, you may leave a message by
pressing the # key on your telephone and we will get right back
to you.

0297 You may till wait if you prefer, but we suggest you leave a
message by pressing the# key on your telephone and wewill get
right back to you.

Recording a Custom Phrase

1

o &~ DN

Login to any telephone on the system with the system manager’s
extension and password. (The manager’ sextensionisconfigured onthe
General page of System Configuration. Refer to Figure 2-1, “ System
Configuration Screen - General Page,” on page 2-2.)

Upon logging in, you will be at the AltiMail Main Menu.
Press 6 for the Phrase Management option.

Press 2 to record a phrase.

Enter afour-digit phrase number between 0001 and 0999.

Note: The system administrator should keep arecord of phrase
numbers and the corresponding phrases so that if a phrase
needs to be changed, the correct phrase number is readily
available.

Record the phrase after the tone. Press # at the end of the recording.

The system will replay the recorded phrase. Press # if the recording is
acceptable.

At the Phrase Management menu, press 2 to record additional prompts
or star (*) to exit Phrase Management.
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Phrase Management

Using Professionally Recorded Phrases

Recording studios such as Worldly Voices (see AltiGen’'s Support Page at
http://lwww.altigen.com/support/home.html for more information) provide
professionally recorded prompts as el ectronic filesthat can beinstalled and
used on AltiServ.

AltiGen provides a utility to convert these filesinto the proper AltiServ
format. Some recording studios provide the conversion service for an
additional fee. The converted file can then be used for Auto Attendant or
Workgroup setup.

Toget and install professionally recorded phrases or prompts,

1. Assign aprompt number (between 0001 to 0999) to each prompt you
would like recorded.

2. Submit your prompt script and prompt number to the recording studio.

3. Instruct the recording studio to record prompts in either 8K Hz or
11.025KHz mono in the WAVE format.

4. Ask the studio to convert the WAVE file(s) into the proper AltiWare
format.

e If using Worldly Voices, this conversion is done for you.

e If youareusing astudio other than Worldly V oices, the conversion
utility is available on AltiGen's Support Web site at http://
www.altigen.com/support/html/download _area.html. This utility
alows you to convert an audio file recorded at either 8K Hz or
11.025KHz in the WAV E format to an AltiWare playable audio
file.

5. The prompt should be saved in the following file name format:
e 000l1.wav for phrase #0001
e 0002.wav for phrase #0002, etc.

6. Onceyoureceivethe promptsinthe AltiWare format, placetheminthe
altiserv\phrases\L angCustom directory on the AltiServ.

Y our prompts are how ready to be used in Auto Attendant or Workgroup
setup.
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Automatic Call Distribution

Chapter 7 ACD and
Workgroup Configuration

Automatic Call Distribution

Automatic Call Distribution (ACD) isaspecial application of aworkgroup
configuration. It provides workgroup members with automatic incoming
call distribution. The calls are automatically routed to active agents while
the agents that are logged out are bypassed.

To configure aworkgroup with ACD, follow the instructionsin
configuring a workgroup and select the ACD features in the Answering
page of the Extension Configuration screen.

Configuring Workgroups

A workgroup isagroup of extensionsthat share acommon task or service.
A workgroup isidentified by aworkgroup pilot number. All workgroup
members are associated with this pilot number.

The Wor kgroup page of the Extension Configuration screen contains two
list boxes. The Members extensions list box lists all the members of a
workgroup specified by the workgroup pilot number selected in the
General page. The Not Member group box lists al available extensions
that are not members of this workgroup but may be members of other
workgroups.

If the selected extension is aworkgroup pilot number, the associated

W orkgroup page displaysthelist of members that belong to this
workgroup. An extension can be amember of more than one workgroup to
amaximum of 32 workgroups.
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Configuring Workgroups

Extension Configuration -- 110 [x]

General |W’orkgrnup| Station SDeedI Messaging 1 | Meszaging 2| Callingl Answeringl One Mumber Access'

[Extersion CardId Channel [or PS] - Personal Infomation

100 ] i = First Mame  |Tech Last Mame  |Suppart
1 il 5

102 0 E Password  [wsssos DID Mumber

103 1] 7

104 0 g ™ Enable DisHBy-Hame Service

105 il ]

13? g 1? ~ Email Option

Email Name [e110

™ Retrieve Yoice Mail By Email Client

112 wirtual i -
114 virtual ™ Enable Mai Fonwarding IDeIete Messages After ForwardJ
200 wirtual

20 wirtual Fanward ErmaiSddiess I

202 wirtual

203 wirtual ™| Forvard Email ™| Fonward Waice ki

204 virtual LI

= Fhvsical Lacaticn - Type

£°) Physizal Extension
Cad|D MI £ ittual Extersion

& Wwarkgroup Pilot Mumber
Lhatire! i st

Line Eonfauration

add | Daleta |

Frint Spplita.. | QK I Cancel | Lppl Help

Figure 7-1. Extension Configuration Screen - General page

1. Click onthe Extension Configuration icon in the Quick Access
Toolbar to display the Extension Configuration screen and select the
General page, asshownin Figure 7-1.

— Press the Add button to enter the extension.
— Add New Extension screen is displayed as shown in Figure 7-2.

— Enter anew extension number into the Extension Number box. This
extension will be the workgroup pilot number.

— From the Type box, select Wor kgroup Pilot Number to makethe
new extension the pilot number of the new workgroup.

— Press the OK button.
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Add New Extenszion I

— Extension Mumber———————— — Type
= Physical extenzion

| |808

Fleaze enter a walid 3 digit long
extenzion number

€ irtual extension

& Syfarkgroup Pilot Mumber

— Phuyszical Extenzion License

bd 2 Aillowed IM

Used I— |

Figure7-2. Extension Configuration Screen - Add New Extension Page

2. Gotothe Workgroup page of Extension Configuration to select the
workgroup member extensions.

Figure 7-3illustrates how to add extensionsto aworkgroup or remove
extensions from a workgroup.
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— The Member Extensions box lists all the members of the
workgroup. One or more members of the workgroup can be
removed from theworkgroup by simply selecting the extension and
clicking on the Remove button.

— The Not Member box lists all the available extensionsthat are not
members of thisworkgroup. One or more extensionsin thislist can
be added to thisworkgroup by selecting one or more extensionsand
clicking on the Add button.
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Extension Configuration -- 110 [x]

General Workgroup I Station Speedi Meszaging 1 i Messaging 2' Callingi Answeringi One Mumber Accessl

tember extensions Mot member I Default’ Audio Peripheral Configuratiors

—workgroup Queue Handling

Greeting Phrase 0007 ﬁ
Update Phrase oom j

Updste Prrase [0007 =]

105
<-Add 105

Removes| 112 Updste Phiase  [0007 =]
201
I—_‘_I
202 Last Phrase a0
203 =
204 o
205 Update Interval |30 = Seconds
206 =
on7

Frint Applyta .. I ak, I Cancel I Apply i Help

Figure 7-3. Extension Configuration Screen - Workgroup Page

— Default Audio Peripheral Configuration allows you to use the
default system beginning and update prompts as configured in
Audio Periphera Configuration. Refer to “Additional
Configuration Steps” on page 2-29 for detailed information.

— Workgroup Queue Handling group box allows you to select
different phrases for different workgroups. Y ou can select a
Greeting Phrase, up to three different Update Phrases, a Last
Phrase, and the Update I nterval that allowsyou to specify how often
aphrase will be repeated.

Y ou may use custom phrases that you record or pre-recorded
phrases that are provided. Refer to “ Phrase Management” on page
6-6 for more details.

— Press the Apply button to save the workgroup configuration.
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3. Select the Answering page of Extension Configuration.

Extension Configuration -- 200 [x]

Ganerall W’orkgrnupl Station Speedl Meszaging 1 | Messaging 2| Caling Answering | One Mumber Access'

Romward AllCalls—— - Do Mot Disturt
I= | Erigtle Dot Bisturt
If you are entering an outside number, Erratiing Me et Distrs wil kake callEre e
include trunk access code. [e.g Birsy HEndlifawsitheithinahe the extensiang
~Busy Call Handing————— [~ Mo Answer Call Handling
¥ Enable Busy Call Handing W Enable No Answer Handing
& Forward to Estension © Forward to Estension
408 - 300 E
" Forward to ‘Workaroup Yoice Mail " Forward to %Workgroup Yoice Mail
" Place Caller in Queue @ Forward to Member Yaice Mai
" Forward to Auta Attendant " Forward to Mext Warkgroup Member
Iﬁ £ Forward to Auto Attendant
I 1 VI

— Warkgroup Handling
' Fing First &vailable Member
 Automatic Cal Distibution

Frint Sppleta | ak, I Cancel gl Help |

Figure 7-4. Answering Page - Workgroup Extension

To define how the system will handle anincoming call when the called
workgroup extension is not available to accept the call, select the
appropriate options in the group boxes below:

— Forward All Callsgroup box - select thisoptiontoforward all calls
for the selected extension to another extension, phone number or
pager. Enter the number in the space provided. Thisisthe same Call
Forwarding feature that is also accessible by the user at the user’s
station by dialing #36. It isavailable here on the Answering pageto
allow the system administrator to adjust this feature without having
to go to the user’s station or enter a password.

e Thereisa“1-hop” limit to Call Forwarding. For example,
Extension 101 has calls forwarded to Extension 102. Extension
102 has calls forwarded to Extension 103. A call to Extension
101 will ring Extension 102 and not Extension 103 because of
the 1-hop limit. If Extension 102 does not answer, the call is sent
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Configuring Workgroups

to Extension 101’ s voice mail. Also, forwarding callsto a pager
is possible but not recommended since callers will only hear
what is heard when calling a pager and will not know to enter a
return phone number unless instructed.

— Busy Call Handling

Enable Busy Call Handling - select this option to have the
system handle thecall if al workgroup membersarebusy. If this
option is not selected, the system will not take further action on
the call, if all workgroup members are busy. (The caller would
hear abusy tone.) Options are listed below:

Forward to Extension - select thisoption if calls are to be
forwarded to another extension when all members of the
workgroup are on the phone with another call. Select the
extension number in the drop-down list provided.

Note: Thereisa“1-hop” limit to Call Forwarding. For
example, Extension 101 hascallsforwarded to Extension
102. Extension 102 has calls forwarded to Extension
103. A call to Extension 101 will ring Extension 102 and
not Extension 103 because of the 1-hop limit. If
Extension 102 does not answer, the call is sent to
Extension 101’ s voice mail.

Forward to Workgroup Voice Mail - select thisoption if calls
are to be forwarded to the workgroup voice mail. Be sure to
check the voice mail frequently for messages.

Place Caller in Queue - select thisoption if you do not want the
call forwarded to voice mail or to another extension, but want the
call to wait in queue if all members of the workgroup are busy.

Forward to Auto Attendant - select this option to forward the
call to an auto attendant where the auto attendant may present
additional call routing options to the caller.

— Workgroup Handling group box

Ring First Available Member- rings thefirst available
extension in aworkgroup. For example, if there are three
member extensionsin aworkgroup, the cal is always sent to the
first member configured in the workgroup. If this member is
busy, the call goesto the second member configured and so
forth.
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e Automatic Call Distribution - ringsin around-robin method.
Thismethod sends the call to the next member configured in the
workgroup (regardless of whether the previous member is busy
or not) so that calls are evenly distributed among the workgroup
members.

— No Answer Call Handling

« EnableNoAnswer Handling - select thisoption if you want the
system to handle calls when this workgroup does not answer
within the number of rings specified. Select the Enable No
Answer Handling box, then select one of the options bel ow:

e Forward to Extension - select this option if callsareto be
forwarded to another extension when this workgroup does not
answer within the number of rings specified. Select the
extension number in the drop-down list provided.

Note: Thereisa“1-hop” limit to Call Forwarding. For
example, Extension 101 hascallsforwarded to Extension
102. Extension 102 has calls forwarded to Extension
103. A call to Extension 101 will ring Extension 102 and
not Extension 103 because of the 1-hop limit. If
Extension 102 does not answer, the call is sent to
Extension 101’ s voice mail.

* Forward to Workgroup Voice Mail - select thisoption if calls
are to be forwarded to the workgroup voice mail.

e Forwardto Member VoiceMail - select thisoptionto forward
the call to the voice mail of the member that did not answer the
ring.

e Forward to Next Workgroup Member - select this option to
forward the call to the next member in aworkgroup. If none of
the workgroup members answer the call, the caller will be sent
to the workgroup’ s voice mail.
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e Forward to Auto Attendant - select this option to forward the
call to an auto attendant where the auto attendant may present
additional call routing options to the caller.

4. Configurethe Wrap Up Time on the Workgroup page (Figure 7-5)
for each workgroup member extension.

— Allow Wrap Up Time - isavailable only for physical extensions
that are members of aworkgroup. If thisbox is selected, the system
delays the presentation of the next call in queue by the number of
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seconds configured. For exampleif the number of secondsis set at
30, the system waits 30 seconds after a call has ended before

sending the next call in queue. This delay is configurable on a per
member basis and gives a workgroup member some time to wrap-
up on notes, prepare for the next call, or logout of the workgroup.

Extension Configuration — 100

Figure 7-5.  Workgroup Page for Workgroup Member Extensions
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Configuring Default Beginning and
Update Prompts

To configure system-default queue prompts, follow these steps:

1. Record phrases. The system allowsyou to record custom phrases or use
pre-recorded phrases. Refer to “ Phrase Management” on page 6-6 for
instructions on how to record custom phrases. Also, see “Using Pre-
Recorded Phrases’ on page 6-6 for alist of pre-recorded prompts
available to use. Y ou can skip this step if the appropriate phrases are
dready available.

2. Select the appropriate optionsin the following group boxes shown in
the Audio Peripheral Configuration screen (Figure 2-12 on page 2-30):

* Music/Recorded Announcements

— Play Prompt Before Placing the Caller in Queue - select this
option to play aprompt beforethe caller is placed in the queue.
Enter the phrase number in the field provided. The default, pre-
recorded prompt is 0291. See page 6-6 for the script of this
prompt and other prompts that are available to use.

— Play Update Prompt Every 30 Seconds - select this option to
play a prompt every 30 seconds while the caller isin queue.
Enter the phrase number in the field provided. The default, pre-
recorded prompt is 0291. See page 6-6 for the script of this
prompt and other prompts that are available to use.
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Chapter 8 System Data
and Report Management

System Data Management

The System Data M anagement option in the Services menu allows the
system administrator to backup data onto 1) the system hard disk drive, or
2) anetwork drive so that the data can be restored to the system if
necessary. Y ou can also access this feature by selecting the Altiware OE
Backup and Restor e Utility program from the AltiWare folder accessible
from the Start menu.

Note: ThisoptionisNOT availablefrom theremote AltiAdmin client. It
can only be accessed at the AltiServ system.

[ Altiware System Data Management M B

—Adtion
gy | Attaching to Al Service
i Attached to AUt Senvice
fEEEIE
@
Restore
Schedule
X
"
o &
=9
< @
3 e
i . | - o
QD
Q8
o
=
. . [N
Figure8-1. AltiWare System Data Management screen S a

The AltiWar e System Data M anagement screen (Figure 8-1) allowsyou
to select the type of files you wish to backup, the option of scheduled or
immediate backup, and the option of restoring the backed up files.
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Backing up Files

Immediate Backup

Backup Configuration Ed |

— Components—————————————— Backup To

¥ Configuration Files ISunda}l "'I

W Custom Phrazes

Ic:'\altibackup'\sun

¥ Estension Messages

W Call Detailed Becords

¥ 5P Configuration Files

Cancel |

Figure8-2. Backup Configuration screen
To backup filesimmediately:

1. Select the Backup button to view the Backup Configuration screen
(Figure 8-2).

2. Inthe Components group box, select which files you wish to back up
from the following choices:

— Configuration Files

— Custom Phrases

— Extension Messages

— Cadll Detailed Records

— SP (Service Provider) Configuration Files.
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L

Figure 8-3. Backup To group box

3. IntheBackup To group box (Figure 8-3), scroll to the day of the week
you wish to begin backing up files from OR scroll to ‘ Advanced (for
advanced users).

Note: When*Advanced’ isselected, asmall folder icon appearsinthe
right hand corner of the box. Click on thisfolder to view the
Browsefor Folder screen (Figure 8-4), then select the folder
you wish to backup in the Browse for Folder screen by
clicking on that folder.

Browse for Folder EHE

Select the Destination Fath

D Acrobat3 ;I
-7 alibackup

EH::I Altisery
-1 db
{1 Doc

D Exe

- include

-] log

=1 Phrases

M- sp

-] Template

B ‘webmgmt _I

1077 ImetPuh

]9 I Cancel |

Figure 8-4. Browse for Folder screen

4. Pressthe OK button. The corresponding drive or directory will be
displayed in the directory window for the day of the week selected.
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System Data

Management

Scheduling Backup Files

To backup files according to atimed schedule:

1. Select the Schedule button to view the Backup Schedules screen
(Figure 8-5).

Backup Schedules

~ Day of the Week

v Monday
¥ Tuesday
v \wWednesday
¥ Thursday
¥ Friday

™ Saturday

I Sunday

= en ER
P e P i
F o P i
E Flie ERw,
B v i
R B

ls_::II haur |3T:|| ity

a Ic Y altibackupsmaon

a Ic halibackupitue

a Ic “altibackuphwed

a Ic haltibackupithu

@ Ic haltibackupri

a Ic “altibackuphsat

Backup Selection
¥ Configuration Files
V' Custom Phrases

¥ Estension Messages

¥ Call Detailed Becords

¥ 5P Configuration Files

a Ic “altibackuphsun

Cancel

Figure 8-5. Backup Schedules screen
2. Specify when you wish to backup files:

— Day of the week allows you to select when during the week you
wish to backup files. Y ou can select from one day to al days of the
week.

— Time of the day specifies the hour and minutes when the backup
should start (the timeis displayed as a 24-hour clock).

— Folder, when clicked, displays the Browse for Folder screento
allow you to select the folder where the backed up fileswill reside.

Refer to Figure 8-4 to see the directory structure.
Inthe Browse for Folder screen, select the folder for your backups.

Press the OK button. The selected drive or directory will be displayed
in the directory window for the scheduled day of the week.

5. IntheBackup Selection group box, select which filesyou wish to back
up from the following choices:

— Configuration Files
— Custom Phrases

— Extension Messages
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— Cadll Detailed Records
— SP (Service Provider) Configuration Files
Repeat the last three steps for each day of the week.

Restoring Backed up Files

Restore Confhiguration Ed |

— Components—————————— Resztare Fram

¥ Configuration Files ISunday 'I

¥ Custom Phrases

Ic:\altibackup\sun

W Extersion Meszages

¥ Call Detaied Becords

W 5P Configuration Files

Cancel |

Figure 8-6. Restore Configuration screen
To restore the backed up files:

1

Press the Restor e button to view the Restore Configuration screen
(Figure 8-6).

In the Components group box, select which files you wish to back up
from the following choices:

— Configuration Files

— Custom Phrases

— Extension Messages

— Cadll Detailed Records

— SP (Service Provider) Configuration Files.
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Festare From

Figure 8-7. Restore From group box

3. Inthe Restore From group box (Figure 8-7), scroll to the day of the
week you wish to begin restoring from OR scroll to ‘ Advanced’ (for
advanced users).

Note: When*Advanced’ isselected, asmall folder icon appearsinthe
right hand corner of the box. Click on thisfolder to view the
Browsefor Folder screen (Figure 8-4), then select the folder
you wish to restore from in the Browse for Folder screen by
clicking on that folder.

4. Pressthe OK button to start the restore process.
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Report Menu

AltiServ provides system management reportsthat contain information on
system configuration summary, traffic, systemlog, call detail summary and
IP cumulative traffic statistics.

System Summary

The System Summary report provides summary information on extensions,
trunks, and workgroups configured in the system.

Toview the System Summary report screen (Figure 8-8), select the Report
menu from the Main Menu Bar and then select System Summary from the
drop-down list, or select the System Summary icon from the Quick Access
Toolbar.
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Syztem Summary
— Extension
: amne First Mame E-Mail Hame
1m Flanders Todd ext101 1} 5 ;I
102 Taliver Fion ext102 0 5 =i
103 Simms Beth ext103 1} 7
104 “f'oung Ted ext104 0 3 -
1R Faad ik Sutl N5 n 9
4 | »
Total Mumber of Extensions : 18

Tatal Mumber of Trunks : 32
—workgroup
WiorkGroup  Mame “workgroup Members

fatat]

Total Humber of *workgroups ; 1

Pritat @

Figure8-8. System Summary screen

The summary information on extensions, trunks, and workgroupsare listed
below:

Extension group box - displays the extension number, user’s last
name, user’ sfirst name, e-mail name, card and channel of each
extension number and the total number of extensionsin the system.

Trunk group box - displaysthe trunk access code, card and channel of
each trunk and the total number of trunks in the system.

W orkgroup group box - displays the workgroup humber, name and
workgroup members and the total number of workgroupsin the
system.
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These options are followed by OK and Print buttons. Select OK to close
the screen or select Print to print the information on the screen. (The
system must have accessto alocal or network printer in order to print the

report.)

System Traffic

System Traffic displaysthe number of callstransmitted and received by the
AltiServ system. This traffic report displays a combination of incoming,
outgoing, a station-to-station calls, and messages received by the system
extensions.

To view the System Traffic screen (Figure 8-9), select Report from the
Main Menu Bar, and then select System Tr affic from the drop-down list,
or select the System Traffic icon from the Quick Access Toolbar.

Note: ThisoptionisNOT availablefrom theremote AltiAdmin client. It
can only be accessed at the AltiServ system.
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System Traffic BE
— Spstem Usag

% Today 1 Last7Days

Date/Time Call Atternpt Internal Call OutCall InCall
12:00 Abd
1:00 AM

2:004M
2:004M
4:00 4K
G:00AM
6:00 AM

coocoooo
cooooo
coocoooo
coooo

— Trunk Uzage
& Today 00 [Lash 7 Days

Chaninel OutCall Lenagth InCall Length

 Messzaging Usage

E stension M M Saved Mag Frivats Mg Reminder T

100 a0 a0 a -
101 1] 1] 1] 1] 1]

102 1] 1] 1] 1] 1]

103 a a a a a

104 1] 1] 1] 1] 1]

105 1] 1] 1] 1] 1] =l

siop | P | @

Figure8-9. System Traffic Screen

The windowsin the System Traffic screen show the following:

System Usage - this group box displays system usage information in
terms of attempted calls, internal calls, outgoing calls and incoming
calls. Select one of the two viewing options: Today or the Last 7
Days. The following information is displayed.

