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Liability & Warranty

Limitation of Liability

Except for personal injury, direct damages to tangible persona property proximately caused
by AltiGen products and liability otherwise expressly assumed in a written agreement signed
by AltiGen, the liability of AltiGen, its affiliates, suppliers, and authorized resellers for any
claims, losses, damages, or expenses from any cause whatsoever (including acts of omission
of third parties), regardless of the form of action, whether in contract, tort or otherwise, shall
not exceed an amount equal to the lesser of the direct damages proven or the purchase price
of the product. In no event shall AltiGen or its affiliates, suppliers, or authorized resellers be
liablefor incidental, consequential, or any other indirect loss or damage (including lost profits
or revenues) incurred in connection with the product. This limitation of liability shall survive
failure of the exclusive remedy set forth in the limited warranty referred to in this book under
“Warranty.”

FCC and Industry Canada Compliance

This section describes the requirements for compliance with Federal Communications (FCC)
Rules and Industry Canada CS-03 standard.

Statement

This equipment has been tested and found to be in compliance with the limits for a Class B
digital device pursuant to Part 15 and Part 68 of the FCC Rules. These limits are designed to
provide reasonable protection against harmful interference when the equipment isoperated in
acommercial or residential environment. This equipment generates and can radiate radio
frequency energy and, if not installed and used in accordance with the instruction manual, may
cause harmful interference to radio communications.

This Class B digita apparatus meets al requirements of the Canadian interference-causing
Equipment Regulations. Cet apparell numérique de la Classe B respecte toutes | es exigences
du Reglement sur le materiel brouilleur du Canada.

FCC Requirements

1. The Federa Communications Commission (FCC) has established Rules which permit
thisdeviceto bedirectly connected to the telephone network. Standardized jacks are used
for these connections. This equipment should not be used on party lines or coin phones.

2. If thisdeviceis mafunctioning, it may also be causing harm to the telephone network;
thisdevice should be disconnected until the source of the problem can be determined and
until repair has been made. If thisis not done, the telephone company may temporarily
disconnect service.

3. Thetelephone company may make changesin itstechnical operationsand procedures; if
such changes affect the compatibility or use of this device, the telephone company is
required to give adequate notice of the changes. Y ou will be advised of your rightsto file
acomplaint with the FCC.

4.  |If the telephone company requests information on what equipment is connected to their
lines, inform them of:
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The telephone number to which this unit is connected.
The ringer equivalence number. [0.0B]

The USOC jack required. [RI11C]

The FCC Registration Number. [see label on board]

Industry Canada (Industrie Canada) Certification Number.
[see label on board)]

Items (b) and (d) are indicated on the label. The Ringer Equivalence Number (REN) is used
to determine how many devices can be connected to your telephone line. In most areas, the
sum of the RENs of all devices on any one line should not exceed five (5.0). If too many
devices are attached, they may not ring properly.

® a o T o

Service Requirements

In the event of equipment malfunction, all repairs should be performed by our Company or an
authorized agent. It isthe responsibility of usersrequiring serviceto report the need for service
to AltiGen or to one of our authorized agents. Service can be obtained at your Authorized
AltiGen Dedler.

Equipment Attachment Limitations- Industry Canada

NOTICE: The Canadian Industry Canada label identifies certified equipment. This
certification means that the equipment meets certain telecommunications network protective,
operational, and safety requirements. The Department does not guarantee the equipment will
operate to the user’s satisfaction.

Before installing this equipment, users should ensure that it is permissible to be connected to
thefacilities of thelocal telecommunications company. The equipment must also beinstalled
using an acceptable method of connection. In some cases, the company’ sinside wiring
associated with the single line individual service may be extended by means of a certified
connector assembly (telephone extension cord). The customer should be aware that
compliance with the above conditions may not prevent degradation of servicein some
situations.

Repairs to the certified equipment should be made by an authorized Canadian maintenance
facility designated by the supplier. Any repairs or alterations made by the user to this
equipment, or equipment malfunctions, may give the telecommunications company cause to
reguest the user to disconnect the equipment.

Users should ensure for their own protection that the electrical ground connections of the
power utility, telephone lines, and internal metallic water pipe system, if present, are
connected together. This precaution may be particularly important in rural areas.

Caution: User sshould not attempt to make such connectionsthemselves, but should
contact the appropriate electrical inspection authority, or electrician, as
appropriate.

The Load Number (LN) assigned to each terminal device denotes the percentage of the total

load to be connected to a telephone loop that is used by the device, to prevent overloading.

The termination on aloop may consist of any combination of devices subject only to the

reguirement that the total of the Load Number of all the devices does not exceed 100.

WARNING: Changesor modificationsto thisunit not expressly approved in writing
by AltiGen Communications, Inc. could void the user’sauthority to
oper ate this equipment.
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Port Identification, Facility I nterface, and Service Order Codes

The following tables list the manufacturer’ s network interface port designations, Facility
Interface Codes (FIC), Ringer Equivalence Number (REN), or Service Codes and the network
jacks for the required facilities. The facility interface and service order codes are with

—

reference to the codes specified in Table 5 of Appendix D of FCC Form 730 Application o

Guide of January 1998. =3

Tablel. Quantum Network Trunk Interfacesfor Loop Sart, Ground Start and DID Services E

Ro

Manufacturer Port Facility I nterface Code REN Network Jack é

I dentifier (FIC) (USOC) >

=

3

ALTI-CD0408UD 02L.S2 0.0B RJ11C g

~—

ALTI-CD0804UD 02LS2 0.0B RJ-11C <
ALTI-CD0408UD 02GS2 0.0B RJ11C
ALTI-CD0804UD 02GSs2 0.0B RJ-11C
ALTI-DID0408UD 02RV2-T 0.0B RJ11C

Table2. Network Digital Trunk Interfaces for Digital Services
Triton TY/EL PRI FCC Registration No., Part 68 55M USA-25184-PF-E

Manufacturer Port Facility Interface Code Service Order Network Jack
I dentifier (FIC) Code (SOC) (UsocC)
ALTI-T1E1-1 04DU9-BN 6.0P/AS.2 RJ-48C*
ALTI-TTT1-1 04DU9-DN 6.0P/AS.2 RJ-48C*
ALTI-TTT1-1 04DU9-1KN 6.0P/AS.2 RJ-48C*
ALTI-TTT1-1 04DU9-1SN 6.0P/AS.2 RJ-48C*

*The Triton T1/PRI interface connectsto the Public Switched Telephone Network through an
FCC registered NCTE which specifies the type of network jack to be used.

Table3. Triton Analog Trunk Interfaces for Loop Start/Ground Start and Loop
Sart Services

. Facility Interface Code Network Jack
Manufacturer Port I dentifier (FIC) REN (USOC)
ALTI-TTAT-12GS 02GSs2 0.5B RJ21X, RJ11
ALTI-TTAT-12 o2Ls2 0.5B RJ21X, RJ11

Disruption of Network

If any Quantum or Triton boards disrupt the tel ephone network, the telephone company can
discontinue your service temporarily. If possible, the telephone company will notify you in
advance. If advance notice is not practical, they will notify you as soon as possible. You are
aso informed of your right to file acomplaint with the FCC.
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Direct Inward Dialing (DID) Answering Supervision

Customers allowing Triton T1/PRI, Quantum, or Triton Analog Station Analog DID to be
operated in such amanner asto not provide for proper answer supervisionisaviolation of Part
68 of the FCC rules.

Proper answer supervision occurs when:

1.  TheAltiServ system returns answer supervision to the PSTN when DID calls are:
* Answered by the called station.
* Answered by the attendant.
* Routed to arecorded announcement that can be administered by the customer.

2. TheAltiServ system returns answering supervision on all DID calls forwarded to the
PSTN.

Class A Equipment

ThisisaClass A product. In adomestic environment, this product may cause radio
interference, in which case, the user may be required to take adegquate measures.

Safety

(Seguridad/Sicher heit)

Thefollowing information isincluded in this publication for the use and safety of installation
and maintenance personnel.

Important Safety I nstructions

. Read all of the instructions before attempting to operate the equipment and before
connecting the power supply.

. Always follow basic safety precautions to reduce the risk of fire, electrical shock, and
injury to persons.

. To prevent fire or shock hazard, do not expose the unit to rain, moisture, or install this
product near water. Never spill liquid of any kind on this product.

. Never push objects of any kind into this product through modul e openings or expansion
slots, as they may touch dangerous voltage points or short out parts, which could result
intherisk of fire or electrical shock.

° Refrain from opening the cabinet as there are high voltage components inside. Refer
servicing to qualified service personnel. If you are aqualified service personnel, power
down everything before opening.

. Do not attach the power supply cord to building surfaces. Do not allow anything to rest
on the power cord or allow the cord to be abused by persons walking on it.

. To protect this equipment from overheating, do not block the slots and openingsin the
module housings that are provided for ventilation.

Seguridad

Lasiguienteinformacion seincluye en la presente publicacién paralautilizacion y seguridad
del personal instalador y de mantenimiento.
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Informacion de Seguridad de Importancia

Leatodas las instrucciones antes de que intente operar el equipo y antes de conectar la
fuente de alimentacion.

Observe siempre las precauciones basicas de seguridad, a fin de reducir €l riesgo de
incendio, electrochoquey de lesiones a personal.

Con objeto de evitar incendios o el riesgo de electrochoque, no expongalaunidad ala
lluvia, humedad, ni tampoco instale este producto cercadel agua. Jamas derrame
ninguna clase de liquido sobre el producto.

Jamés inserte objeto alguno, de ninguna clase, através de las aberturas del médulo o de
lasranuras de expansion de este producto, ya que podrian establecer contacto con puntos
de voltaje peligrosos, o provocar cortos circuitos en los componentes del producto, y
esto asu vez podriaoriginar €l riesgo deincendio o de electrochoque.
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Absténgase de abrir el gabinete ya que éste contiene componentes de alto voltaje.
Asignele el mantenimiento Gnicamente a personal capacitado. Si usted forma parte de
dicho personal capacitado, corte absolutamente toda la energia el éctrica antes de que
abra el gabinete.

No sujete el corddn del suministro eléctrico alas superficies del edificio. No permita
que objeto alguno descanse sobre el corddn del suministro eléctrico, ni que la gente lo
maltrate al caminar sobre é.

A findeevitar el sobrecal entamiento del equipo, no obstruyalasranurasy aberturas que
se encuentran sobre las cubiertas del médulo, ya que éstas se suministran para su
ventilacion.Read all of the instructions before attempting to operate the equipment and
before connecting the power supply.

Sicherheit

Diein dieser Verdffentlichung enthaltene Information befafdt sich mit der Sicherheit von
Personal sowohl beim Einbau al's auch bei der Wartung des Geréts.

Wichtige Sicher heitshestimmungen

Vor Einschaltung der Stromversorgung und der Inbetriebnahme des Geréts mit allen
Bestimmungen sorgféltig vertraut machen.

Um die Gefahr von Feuer, el ektrischem Schlag und anderen personlichen Verletzungen
zu verhiten, sind grundsétzliche Vorsichtsmal3hahmen zu beachten.

Zur Vermeidung von Feuer oder el ektrischem Schlag muf3 verhiitet werden, das Gerét
Regen oder Feuchtigkeit auszusetzen, oder aber esin Wasserndhe zuinstallieren. Esdarf
auf keinen Fall Flissigkeit auf das Gerét verschiittet werden.

Um die Gefahr von Feuer oder elektrischem Schlag auszuschalten, die durch Beriihrung
mit Spannungsteilen oder einem elektrischen KurzschluR entstehen kann, dirfen auf
keinen Fall Objekte irgendeiner Art durch Modul 6ffnungen oder Erweiterungsschlitze
in das Gerét eingeflhrt werden.

Das Gehause enthélt Hochspannungsteile und sollte deshalb nicht gedffnet werden.
Wartung ist von qualifiziertem Wartungspersonal durchzufiihren.. Im Wartungsfalleist
vor der Offnung des Gehauses samtliche Stromzufuhr abzuschalten.
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Stromversorgungskabel nicht an Gebaudeteilen befestigen. Keine Gegensténde auf das
Stromversorgungskabel legen oder auf das Kabel treten.

Zur Verhiitung der Uberhitzung des Gerétesist die Verschlieung von
Ventilationsschlitzen und -6ffnungen im Modulgehéduse zu vermeiden.

Safety with Electricity

DANGER

Do not take chances with your life. Follow these safety guidelines car efully.

High Voltages

Observe all safety regulations and read the warnings, cautions, and notes posted on the
equipment.

Find the switch to power off the cabinet. Read the posted instructions.

Ensure that equipment can not be powered from another source or controlled from a
different circuit breaker or disconnecting switch.

When a procedure requires that you power off the system:
— Lock the wall box-switch in the off position.
— Attach aDO NOT OPERATE tag to the wall box-switch.

Never assume that the power isturned off. Always check to ensure that a circuit does
not have power.

Note: Unit must have ground wire attached if trunks are attached and system is
unplugged.

Do not work alone. Work with another person who knows the locations of the power-off
switches, especially if you are working with exposed electrical circuits. (See note
above.)

Follow theinstructions in the manual carefully, especially when working with circuits
that are powered. Disconnect power when instructed to do so in the procedures.

Disconnect all power beforeworking near power suppliesunless otherwiseinstructed by
amaintenance procedure.

Disconnect all power before installing changes in machine circuits unless otherwise
instructed by a maintenance procedure.

High voltages capable of causing shock are used in this equipment. Be extremely careful
when measuring high voltages and when servicing cards, panels, and boards while the
system is powered on.

Do not wear jewelry or other metal objects when working on the equipment.
When possible, work with one hand so that a circuit is not created.

Use caution when installing or modifying telephonelines. Never install telephonewiring
during an electrical storm.

Never install atelephone jack where it can get wet unless the jack is specifically
designed for wet conditions.
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Seguridad en EI Mangjo de La Electricidad

—
DANGER/PELIGRO &

Do Nopongaen riesgo su vida. Sigua estoslineamientosde seguridad al piede =

laletra. <
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Never touch uninsulated telephone wires or terminal s unless the tel ephone line has been
disconnected at the network interface.

Observe todas las normas de seguridad y lea las advertencias, avisos de precaucion y
notas que se encuentran adheridos a equipo.

Encuentre €l interruptor que corta la corriente eléctricadel gabinete. Lealas
instrucciones que se encuentran adheridas.

Cerciorese de que la corriente el éctrica del equipo no pueda encenderse desde otra
fuente, ni controlares desde ningun otro interruptor de circuitos o interruptor de
desconexion.

Cuando alguno de |os procedimientos requiera que corte usted |a corriente eléctrica del

sistema:

— Fijeel interruptor del centro de carga que se encuentra empotrado en lapared, en la
posicién de apagado (off).

— Pegue una etiqueta de NO OPERAR sobre el interruptor del centro de carga.

Jamas presuponga que la energia el éctrica se encuentra apagada. Cercidrese siempre
de que €l circuito no tiene energia el éctrica.

Nota: Cuando existan troncales conectadas ala unidad y el sistema se encuentre
desenchufado, launidad deberatener instalado el cable de conexién atierra.

No trabaje sdlo. Trabaje con alguna otra persona que conozca las ubicaciones de los
interruptores de apagado de la corriente eléctrica, particularmente, si estd usted
trabajando con circuitos el éctricos descubiertos. (Leala nota anterior).

Sigaad piédelaletralasinstrucciones contenidas en €l manual, particularmente, cuando
trabaje con circuitos que tengan energia el éctrica. Desconecte la energia cuando las
instrucciones del procedimiento selo indiquen.

Desconecte toda la energia el éctrica antes de trabajar cerca de cualquier fuente de
aimentacion, salvo que el procedimiento de mantenimiento le instruyalo contrario.

Desconecte todala energia el éctrica antes de efectuar cual quier cambio en los circuitos
de laméguina, salvo que el procedimiento de mantenimiento le instruyalo contrario.

El ato voltaje que utiliza este equipo puede ocasionar el ectrochoques. Tenga sumo
cuidado a medir los atos voltgjesy a darle mantenimiento alas tarjetas, panelesy
placas cuando la energia el éctrica del equipo se encuentre encendida.

No use alhgjas u otros objetos de metal cuando trabaje en el equipo.
Cuando le sea posible, trabaje con una sola mano, afin de no producir un circuito.

Tenga cuidado cuando instale o modifique lineas telefénicas. Jamas instal e cableado
telefonico durante una tormenta el éctrica.
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Nuncainstale un conector telefénico en donde pueda mojarse, salvo cuando e conector
se encuentre especialmente disefiado para funcionar en condiciones de humedad.

Jamas toque cables o terminal es telefénicas que no tengan aislante, a menos que haya
desconectado lalinea telefonica desde lainterfase de lared.

Elektrosicherheit

DANGER/GEFAHR

Nicht mit dem Leben spielen. Sicher heitsrichtlinien sor gféltig beachten.

Hochspannung

XXii

Alle Sicherheitsregeln beachten und am Gerét angebrachte Warnungen und Hinweise
lesen.

Stellen Sie fest, wo sich der Gehéuseschalter befindet. Anleitung lesen.

Stellen Sie sicher, dai3 das Gerét weder durch eine andere Stromquelle versorgt noch
durch eine andere Sicherung oder Trennschalter kontrolliert werden kann.

Sollte ein Verfahren die Abschaltung der Anlage erfordern:

— Wandschalter in der "AUS" - Position sperren

— Kennzeichen "NICHT BETATIGEN" am Wandschalter anbringen

Gehen Sie NIE davon aus, dal3 der Strom abgeschaltet ist, sondern Uberprifen Sie es.

Note: Anmerkung: Gerét mufd geerdet sein, wenn Kabel angeschlossen und die Anlage
abgeschaltet ist.

Nicht alleine arbeiten. Arbeiten Sie mit jemandem, der weil3, wo sich der AUS-Schalter
befindet, besonders dann, wenn an freiliegenden Schaltkreisen gearbeitet wird. (Siehe
obige Anmerkung).

Beachten Sie die Anleitungen im Handbuch sorgféltig, besonders dann, wenn an
eingeschalteten Schaltkreisen gearbeitet wird. Strom abschalten, wenn ein Verfahren
das vorsieht.

Falls nicht anderweitig durch ein Wartungsverfahren bestimmt, ist der Strom bei
Arbeiten nahe der Stromversorgung abzuschalten.

Falls nicht anderweitig durch ein Wartungsverfahren bestimmt, ist der Strom bei
Anderungen am Maschinenstromkreis abzuschalten.

Dieses Gerét enthélt Hochspannungen, die el ektrischen Schlag verursachen kénnen.
AuRerste Vorsicht ist geboten beim Messen von Hochspannung und beim Warten von
Schalttafeln und Steckkarten solange der Strom eingeschaltet ist.

Bei Arbeiten am Gerét keinen Schmuck oder metallische Gegenstande tragen.
Maglichst mit einer Hand arbeiten, um keinen Stromkreislauf entstehen zu lassen.

Vorsicht bei der Installation oder Modifizierung von Telefonleitungen. Keine
Telefonleitungen bei Gewittern legen.

Keine Telefonbuchse installieren, wo die Gefahr besteht, daf? sie angefeuchtet wird, es
sei denn die Buchse ist fiir Feuchtigkeit besonders ausgel egt.
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UL Regulatory Safety Requirements

(Requisitos Reglamentarios de Seguridad de La Asociacion de
Asegurador es (UL )/Sicher heitser for der nisse gemafd UL
(Underwriter's Laboratories, Inc.))

Host Computer
1

Vermeiden Sie das Beriihren von nichtisolierten Telefonkabeln oder Terminals, wenn
die Telefonleitung an den Netzschnittstellen nicht abgeschaltet ist.

Model AltiGen/AltiServ apparatus is approved for connection to Telecommunications
Systems specified in these instructions for use subject to the conditions set out in them.
Any other usage will INVALIDATE this approval.

The host machine shall be “CE” marked, with the internal ISA and PCI slots operating
at SELV in accordance with EN60950, 1992, issue 2, +A4.

This apparatus MUST be professionally installed.

The host machine MUST be hardwired earthed in accordance with EN60950, 1992,
issue 2, +A4, 1997, cl. 6.2.1.2 with an earth wire from the host machine earthing
termina to the building earth.

.
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The host machine SELV circuit is connected to the protective earthing terminal in
accordance with EN60950 cl. 2.5.

The host machine ISA bus pins B1, B10, or B31 (edge connectors on CPU mother-
board/backplane) MUST be |ess than 0.1 Ohms to host machine earthing terminal.

ISA bus ISA bus

" nl

Bl B10 B31

AltiGen complies with PCI Board specifications Rev. 2.1 (5V 32-bit).

The power required by the host machine and thetotal of all adapter cardsinstalled within
the host environment, together with any ancillary apparatus, shall not exceed the power
specification of the host machine.

It is essential that, when other option cards are introduced that use or generate a
hazardous voltage, the minimum creepages and clearances specified in the following
table are maintained. A hazardous voltage is one that exceeds 42.4V peak AC or 60V
DC. If you have any doubt, seek advice from a competent engineer before installing
other adapters into the host machine.

Voltage used or generated by

Clearance (mm) Creepage (mm) host o other cards

20

2.4(3.8) Up to 50 Vrmsor Vdc
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Clearance (mm) Creepage (mm) VoItaﬁg;z?doct)Lgmwerztsed by
26 3.0(4.8) Up to 125 Vrmsor Vdc
4.0 5.0 (8.0) Up to 250 Vrms or Vdc
4.0 6.4 (10.0) Up to 300 Vrmsor Vdc

For ahost or other expansion card fitted in the host, using or generating voltages greater than
300V (rmsor dc), advice from a competent safety engineer must be obtained before
installation of the relevant equipment.

Any other usagewill INVALIDAT E theapproval of theapparatus, if asaresult, it then ceases
to conform to the standards against which approval was granted.

Requisitos Reglamentarios de Seguridad de L a Asociacion de
Aseguradores (UL)

Computadora Principal

1. El aparato modelo AltiGen/AltiServ se encuentra aprobado para conectarse alos
Sistemas de Telecomunicaciones que se especifican en estas instrucciones y para
emplearse bgjo las condiciones que se indican en las mismas. Cualquier utilizacion
distinta INVALIDA esta aprobacién.

2. Lacomputadora principal deberdencontrarse marcadacon"CE", y susranurasinternas
ISA y PCI deberan estar operando en SELV, conforme lo indicael EN60950, 1992,
edicion 2, +A4.

Lainstalacién de este aparato laDEBEN ejecutar profesionales.

4. Laméguinaprincipal DEBE conectarse atierraconformelo dispone el EN60950, 1992,
edicion 2, +A4, 1997, cl. 6.2.1.2, utilizando cable de conexion atierradesde laterminal
amasa de lamaquinaprincipal alaconexion atierradel edificio.

5. El circuito SELV de lamaquina principal debe conectarse alaterminal protectorade
aterrizada de conformidad con el EN60950 cl. 2.5.

6. Lasclavijasdelos canales dedistribucién ISA B1, B10, o B31 delaméaquina principal
(conectores planos de entrada lateral de la placa matriz/panel de fondo (motherboard/
back plane)) delaunidad central de proceso (CPU), DEBEN tener menos de 0.1 ohmios
en la conexion atierrade lamaguinaprincipal.

ISA bus ISA bus

" "

Bl B10 B31

7.  El AltiGen debe cumplir con las especificaciones de las Placas PCI, Rev. 2.1 (5V 32-
bit).
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Laenergiaeléctrica que requiere laméguina principal y e total del conjunto de tarjetas
de los adaptadores instalados dentro del &mbito de la maquina principal, junto con
cualquier aparato auxiliar adicional, no debera exceder |as especificaciones de energia
eléctrica de laméaquina principal.

Es esencia que, cuando se introduzcan tarjetas opcionales que utilicen o generen
voltajes peligrosos, también se mantengan las distanciasy longitudes de frotamiento
minimasy maximas que se especifican en la tabla que aparece a continuacion. Voltaje
peligroso es aquel que excede de 42.4 voltios, en su valor méximo de crestaen la
corriente alterna o, de 60 voltios, en su valor méximo de cresta en la corriente directa.
Si tiene usted alguna duda, obtenga asesoria de un ingeniero competente, antes de
instalar otros adaptadores en la mégquina principal .

L ongitud de Frotamiento Voltaje empleado o gener ado por

Distancia (mm) (mm) latarjeta madreu otrastarjetas

20

2.4(3.8) Hasta50 Vrms o Vdc

26

3.0(4.8) Hasta 125 Vrms o Vdc

4.0

5.0(8.0) Hasta 250 Vrms o Vdc

4.0

6.4 (10.0) Hasta 300 Vrms o Vdc

Para |a tarjeta de la computadora principal o paralas deméas tarjetas de ampliacion que se
inserten en la principal y que utilicen o generen voltajes superiores alos 300 voltios (rms o
dc), debera obtener asesoria de un ingeniero competente en materia de seguridad, antes de
proceder ainstalar € equipo en cuestion.

Cualquier uso distinto INVALIDARA laaprobacion otorgadaal aparato, si como resultado de
dicho uso, éste deja de cumplir con los estandares para los cuales se otorgd |a aprobacion.

Sicherheitserfordernissegemall UL (Underwriter'sL aboratories, Inc.)

Host Computer/Wirtsrechner

1

Das Gerét Model AltiGen/AltiServ ist nur in Verbindung mit

Telekommunikati onssystemen zugelassen, die den gegebenen Anleitungen gemaf3 den
darin geforderten Bedingungen entsprechen. Anderweitige Verwendung setzt diese
Zulassung aul3er Kraft.

DasHauptgerét ist mit "CE" zu bezeichnen, wobei dieinternen ISA und PS| Steckplétze
bei SELV gemal’ EN60950, 1992, Ausgabe 2, +A4, fungieren.

Das Gerét darf nur von ausgebildetem Personal installiert werden.

DasHauptgerét i st festzuverdrahten und gemal’ EN60950, 1992, Ausgabe 2, +A4, 1997,
cl. 6.2.1.2 mit einem Erdleiter vom Hauptgeréterdanschluf zum Gebéude zu erden.

Der Hauptgerétschaltkreis SEL Vist mit dem Sicherungserdanschluf? gemal? EN60950
cl. 2.5. verbunden

Die Hauptgerét 1 SA Bus Kontaktanschliisse B1, B10, oder B31 (Randstecker auf CPU
Grundplatine/Hauptpl atine) MUSSEN weniger als 0.1 Ohm zum
Hauptgeraterdanschluf® haben.
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ISA bus ISA bus

" "

Bl B10 B31

7. AltiGen entspricht den PCI Board Anforderungen Rev. 2.1 (5V 32-hit).

8.  Der Energiebedarf fir das Hauptgerat sowie aller Anschluf3karten im Hauptrechner,
einschliefflich von Zusatzgerét, darf die fir das Hauptgerét spezifizierte Leistung nicht
Uberschreiten.

9. Dieinder folgenden Tabelle vorgesehenen Minimalwerte miissen fir den Fall beachtet
werden, dal3 mit der Einflihrung von zusétzlichen Karten riskante Stromspannungen
entweder bendtigt oder verursacht werden. Dabei gilt als riskant eine Spannung, die
Spitzenwerte von 42.4V AC (Wechselstrom) oder 60V DC (Gleichstrom) Uberschreitet.
Im Zweifelsfalleist ein zusténdiger Ingenieur zu Rate zu ziehen.

posana ) snuprom) | g S
2.0 2.4(3.8) Bis zu 50 Vrms oder Vdc
26 3.0(4.8) Biszu 125 Vrms oder VVdc
4.0 5.0 (8.0) Bis zu 250 Vrms oder Vdc
4.0 6.4 (10.0) Bis zu 300 Vrms oder VVdc

Vor dem Einbau einer Haupt- oder Erweiterungskarte in den Hauptrechner , die Werte von
300V (rmsor dc) Uberschreiten, ist der zustdndige Sicherhaitsingenieur zu Rate zu ziehen.

Anderweitige Benutzung des Geréts, deren Ergebnis die AuRerkraftsetzung der erteilten
Genehmigung zum Betrieb des Geréts zur Folge hat, macht diese Genehmigung ungiltig.

Power Failure
(Fallasen La Energia Eléctrica/Netzausfall)

In the event of apower failure, the first telephone extension on each card (except for the
CD0012UD) is connected directly to the first exchangeline, thus permitting accessto dial the
emergency services. This telephone must be powered from the PSTN or have local battery
backup capable of calling the emergency services four hours after the power failure event
occurs.

En caso de ocurrir unafallaen laenergia eléctrica, la primera extension telefonica de cada
tarjeta (salvo en lo que respecta ala CD0012UD), se conecta directamente ala primeralinea
delacentral, paraasi permitir el acceso ala marcacion de los servicios de emergencia. Este
equipo debe alimentarse a partir del PSTN, o contar con un respaldo de bateria local con
capacidad suficiente parallamar alos servicios de emergencia, durante cuatro horas después
de que ocurralafallaen la energia eléctrica.
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Bei Netzausfall wird der erste Telefonanschlul? jeder Karte (mit der Ausnahme von
CDO0012UD) direkt mit der Vermittlung verbunden und garantiert dadurch Zugang zu
Notdiensten. Der Anschlu3 mufd von PSTN, betrieben werden oder aber eine ortliche

Notstromversorgung haben, die es ermdglicht, Notdienste bis zu vier Stunden nach dem
Netzausfall anzurufen.

Wiring
(Cableado/Schaltung)

All wiring must conform to National Telecommunications Wiring Regulations and the
National Electrical Wiring Regulations.

Todo el cableado debera cumplir con las Normas Nacionales del Cableado para
Telecomunicacionesy con las Normas Nacionales del Cableado Eléctrico.

Alle Schaltungen mussen den Nationalen V orschriften fir Fernmeldeschaltungen ("National
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Telecommunications Wiring Regulations") und den Nationalen Vorschriften fur
Elektroschaltungen ("National Electrical Wiring Regulations") entsprechen.

Additional Requirementsfor Australia

(RequisitosAdicionalesparaAustralia/Zusatzliche Bestimmungen fiir
Australien)

1

Warning: For safety reasons, connect only ACA or AUSTEL permitted or certified
equipment to the telephone ports (RJ11) of the patch panel or the audio in/out jacks on
the AltiServ card.

Warning: THISEQUIPMENT MUST ONLY BE INSTALLED AND MAINTAINED
BY SERVICE PERSONNEL

Advertencia: Por razones de seguridad, conecte solamente equipo permitido o
certificado de ACA o AUSTEL alos puertos telefénicos (RJ11) del tablero de
conexiones 0 alos conectores de entrada y salida de la tarjeta de sonido AltiServ.

Advertencia: UNICAMENTE EL PERSONAL DE MANTENIMIENTO DEBERA
INSTALARY SUMINISTRAR MANTENIMIENTO A ESTE EQUIPO.

War nung: Aus Sicherheitsgriinden darf nur von ACA oder AUSTEL genehmigtes oder
beglaubigtes Gerét an Telefonanschllisse (RJ11) des Schaltplans oder die Audio EIN/
AUS Buchsen der AltiServ Karte geschaltet werden.

Warnung: DIESES GERAT DARF NUR VON WARTUNGSPERSONAL
EINGEBAUT UND GEWARTET WERDEN.

Additional Requirementsfor USA and Canada

(Requisitos Adicionales para L os Estados Unidosy Canada/
Zusétzliche Bestimmungen fir USA und Kanada)

1.
2.

The interconnecting trunk line cord should be at least size 26AWG.

Thistrunk card must befitted in host equipment with fire enclosures complying with the
flammability requirements of sub-clause UL 1950/CSA C22: 1995 4.4.3. In addition, the
card must be separated from internal materials of flammability classor lower by at least
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25 mm of air Class V-1 or better. Also, the card must be separated from openingsin the
top or sides of the enclosure by at least 25 mm of air or by abarrier of flammability Class
V-1 or better unless the openings comply with one of the following:

* not exceed 5mm in any direction, or
* not exceed 1 mm in width, regardless of length

3. Any holesin the chassis not conforming to the above should be covered with a metal
perforated screen, with holes not exceeding 5 mm diameter, fixed internally.

1.  El cordén delalineatroncal deinterconexion debe ser, por lo menos, calibre 26 AWG.

2. El armazon del equipo principa en el que seinstale esta tarjetatroncal debe estar
disefiado a prueba de incendios y cumplir con los requisitos de inflamabilidad que
disponeel Parrafo 4.4.3 del Articulo 1995 del Codigo 22 delaUL1950/CSAS5. Ademés,
la tarjeta debe encontrarse alejada de materiales internos de clase inflamable, o por
debajo, de por lo menos 25 mm de aire delaClase V-1 o superior. También, latarjeta
debe encontrarse alejada de cual quier abertura superior o lateral de la cubierta, por 1o
menos mediante 25 mm de aire o através de una barrera de inflamabilidad Clase V-1 o
superior, salvo cuando las aberturas se apeguen a cual esquierade los siguientes criterios:

* No excedan de 5 mm en cualquier direccion, o
* No excedan de 1 mm de ancho sin importar su longitud.

3. Cualquier orificio del chasis que no cumpla con las especificaciones anteriores debera
cubrirse con unamalla metélica perforada, fija por dentro, cuyas perforaciones no
deberan exceder de 5 mm de didmetro.

1. DasKabel fur die Hauptverbindungsleitung muf3 mindestens 26AWG entsprechen.

2. Der Einbau der Hauptkarte im Hauptgerdt muR feuerfest sein und den
Entflammbarkeitserfordernissen des Untertitels UL1950/CSA C22: 1995 4.4.3
entsprechen. Zusétzlich muB3 ein Abstand von mindestens 25 mm und der Luftklasse V-
1 zwischen der Karte und internen Materialien mit mindestens Entflammbarkeitsklasse
bestehen. Weiterhin muR zwischen der Karte und Offnungen auf der Oberseite und an
den Seiten des Gehduses ein Luftabstand von mindestens 25 mm oder aber eine Sperre
von mindestens der Entflanmbarkeitsklasse V-1 bestehen, es sei denn, die Offnungen
entsprechen folgenden Anspriichen:

¢ inallen Richtungen nicht grof3er als 5 mm, oder
® nicht breiter als 1 mm, ungeachtet der Lénge.

3. Alle Offnungen im Gehiuse, die nicht den obigen Anforderungen entsprechen, sind mit
einem perforierten Deckel zu schlief3en, dessen Locher nicht grofer sind als5 mmim
Durchmesser. Der Deckel muR3 von innen am Gehduse angebracht werden.The
interconnecting trunk line cord should be at least size 26AWG.

Instructions for Hardwired Earth Connection

(InstruccionesparaEl CableadodeLaConexién aTierra/Anleitungen
fr festverdrahtete Erdanschliisse)
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A supplementary equipment earthing conductor isto be installed between the product or
system and earth, that is, in addition to the equipment earthing conductor in the power
supply cord.

The supplementary equipment earthing conductor may not be smaller in size (8 AWG
minimum, recommend 6 AWG) than the unearthed branch-circuit supply conductors.
The supplementary equipment earthing conductor is to be connected to the product at
the terminal provided, and connected to earth in a manner that will retain the earth
connection when the power supply cord is unplugged. The connection to earth of the
supplementary earthing conductor shall be in compliance with the appropriate rules for
terminating bonding jumpersin Park K of Article 250 the National Electrical Code,
ANSI/NFPA 70, and Article 10 of Part | of the Canadian Electrical Code, Part I, C22.1.
Termination of the supplementary equipment earthing conductor ispermitted to be made
to building steel, to ametal electrical raceway system or to any earthed item that is
permanently and reliably connected to the electrical service equipment earthed.
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Bare, covered or insulating earthing conductors are acceptable. A covered or insulating
earth conductor must have a continuous outer finish that is either green, or green with
one or more yellow stripes.

Earthing conductor shall not run through steel conduit.

Debera instalarse equipo complementario de conduccion atierra entre el producto o
sistemay latierramisma, esto es, ademas del conductor atierraque el equipo tiene en
¢l corddn de lafuente de alimentacion.

El conductor de conexién atierradel equipo complementario no podra ser de
dimensiones inferiores (minimo calibre 8 AWG, se recomienda el calibre 6 AWG) ala
dimensi6n de los conductores de alimentacién sin conexion atierra del circuito dela
derivacion. El conductor de conexion atierradel equipo complementario debera
conectarse alos productos en laterminal que se proporcionay, conectarse atierra, detal
manera en que laconexion atierra se mantenga cuando el cordon de la fuente de
alimentacion se encuentre desconectada. La aterrizada del conductor atierra
complementario debera cumplir con las reglas conducentes para la terminacién de los
conductores de empa me de conexion atierraque sefialan el Apartado K del Articulo 250
del Cédigo Naciona Eléctrico; e Articulo 70 del ANSI/NFPA, y Articulo 10, apartado
| del Cadigo Eléctrico Canadiense, Apartado |, C22.1. Estapermitido quelaterminacion
del conductor atierradel equipo complementario serealice a acero del edificio, aun
sistema de conductos el éctricos 0 a cualquier articulo con tierra que se encuentre
conectado en forma permanente y confiable al equipo de servicio eléctrico que se
aerriza.

Se consideran aceptables los conductores sin aislante, recubiertos o con aislante. Los
conductores revestidos o con material aislante deberan contar con un acabado exterior
continuo de color verde, o verde con una o mas franjas amarillas.

L os conductores de conexidn atierrano deberan tenderse através de conductos de acero.

Sowohl Stromversorgungskabel as auch Gerdt oder Anlage miissen geerdet sein.

Das Zusatz-Geréteerdungskabel darf nicht diinner sein als die ungeerdete
Verzweigungsleitung (8 AWG minimum, empfohlen 6 AWG). Esist mit dem dafur
vorgesehenen Anschlul3 derartig zu verbinden, dal eine Erdung auch dann weiter
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besteht, wenn das Stromversorgungskabel aus dem Stecker gezogen ist. Die Erdung des
Zusatzkabels mul? den geltenden Bestimmungen fiir den Endanschlul® von
Metallbriicken im Teil K, Artikel 250 des Nationalen Elektrokodex, [in Park (?) K of
Article 250 the National Electric Code], ANSI/NFPA 70, und Artikel 10, Teil | des
Kanadischen Elektrokodex, Tei |, [and Article 10, Part | of the Canadian Electrical
Code, Part I] C22.1entsprechen. Der Endanschlul? des Zusatz-Geréteerdungskabel s ist
erlaubt sowohl an Baustahl, an Zuflihrungsbahnen oder an jedem Gegenstand, der auf
Dauer und verlafich mit geerdetem elektrischem Gerét verbunden ist.

3. Blanke, umhllte oder isolierte Erdungskabel sind zul&ssig. Ein umhiilites oder isoliertes
Erdungskabel muR eine durchgehend griine Oberfléche, oder eine griine mit einem oder
mehreren gelben Streifen,

4.  Erdleitungen durfen nicht durch Stahlrohre fihren.

UL Hardware Preparation

(Preparacion del Equipo UL/Gerétevorbereitung gemafd UL
(Underwriter's Laboratories, Inc.))

Prepare the hardware as follows ensuring that the relevant manufacturer’ sinstallation
instructions are complied with. If you have doubts about any of these, call your supplier.
1. Thisapparatus must be professionally installed.

2. Selecta“CE" computer chassis according to the Safety Requirements above, ensuring
that it has an external marked earth point.

3. Thehost machine ISA buspins B1, B10 or B13 MUST be tested to ensure that thereis
less than 0.1 Ohms to the earthing terminal.

4.  Thehost machine PCI bus pinscomplieswith PCI Board specificationsRev. 2.1 (5V 32-
bit).

5. Preparethechassis, in accordance with the PC manufacturersinstructions, to receive the
necessary PC cards, ensuring the installation of extension cards does not result in non-
conformance to the Safety Requirements above.

6.  Wheninstalling a system using AltiGen’s cards, note that the continued compliance to
the LVD and EMC EU Directives at the system level isthe responsibility of the system
supplier.

7.  Prepare above cards ensuring all jumpers are set according to the manufacturer’'s
instructions.

Attach suitable grounded ESD wrist strap between wrist and earth.
Follow the manufacturer’ s instruction and install above cards into PC.

Note: If more than three cards are using the MV P, ensure that the Quantum or Triton
board set asboard zero isinstalled at one end of the MV P cable and the board at the far
end of the MVIP cable has its switch set to terminated (switch closed).

10. Replace PC outer case.

11. Connect afixed earth from the PC to a suitable premisesfixed earthing point. Note that

the earth cable must be at | east the same gauge asthe live wire of the main cord and fixed
to the earth terminal and the rear of the PC. (6 AWG recommended, 8 AWG minimum.)

12.  Connect cable supplied with AltiServ to the “ D-type sub-miniature” (25 pin) connector
on the AltiServ card and the connector to the Modular RJ-11 Patch Panel.
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13.
14.

UL File No. E179719

Preparacién del Equipo UL

Prepare el equipo de la manera que seindicaa continuacion. Cerciodrese de antemano de que
se observan todas las instrucciones aplicables del fabricante. S tiene usted alguna duda
acerca de cualesquiera de ellas, llame a su proveedor.

1
2.

Connect the building telecommunication wiring to the RJ-11 sockets.

Building telecommuni cation wiring should beinstalled according to the National Wiring
Regulations for Telecommunications.

Lainstalacion de este aparato la deben realizar profesionales.

Seleccione el chasis"CE" de lacomputadoratomando en consideracion los Requisitos
de Seguridad que se indican anteriormente, ademas, cerciorese de que cuenta con un
punto de conexién atierramarcado en el exterior.

Las clavijas ISA delos canales de distribucién B1, B10 0 B13 DEBEN someterse a
prueba, afin de verificar quelacorriente seainferior de 0.1 ohmios hacialaterminal de
laconexion atierra
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Cerciorese de que las clavijas PCI de los canales de distribucion cumplen con las
especificaciones de los tableros PCI, Rev. 2.1 (5 voltios 32-bit).

Prepare el chasis de acuerdo con las instrucciones del fabricante de la computadora
personal, para efectos de que reciba las tarjetas de PC que necesita, y se cerciore asi de
que lainstalacion de las tarjetas de extension no redundara en lainfraccion de los
Requisitos de Seguridad que se indican con anterioridad.

Observe que cuando instala un sistema que utiliza tarjetas AltiGen, el acatamiento
continuo de las Directivas LD y EMC EU anivel sistema, son responsabilidad del
proveedor del sistema.

Prepare |as tarjetas mencionadas con anterioridad y cercidrese de que todos |os puentes
de salto se encuentran posicionados conforme alas instrucciones del fabricante.

Coloque una pulsera antiestética ESD adecuadamente aterrizada entre la mufiecay la
tierra

Sigalasinstrucciones del fabricante e instale |as tarjetas que se mencionan con
anterioridad en la computadora.

Nota: Cuando més de tres tarjetas utilicen el MVIP, cercidrese de que laplaca de Cuanto o de
Triton establecida como placa cero se encuentre instalada en uno de los extremos del cable
MVIP, y dequelaplacaen el otro extremo del cable MV IPtiene su interruptor en laposicién
de terminado (interruptor cerrado).

10.
11.

Reemplace la cubierta externa de la computadora.

Instale una conexioén atierrafija desde la computadora hasta un punto apropiado de
conexion atierradentro delasinstalaciones. Observe que el cable de puestaatierradebe
de ser, por lo menos, del mismo calibre que el cable con corriente viva del cordon
principal y, que el mismo debe de encontrarse conectado alaterminal de aterrizaday a
laparte posterior delacomputadora. (Serecomiendael cablecalibre6 AWG, u8 AWG,
€como minimo).
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12.

13.
14.

Conecte el cable que sele suministra con latarjeta AltiServ a conector sub-miniatura
tipo D (25 clavijas) de latarjeta AltiServ y el conector a Tablero de Conexiones del
Modular RJ-11.

Conecte €l cableado de telecomunicacion del edificio alos enchufes del RF11.

El cableado de telecomunicacion del edificio debe instalarse de conformidad con las
Normas Nacional es de Cableado para Telecomunicaciones.

Archivo de la Asociacion de Aseguradores No. E179719

Geréatevorbereitung gemall UL (Underwriter's Laboratories, Inc.)

Entsprechend den gegebenen Anleitungen des Herstellersist das Gerét wie folgt
vorzubereiten. Im Zweifelsfalle ist der Lieferant zu benachrichtigen.

1
2.

10.

11.
12.

Gerét darf nur von qualifiziertem Personal eingebaut werden.

Waéhlen Sieein "CE" (communication electronics) Komputergehduse entsprechend den
oben angefiihrten Sicherheitsanforderungen mit einem an der AulRenseite markiertem
"Erd" Punkt.

DielSA (International Standard Atmosphere) K ontaktanschltisse B1, B10 oder B13 auf
der Sammel schiene des Hauptgerates sind zu testen um sicherszustellen, dal3weniger al's
0.1 Ohms zum Erdanschluf fihren.

Die PCI (Program Controlled Interrupt) Kontaktanschllisse auf der Sammel schiene des
Hauptgerétes entsprechen den PCI Steckkartenanforderungen (PCI Board
specifications) Rev. 2.1 (5V 32-hit).

Vor dem Einbau der entsprechenden PC (Personal Computer) Karten in das Gehause
gemald den PC Herstelleranweisungen ist sicherszustellen, daf? durch den Einbau
zusétzlicher Karten die oben genannten Sicherheitsanspriiche nicht verletzt werden.

Beim Einbau einer Anlage mit AltiGen's Karten ist zu beachten, dal? die sténdige
Ubereinstimmung mit den LVD (Low Voltage -DC) und EMC (Electromagnetic
Compatibility) EU Regeln auf Anlagenebene in den Verantwortungsbereich des
Anlagenherstellers fallt.

Alle Drahtbriicken auf oben erwdhnten Karten mussen den Anforderungen des
Herstellers entsprechen.

Geeignetes geerdetes ESD (Electrostatic Device) Gelenkband zwischen Handgel enk
und Erde verwenden.

Beim Einbau oben erwéhnter Karten in den PC (Personal Computer) sind die
Anordnungen des Herstellers zu beachten.

Anmerkung: Benutzen drei oder mehr Karten den MVIP (?- manual volume...?), ist
sicher zu stellen, dai3 die als 0-K arte bezeichnete Quantum oder Triton Karte an einem
Ende des MVIP Kabels eingebaut ist, und dal? der Schalter der Karte am anderen Ende
desMVIP Kabel auf "geschlossen" (terminated-closed) steht

PC Gehéuse austauschen..

Anschluf3 zwischen einer festen Erdung am PC und einer geeigneten festen Erdung in
der Raumlichkeit erstellen. Zu beachten ist, dai3 das Erdkabel zumindest die gleiche
Stérke wie der unter Spannung stehende Draht des Hauptkabels hat und an den
Erdanschlul® und an den PC angeschlossen ist. (6 AWG empfohlen, 8 AWG minimum.)
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13.  Anschlu3 zwischen dem mit dem AltiServ gelieferten Kabel, dem "D-type sub-
miniature” (25 pin-Kontaktanschllisse) Stecker auf der AltiServ Karte und dem Stecker
des modularen RJ-11 Steckfeldes erstellen

14.  AnschluR® zwischen der Gebaudefernmeldeschaltung und den RJ-11 Buchsen erstellen.

15. Gebaudefernmeldeschaltung geméf? National Wiring Regulations for g'
Telecommunications ("Nationale V orschriften fir Fernmeldeschaltungen™). g

UL Kartei No. E179719 =
R

Warranty QEJ
What The Warranty Covers §
<

AltiGen Communications warrants its hardware products to be free from defectsin material
and workmanship during the warranty period. If aproduct proves to be defective in material
or workmanship during the warranty period, AltiGen Communicationswill, at its sole option,
repair, refund or replace the product with alike product.

How Long the Warranty |s Effective

All AltiGen Communications products are warranted for one (1) year for all parts from the
date of the first end user purchase.

Whom the Warranty Protects

Thiswarranty isvalid only for the first end user purchaser.

What the Warranty Does Not Cover
1. Any product on which the serial number has been defaced, modified or removed.
2. Damage, deterioration or malfunction resulting from:

a) Accident, misuse, neglect, fire, water, lightning, or other acts of nature,
unauthorized product modification, or failure to follow instructions supplied with
the product.

b) Repair or attempted repair by anyone not authorized by AltiGen Communications.
¢) Any damage of the product due to shipment.

d) Removal or installation of the product.

e) Causes external to the product, such as electric power fluctuations or failure.

f) Useof suppliesor parts not meeting AltiGen Communications' specifications.

g) Normal wear and tear.

h) Any other cause which does not relate to a product defect.

i) AtAltiGen's sole discretion, if the product(s) is determined to be repairable, the
then current Out of Warranty charge shall apply.

3. Shipping, installation, set-up and removal service charges.

How to Obtain Service

End user customers should contact your Authorized AltiGen Dealer for service.
Authorized AltiGen Dealers must follow the steps below for service:
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1. Take or ship the product (shipment prepaid) to your AltiGen distributor or to AltiGen
Communications, Inc.