— Date/Time - displays the date and time of calls. If viewing the last
7 days of traffic, the date would be displayed. If you are viewing
today’ straffic statistics, the time would be displayed.

— Call Attempt - displaysthe number of attempted calls per hour (for
today), or per day (for the last 7 days).

— Internal call - displays the number of internal extension-to-
extension calls per hour (for today), or per day (for the last 7 days).

— Out Call - displays the number of outgoing calls per hour (for
today), or per day (for the last 7 days).
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At the bottom of the screen, select OK to close the screen or Print to print
the information on the screen. (The system must be networked to aprinter
in order to print the report.)

System Log

Report Menu

— In Call - displays the number of incoming calls per hour (for
today), or per day (for the last 7 days).

Trunk Usage - this group box displays usage information for each
trunk card and channel. Select one of thetwo viewing options: Today
or the Last 7 Days. The following information is displayed:

— Card - displaysthe trunk card number.

— Channd - displaysthe trunk channel (port) number.

— Out Call - displays the number of outgoing calls.

— Length - displaysthetotal length (in minutes) of outgoing calls.
— In Call - displays the number of incoming calls.

— Length - displaysthetotal length (in minutes) of incoming calls.

M essaging Usage - this group box displays usage information on
messaging for each extension. Select one of the two viewing options:
Today or the Last 7 Days. The following information is displayed:

— Extension - displays the extension number that messages are being
collected for.

— New M essages - displays the number of new messages received.
— Saved M essages - displays the number of saved messages.

— Private M essages - displays the number of private messages
recorded for delivery.

— Reminder M essages - displays the number of reminder messages
recorded for delivery.

— Total Size KB - displaysthe total size of messagesin kil obytes.
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The System L og screen displaysinformation on system maintenance. This
screenisdesigned for use by system engineersand certified personnel only.

To view the System Log, select the Report menu from the Main Menu bar,
and then select System L og from the drop-down list, or select the System
L ogiconfromthe Quick Access Toolbar. Y ou can also view the system log
by running the L ogViewer.exe program in the \altiser v\exe folder.
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System Log
- Summar
5 4 WedJan 07 00:64:281938 20010003 LNUTILCPP 2352 ﬂ
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5 8 WiedJan 81938 20010008 LNUTILCPP 2352
5 4 ‘wedJan 07 00:54:281938 20010008 LNUTIL.CPP 2352
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4 »

Cammen
’7 Informational Response Ol 7 received by Slat 5 line 4 in State 0x2d from (scanner) ‘

- Additional Info

0000 000z 0004 0008 0003 0004 000C 000E

1] I Clear System Log Display drchived Log

Figure8-10. SystemLog Report
The System Log fields are listed below:

Summary - thisgroup box displaysthe card number, channel number,
time, code, file name and line information.

Comment - when alineis selected in the Summary display group
box, this box contains comments for engineers and certified technical
personnel for diagnostic purposes.

Additional Information - thisbox containstechnical references for
engineers and certified technical personnel.

At the bottom of the screen are three decision button options:
— OK - select this button to close the System Log screen

— Clear System L og - select this button if you want to clear the
System L og (both screen and database fil€) of previously collected

information.

— Display Archived L og - select thisbutton if you want to display the
archived System Log. Whenthecurrent logisfull, all log entriesare
moved to the archive log.
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Call Detail Summary

System administrators can either select Call Detail Summary from the
Report menu, or select Call Detail Summary from the Quick Access
Toolbar to get to the CDR summary screen (Figure 8-11).

Note:

Report Menu

This option is available only on the AltiServ system. This

functionality is NOT available when you are running AltiAdmin

from aremote client system.

Call Detail Summary
Date
’7  Today  Last 7 Days & Last 30 Days Al |
—Type Account Code
& Cal ' Messaging (o @ A
-~ Caller Callee
O Ext 100 -  Ext 100 -
 Port IDDDD 'l  Part IDDDD 'l
o Eallerldl IV EsactMatch | ¢ Calles|d I IV Exact Match
5 Al &l
Sort by
’7 & Caller ' Calles  Date " Duration |

— Call Accounting Detailed Repart

Fram To Diuration

D ate

Search Clear |

Frint Save to File |

— Call Accounting Summarny Fepart

Caller Ext  Last Mame First Mame Total # of Call Tatal Call Duration

103 Simms Beth 0 00:00:00 ;I

104 Young Ted 32 001206 |

105 Reed At 73 0:06:12 -

11 Beed Mo 1 nn-m-45

! ] Ll_l
Frint Last Month Report ak. |
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Figure8-11. Call Detail Summary Report Screen

This screen contains three sections: search criteria group boxes (Date,
Type, Account Code, Caller, Callee, Sort by), the Call Accounting Detailed
Report and the Call Accounting Summary Report.
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The fields and options are listed bel ow:

Date group box - alows the user to select the time frame of the call
detail data search. Options are listed below:

— Today - select thisoption if the call detail data search isfor today
only.

— Last 7 days - select this option if the call detail data searchisfor
the last 7 days.

— Last 30 days - select thisoption if the call detail data search is for
the last 30 days.

— All - select thisoptionif the call detail datasearchisfor all archived
information.

Type group box- select the type of call datato be displayed or printed.
The options are listed below:

— Call - select thisoptionif the call detail data search isfor incoming,
outgoing, and internal calls.

— Messaging - select thisoption if the call detail data search isfor
messaging activity.

Account Code group box - select thisoption if the call detail data
search isfor a specific account code. Enter the account code (up to
eight (8) digits) inthefield provided, or select “All” for asearch on all
the account codes.

Caller group box - select this option to search for call detail data
records for the specified caller. The options are listed below:

— Extension - select this option to search for all calls made by an
extension user. Enter the extension number in the space provided.

— Port - select thisoption to search for all calls made from aspecified
port number (trunk or extension). Enter the port number in the space
provided (i.e. 0201 for board I.D. 2, channel 1).

— Caller ID - sdlect this option to search for all calls made from a
specific phone number. Enter the number in the field provided. If
searching for all calls made to a particular area code, enter just the
area code number (i.e. 510) in thisfield.

— Exact Match - select thisbox if the system isto search for the exact
number entered in the Caller ID field. This box is selected by
default. If this box is not selected, the system will search for all
numbers that contain the number in the Caller ID field.
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— All - select thisoption if the systemisto search for al | outgoing calls
made in the time frame selected in the Date group box.

Calleegroup box - select the call detail recordsfor the callee. Options
arelisted below:

— Extension - select this option to search for all calls madeto an
extension user. Enter the extension number in the space provided.

— Port - select this option to search for all calls made to a specified
port number (trunk or extension). Enter the port number in the space
provided (i.e. 0201 for board I.D. 2, channel 1).

— Callee I D - select this option to search for all calls madeto a
specific phone number. Enter the number in the field provided. If
searching for all calls made to a particular area code, enter just the
area code number (i.e. 510) in thisfield.

— Exact Match - select thisbox if the system isto search for the exact
number entered in the Caller ID field. This box is selected by
default. If this box is not selected, the system will search for all
numbers that contain the number in the Caller ID field.

— All - select this option if the system isto search for al incoming
calls made in the time frame selected in the Date group box.

Sort by group box- allows the user to sel ect the way the system sorts
theinformation in the Call Accounting Detailed Report. Select one of
the four options listed below:

— Caller - sorts report by caller.

— Callee - sorts report by callee.

— Date - sortsreport by date.

— Duration - sorts report by length of call.

Call Accounting Detailed Report group box - theresult of the search
request is displayed in this group box. If the criteria specified in the
search request is very general, it may take along time to run areport.

— Search - select this button to start the search according to the
criteria set above the report.

— Clear - sdlect thisbutton to clear the report and begin anew search.

— Print - select this button to print the Call Accounting Detailed
Report.
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Report Menu

— Saveto File - select this button to save the Call Accounting
Detailed Report as atext file. Thisfile can then be opened in
another application such as Microsoft Excel for further analysis.

e Call Accounting Summary Report group box- the summary of all
call datais displayed in this group box. This report is automatically
generated when the Call Detail Summary screen is opened and can be
printed by selecting one of the button options at the bottom of the
screen. Those options are:

— Print This M onth Report - select this button to print the current
month’s collected data

— Print Last Month Report - select this button to print last month’s
collected data.

— STOPJ/OK - select this button to stop the system from running the
report. If the summary dataislarge, it may take along time to run
the report. Once the report is finished running, the button changes
to OK. Press OK to close the screen.

Call Detail Reporting I ssues

The following conditions may be encountered when backing up CDR files.

Backup CDR FilelsToo Large

If abacked up CDR fileis exceeds 20MB, when Alti Serv reboots, it will
automatically copy the database to \altiservidb\cdr backup and create a
new backup file.

Note: Inorder to prevent corruption of any database files, if the AltiGen
M essaging Service COM Server isrunning at midnight, AltiServ
will automatically back up the CDR database, as well as the
Extension, Trunk and Auto Attendant settings to
\altiserv\db\backup01, \altiser v\db\backup02 or
\altiserv\backup03.

Backup CDR File Becomes Corrupted

If abacked up CDR file becomes corrupted, replace the corrupted file with
the latest file copy in the same directory (\altiserv\db\cdrbackup). If
AltiServ cannot find arecent file to copy over, or al other files are
corrupted as well, you must create a new database.
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SM DR Disclaimer:
Although AltiServ provides call detail data, AltiGen Communications
cannot be responsible for the accuracy of the call detail data and/or third

party reports.

AltiWare | P Cumulative Traffic Statistics

To view areport of all cumulative IPtraffic, click on AltiWare | P Traffic
Statisticsfrom the Reports menu. The AltiWare | P Cumulative Traffic
Statistics screen displays the following | P trunk traffic information for all
calls:

e Internet Address - displaysthe IP address or fully qualified DNS
name of the remote location.

e Packets Sent - displays the number of voice packets sent to other
AltiServ systems over the public or private | P network

e PacketsReceived - displaysthe number of voicepacketsreceived from
other AltiServ systems over the public or private | P network

* Bytes Sent - displaysthetotal size (in bytes) of all voice packets sent
to other AltiServ systems over the public or private |P network

* BytesReceived - displaysthetota size (in bytes) of all voice packets
received from other AltiServ systems over the public or private |P
network.

e PacketsL ost - displaysthe number of voice packetsthat have been lost
due to prolonged delays, network congestion or routing failure.

* Average Jitter - displaysthe average length of delay per voice packet
in milliseconds. Thisfigure should stay under 100 milliseconds. A
higher figureindicatesalonger average delay. This number can be used
to measure the quality of service on the network that connects the
source and destination sites.
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The difference between the IP Trunk Current Traffic Statistics screen
andthe AltiWare | P Cumulative Traffic Statistics screen (referred toin
Chapter 3 of the Getting Sarted Manual) isthat one showsfiguresonly for
theactivecall (Current Traffic) on aparticular IPtrunk of thelocal AltiServ
system while the other screen shows figures for all calls combined
(Cumulative Traffic) to and from remote AltiServ locations.

Altiware IP Cumulative Traffic Statistics

Stalistic Last Reset:  30/10/38 17:11:06

Internet Address Packets Sent | Packets Re... | Bytes Sent Bytes Recei... | Packets Lost Avg. Jitter
NewYork. AltiGen.com o o o o o
206.111.153.215 0 0 0 o o 1]
Japan.AltiGen.com 0 0 0 (1] (1] (1]

R Reset | Help

Figure8-12. AltiWare IP Cumulative Traffic Statistics screen

Resetting Cumulative Statistics

You canreset the AltiWare | P Cumulative Traffic Statisticsby clicking
on the Reset button. Also, this screen automatically resets al fieldsto O
when the AltiServ system is shut down and restarted.

Note: Statistics gathered previousto resetting are not saved.
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Chapter 9 Data and
Internet Integration

This chapter describes how to integrate Alti Serv with the Internet and data
communications. It will cover the following areas:

e E-mail

e Mail Forwarding

« Exchange Integration

e AltiReach Call Management
e Microsoft NetMeeting

e TAPI Applications

Network Protocol and Addressing

The AltiServ system integrates telephony functions with the LAN and
Internet to provide a state-of-the art communication facility with loca and
remote access to E-mail Mixed-M edia messaging and AltiReach.

Before you begin, you should get familiar with the following LAN and
Internet protocol and addressing information.

Network

A network is adistributed interconnection of multiple voice and data
communication devices utilizing network protocol software to
communicate with each other and exchange information.

Protocol

A protocol isaset of rulesand conventions by which telephone equipment
and computers pass messages across a network. Networking software
generally implements multiple levels of protocols in the process of
interconnecting two or more devices on the network and enabling them to
exchange information.
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Transport Protocols

Among thevarioustransport protocolsavailable, AltiServ usesthe TCP/IP
transport protocol.

TCP/IP - Transmission Control Protocol/Internet Protocol (TCP/IP) isthe
protocol used by the Internet, and increasingly for Internet applications.

The collection of actual protocol layers used to establish a connection
across the network and that allows dissimilar network devices to exchange
information is called a protocol stack.

SMTP/POP3

SMTP - Simple Mail Transfer Protocol. As seen by the client side of the
network, isan Internet E-mail sending protocol software format.

POP3 - Post Office Protocol Version 3. As seen by the client side of the
network, POP3 is an Internet E-mail retrieving protocol software format
that allows users to retrieve mail from its stored | ocation.

IMAPA4 - Internet Message Protocol Version 4. An enhanced version of
POP3 that, among other things, allows the user to view message headers of
each message before retrieving the complete message.

Networ k Address

A network addressis an identifier for anode, station, or unit of equipment
in anetwork. There are many methods of accessing the network, such as E-
mail or Hyper Text Transport Protocol (HTTP), etc.

AltiServ uses the E-mail client/server access method.

A sample E-mail client/server network address might look something like
the following example:
jsmith@earth.science.berkeley.edu

Thisaddresstellstherouters and the Internet Service Provider (ISP) where
to deliver thismessage. Thisis an extended address. The addressis read
from the right to the | eft:

edu = first level domain

berkeley = second level domain

science = third level domain

earth = fourth level domain

@=a

jsmith = user name
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Or it might be as simple (and short) as:
altigen.com
com = first level domain name
altigen = second level domain name

L ocal Address

When you are sending messages among usersin aLAN, the local address
isused in place of the extended network address. Local addressing is used
in a peripheral node or station and is transformed to or from an extended
addressfor delivery purposes. Very oftenwithinaL AN, only the user name
isused, such asjsmith in the example above, to send messages or
information.

Mixed-M edia M essaging

M essaging includes many options other than just text. Messages might
include all of the following types of information or any combination
thereof:

e Text - (includes word processing files, spreadsheets, database listing)

* Voice
* Fax
* Video

If you include more than one attachment or media type in your e-mail
messages (such as graphics, video or sound), you must employ a method
called MIME (Multipurpose Internet/Mail Extensions). MIME isa
technique designed to bundle attachments within individual e-mail
messages.

When a M| ME file with attachments arrives at your workstation,
additional processing begins immediately. As the various attachments
arrive, the client or browser identifies these attachments by file type or by
description information in the attachment tag (as specified by the MIME
format). After the client or browser identifies afile, it can handle the file
playback or display. Sometimes the client or browser itself handles
playback or display (including .GIF and .JPEG files).

AltiWare OE System Administration Manual  9-3
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Setting Up E-mail Service

However, when other kinds of files show up and need special handling
capabilities (beyond the scope of most client/browsers), the client hands off
the files to other applications for playback or display. These Helper
Applications have the built-in intelligence to handle the formats and
processing hecessary to present the contents of specialized files on demand.

AltiWare provides users with the ability to record a voice annotation and
attach it to an E-mail Mixed-MediaMessage. This voice recording must be
done before the user sends the e-mail in order to send the voice annotation
as an attachment to the e-mail. After the voice recording is complete, the
user can send the e-mail. AltiWare then combines the voice message and
the email into asingle MIME message and sends it to the recipient.

The ability to send and receive MIME messages isincluded as part of
AltiWare E-mail capabilities.

Setting Up E-mail Service

There are some basi ¢ requirements that must be met in order to access
Mixed-Media Messaging using e-mail over the AltiServ system.

Before Y ou Begin

To set up AltiReach and E-mail for the AltiServ system, you need to have
the following installed on the AltiServ:

* Windows NT network interface card installed and Windows NT
network capability enabled

* Network TCP/IPinstalled and configured
* Internet connection
¢ Multi-media stations/PCs as clients

Setting Up LAN and I nternet E-mail on the Server
To set up the server side of the network, follow the steps below:

Step 1: Selecting Your ISP and IP Addresses
Y ou will need to obtain the following to setup Internet E-mail:
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1. SelectyourInternet ServiceProvider (I SP). Thereare numerous|SPs
to choose from. There is a fee associated with these services. Please
contact an | SP that serves your areafor details.

2. Fromyour ISP:

— Obtain Domain Name Server (DNS) Address. AltiServ address
should be added to the DN S database by your | SP.

— Select and give your ISP a unique Domain Name - each domain
must have a unique name associated with it, such asthe addressfor
AltiGen, which is “altigen.com”.

— ObtainaBlock of P Addresses - and assign aunique | P addressto
each client on the LAN.

— Obtain the Subnet M ask - you will need to enter this address |later
in the TCP/IP configuration for both the server and client stations.

Step 2: Setup the Router

Install the router onthe LAN. Therouter isthe gateway to another LAN or
to the Internet.

1. Specify arouter that ison the same LAN asthe Alti Serv server, such as
ISDN or T1.

2. Assign an IP address (one of the block of | P addresses obtained from
the ISP). This becomes the gateway router address.

Step 3: Configure TCP/IP Properties
Configure the TCP/IP protocol parameters.
1. Select the TCP/IP Protocol from the Installed Network Software.

Open the Contr ol Panel and select the Network icon. Thiswill display
the Network Setting screen, asillustrated in Figure 9-1. On the
Protocols tab, double click on TCP/IP Protocol from the drop-down
list box.
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Network

Figure 9-1. Network Setting Window
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2. Display the TCP/IP Properties screen to define TCP/IP parameters.

By double-clicking onthe T CP/I P Protocol selection, you will display
the screen shown in Figure 9-2, where you configure the IP Address,
Subnet Mask, and Default Gateway (router).

Microzoft TCP/IP Properties K E3 |

IF Address | DMS | WINS Address | DHCP Relay | Routing |

An IP address can be automatically azzigned to this network card
by a DHCP zerver. [f wour network, does not hawve a DHCF zerver,
ask pour network, administrator for an addrezz, and then tepe it in
the zpace below.

Adapter:
|[1] ACom Etherlink 11l PCI Bus-k aster Adapter [3C590] ;I

£ Obtain an IP address from a DHCP server

— & Specify an IP address

IF Address: | 205 . 2. 2 . 54

Subnet Mask: | 255 . 255 . 285. O

Defaultgateway:| 205221 . 2 .1

Advanced. .. I
Ok I Cancel | Apply |

Figure9-2. TCP/IP Configuration

e | P address - enter the assigned | P address (from the block of IP
addresses obtained from your | SP) to the AltiServ.

e Subnet Mask - enter the Subnet Mask obtained from your | SP.
« Default Gateway - enter the E-mail Gateway (the router address).
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Setting Up E-mail Service

3. Domain Name System - select the DNStab at the top of the TCP/IP
Properties screen, as shown in Figure 9-3. Y ou must configure the
DNStab if you want to exchange e-mail through the Inter net.
Configure the following:

— Host Name - enter the name of the server (example: melody)
— Domain - enter the domain name (example: atigen.com)

— DNS Service Sear ch Order - enter the | Paddress of either your
own or your |SP’s Domain Name Server.

— Select the OK button.

Microzoft TCP/IP Properties

IP &ddress DNS | wiINS Address | DHCP Relay | Routing |

Domain Mame Spztem [DM5]

Host Hame: Domain:
I Ialtigen. com
—DMS Service Search Order

(s
[l |
|

Add. Edit... Remove

— Domain Suffis Search Order

Ok I Cancel I Al

Figure 9-3. DNS Configuration Screen

4. Refer to Microsoft Windows NT configuration documentation to
complete the TCP/IP network setup.
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Step 4: Notify Your 1SP of the Following:

1. Your AltiServ Host Name (host name of the server or server name) -
your AltiServ isthe server that actually receives the mail or messages.
For example, AltiGen has named its server “global_cti”. Thistellsthe
DNSto route all mail or messages for altigen.com to the global_cti
server.

2. Your AltiServ’'s|P address - e.g. 200.133.204.2

Step 5: Configure E-mail in AltiWare Administrator
To configure the AltiServ for E-mail service:

1. Configurethe E-Mail M essaging Options section on the M essaging
page of System Configuration. Refer to Figure 9-4.

— Select the Enable SM T P/POP3 Service box to enable E-mail and
Mixed-Media Messaging on the AltiServ system.

— Select the Allow Inbound Internet Mail box if AltiServistheonly
mail server running on the system. If you are running another
SMTP server on the same system (such as Exchange) and you do
not want AltiServ to receive inbound Internet mail, you should
leave this box unchecked.
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System Configuration [ %]

General I Number Plan I Busines Speed| I System Speed || I System Speed [ | Call Restriction I

Estemal Application Link | Area Codes 1 | Area Codes 2

Operator | Call Accounting

— Message Matification

arimum Retry Count |3 :II Retry Interval in Minutes |5 :ll

~ Message Management Option:

¥ Confirm Message Deletion ¥ ‘'wamn Expiration of 5aved Messages

— Recording Option:
tinimum R ecording IU jsec[s] ¥ Pause Detect Length |5 ::IIWUms

i~ E-Mail Messaging Option:
™ Enable SMTP/POP3 Service I | Sllewl v [termet b

™ Enable Mail Forwarding for &1 Extensions

estination Fanaard Senendddiess I

™ Synchronize Wwith Exchange Server

Exchangs Senver Sddiess I

0K I Cancel | Aipply Help

Figure 9-4. System Configuration Screen - Messaging Page

2. Assign aunique E-mail Nameto extension users on the Gener al page
of Extension Configuration.

First, select the extension number (or select Add Extension and then
enter the extension number in the field provided if thisis a new
extension). Then enter the E-mail nameinthe E-mail Name data entry
field. Refer to Figure 5-1, “Extension Configuration Screen - General
Page,” on page 5-2.