All materials being returned to AltiGen must have an associated RMA number. RMA
numbers areissued by AltiGen Customer Service and can be obtained by calling 1-510
252-9712. AltiGen reserves the right to refuse return of any material that does not have
an RMA number. The RM A number should be clearly marked on the outside of the
box in which the material is being returned. Please see the example below:

Attn.: RMA # 123

AltiGen Communications, Inc.
47427 Fremont Blvd.
Fremont, CA 94538

Upon authorization of return, AltiGen will decide whether the malfunctioning product
will be repaired or replaced.

2. Toobtainwarranty service, you must provide 1) date/proof of purchase, 2) serial number
of product, 3) your name and company name, 4) your shipping address and 5) description
of the problem.

3. For additional information, contact AltiGen viae-mail at support@altigen.com.

Effect of State Law

Thiswarranty gives you specific legal rights, and you may also have other rights which vary
from state to state. Some states do not allow limitations on implied warranties and/or do not
allow the exclusion of incidental or consequential damages, so the above limitations and
exclusions may not apply to you.

Sales Outsidethe U.S.A.

For AltiGen Communications products sold outside of the U.S.A., contact your AltiGen
Communications dealer for warranty information and services.

Internet and Security Disclaimer

AltiGen Communications assumes no liability for the security of customer computer systems,
web sites and networks. Any computer connected to the Internet is at risk to the system being
compromised. While there are many waysto configure an effective, secure firewall platform,
customer implementations will vary, and as such, AltiGen Communications cannot specify
firewall settings. You may refer to the section on firewallsin this document for alist of
recommended ports used by various AltiGen applications.
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Preface: About This Manual

Thisguideisdesigned for dealers, administrators, and technicianswho are
responsible for installation, configuration, and administration of an
AltiWare system.

Another manual, the AltiServ User Guide, covers the AltiServ end user
features and functions such as call handling, voice mail, and web interface.

This guide contains the following chapters and appendices:

Chapter 1, Overview, describesthe AltiServ functions, features, benefits,
and new features with AltiWare OE Release 4.6.

Chapter 2, System Requirements, describes the system and hardware
specifications needed, based on the number of trunks and extensions
required.

Chapter 3, Softwar el nstallation, describes software specifications of the
AltiServ system.

Chapter 4, Getting Around AltiAdmin, describes how to navigate the
AltiWare Administrator application, which is used to configure and
maintain the AltiServ system.

Chapter 5, System Configuration, describes AltiServ system basic
configuration, phone numbers, number plans, out-call and in-call
settings.

Chapter 6, Board Configuration, describes the Quantum and Triton
boards.

Chapter 7, Trunk Configuration, describes trunk attributes, including
channels.

Chapter 8, Extension and Group Configuration, describes individual
extensions, group numbers, and call handing.

Chapter 9, Out Call Routing Configuration, describes default outgoing
call routes and restrictions.

Chapter 10, Auto Attendant Configuration, describes pre-recorded
prompts and menus.

Chapter 11, Additional Setup, describes audio peripheral configuration,
MVIP clock, feature tips.

AltiWare OE System Installation & Administration Manual ~— xxxv




Chapter 12, System Data M anagement, describes backup and restore
procedures.

Chapter 13, System Report M anagement, describes system management
reports on summary, traffic, system log and call detail summary.

Chapter 14, Data and I nter net I ntegration, describes setting up email,
AltiReach, Exchange integration.

Chapter 15, Using TAPI, describes how to configure AltiGen’s TAPI
gateway to use off-the-shelf applications for calling contacts.

Chapter 16, Setting Up I P Extensions, outlines procedures for setting up
IP extensions using AltiGen-certified clients.

Chapter 17, Alti-1P 600 Phone Configuration, gives procedures for
configuring AltiWare with the Alti-1P 600 phone.

Chapter 18, AltiWeb, gives procedures for installing and configuring the
AltiWeb feature, which allows internet users to talk to an extension
via Vol P and share web pages.

Chapter 19, Tools, gives abrief overview and general instructions for
using AltiWare tools.

Chapter 20, Basic Call Router & Call Router Advanced, gives genera
instructions for using Basic & Advanced CallRouter tools.

Appendix A, Call Accounting Report Formats, describes keys to the
datain CDR reports.

Appendix B, E1 R2 CAS|nstallation, describes configuration for E1-R2
CAS installation.

Appendix C, Product Repair Services& Technical Support, describes
technical support, customer service, repair and replacement policies
and forms.

Glossary, Index, and Readers Comment Form

Related Publications

Related publications include:
e AltiView User Guide
» AltiConsole User Guide
+ AltiClient Manual
* CDR Manual
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CHAPTER 1

AltiServ Office Solutions

The AltiServ Office system solutions — AltiServ Small Office, AltiServ
Office and AltiServ Office Plus — are complete, turn-key, converged PBX
systems pre-configured on industrial Windows 2000 Server platforms.
The chassis are industrial grade, manufactured to AltiGen Communica
tions exacting design specifications — meeting our most stringent require-
ments. Before shipping from AltiGen Communications, all systems are
subjected to arigorous Quality Control program and checked for proper
software configuration, hardware installation, and switching functionality.

=
o
<
®
@
<
)
=

Configuration Overview

All systems ship with Windows 2000 Server (except AltiServ Small
Office), Altiware OE 4.6 and the corresponding hardware package — pre-
installed in a generically-configured working condition to significantly
reduce installation time. Also, all systems support traditional and IP
phones.

AltiServ Small Office (Part# ALTI-OFFICE1A)

The AltiServ Small Office solution is a system targeted for 8 to 25 users
in the very small office market that need an affordable, entry-level capa-
bilities along with the same features as AltiGen's largest systems.

Components Chassis Specifications

AltiWare OE 4.6 31SA x 2 PCI (21SA x 2 PCI total supported)

AltiWare OE Documentation Package 733mhz Intel Celeron Processor

4x8 Quantum Analog Trunk/Station | SA 128 MB RAM

Card 40GB |DE Hard Drive

8 Station/14 Session License 48X CDROM Drive

Windows 2000 Professional 3Y,1.44 Floppy Drive

MVIP Cable 101 key PS/2 keyboard

12-port connection panel (harmonica) PS/2 Microsoft Mouse

BD25-50 pin mae Telco cable 300 Watt Power Supply
Two, front-mounted 49CFM hot-swappable fans
Dimensions (W x H x D): 7.9" x 11.8" x 18.2"
CE /UL /C-UL / FCC Approvals & Certifications
Wall mountable cable
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AltiServ Office (Part# ALTI-OFFICE2A-R)

The AltiServ Office solution isideal for new installations and upgrades
for existing customers with Quantum boards. The product is targeted
towards small to medium-sized businesses with 25-100 users that are
looking for additional capacity and expandability at a cost that is dramati-
cally lower than enterprise systems.

Components Chassis Specifications
AltiWare OE 4.6 4U Rack Mount Chassisw/ sliderails
AltiWare OE 4.6 System Key 41SA x 10 PCI (2 1SA x 7 PCI total supported)
AltiView 4.6 Supports atotal of 2 Quantum and 9 Triton boards
AltiWare OE Documentation Package 850 mhz Intel Celeron Processor
Two 0x12 Triton Anaog PCI Station Card | 256 MB RAM
24 Station / 30 Session License 52x CDROM Drive
Windows 2000 Server (Service Pack 2) w/ 5 | 2 x 40GB IDE Software Mirrored Hard Drives
users licenses 101 key PS/2 keyboard
MVIP Cable PS/2 Microsoft Mouse
Two 12-port connection panels (harmonica) One 400 Watt Power Supply

Two DB25-50 pin male Telco cables Two 86 CEM fans

Dimensions (W x H x D): 19" x 7" x 26"
CE/UL/C-UL/FCC Approvals & Certifications

AltiServ Office Plus w/ RAID (Part# ALTI-OFFICE3-R)

The AltiServ Office Plus solution is AltiGen Communications flagship
product geared towards small-medium businesses with 75 to 175 users
that are looking for additional capacity and expandability at a cost that is
dramatically lower than enterprise systems. With included RAID support
in anindustrial grade chassis, AltiGen is providing a highly reliable and
redundant converged PBX system.
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AltiServ Office Solutions

Components Chassis Specifications
AltiWare OE 4.6 4U Rack Mount Chassisw/ sliderails
AltiView 4.6 11SA x 17 PCI (1 1SA x 11 PCI additiona supported)

AltiWare OE Documentation Package
24-port Triton Digital TL/PRI PCI Card

Three 12-port Triton Analog Station PCI
Cards

36 Station / 42 Session License

Windows 2000 Server (Service Pack 2) w/ 5
users licenses

MVIP Cable
Three 12-port connection panels (harmonica)
Three DB25-50 pin male Telco cables

850 mhz Intel Pentium |11 Processor

512 MB RAM

52x CDROM Drive

Adaptec 2100S Ultral60 RAID Controller

Three 18GB SCSI Drivesin RAID 5 Configuration (36
GB Available)

3Y%21.44 Floppy Drive
101 key PS/2 keyboard
PS/2 Microsoft Mouse

Two 400 Waitt Load Sharing / Redundant / Hot Swap
Power Supplies

Three 86 CFM hot-swappable fans
Dimensions (W x Hx D) 19" x 7" x 26"
CE/UL/C-UL/FCC Approvals & Certifications

AltiServ IP (Part# ALTI-SERV1-IP)

The AltiServ1I P PBX is an | P-equipped Alti Serv telephone system tar-
geted at businesses, or branch offices with 8 to 50 users. This Systemisa
Turnkey AltiServ System package that includes an AltiGen chassis popu-
lated with 2 interface cards, the AltiWare system operating software, Win-
dows 2000 professional, and includes 8 Alti IP 600 telephonesin a
bundled system package. This system is built with on a6-dot wall mount-
able tower cabinet, with only 2 dotsfilled in theinitial configuration. The
initial 24 portsinclude 12 Vol P ports, 4 analog fax/modem/extension
ports and 8 analog trunk ports. The configuration is expandable to 120

ports.

Components

Chassis Specifications

Windows 2000 Professional
ALTI-OE450EA (AltiWare OE v4.5A)
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ALTI-OELIC450-016 (16 Station License Key)
ALTI-CD00804UD-SPH001 (8x4 ISA Quantum Card)
ALTI-TTIP-8 (12-port Vol P Triton PCI Card)

8 Alti-IP 600 I P Phones

3ISAx3PCI
733 Celeron Processor
128MB RAM

40 GB Hard Drive
(21SA x 2 PCI Available)
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AltiServ IP (Part# ALTI-SERV2-IP)

The AltiServ2 P PBX isan |P-equipped AltiServ telephone system tar-
geted at 50 to 200 users per chassis. With built-in redundancy, the
AltiServ2 I P supports larger organizations that want to build a system uti-
lizing VoIP. This System is a Turnkey AltiServ System package that
includes an AltiGen chassis populated with 1 interface card, the AltiWare
system software, Windows 2000 Server in abundled system package. This
systemis built with on a4U industrial strength 10-slot cabinet, with only
one dlot filled in theinitial configuration. The initial 12 ports are Vol P
ports and the system expands expandable to 228 ports.

Components Chassis Specifications
Windows 2000 Server w/ 5 User License 21SA x 10 PCl,
ALTI-OE450EA (AltiWare OE v4.5A) 850mhz Celeron
ALTI-OELIC450-012 (12 Station LicenseKey) | 256MB RAM
ALTI-TTIP-8 (12-port Vol P Triton PCI Card) (21SA x 7 PCI Available)
2 X 40GB IDE Hard Drives - Hardware Mirrored s

AltiServ Platforms

In addition to the office suite of products, AltiServ platforms can be built
using a standard personal computer or server hardware with sufficient
number of full-size ISA and PCI expansion slots. In addition, the platform
must be equipped with sufficient cooling processing power, memory, hard
drive storage capacity, power, and telephony ringing voltage for the total
number of cards and extensions portsinstalled. This AltiServ platform
must be equipped with a Windows 2000 Server or a WindowsNT 4.0
(or higher) Server with Service Pack 6a (or higher) installed.
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Overview

Overview

AltiServ™ is amulti-application computer telephony platform that
combines AltiGen’s Quantum™ and Triton™ telephony boards with
AltiWare™ software in a standard personal computer platform. AltiServ
uses Windows 2000™ or WindowsNT Server™ operating systemto provide
advanced features and functionality, including the following:

PBX =

' o

+ Voice Mail @

<

* Auto Attendant c;D'
e Email Server

» Cadll Detail Reports (CDR)

* Internet Integration

» TAPI (Telephony API) Service Provider
» Voiceover IP

» Digita TY/PRI/EL Integration

* TieTrunkswith Caller ID

» Out Call Routing

* Web Call Center (web-based calling)

» DataDirected Routing

* |PExtensions

The AltiServ computer telephony platform is built by installing one or
more AltiGen boards into full-size ISA/PCI slots of a Windows 2000/
Windows NT Server and then installing the associated AltiWare software.
AltiGen Triton boards may also be added and must be installed into PCI
dlots. See “ System Limitations’ on page 2-11 for details on the number of
boards you can install on one system.

Key AltiServ Characteristics

When you see this New icon, it means that the feature is new to
‘# AltiWare Release 4.6 and does not exist in earlier versions.
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e 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-
party-provided applications in addition to the Alti Serv-provided
applications.

The Quantum telephony board has 12 analog ports.

In OE 4.6, the Quantum board has eight (8) voice channels, so eight
ports can listen to voicemail simultaneously.

Additional Quantum boards can be added to meet larger system
reguirements. The maximum number of Quantum boards in one
systemis up to 16 boards and depends on the number of I SA slots
available and the selected computer platform performance
characteristics.

Note: 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 (or higher) software.

e Triton Boards:

— Triton Vol P Board - a PCI 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 12 or 30 IP trunk ports. See
“System Limitations’ on page 2-11 for details on the number of
Triton VolP boards and ports you can install on one system.

— Triton Vol P 12- and 30-port boards - Triton 8-port boards
running on previous OE releases are automatically upgraded to 12-
port boardswith OE 4.5 and higher. With a30-port upgradelicense,
the 12-port board can be upgraded to a 30-port board (one board
upgrade per license) in OE 4.5 and higher.

« 5V PCI dot isrequired for each Triton board.

« Additiona VolP boards, up to a maximum of ten (10) per
system, can be added to meet larger system requirements.

e TheVolP board can aso be used individually as athird-party
developer application platform.
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Triton TYEL/PRI Trunk Board - aPCl telephony card
that supports either T1, E1 or PRI digital trunks through
software configuration.

» 5V PCI dot isrequired for each Triton board.

» Additiona TL/PRI boards can be added to meet larger system
requirements. The maximum number of T1/PRI boardsin one
systemisup to eight (8) TL/PRI lines (192 digital trunks).

»  Themaximum number of TI/EL/PRI boardsin one systemis up
to eight (8) T/EL/PRI lines.

» Tone detection (fax, modem, voice) available for predictive
dialing integration.

— Triton Analog Station Board - a PCI bus telephony board that
supports 12 anal og extensions per board.

 Provides adaptive balance and sel ectable impedance

» Anaog and digital loop back test modes

e Tipandring reversal

* FSK message lamp

e 5V PCI dot isrequired for each Triton Analog Station Board.

— Triton Analog Trunk Board - along form factor PCI telephony
card that supports 12 trunks, available in two models: loop start/
ground start (LS/GS) and loop start (LS). Both models have the
same features regarding LS. The LS/GS board is required when
ground start trunks may berequired. You caninstall upto 16 Triton
Analog Trunk boards per system.

» Tone detection (fax, modem, voice) available for predictive
dialing integration.

— Triton Resour ce Board - aPCl bustelephony board that provides
monitoring and Barge In system support functions. Y ou can install
up to two (2) Resource Boards per system.

AltiWar e System Softwar e - the AltiServ system telephony
application software that provides an easy-to-use graphical user
interface. It lets you 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,
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Key AltiServ Characteristics

AltiBackup, Exchange integration, and Call Router Advanced are NT
services that are automatically launched when the Alti Serv system
starts. Y ou do not have to login and start these applications manually.
This provides better security and reliability for these services.

« TAPI Gateway Support - AltiServ is an open platform that allows
third party telephony devel opers to devel op applications for the
AltiServ system. The system supports Telephony Applications
Programming Interface (TAPI) 3.0.

AltiServ supports a complete TAPI service provider that accepts first
party call control (such as AltiView, AltiAgent, and AltiSupervisor)
and the third party client-server call control (such as call routing
applications).

PBX Features

The PBX featuresinclude telephone switching for making calls, answering
calls, and transferring calls. For more sophisticated business applications,
AltiWare provides advanced features such as group call routing, multiple
trunk and route access codes, scheduled call routing, and flexible call
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.

For moreinformation on using PBX features, see the AltiServ User Guide
or the AltiView User Guide.

In addition to station-to-station dialing, the PBX featuresinclude:

e Account Codes- allowsthe user to input an account code on each call
to track telephone usage in order to bill back to clients or create a
record of calls specific to a project and to budget and forecast
expenses. Forced Account Codes force the user to input an account
code on each call to track telephone usage. The administrator can
configure which extensions are required to enter an account code.

e BusinessHours - allows for setting morning and afternoon business
hours for each day of the week.

e Busy or Ring-No-Answer Call Handling - sends callsto voice mail,
another extension, or Auto Attendant if the called extension or group
isbusy or does not answer.
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Call Forwarding and Remote Call Forwarding - sendsall calsto
another extension or to an external telephone number. This allows
usersto redirect their callsto another location such ashomeor abranch
office. Call Forwarding can be set up either at the source extension or
at the destination extension on the system (Remote Call Forwarding).
Thereis 10 hop limit on forwarded calls.

Call Park and Pick Up - users can park cals at one station to be
picked up at another station. Up to 50 calls may be parked at one
station simultaneously. Calls parked to a group are protected. Only
group agents or the person who parked the call can pick it up.

Call Park Ring Back Identification to Operator - when
parked calls are not picked up, the operator will be rung.
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Call Restrictions - restricts users from dialing specific long distance
area codes and phone numbers. Reducestherisk of toll fraud. Upto 20
digitsare allowed to specify area codes and/or phone numbersthat are
restricted system-wide; up to 10 digits are allowed to specify area
codes and/or phone numbers that are restricted on an extension by
extension basis. Or, you may block ALL outgoing calls.

Caller ID - fully supportsthe Bellcore Caller | D standard and displays
alphaand numeric caller ID and name on a standard anal og telephone
with adisplay. Up to 64 characters are transmitted and displayed. If
your local exchange carrier provides enhanced caller ID, such ascaller
name, this information will also be displayed.

Centrex Transfer - alows user to transfer or forward callsto an
external telephone number. Once the transfer is complete, the trunk
lines are released. AltiView and AltiAgent also support Centrex
Transfer.

Conference Calling - the system supports conference callswith up to
6 parties. Y ou can speak privately to each person before adding the
person to the conference.

Configurable Caller Name/DNIS Display - the system
administrator can configure the Caller Name or DNIS
displayed on a phone set.

Dial Last Caller - allowsuser to dia the last caller.

Hands Free M ode - allows user to leave handset off-hook without
having to hear the dial tone.
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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.

e Distinctive Call Waiting Tone - alows three different call waiting
tone cadences to distinguish between internal, external, and operator
cals.

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

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

e FeatureTips - plays helpful tips and reminders for optimal use of
AltiServ.

« FSK-based M essage Waiting - allows message waiting that is based
on FSK (Freguency Shift Keying), a modulation technique for data
transmission. Tone or voltage-based message waiting options can also
be selected. Phones with FSK -based message waiting indicator are
highly recommended.

« HandsFreelIntercom Mode - by pressing #31 on their speaker
phone, users can receive callswithout having to pickup the handset to
answer. Hands Free Manual Answer Mode, #82, allows another
version of this function.

e Hop Off Callsover TL/PRI Tie Trunks - multiple AltiServ systems
at the same or remote locations can be linked through a T1/PRI
network. Also, thisfeature providestoll savings on long distance calls
by allowing usersto dial aremote AltiServ system viaa TL/PRI trunk
and then the destination phone number through PSTN.

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

e Intercom Call - by pressing #93 on any phone connected to an
AltiWare system, users can make an intercom call to an AltiTouch
Plus or Alti-1P 600 phone. If the phoneisin idle state, the phone
speaker will be turned on, and the voice path is connected. If the IP
phoneisbusy, the call will follow the busy call handling feature of the
I P phone’ s configuration.
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In OE 4.6, thisfeature can be enabled or disabled per extension
% by the administrator.

Note: Alti-1P 600 phones or 390 Analog phones that are configured
on aTriton Analog Extension board can be intercommed.

| P Extensions - the | P extension feature allows an H.323-compliant
terminal device to connect to AltiServ. With afew exceptions
(described in Chapter 16, Setting Up IP Extensions), | P extensions
have the same functionality as an analog station.

Live Call Handling—allows an extension user to play a

ringback tone when the called party isin voice mail, paging,

transfer, or conference state. The call is shown as“ringing” in
AltiConsole.
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Multiple Call Waiting with Personalized Greetings - a personal
gueue that allows users to handle multiple incoming calls by letting
calerswait in queue until the user answersthe 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.

Music or M essage on Hold - when the system is connected to an
external audio source, thisallowscallersto hear music or pre-recorded
messages while waiting on hold.

OneNumber Access - afeature that eliminates “telephone tag” by
forwarding important callersto predetermined numbers, according to
adesignated schedule. Setup is available through the One Number
Access page of Extension Configuration and/or web-based AltiReach
and AltiView management. ONA passwording isoptional. The user
can press any key to pick up an ONA call.

Operator Off-line - when thisfeatureisenabled, all calls are directed
to the Auto Attendant. When the caller dials O and the operator is not
available, the call is routed to the operator mailbox.

Out Call Routing Configuration - allows outgoing callsto be
directed to particular trunk routes, based on parameters assigned in
AltiAdmin, and supporting the new tenant tables.

Outside Call Blocking - when this feature is enabled, access to
outside lines is temporarily disallowed.

Overhead Paging - allows the use of voice paging over an internal
public address system.
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e Overhead Paging by Trunk - allows the use of voice paging or
broadcasting through a trunk without checking call progress.

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

e 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. Calls parked to a group are protected. Only
group agents or the person who parked the call can pick it up. If the
user does not answer the call when it rings after the two-minute hold
time, the call will be put on hold again. If the call is still on hold after
two minutes, the system will ring the user again.

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.

* Return to Auto Attendant - after leaving a voicemail message and
pressing # to send it, incoming trunk callers are prompted with the
option to return to the Auto Attendant to try another path or person.

e System Call Park and Pick Up - allowsuser to park and pick up acall
at apublic “location.” The system allows user to park up to 100 calls
at any giventime.

e SingleCall 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.

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 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 prompts to guide extension users to program their
station speed dial numbers.

1-12 AltiWare OE System Installation & Administration Manual



Overview

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 |ocations where there is no access to toll-free numbers.
See “Planning is Essential” on page 10-1 for more information.

Transfer to AltiGen Voice Mail System - allowsanyonein the office
to send an outside user into the AltiGen Voice Mail System by pressing
FL ASH # 40 while connected to the user.

Transfer to Auto Attendant - allows a user to transfer acall to an
Auto Attendant by pressing FL ASH #15 and then the 2- or 3-digit
Auto Attendant number.

Trunk Digits Pushed to AltiLink Plus - Digit event will be
sent through AltiLink Plus when the caller presses any key
during AA.
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Trunk Interface:
— Analog - loop start, ground start, and wink start (DID).
— Digital - PRI-ISDN, T1 E & M, loop start, and ground start.

Virtual Extensions - an extension that is not associated with a
physical port, but allows access to the AltiGen Voice Mail System
features and telephone sharing. Up to 2,000 total (physical + virtual)
extensions can be created on a system. Accessto virtual extensionsis
through voicemail use, a physical extension, atrunk, or via AltiView
or AltiAgent.

Flexible Wrapup Timesand Inter Call Delays - can be used to set
delays before the system sends the next call to an extension. Further,
the user can manually set the extension state to Ready or Not Ready
to receive calls.

Automatic Call Distribution Features
Automatic Call Distribution (ACD) features include:

Auto L ogout - a group member can be automatically logged out if a
call is not answered.

Auto Login/Logout/Keep Login Status on system startup
% or reboot - all group members can be set to the “Login” or
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“Logout” state at system startup or reboot. By default, group members
are set to “Keep Login Status.”

e CDR Search - alows group supervisors to search CDR files and
workgroup CDR statistics for records that match selected criteria.
CDR Search provides workgroup statistics from the real-time
monitoring function used in the AltiSupervisor client application.
Settings in AltiAdmin let you specify time intervals for saving RTM
data.

e Call Queuing - places caller in aqueueto wait until an ACD
workgroup member becomes available.

e Call Queue Announcement - an optional feature with Call Router
Advanced, before acall enters agroup queue, the system announces
the expected wait time or call queue length to the caller.

e Configurable Call Wrapup Time - allows a group member some
time in between callsto wrap up on notes, prepare for the next call, or
logout of the group. Thiswrapup timeis configurable on aper-member
basis.

* Holiday Routing - routesinbound DNIS and trunk calls on designated
holidays to specified destinations. Y ou can create separate routes for
business and non-business hours on half-day holidays.

Huntgroup - agroup of related phones that can be set up to
share particular lines, so that if the first line is busy, the next
line is hunted until afreelineis found.

e Multiple Queue Announcements- allows each group to have itsown
set of unique audio announcements. Up to five announcements can be
configured for each group. The interval s between announcements can
also be configured.

e Multiple Huntgroup/Workgroup Member ship - allows each
extension to belong to multiple groups. The system can be configured
with a maximum of 32 groups.

e Multiple Huntgroup/Workgroup Log In and Log Out - lets group
members quickly log in and out of multiple groups.

* Ready/Not Ready - members can also enable a“ready” (#90) or “not
ready” (#91) status to inform the system whether or not the agent is
able to receive the next call.
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ServiceLevel Threshold - atimevalue for callers waiting in queues.
The performance statistics show when workgroup calls are queued for
longer than a prescribed value.

Huntgroup/Workgroup Call Pickup - allows pickup of calsto a
specific group.

Huntgroup/Wor kgroup Member ship - groups can have up to 128
members.

Workgroup Monitoring - an option (enabled with the AltiServ
Contact Center license) that allowsreal-time monitoring of workgroup
information—trunk state, group status, call queue status, details of
group queue entries and agent status. Limited monitoring is available
through a group view window in AltiAdmin or remotely through
AltiReach. Caller ID identifies agent calls as inbound or outbound,
internal or external.
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Huntgr oup-Based/Workgroup Optional Call Routing - for special
call handling applications, incoming calls can berouted to agroup. For
automatic distribution, calls can be distributed to the first available
group member, or among group members according to the following
options:

— Ring First Available Member (for huntgroups)
— Ring Next Available Member (for huntgroups)
— Ring All Members (for huntgroups)

— Ring Longest Idle Member (for workgroups)

When all the membersin agroup are busy, calls can be overflowed to
another group or extension, directed to the group voice mail, to group
members voice mail, or placed in the call queue for the next available
member. When the first called member fails to answer the call within
the number of rings configured, the system can direct the call to the
next available group member. An option setting in the system can also
ring the longest idle member or ring all available members. Calls
encountering RNA among all agents can be automatically directed to
an dternate destination.
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*  Workgroup Member (Agent) L ogin/L ogout - an option (enabled
with the AltiServ Contact Center license) that allows workgroup
membersto log in and out of aworkgroup so that incoming calls
bypass the workgroup member (agent) who haslogged out and the call
is automatically routed to other active workgroup members or ACD
agents. Thisfeatureis available only to workgroup members. L ogout
does not block direct calls to the workgroup member’ s extension.

e Workgroup Logout Reason Codes - an option (enabled with the
AltiServ Contact Center license) that allows a workgroup member to
enter areason code when signing off. Up to 20 reason codes may be
defined.

Workgroup Silent Monitoring - an option (enabled with the
% AltiServ Contact Center license) that, with the Triton Resource

Board, allows aworkgroup supervisor to silently monitor calls
between workgroup agents and callers. In OE 4.6, calls can be
monitored regardless of login status by Alti Supervisor.

Workgroup Barge In - with the Triton Resource Board,
allows aworkgroup supervisor to barge into calls between
workgroup agents and callers. The supervisor can bargein on
a specific agent by entering the agent’ s extension viathe telephone. In
OE 4.6, calls can be barged-in on regardless of login status by
Alti Supervisor.

Outbound Workgroup Call M onitoring - an option (enabled

with the AltiServ Contact Center license) that allows a

workgroup supervisor to monitor agent’s inbound and
outbound calls.

Workgroup Queue Overflow Handling - routes incoming

callsto an alternate destination when the queueis already full,

or when incoming calls will have an unacceptably long wait
time.

e CalltoQueueAlert - agentscan be alerted viaabeep and a screenpop
when a call entersthe group queue.
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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 asaprimary
Attendant or as a backup to areceptionist.

Auto Attendant features include:

« Dial By Name - allows a caller who does not know your extension
number to spell your name using the telephone key pad. The system
will search the Directory and make amatch on the nameto connect the
caler to the intended party’ s extension. The caller can match first OR
last name when dialing by name.
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» Data-Directed Routing - allows the routing of calls directed by the
caler’sinput (digit or text). Third party applications can be used to
route incoming calls based on caller information.

» Digit Collection - caller can be prompted to enter numbers, which are
then collected and used for routing the call.

» Direct Station Transfer - allowsthe Auto Attendant to handle all
incoming calls instead 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.

new menu path as afailover action if the Collect Digits action

% Failover Routing - alows the Auto Attendant to provide a
fails.

e Multiple Attendant Support - allows up to 255 programmable Auto
Attendants.

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

e Ninelevel Programmable Menus - allows multiple levels of
recorded menu options for specific routing of calls.

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

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

*  Web-based Call Processing - allows the Auto Attendant to accept
calls placed over the World Wide Web.
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AltiGen Voice Mail Features

The AltiGen Voice Mail 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.

TheAltiGen Voice Mail System isdescribed inthe AltiServ User Guide. A
summary of voice messaging features include the following:

e AltiGen Voice Mail Accessfrom Voice Mail Greeting - users can
logintothe AltiGen Voice Mail System by pressing * during the voice
mail greeting of any extension.

e AltiGen Voice Mail Quick Features - allows direct accessto a
specific AltiGen Voice Mail menu without having to login to AltiGen
Voice Mail System.

e Call Forwardingfrom VoiceMail - userscan set up Call Forwarding
from within the AltiGen Voice Mail System. This allows usersto set
up Call Forwarding away from the office and without having to access
AltiReach or AltiView.

» DisableaMailbox - voice mailboxes can be disabled so that callers
cannot leave messages. This can be useful for maximizing system
capacity or controlling access to phone services.

e Configurable Voice Mail Playing Order - Administrators can
configure users’ voice mailboxesto play the oldest or the newest

message first.

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

e Information Only Mailbox - amailbox can be configured to
announce customized pre-recorded information when accessed. This
mailbox does not allow callersto leave amessage, but only to listen to
the message announcement (personal greeting) from the mailbox. To
repeat the message, callers are instructed to press the # key. See
“Setting up Extensions” on page 8-3 for more information on this
feature.

« MakingacCall from the AltiGen Voice Mail System - allows users
tomakeacall fromwithin the AltiGen Voice Mail System by pressing
# at the Main Menu and entering the external phone number. Thisis
especially useful while traveling where users can respond to all
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messages and make other calls not associated with amessage, all with
one call into the AltiGen Voice Mail System. This can result in
significant savings. The use of this privilege is configurable on a per-
user basis.

M essage M anagement - receives, sends, forwards, deletes, and
replies to messages.

Message Notification of E-mail M essages - designed to alert you of
new voice and/or email messagesin your mail box. (At thistime,
notification of email messages can only be configured by the system
administrator.) The AltiGen Voice Mail System 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 al so supported.
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Personal Greeting - allows usersto record greetings in their own
voice to be played when callers reach their voice mail.

Priority Delivery - allows users to determine the priority of message
delivery such as normal or urgent.

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

Record Conversation to Voice Mail - an extension user (on
Triton Analog Extension boards only) can record a
conversation with AltiClient and save as a voice mail.

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

Remote Access - allows users to access the AltiGen Voice Mail
System from any telephone by dialing into the main system number
and pressing # to login.

Voice Mail Distribution List - allows the user to use system
distribution lists, or create and use personal distribution lists for
forwarding voice mail. Up to 100 distribution lists can be created. Each
distribution list can have up to 64 entries, and any entry can be another
distribution list.
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e Zoomerang - allows users to listen to messagesin the AltiGen Voice
Mail System, prompt the system to automatically call the party who
left the message, and then return to the AltiGen Voice Mail System to
continue checking messages, all inasinglecall into the AltiGen Voice
Mail System. If the caller ID information is not captured, the user may
enter the “call back” number manually.

Internet Integration Features
Internet integration features include:

e AltiReach™ - a Web-based management tool that provides away for
users to 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. Groups can also be monitored and configured over
AltiReach. AltiReach is further described in the AltiServ User Guide.

e Built-in E-mail Server - acomplete SMTP/POP3 email server isbuilt
into the AltiServ system so that all you need isan SMTP/POP3 email
client to send and retrieve Internet email. The system allows use of
alpha character-based passwords.

e CallView™ - aWeb-based Javaapplication that allowsfor call control
using a standard Web browser to manage multipleincoming calls and
view information including Caller ID, callsin queue and extension
status.

« Exchange Integration - 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, anew message sent to one server istransmitted to the other
server. Thisway, the message can be accessed or deleted from either
server. For example, when avoice mail is deleted from AltiServ, it is
automati cally del eted from the Exchange server too. The address of the
Exchange server must be the name of the machine or thefully qualified
domain name.
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Mail Forwar ding - allowsyou to forward mail (email 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. Thisaddresscan bean | Paddress such as100.200.101.201,
a domain name such as altigen.com, afully qualified domain name
such as symphony.altigen.com or a machine name such as symphony.

Mixed-M edia M essaging - allows users to combine multiple forms of
communication (such asvoice mail, email, datafile, etc.) into asingle
e-mail message. The user can record a voice message using a
telephone handset or microphone on amulti-media PC and attach it to
the AltiGen Voice Mail System for delivery to an internal 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.

=
o
<
®
@
<
)
=

Remote Download of M essages via I nternet - allows users who are
traveling and/or working at hometo download all new voice and email
messages in their the AltiGen Voice Mail System Post Office Box via
alocal internet accessline.

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

System Administration Features
System Administration features include;

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

AltiAdmin Remote Administration - aversion of the AltiWare
Administrator application that can beinstalled on a Windows 2000 or
Windows NT 4.0 client computer with Service Pack 6a (or higher)
installed and used on the LAN to remotely administer one or more
AltiServ systems. If thereis no firewall on the LAN where AltiServ
resides, AltiAdmin can beinstalled and used to manage AltiServ over
the Internet from aremote site aswell. Thisalso allows the AltiWare
Administrator on the AltiServ to be closed without affecting the
telephony functions that continue to run in the background on the
server.

Apply To Feature - applies changes (only thefield that was changed)
to multiple extensions, trunks or channelsinstead of having to change
them one at atime.
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e Call Detail Reporting (CDR) - the system collects and records
information on outgoing and incoming phone calls, such as length of
call, time of call, number of calls. This data can be written to an
internal database or to an external SQL database. CDR Search
provides an interface that captures workgroup statistics from the real -
time monitoring function used in the Alti Supervisor client application.
Settings in AltiAdmin let you specify time intervals for saving RTM
data.

Configurable Emergency Number - For international use,
allows the system administrator to set up country-specific
emergency humbers.

* Configuration Reader - atool that summarizes details of your
AltiWare configuration, so you can send asinglefile to AltiGen Tech
Support if needed.

« DNISRouting Tables - incoming trunk calls can be routed to Auto
Attendants, extensions, groups, etc., based on DNIS digit information
configured in system administration routing tables.

« Email and Voice Mail Storage - can be placed on drives other than
the AltiServ server.

* Extension Checker - atool that checks the security status of every
extension in your AltiWare system.

e Monitor List - lets you select the Physical or |P extensions you wish
to monitor. Monitoring is available within AltiView and
Alti Supervisor.

e Out Call Routing Configuration - allows outgoing callsto be
directed to particular trunk routes, based on parameters assigned in
AltiAdmin, and supporting the new tenant tables.

e Enhanced Password Security - allows administrators to lock
extensionsthat have been “ attacked” with fal se password attempts and
to set default system passwords for newly created or newly assigned
extensions (more secure than the default of an exact extension/
password match). Password requirements are also stricter.

« Auto Attendant Configuration File - lets you export your complete
Auto Attendant configuration to an html file.

RTM External Logger - with the External L ogger license,
% RTM datais sent to the External Logger.
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Split Area Code Support - allows you to identify area codes and
prefixes that are exceptions to the standards of how area codes and
long distance prefixes are normally used. For example, this
configuration allows the system to treat callsto certain areas as local
cals.

Tenant Service - allows certain trunks to be shared among multiple
groups. In this manner, for example, an AltiServ system in alarge
building can be shared among smaller offices, or tenants. A tenant
table can be created to list the tenants who share an AltiServ system
usage. Each extension can be assigned a tenant entry to which it
belongs. Each trunk can be associated with a tenant entry.
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Voice Mail Distribution List - allows you to create a group of
extensions for forwarding voice mail. Up to 100 distribution lists can
be created. Each distribution list can have up to 64 entries, and each
entry can be another distribution list.

VoiceMail Alert - An announcement can be sent to Voice Mail when
the email server disk isfull.

T1/PRI/E1 Features
T1/PRI featuresinclude:

ANI/DNIS Transport over T1/PRI Tie Trunks- ANI (Automatic
Number Identification) and DNIS (Dialed Number Identification
Service) digits for calls can be forwarded and transmitted between
extensions at remote AltiServ systems.

Collecting Caller ID/DID Digitsfor T1 - allowsyouto configurethe
format and sequence of caller ID and DID digitsusing DTMFforaT1
connection. See “Triton TL/PRI Trunk Properties’ on page 7-15 for
more information on this feature.

Collecting Caller Namefor PRI - PRI Caller Name featureis
incorporated, compliant to NI-2 standard.

Support for E1J/PRI.

Voice over IP Features

Voice over | P features include:

AltiAdmin Remote Administration - remote Alti Serv locations can
be managed using AltiAdmin.

AltiWare OE System Installation & Administration Manual ~ 1-23



Key AltiServ Characteristics

AltiServ-to-AltiServ Networ king Capability - multiple AltiServ
systems at the same or remote locations can be linked through an IP
network. Also, thisfeature providestoll savings on long distance calls
by allowing usersto dial aremote AltiServ system viaan I P trunk and
then the destination phone number through PSTN.

AltiServ Feature Support - many of the AltiServ features are also
available when using I P trunks. See “Voice over |P Session Support
AltiServ Features’ on page 1-26.

Board ID Support - The board ID of the Triton IP board is displayed
in the AltiAdmin board window. This can be used to relate a Triton
Vol P board to a hardware board.

DTMF Remote Carriage- DTMF tonesand/or digitsare detected and
sent out-of-band, over areliable TCP/IP channel to the remote
AltiServ, to guarantee the delivery.

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

Echo Cancellation - 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 cancellationis
provided to maintain reasonable voice quality.

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 isalso included to suppress
silence packets.

H.323 Standard Support - AltiWare IP is based on the H.323
protocol, which is an emerging I TU standard for multimedia
communications over IP.

| P Extensions - the | P Extension feature allows an H.323 compliant
terminal device to connect to AltiServ. IP extensions have the same
functionality as an analog station. Group agents can log in from a
remote location using IP extensions.

| P Phone Service- aservicethat runs on the same system as AltiServ,
isinstalled together with AltiServ, and connects to AltiServ through
enhanced AltiLink Plus protocol on behalf of AltiGen IP Phones.
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I P Port Support - AltiWare |P port density is increased to
‘% 120 ports. The system supports up to ten (10) Triton | P boards
(120 ports) or, two (2) G.723 and two (2) G.711 (84 ports).

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

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 Overlap dialing isenabled
and the dialing sequence is smoother for end users. Without the need
for cable configuration and the purchase of additional analog ports,
there can be significant time and cost savings.
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Jitter Removals - due to various delaysin the |P network, audio
packet streams may be delivered late or out of order. AltiWareisable
to buffer incoming packets and re-sequence them by maintaining a
queue. This queue is adjustable to accommodate different network
environment characteristics.

through IP tie trunks, the trunks can be released by pressing
FLASH *.

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

% Release Link Tie- when transferring between two systems

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

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

— AltiWare disconnects the voice mail session when a silence period
exceeds 7 seconds during voice mail recording over Vol P.

Vol P Hop Off Call Support - allows an extension to accessaT1 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.
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Voice over IP Session Support AltiServ Features

Thefollowing trunk-related Alti Serv features are supported during I Ptrunk
call sessions. Refer to the AltiServ User Guide for more details on how
these features work over |P trunks.

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

« Message Notification

* Reminder Calls

e Multi-Location Conferencing

o Call Park

« Call Waiting

» Call Forwarding

» Automatic Call Distribution

* Auto Attendant

e System Call Back

» Calling Out from Voice Mail

e Zoomerang

e Didl Last Caler

e Speed Dialing

« Call Accounting

o CadlerID

* Voice Mail

e MS Exchange Integration

« AltiConsole Client Support
 AltiReach Support

o AltiView/AltiView | P Extensions
e |ntercom

» |PExtension Log In/Log Out

AltiWare Tools

AltiWare OE comes with useful toolsfor testing, diagnosing and operating
your AltiWare configuration.
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» AltiDBReader - allowsyou to view historical datafrom a database,
which can be saved to afile.

DINA (Distributed Intelligence Network Architecture)

Manager - an application that allows asystem administrator to

configure several distributed AltiServ systems from asingle
system. The tool can be run on any server (local or remote) to an
AltiWare system that has a connection for access to all the serversto
be managed. In OE 4.6, DINA Manager can support multipleversions
of AltiWare and AltiContact Manager. Also, extensions across
multiple systems can be deleted.

e MVIPTest Toal - detects one-way connection, crosstalk, bad MVIP
cable, and static noise problems.
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Optional Add-On Software

Additional new featuresfor these applicationsare
described throughout this chapter.

e AltiConsole™ - apersonal, computer-based Attendant console
connected to the AltiServ over a network; emulates a standard,
hardware-based Attendant console through software; has the
flexibility of adding new features through software without changing
the hardware. In OE 4.6, the following change has been made:

— Huntgroup/workgroup callsin queue will be displayed in
AltiConsole queue monitor without licensing.

— Park for ringback

* AltiView/AltiView | P Extension - a Windows-based desktop call
control and window popup application that interacts with AltiServ
through AltiLink Plus and provides easy-to-use call control,
monitoring and logging capability. In OE 4.6, the following
enhancements have been made:

Separation of AltiView and AltiClient
On demand voice recording to voice mail
New support of ActiveX control from AltiView

Microsoft Outlook diaing support (helpsto convert standard
international phone numbersin Microsoft Outlook to correct digit
strings for AltiWare.
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« AltiAgent™ - aworkgroup user version of AltiView; in addition to
AltiView features, also provides call statistics, call wrap up with data
entries, logon/logoff with reason codes and agent ready/not ready
status. In OE 4.6, the following enhancements have been made:

On demand voice recording
Support of ActiveX control from AltiClient
Microsoft CRM integration

e AltiSupervisor™ - provides workgroup statistics, silent monitoring
and barge-in features. In OE 4.6, the following enhancements have
been made:

Separation of AltiView and AltiClient
On demand voice recording

e CallRouter - acall handling application that usesthe AltiAdmin Auto
Attendant and AltiAPI Data Directed Routing features to match
incoming trunk call data against customer records built using the Call
Router GUI. The Call Router Advanced license gives additional
features including dynamic searching of DNS data to match against
incoming call data, and workgroup call queue announcements.

In OE 4.6, the following enhancement has been made:
Digit collecting failure routes.

* CDR Search - alows administrators to search CDR files for records
that meet selected criteria, and allowsworkgroup supervisorsto search
both CDR files and workgroup CDR statistics.

Optional Add-On Products

AltiServ Contact Center - AltiServ Contact Center (ACC)
# allowsyou to enable thisadd-on option for call center features.

e Alti-IP 600 - AltiGen’s H.323-compliant, business tel ephone that
provides voice communication over an |P network.
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CHAPTER 2

System Requirements

Hardware Requirements

AltiServ hardware requirements depend on the number of extensions
(lines) and trunks your site requires. Refer to Table 4 on page 2-12 for
AltiServ platform selection.

System Key Requirement

AltiWare OE 4.6 is integrated with a system key, a hardware security
device that allows the software to run ONLY when that system key is
attached to the parallel or USB port of the server that OE isrunning on. The
system key isrequired for initial installation, software upgrade process,
and upon system reboot.
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One pre-assigned, DB-25 parallel port system key isincluded with every
copy of AltiWare OE 4.6 (upgrade or original). Each system key hasa
unique key designated for aparticular AltiWare software package - system
keys cannot be shared among systems. System keys are also available in
USB form factor. USB system keys must be special ordered.
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Selecting the AltiServ Platform

In order to maintain your AltiServ system integrity and plan for future site
expansion, you should take into consideration the following points before
selecting the AltiServ platform:

« Rdiahility
» Expandability
e System performance

Minimum System Requirements
The following operating systems are supported in OE 4.6:

* For AltiWare OE 4.6 Server: Microsoft NT 4.0 Server with SP6,
Windows 2000 Server with SP2 and above.
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Note: If installing AltiWare for thefirst time and you wish to use the
software with Windows 2000, you must already be running
Windows 2000 prior to the AltiWare software installation.

* For 4.6 Administrator: NT 4.0 Workstation/Server with SP6,
Windows 2000 Server/Professional with SP2, and Windows XP
Professional.

« For 4.6 Client Applications: Windows 98 2nd Edition, Windows ME,
NT 4.0 Workstation/Server with SP6, Windows 2000 Server/
Professional with SP2, and Windows XP Professional.

e For Online Help: Internet Explorer 5.0 or higher browser.

To accommodate Quantum and Triton telephony boards with AltiWare
software, AltiServ requires the following minimum system configuration:

* IBM/PC compatible system with adequate number of full-size ISA
and PCI dlots.

* Microsoft WindowsNT Server 4.0 with Service Pack 6a (or higher)
installed or Microsoft Windows 2000 Server.

« Microsoft Internet Information Services (version 5 or higher for
NT, version 3 or higher for Windows 2000 [web server software
that is supplied with Windows]) must beinstalled prior toinstalling
AltiWare. Thisis necessary if you want AltiReach, the web-based
call handling application, to run.

¢ Channel Service Unit for T/E1L/PRI.

Hardware selection may have to be adjusted based on the following
variables:

» The number of AltiGen telephony boards required
» The maximum AltiServ extension and trunk traffic anticipated
e The number of simultaneous client software connections

Table 5, “Individual Board Power Requirements,” on page 2-13 showsthe
Alti Serv system requirements guidelines depending on the number of
AltiGen boards that will be installed.
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Proper Grounding and Loop Current

Proper grounding is essential for any PBX system. Thisisasimple but
very important step and is highly recommended. Run awire from the
server chassisto earth ground. Don't wait for a problem to arise before
taking this step. Make sure thisis one of the first things you do before
turning the AltiGen system on.

Also, check theloop current on incoming trunks before connecting to any
AltiGen boards. The desired loop current measurement is 25mA—28mA.
Thisis another essential step to ensure proper operation of AltiGen
systems. For more information on loop current issues, please refer to the
toolbox in the tech support section of AltiGen’s web site at
http://support.altigen.com.

Uninterruptible Power Supply (UPS)

Using a UPS prevents power fluctuations and surges on power sources
from utilities. Windows NT files can be corrupted as a result of power
failure or improper system shutdown.
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Caution: Corrupted filesmay not berepairable and may requirere-
installation of WindowsNT and AltiWare. To protect your
system from surges and power outages, it isstrongly
recommended that an adequate UPS (providing between
600V A and 1000VA) and power surge protector isused
with the system.

Operating Environment

Before you set up and use the system, consider the environment in which
the system will reside:

»  Choose awork surface large enough to accommodate the entire
system.

» Useaflat, stable work surface with enough space around it for proper
air circulation. For proper heat dissipation, afan isrecommended in
front of the AltiGen telephony boards to ensure sufficient airflow. Be
sure the fan filter is clean and does not block the airflow.

The following table contains the operating specifications for the AltiGen
telephony board.
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Table1l. AltiGen Board Operating Environmental §Condiciones Ambientales
para La Operacién de La Tarjeta AltiGen/Betriebsbedingungen fur die AltiGen
Karte

Description/

Descripcion/

Beschreibung Specification/Especificacion/Spezifizierung
Operating Temperature/ | 0° to + 50° C/
Temper.atura de 0° a+50° C/
Operacion/

Betriebstemperatur/ 0° bis+50° C

Storage Temperature/ -20° to +70° C/
Temperatura_l de -20° a+70° C/
Almacenamiento/
Lagerungstemperatur -20° bis+70° C

Relative Humidity/ 10% to 80% non-condensing/

Humgdad Relatival 10% to 80% sin condensacion/

Relative

Luftfeuchtigkeit 10% bis to 80% nicht-verdichtend
AltiGen Telephony Boards

AltiGen telephony boards are installed into the Alti Serv motherboard
expansion slots or can be used individually as a third-party developer
application platform. To obtain maximum performance reliability and
long-term, fault-free operation, you must maintain power and
environmental conditions specified at the end of this section.