3. Allocate the system storage capacity for each user on the M essaging 1
page of Extension Configuration.

Each user’ s needs may be different. The default is50 MB of storage,
which on the average, will give each user room for 100 messages. Refer
to “ Setting up Station Messaging” on page 5-12 for more details.
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Setting Up LAN and Internet E-mail on the Client

To set up the client side of the LAN:
1. Configurethefollowing client TCP/I P Properties (see Figure 9-2 on
page 9-7):
— |IP Address
— Subnet Mask
— Default Gateway

2. Onthe DNStab of TCP/IP Properties, enter the following (see
Figure 9-3 on page 9-8):

— Host Name
— Domain
— DNS Service Search Order

3. Configure the following mail server parameters of the E-mail client
application:

— Enter theMail Server (POP3) User Name. (Thisisthe samename
entered as the E-mail name on the AltiServ Gener al page of
Extension Configuration).

— Enter the Incoming M ail (POP3) Server address.
— Enter the Outgoing Mail (SMTP) Server address.
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Appearancel Composiion  Servers | Identit_l,.ll Drganizationl
~ Mail
DOutgoing tail [SMTP) Server:

Incoming Mail [FOFP3) Server |2UD.1 aazez
POP3 User Mame: Iismith
M ail Directony: I D:MProgram FileshMNetzcapetM avigatorProgram

M asimum Meszage Size: * None " Size: I KB

Messages are copied fram the semver to the local disk, ther:
' Removed from the server € Left an the server

Check for Mail: & Eveny |1 i minutes " Never

—Mew

Mews [MMTP) Server: Inews

Mews BC Directony: ID \Program Files\Hetzcape’N avigatorhProgram'inewes

Get: |1UU Meszages at a Time [Max 3500)

0k, I Cancel Help

Figure9-5. Netscape Mail Server Setup

4. Set up helper applications and general preferencesfor the E-mail client
application (i.e. associates the WAV files with sound recorder
application).

LAN and Internet E-mail setup is complete.
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Setting Up Exchange I ntegration

Follow the steps below to set up Exchange Integration. Please note that
these steps should be followed in the order given to ensure proper setup and
functionality.

On the AltiServ System,

1. Install Exchange 5.x client software (that ships with the Exchange
Server software) on the AltiServ system. If your Exchange Server did
not ship with a separate client disc, and you use Outlook 98 as your
client, you should install Outlook 98 with Corporate/Workgroup
option. (To determine your install ation type, on the Help menu, click
About Microsoft Outlook.) Verify that you can access the Exchange
server from the client software (Exchange client or Outlook).

2. Ensure that the user account which AltiGen services run as
(<domainname>\AL TIGEN_<ser ver name> by default) has
Exchange administrator privileges:

a. Firgt, find the user account that the AltiGen Exchange Integration
Service runs as. Go to Contr ol Panel, and click on Ser vices. Select
AltiGen Exchangelntegration ServiceCOM Server andclick on
Startup. Make a note of the user name that appearsin the This
Account field.

b. Launch the Exchange Administrator software and select the
Organization container (thetop-most entry in the hierarchy). From
the File menu, choose Properties. Click on the Per missions tab.
Add an entry with the Admin privilege for the account name you
made a note of in the previous step. Click OK.

c. Repeat step (b) for the Site container and the Configuration
container.

3. For each extension you want to synchronize with a corresponding
Exchange mailbox, ensure that the First Name and L ast Name fields
of the extension match the first name and last names entered for the
corresponding mailbox in the Exchange server. For example, if the
user’s Exchange mailbox nameis*“ John Doe”, you would enter “ John”
in the First Namefield and “Dog€” in the Last Namefield in the
Extension Configuration screen for that user.
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4. Now, we are ready to enable the Exchange Integration service. From
the System Configuration screen, select the M essaging page. Select
the Synchronize With Exchange Server option by clicking on it and
inthe Exchange Server Addressfield, enter the name of the Exchange
server machine (e.g. “EXCHANGE"). Click OK.

Note: Do NOT select EnableMail Forwarding for All Extensions

on the M essaging page of System Configur ation. Exchange
Integration automatically forwards messages and selecting the
Enable Mail Forwarding for All Extensions option will
duplicate the mail forwarding process.

Exchange Integration setup is complete.

Note:

Please take note of the following:

Exchange integration will not work properly if a user has enabled
any rules as part of the Inbox Assistant that will act on voice mail
messages delivered to the Inbox. In other words, users should not
set up any rulesin the Inbox Assistant that will act on incoming
voice mail messages. Messages should remain in the Inbox after
they are delivered to the Exchange server.

Also, ExchangeintegrationisNOT necessary to use Mixed-M edia
M essaging. Please see “ AltiMail Mixed-Media Messaging” on
page A-37 for more information on Mixed-Media M essaging.

The Exchange I ntegration service synchronizesthe messageson the
Exchange server with those on the AltiServ system by polling the
two servers periodically. This polling interva can be adjusted by
creating aDWORD vaue caled Polling I nterval under the key
HKEY_LOCAL_MACHINE\SOFTWARE\AItiGen
Communications, Inc\AltiWar e\ Exchintg. ThisDWORD value
should contain the number of milliseconds between polling. If this
valueis not present in the registry, a default value of 60000 (1
minute) isused by the system. For performancereasons, you should
not set this value to below 60000.

When you turn Exchange Integration ON for the first time, it will
take asignificant amount of time to get mailboxes on both systems
in synch. Theamount of timetaken for synchronization dependson
the number of messages on Exchange aswell ason AltiServ. Itis
recommended that you enable Exchange Integration (the initial
synchronization) during off-hour s (evenings or weekends) to give
the systems plenty of time to get mailboxesin synch. Also, when
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you turn thisfeature on, all existing messages on AltiServ will be
exported to the Exchange server and the time stamp on those
messages will bethe system time at thetime of synchronization and
not the actual time at which messages were received by AltiServ.

Setting Up AltiReach Call Management

AltiServ provides remote and desktop call management to users utilizing
the Intranet or Internet via a standard Web browser. This givesthe user an
extended reach beyond the capabilities of atelephone system. Thisis
possible through the AltiReach Call Management system.

Setting up Internet I nformation Server (115) 2.0&
3.0

To access AltiReach Call Management, you must create a home directory
that maps to the appropriate AltiReach directory.
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1. Tocreate adirectory on the Internet Information Server, access the

Internet Service M anager screen and double-click on
WWW (Running), as shown in Figure 9-6.

Microsoft Internet Service Manager
Properies  Miew Tools Help

0] ]

28| ] [E[E[E =

progressian ﬂ
.8 FTP (Running)
B Gopher (Running)
B 23"\ (Funning)
[
|Fieady 11 Server(s) |3 Service(s) Running i

Figure 9-6. Internet Service Manager screen

9-16 AltiWare OE System Administration Manua




Setting Up AltiReach Call M anagement

2. Theeasiest way to set up the server isto set up the
c:\altiser viwebmgmt directory asthe Home Directory, shown in the
Directory Properties screen in Figure 9-7. Also, make sure that both
Read and Execute are selected in the Access group box.

Directory Properties

Directon: |c:\alti$erv\webmgmﬂ Browse... |

" Home Directony ﬁ

— " Wirtual Directary

iy I

= Account | nfarmation

eeniame: I

Ix:cxxxxxxxx

Bagsword:

T Wirtual Server

wirtirall Semen Feddress: |

—Access
W Bead W Execute
™ | Bequie secure SE51L charmel (Nt nstalled)
I | Eratile Elient Certifizates 7| Bequire Elient Certificates

] I Cancel Help

Figure 9-7. Directory Properties screen
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Setting up Internet Information Server (11S) 4.0
After installing 1S 4.0,

1. Open Internet Service Manager from Start>Programs>Windows
NT 4.0 Option Pack>Microsoft |1 S.

','m Microzoft Management Console - [iis - Console Root\Internet Information Server\” tweetph. ..

T8 Consle Windw Hep .
OFE 0B

“'Act\on‘\u"iew H Hg| L | |’@'.§®

| GH

D Conzole Foot Mame | F':a_t_h
=3 Intemet Information Server BISSAMPLES CiilnetPubhissamples
= * bweety @ 1ISADMIN Lo INM TAS petem32%netsrsizadmin
i) Defauit FTP Site - Tnesty & scrPTs CahInetPubbscripts
Elé Default \web Site -~ AliReach @ IISHELF C:AWINMTSHelp
B I13SAMPLES T CAWINNT System32instsryisadmpid
- gsc';?;q_lg Ei mzadc C:\Program Files\Common Fileshsystemmzade
ISHELP @ nao3 C:hno3stage
) ISADMPWD [ sltireach
. mzadc a egi-shi
: % o [Dimages
- altireach Diava
0 egivshl
- images
- java
-] Microsoft Transaction Server 4 | |

Al

|Done

Figure 9-8. Microsoft Internet Service Manager screen

2. Click onthe Default Web Site folder, as shown in Figure 9-8 on
page 9-18, and right-mouse click to open Properties.

9-18 AltiWare OE System Administration Manual



Setting Up AltiReach Call M anagement

Default Web Site - AliBeach Properties E
Documents I Directory Security I HTTF Headers I Cugtom Errors I
"web Site | Operators I Perfarmarce I 154F Filters I Home Directory

—wieh Site | dentification

Dezcription: IDefauIt wieh Site

IP Address: |‘|DD.‘IEID.1DD.1DEI j Advanced... |
TCP Part: IE“:' GGl Bt I

— Connections
=" Unlimited

€ Limited To: I'I,DDD conhestions
Connection Timeout: IBUU seconds

—v Enable Logging

Active log format;

IMicrusuft 115 Log File Farmat j Properties... |

Ok I Carncel Apply | Help

Figure9-9. Web Stetab

3. Click onthe Web Site tab and enter the |P Address (e.g.
100.100.100.100) of the AltiServ, as shown in Figure 9-9.

4. Click Apply at the bottom of the screen.

Click on the Home Directory tab, as shown in Figure 9-10. In the
L ocal Path field, enter c:\altiserviwebmgmt (where c:\ isthe local

drive where AltiWare OE isinstalled).
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Default Web Site -- AltiReach Properties HE
Documents I Directony Security I HTTF Headers I Custom Emars I
“web Site I Operatars I Performance I 154 Filkers Home Directany

Wwhen connecting bo this resource, the content should come fram:

& A directory located on this computer

4 share located on another computer
A redirection b a URL

Local Path: |C:\altiserv'~.webmgmt'~. Browse... I

Access Permiszsions  Content Control Content Control
v Bead W Log access ¥ Index this directary
v wirite ¥ Directony browsing alowed [T FrontPaos wWieb

—Application Settings

Mame: IDefauIt Application Remaove |
Starting Point; <Default ‘web Site -- AliFeach: . .
Canfiguration. .. |

™ Run in separate memorny space [izolated process)

Permizsions: Unload |

= Mane
= Script
% Egecute [including script)

ok, I Cancel Ay Help

Figure 9-10. Home Directory tab

6. Under Access Permissions, select Read and under Content Control,
select Directory Browsing Allowed.

7. Inthe Application Settings groupbox, select Execute under
Permissions.

8. Click OK at the bottom of the screen.

11S 4.0 configuration is compl ete.

Accessing AltiReach

For instructions on how to access AltiReach and descriptions of all the
functionswithin AltiReach, pleaserefer to the section titled “ AltiReach” on
page A-40.
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Using Microsoft NetMeeting

NetM eeting issupported only when used with an Internet Phone Jack.

This section containsinstructions on how to configure and use Microsoft’s
NetMeeting client application to make and receive the following types of
calls:

* PC to Phone
* Phoneto PC

AltiServ acts as the H.323 gateway which is required to make these types
of calls. PC to PC calls are the most common types of calls made using
NetMeeting. It does not require an H.323 gateway.

Before You Begin

Please note the following:

e Using NetMeeting requires amultimedia PC with speakersand a
microphone.

 DTMF digits cannot be generated using NetMeeting. Once you are
connected, you will not be ableto enter any additional digits. Therefore,
you cannot perform tasks that require DTMF tone generation such as
interfacing with voice mail or the Auto Attendant.

e NetMeeting is supported only when used with an Internet Phone Jack.
For better voice quality, using ahandset connected to an Internet Phone
Jack isrecommended. This gives you the option of using your phone
aswell asyour PC to speak with the other party. Sincethe voice quality
of computer speakers and microphones are not as good as the
telephone, thisis a valuable option to have.

How to Access NetM eeting

NetMeeting isincluded in Windows 98 and i s al so accessi ble viadownl oad
from Microsoft’s Web site at http://www.microsoft.com.
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#¥¢ Microsoft NetMeeting - No Connections
Call Edit Wiew Go Tools SpeedDial Help

J © X g 9

Call e e Stop Riefresh Delaie SpeedDial  Send Mai
i
jwdor g IR )
SpeedDial «
Mame | Status
Bl stationZ? Y Mot hvailable
i} viz-main ’? Mot suwvailable

|Notmacall ‘Notlogged ot =

Figurel-11. Microsoft NetMeeting main window

Follow instructions provided by Microsoft to install and configure
NetM eeting.

Configuring NetMeeting to Work With AltiServ

Once NetMeeting isinstalled, follow the steps below to configure the
H.323 Gateway:
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1. Open NetMeseting
2. Select Options from the T ools menu.

#% Microsoft NetMeeting - No Connections

Call Edit WView Go [UNIEE SpeedDial Help
Switch Audio and Video ) =
Call Hati Uy Video P bdDial  Send Mail
Audio ¥ ﬁ Shate Application 3 j
Htart Collaborating

Chat Ctel+T

o Mz Whitehnard Crbry s |
irectory ; -
rectar g station File Transfer y | Mot Avalsble
Audio Tuning Wizard...
L=

e
SpeedDial

Currertt Call

. 4

Histomy

Changes the options for Microsoft Hethleeting, i

Figurel-12. Accessing the Options window
3. Click onthe Audio tab of the Options window.

4. Under Calling a Telephone Using NetM eeting, select Use H.323
Gateway and enter the | P address of the remote AltiServ system in the
field provided. Refer to Figure-13, “ Configuring the H.323 Gateway,”
on page 9-24.
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Ciptions | %

Generall Mylnformatinnl Calling Audio |Videu:u I Protnu:u:ulsl

— General
%@{F W Enable tull duplex audio so | can speak while receiving audic

I Enable auto-gain contral

Tuning “Wizard... Advanced ..

— Microphone zenzitivity
ﬁ % Adiust zensitivity automatically [recommended]

£ Let me adjust sensitivity myself

e

— Calling a telephone using Metkdeeting

¥ Use H.323 gateway:  |206.111.153.74

Ok I Cancel

Figurel-13. Configuring the H.323 Gateway
5. Click on OK.
This completes the H.323 Gateway configuration for NetMeeting.

Configuring AltiServ to Work With NetM eeting

Since AltiServ isan H.323 gateway, it enables NetM eeting users to accept
calls from atelephone using a multimedia PC (phone to PC calls).
However, only calls from within AltiServ’s|P network can be accepted.
For example, an external PSTN call must be transferred or forwarded from
an internal extension (via Call Forwarding or transferred by alive user) to
connect to a NetMeeting client PC.
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Also, the NetMeeting client PC must be configured as one of the
destinations on the AltiWare | P Dialing Tablein AltiWare Administrator.

Altiware IP Dialing T able Entiy E3
Dialed Digits:
—
Destination Cancel |

IJnhn Smith

|nternet Address:
|2c|5.111.154.2uu

Remate Extenzion Lenagth:

INone vl

Figurel-14. AltiWare |IP Dialing Table Entry
Please note the following:

e Sincethereisno physical extension associated with the NetMeeting
client PC, the Remote Extension Length should be set to None.

e AltiServ userscan cal or transfer acall to a NetMeeting client PC
simply by dialing the IPtrunk access code and Dialed Digits (e.g. 89 or
Flash 89 to transfer acall).

Refer to “IP Diaing Table” on page 2-31 for instructions on how to enter a
new destination.

Making a Call

To make acall to an extension, Auto Attendant or Operator at aremote
AltiServ, follow the steps below:

1. Atthe NetMeeting main window, click on the Call icon or select New
Call from the Call menu.

2. When the New Call window appears,
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a. Tocall an extension directly, enter the extension number in the
Addressfield and select H.323 Gateway from the Call Using
drop-downlist. If the extension number entered isnot valid, thecall
is sent to the operator or the Auto Attendant (whichever is
configured to answer calls). So to call the operator or Auto
Attendant using the H.323 Gateway, you can enter O for the
extension number in the Address field.

b. Toawayscal the Auto Attendant or operator of the remote
AltiServ, enter the | P address of theremote AltiServ inthe Address
field and select Network (T CP/IP) fromtheCall Using drop-down
list.

New Call = 1x]|
— Call

Type the e-mail name, computer name, or network address
of the person you would like ta call.

Address; |1 0o j
Callusing: | Directary Server j
Metwork [TCPAR)

| Drirechary Ser

Figurel-15. Making a Call using H.323 Gateway
3. Click on Call.

Y ou are how connected to the remote party.

Answering a Call

A notification screen appears when there isan incoming call. It also
identifies where the call is coming from. Y ou can answer the call by
clicking on Accept. See Figure, “Incoming Call Notification Screen,” on
page 9-27.
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Microsoft NethMeeting

‘@ Incaoming call from ASery-TG::LineDZ. .. Accept lanare

Incoming Call Notification Screen
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TAPI

Since TAPI 2.1 worksonly inthe NT domain environment, you must have
an NT domain set up on your local network. The TAPI server machine and
al the TAPI client machines MUST belong to the sasme NT domain.

e By default, TAPI 2.1 installation isincluded with the AltiWare OE
installation, unless you deselect it from the list of itemsto be
installed during the installation setup.

e If youdid not have TAPI 2.1 installed with AltiWare OE and wish
to use TAPI applications,

— Follow theinstructionsbelow toinstall TAPI 2.1 (whichisalso
available for free download at http://
backoffice.micr osoft.com/downtrial/).

— You should completeinstallation of AltiwWare OE and TAPI 2.1
on the server before you install TAPI 2.1 on any client systems.

 Makesure TCP/IPisinstalled and configured correctly on both the
client and server machines.

e Client TAPI 2.1 installation is usually included with TAPI client
software installation. Contact your client software vendor for more
details.

Server TAPI 2.1 Installation

By default, TAPI 2.1 isinstalled with AltiWare OE. If you de-selected
TAPI 2.1 from thelist of items during AltiWare OE installation, you must
install it before you can use any TAPI applications.

CAUTIONI!

e TAPI 2.1 installation may fail giving nowarning if the NT
system directory isnot on the C: drive.

e TCMSETUP will fail on an NT server machine configured as
Backup Domain Controller. Please contact Micr osoft technical
support for information and status update for
TCMSETUP.EXE.

e TAPI 2.1 doesnot work on a system with RAS (remote access
services) server or RAS client installed.
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Toinstal TAPI 2.1 onthe AltiServ running AltiWare OE, follow the steps
below:

1. Makesurethe TAPI server and TAPI client machines are members of
the same NT domain, NOT WORK GROUP. Thisis arequirement of
TAPI 2.1. Verify that TCP/IPisinstalled on TAPI server and all client
machines.

Login to the server machine using alocal administrator account.
3. Add adomain administrator account to the local administrator group.

Logout and re-login as the domain administrator (the account you
added to the local administrator group in step 3).

Close all TAPI applications that are running.

6. Install Altiware OE R2.1 software. TAPI 2.1 will beinstalled along
with AltiWare OE. If AltiWare OE is aready installed, install
TAPI21.EXE fromthe TAPI 2.1 folder on the AltiWare OE R2.1 CD-
ROM.

Note: Duringinstallation, if adialog box appearsasking you whether
or not to replace newer TAPI files, you should select YES,
unlessyou have Service Pack 4 installed which includes a
more recent version of TAPI than TAPI 2.1.

Reboot the server machine.

8. In Command Prompt, go to winnt\system32 directory and type the
following command:

tcmsetup/s Domainname\administrator_ account name>
<administrator passwords> tsec.dll

9. System should confirm setup with a pop-up dialog box.
10. Type the following command: t cmapp

11. Select User from the main window menu bar of the TCMAPP
application.

12. Select Add a User ... and specify a domain user account.

13. Select Change Selected User ... and export phone lines to selected
domain user.
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14. Select Filein the menu bar, and then Exit from the menu.
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15. Repeat steps 13 and 14 for each user you want to grant TAPI access to.

16. Select Y es when prompted with Save Changes?.
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17. Reboot the server machine.

18. Login and double-click on Services under Control Panel. Make sure
the Telephony Servicesis started.

19. Double-click the Telephony icon in Control Panel. Make sure the
AltiGen Communications Service Provider isinstalled as one of the
Telephony Drivers.

Server TAPI 2.1 installation is complete.

Note: Restarting Altiware OE may cause TAPI to become out of synch
with AltiServ. If you experience any problems, restart Telephony
Service (from the Services applet in Control Panel) and all TAPI
client applications after AltiWareisrestarted.

Frequently Asked TAPI Questions

Question: What do| dowhen TAPI client cannot seethedevices/lines
on TAPI server?

Answer:

* Make sure both machines are in the same domain and NOT a
workgroup. Thisisarequirement for TAPI 2.1.

¢ Also make sure when you run TCMSETUP from the client that
you specify the server MACHINE name, and when you run
TCMSETUP from the server that you specify the DOMAIN
name.

e Verify that TCP/IPisinstalled on both machines. Try ping from
the client to the server to check.

e If you are running Windows 95, make sure you have file and
printer sharing enabled, and you have user level security

checked.

« Besureto reboot the TAPI server machine after running
TCMSETUP/S.

¢ Theserequirements are documented in the Microsoft TAPI 2.1
README.TXT.

Question: What do | dowhen TAPI client cannot access theline
opened?
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Question:

Answer:

Question:

Answer:

Question:

Answer:

TAPI

Run TCMAPP.EXE on the server and make sure that your
clientislisted. Theclient should have a+ sign beside the name
indicating there are lines available. If not, highlight the client
name, select Change Selected User's Line Access, and
highlight the extension that client should have accessto before
selecting OK. Y our client only has accessto the extensionsthat
are highlighted.

What do | doif | can’t run TCMSETUP on the TAPI
server?

Y ou should log on as a domain user.
The account you are logged on as must havelocal administrator
privileges.

The account you are specifying TCMSETUP to use must have
local administrator privileges.

TCMSETUP will fail onan NT server machine configured as
Backup Domain Controller. Please contact Microsoft technical
support for information and status update for
TCMSETUP.EXE.

What do | doif | can’t set User-Level Access Control in
Win95?

Reboot the client machine and re-logon as domain user.

Wherecan | find additional information on TAPI 2.1
installation?

Installation and setup instructions are documented in the
Microsoft TAPI 2.1 README.TXT.
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Appendix A User
Reference Guide
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Telephone Functions

AltiServ enables you to do much more than simply place and answer calls,
regardless of what type of telephone your organization uses. Picking up
callsringing at another extension, overhead paging and establishing con-
ference calls are but afew of the many features available to you as a user.

Note: Inaddition to the standard hook-flash, some telephones may
provide a separate L INK, TAP or FLASH button.

Making Calls

« Tomakeaninternal call to another extension, lift the handset off-hook,
wait for dial tone and dia the extension number.

* Tomake an external call, lift the handset off-hook, wait for dial tone,
dial the designated outside line access digit (provided by your
administrator) and dial the phone number.

Answering Calls

When the phone rings, lift the handset off-hook and speak into the
receiver. When Distinctive Ringing is enabled (by the System Adminis-
trator), three different ringing cadences are used to distinguish between 1)
internal calls, 2) external calls and 3) calls to the Operator.

e Internal Call = short doublerings
e Externa Call = long single rings between long pauses

e Operator Call = long single rings between short pauses

Putting a Call on Hold

While connected to acall, you may either:
1. Pressthe FLASH button to play music on hold (the system must be
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set up to play music on hold), and DO NOT HANG UP (hanging up
will disconnect the call), or

2. Pressthe HOL D button (if your phone has one). Nothing is heard
while placed on hold this way. Hanging up here will not disconnect
the call. To reconnect to the call, press the HOL D button again.

3. Pressthe FLASH or HOLD button again to re-connect to the call.

Transferring Calls

While connected to acall:
1. Pressthe FLASH button.

2. Atthedial tone, dia the third party’s extension number (or if permit-
ted, atrunk-line access prefix and an external phone number).

3.  Wait for the third party to answer and announce the call or simply
hang up. (When hanging up, use the Release button if available or
keep the hook-flash down for a couple of secondsto make sure the
call istransferred. To abort the transfer and reconnect to the original
caller, pressFLASH again.)

Transferring Callsinto AltiMail

Anyone in the office is able to send an outside user into the AltiMail sys-
tem by pressing FLASH #4 0.

Transferring Callsto an Auto Attendant

While connected to the call, pressFLASH # 1 5 and the two digit Auto
Attendant number (i.e. 01 for Auto Attendant 1).

Transferring Calls Directly Into a User’sVoice Mail
Transfer acall directly into any user’s voice mail without having to set the
user’s station on Do-Not-Disturb or wait for the phone to finish ringing.

To transfer acall directly into a user’s voice mail, press FLASH # # and
the user’s extension number.
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Conference Calls

Conference calling is supported for up to six (6) parties. Users can speak
privately to each party before adding them to the conference call. Any
internal user isableto add partiesto the conference call. The quality of the
conference call, however, depends on the quality of service available with
the local telephone company.

To initiate a conference call, while connected to the first party:

1. PressFLASH.

2. Atthedia tone, dial the next party’s phone number.

3. Wait for the third party to answer and announce the conference call.
4

Press#to put al three parties on the conference bridge (user-initiated
conference call).

5. During conferencing, any internal conference participant may press
FLASH, dial the next party’s number and press # to bring the next
party into the conferencing session. Repeat to include up to six par-
ties.

Note:

The following restrictions apply for conference calls:

On every Quantum board, the extensions assigned to the board can
beinvolved in a maximum of three (3) different conferences.

For example, Sation A and Sation B are involved in Conference
#1, Sation C and Sation D are involved in Conference #2 and
Sation E isinvolved in Conference #3.

Of these three conferences, the system allows atotal of four (4)
extensions from any of other boards, in any combination, at any
onetime.

For example, Conference #1 can include four (4) extensions from
other boards, while Conference #2 and #3 cannot have any. Or
Conference #2 can include two (2) extensions from other boards,
while Conference #1 and #3 can include one (1) extension each
from other boards.

There are no restrictions for conferencing extensions from the
same board. If these limits are reached, the system will reject
attempts to conference additional parties to the call.
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Consultation

Use this feature to speak with someone at another extension while the
caller is“on hold.” While connected to the call:

1. Press FLASH and dial the extension number of the person you wish
to speak with.

2. When you are finished, press FL ASH again to disconnect with the
consulted party and return to the original caller.

Call Park

Cadls may be parked at a station to be picked up from another station.
While connected to the call:

1. To park the call at the extension where the call was answered, press
FLASH # 3 1 and hang up. To park the call at another extension,
press FLASH # 3 1 and the extension number.

2. To pickup the parked call, press # 3 1 and the extension number of the
station where the call is parked.

Calls parked at an extension will ring that extension upon time-out at two
(2) minutes. See “Answering Calls’ on page A-15 for more information
on the Call Park features.

Call Waiting

During acal, you may hear atone indicating that you have another call
waiting. (The system will beep up to threetimes over a 24 second period
before the call goesinto voice mail.) To answer the call:

1. PressFLASH. Thiswill put the first call on hold and simultaneously
connect you to the waiting call.

2. When you are finished, press FL ASH again to return to the first call.
(Continue to press FL ASH to go back and forth from call to call.)

Note: Call Waiting must be enabled beforeit can be used. It can be
enabled by the system administrator or by the user on the Call
M anagements Setup screen of AltiReach. See“Call
Management Setup” on page A-52 for more information.
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Distinctive Call Waiting Tone

This feature allows three different call waiting tone cadences to distin-
guish between internal, external, and operator calls. Distinctive Call Wait-
ing Toneis very similar to Distinctive Ringing described under
“Answering Calls’ on page A-1. The tone cadences for Distinctive Call
Waiting are as follows:
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¢ [nterna Call = two tones
* External Call = onetone
e Operator Call = three tones

Note: Distinctive Call Waiting Tone must be enabled by the system
administrator before it can be used.

Multiple Call Waiting

Thisfeature enablesa“persona” queuethat allowsyou to handle multiple
incoming calls by letting callers wait in queue until you answer the call.
This alows you to transfer or park calls before answering the next call in
gueue.

Note: Multiple Call Waiting must be enabled for your extension by the
system administrator before it can be used.

e Duringacall, youwill hear an alert tone (audio beep) for each new call
that is added to the queue.

« If you hang up, the phone will ring with the next caller in queue.

e If thecaller hangs up, you will hear afast busy dial tone which
indicatesthat thereisacall in queue. To pickup the call, pressthe Link
or Flash key.

e Topark or transfer acall before answering the next call:
1. PressthelLink or Flash key and

a) Totransfer the call, enter the extension or phone number and
hang up.

b) To park the call using Personal Call Park, press# 3 1, enter an
extension number only if you want to park the call at an extension
other than your own, and then hang up.

¢) To park the cal using System Call Park, press# 4 1, note the
parked call “location” number, and then hang up.
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2. Answer the next cal in queue which will ring after you disconnect
with the previous call.

e Thecadler hearsan I nitial Greeting before being placed in queue.

* Whilein queue, the caller hears a Subsequent Greeting every 30
seconds.

* Thelnitial and Subsequent Greetings can be changed or customized
in AltiMail at the Per sonal Options menu. See “Recording Greetings”
on page A-29 for more instructions on personalizing these greetings.

* When recording your customized greetings, remind your callers that
they may press pound (#) at any timeto exit the queue and leave avoice
mail message or (if your organization has an operator) press O for the
operator.

Centrex Transfer

Centrex Transfer is used to transfer an external call to an outside number
without having to “tie up” two trunk lines. Once the transfer is complete,
the external caller’'slineis directly connected to the outside number and
interna trunk lines are dropped since there are no longer any connections
to internal users. This frees up system trunk line resources for other calls.

While connected to the first party,
1. PressFLASH, then*.

2. Dial the second party’s phone number (no need to dial the prefix for
trunk-line access such as 9) and either hang up or announce the call.

3. Once you place the handset back on-hook, the trunk line also drops
and Centrex completes the transfer.

Note: You must have a Centrex line to use this feature.

System Callback

You can have AltiServ call you at aremote location. Thisis useful for
mobile users who don’t want to accrue expensive toll charges while travel-
ing, especialy from international locations where there is no access to
toll-free numbers.

Note: Inorder to accessthis feature, System Callback must be
configured in the Auto Attendant by the system administrator.
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To use the System Callback feature from aremote location,

1. Cadl the AltiServ system.

2. Atthe Auto Attendant, select the System Callback option.

3. When prompted, enter your extension number and password.
4
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Enter the number where AltiServ should call you back and press # at
the end of the number. Enter a 1 and the areacode if itisalong dis-
tance number or 011and the country codeif it isan international num-
ber. Y ou do not need to enter an outside line access digit (e.g. 9).

5. Hang up. AltiServ will call you back at the number you' ve specified
above.

6. When prompted, enter your password. At successful login, you are
connected to the Auto Attendant.

Dialing a Remote AltiServ

Calling a Remote Extension Directly over |P
Follow the steps below to call a remote extension directly over |P:
1. Dial the IP trunk access code (e.g. 8).

2. Dial thedestination ID (e.g. 1), if applicable.

3. Dial the destination extension number (e.g. 101).

Y ou are connected to the destination extension.

Calling Remote Auto Attendant or Operator

Follow the steps below to call the auto attendant or operator of aremote
AltiServ:

1. Dial the IP trunk access code (e.g. 8).
2. Dial thedestination ID (e.g. 1), if applicable.

Y ou are connected to the destination auto attendant or operator, depending
on how the remote system is configured to answer incoming calls.

Note: If you do NOT get connected to an auto attendant or operator, the
remote system may be configured to forward all incoming callsto
an extension.
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Calling aRemote Number (Hop Off Dialing)

Follow the steps below to dial aremote phone number (not an extension)
on the remote extension.

1. Dial IPtrunk access code (e.g. 8).
2. Did theremote system dialed digit (e.g. 0).

3. Did *. (Diding ‘*' selectsthe PSTN trunk with the lowest value in
trunk access code.)

4. Dia the phone number (e.g. 14085551212).
5. Press# (#isoptiona and only used to speed up the call.)

If the dialing sequenceis 8 0 * 14085551212#, thiswill call 14085551212
using a CO trunk on the remote system.

Follow the steps below to call aremote number using the remote system’s
trunk access code:

1. Dial IPtrunk access code (e.g. 8).
2. Dia theremote system dialed digit (e.g. 0).
3. Dia theremotetrunk accesscode (e.g. 9).

Note: The specific trunk access code only worksfor ‘9.” Y ou cannot
select ‘8', 7, or ‘6, etc., asthetrunk access code using this
dialing method unless the remote extension for this system is
set to ‘unknown.’

4. Dia the phone number (e.g. 14085551212).
5. Press# (#isoptiona and only used to speed up the call.)

If the dialing sequenceis 8 0 9 14085551212#, thiswill call 14085551212
using a CO trunk on the remote system, where the remote trunk group is 9.

Note: Theremote Extension L ength must be always be set to None for
the remote system entry, if using Hop Off Dialing.

Hop On Dialing to a Remote Extension

To hop onto a remote extension:
1. Theincoming call must comein over T1 or the CO to an extension.

2. Theextensionis set up to forward over |P to the remote extension.
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AltiServ Features Support Over | P
Trunk Calls

A majority of all AltiServ featuresin AltiWare OE are supported over IP
trunk callsaswell. The following is a partial list of features that are
supported over an | P network, along with specific instructions on how they
are used.

Supported Features
The following features are supported while dialing through 1P trunks:

Incoming and Outgoing Trunk Calls- you must dial the I P trunk
access code to make outgoing calls viaan | P trunk.

Call Transfer Toand From IP Trunk (Blind and Super vised) -
you must dial the IP trunk access code and all necessary prefixesto
transfer callsviaan IP trunk.

One Number Access - when entering “outcall” numbers via
AltiReach or AltiAdmin, you must add * in front of the outcall
number to call out through I P trunks. For example, if you want
AltiServ to dia the extension 300 at a remote AltiServ where the
location ID (Dialed Digits) is 1 and the I P trunk access codeis 8,
you must enter *81300 as the outcall number.

M essage Notification - when using AltiReach or AltiAdmin, you
must enter * in front of the notification number (e.g. *81200).
Adding a* is NOT necessary, however, if you enter the number
over the phone viavoice mail.

Reminder Calls

M ulti-L ocation Conferencing

Call Park of IP Calls

Call Waiting of IP Calls

Automatic Call Distribution of P Trunk Calls
Auto Attendant

System CallBack over |P Trunk

Calling Out from Voice Mail
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AltiServ Features Support Over IP Trunk Calls

e Zoomerang - allowsthe caller to leave a different extension
number as the callback number. If the callback humber of a call
from another AltiServ is available and automatically captured,
AltiServ only announces the extension number but connects to the
correct remote AltiServ.

* Dial Last Caller - AltiServ will usean IPtrunk todial thelast caller
if that call wasreceived viaan |P trunk.

* Call Restrictions

* Speed Dialing - be sure to enter all appropriate prefixessuch as |P
trunk access code, Dialed Digits, etc.

e Call Accounting

e Caller ID - displayslocation and extension number. If an incoming
call isfrom an unspecified | P host, the |P address is used instead of
location name.

e Voice Mail
¢ Mixed-media Messaging
e Microsoft Exchange Integration

« AltiConsole Client Support - you can use AltiConsole to handle
callsto and from IP trunks.

« AltiReach Support - al features accessible via AltiReach (One
Number Access, Message Natification, etc.) can be used with IP
trunks. CallView and WorkgroupView screens also show call
activities over IP trunks.
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Remote Locations Dialing Chart

Y ou will need the following information to dial extensions on remote
AltiServ systems. Also, use the Networked L ocations Dialing Chart bel ow
to list the dialing string for each remote AltiServ system. A sample entry is
provided on the first line.

IP Trunk Access Code: _(e.q. 8)
Number of Destinations. _(e.g. 5)
Length of Dialed Digits: _(e.g. 1)

Table A-1. Networked Locations Dialing Chart

Dialed Digits Extension Length

L ocation/Destination (remotelocation ID) | (of remotelocation)

San Jose (sample) 1 3
Seattle (sample) 2 4
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Using Feature Codes

Using Feature Codes

The following sections describe additional telephone features used for call
handling and management. To use any of these features,

1. Lift the handset off-hook and wait for the dial tone.
2. Dial thekeysindicated inthe “DIAL” column.
3. Follow theinstructionsin the“ INSTRUCTIONS” column.

AltiMail Quick Features

The following voice messaging features are accessible in the ssmeway as
telephone features, without having to login to AltiMail. Using these feature
codes will take you directly to the feature menu.

FEATURE DIAL INSTRUCTION
Greeting Menu #11 Enter password. Follow the system
prompts to change your greeting.
Password Menu #28 Follow the system prompts to change
your password.
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Making Calls

FEATURE DIAL INSTRUCTION
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Dial by Name #34 Enter letters of the name beginning with
|ast namefollowed by thefirst nameand
#.Use 1for Q and Z. The system will
search until aunique name isfound and
will call the extension associated with
the name.

Station Privilege #35 From any phone set, enter your
Override extension and password. Y ou now have
your own calling privilegesat that phone
set for the next call. Thisfeatureis
useful when you are at a phone set other
than your own (i.e. in aconference
room) that haslimited calling privileges
(toll restrictions), where you may be
unable to make outside or long distance
calls. Using Station Privilege Override
will enable you to use your calling
privileges at the local phone set for one
call only. After your call, the phone set
automatically returnsto the original toll
restrictions.

Dial Lagt Caller #69 Allows user to dial the last caller by
pressing #69.

Station Speed Dial #77 Enter a 2-digit Station Speed Dial
number and the system will did the pre-
programmed number for you. Refer to

“ Station Speed Dia Setup” on page
A-20 to program speed dial numbers.

System Speed Dial #88 Enter a 2-digit System Speed Dial
number and the system will dia the
preprogrammed number for you.
System Speed Dial numbers are
preprogrammed and provided by the
System Administrator.

Last Number Redial #99 The system saves and redials the last
number dialed.
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Note: If you are unable to make calls within certain area codes, check
with your System Administrator for any toll restrictions placed on
your extension which restricts your access to long distance area

codes and dialing prefixes.
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Answering Calls

FEATURE DIAL

Using Feature Codes

INSTRUCTION

Individual Call #29
Pickup (specific <ext>
ringing phone)

Enter extension number of the ringing
phone. Thecall will be connected to the
local set.

System Call Pickup #30
(any ringing phone)

System will connect the call of any
ringing phone to the local set.

FLASH
#31

Personal Call Park

Calls may be parked at a station to be
picked up from another station. While
connected to the call, press FLASH
#31 and hang up. Y ou may aso park the
call a another station by pressing

FL ASH #31 and the extension number
of the other station. Y ou may have up to
50 calls parked per station
simultaneously. Calls parked at an
extension will ring that extension upon
time-out after two (2) minutes.

Personal Call Park #31
Pickup <ext>

A personal-parked call can be picked up
at any station on the system by pressing
#31 and the extension number of the
station where the call is parked.

System Call Park FLASH

#41

Allows user to park acdl at apublic
“location” by entering FL ASH #41. The
system announces where the call is
parked (alocation number). Calls
parked by a user will ring that user’s
extension upon time-out after two (2)
minutes.

System Call Park #41
Pickup <loc.>

A system-parked call can be picked up
at another station by pressing #41 and
the “location” number where the call is
parked.
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Using Feature Codes

Hands Free M ode

#81

Allows user to receiveinternal calls
through the intercom without having to
pickup the handset to answer. Press
#81 to activate the Hands Free Mode.
Thisis atoggle feature; press#81 again
to deactivate the feature. Y ou must usea
speaker phone which must be turned on
to use this feature.

If you receive acdl from an outside
caller, you will hear aringing tone from
the speaker. PressFL ASH to answer the
call.

If the speaker phoneisnot turned on
whilethisfeatureisactivated, the phone
will still ring on an incoming call but
you must pickup the handset to answer
the call.

Call Management

FEATURE

DIAL

INSTRUCTION

Station L og Out

#26

Enter your password. Y our extension is
now deactivated. This feature is useful
when you want to “shut off” your
extension while you are away for an
extended period of time. All callswill be
forwarded to voice mail. Thisfeatureis
also used to physically and completely
move your extension from your phone
set to another phone set in the office.

Station Log In

#27

To reactivate your extension, at your
original phone set or at adifferent phone
set, enter your extension number and
password. To activate your extension at
adifferent phone set, that set must be
deactivated of any other extension
associated with it.

Thisfeature can also be used to hear the
extension number that is currently
activated at the phone set.
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whenyou hear thedia tone. Thisfeature
isused for client billing purposes. The
System Administrator should assign al
account codes in order to prevent
duplication of codes by different users.

Using Feature Codes >
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Account Code #32 Enter account code (10 digits 5
(before calling) maximum) followed by #. Make the call @
@

o

5

(@]
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Account Code #32 While connected with the called party,
(during acall) press FLASH and wait for dial tone.
Enter #32 and the account code (10
digits maximum) followed by #. You
will then be reconnected to thecall. The
System Administrator should assign al
account codes in order to prevent
duplication of codes by different users.

Do Not Disturb #33 Pressing #33 turns the Do Not Disturb
featureon. Dia #33 again to deactivate.
Thisisatoggle feature that activates
when in deactivated mode and
deactivates when in activated mode.
While activated, all callswill be
forwarded to voice mail.

Call Forwarding #36 At your phone set, enter your password.
Enter the forward destination number
(internal extension or externa phone
number including trunk access code,
long distance prefix and area code)
followed by #. Y our calswill now be
forwarded to the destination number you
have specified. Thisis atoggle feature;
you may deactivate it by pressing #36
again. Y ou may also activatethisfeature
from within AltiMail. See “Call
Forwarding” on page A-32 for more
information.
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Call Forwarding
(continued)

Use this feature from your phone set to
redirect callsto another phone (i.e. your
home or cellular phone). Multiple users
may route calls to the same destination
number but thereisa*“1-hop” limit to
forwarding. For example, Extension 101
has calls forwarded to Extension 102.
Extension 102 has calls forwarded to
Extension 103. A call to Extension 101
will ring Extension 102 and not
Extension 103 because of the 1-hop
limit. If Extension 102 does not answer,
the call is sent to Extension 101's voice
mail.

Remote Call
Forwarding

#37

At a phone set other than your own,
enter the extension number of the source
phone set (your extension). Also enter
your password when prompted. Y our
callswill now be forwarded to the loca
phone set where you are. Use this
feature from the phone set you wish to
redirect your callsto. Multiple users
may route calls to the same extension.
Thisis atoggle feature; you may
deactivateit by pressing #37 again from
the remote phone set.
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Workgroup Features u

Py

FEATURE DIAL INSTRUCTION gh

Workgroup #29 Calls to a specific workgroup may be %

Call Pickup <wkgp picked up by pressing #29 and the @
ext> workgroup pilot or extension number.