Note:  When installing Vol P boards, the recommended installation
procedure isto install the Vol P boards first, then set up the IP
extensions. If there are no Vol P boards in the system and no 1P
extensions are loaded, then no | P extensions can be set up.

Functional Specifications

Quantum Board

Each Quantum telephony board has eight voice channels, so eight portscan
listen to voicemail simultaneously. One port will remain active even if the
system has a power failure.
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The I/O switch is factory preset as shown below. Change this setting only
if thereis ahardware conflict.

The Quantum telephony board has the following functional characteristics:
*  MVIP compatible

» 256 Port Non-Blocking Switch Matrix

* Audio Periphera Input & Output
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»  Jumper-Free Configuration

*  On-Board Telephony Power Supply for Quantum D Board

*  Automatic Power Failure Transfer

e |SABus

Triton Analog Extension Board

The Triton Analog Extension telephony board has a dedicated voice
channel for every extension port and FSK-only message waiting.

LED Indicators
LED Placement LED 1B LED 1A Status
ON ON 5V is OK; 12V is OK — normal operation
18 148 OFF OFF Power cable not plugged in
O O ON OFF 5V less than 4.5V but more than 3V — bad PC 5V
power
OFF ON 12V less than 9V — bad PC 12V power
LED 2, located near the 12V connector, is a red LED for diagnostic purposes. If
it is ON, the fuse is blown.

The Triton Anal og Extension tel ephony board has the following functional
characteristics:
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e MVIP Compatible
e 256 Port Non-Blocking Switch Matrix

e Jumper-Free Configuration
« PCl Bus
e Compliant with EIA464

Note:

be used for an extension.

Triton Analog Trunk Board

The Triton Analog Trunk board comesin two models: Loop Start/Ground
Start (LS/GS) and Loop Start only (L S). It supports 12 analog trunks and

offers FSK Caller ID receiving, Centrex flash, and voice/silence activated
answer supervision. Thisboard is also compatible with major PCI chassis

When the board is configured for audio input, the first port cannot

vendors.
LS/GS LED Indicators* LS LED Indicators
LED 1B LED 1A Status LED 1B LED 1A Status
ON ON Normal ON ON Normal
OFF OFF No power to board OFF OFF No +5V or less than
4.1V

ON OFF No +5V or less than
41V LED Placement

OFF ON No +12V or less than
9.2v

*LED 2, located on the board, is ared LED for
diagnostic purposes. If it is ON, the fuse is blown.

o

The Triton Analog Trunk board has the following functional
characteristics:

e MVIP-compatible
e 256 Port Non-Blocking Switch Matrix

e Jumper-Free Configuration
e 32-bit, 5v PCI Bus
e Compliant with EIA464

*  Tone detection for fax tone, modem tone and voice.
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Triton VolP Board

The Triton Vol P telephony board has the following functional
characteristics:

*  MVIP-compatible

e 256 Port Full-Duplex Switch Matrix
e Jumper Free Configuration

* PCI Bus

Triton T1/PRI Board

LED Indicators

Green LED Red LED Status

OFF OFF No power g N
ON OFF Normal operation g )

= Wum

i =
OFF ON No signal o ﬁ
ON Flashing Faulty signal with frame g 8
synchronization* 5 3

OFF Flashing Faulty signal without frame a

synchronization

Alternating Alternating Frame slips in normal operation

*Faulty signals include the following: yellow alarm, bipolar violation, or frame error.

The Triton T/PRI telephony board, which supports either T1, Elor PRI
through software configuration, has the following functional
characteristics:

*  MVIP Compatible

» 256 Port Non-Blocking Switch Matrix
»  Jumper-Free Configuration

 PCl Bus

*  Tone detection for fax tone, modem tone and voice.

Triton Resource Board

The Triton Resource board enables call center supervisorsto bargein or
silently monitor conversations. Up to two Resource Boards can beinstalled
in one system. Up to 12 simultaneous supervisor silent monitoring or
barge-in sessions are supported for each board.

The Triton Resource board has the following functional characteristics:
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e MVIP Compatible
e Jumper-Free Configuration
e 12 portsfor silent monitoring and barge-in

e PCl Bus

AltiGen Board Installation

Alwaysinstall Triton and Quantum boards and attach MV 1P and power
cables prior to powering server on. Failure to do so may result in damage
to the board. When removing or connecting the MVIP cable, do so with a
slow, vertical motion. Do not use a side-to-side rocking motion to remove
the connector or by pulling the cable. Be careful to make sure pinsin the
MVIP connector on the board line up with the sockets on the MVIP cable.
Failure to do so may result in pins being pushed down toward the bottom
of the MV IP connector onthe board. The MV IPtest will detect these errors.

For complete instructions on how to install Triton and Quantum boards,
please refer to the Quick I nstallation Guide, which is provided with every
AltiGen board package.

TritonDef.inf

When anew PCI board isinstalled in a Windows 2000 system, the OS will
detect the board and ask for adriver. The driver file for the boards
(TritonDef.inf) can be found in the following locations:

» Beforeinstalling AltiWare OE: on the root directory of the AltiWare
OE CD-ROM; thisfile will be installed when you install the software.

« After installing AltiWare OE: in the \AltiServ\SP directory on your
hard drive.
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AltiGen Board Options/

(Opciones de La Tarjeta AltiGen /AltiGen Kartenoptionen)

Table 2 lists the AltiGen telephony board modules. This selection alows
you to optimize your system based on the trunk/extension mix required at

your site.

System Requirements

LaTablaNo. 2 listalos médulos de |a tarjeta de telefonia AltiGen. Esta
seleccién |e permite optimizar su sistema con base en lamezcla de
troncalesy extensiones que requiere su sitio.

In Tabelle 2 sind AltiGen Kartenmodule fiir das Fernsprechwesen

aufgelistet. Diese Auswahl erlaubt eine Optimierung ihrer Standortanlage
mit der gewiinschten Kombination von Haupt- und Nebenanschl lissen.

Table2. AltiGen Telephony Board Options

Model Number/No. de

Board/Tarjeta/ M odelo/M odell Description/Descripcion/
Karte Nummer Beschreibung
Quantum? ALTI-CD0408UD- 4 trunks/troncales/Haupt and 8

SPHO001 extensions/extensiones/
Nebenanschliisse
Quantum? ALTI-CD0804UD- 8 trunks/troncal es’/Haupt and 4
SPHO001 extensions/extensiones/
Nebenanschl lisse
Quantuml ALTI-CD0012UD- 12 extensions/extensiones
SPHO001 Nebenanschliisse
Triton ALTI-TTAS 12 12 extensions (stations)/
extensiones (estaciones)/
Nebenanschliisse (Stationen)
Triton ALTI-TTIP-8 12 or 30 Vol P trunks/troncales/
Haupt or extensions/extensiones/
Nebenanschl lisse*
Triton ALTI-T1E1-1 1T1,1Elor1PRI
Triton ALTI-TTRS-12 12 ports for supervisor

monitoring/12 puertos para
monitoreo del supervisor/12
Stechanschlusse fur Monitor-
Dienst
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Model Number/No. de
Board/Tarjeta/ M odelo/M odédll Description/Descripcion/
Karte Nummer Beschreibung
Triton ALTI-TTAT-12GS 12 trunks/tronca es/Haupt, ground
start/loop start
Triton ALTI-TTAT-12 12 trunks/troncal es/Haupt, loop
start only

* When you upgrade to AltiWare OE 4.6, all 8-port boards are automati-
cally upgraded to 12-port boards. With a 30-port upgrade license, the 12-
port board can be upgraded to a 30-port board (one board upgrade per
license). The original ports retain their configurations, but you must con-
figure the new portsif you want to use them.

* Cuando sustituye usted el producto por el AltiWare OE 4.6, todas |astar-
j€etas de 8 puertos automéaticamente pasan a convertirse en tarjetas de 12
puertos. Con lalicencia para 30 puertos, latarjeta de 12 puertos puede
convertirse en una de 30 puertos (un incremento en latarjeta por cada
licencia). Los puertos originales conservan su configuracion.

* Bei der Aufriistung zur AltiWare OE 4.6 werden alle 8 Anschlu3-Karten autom-
atisch zu 12 Anschluf3-Karten aufgeriistet. Mit der Lizenz zur Aufristung fir 30
Anschliisse kann die 12 Anschluf3-Karte zu einer 30 Anschlu3-Karte aufgertstet
werden. (Eine Kartenaufriistung pro Lizenz). Die urspriinglichen Anschllisse
behalten ihre Konfiguration, die neuen Anschliisse jedoch miissen bei Gebrauch
neu konfiguriert werden.

1 Availablein the Americas and Caribbean only./Disponible en las Américasy en
e Caribe tnicamente./Nur in Nord-und Siidamerika und der Karibik erhaltlich.
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System Limitations

Note the following limitations for board installation and Triton Vol P board
and port combinations.

Table3. Board Installation

Maximum in a Board ID
Board Type System Range Total Ports
Triton Vol P 12- 10 0-9 120
port
Triton Vol P 30- 2 0-9 60
port
10 120 max in one
system, viaany py)
. combination of 8 N
T\C/) -I;éIE)T”fjon boards that com- = @
0 oards plieswith the sys- % )
tem limitations ) CBD
shown here =
(7]
Triton Analog 16 0-15
Trunk
Triton Analog 16 0-15
Extension
Quantum 16 0-15
Triton TI/EL/PRI 8 0-7
Triton Resource 2 0-1
TOTAL TV 10
PRI, Vol P, and
Resource
Combined
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Recommended AltiServ System Configurations*
Table4. System Selection Guidelines

S E . | =
= > ) @
S & o 2 > %o aQ = %
85y e 838|873 @ = =
CEQ - BE | O e o) g g
323 ) > | 83 2 o
zc?° (@) < IO o) ad
3 T o > >
S O n N
oo —
1-3 333MHz | 128 IDE/ Single 300W | 15A 6A or
MB SCS better
46 700 MHz | 256 IDE Single400W | 20A 16A
MB ATA- or Dua
100/ 400W load
SCsSl sharing rec-
ommended
7-16 850+ 512 IDE Dual 400w | 40A 20A
MHz MB ATA- with load
100/ sharing
SCsSl required

*|ndividual requirements may vary depending on particular applications. Please contact
AltiGen Sales Engineering or Technical Support for assistance on selecting the most
appropriate system configuration for your installation.

Power Requirements
(Requisitos de Ener gia Eléctrica/Ener giebedarf)

The power requirements are as follows for each individual board/L os
requisitos de energia el éctrica son los que se indican a continuacion para

cadatarjetaindividual/Die folgende Tabelle zeigt den Energiebedarf jeder

einzelnen Karte an:
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Table5. Individual Board Power Requirements

. Slot Type/Tipo
Board/Tarjeta/Karte | 5V v | o8 a}geckrf’latz
Quantum 1.6 1.4A ISA
Triton Analog Extension 16 1A* PCI
Triton Analog Trunk LS/GS | 1.6 0.25A PCI
Triton Analog Trunk LS 1.6A 0 PCI
Triton Vol P 16 0 PCI
Triton TY/PRI 1.6 0 PCI
Triton TY/EL PRI 16 0 PCI
Triton Resource 16 0 PCI

*1A@12V is provided by power connector.

Heat Factor

(Factor Térmico/Hitzefaktor)

Internal system temperature must not exceed the specified operating
temperature. If more than two AltiGen telephony boardsareinstalled in the
system, then additional cooling fans are suggested. These fans need to
effectively reduce heat and increase airflow to the AltiGen telephony
boards to ensure system reliability.

Latemperaturainterna del sistema no debe exceder latemperatura de
operacion que se especifica. Cuando en un mismo sistema se encuentren
instal adas mas de dos tarjetas de tel efonia AltiGen, se sugiere que también
seinstalen ventiladores adicional es de enfriamiento. Es menester que estos
abanicos reduzcan efectivamente el calor eincrementen el flujo deaire que
ingresa alas tarjetas de telefonia AltiGen, afin de garantizar la
confiabilidad del sistema.

Die interne Anlagentemperatur darf die vorgeschriebene
Betriebstemperatur nicht Uberschreiten. Befinden sich mehr als zwei
AltiGen Fernmeldekarten in der Anlage empfiehlt sich der Einbau
zusétzlicher Ventilatoren. lhre Aufgabeist es, effektiv Hitze zu reduzieren
und gleichzeitig den L uftstrom zu den Fernmel dekarten zu erhéhen, um die
Zuverlassigkeit der Anlage zu gewéahrleisten. iabilidad del sistema.

Installing a Cooling Fan

(Instalacién del Ventilador de Enfriamiento/Ventilator einbau)
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If more than two AltiGen telephony boards are installed in the AltiWare
system, then an additional cooling fan will be required. This fan needsto
effectively reduce heat and increase airflow to the AltiGen telephony
boards to ensure system dependability and reliability. To install a cooling
fan into the AltiWare system, read the instructions included with the fan
unit.

Cuando en un mismo sistema se encuentren instaladas mas de dos tarjetas
detelefonia AltiGen, tambi én serequeriradelainstal acidn de un ventilador
adicional de enfriamiento. Es menester que este abanico reduzca
efectivamente el calor eincrementeel flujo deairequeingresaalastarjetas
detelefonia AltiGen, afin de garantizar lafiabilidad y la seguridad
funcional del sistema. Parainstalar el ventilador de enfriamiento en el
sistema AltiWare, lealas instrucciones que se incluyen con la unidad de
ventilacion.

Befinden sich mehr a's zwei AltiGen Fernmeldekarten in der AltiWare
Anlage, muB3 ein zusétzlicher Ventilator eingebaut werden. Dieser
Ventilator hat die Aufgabe, effektiv Hitze zu reduzieren und gleichzeitig
den Luftstrom zu den Fernmel dekarten zu erhéhen, um die Zuverlassigkeit
der Anlage zu gewéhrleisten. Beim Einbau eines Ventilatorsin die
AltiWare Anlage sind die dem Ventilator beigefligten Anleitungen zu
beachten.

Proper Board Handling Procedures

Handle boards by the edges only. Always hold the boards individually by
the face plate (with the components facing you) and pinching the edge on
the right side of the board. Do not make contact with the solder or
component sides of the boards. Do not dide the boards over any surface,
including an electrostatic discharge mat. Some boards have very sensitive
ceramics that contain embedded traces. These traces are very close to the
edge of the component and are easily chipped if they are hit against a hard
object or surface.

Electrostatic Discharge (ESD) Warning

Electrostatic discharge is caused by static electricity. It can damage boards
and may result in hard failures, early life failures, or cause a system to
experience intermittent, erratic behavior. Always use an ESD kit when
working on the telephony boards. The use of a special wrist strap or foot
strap (to ground the wearer to the computer's case) reduces the risk of ESD
damage.
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Operating Environment
(Condiciones Ambientales de Operacion/Betriebsbedingungen)

Before you set up and use the system, consider the environment in which
the system will reside:

»  Choose awork surface large enough to accommodate the entire
system.

» Useaflat, stable work surface with enough space around it for proper
air circulation. For proper heat dissipation, afan isrecommended in
front of the AltiGen telephony boards to ensure sufficient airflow. Be
sure the fan filter is clean and does not block the airflow.

»  Alwayswork with grounded equipment and fixtures. The use of an
ESD mat (to dissipate static) and grounding wrist/foot strapsis

necessary.

* Inthe manual assembly process, boards must be removed from the
anti-static bag and placed gently on a dissipative workstation mat, so
that they become discharged safely before being touched. The
dissipative mat should have a rubber upper layer and conductive
bottom layer. Regular cleaning of the mat should be done using an
anti-static mat cleaner.

WwoalsAs 'z
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The following table contains the operating specifications for the AltiGen
telephony board.

Description Especificacion
Operating Temperature 0°to+50°C
Storage Temperature -20°to +70° C
Relative Humidity 10% to 80% non-condensing

Before you set up and use the system, consider the environment in which
the system will reside:

»  Choose awork surface large enough to accommodate the entire
system.

» Useaflat, stable work surface with enough space around it for proper
air circulation. For proper heat dissipation, afan isrecommended in
front of the AltiGen telephony boards to ensure sufficient airflow. Be
sure the fan filter is clean and does not block the airflow.
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Condiciones Ambientales de Operacion

Antesde Montar y utilizar el sistema, considere el medio ambienteen el
gue dicho sistemaresidira

Selecciones un espacio de trabajo |o suficientemente amplio para dar
cabidaalatotalidad del sistema.

Utilice unasuperficiedetrabajo planay estable, con suficiente espacio
arededor para que pueda darse una adecuada circulacion del aire. Se
sugiere la colocacion de un ventilador frente alastarjetas de telefonia
AltiGen, con objeto de disipar el calor adecuadamente y garantizar un
flujo de aire suficiente. Cercidrese de que €l filtro del ventilador se
encuentralimpio y de que no obstruye el flujo del aire.

Trabaje siempre con equipo y aditamentos con conexion atierra. Es
necesario utilizar un tapete ESD (paradisipar laestética) y pulseras/
tobilleras de aterrizada.

Durante €l proceso de ensamble manual, lastarjetas deben retirarse de
labolsaantiestéticay colocarse suavemente sobre el tapete dispersivo
de laestacién de trabajo, de tal manera en que éstas se descarguen en
forma segura, antes de que |as toquen. El tapete dispersor debe contar
con una capa superior de caucho y una capainferior c. El tapete debe
limpiarse en formaregular utilizando un limpiador para tapetes
antiestatica

Latabla siguiente contiene las especificaciones de funcionamiento para el
tablero de latelefonia de AltiGen:

Descripcion Specification

Temperatura de Operacion 0°a+50°C

Temperatura de Almacenamiento | -20° a+70° C

Humedad Relativa 10% a 80% sin condensacion

Betriebsbedingungen

Vor Aufbau und Inbetriebnahme der Anlage missen folgende
Betriebsbedingungen beriicksichtigt werden:

Esist eine Arbeitsflache zu wéhlen, die der gesamten Anlage
gentigend Platz bietet.
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» DieArbeitsflache muf3 flach und stabil sein und gentigend Raum fir
eine entsprechend ausreichende Ventilation bieten. Zum
angemessenen Hitzeverlust und ausreichender L uftzufuhr wird der
Einbau eines Ventilators vor den AltiGen Fernmel dekarten
empfohlen. Der Filter des Ventilators mufd sauber sein und darf die
Luftzufuhr nicht blockieren.

»  Esdarf nur mit geerdetem Gerét gearbeitet werden. ESD Matten (zur
Vermeidung von Statik) sowie geerdete Handgelenk- und FulRbander
sind dabei erforderlich.

*  Beim Zusammenbau von Hand ist zu beachten, dal’ mit Karten nach
der Entnahme aus einem anti-statischen Behédlter vorsichtig
umyugehen ist. Karten missen dann zur elektrischen Entladung auf
eine Dissipationsmatte am Arbeitsplatz gelegt werden, bevor sie

bertihrt werden durfen. Die Dissipationsmatte muf3 eine gummierte 7y
Oberseite und eine konduktive Unterseite haben. Beim regel méafdigen 2 N
Reinigen der Matte muf3 ein antistatisches Reinigungsmittel S A
verwendet werden. 3 %
D
Die folgende Tabelle enthalt die funktionierenden Spezifikationen fir das % 3
AltiGen Telephoniebret:
Beschreibung Spezifizierung
Betriebstemperatur/ 0°to+50°C
L agerungstemperatur -20°to +70° C
Relative L uftfeuchtigkeit 10% bis to 80% nicht-verdichtend

Packaging for Shipment and Storage

» AltiGen telephony boards are packaged and shipped individually in
fully closed, static-shielding bags. The pink anti-static foam should be
used only as cushioning material — it is not static-dissipative and
cannot discharge the boards.

» Alwayssave and usethe original packaging materials (foam, static-
shielding bag, and cardboard box) to transport the boards.

» AltiGen telephony boards are protected by their anti-static bags and
should be removed from their packaging for installation by a properly
grounded technician.
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AltiWare Conference Resource Limits

The following table defines conference resource limits for boards used in
an AltiWare system.

Table6. Conference Call Resource Limits

Maximum
Maximum Number of
Number of Members Total
Board Conferences Con?:rrmce gg;‘gegngl Support of Conference
Supported (Internal ResoUr Ces Memberson Other Boards
(Conference Extensi Availabl
Bridge) tensions vailable
and External
Parties)
Quantum 3 up to 61 12 Yes, limited to 4 members.
Triton Analog 3 6 18 gtﬁ Ifimitffad by maximum nung
: er of conference resources an
Extension maximum number of members
per conference
Triton Analog 0 0 0 0
Trunk
Triton Vol P 0 0 0 0
12 Port
Triton Vol P 2 6 12 Yes, limited by maximum num-
30 Port ber of conference resources and
maximum number of members
per conference
Triton T1/PRI 0 0 0
Triton Resource 12 upto6 36 Yes, limited by maximum num-
ber of conference resources and
maximum number of members
per conference

1 The Quantum board can support up to 3 conference bridges with up to 6 members each. However, this
does not imply that you can have a total of 18 conferenced members (external + internal) per board, asit
only has 12 conference resources.

2 The Quantum board can only support up to 4 members located on different boards on a conference call
initiated by a local extension, evenisthere are (12-1=11) resources available. For example, if Ext 101
(located on the Quantum board) wants to host a conference call with Ext 200, Ext 201, Ext 202, Ext 203
and Ext 204 (located on different boards), the last extension to be brought into the conference will not be
conferenced, even if there are no other ongoing conferences on this Quantum board. Therefore, a total of
5 (1+4) conference resources have been used. However, it is possible for Ext 101 to bring in Ext 102 into
the conference, if Ext 102 islocated on the same Quantum board as Ext 101. Once Ext 102 joins the
conference, no other members can join this conference call, as the 6 conference member limit has been
reached.

3 The Triton Resource board can support up to 12 conference bridges with up to 6 members each. However,
this does not imply that you can have a total of 72 conferenced members (external + internal) per board,
asit only has 36 conference resources.
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CHAPTER 3

Softwar e | nstallation

The AltiWare OE software is provided on a CD-ROM and contains the
following components or folders:

Altiware OE. Contains the AltiWare Administrator as well asthe
switching service, SMTP/POP3 server, messaging agent, Exchange
Integration, AltiBackup, AltiGatekeeper, AltiWeb that can beinstalled
on any Windows NT Server with Service Pack 6a (or higher) or on
Window 2000 Server.

AltiAdmin. Containsthe AltiWare Administrator that can beinstalled
on any Windows NT with Service Pack 6a (or higher) or Windows
2000 on the LAN to control the AltiServ system(s).

Altiweb. Contains the AltiWeb installation files.
CallRouter. Contains the CallRouter installation program.

CDR. Containsthe CDR Search Client that allowsyouto search aCall
Data Reporting database, along with documentation and external
logger service.

DINA Manager. Containsthe DINA Manager installation program.
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Documentation. Contains the AltiWare OE System I nstallation and
Administration Manual and the AltiView and AltiServ User Guidein
the Adobe Acrobat PDF format.

Gatekeeper. Contains the Gate Keeper for |P Phones.
Reader. Contains the Adobe® Acrobat® Reader executable.

Readme.txt. Contains late breaking information about AltiWare OE.
Please be sureto take a moment toread thisbrief file, which
containsvery important information you need to be awar e of
beforeyou ingtall Altiware OE.

TAPI Gateway. Containsthe TAPI Proxy Server and TAPI Service
Provider that allow you to use AltiGen’s AltiLinkPlusto create TAPI
applications for your AltiWare configuration.
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AltiWare asan NT Service

AltiWare as an NT Service

AltiWare components such as the switching, messaging agent, and
AltiBackup are NT services that are automatically launched when
AltiWare OE isinstalled and the AltiServ system is restarted. Benefits of
AltiWareasan NT service:

e TheAltiWare Administrator user interface does not have to be tied to
the switching service so that if there is a problem with the user
interface, the switching service is not affected.

¢ Remote administration is possible through AltiAdmin.

Important: Do not tamper with the startup settings of AltiGen servicesin
the Services applet of the Control Panel. Only the AltiGen
Switching Service should be set to Automatic; all other
AltiGen services should be set to Manual.

Preparing to Install AltiWare OE

The following is a step-by-step procedure for installing or upgrading the
AltiWare OE software from the AltiWare OE Release 4.6 CD-ROM.

It should take about 15 to 20 minutes to install the AltiWare OE software
program. Before you begin installation, however, please note the
following:

e Backup prior toinstall. Before upgrading your system from
AltiWare Release 4.0 or above, you should back up all the
configuration information to a different location, such as the network
drive. (You can do this by using the backup utility OR by copying the
contents of the \altiserv\db\, \altiser v\Phrases\L angCustom, and
\postoffice\ folders to a backup location.) This backup informationis
also required when rolling back to prior AltiWare versions.

e NT Service Pack 6a, Windows 2000 Server (or higher) isrequired
and must be installed befor e AltiWare OE 4.6 can be installed or
upgraded.

e User Account. During installation, a user account with local
administrator right is created automatically to run AltiWare services.
Do not delete or modify this account. Y ou may change its password
through installation. The account name isin the form:
(user name:; AltiGen_<servername>)
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e Third party applications. AltiWare OE must be installed before any
third party applications on aWindows NT with Service Pack 6a (or
higher) or Windows 2000 system. Contact your third party application
vendor(s) to find out if an upgradeisrequired for their product to work
with the AltiWare OE release you are about to install.

» Ingtalling over old versions. If AltiWare 4.X isinstalled, thereisno
need to uninstall it before installing AltiWare OE 4.6.

If AltiWare 2.x or 3.0 isinstalled, first upgrade to 4.0, then upgradeto
4.6.

Firewall Considerations

If you are using afirewall in the AltiWare OE 4.6 environment, the
following are the network ports used:

Client Server TCP UDP
AltiAdmind AltiWare DCOM 135 135
AltiConsole AltiLink + 10025
AltiControl AltiLink+ 10025 _
AltiReach AltiLink 10015 o 3
AltiView/AltiAgent AltiLink+ 10025 2 S
VM Service 10028 %- g
Supervisor AltiLink+ 10025 S
Internal/External CDR | 10027
Logger
CDRSearch AltiLink+ 10025
Internal/External CDR | 10027
Logger
TAPI Client TAPI Gateway 10026
Gatekeeper 1718, 1719
VolP H.323/H.225 VolP H.323/H.225 1720
VolP Message Vol P Message Waiting | 49151
Waiting (Quicknet IP
ext only)
VolP H.245 VolP H.245 From 49152
to NP
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Preparing to Install AltiWare OE

Client Server TCP UDP
VolPRTP VolP RTP From 49152
to NP
Web Client AltiLink+ 10025
NetMeeting Chat 1720
plus Vol P ports
described above
AltiGen IP Phone 10032
Polycom Between
2222-2242
and 1718/
1719

a [t 1Isrecommended that thisbe run only In an intranet.

b. N=49152+ (62* number of boards)-1
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Softwar e License Activation
and Registration

Licensing

The licensing has two components — a system key which is a physical
device shipped with every copy of OE 4.6. This hardware key is equipped
with a DB-25 connector that is designed to be connected to the parallel
printer port on the AltiServ system running OE 4.6 or later rel eases of

AltiWare. Optionally, aUSB port version of the system key isavailablefor
use on systems ONLY equipped with aUSB port. The USB system key is
aspecia order item.

The second component is the license key. The following table lists all

licenses used in Release 4.6.

Table4. Release4.6 License Summary

License Type Description/Notes
AltiServ Contact Site Required for ACC Product.
Center ' . ' - 5w
Workgroup-related options will be disabled if this 2
license is not installed. o S
AltiView Site This license enables the AltiView client. § g
L . . . oo
AltiView cannot connect to AltiServ without this g P
license.
AltiView does not require session license.
AltiwWeb Site Thislicense enables AltiWeb function.
External Logger Site Thislicense enables External Logger.
AltiServ will not send CDR/RTM datato External
Logger if thislicenseis not installed.
Call Router Site Thislicense enables Call Router Advanced service.
Advanced
30 Port IP Site This license enables the Triton 30-port Vol P option.
A maximum of two 30-port licenses per system.
Licenseisthe same for OE 4.5/4.5A/4.6/ACM 4.6.
Station/Business Seat Thislicense countsthetotal number of physical and IP
User phones configured in the system.
Included in Agent Seat license.
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License Type Description/Notes

Agent Seat Session | Thislicense counts the number of concurrent, logged
in agents to one or multiple workgroups. When a
single agent logs in to one or more workgroups, one
agent seat licenseis be used.

* When the system does not have enough agent session
licenses, it will reject any new workgroup login that
reguires a new agent seat license.

* Requires AltiServ Contact Center license.

AltiAgent Client Session | Thislicense enables a per concurrent connection of
Session AltiAgent.

AltiSupervisor Cli- | Session | * Thislicense enables a per concurrent connection of
ent Session AltiSupervisor.

For step-by-step instructions on the licensing process, refer to page 3-28.

Registration

Licenses must be registered with AltiGen for the system to function at full,
licensed capacity. This registration includes both AltiWare systems
information, aswell asregistering dealer, installer, and end user (customer)
data for each AltiGen system installed or upgraded to 4.6.

All software must be registered, including AltiServ Office products. No
AltiServ software comes out of the factory pre-registered. All license keys
must beregistered to the system key and without proper registration,
the system will function with only 8 extension portsenabled. To support
the new licensing and registration requirement, all copies of OE 4.6
software (new) are shipped with a system key.

Once registered, system keys have license keys associated with them. All
license keys are individually tracked and can only be registered to one
system key. Individual license keys cannot be reactivated or installed on a
different system onceit has been registered the first time. The samelicense
key cannot be associated with multiple systems even on the same customer
site. Through registration, AltiGen tracks all licenses shipped, which
licenses have been installed and registered, and which license keys are
associated with each system key.
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Dealer Installation ID

As part of theinstallation and registration process, the Dealer is associated
with the customer and the system installed. To facilitate this, a Dealer
Installation ID will be provided to al deders. This Dedler Installation ID
will provide safe accessto theregistration systemin the case where Deal ers
send their software and license keys direct to the customersto install. This
Dealer Installation 1D is adeal er-specific registration password and can be
given to customers without compromising the secure access to our
Authorized Dealer website and Tech Support site. The password ensures
the dealer information is tracked along with customer information as part
of the total system installation record. Y ou cannot progress through
registration without this number. Current passwords, such as the dealer
website password, will not work for registration

Registration Methods

There are two ways a system can be registered. These are based on the
ability of the AltiServ system being installed and registered to have I nternet
access.

Manual Online Registration

If there is no access to the Internet from the server being installed, the
Installer must go to a PC with Internet access and manually register the
software. A registration tool allows the Installer to manually enter three
pieces of information as part of the registration process:

1. Deder Installation ID

2. Customer information
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3. System key and associated license keys

Theregistration tool will validate the information and assign the license
keys to the system key as a part of this online registration process.

Completion of the final step of this process generates an activation file that
will be used to populate the actual system with valid registration
information.

WARNING! Oncealicensekey isassociated with a system key, it
cannot bereassigned to another system.

Remember that some licenses for OE 4.6 are specific for that release. For
upgrades, some 4.5 licenses must be converted to 4.6 in order to work with
AltiWare.
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For step-by-step instructions on the manual online registration process,
refer to page 3-37.

AltiServ Online Registration

The second method for registering AltiWare OE, Seat licenses and optional
software features can be accomplished during installation of the system. To
accomplish this, an online connection is needed to the AltiServ system at
the time of registration. This online registration tool automatically
populates the license keys and system keys in the proper fields of installed
software on the AltiServ Office systems. Thistool also requires the
Installer to register the three pieces of information tracked on all system:

1. Deder Instalation ID
2. Customer information
3. System key and associated license keys

Completion of thefinal step of this process generates an activation file that
will be used to populate the actual system with valid registration
information.

WARNING! Oncealicense key isassociated with a system key, it
cannot bereassigned to another system.

Remember that some licenses for OE 4.6 are specific for that release. For
upgrades, some 4.5 licenses must be converted to 4.6 in order to work with
AltiWare.

For step-by-step instructions on the AltiServ online registration process,
refer to page 3-28.

Note: Internet Explorer 5.0 (or higher) isrequired for online registration.

Upgrades

The AltiGen upgrade process is designed to ensure that the proper
compatible seat licenses are provided with upgrade software ordered. Other
optional software, such as AltiAgent and AltiSupervisor, must also be
upgraded to be compatible with 4.6 (4.6 compatible licenses).

Upgrading from OE 4.0/4.0A to OE 4.6
e No OE 4.0/4.0A licenses are supported.

3-8 AltiWare OE System Installation & Administration Manual



Software Installation

»  After upgrade, al extensions belonging to workgroup(s) will be set as
agents and be placed in the logout state.

e User must register new licenses while installing OE 4.6.

Upgrading from OE 4.5/4.5A to OE 4.6

» All OE 4.5/4.5A licenses will be carried over except for obsolete
licenses (Contact Advantage, Session), which will be removed during
the upgrade process to OE 4.6.

» Registration isrequired for the upgrade.

» |f OE 4.5 Contact Advantage licenseisinstalled prior to the upgrade,
the following licenses will be granted:

— 10 Agent Seat

— 10 AltiAgent Client Session

— 1 AltiSupervisor Client Session
— 1 AltiView Site License

— AltiServ Contact Center license

» After upgrade, al extensions belonging to workgroup(s) will be set as
agents and be placed in the logout state.

»  The package will not include a system key.
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For step-by-step instructions on the upgrade process, refer to page 3-17.

Lost Licenses

AltiGenviewsaregistered license key astheright for the system registered
under to have access to the feature. If alicense key or system key islost, it
isthe responsibility of the party who purchased the item. The policy for
replacing any lost softwarelicensesor system keysistorepurchasethe
software.
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Before New Installation

New | nstallation

Before New Installation

Note: TritonT1Rev AL/A2or VolPRev A1/A2 boardsare not supported
in OE 4.6. These boards must be replaced with Rev A3 or later
boards.

Before you begin, have the following at hand:

¢ SystemKey
e The 20-digit software license key (located on the End User License
Agreement)

e The system home area code
e Theextension length

Note: The extension length, which isfrom 3-6 digits, isthe number
of digitsfor all extension numbers. All extensionsin the
AltiServ configuration must be the same length.

Y ou cannot change the extension length once the first
extension is configured, which is something you do later
running the AltiWare Setup. To change the extension after
extensions are configured requires reconfiguring the entire
system or deleting all the extensions and groups already
configured.

e Internet Explorer 5.0 or higher (for online registration)

To Begin New Installation

To install AltiWare OE:

1. Make sureyou have prepared for installation as described beginning
on page 3-2.

2. Install the System Key on the parallel or USB port.

Caution: Do not connect the system key to any AltiGen board as
damage may occur totheboard or the system key.
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3. LogintoWindows NT or Windows 2000 as adomain or local user
account that has local administrator privileges.

If your machine is a stand-alone server, you need to login as alocal
administrator account.

Note: If you planto run Exchange I ntegration, you must havedomain
administrator rights.

Insert the AltiWare OE CD-ROM into the CD-ROM drive.
Select and read the Readme.txt file.

After reading the Readme.txt file, click on SETUP.EXE in the
AltiWare OE folder.

7. At the Welcome page window, exit all Windows programs before
continuing with the setup, then click Next.

Welcome to the Aliiw/are OE setup program.

If you are installing Alttware OE 4.6 for the first time,
- pleaze plug System Key into the parallel port before

continuing this setup,

It iz ztrongly recommended that you exit all *Windows programs
before running this Setup program.

Click Cancel to quit Setup and then close any prograns pou
hawve running. Click Mext to continue with the Setup progran.
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W RMIMG: This program iz pratected by copyright law and
international treaties.

Unauthorized reproduction or distribution of thiz pragranm, or any
partion of it may result in zevere civil and criminal penalties, and
will be prozecuted ta the maximum extent possible under law.

Mest > I Cancel |

8. Setup will retrieve logon information to determine if the user has
corresponding privilege.

9. Setupwill retrieve system key and install itsdriver, if applicable. If the
system key is not available, you may still continue with setup.
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10.

11.

However, you cannot perform the license registration process (to
activate your licenses) without the system key.

x|

& Setup has not detected vour system key. If you proceed the instalation WITHOUT the
system key, only & phiysical ports wil be avalable for use after the CE 4.6 installation.

Setup will check AltiGen boards on your system.

Note: Setup will terminateif T1 Rev. AJA2 or VolP Rev. A1/A2
boards are found. These boards are not supported.

Setup will create a user account for AltiWare services. AltiGen
recommends that you do not change the default password. If you still
wish to change this, you may enter a password (no longer than 14
characters) for this account and click Next.

Altiware OE Setup |

Setup will create a uzer account with Administrator rights for

Al are services. Tao avoid unautharized logon ta this account,
the spstem haz generated a random password for the account.
This password can be replaced with a new one, which cannot be
longer than 14 characters.

Fazsword: IfB'I Wik T2 IpdE

< Back | Mest > | Cancel |

12. Setup is creating the user account.
13. Setupwill install AltiWare OE into adestination folder. Click Next to

install to the folder, or click Browseto install to a different folder.
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Choose Destination Location |

S etup will ingtall Althfare OE in the following folder.
Ta install to this folder, click Mext.

Ta install to a different folder, click Browse and select anather
folder.

‘f'ou can choose not to install Altkw!are OE by clicking Cancel to
exit Setup.

" Destination Folder

C:halisery Browse... |
< Back I Mext > I Cancel |

14. Setup will use the following disk drives as noted for PostOffice,
AltiDB and AltiDB Backup or you may select another local drive.

Note: It isrecommended that the local drive used should have at |east
2GB of free space for PostOffice and 500MB each for AltiDB and

AltiDB Backup.

Select Disk Drives x|
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Setup will uze the following disk drives for PostOffice, ANDE and
AIDE Backup. If using other local drives, these drives should
have at least 2 GE free disk space for PostOffice, and at least
500 MEB each for both AIDE and &IKDE Backup.

PostDfice [B

aDE |

DBEackup |C:

< Back I Mest > I Cancel
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15. Setup alows you to select the components you wish to install. By
default, all components are checked, and it is recommended that you
do not uncheck any items.

Select Components x|

Selectthe components you want to install. clear the components you
o notwart to install

Components
main programs
Language phrases 16247 K
Service providers 22407 K
Description

Altiviare Main Programs

Space Required 123523 K
Space Available: 1524340 K
< Back | Mext > | Cancel |

16. Click Next to have Setup begin copying the program files.

Start Copying Files 5'

Setup hag enough information to start copying the program files.
If you want ta review or change any zettings, click Back. |f pou
are zatisfied with the settings, click Mext to begin copying files.

Current Settings:

Account Information:
AltiGen_TORA

Components Selected:
Al are main programs
Language phragzes - Custom phrazes
Language phrazes - Full phrazes set
Service providers - Quantum
Service providers - Triton resource
Service providerz - Triton Yol P
Service providers - Triton Analog
Service providers - Triton T1 PRI

ILILI_P_

< Back I Mest > I Cancel |
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17. Setup will perform the following:
 Install Microsoft Data A ccess Components
+ Instal AltiWare Services
» Register AltiWare COM components
» Create program folder and icons
» Upgrade AltiWare databases

18. Setup Window will prompt for the Country, System Home Area
Code and Extension Length. When finished, click OK.

Note: Oncethe Extension Length is set and you click OK, you
cannot change the extension length after this setup unless you
re-configure the entire system or delete all the extensions
already configured.

Altiware Setup x|

r— Country |

U.5.4. & Canada 4

— System Home Area Code
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— Extenzion

Estengion Length |3 jl

19. Setupisamost complete. Make sure the MV P cable connections and
terminator setting are correct, then click Finish.
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Setup Information

Altiwdare O 4.6 Setup iz almost complete. Pleaze alwaps run
CT-BUS test when adding or removing boards. Please make sure
CT-BUS cable connections and terminator settings are corect
befare clicking Finish' to complete Al are OE

[V “iew the README file

[~ Run CT-BUS Test

Click Finizh to complete Setup.

<Back | Fish |

20. Setup iscomplete. Reboot the system to finish the installation process

Setup Complete

The CT-BUS test haz pazzed.

% Yes, | want to restart my computer now.

= No, | will restart my computer later.

Setup iz complete. Pleaze remove any floppy disk in drive A,
Mate: You must restart the spstem in order to activate the
newly installed Altivw are software.

< Back I Finizh I

21. (Recommended) After rebooting, run the MVIP test program from
Start>AltiWare>AltiWare Tools>SMV I P test.

22. Use AltiAdmin to register your licenses. Follow the steps for “Online
License Registration Procedures’ on page 28. If you do not register
and activate your licenses, only eight (8) physical portswill be
availablefor use.
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Upgrading AltiWare OE

Note: TritonT1Rev AL/A2orVolPRev A1/A2 boardsare not supported
in OE 4.6. These boards must be replaced with Rev A3 or later
boards.

Before Upgrade

Before you begin, you'll need to have the 20-digit software license key
located on the back of the End User License Agreement and a System Key.

Backup Database

OE 4.6 supports direct upgrade from OE 4.0, OE 4.0A, OE 4.5 and OE
4.5A. If your system is running an earlier release, you first upgrade to OE
4.0 or later.

If Altiware4.X isinstalled, thereisno need to uninstall it beforeinstalling
AltiWare OE 4.6. If AltiWare 2.x isingtalled, first upgrade to 4.0, then
upgrade to 4.6.

Back up all the configuration information to adifferent location, such asthe
network drive. (Y ou can do this by using the backup utility OR by copying
the contents of the \altiserv\db\, \altiser viPhrases\L angCustom, and
\postoffice\ foldersto abackup location.). To uninstall an earlier version of
AltiWare, click the Uninstall icon in the AltiWare program group. The
uninstall does not remove the AltiWare configuration and messages.
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For addressing firewall considerations, refer to “Firewall Considerations”
on page 3-3.

IP Extension Protocol Change

When upgrading from release 4.0, all 1P extensions using static |P
addressing will be defaulted to the G.711 codec. To change the codec of
any |P extension, see “ Setting Up IP Extensions’ on page 16-1.
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VolIP Board Upgrade

When you upgrade to OE 4.6 from AltiWare OE 4.0, all 8-port Vol P boards
are automatically upgraded to 12-port boards. With a 30-port upgrade
license, the 12-port board can be upgraded to a 30-port board (one board
upgrade per license). The original portsretain their configurations, but you
must configure the new ports if you want to use them.

Shutting Down the AltiGen Switching Service

Beforeinstalling thisupgrade on the Alti Serv system, please make surethat
the AltiAdmin application and the AltiGen Switching Service are not
running.

You can shutdown the AltiGen Switching Service Com Server and the
AltiAdmin application at the same time by running AltiAdmin, logging in
and selecting Services —» Shutdown Switching.

Note:  Stopping the AltiGen Switching Service COM Server will
automatically stop all the auxiliary services.

These are the Windows 2000 / NT services distributed with AltiWare:
« AltiGen Switching Service COM Server

* AltiGen Messaging Service COM Server

* AltiGen SMTP Service COM Server

* AltiGen POP3 Service COM Server

e AltiGen Exchange Integration Service COM Server

* AltiGen Backup/Restore Service

e AltiGen Keep Up Service

e AltiGen Internal Logger Server

Shutting Down Switching as a Windows 2000 / NT Service

Optionally, if you're not running AltiAdmin, you can shut down the
services using Windows 2000/ NT Services.

1. Do one of the following:

*  On the Windows 2000 desktop, select Start —» Programs —»
Administrative Tools —» Services.
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e Onthe NT desktop, Open the Control Panel and double-click
Services.

Highlight AltiGen Switching Service COM Server.
Stop the service.

If the status column is empty, proceed to the next step. If the status
column says Started, double-click the listing to open the Properties
dialog box, then click the Stop button followed by the OK button to
close the dialog.

To Begin Upgrade

To complete the upgrade:

1. Make sure you have prepared for installation as described beginning
on page 3-2.

2. Install the System Key on the parallel or USB port.

Caution: Do not connect the system key to any AltiGen board as
damage may occur totheboard or the system key.

3. Loginto Windows NT or Windows 2000 as a domain or local user
account that has local administrator privileges.

If your machine is a stand-alone server, you need to login as alocal
administrator account.
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Note: If you planto run Exchange I ntegration, you must have domain
administrator rights.

Insert the AltiWare OE CD-ROM into the CD-ROM drive.
Select and read the Readme.txt file.

After reading the Readme.txt file, click on SETUP.EXE in the
AltiWare OE folder.

7. At the Welcome page window, exit all Windows programs before
continuing with the setup, then click Next.
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If you are instaling Althw/are OF 4.6 for the firzt time,
pleaze plug System ey into the parallel port before
continuing this setup.

g Welcome to the Aliware OE setup program.

Itiz strongly recommended that wou exit all Windows programs
before running this Setup program.

Click Cancel to quit Setup and then close any programs you
hawe running. Click Mext to cantinue with the Setup program.

WARMIMG: Thiz program is protected by copyrght law and
international treaties.

Unauthorized reproduction or distribution of thig program, or any
portioh of it, may result in severe civil and criminal penaltiies, and
will be prozecuted to the maximum extent possible under law.

Mext » I Cancel |

8. Setup will retrieve logon information to determine if the user has
corresponding privilege.

9. Setup will retrieve system key and install its driver, if applicable.
WARNING! If the system key is not available, Setup will terminate.

Severe

Q Setup cannot detect your system key, You must plug yvour system key inko Parallel port For upgrading ko AltiWare

DE4.E,

10. Setup will check AltiGen boards on your system.

Note:  Setupwill terminateif T1 Rev. A1/A2or VolP Rev. A1/A2 boards
are found. These boards are not supported.

11. Setup will check existing licenses to see if they are registered or
partially registered. Depending on these conditions, Setup will proceed
to either Sub-step 1A. — Noregistered Licensesor Sub-step 1B. —
Partially Activated Licenses.

Note: OE 4.0 license keys are not compatible with OE 4.6. Y ou need to
register all OE 4.6 license keys through registration process.

Sub-step 1A:

3-20 AltiWare OE System Installation & Administration Manual



Software Installation

No Registered Licenses- If nolicensesareregistered, you will see
the following Installation Options window.

AltiWare OE 4.6 - Installation options
Setup has detected that none of pour licenses have been

registered by AltiGen. Please choose one of the following options:

% Provide the activated license file

" Register izense now

< Hack I Mext » I Cancel

Y ou may choose the following options:
a) Providetheactivated licensefile - if you select this option and
click Next, enter the path of the “exctl” filein the License Path
page, then click Next to proceed to Step 12.
]

License file path
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Flease provide the path of your activated licenze file. The file
harne must be ‘exct’.

Browse... |

< Back I Mext > I Cancel
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b) Register license now - if you select this option and click Next,
you will automatically launch AltiWare's License Information
window. Click Online Register to activate your license(s) and
follow the steps for online registration on page 3-31.

Sub-Step 1B:

Partial Registered Licenses- If some of your existing licensesare
registered, you will see the following Installation Options window.

Altiware OF 4.6 - Installation options il

Setup has detected that some of your licenses hawe not been
registered by AltiGen. Please choose one of the following options:

 Provide the activated license file

@ {Check the registered licenses and continue

 Register license now

< Bachk I Next> I Cancel

Y ou may choose the following options:

a) Providethe activated licensefile - If you select this option and
click Next, enter the path of the “exctl” filein the License Path
page, then click Next to proceed to Step 12.

b) Check theregister licenses and continue - if you select this
option and click Next, you can view your existing licenses and
their activation status in the Information page, then continue
upgrading with activating these licenses by following the stepsfor
online registration on page 3-31.

Caution: If you do not register al your licenses and continue the
upgrade, some features may not function after the upgrade is
complete.
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Information

Existing licenses and their activation status

30 PartIF Board License(OE4.6)

~uniLoooon i iicnoo o Registered
Altiview Software License(0E4.6)
Guoocuooou auar Curoa Mon-Registered
AltiConsole Software License(CE4.E)
GBChionion vao Cocono Registered

n License(DE4.E)
2T IDT Registered

Click 'Next'to leawve non-activated licenses as is and continue in

o

Cancel |

c) Activatelicense now - if you select this option and click Next,
you will automatically launch AltiWare's License Information
window. Click Online Register to activate your license(s) and
follow the steps for online registration on page 3-31.

12. Setup will check service status.
13. Setup will create a user account for AltiWare services. AltiGen

recommends that you do not change the default password. If you still

wish to change this, you may enter a password (no longer than 14
characters) for this account and click Next.
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To Begin Upgrade

AltiWare OE Setup x|

Setup will create a uzer account with Adninistratar rights far

Al are services. To avoid unauthorized logon ko this account,
the system has generated a random password far the account.
This pazzword can be replaced with a new one, which cannot be
longer than 14 characters.

Pazswornd:  |fETWRT 2L

< Back | MNext > Cancel

14. Setup is creating the user account.

15. Setup will use the following disk drives as noted for AltiDB and
AltiDB Backup or you may select another local drive.

Note: It isrecommended that the local drive used should have at |east
500MB of free space each for AltiDB and AltiDB Backup.