This allows workgroup members to
pickup calls coming into the specified
workgroup only rather than all callsinto

the system.
Workgroup Log In #54 Workgroup members can loginto a
<wkgp | workgroup by pressing #54 and the
ext> workgroup pilot/extension number. Y ou
must be a member of the workgroup to
login.
Workgroup Log Out #56 Workgroup members can log out of a
<wkgp | workgroup by pressing #56 and the
ext> workgroup pil ot/extension number. This

allows workgroup members to block
only workgroup calls but continue to
receive other calls directly to their
extension.
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Other Features

FEATURE

DIAL

INSTRUCTION

Featur e Status
Check

#22

System will announce any telephone
features that are currently activated. In
addition, the dial tone will change also
when the following features are
activated: Do Not Disturb, Call
Forwarding, Remote Call Forwarding,
Hands-Free Mode, Dial Tone Mute
Mode, Outside Call Blocking (Operator
only) and Operator Off-line (Operator
only).

Station Speed Dial
Setup

#25

Y ou may program up to 20 speed did
numbers. Enter a 2-digit speed dial
number (00-19). Enter the speed dial
phone number up to 20 digits. Include
all necessary digits such as outside line
access digit, 1 for out of area numbers
and the area code. When you have
finished, press#. System will play
“Speed dial number saved. To set up
another speed dial number, press#.”
Simply hang up when finished or press#
to continue.

Overhead Paging

The phone set will be connected to the
overhead broadcast device. Speak into
the handset and hang up when finished.
Theinternal public address system must
bein placein order to use overhead

paging.

Over head Paging by
Trunk

#45

Allows an extension user to direct acall
to aparticular trunk with a paging 1D
broadcast. Allows broadcasting through
atrunk without checking call progress.
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FeatureTips

#55

Plays helpful tips and reminders for
optimal use of AltiServ. You can listen
tojust onetip at atimeor listento al the
tips a once. There are eleven tips total
and adifferent oneis played each time
you access Feature Tips. See “Feature
Tips’ on page A-33 for more
information.

Silent System Call
Park

#73

Thisfeatureis used to disable the
system from announcing the “location”
of acall when using the System Call
Park feature. This announcement is not
necessary and sometimes confusing
when using third party applications that
alow you to park and pickup callsusing
the graphical user interface rather than
using the telephone. It also eliminates
having towait for thelocation number to
be announced before moving on to the
next step.

Dial Tone Mute
Mode

#82

Allows third party (e.g. TAPI)
application users to leave the handset
off-hook without having to listen to the
dial tone. Press#82 to enable Dia Tone
Mute Mode. Thisis atoggle feature; to
disableit, press #82 again.

Y ou must use a speakerphone which
must be turned on to use this feature. If
the speakerphoneisnot turned on while
this feature is activated, the phone will
still ring on an incoming call but you
must pickup the handset to answer the
call.
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Operator Features

Operator Features

This section is provided specifically for the designated Operator. Depend-
ing on your organization, this may be a single person or a number of peo-
ple. See your System Administrator to understand the customized call
processing procedures for your organization.

Auto Attendant

If your system is setup with Auto Attendant(s), the system will handle
incoming calls much like areceptionist. After it answersacall and playsa
greeting recorded by the System Administrator, it will give further instruc-
tionsto the caller depending on the Auto Attendant configuration.

Call Handling with Auto Attendant

Most of the incoming calls will never get to the Operator since the Auto
Attendant can answer and transfer callsto extensions or to voice mail. The
call will ring at the Operator’s desk if the caller dials 0 while listening to
options given by the Auto Attendant. Follow instructions in the Basics
section of this Guide to answer, hold and transfer calls.

Call Handling without Auto Attendant

If Auto Attendant is not configured to answer incoming calls, all callswill
ring at the Operator’s desk. Follow instructionsin the Basics section of
this Guide to answer, hold and transfer calls.

General Mailbox

The System Administrator may set up a General Mailbox where callers
may leave amessage in case they do not know who to speak with or when
the Operator is unavailable. This mailbox works like any other voice mail-
box and has an extension number and password. Be sure to check this
mailbox frequently and forward messages to the appropriate person as
soon as possible.
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Callson Hold

To place acall on hold, you may either
1. Pressthe FLASH button to play music on hold, or

2. Pressthe HOLD button. Nothing is heard while placed on hold this
way.
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If acall isplaced on hold at the Operator’s desk, all subsequent callsto the
Operator will be routed to the next extension in queue (if aworkgroupis
setup) or sent into voice mail (the General Mailbox). Be sure to fully
understand your organization’'s customized call processing procedures.

Operator Off-line

When the Operator Off-linefeatureis activated, all callsare directed to the
Auto Attendant. To activate thisfeature,

1. Press#309.
2. Todeactivate, press# 3 9.

When callersdia 0, the system transfers the call to the next extensionin
the workgroup if oneis configured or informsthe caler that the Operator
isnot available and to leave a message in the Operator’s mailbox.

Outside Call Blocking

When activated, accessto all outside linesistemporarily disallowed for all
Users.

1. Press#38.

2. Press# 3 8todeactivate.
(When deactivated, accessto outside lines is restored.)
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AltiMail Voice Messaging

This section covers the voice messaging functions of AltiServ, from asim-
ple first time login to sophisticated Dynamic Messaging.

AltiMail voice prompts will guide you through step-by-step instructions
for any function you want to use. From any menu, press 0 to repeat your
options and * to return to the previous menu. The following pages will
aso explain in detail how to use every feature and function availablein
AltiMail.

The flowchart at the end of the Alti Serv User Guide will help you better
understand where you are at each step.

Feature Tips

Each timeyou login to AltiMail, you will hear a Feature Tip, helpful tips
and reminders of the most useful features for optimal use of AltiServ. See
“Feature Tips’ on page A-33 for more information on this feature as well
as instructions on how to enable/disable this feature.

Accessing AltiMail

For fir st time access (from your station), press
. ##
e initial password (your extension number)

Note: Y our default password is the same number as your extension
number. To change your password, see “ Changing Password” on
page A-30. For maximum security, be sure to change your initial
password as soon as possible.

For station login (from your station), press
. ##
e your 2-8 digit password

To login from another station and for virtual extensions, press
. ##

e #(tologin as your extension)

e your extension
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e your 2-8 digit password

Remote L ogin
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For remote login from outside of the office, dia your company phone
number and during the Auto Attendant greeting, press

. #
e your 3digit extension
e your 2-8 digit password

For standard remote login, Auto Attendant must be configured. If Auto
Attendant is not used in your office, someone in the office (such asthe
operator) must transfer you into AltiMail. Please see “ Transfer to AltiMail
Feature” on page A-25.

Transfer to AltiMail Feature

If the Auto Attendant is not activated when you call in from aremote loca-
tion to login to AltiMail, you must have the operator (or any other internal
user) transfer you into AltiMail. There are two ways to transfer usersinto
AltiMail:

1. Anyoneinthe officeis able to send an outside user into AltiMail by
pressing FL ASH #40 while connected to the user.

2. You can aso loginto AltiMail by pressing * during the voice mail
greeting of any extension. (This method of logging into voice mail is
necessary if the operator or user isusing any TAPI application that does
not support FL ASH and therefore cannot use FL ASH #40 to transfer
you into voice mail.) After pressing *, you are prompted to enter your
password or to press # to enter your extension (if you are at the voice
mail greeting of an extension other than your own).

Returning to Auto Attendant from AltiMail

After aremotelogin, AltiMail provides an extraoption. Dialing 9 from the
Main Menu will return you to the Auto Attendant, provided the Auto
Attendant is configured and activated. This allows you to access voice
mail and speak with co-workersin the office with just one phonecall. (Use
the Transfer to AltiMail feature above to return to voice mail after speak-
ing with someone in the office.)
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After you have successfully logged in, you will be at the Main Menu, the
first menuin AltiMail.

AltiMail Main Menu Options

Once you’ ve successfully logged into AltiMail, you are presented with the
following options at the Main M enu:

1. Listento New Messages

Review Saved Messages

Send a Message

Access Persona Options

Access Private M essaging Options

o o & 0D

Phrase Management (available for system manager extension only)
8. Review Mixed-Media Messages

9. Transfer Out of Voice Mail (available only when accessing AltiMail
remotely)

#. MakeaCadl

Listening to M essages

If there are new messagesin your voice mail box, the dial tone changes
from a constant tone to a broken tone.

At the Main Menu, AltiMail will announce all new and saved messages.

To check voice mail messages, press
e 1for new messages
e 2for saved messages

To listen to Mixed-Media messages, press 8 and then
e 1for new messages
e 2for saved messages

Note: Options1, 2 and 8 inthe Main Menu will not bevoiced if thereare
no new or saved messages.
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After or while listening to a new or saved message, press @
« 1todelete P
e 2toreplay ‘_(-Eh
+ 3tosave 3
(0]

e 4toforward acopy of the message with an introduction

« 5tocall the sender. Thisisthe Zoomerang feature. Press*** to dis-
connect from the call and return to AltiMail. (See page A-34 for
more information on the Zoomerang feature.)

Note: Thesender’ scaller ID information isautomatically captured by the
AltiServ if thecaller isan internal user or an outside caller who has
either apublicly listed number or has entered their callback
number in the delivery options menu after leaving the message. In
thiscase, AltiServ dialsthisnumber when you use Zoomerang. But
even if the caller ID isnot available, you can manually enter the
number to dial so that you can still use the Zoomerang feature.

e 6toreply to the message

e 7torewind (during message playback)

e 9tofast forward (during message playback)

e #toskip

e (Tolisten to a skipped message, press 1 again at the Main Menu.)

Note: Seeyour System Administrator to activate or deactivate the time
stamp which records and states the time and date of each message

before playback. The time stamp portion of the message may be
skipped by pressing 9 during playback.

Sending M essages

At the Main Menu, press
e 3
¢ Record message and press # when finished.

e Enter destination extension or
- #to enter destination by name
(Enter last name followed by the first name and press # when finished.
Uselfor“Q” and“Z".)
- 9to broadcast the message to all users
- * torerecord the message

Then press
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e #tosend immediately

e 1for delivery options
- 1for urgent delivery
- 2for future delivery

¢ 2tore-enter destination extension.

Note: Be precise and brief when leaving messages, speaking clearly.
Mark messages urgent only when necessary. Urgent messages are
placed at the beginning in the queue of new messagesto be heard,
before other non-urgent messages.

Making a Call from AltiMail

You can make acall, either to another user’s extension number or to an
externa phone number, without having to leave AltiMail. Thisis espe-
cially useful while traveling where you can respond to messages and make
other calls not associated with a message, all with one call into AltiMail.
Since businesses usually receive better rates and with the use of L east Cost
Routing, this can result in significant savings.

Note: Theuse of this privilegeis configurable on a per-user basis so
check with your AltiServ system administrator to ensure that you
have this privilege before using this feature.

To make acall from within AltiMail:
1. Press# at the Main Menu

2. Dial the extension or external phone number to call. If it is an external
number, be sure to dial the outside line access digit and any long dis-
tance prefix digits such as 1 and area code.

3.  Press*** todisconnect from the call and return to AltiM ail.

A-28 AltiWare OE System Administration Manual



Personal Options

Personal Options

Personalize your AltiMail by creating unique greetings and customizing
the system to notify you of important calls or remind you of meetings and
action items.
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At the Main Menu, press 4 for the following Personal Options:
e Persona Greetings

e Password

* Message Notification

e Reminder Call

e Call Forwarding

e Feature Tips

Recording Greetings

At the Per sonal Options menu, press 1 to record greetings and then press:
« 1torecord your Personal Greeting.

— Record your greeting and press# when finished. Example: “Hi, this
isMary Smith. | am unable to answer your call at thistime. Please
|leave adetailed message and | will return your call promptly.”

e 2torecord your Directory Name.
— Record your full name and press# when finished. Example: “Mary
Smith”.
» 3tosedect which greeting to use (personal or system greeting).
— Eveniif you have recorded your personal greeting, the default
system greeting isused until you select (and in effect activate) your

personal greeting. Thisalso appliesto the I nitial and Subsequent
greetings described below.

e A4torecord the Initial Greeting

— Cdlerswill hear thelnitial Greeting when placed in your personal
queue. Example: “Hi, thisis Mary Smith. I'm on the other line at
the moment. If you would like to hold, please stay on theline. To
|leave amessage, press pound (#) at any time. Press O for the
operator.”
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— The system default I nitial Greeting is* <directory name> ison the
phone and will be with you as soon as possible. Y ou may hold or
press the # key to leave a message”.

« 5torecord the Subsequent Greeting

— Cadllersinyour persona queue will hear the Subsequent Greeting
every 30 seconds. Example: “Hi, I'm still on the other line. Please
continue to hold or press pound (#) to leave a message. Press O for
the operator.”

— The system default Subsequent Greeting is*“<directory name> is
till on the phone. Y ou may continue holding or press# to leave a
message”.

Note: Options4 and 5 are available only when Multiple Call Waitingis
enabled for your extension. Also, the default Initial and
Subsequent Greetings are used until you record and activate your
customized greetings. See “Multiple Call Waiting” on page A-5
for more details on this feature.

Changing Password

At the Personal Options Menu, press 2 and

e 1to change the password
(The password must be 2 to 8 digitslong.)

Note:  Tomaximizesecurity, memorizeyour password. Do not write your
password on this guide. Be sure to change your password if you
suspect that someone else knows your password.

M essage Notification

Message Notification is designed to alert you of messages when you are
away from your desk. When a caller |eaves a message on your extension,
AltiMail will notify you by calling the extension, phone number or pager
that you designate (delivery phone number). AltiMail will prompt you for
your password and place you at the Main Menu after a successful login.

At the Personal Options Menu, press 3 and

e 1toenablenotification for ur gent messages only
e 2toenable notification for all messages

e 3todisable message notification
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4 to change notification phone number, pager number or extension.
When designating this delivery phone number, AltiMail will ask you to enter
the number (up to a maximum of 80 digits), using the long distance
prefix 1 for out of area phone numbers. Then, you must identify the type of
number by specifying whether it is an extension, a phone number or a pager
number. Because you can specify the type of number, you do not need to enter
the trunk access code as part of the number.

Note: Message Notification cannot be sent to virtual or workgroup
pilot extensions. For example, you cannot configure Message
Notification to notify you of new messages by calling avirtual
extension or workgroup pilot extension, although you could
configureit to call aworkgroup member sinceit is a physical
extension.

e 5to set notification schedule. After pressing 5 to schedule notifica-
tion, press

— 1 to activate notification at all times
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— 2 to activate notification during off hours

— 3to setup your own notification schedule. When customizing the
notification schedule, AltiMail will prompt you for the activate and
deactivate times. If the hour digitis“1” in the case of one o'clock
for example, press # after the entry. Always enter two digits for
minutes. AltiMail will only accept 10 minuteintervals such as
10:10 or 10:20 and not 10:15.

Note: If the system isunable to reach you for Message Notification or
Reminder Calls, it will play “Attemptsto reach you earlier were
unsuccessful” the next timeyou login to AltiMail. Also, the system
will not be able to reach you at an outside location if there are no
trunk lines available when the system attempts to make the call.

Reminder Calls

Remind yourself of important meetings, things to do or people to call by
setting up a Reminder Call. AltiMail not only acts as an alarm clock, but
can also play back your pre-recorded message at a specified time and date,
to a specified delivery phone number. For example, you can have AltiMail
call you at home tonight to remind you to bring afile to work the next
morning!

At the Personal Options menu, press 4 and
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e 2

e set the future time and date of the call
(If the hour digitis“1”, press # after the entry. Always enter two digits for
minutes. AltiMail will only accept 10 minute intervals such as 10:10 or 10:20
and not 10:15.)

e record message followed by #

Note:  Option 1 (not shown above) isvoiced only if ascheduled reminder
call has not been delivered. This option allows you to review
scheduled reminder calls.

Then press
e 1todeliver to your extension

e 2todeliver to the outcall number (or delivery phone number desig-
nated in Message Notification)

Press # to confirm the message delivery.

Note: Thedelivery phone number (up to a maximum of 80 digits) for
Reminder Callsisthe same as the Message Notification delivery
phone number. To change the delivery phone number, press 3 at
the Personal Options Menu and press 4 to designate the new
delivery phone number. This delivery phone number cannot be a
virtual or workgroup pilot extension number.

Call Forwarding

You can configure Call Forwarding remotely by just dialing into AltiMail
and selecting option 5 from the Per sonal Options menu. To setup Call
Forwarding in AltiMail:

At the Personal Options menu, press 5 and

1. Enter the destination number. If it is an external number, begin with
the outside trunk access digit and any long distance prefix digits such
as 1 and area code.

Note: Forwarding callsto apager is possible but not recommended
since callers will only hear what is heard when calling a pager
and will not know to enter areturn phone number unless
instructed.

2. Press# at the end of the destination number.
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All calls will now be forwarded to the destination number.

FeatureTips
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Each time you login to AltiMail, you will hear aFeature Tip, helpful tips
and reminders of the most useful features for optimal use of AltiServ.
There are atotal of eleven tips and adifferent tip is played each time you
access AltiMail.

Another way to listen to Feature Tipsis by pressing #55 on your tele-
phone. You can listen to just onetip at atime or listen to all the tips at
once.

To turn this feature off, press 6 at the Personal Options menu. Thisisa
toggle feature so pressing 6 at the Personal Options menu will turn it back
onif it is off.
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Dynamic Messaging

AltiServ provides special Dynamic Messaging features to enhance voice
communications for business travel ers who are always on the go.

Because of the importance of voice messaging to this group of users,
AltiServ provides extra features to offer advanced voice communications
capability. The Zoomerang feature enables you to return acall with the
push of one button, whileyou are still in AltiMail. Private Messaging pro-
vides away to leave a private message for callerswho are hard to get a
hold of.

The following pages describe these Dynamic Messaging featuresin detail
and provide instructions on how to use them.

Zoomerang

The Zoomerang feature is designed to make the job of returning calls eas-
ier and faster. Much like an actual boomerang, this feature enabl es the user
to listen to messagesin AltiMail, make calls to the party who |eft the mes-
sage and return to AltiMail to continue checking messages. Thisfeatureis
particularly advantageous for the cellular or car phone user who, with just
one cal into AltiMail, is able to return a call for every message.

Note: Theuse of this privilegeis configurable on a per-user basis so
check with your AltiServ system administrator to ensure that you
have this privilege before using this feature.

To use Zoomer ang:

1. After or whilelistening to anew or saved message, press 5 to call the
sender of the message.

Note: If the sender’scaller ID information is available, AltiServ
automatically makes the call once option 5 is selected. This
caller ID information isautomatically captured by the AltiServ
if the caller is an internal user or is an external caller who has
either apublicly listed number or has entered their callback
number in the delivery options menu after |eaving the message
(see “The Caller’ s Options’ on page A-35).

2. Ifthecaller ID wasnot captured, theuser may manually enter the
number todial. If it isan external number, be sureto dial the outside
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line access digit and any long distance prefix digits such as 1 and area
code.

3. Press*** to disconnect from thecall and return to AltiM ail.
The Caller’sOptions

After leaving a message, the caller may simply hang up or press # for spe-

cial delivery options. If # is pressed, they have the option to press

e *torerecord the message

e 1to specify delivery options

e 2toattach acall back nhumber
(If the callback number is outside of your outcall accessihility, the
system cannot return the call. Please check with your System Admin-
istrator for your toll restrictions.)

e #10 send the message

After pressing 2, they will be asked to leave a call back number beginning
with the area code. To notify your callers of this option, you may want to
mention the option to leave a call back number in your personal greeting.
If the caller’s number is a publicly listed number, there is no need to enter

their callback number since AltiServ automatically capturestheir caller ID
information.

Private M essaging

To minimizetelephonetag, you have the ability to leave a private, detailed
message in AltiMail for acaller in case you are not at your desk or in the
office when he or she calls. Thisfeature is perfect for those callerswho do
not have voice mail themselves or are difficult to reach. Private M essaging
allows callers to access information intended for them when they try to
contact you while you are unavail able. When you leave a Private M essage,
the system asks callers to enter the letters of their names (last name fol -
lowed by first name) to check if they have a Private M essage.

To Leave A Message

At the Main Menu, press 5 and
e 2torecord a new message
e Atthetone, record message and press #
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Dynamic Messaging

Using the number pad, enter recipient’s last name followed by the
first name. Use 1 for “Q” and “Z”.

When you have finished, press #.

To Check Message Status

To check the status of private messagesthat have been recorded, press 1 at
the Private Messaging Menu. AltiMail will then

Give the time and date of the message recorded

I dentify the recipient that the message isfor

Inform whether or not the message has been heard

Replay the message

Ask you to press 1 to keep the message or 2 to del ete the message

Note: Delete messages that have been heard. Up to five private messages

are allowed at one time.
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AltiMail Mixed-Media Messaging

Not only does AltiMail send and receive multiple forms of communication
such asvoice mail and e-mail, it is able to combine different forms of mes-
sagesinto a“ package’ called aMixed-Media message. You can save time
and money by sending Mixed-M ediamessages over the Internet to anyone
throughout the world with an Internet address, toll free.

Since all messages (voice mail, e-mail or Mixed-M edia messages) go into
the same AltiMail Post Office box and into your mailbox, you need only to
check one location for all messages with your multimedia computer.

When away from the office, access Mixed-Media messaging from any-
where (at home or while traveling) using an access line from an Internet
provider to download all unretrieved Mixed-M edia messages from the
AltiMail Post Office box.

Accessing AltiMail Mixed-MediaM essaginginthe
Office and Remotely

In order to access your AltiMail either in the office or remotely viathe
Internet, you must configure your e-mail client application (e.g. Netscape
Navigator 2.0 and beyond, Eudora, etc.) to properly recognize your Alti-
Ware server. Please consult the configuration manual that comes with your
e-mail client application.

1. Go tothe mail server configuration section and enter your AltiWare
server’'sname or |P address in both SMTP and POP3 server fields (in
some cases, this may be the same field).

2. Gotothe user configuration section and enter your name, user name,
e-mail address, and the reply-to address (usually the same as your e-
mail address). The e-mail addressis usually your name appended with
“ @your.domain.name” . Please see your System Administrator for
your organization's domain name.

3. Click or select the Get Mail option. Some e-mail client applications
may provide afield to cache your e-mail password for the current ses-
sion so that you don’t have to enter your password every time you
click Get Mail. Be sure to enter your e-mail password when
prompted.
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Retrieving M essages

To retrieve messages using your multi-media computer,

1
2.
3.

Configure your e-mail application (see “Accessing AltiMail” above).
Click on the “Get Mail” icon.

All new messages, whether read or unread, are stored in the Inbox
folder. Click on the Inbox folder.

Individual messages should appear on the right side of the window.
Click on amessage to read/listen to it.

To listen to an audio attachment in an e-mail, click on the attachment
to hear the message through the computer speaker. If you do not want
others around you to hear the message from your computer, you may
listen to the audio portion of the message over the handset of your
telephone by pressing 8 at the Main Menu of AltiWare. Refer to page
25 for more detailed instructions on listening to messages over the
phone.

Note: Voice mail messages also appear as Mixed-Mediamessagesin the

“Inbox” folder. Open it and click on the audio attachment to listen
to the message.

Composing and Sending M essages

To compose a new message,

1

Click or select the“To: Mail” option and enter your recipient’s e-mail
address.

Type the text portion of the message (optional).

Send an audio attachment with or without a text message by lifting
the handset off-hook and dialing # 0.

Asinstructed by AltiMail, press 2 to record a new audio attachment.

After you have finished, press # and either hang up or press 1 to listen
to, 2 to re-record or 3 to delete the audio attachment.

Click the “Send” icon when finished. AltiMail will attach the voice
annotation to the e-mail when it is sent.
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Note: Anaudio attachment is seen only at the receiving end and does not
appear as an attachment on the e-mail message composed by the
sender. Y ou may carbon copy (CC:) the message to yourself to
verify that the audio attachment has been attached and sent
successfully.
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AltiReach

AltiReach is a Web-based management tool that provides away for users
to manage their call handling options such as One Number Access, Call-
View, Message Notification and other personal phone settings using a
standard Web browser. It not only provides an easy to use GUI, AltiReach
is accessible from any location that has an Internet connection.

Accessing AltiReach

Users may access AltiReach Call Management by using any popular Web
browser. To usethe CallView part of AltiReach, the browser must be Java
capable.

To access AltiReach,

1. Obtain your organization's AltiReach URL address from the system
administrator, which looks something like

http://servername/altireach or
http://www.Y our Domain.com/altir each

2. Open aWeb browser and enter the URL address, then press Enter.

The following describes each of the AltiReach Call Management screens:

Login

TheAltiReach login screen, shown in Figure A-2, promptsthe user tologin
by entering the following:

e First name
e Last name
e Extension
e Password
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Figure A-2. AltiReach Login screen

After successful login, AltiReach displays the Main Menu, shownin
Figure A-3.
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Main Menu

Thefirst AltiReach screen after youloginisthe Main Menuthat allowsyou
to access any of the following screens:

e Cal Management

e Station Speed

e CdlView

e One Number Access
e Message Natification

These screens are described in detail in the following sections.

e ————————————— 1|
AltiReach Main Menu - Microsoft Intemnet Explorer = B3
| Ble Edt Yiew Go Faveies Hel |

S Gy | & &
Back Forysard, Stop Refiesh Home Search  Favortes  History  Channels | Fullscreen b ail
Address I hitp: /A,y ourDomain. comsegi-shlfaltigen/ altigen. exe PP assword j |J Links

. =
[Fred Smith -- 105]

Gall Manayement I Station Sneed I
Gall View I
One Humber Access I Messaye Hotific ation I
=l
[[#1 Done [ [ %5 Local intranet zone i

Figure A-3. AltiReach Main Menu
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Speed Dial Setup

The Speed Dial Setup screen, shown in Figure A-4, alows users to
program up to 20 station speed dial numbers. All relevant prefix digits such
astrunk access number (e.g. 9), the long distance prefix 1 and area codes
must precede an outsi de phone number. Station speed dial numbersarealso
set up by using the #25 feature code on the user’ stelephone set. Refer to
“ Station Speed Dial Setup” on page A-20 for more information on setting
up speed dia numbers using the telephone.
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Speed Dial Setup

Figure A-4. Speed Dial Setup screen

CallView

CallView isagraphical user interface (GUI) that displays the status of all
AltiServ users extensions and provides the functionality of a“personal
consol€” without having to install or use TAPI.
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Note: Y ou must use a Java-capable Web browser to use CallView. Also,
you must have the system administrator enable M ultiple Call
Waiting for your extension to be able to handle more than one call

at atime.

Caller 1D

| Time 102

&/

Meszage

-]+ Extensiong
e 100 Albert Agarwal

- 101 Mark Foster
- 102 Larrg Frazier
-~ 103 Mei Chen
- 104 Joseph Huff
- 106 James Lund
-~ 106 Jane Luick
= 107 Elma Lowe
- 108 Flaju Mata

- 109 Takana Honda
- 110 Jowei Chang
- 117 Dian Mantz
=112 John Shuart
- 113 Wallice Siera
-+ 114 Toro Takaiwa
- 115 Ben Huang
e 116 Brshad Woodworth
- 117 Martin Kimball
- 118 Danigl Kindley

=

Hold I

Hold I

Hold I

Hold I

Transfer Consultation
Woice b ail Diial Ext.
[ Pokp || Flash |

&l ‘ Release

Figure A-5. AltiReach CallView screen

* TheCall Logwindow (at the top of the screen) showsthe extension or

phone number (Caller | D) of incoming calls, their name (Name) if

available, and the time and date (Time) of each call. Up to 30 call
entries are displayed. This“call log” information is cleared when

AltiReach is closed.

* The M essage indicator turns red when there are messagesin the user’s

mailbox.

Using CallView to Make or Receive Calls

e Answering a Call - simply pickup the handset or click on the Flash

button if your phoneison Dial Tone Mute M ode (#82) with the

speaker phone turned on.
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« Dialing an Extension - with the handset off-hook, click on any
extension number in the window and press the Dial Ext. button to
automatically dial that extension.

* Placing a Call on Hold - while connected to a call,

1. Click onone of the four Hold buttonsto place the call on hold. The
Hold button becomes the Retrieve button.

2. Click on the Retrieve button to be reconnected with the call. The
Retrieve button changes back to the Hold button again.

3. Uptofour calls can be placed on hold simultaneously.

« Transferring a Call - while connected to a call, select the extension
where the call should be transferred to and click on Transfer.

* Transferring a Call to Voice Mail - while connected to a call, select
the extension of the voice mail box where the call should be sent and
then click on Voice Mail. The caller is sent directly to the voice mail
box of the selected extension.

e Setting up Consultation Transfer:

1. While connected to a call, select the extension of the person you
wish to consult with.

2. Click on Consultation to connect to the extension.
3. Click on Flash to re-connect to the caller.

e Call Pickup - with the handset off-hook, click on an extension that has
aringing cal. Then click on the Pickup button to pick up that ringing
call at that extension. Thisisthe same as dialing #29 <extension> on
the handset to pick up acall.

« Using the Release button - click on the Release button to disconnect
an active call.

WorkgroupView

If you login to AltiReach as a workgroup pilot extension number, the Call-
View screen changes into a WorkgroupView which can be used to moni-
tor aworkgroup in ways that are not possible without AltiReach. Unlike
the CallView screen, however, the WorkgroupView screen is not an inter-
active GUI that is used to control anything. It is simply used to view calls,
monitor workgroup member activities and act as a message waiting indi-
cator.
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Note: Y ou must use a Java-capable Web browser to use

WorkgroupView. Users have reported that Netscape
Communicator may have problems refreshing the workgroup
member’ s status. If you experience any problems using Netscape
Communicator to access WorkgroupView, clicking on Reload a
few times should resolve this problem.

The WorkgroupView screen shown in Figure A-6 contains the following:

M essage Waiting I ndicator s - the first three rows below the screen
heading are used to indicate the number and type of messages con-
tained in the workgroup’s mailbox. Thefirst row shows two buttons
that “light up in red” when there are New or Archived (saved) mes-
sages. The second and third lines show what type, Voice or Mixed-
M edia (E-mail), and how many messages there are under each cate-

gory.

AltiBeach Workgroup Yiew: 300

yoice ‘ mixed-media | yoice ‘ mixed-media
8 ‘ [ | 1 ‘ 5
Callers in Queue | CallerID ,j Calls Abandoned
117 '
5 8102526362 2
A102526360 =
memkbear status num of calls | avi. call lenath
130 in use 4 Q0:00:31

in use ; 00:00;:35

Figure A-6. AltiReach WorkgroupView screen

Callersin Queue - shows the number of callsin queue.
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e Caller ID - showsthe caler’'s phone number if available.
e CallsAbandoned - shows the number of calls that have left the
queue.

e Member Information - shows alist of workgroup members and the
following information about each member:
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— Member - shows the extension number of the workgroup member.
If amember has logged out of the workgroup, it indicates this by
showing “(out)” next to the member extension number.

— Status- showswhether the member is on the phone (in-use) or not
(idle).
— Num of Calls- showsthe number of calls the member has taken

— Ave Call Length - shows the average length of calls that comein
through the workgroup and are taken by a workgroup member.

Note: Thisscreen isautomatically reset (except for Message Waiting
Indicators) every 24 hours, specifically at 3:00 AM.

M essage Notification Setup

Figure A-7 illustrates the Message Notification screen, which enables the
system to alert users of new messages when they are away from their desk.
Users can setup Message Notification through the AltiMail Voice
Messaging System or through this Message Notification screenin
AltiReach. See“Message Notification” on page A-30 for moreinformation
on this feature.
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Message Notification

14086562187

Figure A-7. Message Notification Setup screen

One Number Access

Voicemail issufficient for most callsthat are not answered by the user. For
important or urgent calls, however, users may want to have the system send
the call to them by dialing pre-determined numbers based on a pre-
determined schedule. Refer to Figure A-8 for One Number Access setup.

OneNumber Access (ONA) allowsimportant callersto be connected to the
user without having to dial more than one number. The system does the
search for the caller and connectsthe caller when the user isfound. If the
system is unable to connect the call, the caller is sent into the user’ s voice
mail.
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To Setup One Number Access

1. TouseOneNumber Access(ONA), you must first enableit on the Call
Management screen of AltiReach by selecting the Enable One
Number Access box.

2. Also select and configure the No Answer Handling on the Call
M anagement screen of AltiReach. ONA isinvoked by AltiServ only
during a“ring no answer” situation becauseit assumesthat you are out
of the office or away from your desk. If thelineis busy, the call will be
handled according to the extension’s Busy Call Handling
configuration. If the extension has Do Not Disturb enabled, the call
will gointo voice mail. All system and extension call restrictions apply
for One Number Access.

e ———— 000
AltiReach Call Management - Microsoft Internet Explorer M=
| Ble Edt View Go Favaies Help |
S Gy | & %] B 5
Back Eomar Stop Refresh Home Search  Favortes  History  Channels | Fullscreen Mail Print
Addiess | hiip./wam YouDemain, comvalireach/ =] | Links

AltiReach Call Management

First Fred Last |3mnh
Name Name
Extension 105 Password |m
Click to Login
=]
[#] Done [ || |5 Localintranet zone #

Figure A-8. One Number Access Setup Screen |

3. Determine the schedule when you want ONA availableto callers. Y ou
can disable ONA or enableit:

o Atadltimes
e During business hours

¢ During non-business hours
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e Based on the predetermined schedule

4. Select the Caller ID Verification checkbox to specify which callers
can access ONA.

— You can enter up to ten (10) phone numbersin the Caller 1D
Verification fields. Whenever the system detectsacall from one of
the numbers entered here during any of the selected schedules, the
system beginsto search for you by dialing the numbers configured
in the Forwar ding Number fields.

CAUTION!

If no numbersareentered in the Caller ID Verification fields
and ONA isenabled, it ismade available to every caller.

— Examples of international, domestic long distance, and local
telephone numbers are:

¢ International numbers (01181118102146) comprise of, 011
(international code), 81 (country code), and finally the area
code and telephone number.

« Domesticlong distance numbers (15102522332) comprises of
1 (long distance prefix), followed by 510 (area code), and
finally the seven digit telephone number.

¢ Forlocal numbers, thelong distance prefix (1) and the areacode
(510) should not be entered. Only the seven digit number is
required.

— You canalso enter arandom “password” number such as“5555” so
that any caller who knows this password can use ONA to find you,
regardless of wherethey are calling from. Once you’ ve set thisup,
you need to instruct the caller to dial 1 during your personal
greeting and then to enter the “password” to use ONA.
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|14082 635662
|1‘-115453 6532

I
I

Figure A-9. One Number Access Setup Screen |1

5.

In the Schedule section, enter a customized schedule of four different
time slots during which ONA isto be enabled. The Enabled based on
thefollowing schedule option at the top of the screen must be selected,
as shown in Figure A-8.

In the Forwarding Number section, configure four different numbers
(extension or outside number) the system isto dial to search for you. If
it isan outside number, be sure to enter all relevant prefixes such asthe
long distance prefix 1 and the area code. Since you can select whether
it isan extension or an outside number, you do not need to include the
trunk access code.
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Note: During any of the specified schedules above, the system dias
the Forwarding Number(s) in the order from Forwarding
Number 1 to Forwarding Number 4, rather then dialing a
specific Forwarding Number for a specific Schedule number.

Call Management Setup

The Call Management Setup screen, shown in Figure A-10, allows you to
manage how the system handles incoming calls. The content of this screen
issimilar to “ Answering Incoming Calls’ on page 5-19.

Call Management

Apily

Figure A-10. Call Management Setup Screen
Forwarding All Calls

You can configure Call Forwarding here on the Call Management
screen of AltiReach or via AltiMail under the Personal Options menu. If
you wish to forward calls to an external number, begin with the outside
trunk access digit and any long distance prefix digits such as 1 and area
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code.
Note: Please note the following:

e Thereisa“1-hop” limit to Call Forwarding. For example,
Extension 101 has calls forwarded to Extension 102. Extension
102 has calls forwarded to Extension 103. A call to Extension
101 will ring Extension 102 and not Extension 103 because of
the 1-hop limit. If Extension 102 does not answer, the call is
sent to Extension 101's voice mail.
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e Forwarding callsto a pager is possible but not recommended
since callers will only hear what is heard when calling a pager
and will not know to enter areturn phone number unless
instructed.
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Appendix B User
Feature Codes

This appendix contains all feature codes avail able to users on the AltiServ
system.

AltiMail Quick Features

1 Greeting Menu

#28. ... Password Menu
Making Calls

7 Dia By Name

#35. .. Station Privilege Override

#69. ... ... Dial Last Caller

3 Station Speed Did

#88. ... System Speed Dial

#99. . ...l Last Number Redial

#O<ext>.......... Individual Call Pickup (a specific station)
#30. ... System Call Pickup (any station ringing)
FLASH#31........ Personal Call Park
#3l<ext>.......... Personal Call Park Pickup
FLASH#41........ System Call Park

#il<loc.#>........ System Call Park Pickup
#BLl............... Hands Free (Intercom) Mode

#26. . ... Station Log Out

H2T .o Station Log In
#32<acct. #>....... Account Code

#33. . Do Not Disturb

#36. ... Call Forwarding

o Remote Call Forwarding
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Workgroup Features

#29 <wkgp ext #> . . . Workgroup Call Pickup
#54 <wkgp ext #> .. .Workgroup Log In
#56 <wkgp ext #> . . . Workgroup Log Out

Other Features

H22. Feature Status Check

#25. . .. Station Speed Dial Setup

#38. ... Outside Call Blocking (operator only)
#39. . ...l Operator Off-Line (operator only)
#A. . ... Overhead Paging

#A5. ... Overhead Paging by Trunk
#55. . .. Feature Tips

A T Silent System Call Park

#B2. .. Dial Tone Mute Mode

FLASH <ext> ...... Transfer

FLASH#40........ Transfer to AltiMail

FLASH # 15 <aa#>. Transfer to Auto Attendant
FLASH ## <ext> ... Transfer to aUser’'s Voice Mail
FLASH <ext> FLASHConsultation

FLASH <no.>#.. ... Conference Call

FLASH ........... Cdl Waiting

B-2 AltiWare OE System Administration Manual



SMDR Reporting Format

Appendix C Call
Accounting Tables

This appendix contains tables for the following call accounting features
within AltiServ:

* SMDR (Station Message Detail Reporting)
e CDR (Call Detail Reporting)
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SMDR Reporting Format

AltiServ reports telephone information in Station M essage Detail
Reporting (SM DR) format to application through the COM port. Cur-
rently, AltiWare OE supports the Mitel SMDR format. The system admin-
istrator can turn on SMDR reporting and select SMDR reporting format
from AltiAdmin. (Go to the Accounting Data Processing box in the Call
Accounting page of System Configuration, refer to Figure 2-7, “ System
Configuration Screen - Call Accounting Page,” on page 2-17.) The appli-
cation should read the char stream from the COM and parse the data
depending on the format AltiWare is set to.

The SMDR format and sample entries for Mitel are defined bel ow.

Note:

— For "One Number Access' searching through the IP trunk, the
leading "*" char will be recorded by SMDR too in the Outside
Number field.

— Currently internal extension-to-extension calls are not logged.

— Any outbound call that is under 15 secondsis not logged.
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Mitel SM DR Format

Trunk CallsIn Format:

09/01 07:04P 00:00:25 02005102526354 109 12345678:
(Start, Length) Field Format Notes
©,1) space
1,5) date mm/dd
(6,1) space
(7,6) start time hh:mmP P=pm, A=am
(13,1 space
(24,98 duration hh:mm:ss
(22,1 space
(23, 4) trunk PAD number XXyy X = board number,
y = channel num-
ber
(27, 34) calling party
(61, 4) called party
(65, 7) space
(72, 8) account code 1to 8 digits
(80, 1) delimiter line feed
Extension Calls Out Format:
09/01 08:12P 00:00:33109 2526352 0411 12345678:
(Start, Length) Field Format Notes
©,1) space
1,5) date mm/dd
(6,1) space
(7,6) start time hh:mmP P=pm, A=am
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(Start, Length) Field Format Notes
(13, 1) space
(14, 8) duration hh:mm:ss
(22,1) space
(23,4) caling party O
(27, 6) space ;(»_7
——
(33, 26) called number 2 (J;
o O
(59,2) space w2
S
(61, 4) trunk PAD number XXyY X = board number, g
y = channel num- «Q
ber
(72, 8) account code 1to 8 digits
(80, 1) delimiter line feed

Mitel Format: From Extension A

Extension A: 100
Extension B: 111
Outside #: 3210002:

CallsInitiated by Extension A (Column A)

1 Dial out 11/18 05:53P 00:00:28 100 3210002 0100
2 Ext BfwdtoTrk Y 11/18 05:55P 00:00:21 100 3210002 0001
3 Ext BONA toTrk Y 11/18 05:57P 00:00:17 100 3210002 0100
4 VM makecall toTrk Y | 1/18 05:58P 00:00:15 100 3210002 0001
5 #t# 1o Ext B (WG B, 11/18 05:59P 00:00:23 100 3210002 0100
Virtual B) and VM
make call

6 Ext B Stransfer toTrk | 11/18 06:00P 00:00:22100 3210002 0001
Y* (see examples)

7 Ext B B-transfer to 11/18 06:01P 00:00:18 100 3210002 0100
Trk Y* (see examples) 11/18 06:01P 00:00:05 0001100 100
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SMDR Reporting Format

CallsInitiated by Extension A (Column A)

8 ToTrk Y then transfer 11/18 06:02P 00:00:27 111 3210002

toExt B 0001
9 Outcall Log time only, no lines logged
10 Zoomer ang 11/18 06:06P 00:00:27 100 3210002 0100
11 System Speed Dial 11/18 06:07P 00:00:18 100 3210002 0001
12 Ext Speed Dial 11/18 06:08P 00:00:25 100 3210002 0100
13 #35 privilege over - 11/18 06:09P 00:00:31 100 3210002 0001
writeto Ext B (WG B,
virtual B)
14 BisWG B N/A

15 Ext B transfer toWG N/A
C

16 Conference with 11/18 06:10P 00:00:25 100 3210002 0100
Trunk

Mitel Format: From Trunk B

Extension B: 100
Trunk X: 3210001
Trunk Y: 3210002

CallsInitiated by Trunk X to Extension B

(Column B)
1 Dial in 11/18 06:11P 00:00:07 0100 3210001 100
2 Ext B fwd to Trk Y 11/18 06:13P 00:00:35 0100 3210001 100

11/18 06:13P 00:00:25 TRKO 3210002 0001

3 Ext BONAtoTrk Y 11/18 06:15P 00:00:12 0100 3210001 100
11/18 06:16P 00:00:00 0100 3210001

4 VM makecaltoTrk Y | 11/18 06:18P 00:00:29 100 3210001 100
11/18 06:18P 00:00:58 0100 3210001 100

5 ## to Ext B (WG B, N/A
Virtual B) and VM
make call
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SMDR Reporting Format

CallsInitiated by Trunk X to Extension B

(Column B)
6 Ext B Stransfer toTrk | 11/18 06:19P 00:00:21 0100 3210001 100
Y* (see examples) 11/18 06:20P 00:00:41 0100 3210001 TRKO
11/18 06:20P 00:00:23 3210 3210002 0001
7 Ext B B-transfer to 11/18 06:22P 00:00:24 3210 3210002 0001
Trk Y* (see examples) 11/18 06:22P 00:00:40 0100 3210001 3210
8 ToTrk Y then transfer N/A
toExt B
9 Outcall Log time only, no lines logged
10 Zoomerang 11/18 06:24P 00:00:38 100 3210002 0100
11/18 06:24P 00:01:08 0001 3210001 100
11 System Speed Dial N/A
12 Ext Speed Dial N/A
13 #35 privilege over - N/A
writeto Ext B (WG B,
virtual B)
14 BisWGB 11/18 06:25P 00:00:09 0100 3210001 100
15 Ext B transfer toWG 1/18 06:26P 00:00:17 100 100 0100
C 11/18 06:26P 00:00:24 0100 3210001 111
16 Conference with 11/18 06:27P 00:00:15 0001 3210001 100

Trunk
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Call Accounting Codes

Call Accounting Codes

Thissectionidentifiesthefield codesfor AltiGen’ scall accounting reports.
Field code descriptions are listed in tables below for the following CDR
(Call Detail Reporting) records:

e Switching

e Messaging
e Session
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Call Accounting Codes

Switching CDR Record Codes

Field Name Size Description
Day 11 digits Record creation date in number of days since Jan.
1, 1970. 0
SesslD 11 digits A unique number which is used to identify the 8
CDR records logged for the same session. — =
D >
CallerIlD 41 characters The cdlling party’s identification number, which % 2
can either be the caller’s telephone number or n 8
extension number. =)
=
DNISID 41 characters ANI/DNIS number «Q
CalleelD 17 characters The called party’s identification number which
can only be the callee's extension number.
WorkGrplD 17 characters Workgroup number
CallerPad 8 characters Calling party’s physical addressin “sys-
tem:slot:channel” format.
CalleePad 8 characters Called party’s physical addressin “sys-
tem:slot:channel” format.
StartTime 11 digits Thetimelogged as seconds that the call was made
or accepted.
EndTime 11 digits The time logged as seconds that the call was ter-
minated or dropped.
WaitTime 11 digits The time logged as seconds that the call stayed in
the waiting list (queue).
Duration 11 digits The time logged as seconds that the call stayed in
connection
CallCategory 4 digits Call Category:
10 = unknown
11 = local

12 = long distance
13 = international
14 = internal
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Call Accounting Codes

Field Name Size Description

SessType 4 digits Session Type:

0 = unknown

1 = extension to extension

2 = trunk to extension

3 = extension to trunk

4 = trunk to trunk

5 = extension to control group
6 = trunk to control group

7 = extension to hunt group
8 = trunk to hunt group

9 = trunk conference
10=extens on conference
11=outcall to extension
12=outcall to trunk

13=page extension

14=page trunk

15=future delivery voice mail
16=voice mail

CallType 4 digits Call Type:

0 =direct call

1 = transfer to extension

2 = conference call

3 =transfer to trunk

4 = reminder call

5 = forwarded

6 = message waiting notification

AcctCode 11 characters Account code
AAID 11 digits Auto Attendant indentification number
DestID 41 characters The extension number of the final destination that

the incoming call was connected to.