Select Disk Drives

Setup will uze the followang cizk dnves Tor AIDE and ANDE
Eackiup, Toucan choose ary other local drive which has atleazt
EEERAE free space forboth ARDE and AlDE B ackup!

LEDE =

DEBackio I

< Back Hert Canicel
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16. Setup allows you to select the components you wish to install. By
default, all components are checked, and it is recommended that you
do not uncheck any items.

Select Components il

Selectthe components you want to install, clear the components you
do notwant fo install

Components

re man programs
Language phrases 16247 K
Service providers 22407 K
—Descrigtion

Altivware Main Programs

Space Reguired 123523 K
Space Available: 1524340 K
< Back | et > Cancel

17. Setup will begin copying the program files.

Start Copying Files x|

Setup has enough infarmation bo start copying the program files.
If pou want to review or change any settings, click Back. [ you
are satisfied with the settings, click Mext to begin copying files.
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Current Settings:

Account Information:
AlliGen_TORA

Components Selected:
Al are main progranms
Language phrases - Custom phrazes
Language phrazes - Full phrases set
Service providers - Quanturm
Service providers - Triton resource
Service providers - Triton YolP
Service providers - Triton Analog
Service providers - Triton T1 PRI

I;I‘_I_IL

< Back I Mext > I Cancel |
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18. Setup will perform the following:
 Install Microsoft Data Access Components
* Install AltiWare Services
» Register AltiWare COM components
» Create program folder and icons
» Upgrade AltiWare databases

19. Setup isamost complete. Setup will suggest running MV IP bus test
before rebooting.

Setup Information

Althware OE 4.6 Setup iz almost complete. Pleaze always run
CT-BUS test when adding or removing boardz. Pleaze make sure
CT-BUS cable connections and terminator seftings are comect
before clicking 'Finizh' bo complete Althware OE

[V View the README file

[~ Run CT-BUS Test

Click. Finizh to complete Setup.

cBeck | Finsh |

If the MVIP bustest option is checked, the test will begin when you click
Finish. You can seethe passor fail information inthe MVIP Test Tool test
log box.
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20. Setup will complete, whether or not the MV IP test passes, if Setup
cannot get theresults of the MVIP test, or if the MV IP test is skipped.
Y ou can restart your computer now or later, then click Finish to end

Setup.

Setup Complete

The CT-BUS test has passed.

£ Yes, | want to restart my computer now.

€ N, | will restart my computer later.

Setup iz complete. Please remave any floppy disk in dive A,
Mote: Y'ou must restart the system in order to activate the
newly installed Alivw'are software.

< Back I Finish I

21. If the MVIPtest fails, it is recommended that you address the MVIP
failure before you reboot the system. Y ou can manually runthe MVIP
test program through Start>AltiWare>AltiWare Tools>MV I P test.

22. Reboot the system to finish the upgrade process.
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License Activation and
Registration Process

In AltiWare OE, a software license allows you to increase the capacity for
the following:

e Physical and | P extensions. A Quantum board can provide4, 8, or 12
extensions (depending on the type of Quantum board) and the Triton
Analog Station board provides 12 extensions. Y ou may increase the
number of software-supported extensions up to the maximum
available by adding station licenses. Each license you enter addsto the
previous total.

e Sessions. AltiWare OE includes a single session license. Y ou may
increase the number of concurrent client sessions by purchasing
additional session licenses packages. Each license you enter adds to
the previous total.

In AltiWare OE 4.6, the AltiContact Manager license allows you to
enablethisadd-on option for call center features. (For moreinformation on
the call center option, refer to the AltiContact Manager Administration
Manual and User Guide shipped with the option package.)

Online License Registration Procedures

To activate any license through online registration, follow these steps:
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1. FromtheAbout AltiWarewindow in AltiAdmin, click ontheLicense
Infor mation button.

License Configuration E

Installed License

License Type | b ax | In ze | -
Station License 96 10

IP Extension Seat License 43 5

Agent Seat License 20 2

Altidgent Session 16 0
AltiSupervizor Session 3 1]

SDK connection 1] 1]

APC Session 1] 1]

IP 30 Port License 1

AltiSery Contact Center Enabled

Altiview License Enabled b
AliConzole License Enabled

External Logger License Dizabled LI

— License Key List

»Station Licensze [96
>WOIP30 Port 1)

= sbltiConzole License

* raliview License

Z-»&hSery Contact Center License
-»|P Extension License [24]

T »Agent Seat License [20)

o e eoeesreco 2BlAgent License [16]
COODIonoTn ADTT DT AltSupervizor License [3)

er o

Boioiining o

Fregistration |

2. Click the Registration button to open anew License I nformation
window.
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E@. License Information x|

[ENECT NG (1451 7640A-4AE DAEFAFT

License Kes Description
e 30 PORTIP (1)
ALTIVIEW
ALTICONSOLE

STATION (54)

Add License | Load | Refresh |

Online Register Sawve Register Form

Close |

<Optional - you may add licenses here OR during online registration.
Skip to Step 5 if you wish to add licenses later.>

Click Add Licenseto add the license keys that you wish to add and
activate. (Licensekeysarelocated onthe End User License Agreement
sent with every License purchase.)

IntheLicenseK ey field of the Add L icense pop-up window, enter the
license key and click OK.

Add License

License Kew ||

ITI Cancel |

Continue adding licenses with the Add License button until all
licenses are entered.

Select the Online Register button. This automatically launches the
following web page to start online registration.
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7 AltiGen Software License Registration - Micrasoft Internet Explorer
| Fle Edt View Fawortss Toos Help

Gpadk - = - @ [1] 6| Qoearch GFavorites sty |- & B - B ¥
Address [@] Cialiservidbiregister.htm =] @0 Hmks ”‘

Product Registration

Proceed to Online Registration I

6. Click the Proceed to Online Registration button.

[
/J altiGen Communications - Microsoft Internet Explorer [_ O] x]

| Fle Edb View Favorbes Took  Help |
| coack - = - @ [ ]| Dsewrch (Fravores Hrsrory |- & W - H
| address [ ar.altigen n

Product Registration ‘

Product Registration =3 0.)

W to AltiGen Ce icati product i i Please have your w
license keys ready for input. Please enter in your Dealer Installation ID below: -~ W
®» O
==
System Key: ’Q_)'. E
Dealer Installation ID: (@] g
S o

Mext
< o
|&] Done [ [ [ mreermet 7

7. Thenext web pageallowsfor inputting System and Dealer Installation
ID. The System Key field is automatically loaded. (Thisinformation
islocated on the End User License Agreement). In the Deal er
Installation I D field, enter the ID number assigned to your Dealer.
Thisinformation can be obtained by contacting either your local
authorized AltiGen Dealer or AltiGen Technical Support.

Click Next when finished.

8. The next web page allows for inputting of Customer and Installer
information.
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£J altiGen Communications - Microsoft Internet Explorer

Fle Edt View Favorites Tools Help

Goack + < - @ ) | @search FFavorites Bristory | B & W - [H ¥

Address [@] hutp:/registrar altgen.comjoniner \serContact aspADanglelD=204501 E240-32EADEES 376 DealerPLblc D=PUBSS6780eals ¥ | ¢ Go Hum ”l

Product Registration

Please Fill in the Customer and Installer Information:

Customer Information

Company Name: * [ABC Corporation

Address: * [427 Evergreen Temmace
City: * [Springfield
State: ™ |IL
zip[omr
Company Phone Number:=[800 | [123 | [4567

Contact Person: * [John Smith

Email of Contact Person: * [jsmith@hotmail. com
Dealer Information =

Dealer Name: [Fandsizd (105

Installer Information

Installer Name: * |3ean Li
Installer Company: = |AlfiGen

Installer Email Address: * [si@altigen.com

*Indicates a Required Field

[l
4

&7 pone [ [ | meemer

For the Customer Information and Installer Information sections, fill in
all fields (required) and click Next when finished.

9. The next web page allows for entering of new License Keysor for
adding any additional licenses.
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/J AltiGen Communications - Microsoft Internet Explorer

]FME Edit View Favorites Tooks  Help

|

| GBack - = - @B & @oearch GFavortes Frsoy |R- S - B E

| Addvess [ bt registrar.altigen. com/oninsregister /RegistrationForm.asp

=] & [|urks

Product Registration

Please Fill in the End User's Software License Key Information:

AltiWare OE: [45
System Key = |Z04501E240-32EADEES 37

Software License Key

Description

1:*[1010000000-453E1ACODE 16 Station License
2:* [1008000000-41 0AD73935 5 Station License
3: ™ [SFFFOTE240-60054724C4 Irealicl
4:7|3004000001-410F2B37FA |4 Session License

5% |7FFFEI1E24[I—E[IDEEECDEB
6 |EDDBDDDDDW-41 OAEBD?FY

|Inval|d

[8 Sessian License

If the license keys listed are complete, submit page and continue. To add additional
licenses, click the "Add More Keys™ button.

Add More Keys

* Indicates a Required Field

]
4

| mrtermet

|&] Dane

Click Add More Keysto add more licenses, or click Next to register
these licenses.

Note:

10. The next web page displays the licenses that have been activated and
are about to be registered.
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All keys are case sensitive.
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A Altiien Communscations - Microsoft Intemet Explores

Eie Edi Yew Favortes  Jooks Help -
Sl .9 [5] o | <) [=] 3 - & . B v
Back v, Stop. FRefresh Hame Personal Bar  Search Favorites. Hisbary Mail FPrint Discuzs Contacts.

Agares [E] i iorFoeniDn 350 ] @Be | Lrks>

Product Registration

The following indicates the status of each Software License registration attempt:

AliWare OE:{" '
System Hey:

Software License Key Description Reason
| I t [es6 = V' oK
2] E I Y

. Tnsupparted
3 E X "

For items marked with an 'x ~, please click the "Retry” button and re-enter the
suftware license key from the software liconse agreement shipped with thi: CD
packaging.

To continue and register only ™ <. approved licenses, press "Next™.
Flety | MNext

" Indicates a Reguired Field

[&] Dore [ [ 4 Intenet

ston| ) Boma. | ot | Ffinbo- | s e ont | Ciaton | Cuwebta | gl | uRegun | Onine. iuanl,IéJkaFl.Id_]Aﬂ'}. 5,

« Approved licenses are indicated by a green check mark and will
display adescription next to the approved license.

» Invalid licenses are indicated by ared X mark.
Possible reasons for “invalid” licensesinclude:
a) obsolete licenses (such as unsupported 4.X licenses)
b) not enough digits in license number
¢) wrong license number
d) license number registered to another system key

Y ou may attempt up to three retries to validate licenses. If you click
Retry on the fourth attempt, the Web Registration will not continue
and you must begin the Web Registration process again from Step 5.

Click Next to continue.

11. Thenext web page displaysthefinal results of thelicense activation to
show which licenses have been validated. Click Submit to continue.
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Product Registration

AliWare OE.'I 6
Systom Key:

Software License Kay Deseriptian Raasan
b | v =
| I + oK

The registration of the following Software Licenses was
unsuccessful. Pleasn contact Technical Support for resalution.

Softwara Licanss Kay Rassan
. Unsigparied |
& X Version

To obtain your registration confirmation number and 1o creste
an activation file. please press “Submit™.

To fimish the registration, On next step, You must save “Excil”
file vo AliWare machine wndes “Alisend DB,

T enmiglasn the ragissration of the sccasshal eansns plos
click: _Sdbmil
* indicates a Required Freald =

21w I [ [ it
iStan | ko ] Cidsonn| Cowebee | Cawiobna | Cdbadwons | S engnen. | G Espion | omMioets. | 5] Boadt | cwenis |[@TANGe. (38 125

12. The next web page continues the registration by initiating a product
registry program.

3 hittp-/ freqistrar altigen. com/ankinesegister/ D ownlood asp - Microsodt Intemet Explores

He Edt Yew Favoiles ook Help -
E o 0 M m a & 3 B & B . B @W
Back i Siop Rciesh  Home | PersonalBa  Seach  Favortes  Histay Mal Frint i Diouwss  Corlacts

Agevers [&] i rogistiar atigen canvorkresagister Dowriosd amp x| @60 | Lk ®

Product Registration

To finish the registration you must answer Yes on the Security Warning Dialog Bax. If
you select no, you can abort the registration, but all information you have entered
will be lost. You will be required to start the registration again.

At the Security Warning prompt, click Yesto install and run the
program. If you click No or close this box, the Web Registration will
not continue and you must begin the Web Registration process again
from Step 5.
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Security Warning m

Do you want ta install and run "Altigen Product Fegistry"'
signed on 12/20/2001 12:42 PM and distributed by:

AltiGen Communications, Ihe,

Publisher authenticity verified by YeriSign Commercial
Software Publishers CA

Caution: AltGen Communications, Inc. asserts that this
content is safe. You should only install Aview this content if
you bzt AltiGen Communications, [he. to make that
assertion.

SIGHED WITH PERMISSIONS
Full Permissions

" ...

™ Always tust content from AltiGen Communications, Inc.

ez | No I More Info |

Setup will create or update an “exctl” file in \altiserv\db\.

13. Thefina web page displays a verification notice and number,
confirming that an email of the registration process results has been
sent to the customer and installer. Save the email for future reference.
Y ou may close this web page.

3 hitp- /registiarolligen. com/Online egister/savepage. asp 75 aveD A egisterK ey=2 0451 03850 -46E C21EADD - Miciosaft Intemet Explorer

e B8 W Ml m a5 - & 5 .8 w@w "
Back [ Siop Refiesh Home | PersonolBai  Sewch  Favodtes  Histary. Hal Piint Edit Dicuss  Corfacte
Aderess €] 3.0K-3006000001-410F28 37F& Unsupported_Vessionbayid=iessionsi# aiR eqU RL=XZFOrireR egter2FF aiPage asohSuccReUR L= ZFDnkreFiegiste: cF savepoge.ac | 6o | Liks ™

& Product Registration

ALTIGEN
NS

Registration Completel

An email has been sent 1o “shaoguoli@hotmail.com” and “SIE@ALTIGEN.COM"
with the confirmation number “10905", Please refer o this number for any inquiries
10 technical support.

If installing Altiware OE 4.6 for the first time, you hove successfully
registered your system and license keys, please run setup program again
to install Altiware OF 4.5.

If adding license keys to an existing Altiware OF 4.5 system, click the
Refresh button in the License Information windov to refresh the correct
i keys

14. Return to the AltiWare system. In the License Information window,
click the Refresh button.

Addl License | Load | Refresh |

Online Begister Save Register Form Close |
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Thelicenses that have just been validated will appear in the license
field, along with an accompanying Registration Key number and
Description of thelicense.

System Key: [ Clase |

License Key | Fegistiation Key | Description |
STATION LICENSE (256)

LU b e e R

SESSI0M LICENSE (256]
ALTICONSOLE FEATURE LICENSE
30PORT VOIP BOARD LICENSE

A,

e 30PORT VOIP BOARD LICENSE
FPCELL T CONTACT CENTER ADWANCED LICE

15. Closethe License Info window to finish the license registration.

Manual Online License Registration Procedure

To manually register any license through onlineregistration, (wherethe
local AltiServ system has no Internet connection), follow these steps:

1. Fromthe About AltiWare window in theloca AltiAdmin, click on
the License I nformation button.

License Configuration il
. 5w
 Installed Licen: 7]
= WU

License Tupe | Max | InUse [= O O
Station 542 10 ==
IF Station 524 5 s
Agent Seat 30 0 = Q
Aliigent Client Session 256 0 o=
AliSupervisor Client 5ession 256 0 S5 o
SDK Connection Session 256 0
SDK &pplication Session 256 0
30 Part IP 3
AliSery Contact Center Enabled
Altiiew Enablzd =
AliConsole Enablzd
Exrtemnal Logger Enabled ;I

License Key List

93F. ion [512]
4001 200000-4122240378-> 30 Pork 1P (1)
4001 200001-4122240 284-> 30 Port 1P [1]
4001 200002-4122240384-> 30 Port 1P (1)
E008200000-4104100 7C1->External Logger
6010200000-4537E 520 37-> Call Router Advanced
E020200000-453FE D2EBS-»AkiConsole
G040200000-4537E SCEF 4-> Althw'eb
E020200000-453FEBDCD4-> Altiview

E200200000-3405BBC573-»4lServ Contact Center
T200200000-35EA432EDC->IP Station [512]
ATE200000-4TADSAT oo Agert Seat (0] =l

Reaqistration

2. Click the Registration button to open anew License I nformation
window.
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E@. License Information 1]
ENECTI NG (7 0451 75404 - JAED JEFAF7)
License Ke: Registration Ke: | Description
o JOPORTIR(T)
ALTIVIEW
2 ALTICONMSOLE
o STATION (54)
Add License | Load | Refresh |

Online Begister Save Register Form Close |

<Optional - you may add licenses here OR during online registration.
kip to Step 5 if you wish to add licenses later.>

Click Add Licenseto add the license keys that you wish to add and
activate. (Licensekeysarelocated onthe End User License Agreement
sent with every License purchase.)

IntheLicenseK ey field of the Add L icense pop-up window, enter the
license key and click OK.

Add License [ %]
License Key: Il
Ok I Cancel |

Continue adding licenses with the Add License button until all
licenses are entered.

Click Save Register Form to save registration information as a
Register .htm file and copy to afloppy disk, or a shared file location
that can be accessed by the destination system.

From any PC with an Internet connection, open the Register.htm file.
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7. Onthe AltiGen Software License Registration web page, click the
Proceed to Online Registration.

43 AltiGen Software License Registration - Microsoft Internet Explorer =] 5|
] File Edt View Favortes Tools Help ‘
| ek - = - @ [ B | Qoearch GaFavoriies (BHstory | By & =

| address |@ C:\Documents and Settingshcommon, EXCHANGE2000|My Documentstregister htm | P H Links ”|

=l

AltiGen Software License Registration

Proceed to Online Registration |

8. Thenext web pageallowsfor inputting System and Dealer Installation
ID. Inthe System Key field, enter your System Key (located on the
End User License Agreement). In the Dealer Installation 1D field,
enter the ID number assigned to your Dealer. Thisinformation can be
obtained by contacting either your local authorized AltiGen Dealer or
AltiGen Technical Support.

2} AltiGen Communications - Microsoft Internet Explorer _(O] x|
Fle Edt Wew Favortes Tods  Help |
GBack - & - @D (2] A | Dsearch GFevories HHstory | By S md 5

Ackdress [@] https/registraraltigen. comjofflnersgister login.asp =] @ |[unks >

Product Registration
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Manual Product Registration
Wel to AltiGen Ci icati manual product registration. To complete
this process you will need:

1. System Key Number: Found on the Dongle Key
2. Dealer Installation ID: Obtained from your Authorized AltiGen Dealer
3. Software License Keys: Shipped with AltiGen Software

When you have located the above information and are ready to proceed with the
software registration process please enter the System Key and Dealer Installation
ID and press Nextto proceed.

System Key: |
Dealer Installation ID:

N K

&7 pare [ [ meemet

Click Next when finished.
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9. The next web page alows for inputting of Customer and Installer
information.

3 AltiGen Communications - Microsoft Internet Explorer

Fle Edt View Favorites Tools  Help
Geack + = - @ 0 6| @seach GFavortes Fristory |- & - B B

Address [€] hitp:fregistrar altigen.comjonliner egister/EndUserContact, asp? DonglelD—204S01L E240- 32E ADEES 376D ealerPublicID=PLBSSE7aCeale =] (260 HL\nl@ »|

Product Registration

Please Fill in the Customer and Installer Information:

Customer Information

Company Name: * |[ABC Corporation

Address: * [427 Evergreen Terace
City: * |Springfield
State: ™ |IL
Zip:* ,Hm—
Company Phone Number: * ,F ,T W
Contact Person: ~ [John Smith

Email of Contact Person: * |Jsmi(h@hﬂtma\\ com
Dealer Information -

Dealer Name: [Fiandsiad (TD5])

Installer Information

Installer Name: * [Sean Li
Installer Company: * [AlliGen

Installer Email Address: * [sli@altigen.com

*Indicates a Reguired Field
[l
[ |4 mnternet 4

[&] pore

For the Customer Information and I nstaller Information sections, fill in
all fields (required) and click Next when finished.

10. The next web page allows for entering of new License Keys or for
adding any additional licenses.
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7 AltiGen Communications - Microsoft Internet Explorer

File Edit Wiew Faworites Todls Help

doBack v = -

&} | @search [(Favorites (BHstory | [~ & B - B ¢

Address [@] huep:reistrar. atigen. comfanlineregister/ReqistrationF orm. asp

x| @a Hunls E

Product Registration

AltiWare OF: |16
System Key * [Z04501E240-32EADEEGS?

Software License Key

Please Fill in the End User's Software License Key Information:

Description

+* |1010000000-453E1ACOD9

16 Station License

:*|1008000000-41 04073335

B Station License

: * [SFFFO1E240-60D54724C4

Ivalict

+*|3004000001-410F2B37FA

4 Session License

:* |PFFFO1E240-60D6B8CDES

Imalict

o o e oo =

- * |3008000001-410AEBD?FS

licenses, click the “Add More Keys” button.

* Indicates a Required Field

G Session License

If the license keys listed are complete, submit page and continue. To add additional

Add Mare Keys

|&] pone

[ Internet

=l
Y

Click Add More Keysto add more licenses, or click Next to register

these licenses.

11. The next web page displays the licenses that have been activated and

are about to be registered.
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J Altiien Communscations - Microsoft Intemet Explores
Eie Edi Yew Favortes  Jooks Help

=
lm &8 & 34 - &8 = B @w

Stop. FRefresh Hame | PemonalBar  Search Favorites. Hisbary Mail FPrint Discuzs Contacts.
i liorF oo, asp x| @60 | Lk *

Product Registration

The following indicates the status of each Software License registration attempt:

AliWare OE:{" '
System Hey:

Software License Key Description Reason
| I t [es6 = V' oK
2] E I Y

. Tnsupparted
3 E X "

For items marked with an 'x ~, please click the "Retry” button and re-enter the
suftware license key from the software liconse agreement shipped with thi: CD
packaging.

To continue and register only ™ <. approved licenses, press "Next™.
Flety | MNext

" Indicates a Reguired Field

[ 4 Inksenet

&) Dore I
stant| 7 Bosd | yHacke | Do | sdpe ool | Cidbon | Cuwebsie | ywokdl | SRegen | ke | ephiscat | Epwotnl [[ame.. (S8

« Approved licenses are indicated by a green check mark and will
display adescription next to the approved license.

» Invalid licenses are indicated by ared X mark.
Possible reasons for “invalid” licensesinclude
a) obsolete licenses (such as unsupported OE 4.X licenses)
b) not enough digits in license number
¢) wrong license number
d) license number registered to another system key

Y ou may attempt up to three retries to validate licenses. If you click
Retry on the fourth attempt, the Web Registration will not continue
and you must begin the Web Registration process again from Step 5.

Click Next to continue.

12. Thenext web page displaysthefinal results of thelicense activation to
show which licenses have been validated. Click Submit to continue.
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Product Registration

AliWare OE:l £

Sysinm Hey:
Software Licanse Kay Description Rnasan

1| | J i3

i+ I + oK

The registration of the following Software Liconses was
unsuccessful. Please cantact Technical Support for resalistion.

Softwara Licanss Koy Rnasen
. [—
& X Version

To abtain your registration confirmation number and to creats
an activation file. please press “Submit™.

To fimish the registration, On net step, You must save “Excll”
file to AliWare machine under “Altisen/ DB,

T complatn the rogistration of the sacoosshal licanses ploase
click: | Sebmil

*ndicates a Required Frald

- — &

&1 o & Irimmel

S | ik ] i onn | Cuwibele | Cawintia. | dbadvars | i srgeess. | G Esphoin | om Nissla | (5] Bowati .| st webisa |[2ANGe . BE 12z

13. The next web page continues the registration by initiating a product
registry program.

14. At the end of the Web Registration, save the exctl fileto afloppy disk.
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coeeon @ R S R & e ]

Back | Sip Refiesh Home | PeonsiBar  Seawch  Favoies  Histoy Mal Frint Discuss  Cordacts
ke [£) 9.0K-3006000001 41072 37FA Unappoted_Vessionbayiio=tNession=tF alfleqU FiL=52F Orlineftegim s2FF aiPage ssphSuccPieqURL ~352FDrireFiegistetc2F swepoge asp =] ("B | Litks *

Product Registration

Registration Complete!

An email has beon sent 1o “shaoguolig@hotmail.com” and “SIEALTIGEN.COM"
with the canfirmation number “10905", Please refer to this number for any inquiries
1o technical support.

If installing Altiware OF 4.6 for the first time, you have successfully
registered your system and license keys, please run setup program again
to install Altiware OF 4.6.

If adding license keys to an existing altiware OF 4.5 system, click the
Refresh button in the License Information windove to refresh the correct
license keys

15. Returnto the AltiServ machine. In the License I nformation window,
click the L oad button and to load the exctl file from floppy into the
AltiServ system.
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16. Click Refresh to update the License | nfor mation window. Any
newly activated licenses through web registration will appear in the
licensefield.

Offline Registration Procedures

To register licenses through the Web (without AltiAdmin), go to the
following web URL: http://registrar.altigen.com/offliner egister/
login.asp. Then follow the online registration process (page 3-38)
beginning with Step 6.

Windows Emergency Repair Disk

After installing AltiWare, you should create the Windows Emergency
Repair Disk, even if you have previously created arepair disk. Thisrepair
disk is needed to repair any corrupted Windows files.

¢ Tocreate the disk on NT, choose Run from the Windows NT Start
button and type rdisk at the prompt.

e For Windows 2000, use the Accessories —» System
Tools — Backup utility program and select Create an Emer gency
Repair Disk from the Tools menu.

Installing AltiAdmin on Remote Systems

AltiAdmin containsthe AltiWare Administrator application that can be
installed on any Windows NT Server or Workstation 4.0 system with
Service Pack 6a (or higher), or Windows 2000 and a network connection.
AltiAdmin does not support Windows 95/98.

When you install AltiAdmin on amachine that is not an AltiServ server, it
does not contain the switching, SM TP/POP3 server, messaging agent,
AltiBackup, Exchange integration services that are included in the full
AltiWare OE ingtallation described above. Remote AltiAdmin does not
utilize the System Data Management or Shutdown Switching Service
functions on the AltiServ system.

AltiAdmin provides the ability to manage the AltiServ system from a
remote client system on the LAN. If thereisno firewall onthe LAN where
AltiServ resides, AltiAdmin can be installed and used to manage AltiServ
over the Internet from aremote site as well.
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To install AltiAdmin on a non-AltiServ PC for the first time:

1

2
3.
4

Insert the AltiWare CD-ROM into the appropriate drive.
Run SETUP.EXE from the AltiAdmin folder.
Follow the instructions on the window.

To open AltiWare Administrator, refer to “Running AltiWare
Administrator” on page 3-45.

Running AltiWare Administrator

To run Altiware Administrator:;

1.

Choose Programs from the Windows NT Start button and click on
AltiWare Administrator in the AltiWare or AltiAdmin folder.

If you are opening AltiAdmin, enter the server name when prompted.
If you arelogging into AltiAdmin at a remote site to administer
AltiServ over theInternet, enter the |l P addr ess (e.g. 100.100.100.100)
of the AltiServ system when prompted for the server name. Multiple
AltiServ systems can be managed at a single location with an
AltiAdmin open for each AltiServ system.

Login by Selecting the Services —» L ogin or clicking the

L ogin icon—the left-most icon in the Toolbar. The Login @
Password window prompts you to enter the password and
click OK. The system default password is*22222.” Y ou should
change the system password as soon as possible to ensure system
security. For moreinformation, refer to “Logging in for the First
Time” on page 4-1.
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Once you arelogged in, you can configure the AltiServ system.

Shutting Down AltiServ when Changing or
Adding Hardware
When you add or change hardware, follow these procedures to back up and

shut down the AltiServ system. The best time to do thisis during off
hours—the system should beidle.
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1. Using the AltiAdmin application System Data Management function,
backup the AltiServ data, messages, and custom files using the
procedures in the chapter on ‘ System Data Management.”

2. InAltiAdmin, shutdown the AltiGen Switching Service and exit
AltiAdmin, as described in “ Shutting Down Switching as a Windows
2000/ NT Service” on page 3-18.

3. Shut down and power down the Windows 2000/ NT system using the
standard Windows shutdown procedure.

4, After adding or removed hardware, it is recommended to run MVIP
test from Start>AltiWare>AltiWare Tools>SMV | P test.

Transferring the AltiServ to Another Server
Chassis

If you transfer the AltiServ system to another platform—for example, to
upgrade or expand your system or for other reasons—you need to backup
the database, movethetel ephony boards, install the AltiWare software, and
restore the database to the new platform.

Thenew platform should have accessviaalL AN to the system to which you
backed up the files from the old platform.
To transfer the system to another platform:

1. Back up the system files, then shut down and unplug the AltiServ
system computer, following the stepslisted in “ Shutting Down
AltiServ when Changing or Adding Hardware” on page 3-45.

2. Remove the computer cover, following the computer manual
instructions.

Disconnect the MVIP internal data cable.

Label and disconnect the DB-25 to 50 pin Telco cable(s) from the
board I/O connectors.

Remove the telephony board(s) from the original system.
Install the board(s) into the new system.
Install the system key to the parallel or USB port.

Install the Altiware OE software as described, beginning with
“Preparing to Install AltiWare OE” on page 3-2.

9. Restorethe AltiServ system database as follows:

© N o O
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a  Run AltiAdmin and select Services —» System Data
Management to run the data management utility.

b. Click the Restoreicon to open adiaog that allows you to choose
filesto restore.

Make sure all the Component check boxes are selected.

. Inthe Restore From drop-down list, select the drive and directory
to which you backed up the filesin Step 1.

e. Click OK to start the restore.

f. Oncethe restoreis complete, click the Exit icon to exit the data
manager.

g. Shut down and exit the system by selecting Shutdown Switching
from the Ser vices menu.

10. Reboot the system, then run the MVIP test.
11. Reboot the system.

AltiWare Uninstall

To back out the upgrade, be sure to stop all AltiWare-related services
before uninstallation. To do this, run AltiAdmin, log in, and select
Shutdown Switching from the Ser vices menu.
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In the event that the auxiliary services were not stopped, stop them one at
atime using the Start —» Programs —» Administrative Tools —»
Services applet.

Thenlaunch the Uninstall program by clicking the Uninstall Altiware OE
icon in the AltiWare program folder. (Do not use the Add/Remove
program in Windowsto remove Alti Serv; thiswill not completely deleteall
necessary folders.)

Downgrade Procedure

To downgrade, you must have been running the earlier version prior to the
4.6 ingtallation. To downgrade to OE 4.0 or 4.5, you must have been
running OE 4.0 or 4.5 prior to the 4.6 installation. 4.0 or 4.5 database
backup files are also required.

AltiWare OE System Installation & Administration Manual ~ 3-47



Downgrade Procedure

To downgrade, follow these steps:

1. Stop the AltiGen services as described in “ Shutting Down Switching
asaWindows 2000/ NT Service” on page 3-18.

Uninstall OE AltiWare 4.6 as described on page 3-47.

If they areinstalled, uninstall AltiView, AltiConsole, AltiAdmin, and
CDR Search, following the manual procedures for those applications.

4. Delete the following components using the Control Panel —= Add/
Remove Program:

o AltiView VM Service
¢ Quantum SP

e Triton SP

e Triton Analog SP
Triton TY/PRI SP

e TritonVolP SP

5. Removethe “\dltiserv” directory and any subdirectories.

Shut down Windows NT and power down the computer.

Install the previously removed older Quantum/Triton boards back into
the computer.

Reboot the computer.

Reinstall the previous OE and the previous version of other client/
server programs such as AltiView, AltiConsole, AltiAdmin, and CDR
Search.

10. Stop AltiGen Switching Services as described in “ Shutting Down
Switching as a Windows 2000/ NT Service” on page 3-18.

11. Restore your backups.
12. Reboot the computer.
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Software Installation Troubleshooting

Use this table for troubleshooting error messages encountered during

software installation.

Error Message

Solution

Thisversion of AltiWare does not
support Triton T1 Rev A2 or Vol P Rev
A2 boards. Please unplug these boards,
then run setup again.

Unplug Triton T1 Rev A2 or VolP Rev A2
boards, then run setup again.

Copy activation filefailed.

Activation file (exctl) is not in the specified
folder, ismissing, or is corrupted. Make sure
you select the correct file folder where the
activation fileislocated and try again. If
problem persists, you can manually copy the
activation file to c:\Alti Serv\db directory (if
AltiServ isinstalled on the c: drive) and run the
installation program again.

An error occurred during the move data
process.

Make sureall AltiGen applicationsand services
are stopped/closed before installing AltiWare
OE.

Setup cannot detect your system key.
You must plug your system key into
either aparallel or USB port for
upgrading to AltiWare OE 4.6.

Make sure your system key isfully inserted into
your parallel or USB port prior to installing
AltiWare OE. If error persists, reboot the
system, then run setup again.

Setup has not detected your system key.
If you proceed the installation
WITHOUT the system key, only 8
physical ports will be available for use
after the OE 4.6 installation.

Make sure your system key isfully inserted into
your parallel or USB port prior to installing
AltiWare OE.

Setup cannot append the AltiServ path
because your existing system
environment is too long. Y ou must
manually append the AltiServ path to
your system environment path after
finishing AltiServ’sinstallation but
before restarting your system. Y ou can
find the system environment path
through Control Panel>System
>Environment>path.

Manually append c:\AltiServiexe (if AltiServ is
installed on c: drive) to your system
environment path (through Control
Panel>System >Environment>path) after
finishing AltiServ’sinstallation but before
restarting your system.
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Software Installation Troubleshooting

Error Message

Solution

system.

Unable to add AltiServ path to the

Manually append c:\AltiServiexe (if AltiServ is
installed on c: drive) to your system
environment path (through Control
Panel>System >Environment>path) after
finishing AltiServ’sinstallation but before
restarting your system

Failed to upgrade AltiWare databases.

The previous database may be corrupted.
Restore the last, known working database and
try again. If error persists, contact your
Authorized AltiGen Dedler.
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CHAPTER 4

Getting Around AltiAdmin

AltiAdmin: the Altiware OE Administrator

Thissection describes how to configure and administer the Alti Serv system
using the AltiWare Administrator system application software.

AltiWare Administrator, or AltiAdmin, allows you to configure
sophisti cated switching and messaging functions using windows that guide
you through the configuration steps for each feature.

AltiAdmin can be used at the AltiServ system or on any other system onthe
LAN for remote maintenance. On aremote WindowsNT or Windows 2000
client system on the LAN, AltiAdmin allows control of one or more
AltiServ systems. System Data Management, and Stop Switching Service
cannot be performed over the LAN.

Instructions for installing AltiAdmin are described in “Installing
AltiAdmin on Remote Systems” on page 3-44.

Logging in for the First Time

To access AltiWare functions to configure and administer the AltiServ
system, you must first log in as an administrator. The first timeyou login,
use the system default password, “22222."

>
S
Q
3.
S

punoly bumeoy

Important: To ensure system security, change the system password as
soon as possible. See “ Changing the Password” on page 4-11.
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AltiAdmin: the AltiWare OE Administrator

The AltiWare Administrator Main Window

Once you run the AltiWare Administrator, the first window you seeisthe
AltiWare Administrator main window.

=* altiware Administrator [TECH-WRITER] i _[Olx]
s Management Report Diagnostic View Help

DDEE A RE
e =] o=

SEE _(me

Ext. | Name
— || 300
301

[010tmAMO408U-T

[1TritonT1/PRI-0

' [2]TritonVolPAPT-1
>

Avg. Jitter

4 |

IReady. [ [ Extemdoson Operator NONE [Disk Usags 16,51%  [Mon 3l 10 15126

Figurel. AltiWare Administrator main window

At the top you see the Main Menu bar and below that, the Quick Access
Toolbar. At the bottom is a status bar that contains information on the
current runtime status.

The main window contai ns separate child windows, or different views of
the system. There are five default views: the boards, extensions, trunks,
workgroups and call traffic.

Additionally, if appropriate, you can also run aview of IP Trunk Traffic,
which is the 6th window, at the bottom in the above example.

Note:  If using Windows XPfor AltiAdmin or client applications, please
note that for AltiAdmin, the font that appears in the title of the
View Windows (Extension, Trunk, etc.) isin the Windows 2000
stylefont and will appear small. To adjust, changethe Active Title
font in Windows X P to Tahoma (or other font).
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Getting Around AltiAdmin

The Main Menu

The Main Menu functions are as follows:

»  Services
L ogin and logout, change password, backup and restore functions, and
shutdown the switching service.

 Management
Opens configuration windows to work with the system, trunks,

extensions, out call routing, Auto Attendant, MVIP clock, audio
peripheral, Vol P and AltiGen IP phone configuration.

* Report
System Summary, System Log, and |P Traffic Statistics.
» Diagnostic

Reserved for use by authorized technical personnel
*  View

Show, hide, or set default alignment of the windows, the toolbar, and
the status bar.

 Hep

Online help and AltiWare version and license information

Quick Access Toolbar

=2t ) U B

Figure2. AltiAdmin Quick Access Toolbar
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The toolbar containsicons representing shortcuts to frequently accessed
functions. From left to right, the toolbar icons are as follows:

L ogout and login. Click the light blue monitor at the left
tologin. When you do, the monitor grays out and thelogout
monitor at the right turns black. The monitors provide a
clear indication of login status. While you're logged in,
anyone at the keyboard can modify system settings.

System Configuration. Opens the System Configuration window
'@ to set system-wide options and parameters, the same function as
Management —» System Configuration....
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AltiAdmin: the AltiWare OE Administrator

Extension Configuration. Opens the Extension Configuration
window, the same function as Management —» Extension
Configuration....

]ﬁi

BN
W

Trunk Configuration. Opens the Trunk Configuration window,
the same function as M anagement —» Trunk
Configuration....

L L
BE;

Auto Attendant Select. Opensthe Auto Attendant Select window,

the same function as M anagement —» Auto Attendant
Select....

System Summary. Opensthe System Summary window, the same
function as Report —» System Summary....

System L og. Opensthe System L og window, the samefunction as
Report —» System Log....

System Help. Opens the online help system main window, the
same function as Help —» Help....

About. Opens the About AltiWare window, which displays
version, license and file information, the same function as Help
—» About AltiWare.... Also, administrators can add, activate
and register licenses from thisinformation window.

B = 5 D [
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Getting Around AltiAdmin

The View Windows

Asnoted in“The AltiWare Administrator Main Window” on page 4-2, the
AltiAdmin main window hosts a number of child windows, which are
called view windows in AltiWare because they provide various views into
the internal system setup and active status.

Boards View Window

The Boar ds window displays the AltiServ Quantum or Triton boards
hardware status. It displays the card location in the ISA or PCI slots and
board model numbers.

Boards

[1]TritonAL12EXT-0

' [2]TritonT1{PRI-0
' [3]TritonYolP12PT-1

[4]TritonAL1 2TRKLS-0

' [5]TritonAL1 2TRKGSLS-1

1| | 3

ulwpvnv

Figure3. Boards window

Each board is represented by the logical 1D ([0], the sequential location of
the board), card model number (name of the board) and physical ID (the D
set using the dial on the faceplate of the board). For example,
QtmAM0408U-1 isaQuantum board with four (4) trunk portsand eight (8)
extension ports.

P
@
[}
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The View Windows

Extension View Window

The Extension View window displaysthe status of all assigned extensions.

& Extension View [_[O]
Reszet
Extension | Location | Status =
o121 02:10 idle
@ 122 02:11 idle
1N 03:00 idle
@ 132 03:01 idle
@133 03:02 idle
@ 134 03:03 idle
@135 03:04 idle
@ 136 03:05 idle
@137 03:06 idle
@ 138 03:07 idle
o139 03:08 idle
@ 140 03:09 idle
o 141 03:10 idle
o 142 03:11 idle
@ 300 206.111.153.152 idle
@ 302 04:11 idle
@ 310 04:06 idle
@ 311 04:10 ning back [31
@ 312 04:00 offhook
o N3 04:03 idle
o 314 04:01 idle
& 315 04:04 ninging [311]
@ 316 04:09 idle =
o N7 04:05 idle hd
d| | oy

Figure4. Extension View window

Theradio button to the left of each extension number is green when the
extension isidle, and red when the extension is not ready or in use. The

L ocation number (i.e. 01:04) identifies the card ID and port (channel)
number on the board. For example, in location 01:04, the card ID is 1 and
the port number is 4. If an extension user with |P Extension enabled has
logged onto an | P extension, thelocation will show the static | P addressyou
have assigned. If you use dynamic | P addressing, this location will change
every time the user logs off and back onto an I P extension.

Y ou can double-click any extension number to open the Extension
Configuration window for the selected extension.

The Reset button resetsthe sel ected extension to the idle status. When you
click the Reset button, a small dialog box opens, asking if you want to
continue with the reset and displays the sel ected extension number and the
name of the person assigned to the extension.
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Y ou can click the Reset button without selecting an extension, and then
type in the extension number for the extension to reset.

Trunk View Window
The Trunk View window displays the status of all assigned trunks.

Heszet

Location | Type | Status -

@ D8:00 LS idle

@ 038:01 L5 not ready

@ 08:02 LS not ready

@ 08:03 LS not ready

@ 09:00 DID connected [1001)

@ 09N DID connected [1003] —

@ 09:02 DID connected [1005])

@ 09:03 DID connected [1007)

2 10:00 T1 idle

2 10:01 T1 idle

@ 10:02 T1 idle

2 10:03 T idle

2 10:04 T1 idle

@ 10:05 T1 idle

2 10:06 T idle

2 10:07 T1 idle

@ 10:08 T1 idle ~

2 10:09 T idle .

@ 10:10 T idle >3

@ 10:11 T idle ==

2 10:12 T idle >a

21013 T1 idle - 3 E

4] | Llj =
>
o

Figure5. Trunk View window

Theradio button to the left of each trunk location is green when the trunk
isidle, and red when the extension is not ready or in use. The location
format is dot: channel—for example, channel 3 on the board in dot 9is
location 09:03.

Y ou can double click any trunk location to open the Trunk Configuration
window for the selected trunk.

AltiWare OE System Installation & Administration Manual ~ 4-7



The View Windows

The Reset button resets the selected trunk(s) to theidle status. You'll be
asked to confirm the reset and a status message will tell you if the reset was
successful. You can select and reset multiple trunks.

Workgroup View Window

The Workgroup View window displays data and statistics for
workgroups:

& Workgroup Yiew =13l x|
Ext. Name Agents Login | Not Available Wait| Queue Wailing Time | Serwice Level | In Calls
5002 ] 2 L} [} 0 00:00:00 100 L}
5003 20 20 20 [} 12 00:03:07 0 20
5004 16 16 [} [1} 1] 0:00:00 100 [}

Figure6. Workgroup View window

This window displays the following data:

e Extension—the workgroup pilot extension number

«  Name—the workgroup name

e Agents—the number of agents assigned to the workgroup
e Logon—the number of agentslogged into the workgroup

* Not Available—the number of agentswho are currently on the phone,
or who are unavailable with the Do Not Disturb or other status

e Wait—the number of agents who are in wrapup mode
e Queue—the number of callswaiting to be answered

e Waiting Time—the average waiting period beforeincoming calsare
answered

e Service Level—displays the percentage of calls being answered
within an acceptable period of time

e In Calls—displays the number of incoming calls to each workgroup
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Call Log View Window
The Call Log View window displays the line and trunk traffic history.

& Call Log View H=] 3
Print I Clear
Caller | cCallee | From [ Length -
S 5107945102 304 18:40 00:00:57
&3 5107287607 314 18:44 00:00:28
e R 01188622896776 18:48 00:00:47
&Sp 106 18:34 00:17:36
EPp 314 18:52 00:00:28
& 2m 16503299539 18:52 00:01:26
& 21 23 18:47 00:10:20
&3 8056882998 211 18:41 00:16:29
&2 4905084 19:05 00:04:05
&on 208 19:11 00:01:43 —
201 14082268815 19:15 00:00:53 -
q | By

Figure7. Call Log View window

The window displays, for the last 30 calls, the caller line or number, the
callee, the starting time in 24-hour format and the length of the call.

You can select calls and click the Print button to print the selected log
entries for the call.

Y ou can click the Clear button to clear the window of al data.

IP Trunk Current Traffic Statistics Window

ThelP Trunk Current Traffic Statistics window displays currently
active callsfor IP trunks.

ulupvnv

@ IP Trunk Current Traffic Statistics

o
Q)
0]
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Refresh Interval

Location | Packets Sent | Packets Re... | Byles Sent | Bytes Recei... | Packets Lost | Avg. Jitter
© 12:00 [} [} [} 0 0 0
0 1201 [ ] 0 ] 0 ]

Figure8. P Trunk Current Traffic Statistics window
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The packet and byte datathat followsisfor data sent or received fromother
AltiServ systems over the public or private IP network.

* Location—the Triton Vol P board ID:channel ID

*  Packets Sent—the number of voice packets sent

»  Packets Received—the number of voice packets received

* Bytes Sent—thetotal size (in bytes) of all voice packets sent

* BytesReceived—thetotal size (in bytes) of all voice packets received

»  PacketsL ost—the number of voice packetsthat have been lost dueto
prolonged delays, network congestion or routing failure

* AveragelJitter—displaysthe averagelength of delay per voice packet
in milliseconds. This number can be used to measure the quality of
service on the network that connects the source and destination sites.
Under 100 milliseconds is good, while a higher figure indicates a
longer than average delay.

Status Bar

Theinformation at the bottom of the window in the Status Bar displays
informational and status messages such as name of the operator, disk usage
status, status of external logging, current time, and other data.

Setting the Refresh Interval

ThelP Trunk Current Traffic Statisticswindow isupdated according to
the Refresh I nterval configuration. By default, the Refresh I nterval is set
to refresh the datain the window every 5 seconds. To change the refresh
interval, click the Refresh Interval button and use the slide rule to set the
time to an interval to a number of seconds up to one minute. Each tick on
the rule represents 5 seconds. To set the time to 0 isto turn off refreshing
the data.

Logging In

Tolog in and use the AltiAdmin functions, click the L ogin icon (the | ft-
most icon in the toolbar) or select Login... on the Services menu. You'll
be prompted to enter the password and click OK.

Tolog out, click the L ogout icon (second icon from the left of the toolbar),
or select L ogout from the Services menu.
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Thelogout option in the Services menu allows the system administrator to
logout of the system. Y ou should always log out after you have completed
the administrative or configuration tasks. Thiswill prevent unauthorized
persons from accessing the AltiWare configuration functions. AltiWare
telephony functions continue to run in the background on the AltiServ.

Changing the Password

Change the password frequently to prevent unauthorized access to the
system. Y ou can change the password only if you' re already logged in.
Select Change Password from the Ser vices menu to open a Change
Password dialog box. You'll be prompted type in and verify the new
password and then click OK.

Stopping the AltiGen Switching Service

Normally, when you exit AltiAdmin, the AltiGen servicesthat provide the
various telephony and data services remain active—they are needed to run
the system, of course. If you need to shut the entire system down, select the
Stop Switching Service option from the Services menu. This stops the
AltiWare system services, including the AltiAdmin application itself.
When you re-open AltiAdmin, the switching services are reactivated.

This option is available when you are logged in at the AltiServ system
computer; it is not available from aremote AltiAdmin client.
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Stopping the AltiGen Switching Service
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CHAPTER 5

System Configuration

=

The System Configuration functions provide for configuring the
AltiWare system-wide settings.

Access System Configuration by selecting System Configuration... onthe
Management menu, or by clicking the System Configuration icon.

Y ou can then work with the following settings, each of which is accessed
by atab in the System Configuration window.

e General setup—system ID, area code and number, operator and
manager extensions, country, extension and DID number lengths,
distinctive ring, conference call, and system park options.

*  Number Plan—how the system responds to each first digit dialed.

e Business Hours—used by system functions.

e Holiday—how calls are routed on designated holidays.

e System Speed dial numbers.

e Call Restriction—prefixesto block, toll call prefixesand call control.
e Account Code—tablesfor creating and removing account codes.

e Call Reports—CDR logging and data export.

* Messaging—basic parameters and settings for voice and email
messaging.

e Area Codesand required prefix setup—for exceptionsto toll call
standards.

e |P Dialing Tables—tables for voice over IP.
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*  DNIS—inbound call routing during different time periods.

*  Tenants—sharing an AltiServ system among multiple companies.

» Distribution List—for voice message forwarding.

e Logout Reason Codes—for workgroups.
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Setting General Parameters

Setting General Parameters

The General tab isthe default window you see when you open the System
Configuration window. Y ou use this window to set the system area code
and number, operator extension, country, distinctive ring, conference call,
and system park options.

To access the General settings, select System Configuration... on the
M anagement menu, or click the System Configurationicon. If the System
Configuration window is already open, click the General tab.