Cost 11 digits Cost of thecdl indollars
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Call Accounting Codes

Field Name Size Description

CallTermina- 1 character Result:

teResult ‘B’ = busy
‘C’ = connected
‘D’ = dropped from queue
‘P = outcall failed %)
‘G’ = listen to message 0O
‘M’ = voice mail from queue 2
‘N’ =ring, no answer g_)| >
‘O’ = operator =2 .
‘Q’ = waiting in queue 8 o
‘R’ = operator pick up from queue %
‘U’ = unknown g
‘V’ = voice mail ©«

Status 4 digits Call Status:
‘B’ = busy

‘C’ = connected

‘D’ = dropped from queue
‘F = outcall failed

‘G’ = listen to message

‘M’ = voice mail from queue
‘N’ =ring, no answer

‘O’ = operator

‘Q’ = waiting in queue

‘R’ = operator pick up from queue
‘U’ = unknown

‘V’ = voice mail

SWNum1 7 digits Reserved 2-byte number
SWNum2 7 digits Reserved 2-byte number
SWNum3 7 digits Reserved 2-byte number
SWNum4 7 digits Reserved 2-byte number
SWNum5 11 digits Reserved 4-byte number
SWNum6 11 digits Reserved 4-byte number
SWNum?7 11 digits Reserved 4-byte number
SWNum8 11 digits Reserved 4-byte number
SWStrl 16 characters Reserved 16-byte string
SWStr2 16 characters Reserved 16-byte string
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Call Accounting Codes

Field Name Size Description
SWStr3 32 characters Reserved 32-byte string
SWStr4 32 characters Reserved 32-byte string

Messaging CDR Record Codes

Field Name Size Description

Day 11 digits Record creation date in number of days since Jan.
1, 1970.

SessID 11 digits A unique number which is used to identify the
CDR records logged for the same session.

Sender 41 characters The sender’s identification number, which can
either be the sender’s telephone number or e-mail
address.

DNISID 41 characters ANI/DNIS number

Receiver 17 characters The receiver’sidentification number which can
only be the receiver’s extension number.

WorkGrplD 17 characters Workgroup number

SenderPad 8 characters Sender’s physicd addressin “system:slot:chan-
nel” format.

RecverPad 8 characters Receiver’s physical addressin “system:slot:chan-
nel” format.

RerdTime 11 digits The time logged as seconds that the message was
recorded or created.

DvryTime 11 digits The time logged as seconds that the message was
delivered.

RetrTime 11 digits The time logged as seconds that the message was
retrieved by the receiver.

FutrTime 11 digits The time of future delivery logged as seconds for
the message.
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Call Accounting Codes

1 = extension to extension

2 = trunk to extension

3 = extension to trunk

4 = trunk to trunk

5 = extension to control group
6 = trunk to control group

7 = extension to hunt group
8 = trunk to hunt group

9 = trunk conference
10=extension conference
11=outcall to extension
12=outcall to trunk

13=page extension

14=page trunk

15=future delivery voice mail

Field Name Size Description
Length 11 digits Message length in seconds.
MsgIlD 33 characters The 32-byte unique message ID.
MailType 4 digits Mail Type:
V' = voice message
‘m' = MIME message 0
‘e’ = text message @)
‘W = wav message 4 2
* * = unknown o >
S o
SessType 4 digits Session Type: o P
0 = unknown 5
=
«Q

16=voice mail
AcctCode 11 characters Account code
Attrib 11 digits 32-bit message attributes
SenderType 4 digits Sender Type:

0 = extension

1 =trunk
Broadcast 4 digits Broadcast flag
VMTermina- 1 character Status:
teResult ‘S = success

‘F =failed

‘U’ = unknown
Status 4 digits Messaging status
VMNuml 7 digits Reserved 2-byte number
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Call Accounting Codes

Field Name Size Description
VMNum2 7 digits Reserved 2-byte number
VMNum3 7 digits Reserved 2-byte number
VMNum4 7 digits Reserved 2-byte number
VMNum5 11 digits Reserved 4-byte number
VMNum6 11 digits Reserved 4-byte number
VMNum?7 11 digits Reserved 4-byte number
VMNum8 11 digits Reserved 4-byte number
VMStrl 16 characters Reserved 16-byte string
VMStr2 16 characters Reserved 16-byte string
VMStr3 32 characters Reserved 32-byte string
VMStr4 32 characters Reserved 32-byte string

Sesson CDR Record Codes

Field Name Size Description

Day 11 digits Record creation date in number of days since Jan.
1, 1970.

SessID 11 digits A unique number which is used to identify the
CDR records logged for the same session.

ExtID 41 characters The user’sidentification number, which can either
be the user’s extension number or e-mail address.

ActCode 4 digits Type of activity

ActTime 11 digits The time logged as seconds that the activity ended

MsglD 33 characters The unigue message ID

Status 1 byte Termination status

SSNum1l 7 digits Reserved 2-byte number
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Call Accounting Codes

Field Name Size Description
SSNum2 7 digits Reserved 2-byte number
SSNum3 7 digits Reserved 2-byte number
SSNum4 7 digits Reserved 2-byte number
SSNum5s 11 digits Reserved 4-byte number O
SSNum6 11 digits Reserved 4-byte number g,:
SSNum?7 11 digits Reserved 4-byte number g %
SSNum8 11 digits Reserved 4-byte number 8 §
SSStrl 16 characters Reserved 16-byte string g’
SSStr2 16 characters Reserved 16-byte string “
SSStr3 32 characters Reserved 32-byte string
SSStr4 32 characters Reserved 32-byte string
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Appendix D Worksheets
and Business Forms

This appendix contains the following worksheets to help the user in
supporting the AltiServ system:

Request for RMA Number
Request for Technical Support
Product Registration

SwJio4 ssauisng
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RMA Fax Form

RMA Fax Form

Request For RMA Number

DATE:

TO: AltiGen Communications Customer Support
FAX: 510-252-9738

FROM:

COMPANY':

PHONE NUMBER:

PRODUCT SERIAL NUMBER:

DESCRIPTION OF PROBLEM AND REASON FOR RETURN

FOR ALTIGEN USE ONLY

RMA #1SSUED: DATE:

AUTHORIZED SIGNATURE:
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Technica Support Fax Form

Technical Support Fax Form

Request for Technical Support

DATE:

TO: AltiGen Technica Support

FAX: 510-252-9738

FROM: )
w
TS

COMPANY: o=
0w n
w =
)

PHONE NUMBER: =0
=
wn >

o

PRODUCT SERIAL NUMBER:

DESCRIPTION OF PROBLEM

FORALTIGEN USE ONLY
RECEIVED BY: RECEIVED:

RESOL VED:
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Registration Fax Form

Registration Fax Form

Product Registration Form
DATE:

TO: AltiGen Customer Service
FAX: 510-252-9738

NAME:

COMPANY:

ADDRESS:

PHONE NUMBER:

COMPANY TYPE/INDUSTRY:

PRODUCT SERIAL NUMBER:

DATE OF PURCHASE:

PURCHASED FROM:

FOR ALTIGEN USE ONLY

RECEIVED BY: DATE:
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Appendix E Auto
Attendant Planning
Worksheet

This appendix contains a sample and blank Auto Attendant Planning
Worksheet to help you organize and plan the structure of your Auto
Attendants before you actually configure them in AltiWare.
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E. Auto Attendant
Planning Worksheet
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Technical Support

Appendix F Technical
Support

Thisappendix describes AltiServ technical support policy and procedures.
It also coversrepair and replacement procedures that the user should follow
when returning or replacing defective equipment.

Technical Support

Before contacting Technical Support, always have the following
information on hand:

* Your nhame

e Company name

e Product seria number

e AltiWare version number

¢ Number of boardsin the system

e The telephone number where you can be reached

e A brief description of the problem and the procedure to
reproduce the problem.

Having this information ready will allow usto better assist you.

WhoisEligible for Tech Support

AltiGen provides technical support to Authorized AltiGen Dealers and
Distributors only.
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End User customers, please contact your Authorized AltiGen Dealer for
technical support. Direct AltiGen support isavailableto End User
customersthrough E-mail only, when addr essing problems that
cannot beresolved by referring to theinstruction manualsor by your
Authorized AltiGen Dealer.
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Technical Support

Technical Support Hours

During AltiGen’sbusiness hours (8:30 A.M. t0 5:30 P.M., Pacific Standard
Time, Monday through Friday except holidays), your call will be returned
in the order it was received (on afirst come, first serve basis), within two
(2) hours under normal circumstances. Outside AltiGen business hours,
only emergency callswill bereturned within eight (8) hours. All other calls
are returned on the next business day.

How To Reach AltiGen Technical Support
Contact AltiGen technical support by any of the following methods:

e CALL 510-252-9712 x 3. (Available to Authorized AltiGen
Dealersand Distributorsonly.) Your call will beanswered by one
of AltiGen’s Technica Support Representatives or routed to the
Technica Support Message Center if no oneisavailable to answer
your call. Your call will bereturned promptly, within two (2) hours
under normal circumstances. Please see “Tech Support on
AltiGen's Web site.”

* SEND E-MAIL TO: support@altigen.com. Messages are checked
onadaily basis.

e SEND A FAX TO 510-252-9738, ATTENTION: Technical
Support. Use the Technical Support Request Fax Form (see
“Request for Technical Support” on page C-3).

Tech Support on AltiGen’sWeb Site

AltiGen’sweb siteis located at http://www.altigen.com. It isa great
resource that offers the latest information and is available 24 hours a day.

In-depth technical information is available under the Support section such
as:

¢ Newsgroups

e Software Updates

e Service Notes

e Frequently Asked Questions

¢ Tech Corner
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Repair and Replacement

Unresolved Problems Escalation Procedure

Toreport unresolved problems, the foll owing escalation procedures should
be followed. Please contact the following responsible parties in the order
listed:

1. Local Authorized Dealers Service Department

2. AltiGen's Technical Support Manager at support@altigen.com or call
510-252-9712 x 3.

3. TO REPORT ANY STILL UNRESOLVED PROBLEMSOR
COMPLAINTS, SEND AN E-MAIL MESSAGE TOALTIGEN'S
PRESIDENT AT: ceo@altigen.com OR CALL 510-252-9712 x 390.

Repair and Replacement

Scope

This policy addresses the procedure for return of any materialsto AltiGen
from Authorized AltiGen Ded ersonly. It covers materialsreturned for any
and al reasons.

General

All materials being returned to AltiGen must have an associated RMA
number. RMA numbers are issued by AltiGen Customer Service and can
be obtained by calling 1-888-ALTIGEN (258-4436) or faxing an RMA
form (See Appendix C) to 510-252-9738, attention to Customer Service.
AltiGenreservestheright to refuse return of any material that doesnot have
an RMA number. The RMA number should be clearly marked on the
outside of the box in which the material is being returned. Please see the
example below:
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Attn.: RMA # 123

AltiGen Communications, Inc.
47427 Fremont Blvd.
Fremont, CA 94538
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Repair and Replacement

Upon authorization of return, AltiGen will decide whether the
malfunctioning product will be repaired or replaced.

Replacements

If the defective product is to be used until replaced, AltiGen will ship the
replacement product with an invoice. When the defective product is
received by AltiGen, the amount of the returned product will be credited to
the account.

Registration
Register your product to receive free software updates and new product
announcements.

To register your AltiGen product, fill out the “ Product Registration Form”
on page C-4 and return the form to AltiGen Communications, Inc. by fax
to 510-252-9738.
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Glossary

Glossary

A

AC - Alternating Current.

ADPCM - Adaptive Differential Pulse Code Modulation. A sophisticated
compression algorithm for digitizing audio that stores the differences between
successive samples rather than the absolute value of each sample. This method of
digitization also reduces storage requirements from 64K bits/second to as low as
24K hits/second.

AltiConsole - apersonal computer-based attendant consol e connected to the
AltiServ over the network that emulates a standard hardware-based attendant
console through software and has the flexibility of adding new features through
software without changing the hardware.

AltiSpan - link from the AltiServ base to the system extension that allows for
passing Caller ID.

AltiWare - the system software that is used by AltiGen's Quantum products.

AltiServ - an advanced, highly integrated business and computer telephony
platform that consists of a Quantum card and AltiWare software working in a PC/
Server running under Windows NT.

analog - amethod of telephony transmission in which the information from the
source (for example, speech in ahuman conversation) isconverted into an el ectrical
signal that varies continuously over arange of amplitude values.

API - Applications Programming Interface. A set of routines that an application
program uses to request and carry out lower-level services performed by an
operating system.

ASCII - American Standard Code for Information Interchange.

B

blocked calls - callsthat cannot beimmediately connected to the number dialed. A
cal is defined as blocked when access paths to the called station are unavailable.
Thisis not applicable to AltiServ.

BPS - Bits Per Second. The number of bits transmitted per second.
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C

card - printed circuit assembly.
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Glossary

CCIS - Common Channel Interoffice Signaling. A method of carrying telephone
signalling information along a path different to the path used to carry voice.

Central Office (CO) - aswitching system that connects lines to lines, lines to
trunks, and trunksto trunks. These systems are operated by local telephone
companies. The term sometimes refers to atelephone company building in which a
switching system islocated and sometimes includes other equipment (such as
transmission system terminals).

Centrex (CTX) - abusiness telephone service offered by alocal telephone
company from alocal centrd office. Centrex isasingle line telephone service,
delivered to individua desks or telephones with added features such as intercom,
call forwarding, call transfer, toll restriction, least cost routing, and hold on single
line telephones. These features are provided by the local phone company’s central
office. Centrex is aleased business service serving as an option to owning a PBX
or key telephone system.

channel - the smallest subdivision of acircuit capable of carrying communication
service.

circuit - the physical connection of channels, conductors and equi pment between
two given points. Includes both transmitting and receiving capabilities.

client - a process whose threads call services provided by either aloca or remote
server process. In Windows NT, communi cation between aclient and server occurs
through the local procedure call (LPC) or remote procedure call (RPC) facilities.

CO - Centra Office.

conferencecall - acall inwhich two or more persons speak together. Stations may
be internal or external.

configur e - to determine and assign the equipment cabinet or chassis contents and
location of each card, as well as software parameters.

configuration databases - those databases which represent unique customer
specifications relating to system and station features.

console phone - emulates a standard Attendant Consol e through software. It
provides al the call handling features provided by a standard hardware-based
console and has the flexibility of adding new features through software without
changing the hardware (i.e. AltiConsole).

conver sation path - the route from originating port to terminating port of a two-
way communication. A conversation requirestwo such port-to-port paths. Transmit
and receive.

CTI - Computer Telephone Integration. Or in the case of an AltiServ, Computer
Telephony Internet.
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D

database - acollection of related data which can be immediately accessed and
operated upon by a data processing system for a specific purpose.

DC - direct current. The flow of free electronsin one direction with an electrical
conductor, such aswire.

Default - the preset value from the factory or the software writer that the program
or equipment comes with. In the absence of any other command from the user - it
will work with default values.

DID - Direct Inward Dialing
digit - asingle whole number between 0 and 9.

disk duplexing - the procedure of copying data onto two hard drives, each using its
own hard drive controller. If any component (hard drive controller card, cable, boot
hard drive) on the first channel fails, then the second channel will boot and operate
normally.

disk mirroring - the procedure of duplicating data written to two identical hard
drives, where both hard drives are connected to one disk controller card. If one hard
drive fails, then the data can be retrieved from the second hard drive.

Do Not Disturb (DND) - when this feature is sel ected, all incoming calls to the
user’s extension are denied. If the station has system forwarding instructions, the
calswill be automatically redirected to another extension, attendant, or operator.

DTMF - Dual Tone Multi Frequency are the low and high frequency tones that
comprise touch tone signals.

drop-down menu - alist of optionsthat display below a menu option.

DSP - Digital Signal Processor. A microprocessor with an architecture that is
particularly optimized to perform mathematical algorithms that manipul ate digital
signals.

Dual Tone Multi Freguency - see: DTMF.

E

en-bloc dialing - dialing scheme that allows the terminal to include all the digits
required to complete a call.
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environmental subsystem - A protected subsystem (server) that provides an
application programming interface (API) and environment - such as Win32,
MS-DOS, POSIX, or OS/2 - on Windows NT.

escalation - to expand step-by-step from alimited or local issue to higher level.
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Ethernet - aloca area network, used for connecting computers and terminals, etc.,
located typically within the same building. Ethernet operates over twisted wire and
over coaxid cable at speeds up to 10 megabits per second. Ethernet isthe aphysical
link and datalink protocol reflecting the two lowest layers of the DNA/OSI model.

Exchange integration - provides unified messaging by synchronizing the
mailboxesin an AltiServ and Exchange Server, so that a user can access messages
in either server. If amessage is added to one server, it is automatically sent to the
other server, similarly, if amessage is deleted in one server it is automatically
deleted from the other server.

extension number - an arbitrary number of two to five digitsthat matches a station
to aparticular user.

F

FCC - Federal Communications Commission.

feature - aspecial or specific capability.

field - aunit of datain arecord or message and designated for a particular purpose.
file- an organized collection of related information treated as a unit.

file server -an integral part of a multi-user computer network such asaloca area
network (LAN). It typically isacombination of a computer, data management
software, and large capacity hard disk drive. A file server directs all movement of
files and data on a multi-user communications network and gives each user on the
network access to files stored on the file server. It alows the user to store
information, leave electronic mail messages for other users on the system and
access application software on the file server such asword processors or
spreadshests.

FLASH - asudden brief signa. Activated by depressing the flash key on the
telephone pad if one has been configured, or by a quick press and release of the
receiver button (switch hook).

FSK - Frequency Shift Keying. A modulation technique for data transmission.

function - a specific purpose of an entity, or its characteristic action. In computer
programming, a synonym for procedure.

FXS- Foreign Exchange Subscriber. An analog interface for direct connection of a
telephone set to adigital multiplexer.

G

GMT - Greenwich Mean Time. Mean solar time of the meridian at Greenwich,
England, used as the basis for standard time throughout the world.
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ground start - atype of start signaling on a subscriber’s trunks in which the ring
(minus side) is grounded (ground start) to get dial tone.

GUI - Graphical User Interface.

H

hard disk - a seaed mass storage unit used for storing large amounts of data.

hardwar e - aterm used to describe the physical components of a machine,
particularly computer equipment, and devices containing logic elements used in
data processing or communication equipment.

Hertz - cycles per second. Abbreviated as Hz.

http or HTTP - Hypertext Transfer Protocol. The Internet protocol used to manage
communications between Web clients (browsers) and servers.

Hunt group - see Workgroups.

Hz - see definition for Hertz.

I mpedance - occurs when power or signal istransferred from onecircuit to another.
Thisis known as the resistance of electrical current to aternating current and it is
measured in OHMs.

IMAP4 - Internet Message Access Protocol - Version 4.

interface - the interconnections between two separate systems or pieces of
equipment.

I SA - Industry Standard Architecture.
I SO - International Standards Organization.
I SP - Internet Service Provider.

J

jack - the mate for aplug. Used to connect two pieces of equipment together.

Q
o
[
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K

keyboard - system interface for communication. A group of numeric keys,

alphabetic keys, or function keys used for entering information into aterminal and
into the system. Usually patterned after the QWERTY keyboard layout. Thisterm
is derived from the sequence of the first six keysin the first row of alphabetic keys.
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L

L anguage Server - alowsthe ability to record and play phrasesin different foreign
languages without requiring any software changes.

L ocal addr ess- an addressused in aperipheral node or stationin place of anetwork
address and transformed to or from a network address for delivery purposes.

L ogoff - the procedure by which a user disconnects from a program or session.

L ogon - the procedure by which a user begins a program or terminal session and
gains access to the AltiServ or Quantum system.

Loop Start - atype of start signaling. A closed path or circuit over which asignal
can circulate. When used on atelephone ling, it tests the line, the circuit is closed
and reflects received signals to the sender.

M

maintenance - any activity intended to retain afunctional unitin, or to restoreit to,
astatein which it can perform itsrequired function. Maintenanceincludes keeping
afunctiond unit in a specified state by performing activities such as test,
measurements, replacements, adjustments, and repairs.

MAPI (Messaging API) - a Component Object Model (COM)-based API that
supports message-rel ated components such as message stores, address book, and
message transport.

MDMF - Multiple Data Message Format
menu - adisplay of alist of available machine functions for selection by the user.
MHz - Megahertz.

MIME - Multipurpose Internet Mail Extension. A technique designed to bundle
attachments within individual e-mail files. Microsoft e-mail protocol software
format.

module - acompact assembly that isa component of alarger unitin electronics. A
detachable section, compartment or unit with a specific purpose or function.

mounting panel - the panel used to mount the connection panelsto awall.
ms - millisecond.