System Configuration

Call Reports | Mezzaging | Area Codes | IP Dialing T able | DMIS | Tenants | Distribution List | Logout Reason |
General | Mumber Plan I Business Hours I Holiday I System Speed I Call Festriction I Account Code

— System D — Country

[z =] Jus.a. & Canada |
— Manager Extension — Distinctive Ring

[™ Enable Distinctive Ring

I J ¥ Erable Operatar Priarity Ringing
— Spstem Home Area Code————————————— [~ Conference Bridge Option

|51D ™ Erd Conference | Mo Exstengsions Participating
— System Main Number———————— 1~ System Call Park

|2521 ool Timeout Ring Back in |2 3: Minutes
— Operatar

Group Members
Select an extension or group az operator
Extension [ s j

u] I Cancel | Aol Help

Figurel. General window, System Configuration

Y ou can set the following parameters and options:

Parameter Description

System ID Assign anumber (1-100) to the system.
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Par ameter Description

Country Select alocation for the system.

Note: When selecting a country code, other than
USA & Canada, there will be a7 second
dialing delay for en-bloc trunks. (Refer to
“Reducing Dialing Delay For En-Bloc
TrunksFor Non-US/CanadaCountries’ on
page 9-8 for more detail.)

Manager Extension Type the system manager’ s extension number.

The system manager has access to system
administrator functions.

For information on setting up extensions, see
Chapter 8, Extension and Group Configuration.

Distinctive Ring Enables users to distinguish between internal,
external, and operator calls by the way the phone
rings:

» Enable Distinctive Ring—establishes a short
double ring cadence for internal callsand a
normal, single ring for external calls.
Unselected, both rings are normal.

» Enable Operator Priority Ringing—
produces along single ring between short
pauses on calls to the operator.

System HomeAreaCode  Areacode for the system location.

System Main Number The main system telephone number, whichis sent
to the pager’ s display when auser’s messaging
options are configured to call apager. Thisisalso
the number subscribers call to access the AltiGen
Voice Mail System.

woalsAs ‘g

0
o
>
=
«Q
c
=
Q
=
o
=}

AltiWare OE System Installation & Administration Manual  5-3



Setting a System Number Plan

Parameter Description
Conference Bridge Selected, conference calls will end when all
Option internal lines have disconnected from the

conference bridge.

Not selected, the conference connection can
continue between outside parties, even after all
internal parties have disconnected.

Note: For conference resource limits
information, refer to “AltiWare
Conference Resource Limits’ on page 2-

18.
System Call Park Allowsthe user to park acall, then pick up the call
Timeout Ring Back in from another extension, forward the call, or take

some other action. If the call is forgotten or the
forward not picked up, the Ring Back time setsthe
number of minutes a call remains parked before
the user’s extension is rung again. To the caller,
the call park sounds like being put on hold.

Operator Extension and  Select the extension to be used by the system

Group Members operator. For the extension you select, the group
members show up inthe Group Membersbox. For
further information on extensions, see Chapter 8,
Extension and Group Configuration.

Setting a System Number Plan

The System Number Plan defines the extension digit length. You can use
from 3-6 digitsfor extensions. Y ou also use the System Number plan to set
a DID number length to use, and to define the system response to the first
digit dialed—for example, pressing 9 to get atrunk line.

The numbering scheme requires somethoughtful planning. Y ou cannot edit
the extension length after the first extension is assigned. Further, if afirst
digit dialed is assigned to extensions and you have set up extensions
beginning with that digit, you cannot change the digit assignment without
first deleting all affected extensions. For example, if 7 is assigned to
Extension and you' re using extensions 7010, 7113, etc., you cannot
reassign 7 to say, IP trunk access, without first deleting all the 7nnn
extensions.
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Accessing the Number Plan

To access the Numbering plan settings, select System Configuration... on
the M anagement menu, then click the Number Plan tab.

System Configuration x|

Call Reports | Messaging I Area Codes | |P Dialing Table | DHIS | Tenants | Distribution List | Logout Reason |
General  NumberFlan | Business Hours | Haliday | System Speed | Call Restriction | Account Cade

r—Extensian
humber Length  [3 ﬂ Detault Passward (Far newly created exi) |749D3
~DID

NumberLength (3 il

— First Digit Assighment

1 [Extension 7 2 |Exension 7| 3 |Extension |
4 [Extension 7| 5 |Exension | B [Trumk Access |
7 |Extension =B [PTunkAccess | 9 |Route Access =
= invelid =l o opereor 2| # |Fecture Access =

This screen defines how the system responds to the first digit entered by the user. For example, if Extension
is selected for digit'1', the system will then treat the number. that begins with a'1' as an extension number.

aK I Cancel | Apply | Help

Figure2. Number Plan window, System Configuration

Use the Number Plan window to specify the following parameters:

Parameter Description
Extension The number of digitsfor your extension numbering system.
Length Valid entries are from 3-6. For example, extension 2001
and 4020 are 4-digit extension numbers.
. . ) ) Q)
Note: The extension length is not adjustable once thefirst g o1
extension is configured. To be more precise, the = m
length cannot be changed without totally ‘g S
reconfiguring the system or deleting all the § @
extensions already configured. 53
=}
Default The default password for newly created extensions will be
Password randomly set; when changing the password, it must be four

to eight digitsin length.
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Parameter

DID Number
Length

First Digit
Assignment

Description

The number of digitsneeded to matchaDID (Direct Inward
Dialing) number, with arange of 2 - 16.

Each extension can be assigned a DID number. A DID
number does not have afixed length. For example, the DID
number length is 4; the extension DID number - 2529299.

Depending on the service contract with the Central Office

(CO), the DID trunk can send all 7 digits (2522999) or just
the last 4 digits (2999). If this DID Number Length option

is set to 4, the system always tries to match the last 4 digits
received to the last 4 digits of a DID number, regardless of
what is received.

Note: To accommodate future growth and minimize
disturbance, it is recommended that the length of the DID
numbers assigned to an extension be greater than or equal to
this DID Number Length. However, it is not necessary to
use the DID Number Length when routing viatie trunks.

These define how the system responds to thefirst digit
dialed by the user. If aparticular digit is grayed out—not
available—that meansit cannot be used in the country
location selected in the General window.

The drop-down list options for each digit are as follows:
— Extension
— Trunk Access
— Festure Access
— Operator
— Invalid (no action)
— IP Trunk Access

— Route Access

Assigning Trunk, Feature, IP Trunk, & Route Access

Y ou can usetrunk, feature, | P trunk, and route access outgoing call options
alone or in combination when making the number plan assignments.
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Trunk Access

Usually, 9isused asthe analog or PSTN trunk access code, and AltiWare
uses 9 as the default for trunk access. Y ou can keep that configuration and
assign other digits such as 7 or 8 to Route Access and | P trunk access, or
you can change it. There are no defaults for | P trunk or Route Access.

Feature Access

By default, the first digit assignment for # is set to Feature Access, which
is used as part of feature access codes. In addition, you may also set 1- 9 or
* to Feature Access. For example, if 7 is set to Feature Access, Station
Login (#27) can also be accessed using 727.

IP Trunk Access

Only onelPtrunk accessoptionisallowed per AltiWare system. Itishighly
recommended that the same I P trunk access code (e.g. 8) be used for all
AltiWare systems in the network. To use Voice over |P, you must set up
this access and, in addition, configure the IP Dialing Table as discussed in
“Defining an IP Dialing Table” on page 5-27 and set the Vol P codecs as
discussed in “ Setting Vol P Codecs’ on page 8-11.

Note: After setting the IP Trunk Access code here, you should set the
Trunk Access Codes of any 30-port Vol P boardsto “None” on the
General tab of the Trunk Configuration window (see “ Setting
General Trunk Attributes’ on page 7-3). Thiswill prevent users
from directly accessing the 30-port boards—which use the G.711
codec only—for callsto AltiServ servers or other | P gateways that
may requirethe G.723 codec. If you still want usersto have access
to thistrunk for outgoing calls, you can set it up through Outcall
Routing (see Chapter 9, Out Call Routing Configuration).

Route Access

The Route A ccess option can be assigned to one or more digits, to route the
call per the out call routing table. Out call routing, which is sometimes
called ARS (Automatic Route Selection) or LCR (Least Cost Routing
without carrier rate table), is described in Chapter 9, Out Call Routing
Configuration.
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Out call routing is designed to help 10-digit dialing, zoomerang dialing,
digit manipulation, and tie trunk hop-off dialing.
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Setting Business Hours

Note:  When making or editing these or other number plan assignments,
refer to the considerations on setting and editing discussed in
“Setting a System Number Plan” on page 5-4.

Setting Business Hours

The Business Hourstab contains group boxesfor setting the business hours
and days of the week for which the business or organizationisin operation.
The business hours schedules are used to set other AltiWare settings such
astrunk usage or routing DNIS calls to different extensions depending on

the time and day.

Note:  Becausethe businesshoursare used throughout the system, you or
the appropriate administrator must make sure the system time
has been set correctly. The system time can be changed using the
Date/Time utility in the Windows or NT Control Panel.

To access the Business Hour settings, select System Configuration... on
the Management menu, then click the Business Hour s tab.

System Configuration

Holiday I System Speed I Call Riestriction I Account Code

Call Reparts | Mezzaging | Area Codes | IP Dizling Table | DHIS | Tenants | Driztribution List | Logout Reason
General I Mumber Plan  Business Hours

wiork Day AM Schedules FM Schedules
¥ Monday joaooam = [1z00PM = joooPM = w0 [os00PM =
¥ Tuesday [oe:00AM = [1z00PM jo:00PM =t [os00PM =
IV wednesday | [0R00AM = to [1200PM = [o:00PM = 1o [oB:00PM =
¥ Thursday [oe00aM =] w0 [rzoorM =] [orooPM =] w0 [oe0oPM =
¥ Friday [oe:00AM = [1z00PM jo:00PM =t [os00PM =
I™ Saturday joeonaM = w [1200PM jo:00PM = o [oB00PM
I Sunday joao0aM = o [1zo0PM = joiooPM = o [os00PM
[ ok | caest | con | Hep |

Figure3. Business Hourswindow, System Configuration
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Set the business schedul e parameters as follows:

Par ameter Description

Work Day Select the days of the week on which the company
does business. For example, if the company does
businessMonday — Friday, the check boxesfor those

days should show check marks.
AM and PM For each day of the week, select the time periods
Schedules during which the company is available for business.

Thetime between the AM and PM times can be used
to indicate alunch break or time between shifts.

If you don’t want to set abreak between AM and PM
schedules, set the PM starting time to be the same as
the AM ending time.

Or if you wish to specify 24 hours as standard
business hours, select the following hours:

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

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

Routing Calls on Holidays

Y ou can create special routesfor incoming DNIS and trunk calls that come
in on designated holidays. For holidays that your organization treats as
half-days, you can create separate routes for business and non-business
hours.

Note: Incoming DID and tie trunk calls will not follow holiday routes,
but go to the dialed extensions directly.
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Routing Calls on Holidays

To access Holiday Routing settings, select System Configuration... onthe
M anagement menu, then click the Holiday tab.

System Configuration [ X]

Call Reports I teszaging I Area Codes I IF Dialing Table | DMIS I Tenants I Diistribution List I Logout Reason I
General I Mumber Plan I Business Hours  Holiday | Spstem Speed I Call Restriction I Account Code I

Huoliday | D escription

0782002 Test

2| I ©l
sdd | Dekte |

Holiday | Thursday . Jub 18 2002 =l

Diescription IT ezt

£ Route Incoming Calls to Extension
€ Route Incaming Calls to Auta Attendant

" Route Incaming Calls to Dperatar

Iwork hiowr Vl

¥ Special hours

£+ Route Incoming Calls to Extension
" Route Inzaming Calls to Auta Attendant

" Route Incaming Calls ta Operator

From [1200008M =5 to [1200.004M —=

waork hour LI

Lpplite. |

Ok I Cancel Apply Help

Figure4. Holiday window, System Configuration

Set holiday routing as follows:

1. Click Add to create anew holiday. In the popup that displays, select a
date from the dropdown and enter adescription to identify the holiday.

2. Setcall routing for “normal” holiday hours using the field group in the
upper half of the Holiday window.

Thisisthe default route for calls coming in on the holiday.

3. Optionally, select Special hoursand set call routing for special hours
using the field group in the lower half of the Holiday window.

This route will override the route for normal holiday hours, for the
hours you specify. Use this option, for instance, to route calls for the
working portion of a holiday that your organization treats as a half-

day.
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Configuring System Speed Dialing
Y ou can set up to 60 system speed dial numbers. The numbersavailable are
from 00 — 59, used following the system speed dial access code, #88.

Speed dial settings for individual extensions are set in Extension
Configuration. (See “ Setting up Station Speed Dialing” on page 8-27.)

To access the Speed Dialing settings, select System Configuration... on
the M anagement menu, then click the System Speed tab.

System Configuration

Call Reports | Messaging | Area Codes I IP Dialing T able | DHIS I Tenants I Distribution List | Logout Reason
General I MHumber Plan I Business Hours I Holiday ~ Swstem Speed | Call Restriction I Account Code

— Speed Dialing
Station [D | Muriber | -~

02 35807342

oK I Cancel | Sl | Help |

Figure5. System Speed window, System Configuration
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Defining System Call Restrictions

Editing Speed Dial Entries

To add or edit an entry, double-click the Station | D number you want to
work with, or select the number and click Edit. A dialog box appears:

Speed dial configuration x|

‘wihen entering speed dial numbers, please include
all neceszary digits [such as tunk access code. long
digtance prefis and area code] that you would dial
when manually dialing the number. e.q.
914155551212)

0K I Cancel |

Typeinthe full number as you would did it, with amaximum of 20 digits
per entry. 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.

Valid digitsinclude 0 through 9, #, *, and (,) comma. The comma
representsa one (1) second pause.

Adding Names and Comments

If you want to add names and commentsfor the users' convenience, usethe
following steps:

1. Configure the system speed dialing numbers as described in the
preceding procedure.

2. Open an AltiView user desktop and define the names and comments
for the speed dialing numbers.

Save the speed dial setup and Exit AltiView.

From the C:\Program Files\AltiGen\Alti Viem\<ext#>\, copy
sysspeedlist.dat directory to the same directory for every AltiView
user desktop.

Defining System Call Restrictions

Call Restriction allows you to block outgoing calls for up to 20 prefixes.
Thiswindow also providesfor blocking all outgoing callsand for enabling
hop off to other trunks when that function has been set up.

Therestrictions you set up here are global restrictions.
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System Configuration

Note: Thedialing restrictions set here are one of three ways of blocking
calls. See “About Restricting Outgoing Calls’ on page 9-1 for a
discussion of the uses of the different functions.

To access call restriction setup, select System Configuration... on the
Management menu, then click the Call Restriction tab.

X

Call R eports I Messaging I Area Codes I IF Dialing Table I DIMIS I Tenants | Diistribution List | Logout Reason I
General I Murmber Flan I Business Hours I Haliday I Syztem Speed Call Restriction | Account Code

System Configuration

— System Prohibited Prefises————————— [~ Toll Call Prefix

IF pou wish to block calls to certain arsas Domestic: |1

from all extensions, enter prefis less ar i

equal to 10 digits. [e.g. 1900 ar 37E]. International: (011
Index | Prefix | -
o0 1408 —Emergency Mumber.
o 16580
02 Murnber 1: EL
03 Murber 2: I
04
05 Number 3: I
06
a7
na —Password Check
‘IDS After B false passwords, lock the ext for ID‘I:DD:DD j‘
1 —
:II g — Call Control
14 [ Block &l Dutgoing Calls[#38)
15 = ¥ Enable Hop off for T1, ISDN and YalP Tie Trunks

Edit | Call restriction follows extension 100 =

ak I Cancel | Apply | Help |

Figure6. Call Restriction window, System Configuration

Blocking Calls to Area Codes from All Extensions

To add or edit system prohibited area codes:

1. Double-click anindex entry in System Prohibited Prefixeslist, or
select the index entry and click Edit. This opens adialog box that
allows you to enter a prefix number.

2. Enter alandthediaing prefix to block (e.g. 900, 976). Y ou can enter
up to 20 digits maximum for each prefix. For example, to block calls
from al extensions to 976 numbers, type 1976.

3. Click Apply.
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Defining System Call Restrictions

Setting Toll Call Prefixes

AltiWare usesthe Toll Call Prefixesto determine the type of outside call
and imposes restrictions when necessary. For example, if the international
toll call prefix is011 and auser attemptsto make an international call from
an extension without international call privileges, the call will be
terminated as soon as the user dials 011 after the trunk or route access
number. The caller hears an error tone.

Thetoll prefixes set here should match the dialing plan prefixes for the
country set in the General window (see “ Setting General Parameters’ on
page 5-2). Y ou can set the following toll call prefixes.

e Domestic. Thedialing plan for your country or region. For example,
typeinalfor 1-plusdialing within the U.S. dialing plan (also known
as the North American Numbering Plan).

e International. The prefix used for international calls. For example,
thisis 011 for international calls madein the USA.

Setting Emergency Numbers

In the event that a person dialing a number in an emergency (911, for
example) forgets to press the trunk access code to dial out, entering the
number in the Emer gency Number field will have the system
automatically find the trunk access codeto seizethe call. Y ou may enter up
to three (3) emergency numbers in the appropriate fields.

Note:  When using thisoption, make sureyour system’ strunk access code
isavailable.

Locking Attacked Extensions

If auser enters eight consecutive invalid passwords when logging on,
AltiWare considers this an attack. To protect your company from theft of
services, you can lock an attacked extension for the period of time you
specify (1-24 hours) in the Password Check field group.

To unlock an extension, use the Extension Checker tool that is installed
with AltiWare. See “Extension Checker” on page 19-1.

Blocking All Outgoing Calls

To block all outgoing calls—for example, when testing or modifying the
system—select the Block All Outgoing Calls check box.
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Enabling Hop Off for Tie Trunks

When selected, this function allows calls over T1 tie trunks to use PSTN
trunks or other servers, when those trunks have been configured to accept
tie-trunk calls. For Hop Off to work, it must be enabled on all AltiServ
systems on which trunk calls are able to be used as a transit switch.

Outﬁoing Tie Trunk:
call on
T1/PRI or VoIP
PSTN Trunk System A System B

The call originating on System B hops off over the T1/PRI or VoIP trunk to use the PSTN
trunk in System A. Both System A and System B must be set up and configured to use
hop-off for tie-trunks.

Figure7. Hop Off for Tie Trunks

The trunk configuration to allow this function is discussed under “ Setting
General Trunk Attributes’ on page 7-3.

The board must be configured to allow for tie trunks, as discussed in
“Setting up T1 or PRI Channelson the Triton T1/PRI Board” on page 6-39.

Restricting Tie Trunk Calls

You can set cal restrictions on tie trunk calls by telling the system to use
the same restrictions as the ones set up for an extension. Using the Call
restriction follows extension drop-down list, you can select the extension
with the restrictions to use for the tie trunk calls.

Creating Account Codes

Account Codes let you enable or force users to assign incoming and
outgoing callsto particular account codes for billing, tracking, or
forecasting purposes.
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Creating Account Codes

To access the Account Code window, select System Configuration... on
the Management menu, then click the Account Code tab.

System Configuration

Call Reports I Meszaging I Area Codes I IP Dialing T able I DHIS I Tenants I Distribution List | Logout Reason |
General I Mumber Plan I Buziness Hours I Haoliday I Systemn Speed I Call Restriction Account Code

Account M ame | Account Code |
Club B abalou m
Hanzen's Dregs Shop 0z
Kramer's K.andy Kitchen 03

sdd | Demte |

Ok I Cancel | Apply | Help |

Figure8. Account Code window, System Configuration

Adding and Deleting Account Codes

To create an account/code association, click Add. Enter an Account Name
and Account Code in the dialog box that appears.

e The Account Code may contain 1-10 digits.
* You can assign the same Account Code to different Account Names.

To delete an account and its code, select it and click Delete. Y ou can select
multipleitemsfor deletion by using Ctrl-click or Shift-click. Click Apply
to save your changes and OK to save and close the window.

Y ou can now set optionsfor each extension that determine whether account
codes can be forced or bypassed. See “ Establishing Basic Extension
Attributes’ on page 8-6.
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Setting up Call Reports

You can set up call reporting if AltiWare and AltiAdmin areinstalled on
the same server.

In AltiWare, cal reporting distinguishes between call detail data, which
recordsevery call madeto, out of, and within the Alti Serv system, and RTM
data, which isworkgroup-rel ated statistical data captured from the real-
time monitoring function used in the AltiSupervisor client application.
Bothtypesof datacan be set up for call reporting, or logging, although their
storage systems are different.

e Call detail data can be logged to your local drive, to aremote server,
and/or exported viaa COMM port.

e RTM dataisawayslogged to your local drive.

Datalogged toyour local driveisstored inadirectory called AltiDB, which
is located by default on the root of the drive where AltiWare isinstalled.
Files are stored in .mdb format.

Backups, if you choose to make them, are created in a subdirectory called
DBBackup, which in turn contains three subdirectories. MCDR for
Advanced Call Data, RTMCALL for Call Data, and RTMDATA for
RTM data. These three types of data have separate report screensin the
CDR Search client, and are described in the CDR documentation.

The CDR formats are described in “Call Accounting Report Formats’ on
page A-1.

AltiWare OE System Installation & Administration Manual ~ 5-17

0
o
>
=
«Q
c
=
Q
=
o
=}

woalsAs ‘g




Setting up Call Reports

To set up Call Reports, select System Configuration... on the
M anagement menu, then click the Call Reportstab.

System Configuration

General | Mumber Plan | Buginezs Hours | Haliday | Systemn Speed | Call R estriction | Account Code
Call Reports | Meszaging I Area Codes I IF Dialing T able I DHIS I Tenants I Dristribution List I Logout Reason

]|

Index | Dezcription

—&ccounting Data Processing

| Enabled |
0 Intemal COR lag - MODB ‘es
1 Extemal CDR log Ma
2 Internal RTH log - MDE Yes
3 Extemal RTH log Mo

Conlfig |

™ Enable Data Dutput
Axvailable Port Baud Rate
& COMI  COM2 300 1200 9EK
C COMa3 L4 @ 192K 384K = B7EK
ak. I Cancel | Sppl Help

Figure9. Call Reportswindow, System Configuration

Internal (Local) Logging of Call Data Data

To enable CDR collection to the local drive, select Internal CDR log -
M DB and click the Config button. A dialog box appears.

¥ Enable
Fetain Fecords  [RQ B Days
% Save db in backup directory
Rernew Backup DB every  [daw =
" Remave db permenantly
ak. I Cancel |

Figure10. Enablelocal call data logging
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To enable RTM data collection to the local drive, select Internal RTM
data - M DB and click the Config button. A dialog box appears.

RTM Statistics Config

¥ Enable

Retain Records IED 3: Days
Save data every |1 day vI

% Save db in backup directory

" Remove db permenantly

Rerew Backup DB every | manth

ok I Cancel |

Figure11l. Enablelocal RTM datalogging

Par ameter
Enable

Retain Records

Save data every
(RTM Statistics only)

Savedb in backup
directory

Remove db
permanently

Description
Check to enable internal (local) logging of call data.

Select the number of daysto retainrecords. This
can be any number of days from 1-365.

Specifieshow often to saveworkgroup call datafrom
the real-time monitor. This setting, with intervals
ranging from 15 minutesto 1 day (24 hours),
provides the minimum level of granularity at
which RTM data (“Workgroup Statistics”) will
be reported from the CDR Search client.

Select to save backup filesinto the AltiDB
>DBBackup folder. Select aRenew option to specify
how often to save the backup files. AltiWare will
saveall datathat overflowsthe Retain Recor dslimit
each day at midnight, into afile of format
<yyyymmdd>.mdb.

Select to remove data after the Retain Recor dslimit
is passed instead of backing it up. When the Retain
Records limit isreached, the oldest day’ s datais
removed permanently.
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Setting up Call Reports

Example:
* Retain Recordsis set to 60 days
» Savedb isseected
* Renew Backup is set to every month

With these settings, on day 61 a backup file is started in the DBBackup
folder. Each day’s call or RTM datais added to thisfile for one month. At
the end of amonth, anew file is started in DBBackup, which is likewise
appended with each day’s call or RTM data every day at midnight.

Backup files are dated and renewed according to the following schedule,
regardless of when you actually make the Renew selection.

Renew setting Renewal Dates

day daily, at midnight

week every Sunday

2 weeks the 1st and 15th of every month
month the first of every month

3 months December, March, June, September
6 months December and June

year January

External (Remote) Logging of Call Data

AltiWareallowsyou to output call accounting to aMicrosoft SQL 7 or SQL
2000 database or to athird party external application.

In either case, the database cannot be on the same server asthe AltiWare
system. A system integrator or database developer will need to write a
custom query to extract data from the SQL database.

Y ou can send reports from a number of different AltiServ systemsto the
same database.
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Note: Beforeyou enable external logging using thiswindow, you need to
set up and configure the database. It should be ready to receive the
reports before you enable the export here.

To enable CDR collectionto thelocal drive, select External CDR log, and
click the Config button. A dialog box appears.

External CDR Config

" Enable clo

Server Address | o . o0 .0 .0
(% Altigen Estemal Server
€ Third Party E sternal Server

Please make sure external server iz in comect
remate site. if there is any problem to connect to
zerver, thiz service iz automatically disabled.

Ok I Cancel
Figure 12. Enable external call data logging
Par ameter Description
Enable Check to enable external (remote) logging of call
data.
Server Address Enter server’s|P address.
Altigen External Select to use AltiGen’ s implementation of the
Server Microsoft SQL database.
Third Party Select to export the datato athird party
External Server application.

Note:  AltiGen does not provide any SQL backup and restore utility. We
strongly recommend that you use SQL Backup and Maintenance
utility to perform daily backup and maintenance jobs, and use a
restore utility to restore the database. If you need to reconstruct the
SQL server, run the External Logger Setup to create an empty
calldb database before restore.
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Managing Messages

To enable RTM data collection to the local drive, select External RTM
log, and click the Config button. A dialog box appears.

External RT™ Config E
[~ Enable

SewerAddressl o .0 .0 .0

+ Altigen External Server
™ Third Party External Server

Save data every I‘I hiour 'I

Flease make sure external server is in comrect
remote gite. if there iz any problem to connect ko
zerver, thiz service iz automatically disabled.

Ok I Cancel

Figure13. Enable external RTM data logging

Parameter Description

Enable Check to enable external (remote) logging of call
data.

Server Address Enter server’s |P address.

Altigen External Select to use AltiGen’s implementation of the

Server Microsoft SQL database.
Third Party Select to export the data to athird party
External Server application.

Exporting Through a Local Port

Y ou can send the CDR to a COMM Port to export to, for example, an
accounting data processing system.

To do this, select the Enable Data Output box in the Accounting Data
Processing field group. Then select an Available Port and the Baud Rate.

Managing Messages

The Messaging function provides for setting basic parameters and options
for messaging, including message notification retry attempts, deletion
confirmation options, the length of time for message storage, message
recording length, and email activation and usage.
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To access Messaging setup, select System Configuration... on the
M anagement menu, then click the M essaging tab.

System Configuration

General ] Mumber Plan ] Business Hours I Haoliday ] System Speed ] Call Restriction ] Account Code ]
Call Reportz  Messaging lArea Codes ] IP Dialing T able ] DNIS ] T enants ] Distribution List ] Lagaout Reason ]

Message Motification

b aximum Rety Count [T 3: Ret Interval in Minutes |5 3:

Mezzage Management Optionz

[V Confirmn Meszage D eletion IV W Espiration of Saved Messages

Recording Options

Minimumn Recarding |0 3: secfs) V' Pause Detect Length |5 3: 100wz

SMTP/POP3 Dptions

¥ Enable SMTP/POF3 Service IV allow Inbound Internet bail
Mail Domain Mame EXCHANGE 2000
Posti aster Ext - | |Unknown

Exchange Synchronization

™ Synchronize 'With Exchange Server

] | Cancel Apply Help

Figure 14. Messaging window, System Configuration

Setting Message Notification Retries

When amessage is sent to a user’s email in-box or voice mailbox and
outcall notification is configured, notification is sent to the user. Y ou can
set the retry setting for the notification as follows:

Par ameter Description O
=] o
Maximum Retry Can be between 0 and 16. Thisisthe number of times Q¥
Count the system will try to deliver avoice message c9
notification after the original attempt. For example, 5 = g

o

=}

retries means five tries after the original, or 6 total
attempts.
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Parameter

Retry Interval in
Minutes

Description

The number of minutes between retry attempts. Five
minutes is the minimum and 60 minutes isthe
maximum interval allowed. The default is 5 minutes.

Setting Message Management Options

Set message confirmation and warning parameters:

Parameter

Confirm M essage
Deletion

Warn Expiration of
Saved M essages

Description

If checked, the system plays a voice message
instructing the user to confirm request for deletion by
pressing the # key. This prevents users from
accidentally deleting messages with asingle key
entry.

If checked, the system warns the user that saved
messages will be deleted due to their retention time
expiring. The message is given the day before the
messages are automatically del eted, and the user then
has the option to either keep or delete the message.
By default, thisfeature is enabled.

Note: If thisfeatureisdisabled, saved messages are
deleted automatically without warning when
they expire.

Setting Message Recording Options
Set message recording parameters:

Parameter

Minimum Recording

Description

Sets the minimum length in seconds for any
recording (i.e., incoming voice mail message,
personal greeting, system prompts). Thiscan befrom
1-5 seconds, or 0, which means no minimum.

All recordings that are shorter than the designated
Minimum Recording length are deleted. Thisfeature
is recommended when users receive many empty
voice mail messages on aregular basis and would
like them automatically deleted.
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Par ameter Description

Pause Detect Length Selected, thisfeature causes the deletion of pausesin
messages. The default pause detect length is500 ms.
The pause detect can be disabled by deselecting the
check box, or the length can be set to aval ue between
200-2000 ms (.2—2 seconds).

Setting E-mail Messaging (SMTP/POP3) Options

To use the AltiWare email services, configure the following settings.

Par ameter Description

Enable SMTP/POP3 Selected, this enables incoming and outgoing mail
E-Mail Service services on AltiServ—Simple Mail Transfer
Protocol (SMTP) and Post Office Protocol (POP).

Allow Inbound This check box option is activated and selected by

Internet Mail default if you enablethe SMTP/POP E-Mail Service.
Y ou can deselect thisoption if you don’t want to use
the AltiWare E-Mail service for inbound mail; for
example when you' re using another email server on
the AltiServ system.

Postmaster Ext Thisfield defines the extension that will be assigned
as a Postmaster Extension. When the e-mail system
receivesan e-mail with aninvalid e-mail account, the
automatic reply (informing of theinvalid e-mail
account used) to the sender is sent from the defined
extension.

Note: The system always requires an extension to
selected as the Postmaster Extension. By
default, the first extension in the system is
used. If an extension is selected as the
Postmaster Extension, it cannot be deleted
until the Postmaster Extension isre-assigned
to another extension.
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Setting Area Code Toll Definitions

Synchronizing E-mail with Exchange

Parameter

Synchronize with
Exchange Server

Description

Before selecting this option to use an Exchange
Server, you should make sure the Exchange Server
and Windows / NT configuration is established. See
the AltiGen document, Exchange Server Integration
in AltiWare OE.

Select this option if you are using an Exchange
Server and want to synchronize it and the AltiServ
servers—that is, when emails or voice mails are
deleted from one service, they are automatically
deleted from the other server aswell.

If you choose this option, you must typein the
Exchange Server Address. The name must bejust the
name of the machine or the fully qualified domain
name.

Setting Area Code Toll Definitions

The Area Codes window provides for setting exceptionsto toll call rule
standards regarding area codes and prefixes. To use acommon example,
the system treats calls that begin with 1 aslong distancetoll calls. Y ou can
use the Area Codes window to specify treatment of 800 and 888 numbers
asfree calls; this configuration enables the system to properly handle such
numbers.

Y ou can set up three types of exceptions, which are explained in more
detail in the window itself.

L ocal Call Definition. Callsthat begin with 1 but are free (e.g., 800).

10 Digit Dialing. Local callsthat require dialing area codes but do not
requiredialing 1 first.

1+ 10 Digit Dialing. Callswithin the home area code that require 1 +
Area Code + Number.

Accessing Area Codes Setup

To access the Area Code window, select System Configuration... on the
M anagement menu, then click the Area Codes tab.
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System Configuration

General ] Murmber Plan ] Business Hours ] Haoliday ] System Speed ] Call Restriction ] Account Code ]
Call Reports ] Messaging  Area Codes l IP Dialing T able ] DHIS ] Tenants ] Diztribution List ] Logout Reazon ]

Local Call Definition 10 Digit Dialing 1 + 10 Digit Dialing
All calls made without dialing a Some local callz require an In zome areas, it iz necessary
1" are congidered tol-free. area code to be uzed, but do ta dial 1 + <home area codes
Please enter any area codes, ot require you to dial a “1° first. + 7 digitz to place toll calls
of area codes and prefises Flease enter any area codes. within the same area code.
which are taoll-free, even or area codes and prefises Please enter any 3-digit
though you must precede the which are toll-free and do not prefixes within your system's
dialed number with a 1", require that pou dial a 1", area code that require 11 digit
[e.0. 8OO, 888, 408-432) [e.g. 212, B55-432, 632-347) dialing for tall calls .
[e.g.] 252, 253, 432
Prefix Prefis Prefiz
Add Dekte | add | el | s | e |

QK | Cancel | Apply | Help |

Figure 15. Area Codes window, System Configuration

Adding and Deleting Entries

To add entriesto one of thethreelists, click Add below the appropriate list
box. In the dialog box that appears, type a number and click OK.

Todeleteanentry, select it and click Delete. Y ou can select multiple entries
for deletion by using Ctrl-click. Click Apply to save your changes and OK
to save and close the window.

Y ou can type an area code alone, or an area code + prefix if needed. When
you type the area code and prefix, optionally you can connect them with a
single hyphen—for example, 510-487, or 212-677. The optional hyphenis
for your convenience and readability. Using the same examples, 510487
and 212677 are aso valid entries.
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Defining an IP Dialing Table

To use an Alti Serv-to-AltiServ connection for voiceover |P, you need to
configure the routing in the IP Dialing Table for each AltiServ system.
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Defining an IP Diaing Table

Note: Toenable VolP, you must have at least one Triton Vol P board
installed and configured. (The IP Dialing Table is disabled unless
thereis at least one Vol P board installed.) Y ou also must have
assigned an IP Trunk Access code, as discussed in “ Assigning
Trunk, Feature, IP Trunk, & Route Access’ on page 5-6, and you
must set the Vol P codecs as discussed in “ Setting Vol P Codecs”
on page 8-11.

About the Location ID Digit Length

Inthe P dialing table, you define the addresses of the remote locations and
set aL ocation 1D Digit Length. The dialing length sets the length of the
L ocation I D, the number you define in the dialing table to identify each
remote location.

The Location ID isused in dialing: the user dialsthe I P trunk access,
followed by thelocation I D to identify the remotelocation, followed by the
remote extension. For example, if the IP trunk accessis 8, the location ID
is 27, and the extension to reach is 837, the user dials 8 27 837.

The Location ID Digit Length can be set to None, 1, 2, or 3—a seemingly
simple choice. However simpleit seems, though, it needs to be given some
thought before it is set. Location IDs are used system wide, and a
coordinated configuration is recommended. It is highly recommended to
use the same length for thelocation ID for all networked Alti Serv systems.
It may also be advantageous to use the same location IDs at all locations.
For example, if the location ID for the Chicago office is 12 when dialed
from both San Francisco and New Y ork, userswho travel will find it easier
to work at multiple locations.

Use Caution Before Changing the Dialing Length

The dialing length can be changed without having to re-install or re-start
AltiWare IP. However, if this number is changed, the location IDs are all
altered—so that it is advisable to keep the original length if it works well.

If you increase the location I D length, the number 0 is added to the front of
thelocation I Ds. For example, if you changethelengthfrom 2to 3, location
IDs 02 and 27 will become 002 and 027 respectively.

If you decrease the number of digitsin thelocation ID, the last digit is
dropped from location IDs. For example, Location ID 240 becomes 24.
There is an exception to this truncation method: if the leading digit is 0, it
is dropped. For example, 048 becomes 48.
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Defining the IP Dialing Table

Toaccessthe P Dialing Tablewindow, select System Configuration... on
the M anagement menu, then click the | P Dialing Table tab.

System Configuration
General | Murnber Plan | Business Hours | Huoliday | Swstem Speed | Call Restriction | Account Code
Call Fieports I Meszaging I #rea Codes  |P Dialing Table | DHIS I Tenants I Distribution List I Logout Reason
Laocation |0 Digit Length |1 vl
IF Dialing T able
Locati...| Location Mame | Server P Addiess | Hemo...l Dialing Scheme | Tuype
1 SportzCenter 206.111.153.156 MHone Ovwerlap [ATGM)
g Corporate 206.111.163.8 Mone Owerlap [ATGM]
4| | ®
add | Edt | Deete |
Ok I Cancel | Apply | Help |

Figure 16. Dialing Table window, System Configuration

Setting the Location ID Digit Length

Set thelength in the L ocation | D Digit L ength drop-down list, noting the
discussion about the length in the previous section.

Defining Remote Locations
To add alocation, click the Add button to open an entry dialog box:
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Defining an IP Diaing Table

1P Dialing Table Entry . |

Location L I
|
|

Location Mame

Server IP Address

Remate Ext Length INone l

Dailing Scheme

Define the attributes for the entry:

Parameter Description

Location ID A unique dialing number to connect to the remote
location. The length of the number is of course the
Location ID Digit Length described in “About the
Location ID Digit Length” on page 5-28.

L ocation Name A descriptive name of up to 15 charactersto identify
the location. This name may be used by Caller ID.

Server |IP Address The remote server’s addressin one of the following
formats:

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

« Fully qualified DNS name (e.g.,
newyork.altigen.com), of up to 64 characters.

This P address format is recommended over DNS
names, sincewith the | P address, the application does
not need to resolve the name.

Remote Ext. Length Thelength of extension digits at the remote |ocation.
Valid entriesare None - 7, with “None” meaning not
specified. Specifying the remote extension length is
optional but highly recommended, since this
information tells the system how long to wait for
another entry before outpulsing (sending the digits).

5-30 AltiWare OE System Installation & Administration Manual



System Configuration

Par ameter Description

Dialing Scheme Overlapping (ATGN) is best used with analog
trunks to allow the terminal to omit part of the digits
required to complete a call while buffering the
remaining digits.

Enbloc, used with digital (ISDN) trunks, allows the
terminal to include all of the digits required to
complete acall.

Configuring DNIS Routing

When anincoming call comesthrough atrunk with DNIS or DID numbers,
the system can route the call to the proper extension, Auto Attendant or
operator based on the DNIS or DID number collected.

Note: DNISsupportsonly incoming T1, PRI, andanalog DID trunks, and
in the case of T1 and PRI DNIS works with incoming trunks that
are not set up astietrunks.

In order to locate an entry in the DNIS table for an incoming call, afull
match is required. If thereis no match in the DNI S routing table set up in
this window, the system tries to match the number based on the DID
number entered in the General page of Extension Configuration (see
“Setting up Extensions’ on page 8-3). If thereis still no match, the system
routes the call according to the In Call Routing page defined in Trunk
Configuration.
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Configuring DNIS Routing

To access DNIS routing, select System Configuration... on the
M anagement menu, then click the DNI Stab.
System Configuration

General I MHumber Plan I Business Hours I Haliday I Sustem Speed I Call Restriction I Account Code
Call Reports I Mezzaging I Area Codes I |P Dialing Tahle  DNIS I Tenarts I Distribution List I Laogout Reason

— Mame
MHumber | Mame |
SE4500 [Tech Support
H808406  JC'z Catfish Farm ] ]
GA08403  Vivien's Hair Salon - whorkdays During Business Hour

5808402  Bo's BBQ Joint

I . .
H808401  Rod's Bicycle 5. Route Incaming Calls to Estension

& Route Incoming Calls to Auta &ttendant |DORR outir =

il

" Raoute Incoming Calls to Operatar

—Workdays Outside Business Hour
& Route Incoming Calls to Extenzion Kl A

© Route Incoming Callz to Auto dttendant

" Route Incoming Callz to Operator

— Non ‘work day:

" Route Incoming Callz to E xtenzsion

i

& Route Incoming Calls to Auta &ttendant |DORR outir =

add Delate | ' Raoute Incaming Calls to Operatar

QK I Cancel | Apply | Help |

Figure17. DNISwindow, System Configuration

Adding and Deleting DNIS Route Entries

To add entriesto the DNISrouting table, click the Add button. Inthedialog
box that appears, typein aDNIS Number and adescriptive DNIS Name,
then click OK.

The number and name entries have the following requirements:

e TheDNISNumber must be devoid of all characters EXCEPT “-”
(hyphen), “*” (asterisk), and the numbers 0-9. For example, 2529876
is an acceptable entry.

e TheDNISNameisdescriptive and optional; it can be used to remind
you about the nature of the number and routing. For example, you
might give the 2529876 number the name, “Tech Support.”

To delete an entry, select it in the DNIS number list, then click Delete.
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Defining the Routing

After adding an entry, you defineit by first selecting it in thelist. When you
select an entry, its name and other defined attributes, if any, appear in the
options at the right of the window. Y ou can edit any of these attributes.

For each number, you can set routing for three distinct time periods defined
inthe Business Hourswindow (see“ Setting BusinessHours’ on page 5-8):

*  During Business Hours
»  Outside Business Hours

*  Non Workdays

Within each of these three time slots, you have the following routing
options for incoming calls:

* Routeto aparticular extension selected in the drop-down list

* Routeto aparticular Auto Attendant number selected in the drop-
down list

* Route to the operator

Using a Tenant Table

If several small businesses or groups want to share an AltiServ system,
specific trunks can be assigned so that each company or group has its own
set of extensionsfor outbound calling. Each business or group can be set up
asatenant in AltiWare, where you use the Tenants window to define the
tenants, their call restrictions and call tracking.

Thetenant | Ds are matched on the one hand to extensions and on the other
hand to trunks, so that extensions are matched to trunks, or, more precisely,
extension tenant IDs are linked to trunk tenant 1Ds. This configuration
eliminates the need to set up separate access codes for each tenant. I nstead,
all extensions can dial the Route Access code for outbound calls.

For information on Route Access, see “Assigning Trunk, Feature, [P
Trunk, & Route Access’ on page 5-6.
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Using a Tenant Table

To access the Tenants window, select System Configuration... on the
M anagement menu, then click the Tenantstab.

System Configuration

General I Murber Plan I Business Hours I Huoliday I Swstem Speed | Call Restriction I Account Code
Call Reports | tezzaging | Area Codes | IP Dialing Table | DHIS  Tenants | Distribution List | Logout Reason

| D | MName ﬂ MNumber | First Hame | Last Mame |
b 106 John Zahn

M T -
<] = B

Add | Edit | Deletel

Ok I Cancel Apply Help

Figure 18. Tenant window, System Configuration

Configuring the Tenant Table

Configuring the tenant table involves first adding entriesto the tenant lit,
then using Extension Configuration and Trunk Configuration to assign
extensions and trunks, respectively, to tenant I1Ds.

To create tenant entries:

1. Inthe Tenant window, click the Add button to open a small Tenant
Configuration dialog box.

2. Inthedialog box, typeinthe Tenant Name and click OK. Then click
the Apply button in the Tenant window. The tenant ID is assigned
automatically and sequentialy.

3. Repeat the above steps for all the tenants you want to add, then click
OK to close the System Configuration window.
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To assign extensions to tenant IDs:

1. Select Extension Configuration... onthe Management menu to open
the Extension Configuration General window.

2. For each extension you want to assign to atenant ID:

a. Inthe Extensionlist, select and highlight the extension you want to
assign to atenant ID. Each extension can be assigned to only one
tenant ID.

b. Select atenant ID in the Tenant drop-down list under Personal
Information, then click Apply.

3. Repeat the previous step for each extension you want to assign. When
you're done, click OK to close the Extension Configuration window.
To assign trunks to tenant IDs:

1. Select Trunk Configuration... onthe M anagement menu to open the
Trunk Configuration General window.

2. For each trunk you want to assign to atenant ID:

a. Inthetrunk list, select and highlight the trunk you want to assign to
atenant ID.

b. Select atenant ID inthe Tenant Selection drop-down list, then
click Apply.

3. Repeat the previous step for each trunk you want to assign. When
you're done, click OK to close the Trunk Configuration window.

Important: When creating Tenant entries for | P extensions, the |P trunk
must have the same Tenant Name assigned asthe | P extension.

Modifying the Tenant Table

To delete a tenant from the tenant window:
Highlight the ID number and click Delete.

If you delete atenant 1D that has been assigned to an extension or to a
trunk, the extension and trunk assignments are reset to N/A (no
assignment).

woalsAs ‘g

0
o
>
=
«Q
c
=
Q
=
o
=}

To edit the tenant name:

Double-click the name in the Tenant window (or select the name and
click Edit), then change the name in the dialog box that appears.
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To change the extension-to-tenant ID assignment:

Open the Extension Configuration General window, as discussed in
the steps on the previous section under “ To assign extensionsto tenant
IDs;,” and use the Tenant drop-down list to change the tenant ID
assigned to any extension.

If atenant ID is already assigned, you must change or remove the
assignment from the old extension before you can assign it to a new
one.

Note: If an extension is assigned to N/A in the Tenant drop-down
list, the extension is able to access al trunks, even though the
trunks have been assigned to tenants.

To change the trunk-to-tenant ID assignment:

Open the Trunk Configuration General window and use the Tenant
Selection drop-down list to change thetenant ID assigned to any trunk.

Note: If atrunk isassigned to N/A in the Tenant Selection drop-
down list, thetrunk isaccessibleto all extensions, even though
there are tenant assignments.

Creating Distribution Lists

The System Distribution Lists provide for forwarding voice mail messages
to multiple recipients defined as list members. To forward a voice mail to
all list members, a user need only enter the two-digit ID instead of entering
numerous individual extensions.

Y ou can create up to 100 distribution lists, each composed of up to 64
extensions. The extension list member can represent another distribution
list.

Note: The system distribution lists discussed here are different from the
extension distribution lists, which are configured through the
phone sets or the AltiView or AltiAgent user applications.

To accesstheDistribution List window, select System Configuration... on
the Management menu, then click the Distribution List tab.
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System Configuration [ ] I

General | Mumber Plan | Business Hours | Huoliday | System Speed | Call Restriction | Account Code |
Call Feports I Meszaging | Area Codes I IP Dialing T able I DMIS I Tenants  Distribution List | Logout Reason

— Sustem Distribution List 10
[ | Nome  [AIEx
Member Mon-Member
Mumber | Mame Mumber | Mame -
399 Bradd Graves 396 Joseph Ceruti
338 Mancy Levine 3 Tracy Jones
397 Jay Lee 3ra Marlise Horst
34 Franklinize - hdd | T “innie Daly
320 Alan Shute 376 Teresa Mohammed  —
9 Joan Maftese 333 Hani &1-Ahidal
a8 Denniz McDermaott 326 Scott Lee

Remove -+

d

« | © K — ;Id
QK I Cancel | Spply | Help |

Figure 19. Distribution List window, System Configuration

Defining a Distribution List

1. IntheDistribution List window, select an ID (0 —99) in the System
Distribution List ID drop-down list.

Thelist name, if any, now appears in the Name box; the members of
thelist are now displayed in the Member box, and other available
extensions are displayed in the Non-M ember box.

2. Togivethelist aname or changethe existing name, type a descriptive
name into the Name box.

3. Toadd amember, select the name(s) in the Non-M ember list and
click the Add button to moveit to the Member list.

To remove amember, select the name(s) in the M ember list and click
the Remove button to move it to the Non-Member list.
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You can select multiple names by using Ctrl-Click.

4. Click Apply to save your changes, or click OK to save and close the
System Configuration window.
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Setting Logout Reason Codes

In aworkgroup environment, logout reason codes allow agents to specify
why they are signing off from the workgroup, and the manager can view
that information. If logout reasons are required, the system requests a
reason at logout from the phone set and from the AltiAgent application.

The Logout Reason window allows you to enable or disable the required
entry of alogout reason, and it providesfor defining up to 20 reason codes.
A logout history can be tracked and stored for future analysis.

To access the Logout Reason window, select System Configuration... on
the Management menu, then click the L ogout Reason tab.

System Configuration

General I MHumber Plan I Buszinezz Hours I Haliday I Spetemn Speed I Call Restriction I Account Eodel
CallHeports' Meszaging | Area Codes' IP Diialing TabIeI DMIS | Tenantsl Distribution List ~ Logout Reason

—'workgroup Logout Reazon Code

1] 11

02

0z
04
05

|
|
|
|
o | 16
|
|
|
|

07
0g
1]
10

¥ Logout reazon code required

0k I Cancel | Apply | Help |

Figure20. Logout Reason window, System Configuration

To require logoff reasons, check the L ogout reason code required check
box. If you don’t want to require reason codes, deselect the check box.

To define reason codes, type the associated reason into the text box next to
the code you want to associate with the reason.
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Board Configuration
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Board attributes and functions are accessible in the Boards window in the
AltiWare desktop.
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[1]TritonAL12EXT-0

[2]TritonT1{PRI-0

[3]TritonVoIlP12PT-1

[4]TritonAL1 2TRKLS-0

[B]TritonAL1 2TRKGSLS-1

Figure1l. Board window

For the board you want to configure, double click the board’ sicon in the
Boar ds window to open the Boar d Configur ation window.

Important: To implement some board configuration changes, you must
shutdown and restart AltiGen Switching Services by first
choosing Shutdown Switching on the Services menu, which
also closes AltiAdmin, and then restarting AltiAdmin.
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Using the Triton Resource Board

The Triton Resource Board is a PCI bus telephony board that provides the
ability for one extension to monitor other extensions (as set up in the
Extension Configuration Monitor List, discussed in “ Setting Up Monitor
Lists’ on page 8-48), and the barge-in ability. The Resource Board requires
no complex configuration; you install it and run it. The Board ID must be
the range of 0 to 15, and each AltiServ system supports a maximum of 2
boards.

Once installed and the system powered up, the board is displayed in the
Board View window on the AltiAdmin desktop, and you can use the
barge-in and silent monitoring features without further board
configuration.

Without the Resource Board installed, supervisorswill hear an error toneif
they try to perform amonitoring or barge-in operation.

Configuring the Quantum Board

Double click the board’ sicon in the Boar ds window to open the Boar d
Configuration window.

r Board Infa

Board Logical D |0 Board Mame IthAMDdUSU-1

r— Channel Mapping List  Spat | rfo

Logical Channel I Phuysical Span IPhysicaI Channell
1]

0 O e ) R D

—-o
LR L R P =]

coocoooooooo
—o

Reset Channel |

Board Configuration | Fiezet Board |

Figure2. Board Configuration window (Quantum Board)
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Use the Board Configuration window for the Quantum board to view the
following attributes:

Q)
Par ameter Description S o
Board Info Board Logical ID: assigned by AltiServ. = E-?
)
Board Name: the type of board installed in the 23

o

)

system and board ID.

Note: For Quantum boards in a Windows 2000
system:

* thephysica board ID 0 is not supported
* thevalid physical board IDs are 1-15

Channel Mapping Logical Channel, Physical Span, and Physical
List Channel for the entire board.

To reset the channel, select the channel to reset and
click the Reset Channel button, then click OK.

Note: Depending on whether the channel isalineor
atrunk line, double clicking achannel in this
window invokes either a Line Properties
window (see “Quantum Line Properties’ on
page 8-15, or a Trunk Line Properties
window (see“Quantum Trunk Properties’ on

page 7-6).
Span Info Not available for Quantum boards.

Board Configuration ~ Opensadiagnostic dialog box.

Quantum Board Config |

Quantum Board Diagnosi
"Debug String

DSP Dump Iemary Dump |

ok

Figure3. Quantum Board Debug

Y ou can send a debug string to the board, or you can
do a DSP Dump, Memory Dump, or FMI1C Dump.
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Configuring the Triton Analog Extension Board

Parameter Description

Reset Board Resets the board, after you confirm by accepting a
warning that resetting a board will disconnect all
callsin progress on that board.

Important: Be sureto inform all users before
resetting a board.

Configuring the Triton Analog Extension Board

Double click the board’ s icon in the Boar ds window to open the Boar d
Configuration window.

Board Configuration x|
r~Board Info
Board Logical [T |1 Board Mame ITritonALT 2ExT-0
r— Channel M apping List  Span nfa;
Logical Channel | Physical Span | Physical Channall
0 1] 0
1 il 1
2 1] 2
3 1] 3
4 1] 4
5 1] 5
B il E
7 1] 7
g 1] ]
9 1] 9
10 1] 1o
il 1] A
FReset Channel
EBoard Configuration | Reset Board |

Figure4. Board Configuration window (Triton Analog)

Use the Board Configuration window to view the following attributes:

Parameter Description

Board Info Board Logical I1D: assigned by AltiServ

Board Name: the type of board installed in the
system and board ID.

Note: Thisisinformationa only and cannot be
edited.
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Par ameter Description
Channel Mapping Shows the board L ogical Channel, Physical Span,
List and Physical Channel.

To reinitialize channels, select the channel to reset
and click the Reset Channel button, then click OK.
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Note: Thisisinformationa only and cannot be
edited.
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Note: Double clicking a channel in this window
invokes a channel configuration window.
Refer to the Line Properties button in
Extension Configuration. See “ Setting the
Line Properties’ on page 8-14.

Span Info Not available for Triton Analog Extension boards.
Board Configuration Displays the board' s serial nhumber.

Reset Board Resets the board, after you confirm by accepting a
warning that resetting a board will disconnect all
callsin progress on that board.

Important: Besureto inform all users before
resetting a board.

Configuring the Triton Analog Trunk LS/GS and
LS Boards

The Triton Analog Trunk board is along form factor PCI telephony card
that supports 12 trunks, and is available in two models; loop start/ground
start (LS/GS) and loop start (L S). Both models have the same features
regarding LS. The LS/GS board is required when ground start trunks may
be required.
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Configuring the Triton Analog Trunk LS/GS and LS Boards

Doubleclick theboard’' siconin the Boar dswindow (see Figure 1) to open
the Boar d Configuration window.

Board Configuration [ ]
[~ Board Info
Board Logical ID Board Mame ITN(DnALT 2TRE-1
—Channel Mapping List et ie)

Logical Channel | Physical Span | Fhysical Channel I
o

S @me s s L O
——mC@mu o EwR -

~=
cococoocooooo

0
1

Feset Channel
Board Configuration | ResetBoard |

Figure5. Board Configuration window (Triton Analog Trunk)

The Board Configuration window contains the following attributes:

Parameter Description

Board Info Group Board Logical I1D: assigned by AltiServ.

Board Name: the type of board installed in the
system and board ID.

Note: Thisisinformational only and cannot be

edited.
Channd Mapping Shows the board L ogical Channel, Physical Span,
List Group and Physical Channel.

To reinitialize channels, select the channel to reset
and click the Reset Channd button, then click OK.

Note: Thisisinformationa only and cannot be
edited.

Note: Double clicking achannel in this window
invokesachannel configurationwindow. See
“Triton Anaog Trunk Properties’ on page 7-
9.

Span Info Not available for Triton Analog Trunk LS/GS and
LS boards.
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Par ameter Description
Board Configuration Displays the board' s serial number.

Reset Board Resets the board, after you confirm resetting by
accepting awarning.
Important: Resetting a board will disconnect all
calsin progresson that board! Be sure

to inform all users before resetting a
board.

Configuring the Triton VolP Board

Voice over IP for AltiWare OE

VolPfor AltiWare OE runs on an H.323 platform that allowsvoicecallsto
be made through an IP network. It includes an integrated Vol P gateway to
convert voice callsinto IP packets and transmit them through the IP
network. It also has the capability of networking multiple AltiServsinto a
virtual PBX network. Thisenables callsto be made through the I P network,
which alows for significant savingsin toll charges.

Triton VolP Board

The Triton Vol P board is used to provide voice processing resources for
AltiWare OE, similar to the way Quantum telephony boards are used for
analog trunks and extension lines. Unlike the Quantum telephony boards,
however, only IP trunks are provided on the Triton Vol P board. AltiWare
Vol P uses DSP engines residing on the Triton Vol P board to perform the
voice processing functions needed for H.323 devices. Quantum and Triton
boards are connected via MV 1P connectors.

The Triton Vol P board is available as a 12-port and 30-port board.

Important: Triton 30-port Vol P boards are recommended for use with IP
extensions only or for tie-trunk configurations to other 30-port
Vol P boards. Additionally, to prevent users from directly
accessing the 30-port boards—which use the G.711 codec
only—for callsto AltiWare servers or other |P gateways that
may require the G.723 codec, it is recommended that the trunk
access code is set to “None” for trunks on 30-port | P boards.
(See " Setting General Trunk Attributes” on page 7-3 for more
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Configuring the Triton Vol P Board

detail on setting access codes.) If you still want usersto have
accessto thistrunk for outgoing calls, you can set it up through
Outcall Routing (see Chapter 9, Out Call Routing
Configuration).

Features

The following features are automatically enabled during AltiWare OE
installation.

PCI Plug and Play

Triton Vol P boards fit into standard PCI dots. Once installed, it is
recognized by AltiWare OE and appears on the Boards window of
AltiWare Administrator.

Device Driver

A kernel modedevicedriver isimplemented for the Triton Vol Pboard. The
device driver provides access to resources on the Triton Vol P board to
applications.

Port Specifications

See Chapter 2, System Limitations, for limitations on configuring Triton
Vol P boards and ports.

Network Configuration Guidelines for VoIP

Real -time appli cations such as voice communi cations require anetworking
environment that meets certain requirements to deliver and maintain good
voice quality. The following network configuration guidelines are highly
recommended when using AltiWare' s Vol P features. | SP/Intranet Quality
of Service (QoS)

» If you subscribe to the public IP network or use your own Intranet,
make sure the maximum network delay is less than 150 milliseconds.

* Also, the typical packet loss rate should be less than 5 percent.

WAN Bandwidth

* If you are running G.723.1 compression, you should reserve 17 kbps
WAN link bandwidth for each channel.
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Y ou should reserve aminimum of 75 kbps WAN link bandwidth for
each IP G.711 channel.

When a small data application (e.g. one FTP transfer session) is
running across the same WAN as AltiWare I P, make sure bandwidth
isreserved for datatraffic. An example would be, if you have 64 kbps
WAN link, you can run one G.723.1 session concurrently with one
FTPfiletransfer session, provided that the router fragments each TCP
packet to 500 bytes.

The Jitter Buffer should be adjusted according to the bandwidth
allocated to data traffic. For example, along Ethernet packet
(approximately 1500 bytes) traversing through aWAN which is
allocated with 256 kbps of data traffic bandwidth will take about 50
milliseconds. The Jitter Buffer value should be set to this WAN link
transmission delay plusthetypical network jitter delay. Refer to Vol P
Trunk Configuration for more information on how to configure the
Jitter Buffer.

preog ‘9

0O
o
>
—=h
«Q
c
=
Q
=
o
jm}

If you have heavier data applications running concurrently, the
bandwidth reserved for data traffic should be increased.

If your router supports multilink or TCP fragmentation, configure your
WAN router to user smaller packet sizes, e.g. 500 bytes.

WAN Router Configuration

The router which connects your LAN and the WAN should support
priority queuing.

Configuretherouter so that the | P/UDP packets being sent to and from
an |P station have higher priority than the packets generated by other
stations on the same network. Please consult your router manufacturer
for more information on setting up this configuration.

Firewall Configuration

Please note the following very important guidelineswhen working with a
firewall on your network:

If afirewall is used to protect your network access security,
reconfigure the firewall (as described in “Firewall Considerations” on
page 6-23) to open up TCP and UDP portsto the IP system’s P
address. Thisallows IP’svoice and H.323 packets to pass through the
firewall freely. If the firewall supports H.323 protocol, configure the
firewall using H.323 instead of opening up the specific ports.
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»  Ensurethat the rulesto permit IP's H.323 traffic are at the beginning
of your access filter list. Thiswill minimize the delay of latency-
sensitive voice packets. Thisis ESPECIALLY important with long
access lists and/or slow routers.

Network Using NAT

If you plan to connect to your Alti Serv system viathe I nternet and your
router or Internet access provider is using Network Address
Trandation (NAT), please note that most NAT implementations DO
NOT support H.323.

* You are probably using NAT if both of the following conditions

apply:

— Your AltiServ server's | P address matches any of the following
numbers (where x is any number from 0-255):
e 10.X.X.X
e 172.16.X.X t0 172.32.X.X
* 192.168.X.X

— You are able to connect to the Internet directly WITHOUT
using a proxy server.

» Contact your router/firewall vendor to obtain a software update for
your networking equipment, or obtain routable address space from
your Internet provider. If you are unsure whether or not you are
using NAT, contact your router/firewall vendor or Internet
provider.

Network Configuration Guidelines for the Alti-IP 600

The following guidelines (specific to the Alti-1P 600 Phone) should be
taken into consideration as a precursor to configuring your network for use
with NAT (see Network Configuration Guidelines below).

» DHCPisrecommended to reduce the risks for duplicating IP
addresses. AltiServ provides seamless support for AltiGen | P Phones
using dynamic IP addresses. Select Dynamic |P address for IP
Extensionsin AltiAdmin.

» A switchisrecommended at the corporate network, rather than a hub,
for IP phone connection. This can reduce packet loss ratio.
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» |f there are not enough I P addresses in the corporate network, refer to
“Private and Public Network Configuration (AltiWare with Both
Private and Public IP Addresses)” on page 6-18. If DHCPisused in
thisconfiguration, the administrator will need to perform thefollowing
for the Alti-1P 600:

1. Configurethe DHCP server to assign a private network |P address
for each phone based on the phone’s MA C address (printed on the
label on the bottom of the IP Phone.

2. Private |P address needs to be added to AltiServ and TFTP server
aswell.
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3. Launch an AltiGatekeeper with private IP address and point to
AltiWare s private |P address.

Configuration Guidelines for NAT

Note: Thissection only appliesto Alti- P 600 phones or NetMeeting
integrated with AltiView. For third party |P Phones, refer to
AltiGen's NAT Application Note.

The following section discusses the use of NAT (Network Address
Trangdlation) with Altiware I Pfunctionality. Configurationsand limitations
for using NAT are addressed, and network diagrams explain the topology
of these configurations. The first 3 examples involve AltiWare
configurationsfor remote | P phoneswith apublic | P address, with aprivate
I P address behind NAT, and with both private and public | P addresses,
respectively. The last example involves configuration for a remote branch
office environment where multiple I P phones require connection to
AltiWare.

Notes:

*  WhenAltiWareand thelocal |P phoneboth useapublic IPaddressand
aremote | P phoneis behind NAT, it is recommended that you use the
NAT configurations as described in “Public Network Configuration
(Altiware with Public IP Address)” on page 6-14.

*  When AltiWare and local 1P phones use private | P address behind
NAT, it is recommended that you use the NAT configurations as
described in “Private Network Configuration (AltiWare with private
I P address and behind NAT)” on page 6-16.
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Whenapublic IP addressisused in the corporate network and thereis
insufficient public | P address space for the IP phones, it is
recommended that you use the NAT configurations as described in
“Private and Public Network Configuration (AltiWare with Both
Private and Public IP Addresses)” on page 6-18.

*  When the remote offices have more than 1 (one) IP phone behind
NAT, it is recommended that you use the VPN configurations as
described in “VPN Network Configuration (Connecting to AltiWare
with VPN)” on page 6-20. Y ou may also apply this configuration in
conjunction with the first 3 examples.

e For singleremote IP phones, it isrecommended that you usethe NAT
configurations as described in the first 3 examples.

IP Phone Configuration

When configuring the I P phone, you should specify the server’ s P address,
referred to as AWIP “AltiWare’ s IP address.” To configure AWIP for
AltiGen IP phone, pleaserefer to “ AltiGen | P Phone Quick Reference” and
edit the AW Ser ver setting at the SYSTEMmenu. For NetMeeting
integrated with AltiView, the AWIP isthe AltiView’slogin server IP
address.

H.323 NAT

The NAT router must support H.323. The router should know the H.323
protocol and be able to translate the private | P address into a public IP
addressin H.323 packets. Normally, you should configure the router to
forward al the H.323 traffic to a specified IP address of H.323 endpoint
behind the NAT. This H.323 endpoint can be one of AltiWare's or the IP
phone. (The | P address of this H.323 endpoint is referred to as H323FWIP
- "H.323 Forward | P address.")

Private IP address

Only the private IP addressis used in private network - the public router
will not route the packet that hasa private | P address asits destination. (All
I P addresses beginning with 192.168.x.x are referred to as private |IP
addresses.)
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Remote IP Phone Connecting Through DSL or Cable Modem

192.168.2.3
Deskhop
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192.1658.2.4
Laptop

63,224,323
192.165.2.1
Rouber/MAT

192.168.2.100

DSLCable Modem 1P Phore

Figure6. Home Network with DS_/Cable Modem

Figure 1 showsatypical homenetwork layout with DSL/cable modem with
an IP phone and PCs. A router that supports H.323 over NAT isrequired
between the DSL/Cable Modem and IP phone and PCs, if the DSL/Cable
Modem does not support H.323 over NAT. If thisrouter provides multiple
10/100 BaseT ports for devices behind NAT, the IP phone and PCs plug
into these ports. Otherwise, a hub or switch is necessary to connect this
router, |P phone and PCs.

In the case where the DSL/Cable Modem supports H.323 over NAT, the
router and the DSL/Cable Modem can be converged into a single system.
Pleaserefer to“ Setup” on page 6-14 for detailed configuration of | P phones
and routers.
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Public Network Configuration (AltiWare with Public IP
Address)

|

a0 Switch

aphore

i =]
169,254,100,100 | 169.254.101,101 i E
1R Phone 1 1P Phone 2 :
169.264.101.2 i 202,101,54 61 :
lkiiare . TP Phare 4 s

169,284 4,101
169.254.101.1
Router 1
Firevuall

192,168 2.100
IP Phore 3

19216821
Rodter2
FirewsllMAT

Figure7. AltiWarewith Public IP Address

Figure 2 shows anetwork layout inwhich AltiWareisinstalled and running
on ahost with public IP address 169.254.101.2. The local IP phones, IP
Phone 1 and IP Phone 2, use public IP addresses 169.254.101.100 and
169.254.101.101, respectively. There are two remote | P phones. |P Phone
3 with private IP address 192.168.2.100 connects to the Internet via the
Router 2, which must al so support H.323 NAT. Router 2 can also sit behind
aDSL/Cable Modem. Another remote IP phone, IP Phone 4, with public IP
address 202.101.54.61, connectsto the Internet directly.

Setup
The following components should be configured:
For the corporate L AN:

o AltiWare
The public 1P address of Router 2 should be configured asthe IP
address of this IP extension in AltiWare for IP Phone 3. If it is
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changed dynamically, then assign dynamic | P address
configuration for that extension.

* |PPhonelandIP Phone?2 9
When configuring the local 1P phones, IP Phone 1 and |P Phone 2, B3 g
you should set up the AWIP to AltiWare's |P address, which is €5
169.254.101.2. S5

* Router 1 S

Router 1 isanormal router and the firewall is optional. Itis
recommended that the user install afirewall for security reasons.
However, you should configure the firewall to allow the H.323
traffic to reach AltiWare. For firewall considerations, refer to
“Firewall Considerations’ on page 6-23.

For the Remote | P phone by using NAT:

* IPPhone3
When configuring remote | P Phone 3, you should set up the AWIP
to AltiWare's | P address, which is 169.254.101.2. Note that only
one (1) 1P phone can be behind the NAT and connect to the
AltiWare through the H.323 NAT.

* Router 2
Router 2 isarouter supporting H.323 NAT with the remote IP
phone connected. Y ou need to set up the H.323FWIPfor thisH.323
NAT to the private |P address of |P Phone 3, which is
192.168.2.100. For information on how to set up the H.323 traffic
forwarding for H.323 NAT, please refer to “ Setting up H.323
Traffic Forwarding for H.323 NAT” on page 6-24.

For the Remote | P Phone Directly on Internet:

* IPPhone4
When remotely configuring | P Phone 4, you should set up the
AWIPto AltiWare's IP address, which is 169.254.101.2.

For an H.323 | P Call from Another AltiWare on Internet:

Another AltiWare can make aH.323 IP call to this AltiWare by calling the
IP address 169.254.101.2.

AltiWare OE System Installation & Administration Manual ~ 6-15



Configuring the Triton Vol P Board

Private Network Configuration (AltiWare with private IP
address and behind NAT)

132,168,1.101
IPPhone 2

192.165.1,100
TP Phone 1

22|
202 015461

190.168.1.2
TP Fhone 4

Aliltlare

1632545k 169
192.168.1.1
Router 1

Firewall AT |

E
1 kszam |
15746821
| Router 2 FFhone 3

Figure8. AltiWare behind NAT

Figure 3 shows a private network - 192.168.1.0, where the AltiWare is
installed and running on a host with a private | P address 192.168.1.2.

Router 1isaH.323 NAT router. Thelocal |P phones, IP Phone 1 and IP
Phone 2, use the private | P addresses 192.168.1.100 and 192.168.1.101,
respectively. There are two remote | P phones; IP Phone 3 with aprivate IP
address 192.168.2.100 connects to the Internet via Router 2, which must
also support H.323 NAT. Router 2 can also sit behind a DSL/Cable
Modem. Another remote IP phone, | P Phone 4, with a public | P address
202.101.54.61, connects to the Internet directly.

Setup

For the Corporate LAN:

» AltiWare
The public IP address of Router 2 should be configured asthe IP
address of this IP extension in AltiWare for IP Phone 3. If it is
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changed dynamically, then assign dynamic | P address
configuration for that extension.

* |PPhonelandIP Phone?2
When configuring local IP Phone 1 and | P Phone 2, you should set
up the AWIP to AltiWare's |P address 192.168.1.2.

* Router 1
Router 1isalso aH.323 NAT. You need to set up the H.323FWIP
for thisH.323 NAT to the private IP address of AltiWare
192.168.1.2. For information on how to set up the H.323 traffic
forwarding for H.323 NAT, please refer to “ Setting up H.323
Traffic Forwarding for H.323 NAT” on page 6-24.

For the Remote | P Phone Using NAT:

* IPPhone3
When configuring remote | P Phone 3, you should set up the AWIP
to Router 1's public I P address, which is 169.254.56.169. Note that
only ONE (1) IP phone can be behind the NAT and connect to the
AltiWare through the H.323 NAT.

* Router 2
Router 2 is arouter supporting H.323 NAT with the remote IP
phone connected. Y ou need to set up the H.323FWIPfor thisH.323
NAT to the private |P address of |P Phone 3, which is
192.168.2.100. For information on how to set up the H.323 traffic
forwarding for H.323 NAT, please refer to “ Setting up H.323
Traffic Forwarding for H.323 NAT” on page 6-24

For the Remote | P Phone Directly on Internet:

* |PPhone4
When configuring remote | P Phone 4, you should set up the AWIP
to Router 1's public P address, which is 169.254.56.1609.

For an H323 | P Call from Another AltiWare on Internet:

Another AltiWare can make an H.323 IP call to this AltiWare by calling
Router 1's public IP address, which is 169.254.56.169.
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Private and Public Network Configuration (AltiWare with Both
Private and Public IP Addresses)

(Supported in Release OE 4.5 and higher)

192, 162.1, 100 169.254.101.100
TPFhone 1 IPPhane 2

2021015461
TP Fhone 4

169.254.1012
1926812
Arilare

169,544,101 |
169.254.101.1

Reuter 1

Frrevall |

1w gz |
| So.168.24 2 12 0

Fouter 2
Fireswall AT |

Figure9. AltiWare on Multi-Homed Host

Inthe case of insufficient public | Paddressesfor local |P phones, |P phones
can be located in a private network. With private | P addresses assigned,
when assigning two | P addresses (one public and one private) to AltiWare,
H.323 NAT is not required in the local network.

Figure 4 shows this network layout, where the AltiWare isinstalled and
running on a multi-homed host with private IP address 192.168.1.2 and
public IP address 169.254.101.2.

IP Phone 1 uses the private | P address 192.168.1.100 and | P Phone 2 uses
the public | P address 169.254.101.100. There are two remote | P phones. |P
Phone 3 with private | P address 192.168.2.100 connectsto the Internet via
the Router 2, which must also support H.323 NAT. Router 2 can also sit
behind a DSL/Cable Modem. Another remote | P phone one, IP Phone 4,
with a public IP address 202.101.54.61, connects to the Internet directly.
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Setup
For the Corporate L AN:

o AltiWare
The public IP address of Router 2 should be configured as the IP
address of thisIP extension in AltiWare for IP Phone 3. If itis
changed dynamically, then assign dynamic | P address
configuration for that extension.
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Important: |If there are two network cards on this multi-homed host, when
configuring the network cards, you should only set the default
gateway for the public interface network card. PLEASE
LEAVE THE DEFAULT GATEWAY FOR PRIVATE
INTERFACE NETWORK CARD EMPTY.

* IPPhonel
When configuring the local 1P phone with private | P address, IP
Phone 1, you should set up the AWIP to AltiWare's private | P
address, whichis 192.168.1.2.

* IPPhone2
When configuring the local 1P phone with public IP address, IP
Phone 2, you should set up AWIP to AltiWare's public | P address,
which is 169.254.101.2.

* Router 1
Router 1 isanormal router and the firewall is optional. It is
recommended that the user install afirewall for security reasons.
However, you should configure the firewall to allow the H.323
traffic to reach AltiWare. For firewall considerations, refer to
“Firewall Considerations’ on page 6-23.

For the Remote | P Phone Using NAT:

* IPPhone3
When configuring remote | P phone 3, you should set up the AWIP
to AltiWare's public I P address, which is 169.254.101.2. Note that
only one (1) IP phone can be behind the NAT and connect to the
AltiWare through the H.323 NAT.

* Router 2
Router 2 is arouter supporting H.323 NAT with the remote IP
phone connected. Y ou need to set up the H.323FWIPfor thisH.323
NAT to the private | P address of |P Phone 3 192.168.2.100. For
information on how to set up the H.323 traffic forwarding for H323
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NAT, please refer to “ Setting up H.323 Traffic Forwarding for
H.323 NAT” on page 6-24.

For the Remote | P Phone Directly on I nternet:

* IPPhone4
When configuring remote | P Phone 4, you should set up the AWIP
to AltiWare's public I P address, which is 169.254.101.2.

For an H.323 I P Call from Another AltiWare on Internet
Another AltiWare can makean H.323 P call tothisAltiWareby calling the
AltiWare's public IP address, which is 169.254.101.2.

VPN Network Configuration (Connecting to AltiWare with
VPN)

182.1681.100 1621631401
I Prome 1 IPPrne 2

19218012
AN

192.163.11
o 1

Feeral PR

192.1632.101 192.163.2.102

IF Prane4 IP Phome 5

Figure 10. Altiwarewith VPN

In asmall branch office, there are more than one | P phones with private |IP
addresses that require connection to AltiWare. Dueto fact that H.323NAT
only allowsonelP phone behindit, aVPN solution can be used to meet this
requirement.
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Figure 5 shows a network layout in which there are two private networks,
the corporate LAN and branch office LAN. The VPN tunnel connects the
two private networks such that the two networks access each other with a
private |P address.

In the corporate network, AltiWare and AltiGatekeeper are installed and
running on a host with private | P address 192.168.1.2. This gatekeeper
redirects requests from local |P phones and from remote IP phones through
VPN.

Both Router 1 and Router 2 are VPN-capable and compatible with each
other. (Itisrecommended that the routers comefrom samevendor.) A VPN
tunnel exists between these two routers. The local P phones, |P Phone 1
and IP Phone 2, directly connect to the corporate network with private IP
address 192.168.1.100 and 192.168.1.101. And the three remote | P phones,
IP Phone 3, IP Phone 4 and | P Phone 5, connect to the branch office
network with private | P addresses 192.168.2.100, 192.168.2.101 and
192.168.2.102, respectively.
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Setup
For the Corporate L AN:

o AltiWare
AltiWareisinstalled and running at same host with private |IP
address 192.168.1.2.

* |PPhonelandIP Phone?2
When configuring thelocal 1P Phone 1 and IP Phone 2, you should
set up the AWIP to AltiWare's I P address, which is 192.168.1.2.

For the Branch office LAN:

* |PPhone3, IP Phone4 and | P Phone5
When configuring the remote IP phones, |P Phone 3, IP Phone 4
and IP Phone 5, you should set up the AWIP to AltiWare's IP
address, whichis 192.168.1.2.

For the VPN Tunnel between the Two Private Networks:

You must set up aVPN tunnel to connect the two private networks. The
VPN setup procedure may be complicated and is generally performed by a
professional IT technician.

Thefollowing minimum guidelines need to be considered for setting up the
VPN tunnel:
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* WAN Bandwidth - should be greater than the aggregate of
maximum Vol P session bandwidth usage. Each G.711 codec
requires 17 Kbps and each G.723.1 codec requires 85 Kbps.

* QoS- if theIPWAN network provides QoS (Quality of Service), it
should be configured to honor Vol P RTP packet transmission.

An easy example for aVPN resolution iswith the Linksys EtherFast VPN

router!. Router 1 and Route 2 are routers supporting VPN. When
configuring these VPN routers, the following information is needed. (Also,
please refer to the Router's User Guide for more detailed information.)

Router 1's Setting

Local Secure Group: Subnet IP: Subnet Mask:
(specifies the local network 192.168.1.0 255.255.255.0
which can access the VPN tun- (Corporate Network)
nel at the corporate network)
Remote Secure Group: Subnet IP: Subnet Mask:
(specifies the remote network 192.168.2.0 255.255.255.0
which can access the VPN tun- (Branch Office Net-
nel at the branch office net- work)
work)
Remote Security Gateway: 63.224.32.34
(specifiesthe public IP address (Router 2's public IP
of the remote gateway which Address
can access the VPN tunnel at
the branch office)
Router 2's Setting
Router 2's public IP address should be afixed IP address.
Local Secure Group: Subnet IP: Subnet Mask:
(specifiesthe local private network in 192.168.2.0 255.255.255.0
the branch office, which can access (Branch Office Net-
the corporate network through VPN) work)
Remote Secure Group: Subnet | P: Subnet Mask:
(specifies the corporate network, 192.168.1.0 255.255.255.0
which can be accessed by stationsin (Corporate Network)

thislocal private network through the
VPN tunnel)

ILi nksysis for reference only. AltiGen has not certified this product or any other

router at thistime.
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Remote Security Gateway: 169.254.56.159
(specifies the public IP address of the (Router 1's public IP
corporate VPN-enabled gateway) Address

Firewall Considerations

If you are using afirewall in the AltiWare OE 4.5 environment, the
following are the network ports used:
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Client Server TCP UDP
AltiAdmin? AltiWare DCOM 135 135
AltiConsole AltiLink + 10025
AltiControl AltiLink+ 10025
AltiReach AltiLink 10015
AltiView/AltiAgent | AltiLink+ 10025

VM Service 10028
Supervisor AltiLink+ 10025
Internal/External CDR | 10027
Logger
CDRSearch AltiLink+ 10025
Internal/External CDR | 10027
Logger
TAPI Client TAPI Gateway 10026
AltiGen IP Phone AltiGen | P Phone Service| 10032
Gatekeeper 1718, 1719
VolPH.323/H.225 |VolPH.323/H.225 1720
VolP Message VolP Message Waiting | 49151
Waiting (Quicknet IP
ext only)
VolP H.245 VolP H.245 From 49152
to NP
VolPRTP VolP RTP
VolP ATPS VolP ATPS 10032
Web Client AltiLink+ 10025
NetMeeting Chat 1720
plusV ol Pportsdescribed
above
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Client Ser ver TCP UDP
Polycom Between
2222-2242
and 1718/
1719

a. Itisrecommended that thisbe run only in an intranet.
b. N=49152+ (62* number of boards)-1

Setting up H.323 Traffic Forwarding for H.323 NAT

When you configure the H.323 NAT router, it can forward the I P traffic to
a specified private | P address based on the destination port in the TCP/IP
or UDP packets. When an H.323 endpoint is behind the H.323 NAT, you
should set up the forwarding to a private | P address of this H323 endpoint.

If this H.323 endpoint is AltiWare, the NAT router must be configured to
forward the following ports to the H.323 endpoint's private P address:

TCP UbP Description
10032 1718 for phone service
1720 for H.225
49152~N2 for H.245 and RTP/RTCP
a N=49152 + (62 * number of VoIP boards) - 1

If this H.323 endpoint is an AltiGen |P Phone, the NAT router must be
configured to forward the following ports to the H.323 endpoint's private
IP address:

TCP UDP Description
1720 for H.225
30040 ~ 30042 for H.245
30000 ~ 30001 for RTP/RTCP
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If thisH.323 endpoint is NetM eeting integrated with AltiView, you need to
set al unknown TCP/UDP ports to be forwarded to the |P phone's private
IP address. Thisis usually referred to as DMZ port forwarding in most
NAT routers.
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Setting Up an AltiWare-to-AltiWare IP Network

Two or more AltiWare systems can be networked together to provide
extension-to-extension connections via I P trunk calls. Users may dial a
remote AltiWare's auto attendant or direct dial to an extension, without
having to dia out through the PSTN. A diagram illustrating a multiple
AltiWare-to-AltiWare connectionisprovided below and isreferredto asan
exampl e throughout the configuration instructions below.
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Figure11. AltiServ-to-AltiServ Connection

Follow the steps below to configure I Ptrunksfor an AltiWare-to-AltiWare
tie-trunk line connection:

1. Confirm that the correct number of Triton Vol P boards are installed
and connected by checking the Boar ds window on the Main Window
of AltiWare Administrator. Refer to “Boards View Window” on page
4-5 for more details about this window.

2. Assign the IP trunk access code on the Number Plan tab window of
System Configuration. See “1P Trunk Access’ on page 5-7.
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3. Configure general trunk parameters on the General tab window of
Trunk Configuration. See “ Setting General Trunk Attributes’ on

page 7-3.

4. Configurethedialing plan for connection to remote AltiWare systems
on the I P Dialing Table tab window of System Configuration. Set
the Number of Dialed Digitsto “None.” Refer to “ Defining the IP
Dialing Table” on page 5-29.

5. Setthe Vol P codecs so that servers use the same codec. See “ Setting
VolP Codecs’ on page 8-11.

6. Repeat steps1through5for al local and remote AltiWare systemsthat
are to be networked viatie-trunk line connection.

This completes the AltiWare-to-AltiWare network connection. Y our
organization isnow ready to make and receive P trunk callsthrough public
or private IP networks.

Note: Extension users should refer to the AltiView and AltiServ User
Guide for instructions on how to dial aremote AltiServ. Also, be
sure to distribute the Remote L ocations Dialing Chart with your
organization’s unique dialing plan. This chart isavailable in the
AltiView and AltiServ User Guide.

Board Installation

Doubleclick theboard’' siconin the Boar dswindow (see Figure 1) to open
the Boar d Configuration window.
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r~Board Info

Board Logical I |3 Board Mame ITIilonVDIP4PT-1

r— Chanrel Mapping List  Span Infa:

Logical Channel | Physical Span |F‘hysica| Channe\l
0 0 1}

1 0 1
2 0 2
3 ] 3

Reset Channel

EBoard Configuration | Reset Board |

Figure12. Board Configuration window (ol P Board)

TheBoard Configuration window for the Triton Vol P board displays the
same options as the Quantum board, which are discussed in “ Configuring
the Quantum Board” on page 6-2.

The Board Configuration button invokesthe Triton Vol P Trunk
Properties window, which displays the board serial number and displays
line settings. Refer to “ Triton Vol P Trunk Configuration” on page 7-13 for
more detail.

Troubleshooting—Common Symptoms and Solutions

Thefollowing are some of the most common problems you may encounter
and allist of stepsto troubleshoot and resolve these problems.

Poor Voice Quality
When voice quality is poor, try the following:

1. Perform alLoop-Back Test. Call yourself by dialing out and dialing
back into yourself. If you don’'t have any problems performing this
test, the problem ismost likely in the network or at the remote site.

2. Check Traffic Between AltiWare | P Stations. Open the | P Trunk
Current Traffic Statisticswindow andthe AltiWare| P Cumulative
Traffic Statisticswindow in AltiWare Administrator or AltiAdmin to
view network traffic.
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3. Check the RTP and RTCP Settings. Make sure UDP port numbers
49152-49199 are not assigned to other applications. RTP/RTCP isthe
acronym for Real-Time Transport (Control) Protocol, a transport
protocol for real-time applications used to transport packetized voice
packets over the IP network.

4. Check Network Configurations. Follow all network configuration
guidelines provided under “Network Configuration Guidelines for
VolP” on page 6-8. Make sure the router, WAN bandwidth, and Jitter
Buffer are configured properly.

Cannot Make a Connection

1. Check Network Connectivity using “ping.”

2. Check Network Firewall Settings. See “Network Configuration
Guidelinesfor VolP’ on page 6-8 for more details.

Check IP Address of Destination System

Check the RTP and RTCP Settings. Make sure UDP port numbers
49152-49199 are not assigned to other applications. RTP/RTCPisthe
acronym for Real-Time Transport (Control) Protocol, a transport
protocol for real-time applications used to transport packetized voice
packets over the I P network.

5. Check the AltiWare P Dialing Tablefor Dialed Digits Length.
Refer to “Defining an 1P Dialing Table” on page 5-27.

6. Check if Called Extension isa Workgroup or has Multiple Call
Waiting Enabled. When the called party isaworkgroup pilot number
or has Multiple Call Waiting enabled, the caller is placed on hold and
hears ringback or music.

IP Trunk Does Not Appear in Trunk View

When an IP trunk doesn’t appear in the Trunk View, there aretwo possible

Causes:

1. DeviceDriver isNot Running - check the device driver. Make sure
it'sinstalled and working properly.

Windows NT 4.0 does not support Plug and Play. Therefore, the PnP
ISA Enable Driver (PNPISA.SYS) must beinstalled if it is not
installed already. Refer to the Microsoft Web site for installation
instructions.
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2. Triton VolP Board is Not Installed Properly - Refer to the Quick
Installation Guide for more details on proper installation of the Triton
VolP board.

Configuring the Triton T1/PRI Board

Through AltiAdmin, the Triton TL/PRI board can be configured for either
digital T1 or PRI (Primary Rate Interface).

Both T1 and PRI carry 24 pulse code modulation (PCM) signals using
time-division multiplexing (TDM) at an overall rate of 1.544 Mbps. Voice
T1 provides twenty-four 64K channels with robbed bit signaing. PRI
provides twenty-three 64K channels, using one 64K channel for D channel
messaging.

The Triton TL/PRI board is used to provide voice processing resources for
AltiWare OE, similar to the way Quantum telephony boards are used for
anal og trunks and extension lines. AltiWare OE uses DSP enginesresiding
on the Triton T1/PRI board to perform the voice processing functions
needed for either T1 or PRI service. Quantum and Triton boards are
connected via MV | P connectors.

For information on how to install Triton T1/PRI boards, refer to the Quick
I nstallation Guide provided with every board package.
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Important: Configuration for Triton T1/EX/PRI boards can only be done at
the local system. These boards cannot be configured by a
remote AltiAdmin.

Service Parameters for T1

To subscribe to T1 service, certain parameters are required to establish
service. The information provided below identifies the recommended and
supported parameters for T1 service.

T1 Service Request Information

When ordering T1 service, provide the following service request
information:

Equipment Information
Product Manufacturer - AltiGen Communications, Inc.
Product Name - AltiServ PBX Phone System
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CSU/DSU - ADTRAN T1 ACE (recommended) or other CSU/DSU

Technical Information for T1 with Voice
Signaling Protocol:

e E&M Wink Start (recommended)

* E&M Immediate Start

» Ground Start

» Loop Start (not recommended)
Trunk Type:

« DID

e 2-Way DID (recommended)

« DOD
Framing:

» Super Frame (SF)/D4

» Extended Super Frame (ESF) (recommended)
Line Coding:

» Alternate Mark Inversion (AMI)

e B8ZS (recommended)
DNIS, Caller ID - DTMF (Dual Tone Multi-Frequency)
Physical Termination - RJ-48X or RJ-48C
Wire: 4 wires
800 Service: you decide
Termination | mpedance - 100 ohms

Type of Registered Services Provided

BN 1.544 Mbps SF without power

DN 1.544 Mbps SF B8ZS without power

1KN 1.544 Mbps ANSI ESF without power

1SN 1.544 Mbps ANSI ESF, B8ZS without power (recommended)

Service Order Code
SOC 6.0PAS.2
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T1 Channel Assignment
Trunk Type: In, Out, or 2-Way (recommended)

Channels Assigned: 24 (Enter partial channelsif you wish to subscribe to
both voice and data service.)

Hunting: Most Idle, Least Idle, Ascend, Descend
DNI S Digits/Signal: 3/DTMF (can be 3 to 10 digits)

Caller ID Signal: DTMF, if available (Not every serviceprovider provides
Caller ID over T1lines.)

CSU/DSU Requirements

The CSU (channel service unit) is adevice used to connect adigital trunk
line coming in from the phone company to the PBX. A CSU can terminate
signals, repeat signals and respond to loopback commands sent from the
central office.
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Service Parameters for PRI

To subscribe to PRI service, certain parameters are required to establish
service. The information provided below identifies the recommended and
supported parameters for PRI service.

PRI Service Request Information

When ordering PRI service, provide the following service request
information:

Equipment Information

Product Manufacturer - AltiGen Communications, Inc.

Product Name - AltiServ PBX Phone System

CSU/DSU - ADTRAN T1 ACE (recommended) or other CSU/DSU

Technical Information for PRI with Voice
Switch Type:

e 5ESS (recommended)

* DMS (recommended)

* NI-2 (recommended)

e 4ESS
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* MEGACOMM
Framing:

» Super Frame (SF)/D4

» Extended Super Frame (ESF) (recommended)
Line Coding:

» Alternate Mark Inversion (AMI)

e B8ZS (recommended)
Physical Termination: RJ48X or R}48C

Wire: 4 wires

PRI Channel Assignment
D Channels Assignment: 24th channel (channel ID 23)

Note: AltiServ can configure any channel in a PRI span to bethe D
channel. The default setting isthe last channel. Every span
should select aD channel within the span. OE 3.5A and higher
does not support shared D channel (NFAS) or back up D
channel.

Hunting: Most Idle, Least Idle, Ascend, Descend
DNI S Digits: can be 3 to 10 digits

CSU/DSU Requirements

The CSU (channel service unit) is a device used to connect adigital trunk
line coming in from the phone company to the PBX. A CSU can terminate
signals, repeat signals, and respond to loopback commands sent from the
central office.

Board Configuration

Doubleclick theboard’ sicon in the Boar dswindow (see Figure 1) to open
the Boar d Configuration window.
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Figure 13. Board Configuration window (Triton T1/PRI Board)

The Board Configuration window for the Triton T1/PRI board displays
the same options as the Quantum board, which are discussed in
“Configuring the Quantum Board” on page 6-2, but there are additional
options available. The Board ID must bein the range 0-5.

» TheBoard Configuration button invokes a configuration dialog box.

Triton T1 Configuration - Trik

Board: TritonT1/FRI-1
S/ 107A4TT15F1462
— T1/E1 board configuration

Clock Frequency : |154 j' FMHz

Digit Durations : I 1003: ms

Firmware File Hame
|I:: halizeraphitont] T ritanT 1« J

— Operating mode

& T1/FRI  El/FRI

Ok I Cancel

Figure 14. Triton T1 Configuration dialog box

This dialog box displays the board serial number and allows you to
reconfigurethe Clock Frequency, Digit Duration, and the Firmwar e
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File Name. The Operating mode is automatically displayed as T1/
PRI or E1/PRI.

e The Span Info window displaysthe Total Number of Spans on the
board and the status of the span in the Span Info window. To reset the
span, click the Reset Span button. Double clicking a span in this
window will invoke a configuration window, as discussed in the
following section.

See“T1 Clocking” on page 6-38 and the Status Messages table beginning
in the next section.

Triton T1 Configuration - Triton T1/PRI Dialog Box

Double clicking the span line for a Triton T1 board in the Span Info
window invokes a T /PRI Configuration dialog box.

Triton T1 Configuration - TritonT1/PRI-

Span. 0O
Statuz  [OK
r Statistics since: Fri 02/07/03 16:09:01

Frame Emars: 0 Line Code Errors; [0
0OF Errors: 0 Bit Errars: 0
Rec Frame Ships: |0 ¥mt Frame Slips: |0

Clear

—Frame Type———— Line Code
" 5F " ESF ’7 0 aM ' BEZS
Zero Code Suppression: INnne j
CD Bits Handling: [setcD =48 |

[~ System Clock Master

T1/E1/FPRI Configuration | QK. | Cancel |

Figure15. Triton T/PRI Configuration dialog box
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Board Configuration

If the span isworking, the Status line displays OK. This statuslineis
updated every 3 seconds. If there is an error, amessage is displayed. The
following tableliststhetypes of error messages and the appropriate actions.

Table 1. Span Status Error Messages

Error Message

Meaning

Action

Hardware Failure- NO
ANSWER

Major hardware prob-
lem. Board is not
responding to com-
mands.

Set board as MVIP
master. Reset Board.

Hardware Failure- NO
CLOCKS

No clock signal is
detected on T1interface
drop.

Reset Board. If this
does not work, board
must be replaced.

HDLC Failure- NO
HDLC FRAMES

HDLC = High level
DataLink Control. No
HDLC framing is
detected on the selected
D Channel. Thisisa
PRI-specific issue.

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

OR

CO may have locked D
Channédl. Contact CO to
unlock.

Line Failure- NO SIG-
NAL (ALOS)

ALOS = Anaog Loss
of Signa

Check T1/PRI cable
and change if neces-
sary. If cableis okay,
CO isnot sending any
signal. Contact CO.

Line Failure - BLUE
ALARM (AlS)

AIS = Alarm Indicator
Signal

COissending Blue
Alarm. Contact CO.

Line Failure- YEL-
LOW ALARM (RAI)

RAI = Remote Alarm
Indicator

Cableisbroken. If there
are no frame dlips, con-
tact CO. If frame dlips
exist, set thisboard as
the master.
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Table 1. Span SatusError Messages

Error Message

M eaning

Action

Setup Failure- NO
VALID FRAME

No valid 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

Location condition,
equipment problem. For
excessive BPV, check
AMI/B8ZS setting.

Setup Failure - RED
ALARM (LCV)

LCV = Line Code Vio-
lation

Check the MVIP bus
master setting.

OR

Have CO perform aline
test to check for afaulty
cableor line.

Setup Failure - RED
ALARM (OOF)

OOF = Out of Frame.
Excessive frame errors.

Check the MVIP bus
master setting.

OR

Have CO perform aline
test to check for afaulty
cableor line.

Clock Sync Failure -
FRAME SLIPS

Conflict between trans-
mit and receive clocks.
The MVIP bus master-
ship is set improperly.

Check MVIP bus mas-
ter setting.

Reading the Statistics

The Statisticsis an informational display of accumulated statistics
(counters) for the errors that have occurred since the last system reboot or
statistics clearing. There may be non-zero values when configuring the T1
span for the first time. Y ou can clear these fields with the Clear button.

e FrameErrors- number of framing bit errors. In T1 mode, aframing
bit error is defined as an incorrect FS-bit value. The counter is
suppressed when framer loses frame alignment.
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OOF Errors- the Out Of Frame counter registers every timethe T1
chip isforced to re-frame when receiving a frame with severe errors.

Rec Frame Slips - the Receiver Frame Slips counter shows the
number of frame dips for the receiver.

Line Code Errors- Line Code Error is defined as an occurrence of a
bi-polar variation or excessive zeroes.

Bit Errors- Bit Errors are defined as a CRC-6 error in ESF, FT-bit
error in SLC-96 and F-bit or sync bit error in SF.
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Xmt Frame Slips - Transmit Frame Slips counter shows the number
of frame dipsfor the transmitter.

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

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

Setting the Configurable Options

Y ou can set the Frame Type to either SF or ESF.

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

Y ou can set the Line Code to either AM1 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.

You can set the Zero Code Suppression to None (default setting),
Jam Bit 8, GTE or Bell.

ZeroCode Suppression insertsa“one” bit to prevent the transmission
of eight or more consecutive “zero” bits; Jam Bit 8 forces every bit 8
to aone; GTE Zero Code Suppression replaces bit 8 of an all zero

channel byteto aone, except in signaling frames where bit 7 isforced
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to aone. Bell Zero Code Suppression replaces bit 7 of an all zero
channel byte with aone.

CD BitsHandling isfor display only.

If you click the T1/PRI Configuration button you can set channelsto
either T1 or PRI, asdiscussed in “ Setting up T1 or PRI Channelson
the Triton TL/PRI Board” on page 6-39.

Y ou can set the System Clock Master 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.) See the following discussion.

T1 Clocking

Depending on the configuration of the T1 boards and span for your
AltiServ system(s), the System 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, the System Clock Master check box must NOT be
checked for any of the T1 boards.

If two AltiServ systems are connected back-to-back with a T1 span,
the System Clock Master check box must be checked for only one of
the T1 boards.

If two T1 boards in the same Alti Serv system are connected back-to-
back with aT1 span, the System 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 four T1 boards are in the same AltiServ system, where each pair is
connected back-to-back with aT1 span:

— The System Clock Master check box must be checked for one of
the T1 boardsfrom thefirst pair, that has not been designated by the
MVIP setting as the system’'s master clock to drive the MVIP bus.

— The other two T1 boards of the second pair must have its System
Clock Master check box unchecked

Important: In all back-to-back cases, the MVIP Clock Configuration

should be set to “Manual,” and the board connected to the
board configured as the back-to-back clock master must be
designated at the MV 1P bus master.
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Setting up T1 or PRI Channels on the Triton T1/PRI
Board

Use the TL/PRI Configuration button (see Figure 15) to invoke the T1/
PRI Configuration window. The Triton T1/PRI Board can be configured
to either T1 or ISDN PRI through the configuration options within the
window.
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Note: Inatie-trunk configuration, set the trunksto “Out of Service”
before changing the trunk type from T1 to PRI or vice versa.
Otherwise, the system will generate garbage call records to your
internal or external logger service. See “ Setting General Trunk
Attributes’ on page 7-3 for details.