MVIP - Multi-Vendor Integration Protocol.

N

network - A configuration of data processing and/or telecommunication devices
and software connected for information exchange.
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network address - An identifier for anode, station, or unit of equipment in a
network.

network domain - a set of workstations and servers that share a security account
manager database and can be administered asa group. A user with an account in a
particular network domain can log onto and access his or her account from any
system in the domain.

network server - networking software that responds to 1/0 or computes requests
from aclient machine. Windows NT network servers can be implemented either as
server processes or as drivers.

numbering plan - the method of assigning NNX codes to provide a unique
telephone address for each subscriber, special line, or trunk destination. In
AltiWare the method of assigning extension numbers and trunk designations to
local premises.

North American Numbering Plan - a so known as NPA. Refersto the assignment
and management of the area code system for North America. Administered by
Bellcore, presently being expanded due to high demand for new numbers and
services, requiring new area codes. Numbering sequence being changed from
traditional N 1/0 X area code (center digit a1 or a0) to NNX, where N = numbers
1to9and X =any number.

O

offhook - refersto atelephone set when the receiver isnot resting in the base. This
usually initiates adia tone from the receiver.

One Number Access - afeature of AltiWare that allows usersto create alist of
phone numbers that the system can use to track users and connect them with an
incoming call if they are not at their extension desk.

onhook - the term used to describe atelephonein the idle state or with the receiver
still resting in the base.
option - aselection from several possibilities.

OSl - Open Systems Interconnection. A software model defined by the
International Standards Organization that standardizes levels of service and types
of interaction for networked computers. The OSI reference model defines seven
layers of computer communication and what each layer isresponsible for.

overlap dialing - dialing scheme that allows the terminal to omit part of the digits
required to complete a call, while the remaining digits are buffered.
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P

PABX - Private Automatic Branch Exchange. A private branch exchange (PBX)
that provides access to and from the public telephone network without operator
intervention.

PBX - Private Branch Exchange. A switching system providing telephone
communications between internal stations and external networks.

PCM - Pulse Code Modulation.

physical extension - isassociated with aphysical port and device. An extension is
created, by default, as a physical extension (as opposed to avirtual or workgroup
extension) unless there are no more physical ports available.

pilot number - the extension number that identifies a workgroup or distribution
group.
POP3 - Post Office Protocol version 3. Protocol for retrieving e-mail by remote
client.

por t - acommunication channel through which aclient process communicateswith
a protected subsystem.

POSIX - an acronym defined as “a portable operating system interface based on
UNIX", refersto a collection of internationa standards for UNIX-style operating
systeminterfaces. Inthe mid-to-late 1980’ s, government agencies began specifying
POSIX as a procurement standard for government computing contracts.

Power Failure Backup - If your AC power fails, your telephone system can still
operate by switching to a backup battery power supply, often called an
(Uninterrupted Power Supply) UPS.

Power Failure Transfer - A telephone system feature. When the commercia AC
power fails and there is no backup power source such as a battery or a generator,
this feature switches some of the trunks connected to the telephone system to
several singleline phonesthat do not need external power and can draw their power
from the telephone lines.

Power Supply - the part of the telephone system or a computer that converts the
normal 120 or 240 volts AC power to AC and DC at the various voltages and
frequencies as needed by various components and circuits of the system.

Private Network - A series of offices connected together by leased and non-leased
telephone lines, with switching facilities and transmission equipment owned and
operated by the user or by the carrier and leased to the user.

process - alogical division of labor in an operating system. In Windows NT, it
comprises avirtual address space, an executabl e program, one or more threads of
execution, some portion of the user’ sresource quotas, and the systems resources
that the operating system has allocated to the process threads. It isimplemented as
an object.
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Protected subsystems - integral subsystems that perform important operating
system functions, such as security subsystems among others.

protocol - A set of rules and conventions by which two computers pass messages
across a network medium. Networking software generally implements multiple
levels of protocols layered one on top of the other.

Q

Quantum - an ISA standard computer telephony board of AltiGen’s AltiServ
product line. It isan all-in-one platform designed with open software standards to
facilitate use of enhanced applications.

queue - acollection of callswaiting to be served. Queued calsin AltiWare are
handled on afirst-in, first-out basis.

R

RAM - Random Access Memory. The primary memory in a computer that can be
written over with new information. The contentsof RAM memory are lost when the
electrical power to the PC is switched off.

RAS - Remote Access Service.

retry - to resend data a prescribed number of times or until the datais finally
delivered.

RJ-11 - The“common” telephone jack. Usually wired with four wires, the red and
green signify the tip and ring circuits.

RJ-45 - The“common” telephonejack. Usually wired with eight wires, thered and
green signify the tip and ring circuits.

ROM - Read Only Memory.

root directory -inan IBM or compatible PC, thedirectory that is created when the
user formats adiskette which may contain subdirectories. Synonymouswith system
directory.

S

save - to retain data by placing it in memory or by copying it from one storage
device to another.

SDMF - Single Data Message Format
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server - aprocess with one or more threads that accepts requests from client
processes. It implements a set of servicesthat it makes available to clients running
either on the same computer or possibly on various computersin a distributed
network.

sot - anumbered division of acomputer in which a printed circuit card is located.
SMTP - Simple Mail Transfer Protocol. Protocol for sending Internet e-mail.

station - any location wired to accept a telephone, sometimes referred to as an
extension. Also another name for a place where acall can be answered. It may bea
telephone, an attendant console, a PC or any other device.

subscriber - auser or connection. The line from atelephone to a switch.

System Speed Dialing - this feature allows the user to access a system wide
directory of commonly called numberswhich have been “ condensed” into atwo- or
three-digit code on the telephone dial pad.

T

TAPI - Telephone Application Programming Interface. A call-processing software
that allows devel opers to implement tel ephony applicationsthat control switches
from different vendors.

TCP/IP - Transfer Control Protocol/Internet Protocol. A full set of protocols used
on the Internet.

TDM - Time Division Multiplexing.

telecommunications - any transmission, emission, or reception of signals, writing,
images, or other information by wire, radio, or any other el ectromagnetic system.

Tip and Ring - thetraditional telephony indication of plusand minusin electrical
circuits. (See Ground start and L oop start)

toll call - acall to apoint outside of the loca service calling area. Identified by
greater distance and increased rates or by 1 plus dialing requirements.

toll restriction - afeature that allows the user to restrict certain station users from
placing toll calls, or other non-business related locations.

traffic - ameasure of the demand or use of facilities, circuits, or trunks. Measured
by converting seconds and minutes into CCSs (Centum Call Seconds) and Erlangs
(hours of use per hour).

transfer - thisfeature redirects a call to another extension, AltiMail, or operator.

trunk - one of the cables which contain numerous shared telephone circuits used to
interconnect telephone switching centers.

trunk access code - the prefix digit (i.e. 9) diaed to access atrunk line and dial an
external phone number.
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trunk group - trunks of a common type, given an identity to distinguish between
different types of connecting facilities.

U

UCA - Universal Communication Architecture.

UPS - Uninterrupted Power Supply. A backup battery modul e attached to a
computer that allows memory contents to remain in tact long enough for the
operating system to perform an orderly system shutdown if a power outage occurs.

USB - Universa Seria Bus.

user (s) - identifies the person or persons accessing the features and functions of the
AltiWare product.

Vv

virtual extension - an extension not associated with a physica port that allows for
guest access to AltiMail features and telephone sharing environments. Users of a
virtual extension have to log in before accessing the system features assigned to it.

wW

WATS - Wide Area Telephone Service. A leased service for direct long distance
dialing.

Wink - asingle supervisory pulse.

Windows NT (New Technology) - the high-end Windows operating system in a
family of Windows operating systems.

wor kgroup - telephones arranged in groups within a particul ar organi zational
function (for example, marketing, sales, service, etc.). Each workgroup is assigned
apilot number. When the pilot number isdiaed, the system scansthe list of
extensions comprising theworkgroup and connectsthe cal to thefirst availableidle
extension number. If no extensions are available, the call is placed in that
workgroup’s queue.

wor kgroup pilot number - an extension designated to a workgroup that is not
associated with aphysical port and may consist of up to 64 members. When the pilot
number is dialed, the call is distributed to the workgroup members.

World Wide Web - A network of Internet servers that can provide browser
information in the form of “web pages’ to web clients such as Netscape Navigator.
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access
AltiMail A-24
mixed-media messaging A-37
restriction 1-12

account code 1-4, A-17

accounting
cal accounting 2-19
cal detail 8-13

cal ratetable 2-20
ACD 1-16, 7-1, A-9

cal handling 7-7
adding extensions 5-6
address

AltiGen Communications, Inc. i

IP 9-7
network 9-2
administration
AltiServ  2-1
remote 1-15
aternate mark inversion (AMI) 3-8
AltiAdmin 1-15
AltiConsole 1-16, 1-17, A-10, G-1
AltiGen Communications, Inc.
address i
phone numbers i
technical support F-1
AltiMail A-24
access A-24
changing password A-30
login  A-25
making acal from 1-10
mixed-media messaging A-37
personal options  A-29
Quick Features A-12
record greetings A-29
remote mixed-media messaging
access A-37
return to auto attendant  A-25
transfer cal to  A-2, A-25

Index

AltiReach 1-16, A-10, A-40
access A-40
call management 9-15, A-52
call view 1-12, A-43
login  A-40
main menu  A-42
message notification A-47
One Number Access A-48
speed dial  A-43
AltiServ
administration 2-1
automatic configuration  1-13
characteristics 1-1
overview 1-1
platform requirements  1-17
User Reference Guide A-1
AltiServ features 1-14, 1-16
AltiSpan
caler ID 1-3
AltiView 1-17
AltiWare
auto attendant features  1-8, 1-9
configuration, see Chapter 4
definition G-1
developer support  1-3
Internet integration features  1-11
PBX features 1-3
system administration
features 1-12
voice messaging features  1-9
AltiWare IP Cumulative Traffic Sta-
tisticsscreen  8-18
AltiWare IP Dialing Table Entry
screen  2-34, 9-25
AMI (Alternate Mark Inversion) 3-8
analog G-1
announcement
timestamp 5-13
answering cals A-1, A-15
distinctiveringing A-1
application
external link  2-26
applyto 1-13
areacodes 1-14, 2-27
system home 2-3
assigning
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auto attendants  6-1

atributes
extenson 5-2
trunk 4-2, 4-4

audio peripheral  2-35
musicon hold 2-36, 7-9
overhead paging 2-36
recorded announcements  2-36,
7-9
auto attendant  4-15, 6-5, A-7, A-9
assigning 6-1
beginning prompt  6-2
cal handling A-22
cal transfer A-2
dia by name 6-4
features 1-8, 1-9
9-level menu  1-9
dia by name 1-9
direct station transfer  1-9
multiple attendant
support  1-9
name directory 1-9
menulD 6-2
menu levels  6-3
menu name 6-2
operator calls A-22
phrase management 6-6
planning worksheet E-1
sample E-3
return to/from AltiMaill  A-25
systemcdlback 1-7, 6-4
automaticcall distribution 1-16, 7-1,
A-9
automatic configuration
of AltiServ  1-13

B

B8ZS (Binary 8 Zero
Substitution) 3-8
backing up
files 82
back-to-back T1 clock master 3-8
backup
systemdata 8-1
Bel 3-8

binary 8 zero substitution
(B8z8) 3-8

blind transfer A-45
blocking

outsidecalls A-23
board

Quantum 3-2

Triton TUPRI 3-4

TritonVolP  3-3
board configuration 3-1
boards

Triton 1-2
bridge

conference 2-3
broadcast receiving 5-13
businesshours 1-4, 2-10, 4-14, 4-15

24-hour business hour setup  2-10
busy call handling

call handling

busy 1-4
physical extension 5-21

C

call
accounting 2-19
accounting rate table  1-13
accounting report  2-20
ACD (automatic call
distribution) 7-1
auto attendant call handling  A-22
call management setup in
AltiReach 9-15
from AltiMail 1-10
management  A-52
onhold A-45
workgroup cal handling 7-6
cal accounting 2-19
codes C-6
raetable 2-20
tebles C-1
call detail reporting C-6
issues 2-21, 8-16
call detail summary 8-13
call forwarding 1-4, 5-22, 7-5,
A-17, A-18
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cal handling A-52
answering calls A-1, A-15
busy 5-21
cal park A-15
cal pickup A-15
Centrex transfer A-6
conference A-3
consultation A-4
incoming 5-19
making calls A-1, A-13
no answer 1-4, 5-22, 7-7
number of rings 5-23
onhold A-1, A-23
outside call blocking A-23
system call park  A-15
system call park pickup A-15
transfer to AltiMail  A-2
transfer to auto attendant  A-2
transfer to user’svoice mail  A-2
transferring  A-2
virtual extension 5-23
without auto attendant  A-22
cal management A-16
account code A-17
cal forwarding A-17, A-18
donot disturb  A-17
remote call forwarding A-18
cal park 1-4, 1-16, A-9, A-15
silent system cadl park A-21
sysem 1-4
cal pickup 1-4, A-15
personal  A-15
syssem A-15
workgroup 1-8, A-19
cal restrictions  2-14, 5-16, 5-17
cal routing 1-8, 4-14
outgoing 4-15
cdl view 1-12, A-10
cal view (in AltiReach) A-43
cal wating 1-5, 1-16, A-9
distinctive 1-5, 5-13
multiple 1-5, 5-21
callback
system 6-4

Index

caler ID 1-4, 8-14, A-10
AltiSpan 1-3
collecting 4-11
enable 8-15
signal format 5-5
T1 1-13
calingaremote AltiServ  A-7
connecting to auto attendant or op-
erator directly A-7
calling aremote AltiServ over
IP A-7
calling aremote number
hop off dialing A-8
CDR C-6
messaging C-10
sesson C-12
switching C-7
central office G-2
Centrex 4-4, G-2
Centrex transfer A-6
changing password A-30
circuit G-2
clientsetup 9-11
code
access 4-3
area 4-3
codec
G.711 1-14
G.7231 1-14
collecting caller ID and DID
digits 1-13, 4-11
composing
Mixed-MediaMessage A-38
conference
bridge option 2-3
conferencecall 1-5, A-3, A-9, G-2
configuration 5-16
AltiWare, see Chapter 4
apply to feature 1-13
audio peripheral  2-35
musiconhold 2-36
operator workgroup  2-16
overhead paging 2-36
Quantum board  3-2
remote destinations  2-31
system

AltiWare OE System Administration Manua -3




Index

business hours  2-10
cal restrictions 2-14
extension length 2-5
first digit assignment 2-6
numbering plan  2-5
operator 2-16
work days 2-10
system speed dialing 2-12
TCPIP 95
Triton TUYPRI Board 3-4
Triton VolPBoard  3-3
trunk 4-5, 4-16
workgroup of  7-1
connecting to an extension
directly A-7
consultation A-4
consultation transfer  A-45
cumulative IP traffic statistics  8-17

D

default

gateway 9-7
destination system

dialed digits 2-31, 2-33
developer support  1-3
dia by name 6-4, A-13
did last caller 1-5, A-10, A-13
dia tone mute mode 1-5, A-21
dialed digits 2-31, 2-33

length 2-32
diaing

system cal pre-dial string 2-4
dialing delay

Tlsignaling 4-11
dialing scheme

trunk 4-4
DID 4-6

collecting 4-11

T1 1-13
DID number

extenson 5-3
directory

dia by name 1-9

name directory 1-9
distinctive call waiting 1-5, 5-13

distinctiveringing 1-5, 2-3, A-1
DND A-17
donotdisturb A-17, G-3
accesscode 5-22
domainname 9-5
DTMF 9-21
remote carriage  1-15
dynamic messaging A-34
private messaging A-35
Zoomerang A-34

E

echo suppression  1-15
e-mail 2-24,9-11
client setup 9-11
forwarding 1-11, 2-24, 5-3
integration with Exchange
server  2-25
Internet 9-4
name 5-3
options 5-3
retrieving 5-3
setup 9-4
enable
multiple call waiting 5-21
One Number Access 5-23
en-bloc dialing 4-4
ESF (Extended Superframe
Format) 3-8
Exchange
e-mail synchronization 2-25
integration 1-11
Exchangeintegration A-10
Extended Superframe Format
(ESF) 3-8
extension
adding 56
answering A-52
attributes  5-2
cal handling A-52
calling options 5-16
card/channel selection 5-7
configuration

apply to multiple
extensions 1-13
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DID number 5-3

e-mail name 5-3

general 5-2

incoming cal handling 5-19

information only mailbox 5-13

length 2-5

manager 2-2

message notification 5-14

messaging 5-12

number 5-7

number of rings 5-23

One Number Access 5-24

outgoing call restrictions 5-16

physical extension 5-4, G-8

physical location 5-2

send notification 5-16

speed dial  5-10

summary report  8-8

type 5-4, 57

virtual 1-7, 5-4, 5-23

definition G-11

workgroup 5-4, 5-8

external application link  2-26

F

feature codes A-12
account code A-17
AltiMail Quick Features A-12
answering calls  A-15
cal forwarding A-17, A-18
cal management A-16
cal park A-15
cal pickup A-15
dial by name A-13
feature status check  A-20
last number redia  A-13
making calls A-13
other features A-20
overhead paging A-20
personal call pickup A-15
remote call forwarding A-18
station speed dial  A-13

setup  A-20

system call parkk  A-15

Index

system cal park pickup A-15
system speed dial  A-13
workgroup call pickup A-19
workgroup features  A-19
workgroup login - A-19
workgroup logout  A-19
feature status check  A-20
featuretips 1-4, A-21, A-24, A-33
enabling/disabling 2-38, A-33
features
AltiServ  1-14, 1-16
PSTN A-9
file
server G-4
files
backup 8-2
first digit assignment 2-6
flash G-4
foreign exchange subscriber
(FXS) 4-10
forms B-1, D-1
product registration D-4
RMA D-2
technical support request D-3
forwarding
cals 522,75
e-mail to al extensions 2-24
e-mail/voicemail 5-4
mail 1-11
tovoicemal 5-22, 7-6
workgroup member to  5-22
FSK-based message waiting  1-5
FXS G-4
FXS (Foreign Exchange
Subscriber) 4-10

G

G.711 1-14,4-8

G.7231 1-14,4-9

gateway 9-7

general mailbox A-22

greeting
initial greeting for multiple call
waiting A-6, A-29
persona 1-11
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record personal greeting A-29
subsequent greeting for multiple
call waiting A-6, A-30
ground start  4-6, G-5
GTE 3-8

H

H.323 1-14, 9-26
configuration 4-8
hands free intercom mode 1-6, A-16
helper applications 9-4
hold
musicon hold 1-6
home areacode 2-3
hop n dialing
to aremote extension A-8
hop off dialing 2-33, A-8
huntgroup, see workgroup G-5

I
impedance 4-6, G-5
incoming call handling 4-14
incoming ring type 4-7
information only mailbox  1-10, 5-13
initial greeting A-6, A-29
installation

TAP

server 9-28

integration

administration 1-14

Exchange 1-11

Microsoft Exchange A-10

VolPgateway 1-14
intercom

distinctive call waiting 1-5

handsfreemode 1-6, A-16
Internet 9-4

domain name 9-5

emal 94

MIME G-6

service provider 9-5
Internet Information Server

settingup  9-15, 9-18
Internet integration

features 1-11
Internet phonejack 9-21
IP address 9-7
IPdialing table 2-31

screen 2-31
1P trunk

accesscode 2-8
ISDN setting  3-11

switchmode 3-11

TElI 3-11
J
Jam Bit8 3-8
jitter

average statistic  8-17
buffer 1-15, 4-9

L

last number redid  A-13
least cost routing (LCR)  2-3
line configuration

Quantum 5-4
link

externd application 2-26
listening to messages A-26
location

extension 5-2
login

Altimail

remote A-25

AltiReach A-40

workgroup 1-8, A-19
logout

workgroup 1-8, A-19
loop start  4-6, G-6

M
mail forwarding 1-11
mailbox

general A-22

information only  1-10, 5-13
size 5-13

main menu
AltiReach A-42
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main number  2-3
mekingan IPcal A-7
making cals A-1
from AltiMail 1-10
fromvoicemail 5-18
viaNetMeeting 9-25
management menu
audio periphera
configuration 2-35
manager extension  2-2
managing
messages  2-23
MDMF (Multiple Data M essage
Format) 5-6
member
workgroup of  2-17
menuID 6-2
menu name  6-2
message 5-13
checking statusof A-36
composing A-38
leavinga A-35
length 5-13
listeningto A-26
maximum number of 5-13
notification 1-11, 5-14, A-30,
A-47
for e-mail messages 5-15
schedule 5-16
type 5-15
playback 5-13
retention 5-14
retrieve mixed-media
messages  A-38
sending A-27, A-38
voicemail A-45
message notification 1-16, A-9
message waiting
FSK-based 5-5
tone-based 5-5
voltage-based 5-5
messaging 2-22, 5-12
accounting  2-20
CDR records C-10
dynamic A-34
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management  2-23
mixed-media 9-3, A-37
private A-35
retention 2-20
setting up station  5-12
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Readers Comment Form

Readers Comment Form

AltiWare OE R3.5
System Administration Manual

Please use this form to provide comments about this publication, its
organi zation, or the subject matter. Suggestions for improvement or
enhancements to our documentation are always welcome.

Using ascale of 1to 5, where 1 isthelowest score and 5 isthe highest
score, please complete the following questionnaire using the 1 to 5 rating
method.

Rating Scale
1-5

Question

Did you find the information to be:

Well-organized by subject matter?

Organized for convenient use?

Accurate?

Well illustrated?

Written for your technical level?

Complete? (If not, what's missing?)

Your occupation or job titleis:

Do you use this publication as: Placean “X”
in the column.

A reference for hardware information?

A reference for software information?

Mixed-Media messaging or network
information?

Other
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COMMENTS:

Mail to:

AltiGen Communications, Inc.
47427 Fremont Blvd.
Fremont, CA 94538

Or

Call usat: (510) 252 - 9712

Fax usat: (510) 252 - 9738
E-Mail us at: docs@altigen.com
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