T1,/PRI Configuration

L & Tige ~ Span type selection————— IS0 PRI setting

00 -» B Channel - . )

01> Channel | | © T1CAS aviteh made

02 -» B Channel Channel associated signalling US MI-2 PRI j
03 -» B Channel

04 -» B Charnel ' Regular ISDM PRI 1SN Mumbering Plan |

05 -» B Channel

0E - B Channel D channel is the last channel

07 -» B Channel -- PRI
08 > B Channel ¢ Custom ISON PRI INSF [Metwork-Specific FaCI|ItI82
09 - B Channel CHZ23 Mone -
10> B Charnel SetD chamnel [[F177 <]

11 - B Channel B Channel . T

12 -+ B Channel Logical Interface D l— TEI [Terminal endpaint identifier] :
13> B Channel ' Default setting (Recommended)
14 - B Channel Contralled by

18- B Channel | D chan on Board ID I  Marually set to I

16 -» B Channel . .

17 -» B Channel Span D I = Assigned by CO switch

18 -» B Channel .
15 -» B Channel LI | Eniable Tie: Trurnk:

()3 I Cancel

Figure16. T1/PRI Configuration window
The CH -> Type list displays the channel types.
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Setting the ISDN PRI Switch Mode

If you select a Span Type of Regular ISDN PRI or Custom ISDN PRI inthe

TL/PRI Configuration Window, use the following guidelines to set the
ISDN PRI Switch mode.

T1/PRI Configuration

CH - Type

00 -» B Chanrel
01 -3 B Channel
02 -+ B Channel
03 -+ B Channel
04 -» B Chanrel
05 - B Chanrel
0& -+ B Channel
07 -+ B Channel
03 -+ B Channel
03 - B Chanrel
10 -3 B Channel
11 -+ B Channel

| »

— Span type selection

T CAS
Channel associated signalling

@ Regular ISOM PRI
D channel iz the last chanhel

" Custom ISDM PRI

Set D channel ICH 23 'l

B Channel

—ISDM PRI zetting
Switch mode :
S MI-2 PRI

ATET BESS PRI
NT DMS-100 PR
R

SIEl

ATET 4ES5 PRI Network
ATET BESS PRI Metwork
NT DM5-100 PRI Network  —
LS MI-2 PRI Metwark %

12 =+ B Channel Logical Interface D I— TEI [Terminal endpaint identifier] :

13 -> B Channel & Default zetting [Fecommended)
14 -+ B Channel Cantrollzd by

15 -+ B Channel | D chan on Board 1D I £ Manually set to I

16 -+ B Channel X )

17 -» B Channel Span D I € Azsigned by CO switch

18 -3 B Chanrel :
19 -+ B Channel ;I I~ Enatle Tiie Trunk

Ok I Cancel

Figure17. ISDN PRI Switch Mode
The top four settings are used for a connection to a CO switch:
* AT&T 4ESSPRI
 AT&TSESSPRI
* NTDMS-100 PRI
* NI-2 PRI (default)

The bottom four settings are used for a PRI tie trunk configuration where
two AltiServ systems are connected back to back. In such aconfiguration,
one AltiServ system must be configured as Network and the other as User.
For example, set oneto US NI-2 PRI Network and the other to US NI-2
PRI.

* AT&T 4ESS PRI Network
* AT&T 5ESS PRI Network
* NT DMS-100 PRI Network
* NI-2 PRI Network
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Board Configuration

T1 CAS- select this option to associate all channels on the span to
T1channel associated signaling.

Regular 1SDN PRI - select this option to indicate 23B+D ISDN PRI
span and to designate the last channel as the D channel.

Custom I SDN PRI - select this option to set the D channel to the
desired location.
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For future use: Thefollowing two settingswill be used in conjunction
with the Custom ISDN PRI setting in a future release:

— Set the D Channel using the drop-down list.
— TypeinaB Channel Logical Interface ID

Enable Tie Trunk - check thisbox to enable atie trunk. Note that tie
trunks must terminate to a system also configured as atie trunk.
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Configuring an ISDN Numbering Plan

The ISDN Numbering Plan button invokes the PRI | SDN Numbering
Plan dialog box. This function allows you to select how AltiServ will
identify and code the Called Number for six different types of calls. This
coding instructs the CO on how to interpret the number being sent to it.

x

PRI ISDN Numbering Plan

101CCCC Mumbers So-called CIC [Carrier |dentification Codes] dialing.
[e.g. 1010288)

Type of Mumber: IUnknown 'I Hurnbering Plar: IUnknown l

011 Intemational Mumbers For placing calls outside the U.S.
[e.g 011 44 500 555-1212]

Type of Humber: IUnknown vl Murnbering Plan: IUnknown l

1 + 10-digit Mumbers For local and long distance calls that require 1 ta be dialed
before the number. [e.g. 1 408 555-1212)

Type of Mumber: IUnknown vl Numbering Plan: | Unknown  +

10-digit Murnbers For local and lang distance calls that do not require 1
to be dialed before the number. [e.g. 408-555-1212)

Type of Mumber: IUnknown vl Numbering Plan: | Unknown  +

7-digit Murmbers Far calls placed within local area that do not require area code
or 1 prefix. [e.g. 555-1212)

Type of Humber: IUnknown vl Murmbering Flan: | Unknown =

All other Mumbers Far calls that da not fall in any category above.
[e.g. 911, 611, 411, 00, 0)

Type of Humber: IUnknown vl Murmbering Flan: | Unknown =

Cancel

Figure 18. PRI ISDN Numbering Plan dialog box

The PRI I SDN Numbering Plan dialog box displays the six classes of
numbers (call type) that can be sent to a CO:

101CCCC Numbers - CIC (Carrier Identification Codes) dialing.
011 International Numbers - for placing calls outside the U.S.

1+10-digit Numbers - for local and long distance calls that require
dialing 1 before the number.

10-digit Numbers - for local and long distance calls that do not
require 1 before dialing.

7-digit Numbers - for calls placed within the local areathat do not
require an area code or a1 prefix.

All Other Numbers - for callsthat do not fall into any category
above, i.e. 911, 311.
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For each class, select the type of number/numbering plan from the drop-
down list:

e Typeof Number:
— Unknown
— Internationa
— National
— Network Specific
— Subscriber Number
e Numbering Plan:
— Unknown
— ISDN
— National
— Private

The setting * Unknown'’ is used when the user or network has no knowledge
of the numbering plan. In this case, the number digitsfield is organized
according to the network dialing plan.

Setting the NSF

TheNSF (Networ k-Specific Facilities) isused with PRI to instruct the CO
to route a call to a specific carrier or long distance service. Use the drop-
down list to identify the type of carrier service you wish to use for your
ISDN PRI lines.

The choicesin thelist depend on the specific switch and your long distance
service provider. An example of such serviceincludes AT& T Megacom.

Note: If your CO requires specific NSF features to be present in the call
setup packet, please contact AltiGen’s Technical Support
department with such information from the CO and they will help
you configure it.

Setting a TEI

The TEI (Terminal Endpoint Identifier) defines which terminal device
is communicating with the CO switch for a given message. PRI messages
involve point-to-point configuration in which each side already knowsthe
source of any message received. ISDN messages involve point to multi-
point locations in which the source can only be identified by the TEI.
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Configuring the Triton TL/PRI Board

Select one of the following TEI settings:
» Default setting - this is the recommended setting.

* Manually set to - should dwaysbeset to 0. Typically, azero (0) is
used for TEI on a PRI connection. In some caseswhere ashared D
channel is used, other TEI values might be required to identify
which span will be used for acall.

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

Installing a Channel Service Unit (CSU) to the Triton T1
or T1/E1/PRI Board

1. Connect the CSU (Adtran model T1 CSU ACE used as an example) to
the TL/PRI or TL/ELPRI board using an RJ48C or RJ-48X cable.
2. Connect the CSU to the network termination box using an R}48C or RJ-

48X cable.

CPE

T1
Line

* Network
co Termination
Box

AltiGen T1 Socket (RJ-48) Refer to your CSU manufacturer's manual for the proper pinout.

1 1

RJ 48C or RJ 48x cable RJ 48C or RJ 48x cable

Pin 1=Receive Ring (INPUT)
Pin 2=Receive Tip (INPUT)

Pin 4=Transmit Ring (OUTPUT)
Pin 5=Transmit Tip (OUTPUT)

Troubleshooting—Common Symptoms

The most common problems when installing T1 or PRI services:

1. Theserviceprovider misconfiguresyour T1/PRI service or terminates
your service improperly.

2. Tlisinstaled but not turned on because thereisno termination device
for a period of time.
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Board Configuration

3. T1listurned on but channel isnot in service.

AltiAdmin provides basic troubleshooting information in the T1 Span
Configuration window, described in “ Triton T1 Configuration - Triton T1/
PRI Dialog Box” on page 6-34.

Several diagnostic tools are available that can help troubleshoot these
situations, such asa T1 watcher (“T-Berd") or a multimeter. For more
information, check the Communication Technology Corp. web site at

www.commtech.com.
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CHAPTER 7

Trunk Configuration

12

Trunk attributes and parameters are set using the Trunk Configuration
window. The attributes and options available depend on the type of board
and trunk.

NuniL 2

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 thetrunksare available when an outside
call isplaced, the caller will hear the system prompt: “All outside lines are
busy, please try again later.”
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There are three ways to access the Trunk Configuration window:

» Select the Management menu, then select Trunk Configuration...
or,

e Click the Trunk Configuration icon on the Quick Accesstoolbar or,
» Double-click atrunk listing in the Trunk View window.

Trunk Yiew
Reset

Location | Type Status -
LS not ready
LS not ready
LS not ready
LS not ready
T1 not ready
T1 not ready
T1 not ready
T1 not ready
T1 not ready
T1 not ready =
T1 not ready
T1 not ready
T1 shutting down
T1 not ready
T1 not ready
T1 not ready
T1 not ready
T1 not ready -
A

Figurel. Trunk View window
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However you open the Trunk Configuration window, the General window

appears.

Trunk Configuration -- Card:1 Channel:0

Gienerdl | in Call Routing | Out Call Blocking |

m:o1 |
.02 L5 |
003 L3 ]
05:00 LS 3
0501 LS 3
05:02 LS 3
0503 LS |
0504 LS |
0505 LS |
0506 LS |
0507 L5 |
0508 L5 |
0503 L3 ]
0510 LS 3
0511 LS 3
0700 T 7
0701 T 7
0702 T 7
0703 T 7
0704 T 7
0705 Ti 7
0706 m 7
0707 T 7
0708 T 7
0709 T 7
o710 T 7
0711 T 7
0712 T 7
0713 T 7
4

Phore No =

o

—Access Code Direction
m " Outgoing
= Incoming
—Amealode—— | & Bah
I e F‘agingl vl
~ Phone Murmber
— Description

~ Trunk. Call Predial String

™ Trunk Predial Sting I

-~ Centrex Transter
[ Enable Centrex Transfer

Transfer Predial Sting I

Mote: Flash will be used if predial string is nat set.

— Trunk Dialing Scheme — Attribute
i+ Dverlap & |n Service
" Encbloc  Out OF Service
~ Tenant Selection——————— 1~ Tie Trunk
m = Efiatle Tie T

Trunk Properties |

Print |

Sopanlints |

Ok I Cancel | Aol | Help

Figure2. General window, Trunk Configuration

Selecting Trunks to Set Attributes
Thetitle bar of the Trunk Configuration window displaysthe card and the

channel of the selected trunk.

Thelist on the left shows all the configured trunks. The location format is
thesameasin the Trunk View window, that is, slot: channel—for example,
channel 15 on the board in dlot 1 islocation 01:15.

When you select atrunk inthislist, the options and parametersfor thetrunk
appear in the settings in the right of the window.
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Trunk Configuration

Configuring One or Multiple Trunks

To customize trunk characteristics, you work on one trunk at atime. To
apply the same configuration to multiple trunks, use the Apply To...
button. This pops up alist of al trunks, with all of the trunks selected by
default. Deselect the trunks you don’t want to apply changes to, then click
OK. (Note that you cannot use the mouse to drag over and select multiple
items; you must use the Shift and Ctrl keys.) This applies changes to
multiple trunks for only the attribute or option that you changed.

Setting General Trunk Attributes

Select the channel to view its current attributes, as discussed in the previous
section. Y ou can then set or change the following attributes. If an optionis
grayed out, it isnot available for that type of trunk:
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Attribute Description

Access Code Access code to the selected trunk. If you need to use
access codes other than 9, you must first set thisup on
theNumber Plan window of System Configuration
(“ Setting a System Number Plan” on page 5-4). This
optionis not available for aDID trunk.

Note: It isrecommended that you set this value to
“None” for trunks on 30-port Vol P boards.
Thiswill prevent users from directly
accessing the 30-port boards—which use the
G.711 codec only—for callsto AltiServ
serversor other | P gatewaysthat may require
the G.723 codec. If you still want usersto
have access to this trunk for outgoing calls,
you can set it up through Outcall Routing (see
Chapter 9, Out Call Routing Configuration).

Area Code Thelocal areacodefor each trunk. Enter athree-digit
area code. If left blank, the trunk assumes the home
area code defined in the General window of the
System Configuration window. Thisconfigurationis
for each trunkin the systemand will negatively affect
features such as Zoomerang if the area code is not
configured properly. Thisis not available for aDID
trunk.
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Setting General Trunk Attributes

Attribute Description

Direction Thetrunk direction can be Outgoing only, Incoming
only, Both Outgoing and Incoming, or for Paging.

Outgoing and Both are not available on an analog
Quantum DID trunk, which is an Incoming trunk.
The Both option is the system default.

Note: When incoming calls are received on an
Outgoing only trunk, they are immediately
disconnected.

Paging isonly available for analog (CO) trunks and
is used for paging or broadcasting purposes. This
option enables athird party paging device directly to
the trunk port.

When this option is selected, the system assigns a
default unused paging ID. Y ou can assign adifferent
ID inthe drop-down list. Therange of paging IDsare
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
paging | D isused by another trunk, the current paging
ID is not changed.

The trunk paging is accessed using the Over head
Paging by Trunk (# 45 Feature Code). For example,
auser dials ‘#4508’ to connect to a paging system
through the trunk with paging ID of 08.

The Overhead paging feature requires paging
equipment to provide loop start CO trunk
characteristics. This option is not supported on
ground start trunks.

The Paging option and the Over head Paging option
(in “Audio Peripheral Configuration” on page 11-1)
are different and independent of one another. The
Overhead Paging option isto set up theaudio out port
of the Quantum board for use with the #44 overhead
option built into the system.

Phone Number The phone number, without the areacode, assigned to
the location. If the wiring changes and a new phone
number is assigned to the location, you must update
the information in thisfield.
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Attribute

Description

Trunk Dialing
Scheme

Centrex Transfer

Attribute

Tenant Selection

Enable Tie Trunk

Trunk Configuration

Description

Descriptive information such as the company name
for the assigned Phone Number, or appropriate
agency if thistrunk provides 911 access.

Overlap or En-bloc dialing.

¢ Overlap alowstheterminal to omit part of the
digits required to complete acall, while the
remaining digits are buffered. Use Overlap
Dialing for analog trunks and for T1 (robbed bit)
for best results.

* En-bloc alowsthe terminal to include al of the
digitsrequired to complete acall. Use En-bloc
Dialing for digital (PRI-ISDN) trunks.

Appliesto analog and T1 trunksif the trunk is
supported by Centrex. Thisoption must be selected to
forward callsto an outside number through a Centrex
switch. If the Centrex provider requires a particular
string to be sent before the dialed number, enter the
string inthe Transfer Predial String box. If no
string is set as a predia string, FLASH is used.

In Service makesthe trunk available for use. Out of
Service prevents the trunk from being used (for
example, while performing maintenance).

The Tenant group assignment for the trunk,
configured from the Tenant Table window in
System Configuration, discussed in “Using a
Tenant Table” on page 5-33. If no tenant is selected,
any extension can use this trunk to make an out call.

Allows hop-on and hop-off dialing for an ISDN/PRI,
or T1 trunk. When thisbox is checked, any incoming
call to the selected trunk can be sent with ANI/DNIS
information. To usethisfeature, Hop-off must also be
enabled under System Configuration Call
Restrictions, as discussed in “ Defining System Call
Restrictions” on page 5-12. Also, the board must be
configured to alow for tietrunks. See“ Setting up T1
or PRI Channels on the Triton T1/PRI Board” on
page 6-39.
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Setting General Trunk Attributes

Attribute Description

Trunk Properties Opens adiaog box that allows you to configure low-
level, hardware-specific properties for each trunk.
The options vary depending on the type of board and
trunk; thisis discussed in subsequent sections.

Quantum Trunk Properties

To configure a Quantum channel, select a Quantum channel from the trunk
channelslist in the Trunk Configuration window, then click the Trunk
Properties button or double-click the list entry to view the Quantum
Trunk Line Propertiesdialog box.

Quantum Trunk Line {QtmAMO0408U-6,Channel =2} 1[

— General Configuration

Interface Type ILoop Start 'l ¥ Detect Trunk Statuz By Loop Current

Impedance [OHM) B00 A ¥ Enable Caller ID Fecsive
Incoming Ring Type ISINGLE 'l [ Dut OF Service With Trunk Seizure
Centrex Flash Duration | 500 hd

— Trunk Seizure Confimation————————  — Disconnect Supervision

[~ Tone

V¥ Enatle Dial Tone Detection (Jutgoing) I Polarky Reversal

[~ Enable Palarity Detection (Incoming)

Loop Break Signal | 600 - | [mz]
— Receiver Gain [dB) — Transmizssion Attenuation [dB)
L ! X !
8 |
(I 2 3 4 85 B 7 o1 2 3 4 5 £ 7

Cancel | Apply to...l

Figure3. Quantum Trunk Line Properties window

Note that you can use Apply to... on this dialog box to apply changesto
other trunks of the same type. See “ Configuring One or Multiple Trunks’

on page 7-3.

7-6 AltiWare OE System Installation & Administration Manual



Trunk Configuration

Quantum Trunk General Configuration

Parameter

Interface Type

Impedance

Incoming Ring
Type

Centrex Flash
Duration (ms)

Detect Trunk
Status By L oop
Current

EnableCaller ID
Receive

Out of Service
With Trunk
Seizure

Description

Select from:
* Loop Start
e Ground Start
e DID (Wink Start)—available only if the selected
trunk isa DID trunk

The resistance of electrical current to alternating current,
measured in OHM s. Impedance occurs when power or
signal istransferred from one circuit to another. The
setting options are:

* 600 OHMs (domestic setting)

* 900 OHMs (internationa setting, depending on the
country)

e Externa

NuniL 2
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Select single or double.

Specifies the Flash Duration time in milliseconds, with a
range from 50 msto 1000 ms. This setting complements
the Centrex Flash Support option in the General window
for the trunk.

When selected, causes detection of the Quantum trunk
status using aloop current.

Select for user to receive caler ID digits.

When selected, if the trunk is set to Out of Service, the
Quantum service provider will busy out (seize) the trunk.
The CO will treat this trunk as abusy line and WILL
NOT place acall to thistrunk. (By default, thisoptionis
unchecked.)
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Setting General Trunk Attributes

Parameter

Trunk Seizure
Confirmation

Disconnect
Supervision

Receiver/
Transmission
Gain

Description

Select from:

Enable Dial Tone Detection (Outgoing)—
detection of outgoing dial tone.

Enable Polarity Detection (I ncoming)—detection
of incoming polarity. Polarity detection is used
when the CO or the connected PBX provides
polarity reversal on thetip and ring.

Select from:

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

Polarity Rever sal—areversed battery signal. You
can set the L oop Break Signal to either 200 or 600
ms.

Slide setting adjusts the incoming volume from
-6 dB to 6 dB for every Quantum Trunk channel.

The default settingis0dB, and it is highly recommended
not to change this setting.

Caution:  Setting the volume too high will cause

distortion in voice quality and/or missed
DTMF digits.

7-8 AltiWare OE System Installation & Administration Manual



Trunk Configuration

Triton Analog Trunk Properties

To configureaTriton Analog Trunk channel, select aTriton Analog Trunk
channel from the trunk channels list in the Trunk Configuration window,
then click the Trunk Properties button or double-click the list entry to
view the Configuration dialog box.

TritonAL1ZEXT-1 Configuration, channel=4

Caller 1D Signal Format: MDME = r Caller I Transmizsion Methods———— Q
" CID bet 1st and 2nd i = N
Message Waiing Signal Type: IFSK#’SDMF 'l FEREE 15 e e 1T = -
«Q =
Flash Duration [mz): IBE-?ED 'l . o cc
" DT-45 + CID pricr to ringing o S
Ringing Frequency [Hz): 28 - .9'- =~
Dual Tone Alerting Signal as CAS o
— Line Digconnect Signal =]
" RP-45 + CID prior o ringin
[~ Enable Loop Current Break P B
- Ring Pulse Aleting Signal as CAS
Loop Cumrent Break Duration | 1000 Ill = Sle
— Fieceiver Gain [dB)] r— Transmizzion Gain [dB)
-6 -3 1] 3 E B 3 1] 3 5
1 1
0K | Cancel | Applito.. |

Figure4. Triton Analog Trunk Properties window

Note that you can use Apply to... on thisdialog box to apply changesto
other trunks of the same type.

Parameter Description
Caller ID Signal Message format with which to send Caller ID
Format information:

¢ None

e SDMF—Single Data Message Format for
supporting and sending asingledatatype, such as
phone numbers.

« MDMF—Multiple Data Message Format for
supporting and sending multiple data types, such
as name and number information.

e DTMF—Dual Tone Multi-Frequency for push
button or touch tone dialing.
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Setting General Trunk Attributes

Parameter

M essage Waiting
Signal Type

Flash Duration (ms)

Ringing Frequency
(H2)

Line Disconnect
Signal

Caller ID
Transmission
Methods

Receiver/
Transmission Gain

Description

Type of Message Waiting indicator for the phone set:
* None

¢ FSK/SDMF—Frequency Shift Keying with and
Single Data M essage Format.

¢ FSK/MDM F—Frequency Shift Keying with
Multiple Data Message Format.

Specifies the Flash Duration time in milliseconds,
with the following set ranges. 85-750, 50-600, 100-
700, 150-800, 200-900, 300-1000.

Select the frequency in Hertz that is necessary for the
equipment attached to thisline, set to either 28 or 20.

The loop break desired for answering supervision.
Select the Enable L oop Current Break check box
and select the Loop Current Break Duration in
milliseconds.

Select the type of caller ID transmission method:

¢ CID between 1st and 2nd ring—caller ID
transmitted between first and second ring.

¢ DT-AS+CID prior toringing—dual tone
alerting signal sent prior to ringing.

¢ RP-AS+ CID prior toringing—ring pulse
alerting signal sent prior to ringing.

Slide setting adjusts the incoming volume from
-6 dB to 6 dB for every Triton Analog Trunk
channel.

The default setting is0 dB, and it is highly
recommended not to change this setting.

Caution:  Setting the volume too high will cause
distortion in voice quality and/or

missed DTMF digits.
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Triton Analog Trunk LS/GS Properties

To configureaTriton Analog Trunk LS/GS channel, select aTriton Analog
Trunk channel from the trunk channels list in the Trunk Configuration
window, then click the Trunk Properties button or double-click the list
entry to view the Configuration dialog box.

TritonAL 1Z2TRKGSLS-0 Configuration, channel=

— General Settings

0O
Interface ILnu:up Start VI Caller I receiving — |FSK - g ~
=
Impedance IEDEI Ohn 'I Centrex Flash Duration(ms] 500 - «Q j
= ==
Incoming Ring ISingIe Ring 'I ™ Out OF Service With Trurk Seizure = %
o
=]
— Trunk Seizure Confirmation———————————  — Dizoconnect Supervizion
v Enable Dialtone Detection [Dutgaing) Loop Break Duration[ms] | 600 j
[~ Enable &nswer Debounce [Incoming) [~ Tone Dizconnect

— Receive/Transmit Gain[dB]

Receive

Gain \:
B 3 0 3 5
Transmit ' ! ! ! ! ! : ! ! ! ! ! !
Gain \:

] I Cancel | Apply Ta |

Figure5. Triton Analog GSLSTrunk Properties window

Note that you can use Apply to... on this dialog box to apply changesto
other trunks of the same type.

Par ameter Description

Interface Type For the LS/GS model, can be one of the following:
e Loop Start Trunk
e Ground Start Trunk
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Setting General Trunk Attributes

Parameter

Impedance

Incoming Ring Type

Caller 1D Receiving

Centrex Flash
Duration (ms)

Out of Service With
Trunk Seizure

Enable Dial Tone
Detection (Outgoing)

Enable Answer
Debounce (Incoming)

L oop Break Duration
(ms)

Tone Disconnect

Description

The resistance of electrical current to alternating
current, measured in OHM . Impedance occurswhen
power or signal is transferred from one circuit to
another. The setting options are:

* 600 OHMs (domestic setting)

* 900 OHMs (international setting, depending on
the country)

e Complex (for handling multi-component AC
circuits used by CO)

Can be single or double.

Select as None, FSK or DTMF for when receiving
caler ID digits.

Specifies the Flash Duration time in milliseconds,
with arange from 150 msto 1000 ms.

When enabled, the system automatically takes the
trunk out of service whenever the trunk is seized.

Detects outgoing dial tone.

Enables atime-out period of 2 seconds (for ignoring
false CO disconnect signal), after answering an
incoming call.

Disconnects signal if CO breaks loop current. You
can set the duration from 200 to 1000 ms.

Busy tone (reorder tone, fast busy tone, error tone,
etc.) or dial tone (continuous tone, etc.). This should
be used in conjunction with drop in loop current. For
COs who cannot guarantee loop break, this may be
the only option.
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Trunk Configuration

Parameter Description
Receiver/ Slide setting adjusts theincoming volumefrom 6 dB
Transmission Gain to 6 dB for every Triton Analog Trunk channel.

The default setting is0 dB, and it is highly
recommended not to change this setting.

Caution:  Setting the volume too high will cause
distortion in voice quality and/or
missed DTMF digits.

Triton VoIP Trunk Configuration

To configureaTriton Vol P channel, select a Triton Vol P channel from the
trunk channels list in the Trunk Configuration window, then click the
Trunk Properties button or double-click the list entry to view the Triton
VolP Trunk Line Configuration dialog box.
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Triton ¥oIP Trunk Eunfiguratiuf x|

Board 5/M : 10245T8PTO338

—H323 Canfiguration

[5.711 Eratle
[.7231 Enable
Fast5tart Enable
td| Enable

I Y (i B (S

Silence Supprezzsion

G717 Jitker Buffer R ange Min |10 I ax |2EI

G723 Jitter Buffer Range tdir |3U GED] IEU

G711 RTP Packet Length [mg] Im vl
—Type
12 Trunk With G.711./6.723 j

Debug |
0 I Cancel |

Figure6. VolP Trunk Configuration window
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Setting General Trunk Attributes

Theprimary configuration for the Triton Vol Pisthe H.323 Configuration,
with the following settings:

Parameter Description

G.711 Enable Providestoll quality digital voiceencoding and isnot
configurable—that is, you cannot deselect it. It
guarantees interoperability when other voice
compression (e.g. G.723.1) is not available or when
better voice quality is desired.

G.723.1 Enable Uses low rate audio encoding to provide near toll
quality performance under clean channel conditions.
This option is aso not configurable. On the 30-port
board, it cannot be selected; on the 12-port board, it

cannot be desel ected.

FastStart Enable Fast connect feature allowing endpoints to establish
channels without waiting for an H.245 connection to
be opened.

MWI Enable Message Waiting Indication (MWI) feature which

activates a message waiting light on an IP phone to
inform a user of unheard voicemail messages.

Silence Suppression Suppresses silence packets during Vol P sessions.
When silence is detected during acall, AltiWare
stops sending packetsto the other side. When silence
is detected during voice mail, the silence period is
not recorded.

AltiWare disconnects the voi ce mail session when a
silence period exceeds 7 seconds during voice mail
recording over VolP.

G711 Jitter Buffer Indicates the delay, in milliseconds, used to buffer

Range (ms) G.711 voice packets received from the IP network.
Voice packets sent over the | P network may incur
different delays due to network load or congestion.
Thejitter buffer helps to smooth out the delay
variation in the arriving voice packets and maintain
voice quality at the receiving end. Theinitia values
for thejitter buffer is 10 min. to 20 max milliseconds.

The jitter buffer should be adjusted according to the
WAN bandwidth allocated to data traffic.
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Parameter Description
G723 Jitter Buffer Indicates the delay, in milliseconds, used to buffer
Range (ms) G.723 voice packets received from the | P network.

V oice packets sent over the | P network may incur
different delays due to network load or congestion.
Thejitter buffer helps to smooth out the delay
variation in the arriving voice packets and maintain
voice quality at the receiving end. Theinitial value

for thejitter buffer is 10 min. to 20 max milliseconds.
Thejitter buffer should be adjusted according to the
WAN bandwidth allocated to data traffic.
G711 RTP Packet Letsyou configure the length of the RTP packets for
Length (ms) G.711inmilliseconds. The RTP packet length can be

set to 10, 20 or 30 milliseconds.

Note: A maximum range of 30 msisnot supported
for the Cisco router.

Type Lets you select between a 12-port G.723.1
configuration and a 30-port G.711 configuration.
Thisisavailable only with the 12-port board and 30-
port upgrade license.

Debugging the Triton VolP Configuration

Click the Debug button in the Triton Vol P Configuration dialog box (see
Figure 6) to open asmall dialog box for typing and sending a debug string.

Triton T1/PRI Trunk Properties

To configureaTriton TL/PRI channel, select aTriton T1L/PRI channel from
the trunk channels list in the Trunk Configuration window, then click the
Trunk Properties button or double-click the list entry to view the Triton
T1/PRI Trunk Line Properties dialog box.
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Setting General Trunk Attributes

Triton T1 Configuration - TritonT 1 /PRI-O

Channel: 0

— T1/E1 robbed-bit Signaling

Pratocol : Dialing Delay :

2505 ms

—How to collect Caller 1D and DID

ax. zeconds before the first digit |3 saconds 'I
Max. zeconds between digits © INone YI

¥ Incoming sequence :

ftorr  x|[CaleriD w|[#or= | |DID/ONIS x| |Hone <]

¥ Or:
|DID£DNIS j |None j |N0ne j |N0ne j |None j
ak I Cancel | Apply to... |

Figure7. Triton T1 Configuration dialog box

The following are the parameters for the Triton T1 Configuration dialog

box:

Parameter Description

T1 robbed-bit signaling

Protocol Y ou can set Protocol to one of the following:

e E&M Wink Start (default)
* E&M Immediate Start

e Ground Start

e Loop Start

For signaling from one board to another, only FXS
(Foreign Exchange Subscriber) is supported. Loop Start
and Ground Start protocols cannot be used for interfacing

between two boards.

Dialing Delay Specifiesthe delay, in milliseconds, after trunk seizure and
before digit dialing. Do not change this value unless

advised.

Caller ID and DID Caollection
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Parameter Description

Y ou can select the maximum time-out delays, in seconds and the appropriate
sequence of symbols to be collected for Caller ID and DID.

M ax. seconds Maximum wait time before time-out for the system to
beforethefirst identify thisdigit after either thefirst ringin ground start or
digit loop start or the wink in wink start. The range is from 1-6
seconds, or None, with adefault value of 3 seconds. Do not
change this value unless advised. Q
‘None’ meansno Caller ID or DID information will be E
collected. All other optionswill be grayed out. Use this e S
option to disable Caller ID and DID collection. § 2
M ax. seconds Maximum wait time before time-out between two digits. g
between digits Default value is ‘None.” Do not change this value unless
advised.

Selecting ‘Non€’ means the system will only wait for the
sequence of digits that are collected within the length of
time specified in the Max. seconds before the first digit
field.

Incoming Select up to five incoming symbolsto collect from the
sequence Caller ID or DID digits:

+ None

. #

. *

o #or*

e CadlerlID
« DID/DNIS

Selecting ‘None' inany field of the sequencewill terminate
the sequence and automatically disable subsequent entries
in the sequence.

The default sequenceis:

“# or *” (and then) “Caller ID” (and then) “# or *" (and
then) “DID/DNIS”

AltiWare OE System Installation & Administration Manual ~ 7-17



Setting General Trunk Attributes

Parameter Description

Or Sets up an additional, alternative sequence. Y ou can select
another set of up to five incoming symbolsto collect.

Not checking any box is equivalent to checking ‘None' in
the first field.

The default sequenceis:
“DID/DNIS”
Apply to... If appropriate, you can use this button, as described in

“Configuring One or Multiple Trunks” on page 7-3, to
apply the Caller ID Collection to multiple T1 trunks.

Note: Inorder for back-to-back T1 and tie trunk T1 configurations to
perform properly, it is recommended that you use the system’s
default incoming call sequences:

V' Incoming sequence :
[#ors  w|[CaleriD  =|[#ar=  ~|[DIDAONS 7| [Hone -]

W Or:
IDID.-’DNIS ﬂ INone j INone j INone j INone ﬂ
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Caller ID and DID Incoming Sequence Example

Thefollowing isan example of aCaller ID and DID/DNIS incoming

sequence window.

—How to collect Caller D and DID

M aw. seconds before the first digit |3 seconds ‘l
IN one - l

M ax seconds between digits -

) Q)

[V Incoming sequence : o
=
fors  w||CaleriD r|f#orr | |DID/ONIS | [Hene o a4
S c
v Or: o >
= x

IDIDJDNIS j INone j INone j INDne j INone j g

QK I Cancel | Apply to... |

Figure8. Incoming Sequence window

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

»  Thesystemwaits 3 secondsfor thefirst digit to arrive. If the symbol is
a#, it continueswith thefirst sequence. Otherwise, it looksfor amatch
to the first (and only) symbol in the second sequence, the DID/DNIS

number.

»  For the example, let’s say the system receives the #. It then waits 1
second between each digit for the next digit until all digitsarereceived.
The* symbol isadelimiter between Caller ID and DID digits.

In this example, the AltiServ system is expecting either the sequence
#CID*DID or only DID digits for incoming calls. If no match isfound for
either sequence, no Caller ID or DID digits are collected.

AltiWare OE System Installation & Administration Manual
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Incoming Call Routing

To set incoming call routing for atrunk, select the trunk in the General
window, then click the In Call Routing tab in the Trunk Configuration
window to display the In Call Routing window. The trunk location

appears in thetitle bar.

i
General In Call Routing I Out Call Blnckingl
r—Fegular Trunk Call bl [Pl
—Workdaps During Business Hours WWorledays During Business Hours
1~ Route to Extension 100 - € Foute to Extersion lﬁ
% Fioute to Auto Attendart 1 > € Foute to Auto Atterdant I 'I
= Raute to Dperatar | Boute to Dperatar,
—workdays Outside Buzsiness Hours —Wwiorkdays Dutside Business Hous——————
" Route ta Extension 100 e ' Route to Extension j‘
@ Rouetodutodbiendart 1 7] O Routfo Auto Aterdzrt [T =]
= Raute to Dperatar | Boute to Dperatar,
r~ Mon Wworkda = M Warkda
" Route ta Extension 100 = € Route to Extension I—;I
& Fouetodupdtiendant |1 7| £ Foutelobuottiendst | 7]
| Raute to Dperatar | Baute to Dperatar,
PFrint. | Appluta.. ’TI Cancel | Apply | Help |
Figure9. In Call Routing window, Trunk Configuration

For each trunk—or using Apply to... to apply the settings to multiple
trunks—you can set routing for the threetime periods defined in the System
Configuration Business Hours window (“ Setting BusinessHours” on page
5-8):

e During Business Hours

*  OQutside Business Hours

¢ Non Workdays

Within each of these three time dots, you have the following routing
options for incoming calls:

* Routeto an extension selected in the drop-down list
* Routeto an auto-Attendant number selected in the drop-down list
* Route to the operator
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Outgoing Call Blocking

To set outgoing call blocking for atrunk, select the trunk in the General
window, then click theOut Call BlockingtabintheTrunk Configuration
window to display the Out Call Blocking window with the selected trunk
location in the title bar.

Trunk Configuration - Card:0 Channel:0 x|
Generall In Call Routing  Out Call Blocking I e
— Schedul g ]
= -
& Trunk allowed for Outside Calls at &ny Time 6 —
' Dutside Calls Allowed According to the Fallowing Schedules c E
=
>
2=
= Schedule T = Schedule2 = Schedule @ o
=)
Fram |1 200 AM 3: From [12.:00 Ak 3: Fram |1 2:00 & 3:
To [Zooew = To [izonaM = Te [izooem =
Print | Lpplyta... aK I Cancel | Al | Help |

Figure 10. Out Call Routing window, Trunk Configuration

If you select Trunk allowed for Outside Callsat Any Time, call
restrictions set in System Configuration, Outcall Routing, and Extension
Configuration still apply to calls made on the trunk.

If you select Outside Calls Allowed According to The Following
Schedules, you can then use the Schedule 1, 2, and 3 options to set up to
three different time periods during which calls are allowed.

Y ou can use Apply to to apply the settings to multiple trunks.
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CHAPTER 8

Extension and Group
Configuration

Jﬁ.
L

There are four types of extensions:

< Physical Extensions are associated with a physical port and device,
usually atelephone set. Thisiswhat most users think of asan
extension. With the ACC Site License, aphysical extension can be
further categorized as an agent, which will identify the extension to
the System Administrator as an eligible extension that can be added to
aworkgroup. See “ Agent Check Box” on page 8-8 for more
information.

7 UOISUaIXJ '8

e Virtual Extensionsare not associated with aphysical port. Virtual
extensions can be used as message mailboxes and in telephone sharing
environments. Users of avirtual extension can log in on any available
station to access physical extension features using Feature Codes.
With the ACC Site License, avirtual extension can be further
categorized as an agent, which will identify the extension to the
System Administrator as an eligible extension that can be added to a
workgroup. See “ Agent Check Box” on page 8-8 for more
information.
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You can create up to 2,000 total (physical + virtual) extensions.

e Huntgroups. The primary use of a huntgroup is similar to that of
workgroups—when the huntgroup extension is dialed, the system
hunts for an available member extension to which to route the call.

Y ou can use huntgroupsfor various purposes, for example, in selecting
ahuntgroup as a System Operator.
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e Workgroups. The primary use of aworkgroup isto have specific calls
answered by a designated group of extension users—when the
workgroup extension is dialed, the system hunts for an available
member extension to which to route the call. Y ou can use workgroups
for various purposes, for example, in selecting aworkgroup as a
System Operator. Also, workgroups have more call handling options
available.

The ACC Licenseisrequired in order to create workgroups. When
upgrading to 4.6 without an ACC License, existing workgroups are
converted to huntgroups. Only agents can be part of workgroups.

I P extensions can be configured either as physical or virtual extensions.

After creating the extensions, you then work with the following settings,
each of which is accessed by atab in the Extension Configuration window.

e General setup—creating the extension numbers and assigning people
to the extensions, creating group pilot numbers, and setting other basic
parameters.

e Group—adding and removing group members.
e Station Speed—extension speed dial numbers.

e Mailbox Settings—capacity and features options for extension
mailboxes.

* Notification—preferences and options for voice mail notifications.
* Restrictions—extension out-call restrictions.

e Answering—call forwarding, call waiting, and call handling
preferences and options.

e OneNumber Access—special handling for designated VIP calls.

e Monitor List—extension rights to monitor other extension calls.

Three Configuration Windows in One

Certain configuration functions apply only to physical extensions—for
example, configuring the physical line. Other functionsapply only to group
pilot numbers—for example, setting up incoming call routing to group
members when the group extension is dialed. And some functions, or the
lack of function, apply only to virtual extensions—for example, call
waiting options do not apply to virtual extensions.
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Extension and Group Configuration

Generally, you work on extension configuration by selecting an extension
in the General window, then clicking another tab to work on the settingsin
some other window. The features and functions available in the Extension
Configuration windows vary depending on the type of extension selected.

When you select an extension in the General window—the first window
you see when you first launch Extension Configuration—and work on it
under other tabs, the extension number appearsin the window title bar. For
example, if you' re setting up phone answering options, the group view of
the window shows Group Handling options that do not appear in other
views.

Y ou can print the datain any of the windows by clicking the Print button.

Apply To Button

The extension configuration windows often allow you to apply changesto
a particular extension or group or to select many extensions or groups to
which to apply the changes.

Clicking the Apply To button pops up alist of all extensions to which the
change can apply. All extensions are selected by default. Y ou then de-
select the onesyou don’t want, or de-select all and then select the onesyou
want. Note that you cannot use the mouse to drag over and select multiple
items; you must use the Shift and Ctrl keys.

uoneinbiyuo) dnoio
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The Apply To button is disabled unless there is a change that can be
applied to multiple extensions, and when you use it to apply changes to
multiple extensions, it works on only those changed attributes that can be
applied. For example, if you use Apply To on the General window after
you changed the person’s name, you do not re-assign the same name to
others, because the name is not an attribute that uses Apply to.

Accessing Extension Configuration

To access Extension Configuration, either select Extension
Configuration... from the Management menu, or click the Extension
Configuration icon on the Quick Access Toolbar.

Setting up Extensions

The Extension Configuration General window provides for creating
extensions and establishing their basic attributes.
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Setting up Extensions

The General window is the default tab displayed when you open the
Extension Configuration window. If you’ re viewing another Extension
Configuration window, you can click the General tab to open the General
window.

5 : Physical x|

General IGroup | Station Spaedl Mailbox Setting Notlhcat\onl Restriction Answenngl One Number Accessl Moritor Llsll

~ Personal Information
Extengion | Tupe Locatic & -
i One LastM Five
100 Workgroup First Marne I ast Mame I
101 Physicallsgent] 0411 Password I*m“mmx DID Mumber |1 05
|
110 Physical 0109 Tenant 0 Ma hd [V Enable Dial-By-Name Service
120 Virtual Dessipti I— I~ Enable Intercam
125 Wirtualjgent] Sschpton [ Agent
199 Physicall&gent] 021
200 Huntgroup ~ Forced Account Code————— [~ Call Recording Options:
202 \u"!rtual I~ Enable Forced Account Code ¥ Fiecord on Demand to Ext Y
220 Wirtual [ &ceount Code Validation
222 Huntgroup ™ Overide Slowed ¥ Insert Recording Tone
300 Physicalifgent) o0 NEEe A TWe
333 Huntgroup SKMTP/POF3 Setting
350 Virtual .
351 “irtual ’7 Email Name IE”‘n 05 ™ Retrieve Vaice Mail By E-mail Client
ggg $:It::: i Mail Farwarding O ption:
354 irtual ™ Enable Mail Forwarding IDa\elE Messages After Fonsard j
355 Wirtual ;
66 Virtual Fonward Ermail Address |
35|7 Wirtual | _ILI I™ Fonward Emal I | Forward Yoice Wil
4 L3
= Typ IP Extension
~ Physical Location————————————— + Physical Extension ™ Enable IP Extension
Slat 4 Previous : Wirtual Extension & Dynamic P Address
Hurtaroup € Static [P Address
Channel Im Hest |
=  workgroup Logon IP Address
Phone Display———————— i i i i
it | weklE | Nurnber Field; | Cafler Humber j' &
i - Auwsilable IP License I
e Framstes | Narne Field: Caller Mame

Print. | Applto | ok I Cancel | Apply | Help |

Figurel. General window, Extension Configuration
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Adding New Extensions

To add a new extension:

1. Click the Add button in the General window. The Add New
Extension dialog box opens.

Add New Extension [ %]

r— Extenzion Mumber

Fleaze enter a valid 3 digit long
extension number

Slot | Charinel I

r~ Physical Extension License

I ax Allowed |B4
Uszed |1 ]
~ Tupe

" Physical extension
& Witual extension
" Hurtgroup

()8 I Cancel

Figure2. Add New Extension dialog box

Add New Extension =

r— Extenzion Number
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Slot | Channel I

J4000d

Fleaze enter a valid 5 digit long
extension number

i~ Physzical Extension License

I ax Allawed |B4
Uszed |1 ]
— Type

" Physical extension
£ Virtual extersion
" Huntgroup
£ ‘wWorkgroup

Ok I Cancel |

Figure3. Add New Extension dialog box with ACC License

2. Typeinan Extension Number.

The number must begin with a number assigned to be used for exten-
sion, and it must be the length assigned to extensions, both of which
are set in the Number Plan in System Configuration as described in
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“Setting a System Number Plan” on page 5-4.

Select the Type of extension from the options—Physical, Virtual, or
Huntgroup. The Workgroup option is enabled with the ACC
License.

Note: Seethediscussion of the different extension typeson page 8-1.
Note also that after the extension is created, you can change
Virtual extensionsto Physical, and vice versa, but you cannot
change Physical or Virtual to Group or vice versa.

The Physical Extension L icense displays the maximum number of
physical channels licensed to the user as well as the number of
assigned, licensed physical channels.

Depending on the type of extension you' re creating, take one of the
following actions:
« If you'resetting avirtual or group number, you're done. Click OK.

« If you're setting up aphysical extension, select an available
physical location—slot and channel for the line—then click OK.

The dots (logical board 1D) and the channels (the ports) are dis-
played and available if they have not yet been assigned to an exten-
sion.

Establishing Basic Extension Attributes

After you create an extension, you can set other basic attributesin the
Extension Configuration General window:

To set the Personal Information:

Typein the User Name, Password, DID, Tenant Group, and optional
Description:

First Name and L ast Name of the extension user, each with a
maximum of 32 characters.

Passwor d for the extension user. The default is the system default
password set on the Number Plan tab of the System Configuration
window.

A valid password cannot be the same asits extension number and must
be 4-8 digits (numbers or letters A—Z) in length. Basic password
patterns, such as repeated digits (1111), consecutive digit strings
(1234), or digitsthat match the extension (Ext. 101 using 1012, 9101,
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10101, etc.) are not allowed. The letters map to numbers (on a phone,
for example) as follows:

Numbers Letters Numbers Letters

2 A,B,C ab,c 6 M, N, O,m,n, 0

3 D,E Fdef 7 PQ,R,Spaqrs
4 GH,I,gnh,i 8 T,U,V,t,uv

5 J K, L,j Kk 9 W, X,Y,Z,w,X,Y,2

* DID Number—each extension can be assigned a DID number. This
number does not have a fixed length, but the length must be long
enough (range 2—16) for the system to match the DID incoming call.

ItisHIGHLY recommended to use the full 10 digit DID number, not
just the last few digits. This full number guarantees the system can
send the correct number asthe Caller ID on PRI lines. With fewer
digits, the system sends the trunk’s configured phone number as the
Caller ID. If the trunk number is not configured, the system main
number is sent.

7 UOISUaIXJ '8

Also, if morethan 12 digits are assigned for the DID number, when
the extension makes an outbound call through PRI trunks, al the dig-
itswill be sent to the target number. If the target number is not able to
display al the digits, it may show “Unknown Number” in the Caller
ID display.
Note: Please note the following information regarding Caller ID
when using particular phones.
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» Some phones (such as Nortel) can only display up to 12
digitsfor the Caller ID.

e TheAlti-IP 600 Phone can support up to 16 digitsin the
Caller ID display.

» AltiTouch/AltiTouch Plus phones support up to 12
digitsin the Caller ID display. If the phone receives a
Caller ID length longer than 12 digits, it will display
“Unknown Number.”

e Tenant—adrop-down list of Tenant IDs (groups) to which the
extension can be assigned. See “Using a Tenant Table” on page 5-33
for more information on Tenants.
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Note: If an extension is assigned to N/A in the Tenant drop-down
list, the extension is able to access all trunks, even though the
trunks have been assigned to tenants.

* Enable Dial-By-Name Service—select this box to allow callersto
search the extension list by employee name for this extension.

Note: The Tenant and Enable Dial-by-Name Service settings can
be applied to multiple extensions by using Apply To, as
described in “ Apply To Button” on page 8-3.

e Description—Optional descriptive information such as cubicle
number or job title.

+ Enable I ntercom—select this box to enable the intercom call feature
for this extension. Pressing #93 allows the user to make an intercom
call to another intercom-enabled extension.

Note: Intercom isonly available for extensions on Triton Analog
Extension boards and AltiGen | P Phone extensions. The optionis
grayed out for extensions on Quantum boards.

Agent Check Box

Checking this box allows the extension to be added as a member of one or
multiple huntgroups or workgroups. “ (Agent)” will displayed in the
extension’s Type field, next to the extension type. When selecting which
extensions should be members of aworkgroup, only agents can be
assigned. And when the Administrator selects the Group tab, only agents
will appear in the M ember/Not Member lists.

Important Notes:

* AnAgent Seat Licenseisrequired any time an agent logsinto a
workgroup. If an Agent Seat Licenseis not available, the system will
not let the agent log in.

* Upto 30 agentstotal in asystem is recommended.

Forced Account Code

These settings determine how callers use any account codes you have
established when making outgoing trunk calls. For information on creating
account/code associations, see “Creating Account Codes’ on page 5-15.
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+ Enable Forced Account Code—selected, forces the user to enter an
account code.

* Account Code Validation—selected, forces the user to enter avalid
account code.

e Override Allowed—selected, prompts the user to enter an account
code, or the user can press # to bypass the account code.

Call Recording Options

The system administrator can specify every extension’s voice recording
feature. Enabled, this feature will record an extension’sincoming call
conversation.

WARNING!

Listening into or recording a conver sation without the consent of one or
both parties may be a violation of local, state and federal privacy laws. It
isthe responsibility of the users of this feature to assure they arein
compliance with all applicable laws.
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Note:  The recording session starts when the call enters the connected
state and ends when hang up or flash is pressed, or whenthecall is
transferred.

* Record On Demand to Ext VM — when enabled, saves recorded
calsto extension' s voice mail box.

e Insert Recording Tone— (enabled only when Record On Demand
to Ext VM is selected) plays arecording beep to alert the parties that
the conversation is being recorded.

Note:  For workgroup/agent/silent monitoring voice recording, the file
format is**** .sm.r. For barge-in voice recording, the file format
is*** bgn.r

Calls can be silently monitored or barged-in on, regardless of
agent login status.

Setting Email Options

In the General window, you can set the email options for the extension:
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*  Email Name—the user’s email name without the @domain. The
default email name is ext[ extension number], that is, the letters “ ext”
followed by the extension number. For example, the default email
name for extension 2497 would be ext2497.

« RetrieveVoice Mail by Email Client—selected, this sends voice
mail to the user extension as an email attachment. Desel ected, voice
mail isretrieved as voice mail.

* Enable Mail Forwarding—selected, the user’s email will be
forwarded to the email address you specify in the Forward Email
Address box. The address should be a full address, including the
domain (for example, jsmith@thecompany.com.).

If you enable mail forwarding, you also specify what you want done
with the original messages after they have been forwarded. In the
drop down list you can choose to:

— Delete M essages after Forward
— Keep the Messages as New
— Keep Messages as Saved

Further, if you enable mail forwarding, you can use the check boxes
whether you want to Forward Email, Forward Voice Mail, or both.

Changing the Extension Location or Type
Changing the Type

Thetype of extension is set when you create the extension: physical, virtual
or huntgroup/workgroup pilot, described on page 8-1. After you create the
extension, the type is displayed as a Type radio button list in the General
window.

Y ou can change a Virtual extensionto aPhysical one, and vice versa, but
you cannot change either to aHuntgr oup or Workgroup number, nor can
you change a huntgroup or workgroup number to another type after it is
created.

If you change the type to physical, you can also set the location and
configure the line as discussed in the subsequent paragraphs.

Changing the Location

When you create aphysical extension, you assign it alocation or you accept
an automatically assigned location. If you have available extensions, you
can change the location in the General window.
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To change the location, select the extension number in the list of
extensions, then click the Previous or Next buttons to change the slot and
channel settings until the location you want is displayed. Like other
changes, this changeisn’t finalized until you click Apply.

Setting an IP Extension

The IP Extension option allows an H.323 compliant terminal device (1P
phone) to connect to AltiServ. | P extensions have the same features as
anal og stations. For system requirements and limitations on setting up IP
extensions, see Chapter 16, Setting Up IP Extensions.

To use the IP Extension option, check the Enable | P Extension, then set
the IP addressing by choosing either Dynamic or Static P Addressing. If
you choose Static addressing, you need to type in aLogon IP Address.

The type of addressing you use affects users:

e Using static | P addressing, the extension user logsin from the station
having the |P address. An advantage for virtual extensionsis that the
user doesn’t havetologin at al; when the user connectsto the system,
the extension isimmediately recognized as an | P extension. When
physical extensions connect, on the other hand, the system promptsthe
user to log in. Static addressing is more convenient for users and may
be preferred by users who work primarily at a specific location.

Important: If you enter the server’s 1P address asthe L ogon, IPtrunk calls
from another AltiServ system will receive adial tone rather
than the Auto Attendant. From the dial tone, callers can did
extension numbers on this system.

e Using dynamic | P addressing, the IP extension can log in from any
I Paddress. However, the | P extensions must alwaysloginviathe Auto
Attendant and log into voice mail to activate the | P extension. Users
who travel may well prefer dynamic addressing.

Note: AltiGen IP Phone extension users should not activate their IP
Phone by logging into voicemail — instead, #27 should be
used to log in.

Important: When you enable dynamic | P addressing, a physical extension
on one AltiServ system can effectively disable the Auto
Attendant for system-to-system IP calls to the second system.
This happensif aphysical extension on one system calsa
second system via an I P trunk, logs into an extension, and
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Setting up Extensions

enables an | P connection. Aslong as the connection is active,
al IPtrunk callsfrom thefirst to the second system will receive
adial tone rather than the Auto Attendant. From the dial tone,
callers can dial extension numbers on the second system.

Setting VoIP Codecs

The default codec for static |P extensionsis G.711, which gives a
bandwidth of approximately 64 kbps. Thisis appropriate for lease lines or
high-speed connections. The default codec for dynamic IP extensionsis
G.723, which gives a bandwidth of approximately 6.4 kbps. Thisis
appropriate for internet connections.

Y ou can change these defaults and set dynamic | P addressing ranges and
codecs for AltiServ-to-Alti Serv connections using the Vol P Codec
Configuration window.

To open the VoIP Codec Configuration window:

* Choose Vol P Codec Configuration from the M anagement menu.

x
~ Static: IP Extengions ~ Server
Estension | |P &ddress | Uze Codec | MName |P &ddress Uze Codec
1001 206.111.153.212 G711 ulaw PATTATATA THA| 206111153730 G711 ulaw
Turbo 206.111.153.18 G7231 B4k

The codec selting of cuent selection Iﬁ?ﬂ ulaw ™

G711 IP Range:

Add Delete |
Type [ IF Address 1 [ IF Address 2 [
Singel IP 123123123123
The codec setting of cunent selection |5711 ulaw j

Figure4. VolP Codec Configuration window
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Parameter Description

Static | P Extensions Lists IP extensions with static |P addressing you
have created in the Extension Configuration window

Servers Lists other AltiServ serversyou have entered in the
IP Dialing Table window, which have AltiServ-to-
AltiServ connections to your server

G711 1P Ranges Liststhe G.711 dynamic IP address ranges you have
created in the Add I P Codec Setting dialog box,
described below

To set the codec of an IP extension with static IP addressing:
1. Select the extension in the Static | P Extensions list.

2. Inthe drop-down below the list, select the codec to use for this
extension.
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To set the codec for a connection to another AltiServ server:
1. Select the server in the Serverslist.

2. Inthe drop-down below thelist, select the codec to use for a
connection to this server.
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Note:  AltiServ-to-AltiServ |P connections between systems using OE
4.6 must use the same codec.
To set ranges and values for dynamic IP addressing:

1. IntheG711 1P Rangesligt, click the Add button. The Add I P Codec
Setting dialog appears.

x|
Tupe |P Address
& Single Stat | o | . .0
" Range End | 0o . 0 .0 .0

Figure5. AddIP Codec Setting

2. Inthe Add IP Codec Setting dialog, specify Single or Rangeto set a
single dynamic I P address or arange of addresses.
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Enter a Start value and, for aRange, an End value for the dynamic IP
addresses your |P extension users can access.

Y ou cannot use the minimum and maximum values (0.0.0.0. and
255.255.255.255).

Click OK.

Repeat these steps for every range or value you wish to make available
for users of | P extensions with dynamic addressing.

Setting Ranges and Values with the 30-Port IP Board

If you do not have 12-Port IP boards in your system, and only have a 30-
Port IP board, you must configure the system to use G.711 only.

To set ranges and values for dynamic IP addressing when only using
a 30-Port IP Board:

1

Inthe G711 1P Rangesligt, click the Add button. The Add I P Codec
Setting dialog appears.

Add TP Codec Setting X

Type IF Address
|7("'Single |75tart|u_u.n_1

{* Range End | 255 285 255 . 254

ak. I Cancel |

Figure6. AddIP Codec Setting

2.

Inthe Add IP Codec Setting dialog, specify Range to set arange of
dynamic IP address.

Enter the Start value as 0.0.0.1; for the End value, enter
255.255.255.254.

Y ou cannot use the minimum and maximum values (0.0.0.0. and
255.255.255.255).

Click OK.

From the main menu, go to the Vol P Codec Configuration window
and change the codec setting of current selection of all serversand
codecsto G.711 uL aw, then click OK. (By default, server codec is set
to G.723.1.)
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Thiswill force al connectionsto be G.711 and alow remote users
accessto arange of | P addresses, instead of the users having to contact
the administrator for the specific IP address.

IP and Physical Extension Login/Logoff Interaction

When an |P extension associated with a physical extension logsin, the
physical extension isdisabled. Whenthe P extension logs off, the physical
extension is automatically enabled.

While the IP extension islogged in, the user can activate the physical
extension on a phone using the #27 feature code. This logs off the IP
extension.

Setting the Line Properties

For aphysical extension, you can configure hardware options on the board
port used for the extensions. To do so, select the extension number in the
list of extensions, then click the Line Properties button to open adialog
box that is specific to the board using for the extension.

7 UOISUaIXJ '8

The Line Properties are somewhat different for Quantum Board than for
Triton Analog Station Boar ds. The subsequent sections deal first with
Quantum, then with Triton Analog Station.
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Quantum Line Properties

If you select a Quantum board extension and click Line Properties, you'll
see the Quantum Line Properties dialog box. Note that you can use the
Apply to button to apply these hardware settingsto one, some, or al ports
on the board.

Quantum Line {QtmDID408U-5,C il

Meszage Waiting Signal T_I,lpel FSk

Caller ID Signal Format {MDMF

— Receiver Gain [dB)

DL_’,_

1 2 3 4 5 E 7

— Tranemizgion Attenuation [dB)

DL_,_

1 2 a3 4 &5 & 7

ak. Cancel | Apply to. I

Figure7. Quantum Line Properties dialog box for extensions

Configure the following hardware extension-specific features:

Par ameter Description
M essage Waiting Type of Message Waiting indicator for the phone set:
Signal Type .« None.

* Voltage—voltage-based indicator.
e FSK—Frequency Shift Keying indicator.
e Tone—tone-based indicator.
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Parameter Description
Caller ID Signal Message format with which to send Caller ID
Format information:

e None

» SDMF—Single Data Message Format for
supporting and sending asingle datatype, such as
phone numbers.

e MDMF—Multiple Data Message Format for
supporting and sending multiple data types, such
as name and number information.

Receiver Gain/ Incoming and outgoing volume for every

Transmission extension. Unlike the Quantum board, these

Attenuation dide settingshave positive and negative val ues.
Both defaults are O decibels.

Caution: Use caution in setting the Receiver Gain or the
Transmission Attenuation. If either settingistoo high, the
result will be distortion in voice quality.

7 UOISUaIXJ '8
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Triton Analog Station Line Properties

If you select a Triton Analog Station Board extension and click the Line
Properties button, you'll see the Triton Analog Station Line Properties
dialog box. Note that you can use the Apply to... button to apply these
hardware settings to one, some, or all ports on the board.
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Y ou can aso access this window by double-clicking a span in Channel
Mapping List of the Triton Analog Station Board configuration window.

Triton Analog Line{TritonAL1ZEXT-6, channel=4) E

— General Settings

Meszage Waiting Signal Tvpe IFSK;"SDMF 'I
Caller ID Signal Format IMDMF 'I

Rirging Frequency 28 hd

— Line Digconnect Signal

¥ Enable Loop Current Break.

i g0 =
Loop Current Break. Duration =
- Heseiver Eait [dE]
1 1 1 1 1 1 I\i 1 1 1 1 1 1
- -3 ] 3 E
= Transmissian Gaim [de]
1 1 1 1 1 1 !\I 1 1 1 1 1 1
-5 -3 ] 3 b

ok Cancel |

Figure8. Triton Analog Sation Line Properties dialog box
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Configure the following hardware extension-specific features:

Parameter Description

M essage Waiting FSK or None.

Signal Type

Caller 1D Signal SDMF, MDMF, or None.

Format

Line Disconnect Theloop break desired for answering
Signal supervision, either 200 or 600 ms.

Note: If the extension uses a 390 phone with
Intercom service, set thisto 750 ms.

®
Ringing Frequency  Select the frequency in Hz that is necessary for é ™
the equipment attached to thisline. -?3 m
Receiver Gain/ Incoming and outgoing volume for every Ss
Transmission extension. Unlike the Quantum board, these & ‘g-
Attenuation slide settings have positive and negative values. E S
Both defaults are 0 decibels. = R

=}

Caution: If the Receiver Gain or the Transmission Attenuation
setting istoo high, theresult will be distortion in voice
quality.

Phone Display Options

For analog and | P phones, the administrator can select what information is
to be displayed. Depending on the number of display lineson the LCD, the
phone can be set up to show two lines of specific caller information on the

display.
In the Phone Display field, use the Number Line and Name L ine drop-
down liststo select the caller information to display:

e Caller Number
o Caller Name

e DNIS Number
« DNISName

« |VR Data

AltiWare OE System Installation & Administration Manual ~ 8-19



Setting up Groups

e User Data

Note:  For most phones, the number line can only display anumber. If the
Number Lineissetto Caller Name, DNIS Name, User Data or
VR Data, the phone may display “Unknown” on the number line.

Alti-IP 600 Phone Display Notes

For the Alti-1P 600, the Name L ine displays caller information under the
following conditions:

— If NameLineisset to Caller Name, it will display caller name. If
there is no name information, the number will be displayed.

— If NameLineisset to Caller Number, it will display the caller
number. If there is no number information, “Unknown” will be
displayed.

— If Name Lineisset to DNIS Name, it will display DNIS name. If
thereis no name information, the DNI'S number will be displayed.

— If Name Lineisset to DNIS Number, it will display the DNIS
number. If there is no number information, “Unknown” will be
displayed.

Setting up Groups
What is a Huntgroup?

The primary use of a huntgroup is similar to that of workgroups — when
the huntgroup extension is dialed, the system hunts for an available
member extension to which to route the call. Y ou can use huntgroups for
various purposes, for example, in selecting a huntgroup as a System
Operator.

Huntgroups vs. Workgroups

As of Release 4.6 and higher, huntgroups differ from workgroups in that
huntgroups do not require special licensing (whereas workgroups require
Agent Seat Licensesto beavailable any timean agent logsin). Workgroups
also have more call handling options available.

AltiWare allows up to 32 groups to be configured and extensions can be
assigned to multiple groups. Both agents and non-agents, can be assigned
to huntgroups. Only agents can be assigned to workgroups.

There are three sets of Agent Configuration steps to set up groups:
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e Thefirst step is creating agroup pilot number, atype of logical
extension, as described in “ Setting up Extensions’ on page 8-3.

e Oncethe group pilot number is created, you can use the Group
configuration window to set up parameters for the group.

e Oncethegroup pilot number iscreated, you can use the Group window
of Extension Configuration to assign physical extensions as members
of the group.

Note: A feature of group membership isthat all members are set to the
“Logout” state at system startup or reboot.

Apply to Button

The group configuration window often allow you to apply changesto a
particular group or to select many groups to which to apply the changes.

Clicking the Apply to button pops up alist of al groups to which the
change can apply. All groups are sel ected by default. Y ou then de-select the
ones you don’t want, or de-select all and then select the ones you want.
Note that you cannot use the mouse to drag over and select multiple items;
you must use the Shift and Ctrl keys.

uoneinbiyuo) dnoio
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The Apply to button isdisabled unlessthereisachange that can be applied
to multiple groups, and when you use it to apply changes to multiple
groups, it works on only those changed attributes that can be applied.

Establishing Group Membership
There are two different ways to attach extensions to groups.

1. If you select ahuntgroup or workgroup in the Extension
Configuration General window, then click the Group tab:

 you open the huntgroup view of the group window, which provides
for adding extensionsto the selected group and setting group queue
handling options and group login status

or

 you open theworkgroup view of the group window, which provides
for adding extensions to the selected group, setting group queue
handling options and group login status, and queue overflow
handling.

2. If you select an extension in the Extension Configuration General
window, then click the Group tab, you open the Extension view of the
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group window, which provides for assigning groups to the selected
extension.

This section discusses the first way first.

Important: Regardless of which way you add extensions to groups, the
order in which you add extensions can have consegquences. For
example, one way of handling incoming huntgroup callsisto
aways send the call to the first extension, if available, the
second if the first is not available, and so forth.

When you add an extension to a huntgroup, the extensionisin
the “Logout” state. The huntgroup member must manually log
in.
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Adding Extensions to Groups

To add extensions to a group, select the group number (huntgroup or
workgroup) in the list of extensions in the General window, then click the
Group tab. The group number appears in the window title bar.

For huntgroups, the Group window appears as follows:

Extension Configuration -- 200 : Huntgroup 5[

General Group ISIaIiDn Speedl Mailbox Sellingl anifu:atinnl Flestrictinnl Answeliﬂgl One NuthrAEcEssl tdanitor Lisll

Member extensions Mot member
Mumber | Status | Mame | Tupe Mumber | Name [ Type -
300 Login Three Hun Physicallfgent] 1m One One Physicall4ge
108 One Five Physical
10 One Ten Physical —
<- Add | 120 One Twenty Wirtual
125 One Twentyfive Virtualldgent,
Femave > | 193 Orie Ninetynine PhysicalAoe G)
220 Two Twenty Wirtual -
350 Three Fifty Wirtual (@] foe
351 Three Fiftyone Wirtual [ el
352 ag aa Wirtual o m
353 big aa Wirtual - =
o [ o B ox
© o
¥ Detault Audio Peripheral Configuration When system restarted, group members | Keep Login Status ¥ 2 a
= workaroup Bueus Handling (@) 5
Grecting Phrase :’ Updste Fhrase I :I Update Fhraze I j’ E S
QD
[Update Phrase j Last Phrase I j Update [nteswal |3D jSec = Ro
o
5

Frint Aipplyto. QK I Cancel | Lipply | Help

Figure9. Huntgroup View of Group window, Extension Configuration
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For workgroups, the Group window appears as follows:

Extension Configuration -- 100 : Workgroup ﬂ

General Group |Statiom Speedl Mailbox Seltingl Nolificationl F!estncliunl Answenngl One Mumber A:cessl Manitor L\sll

Member extensions Mot member
Murmber | Status | Mame [ Type Humber | Mame | Type
1m Login  One One Physicalfgent) 133 One Ninetynine Physicalltgent]
125 Logout  One Twentyfive Wirtualldgent] 300 Three Hur Physical(fgent)

<-Add
Femave - |

Ll LY Ll I
W Default &udin Peripheral Configuration When spstem restarted, group members | Keep Login Status =

= wiorkaroup Hueue Handling

Greeting Fhrase j Update Phrass j Update Phrase I ::’
lipdate Phrase j Last Phrase i’ Update [rterval |3U ::’ Sec

i Hueue Over Flow Handling

[ Forward if queue length is equal or greater than |20 i’
[~ Fomward if expected waiting time iz longer than 10 ﬁM\n
¥

= Enable Forward ta
|s =1

Print Applyto .. Ok I Cancel I Apply | Help
Figure 10. Workgroup View of Group Window, Extension Configuration

Adding or Removing Members

To add extension(s) to the selected group:

1. IntheGroup view of the group window, click the extension number(s)
in the Not Member list.

2. Click Add to move them to the Member list.

Note: If the group pilot extensionisconfigured to Ring All Available
Members, the maximum number of membersis 20. See
“Setting Huntgroup Handling” or “ Setting Workgroup
Handling” for details.
To remove extension(s) from a group:
1. Click the extension number(s) in the Member list.

2. Click Remove to move them to the Not M ember list.
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Setting the Audio Peripheral Options

In the group view of the Group window, you can also set audio peripheral
options—which greetings and updates to use, and so forth. For each group
you can either use the system default audio peripheral configuration or you
can set up a custom configuration.

The default audio peripheral setup is discussed in “Additional Setup” on
page 11-1. Custom configuration involves choosing other phrases—a
function set with the Auto Attendant as discussed in Chapter 10, Auto
Attendant Configuration.

Y ou can also use Apply to to apply the configuration to one, some, or all
groups.

Setting Group Automatic Login/Logout

In the Group window, you can set options for automatic login/logout of
group memberswhenever the systemisrestarted. Usethedrop-down list to
select from the following:

— Keep Login Status

7 UOISUaIXJ '8
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— All Login (not supported for workgroups)

— All Logout

Handling Queue Overflow

In the workgroup view of the Group window, you can also set options for
handling long queues or long wait timesfor callers. When a queue exceeds
aset number of calls, or callersare waiting beyond aset length of time, calls
are automatically forwarded to an Auto Attendant, voicemail box,
extension, or outside number.

To set options for handling call overflow:

1. Inthe Queue Overflow Handling field group, set options for queue
length and wait time. Y ou can set one or both of these.

2. Set acdl forwarding destination if the queue length and wait time
settings are exceeded. If thisoptionis not enabled, callswill go to the
workgroup’ s voicemail.

Note: If you choose an extension, this can be the same workgroup
extension or another workgroup.

Y ou can use Apply to to apply the configuration to one, some, or all
groups.

AltiWare OE System Installation & Administration Manual ~ 8-25



Setting up Groups

Assigning Groups to Extensions
Thisisthe second of the two ways (see “ Establishing Group Membership”

on page 8-21) to assign extensions as members of groups.

This method—sel ecting a physical or virtual extension and then clicking
the Group tab—provides an extension view of groups. Y ou can see al the

groups to which the extension belongs, and you can change those

assignments.

To open the Extension view of the Group window:

1. Select the Virtual or Physical extension number in the list of
extensions in the General window.

2. Click the Group tab. The Extension view of the group window opens,

with the extension number appearing in the window title bar.

Extension Configuration -- 105 : Physical

General Group ISlaliUn Speedl hd ailbox Sellingl Nulilicaliunl Fleslri:licml Amswermgl One NumberAccEssI b onitor L\SII

Member of

Mot member of

Mumber | Status | Mame | Type Number | Hame | Tupe
200 Twa Hun Huntgroup
222 Two Twentybwo Huntgroup
333 Three Thirtythree Huntgroup
<-Add 444 Four Fartyfour Huntgroup
Remave -»
‘ | o d | o
Frint | Applota.. | (1] I Cancel | Apply | Help

Figure11. Extension view of Group window, Extension Configuration
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Adding or Removing Group Assignments

To assign groups to the selected physical or virtual extension:

1. Inthe Extension view of the Group window, click the Group
number(s) in the Not Member list.

2. Click the Add button to move them to the Member list.

Note: If the group extension is configured to Ring All Available
Members, the maximum number of membersis 20. See
“ Setting Huntgroup Handling” on page 8-45 or “ Setting
Workgroup Handling” on page 8-46 for details.

To remove groups assigned to a physical or virtual extension:
1. Click the group number(s) in the Member list.
2. Click the Remove button to move them to the Not M ember list.

Setting Wrapup Time

In the Extension view, you can set the Wrapup Time for the selected
physical extension. This option doesn’t appear for a virtual extension.
Wrapup timeisasystem delay before routing the next call to the extension,
and it givesthe agent time to finish up with notes, prepare for the next call,
log out of the group, or hit the*“Wait” buttonin AltiView after puttingacall
on hold and going back onhook. Y ou can set awrapup time of up to 29
minutes, 59 seconds.
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To set the extension wrapup time:
1. Check the Allow Wrap Up Time box.

2. Using the drop-down lists, select the minutes and seconds for the
delay. Be sure to set at least enough time (e.g. 5 seconds) to allow an
agent to hit the “Wait” button in AltiView after putting the caller on
hold and going onhook.

Setting Inter Call Delay

Like Wrapup time, Inter Call Delay can create time before the next call
comesin. It can be set for any extension.

If the system is delaying the next call to a user extension based on the
Wrapup Time setting, the Inter Call Delay setting is ignored.
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However, if Wrapup Time does not apply—for example, if it is de-
selected—then Inter Call Delay acts as follows:

If the extension user hangs up and there are callers waiting in an
extension or group queue, the ring is delayed for the number of
seconds specified in the Inter Call Delay setting.

If the extension user hangs up, there is no one waiting in a queue and
acall comesinwithin the Inter Call Delay period, the call is put
through immediately; the Inter Call Delay period isignored.

To set the extension Inter Call Delay time:
1. Check the Inter Call Delay box.
2. Using thedrop-down lists, select the secondsfor thedelay. The default

is 15 seconds.

Operation Notes

Conference calling may not work properly when an internal call is
made to workgroup that has Ring All Available Members setting. If
theinternal extension isconnect to an agent of thisworkgroup and then
initiates a conference call to another agent in this workgroup, thefirst
agent does not connect to the conference call.

The system does not follow Busy Call Handling for aworkgroup if no
IPtrunks are available for | P extension agent. Instead, the system will
send the call to the workgroup’s voice mail.

Setting up Station Speed Dialing

For each extension, you can set up to 20 station speed dial numbers. The
numbers available are from 00-19, used following the extension speed dial
access code, #77.
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Towork with Speed Dialing settings, select the extension number you want
to work with from thelist in the Extension Configuration General window,
then click the Station Speed tab.

Extension Configuration -- 100 : Physical
General | Group  Station Speed | Mailbox Setting Nntif\catmnl Restrictinnl Answering | One Numhemccassl Manitor Listl
~ Speed Dialing

Station ID ‘ Mumber |

L]

o

oz

0]

04

05

0

o7

0

L]

10

1

12 )

13

14 =t [ee]

15 o

18 © m

17 X

18 8 g

13 58
=]
Q =
==
=

Edit N

= R
o
5

Print | Applyto Ok I Cancel | Apply | Help

Figure12. Sation Speed Dialing window, Extension Configuration
Editing Speed Dial Entries

To add or edit an entry:

1. Double-click the Station I D number you want to work with, or select
the number and click Edit. A dialog box appears:

Speed dial configuration 1[

‘wihen entering speed dial numbers, please include
all neceszary digits [such as tunk access code. long
digtance prefis and area code] that you would dial
when manually dialing the number. e.q.
914155551212)

0K I Cancel
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2. Typeinthefull number asyou would dia it, with a maximum of 20
digits per entry. 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.

Valid digitsinclude 0 through 9, #, *, and (,) comma. The comma
representsa one (1) second pause.

Note: You can use Apply to to apply speed dialing numbersto one,
some, or al physical extensions.

Setting the Mailbox Options

The Mailbox Settings define how voice messages are handled for an
extension: whether the mailbox isinformation only or is full-featured, how
messages are announced and processed, and how much capacity isallotted

to message storage.

To work with mailbox settings, select the extension number you want to
work with from the list in the Extension Configuration General window,
then click the Mailbox Setting tab to open the Mailbox Setting window.
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Extension Configuration -- 105 : Physical

Genelal} Groupl Station Speed  Maibox Setting ] Notificalion] Hestrict\on} Answeling] One NumberAccess] tdanitor L\st}

[ Information Only Mailbos ™ Disable Mailbox [T Enable Exchange Message Spnchronization
Options

[V Announce Message Sender befare Playback

[ Announce Time Stamp Before Plapback

[w' Canfim Callback Mumber

[¥ Enable Distinctive Call Waiting Tone

[ Play the Newest Vaoice Message First

Capacity
tdax Mumber of Messages 16 3:
Mailbox Size 5 = MB
Max Message Length 1 3‘ s

Fietention Length of Saved ED El: dayls)

Print QK Cancel | | Help

Figure 13. Mailbox Setting window, Extension Configuration

Note:  You can use Apply to to apply mailbox settings to one, some, or
all extensions.

Setting an Information-Only Mailbox

Y ou can select the Infor mation Only Mailbox check box to set virtual or
physical extension mailboxesto Information Only, then click Apply to to
Set one or more extension mailboxes.

An Information Only mailbox allows callersto listen to customized
recorded announcements but does not provide taking messages from the
caller. To repeat the message, callers are instructed to press the # key.

Y ou cannot set a group number mailbox to Information Only.
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Disabling a Mailbox

When you disable a mailbox, the normal greeting is played but callers
cannot leave messages.

Synchronizing with Exchange Server

If your system is set up to synchronize with an Exchange Server, you can
select the Enable Exchange M essage Synchronization check box to
enable synchronization for voice mails. See “ Setting E-mail Messaging
(SMTP/POP3) Options’ on page 5-25, and “ Setting up an Exchange
Server” on page 14-10.

Setting Mailbox Playback Options

Y ou can use the following checkboxesto turn on or off optionsfor listening
to playback of recorded messages. These options apply to both new
messages and saved messages, and they can be applied to multiple
extensions using Apply to.

Parameter Description

Announce Message  Selected, the user hears the name of the

Sender Before message sender (internal sender only) before

Playback listening to recorded AltiGen Voice Mail
System messages.

Announce Time Selected, the user hears the timestamp (time

Stamp Before and date) of each message before playback.

Playback

Confirm Callback Selected, system confirms the accuracy of the
Number caler’s number.

Enable Distinctive Selected, the user hears three different call

Call Waiting Tone  waiting tone cadences to distinguish between
internal, external, and operator calls (see
“Digtinctive Ring” on page 5-3).

Play the Newest Selected, voicemailsareplayed in reverse order
VoiceMessage First  of their delivery when the user retrieves them.
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Setting Mailbox Capacities

Y ou can set various mailbox capacities with the following options:

Parameter Description

Max Number of Maximum number of messages stored in the

M essages user’s mailbox. The rangeis 1-999, defaulting
to 100.

Mailbox Size Mailbox sizein MBs of stored messages. The

range is 1-500 M B, with adefault of 50.

Max Message Maximum length of voice messagesin minutes.
Length The range is 1-30 minutes, with a default of 5 o
minutes. S o
o
Retention Length of  Number of days saved messages are archived -?3 g
Saved M essages by the system. The range is 1-90 days, with a Se
default of 60. a 2.
€S
SR
=
=}

These options can be applied to multiple extensions using Apply to.

Setting Message Notification Options

The Notification tab of Extension Configuration provides for setting
notification options on new incoming email as well as voice messages.

Towork with natification settings, select the extension number fromthelist
inthe Extension Configuration General window, then click the Notification
tab to open the Notification window.
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Extension Configuration -- 100 : Physical

Gsnsrall Group | Station Speed | Mailhos Setting  Notification IHeslncllun Answsrlngl One Mumber Access | konitor L\sll

— Message Notification

& None

£ Urgent Yoice Messages Dnly
€ #llVoice Messages

Al Voice Messages and E-Mails

— Motificzation or Reminder Message by Calling a
& Phone " Pager { Extension [&ny 'I

For Phone and Pager options, choose the trunk access code from the diop
down list, and enter the number in the edit box (g, "'14155551212").

—Send Motification ar Reminder Messag

o5 =] secands sfter Dialng
& |0 3: Seconds after Answered

1~ Schedul

) HorBusiness Hours
© from [12008M = To [lzooam =
& A Time

Print | Applyta aK I Cancel I Apply | Help |

Figure 14. Notification window, Extension Configuration

Individual users can also configure M essage Notification within the
AltiGen Voice Mail System.

Note:  You can use Apply to to apply notification settings to one, some,
or al extensions.

Setting the Message Types for Notification
Select the types of messages for which the extension user is notified:

e None—selected, the user is not notified with acall regarding newly
received messages. Selecting this option does not prevent the user
from getting message waiting indicators or stutter dial tone when new
messages are received.

e Urgent Voice Messages Only
e All Voice Messages

e All Voice Messages and E-mails
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Setting the Type of Notification

There are three options for sending the notification or reminder message:
phone, pager, or extension.

To use the Extension option, select the Extension radio button, then type
the extension number into the text box. For the Phone and Pager options,
first specify the trunk or route access code using the drop-down list next to
the Extension radio button. The Any option meansto locate any available
trunk. Then typein the number with all relevant dialing prefixes other than
the trunk code, using a maximum of 80 digits.

Note also the following considerations:

» Using the Phone option, see “Outcall to Cellular or PCS Phone
Numbers’ on page 8-35.

»  For the Pager option, the system calls the specified pager number and
then dial sthe system main number (as set in the System Configuration
General window), which isthen displayed on the user’s pager.

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 needs
to be entered is 7654321* 12345678. When the pager operator answers
the Message Notification call, AltiServ announces the pager number
and the System Main Number (as configured on the Gener al
window 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 ‘#'.
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Outcall to Cellular or PCS Phone Numbers

When an outcall is made by the system (for One-Number-Access, Mes-
sage Notification, Zoomerang, Call Forwarding, etc.) to a cellular or PCS
phone, it may ring the phone once but not necessarily present the call and
make a connection. Thiswill happen if the ringback tone played by the
cellular service provider does not confirm to standard ringback tones. To
work around this problem, instruct usersto append afew commas(,) to the
outcall (cellular) number when entering it. Each comma provides a one
second pause.
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Setting Notification Timing

Y ou can set 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 set in the System Configuration General window) after
the system detects an answer when sending a notification:

e Secondsafter Dialing—thedelay (from 5 to 30 seconds) after dialing
before the system sends the return phone number.

e Secondsafter Answered—the delay (from 5 to 30 seconds) after a
call is answered before the system sends the return phone number.

Setting Notification Business Hours

Y ou can choose one of three options for when the extension user isto be
notified of new messages:

e Non-Business Hours—natification only during non-business hours.
Business hours are set in the System Configuration Business Hours
window (“ Setting Business Hours” on page 5-8)

«  From/To—noatification during a specified time of day. Select the
hoursin the From and To time scroll boxes

e Any Time—natification at all times (every day)

Enabling Message Notification

After configuring your message notification settings, to enable message
notification, check the “ Allow Callsto be Transferred/Conferenced/
Forwarded to an Outside Number” field in the Restrictions page of
Extension Configuration.

Configuring Calling Restrictions

Available restrictions on outgoing calls from extensions range from no
restrictions to allowing internal calls only.

System calling restrictions, discussed under “Defining System Call
Restrictions’ on page 5-12, specify global restrictions for all extensions,
and you cannot override the system settings when you configure
extensions. Further, restrictions can be placed on out call routing calls, as
discussed in Chapter 9, Out Call Routing Configuration.
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To work with extension call restrictions, select the extension number you
want to work with from the list in the Extension Configuration General
window, then click the Restriction tab to open the Restriction window.

Extension Configuration -- 100 : Huntgroup

Generall Gloupl Station Speedl Mailbox Setting | Matification  Restriction |Answering One Mumber Access | Monitar ListI

r~ Dutcall Restriction:
% Mo Restriction on Outcalls

€ Intemal Calls Only

" Intemal and Local Calls Orly

£ Allaw Intemal/Local Calls AND Restrict Other Calls by Allowing Certain Prefies

£ Allow Intemal/Local Calls AND Restrict Otker Calls by Disallowing Certain Prefises

Fi Dizallovied

- Prefires Alloved:

Enter prefiz [ess or equal to 10/ digits. [£.g; 1300/or, 376] Enter prefiz less o equal to 10 digits. (£.a. 1900/0r 976]

r Other Call Restriction:
¥ Allow Calls to be Transfened of Conferenced to an Oulsids Mumber
¥ Allaw E tension User to Configurs Forwarding, Notification and Reminder Call ta an Outside Nurmber
¥ Allow Outside Caller to Make or Retun Calls from within W4 System
™ Allove Dutside Caller ta Make or Forward Intemational Calls from within M Sustem
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Print Applyto ... oK I Cancel | Apply Help

Figure15. Restriction window, Extension Configuration

Note:  You can use Apply to to apply call restriction settings to one,
some, or al extensions.

Setting Call Restriction Options

Y ou can use one of the following optionsin setting restrictions on an
extension or on multiple extensions using Apply to.

* NoRestrictionson Outcalls.
e Internal Calls Only—extension-to-extension.

e Internal and Local Calls Only—extension-to-extension and local
calsonly.
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e Allow Internal/Local CallsAND Restrict Other Callsby Allowing
Certain Prefixes—internal cals, local calls and prefixes you specify
inthe Prefixes Allowed boxes. Includeall relevant prefix numbers, for
example, starting with 1 + prefix.

e Allow Internal/Local Calls AND Restrict Other Callsby
Disallowing Certain Prefixes—disallows calls to outside numbers
with prefixes you specify in the Prefixes Disallowed boxes. Include
all relevant prefix numbers, for example, starting with 1 + prefix.

Setting Other Call Restrictions

Y ou can alow or restrict two other types of calls by using the following
check boxes. Y ou may choose to enable or disable these options—the
default is set to Allow Callsto be Transferred or Conferenced to an
Outside Number and Allow Extension User to Make or Return Calls
from within VM System. These default settings reduce the risk of
international toll fraud.

Caution: Allowing these options may increase the potential for toll
fraud if they are not properly administered.

« Allow Callstobe Transferred or Conferenced to an Outside
Number—sel ected, the extension user can transfer or conference calls
to an outside telephone number.

« Allow Extension User to Configure Forwarding, Notification and
Reminder Call to an Outside Number—selected, the extension user
can forward callsand use Notification and Reminder Callsfromwithin
voice mail. Checking this box will enable Message Notification.

* Allow Outside Caller to Make or Return Callsfrom within VM
System—sel ected, the extension user can make or return calls from
within voice mail (i.e. Zoomerang).

* AllowOutsideCaller toMakeor Forward International Call from
within VM System—selected, the extension user can make or forward
international outgoing calls from within voice mail (i.e. Zoomerang).
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Setting Answering Options

Answering options include forwarding, handling busy calls, handling no-
answers, group call handling, and other options. Which options are
available depends on the type of extension. Groups, virtual and physical
extensions each use somewhat different answering options.

You can use Apply to... to apply call restriction settings to one, some, or

all extensions. See“ Apply To Button” on page 8-3 for moreinformation on
using Apply to.... However, since the avail able options vary with the type
of extension, you can only apply the choices to the same type of extension.

For example, If you are working with the settings for avirtual extension,
you can use Apply to... to apply changesto one, some, or al virtual

extensions, but not to physical or group pilot numbers. )
o
. . i . . oo
To work with extension answering options, select the extension number 5 .
from thelist inthe Extension Configuration General window, then click the ox
H H H o
Answering tab to open the Answering window. 58
iy
Extension Configuration -- 204 : Physical x| (5 g
c
General I Group I Station Speed I Mailbox Setting I Matification I Restriction  Answering I One Mumber Access | Monitar List | 5 S
— Fonward All Call Do Not Disturb = Ro
™ Enable Fomward to vl ™ Enable Do Not Disturb g
Enabling Do Mot Disturb will take callers to
I 'I I Buzp Handling without ringing the extension.
i~ Busy Call Handling Mo &nswer Call Handling
¥ Enable Busp Call Handing ¥ Enable Mo Answer Handing
" Forward to Extension 104 - " Forward to Extension 104 v
& Forward to Yoice Mail @ Forward to Yaice Mai
€ Place Caller in Bueue € Fonward to Member Yaice Mai
" Forward to Auta Attendant |1 'I £ Fanard o Mext Groua Member
-~ Call W aiting " Forward to Auto Attendant— [7 -
I et Sing.la el Waitih_g ™ Enable One Mumber Access
I et M_UI“pIe Eel Wtaltmg ™| Enable B Member futa Log Gut
™ Enable Live Call Handing

i~ Mumber of Rings Before Handling

Iai 3:
Print Lpplyto .. 0K Cancel Apply Help
[ T st I I I

Figure16. Answering Window (Extension View), Extension Configuration
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n -- 200 : Huntgroup

Eenerall Elnupl Statian Speedl Mailbox Sett\ngl Nnt\licatinnl Restriction  Answenng | One Humber Access | Monitor Lisll

i~ Fonsard All Call,

I~ Enable Forward to vI
ImEl

= Mo ot Disturks

I=| Erisble Do hlok Disturts
Enabling Da Mat Digturbwill take eallers to
Busy Handling without ringing the extension

r— Busy Call Handling
v Enable Busy Call Handling
" Fomward to Extension 199 -

™ Fomward to Group Yoice Mai

% Place Caller in Queue

" Fonward to Auta Attendart e -

= Call “+/aiting
[T Enable Single Call i/ aiting
I Enabie Multiple Call i/aiting
[~ Enable Live Call Handling

- Group Handling
¢ Ring First &vailable Member
£~ Ring Next Available Member
 Ring Al &vailable Members

— Na &Answer Call Handling
V¥ Enable No Answer Handling
" Forward to Estension 143 =
" Forward to Group Yaoice Mai
" Forward to Member Vaice Mall
¢ Forward to Mest Group Member
" Forward to Auto Attendant m
[T Enatlz One Number Aecess
™ Enable RM& Member &uto Log Dut

= Wumber of Rings Befare Handling

2 3

r— Group RMA Handling

It all members RMA forward the cal

I Enable Forward to

x|

Print | Applyto...

[ o |

Cancel | Apply | Help
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Extension Configuration -- 100 : Workgroup 5'

Genera\l Gruupl Station Speadl Mailbox Settingl Nutif\catwunl Restriction  Answening | One NumberAccessI onitor Lisll

r~ Forward All Call = Do Mt Disturks

[ Enable Forward to - I | Enatle Do Mot Disturk

Enabling Do Hat Disturb will take callers to

m I Busy Handling withaut ringing the extension
i~ Busy Call Handling i~ Mo Answer Call Handling
¥ Enable Busy Call Handling ¥ Enable Mo Answer Handling
" Forward to Extension  [[05 = © Fanward to E stension 120 2
7 Forward to Giroup Yoice Mal " Forward to Group Voice Mai
= Flace Caller in Queue " Forward ta Member Yaice Mail

" Forward to Auto Attendant |3 'I " Fomard to Next Group Member
(= Eall ' atting " Forward to Auto Attendarit I El - l
LI Eatl Single Call aiing I" | Enable One Mumber Access

I fEribiz iipl= ol WIEIUI’]Q ™ Enable RMA Member Auto Log Out
I | Enable Live Call Hardling

= Mumber of Hings Befare Handling
i~ Group Handling m

" Ring First Awailable Member =
™ Ring et Available Member
" Ring &ll Available Members
' Ring Longest Idle Member

r~ Group RMA Handling

If &l mernbers RNA fonward the: call

- Service Level Threshold I Enable Forward to -
It will lowser gervice level in workgroup
120 = Sec  performance statistics if any call is 8 j'

gueued longer than this value

Print Applta... Ok I Cancel | Ll I Help |

Figure18. Answering Window (Workgroup View), Extension Configuration

Forwarding All Calls

Call Forwarding is available to all three types of extensions.

Thisisthe Call Forwarding feature that is also accessible by the extension
user by dialing #36.

A One Hop Limit to Call Forwarding for a Transferred Call

Thereisaonehop limitto call forwarding when the call that isbeing passed
isatransferred call. For example, extension 100 receives atransferred call
and forwards this call to extension 101; extension 101 is set to forward all
callsto extension 102; extension 102 receives the call but CANNOT
forward this call to another extension.
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A 10-Hop Limit to Call Forwarding for Direct Calls

For direct cals, thereisa“10-hop” limit to call forwarding. For example,
extension 100 forwards to extension 101, 101 forwards to 102, 102
forwards to 103, and etc. through extension 120. A call to extension 100
will beforwarded to 101, which will forward to 102, which will forward to
103, and etc. until the call has been forwarded 10 times. At this point, the
call will not be forwarded again; if the last extension in the forwarding
chain does not answer, the call is sent to extension 100’ s voice mail.

If thereis aloop condition in the forwarding chain (for example, 100
forwardsto 101, 101 to 102, and 102 back to 100), the call issent to thefirst
destination’s voice mail.

To enable call forwarding, select the Enable Call Forward to check box,
then, using thedrop-down list, indi cate the forwarding destination. Y ou can
use Apply to... to act on multiple extensions, with the restrictions
discussed in the previous section. The forwarding options are as follows:

* ToVoice Mail

e ToanAuto Attendant—select the Auto Attendant number to usein
the drop-down list under the option. Auto Attendant settings are
established in Auto Attendant Select... on the M anagement menu.

e Toan Extension—select an extension from the drop-down list.

e ToanOutsideNumber—thisoptionisavailableif itisalowed in the
Other Call Restrictions option in the Restriction window, as
discussed in “ Setting Other Call Restrictions’ on page 8-38. Also, see
“Qutcall to Cellular or PCS Phone Numbers'’ on page 8-35.

If you choose Outside Number, select atrunk or route access code to
use in the small drop-down list on the left, and type in the full prefix
and phone number.

e TotheOperator

e ToaPaging Trunk—forwarding to a pager is available for virtual
extensionsonly. Select thetrunk to useinthedrop-down list. Thetrunk
must have been configured as a paging trunk in Trunk
Configuration... of the Management menu.

Forwarding calls to a pager is possible but not recommended since
callerswill only hear what is heard when calling a pager and will not
know to enter a return phone number unless instructed.
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Handling Busy Calls

Y ou have severa optionsfor handling callswhilethe extensionisbusy, and
again, the options vary depending on the extension type. If you do not
enable busy call handling, the caller smply hears a busy signal.

To enable the options, select the Enable Busy Call Handling check box,
then select from the following options:

e Forward to Extension—Select an extension number in the
drop-down list. See“A 10-Hop Limit to Call Forwarding for Direct
Calls’ on page 8-42.

e ForwardtoVoice Mail

e Place Caller in Queue—(huntgroup/workgroup extensions only)—
places the call to the group queue.

e Forward to Auto Attendant—use the drop-down list to select an
Auto Attendant to which to route the call. Auto Attendant settings are
established in Auto Attendant Select... on the M anagement menu.
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Setting Call Waiting Options

Call waiting options are available only if the Enable Busy Call Handling
check box has been selected, and this option is not available to group
numbers. However, the group pilot number does use the Place Caller in
Queue option discussed in the preceding subsection.

* EnableSingle Call Waiting—setsup single call waiting. Thisfeature
gives an alert tone (audio beep) to indicate that a call iswaiting.

« Enable Multiple Call Waiting—enables a*“personal queue’ of
multiple calls waiting. Y ou must also select the Place Caller In
Queue option under Busy Call Handling to enable this option. This
allowsthe user to transfer or park the current call before picking up the
next call in queue.

« EnableLiveCall Handling—when enabled, allows an extension user
to play aringback tone when the called party isin voice mail, paging,
transfer, or conference state.

Note: The call will be shown as“ringing” in AltiConsole.
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Enabling “Do Not Disturb”

Thisis not available for group numbers. Select the Do Not Disturb
checkbox option to send all calls for the selected extension(s) to the
extension’ s voice mail. Thisfeature is also accessible by the user at the
user’s station by dialing #33. Note that this overrides any One Number
Access settings for the extension.

Handling Unanswered Calls

TheNo Answer Call Handling function provide optionsfor handling calls
when no one answers the extension within a specified number of rings.

Except for Enabling One Number Access, these options are not available
to virtual extensions. The options are somewhat different in the physical
and group extensions of the window.

To enable these options, select Enable No Answer Handling box.

Usethe Number of Rings Before Handling scroll box to select a number
between 2 and 20 for thetimes the telephoneringsbeforethe call ishandled
by the system.

Select one of the following options for no answer call handling:

e Forward to Extension—Select an extension number in the
drop-down list. See“A 10-Hop Limit to Call Forwarding for Direct
Calls’ on page 8-42.

* Forwardto Voice Mail (physical extensions only)
e Forward to Group Voice Mail (group extensions only)

e Forward to Auto Attendant—use the drop-down list to select an
Auto Attendant to which to route the call. Auto Attendant settings are
established in Auto Attendant Select... on the M anagement menu.
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Enabling One Number Access

This check box option is available to al extension types, but with

qualifications:

* ltisavailableto physical extensionsonly whenthe Forward to Voice
Mail option is selected.

* ltisnot available when Forward to Auto Attendant or Forward to
Extension is selected.

Enabling RNA Log Out

This“Ring No Answer” check box option isavailable only to workgroups,
and only when Enable No Answer Handling is selected. When an agent
isrung and there is no answer, that member’ s extension is automatically
logged out of the workgroup.

Setting Huntgroup Handling

For huntgroup numbers, the Extension Configuration Answering window
lets you set the handling of normal inbound calls: how to route the
incoming call to an extension, using one of the following options:
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¢ Ring First Available M ember—first available extension in a
huntgroup. For example, if there are three member extensionsin a
huntgroup, the call is always sent to the first member configured in the
huntgroup. If this member is busy, the call goesto the second member
configured and so forth.

¢ Ring Next Available—an automatic call distribution method that
attemptsto evenly distribute callsamong the huntgroup members. This
method sends the call to the next member configured in the huntgroup
(regardless of whether the previous member is busy or not).

¢ Ring All Available Members—all extensionsin a huntgroup.

Note: When this option is enabled, a single huntgroup can have no
morethan 20 members set to Ring All. If membersareusing P
extensions, the system will require an equal or greater number
of available I P ports than the number of 1P extensions. For
example, with 15 IP extensions set to Ring All in asingle
huntgroup, the system needs to have at least 15 IP ports
available at any given time.

In addition, calls to huntgroups that have this option enabled
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have higher priority than other huntgroup calls. Therefore, if an
agent belongs to multiple huntgroups, one of which hasthis
option enabled, a call to that huntgroup will be picked up
before others, regardless of its Wait Timein the queue.

Setting Workgroup Handling

For workgroup numbers, the Extension Configuration Answering window
lets you set the handling of normal inbound calls, and how to route the
incoming call to an extension, using one of the following options:

Ring First Available Member—first available extensionin a
workgroup. For example, if there are three member extensionsin a
workgroup, the call isalways sent to thefirst member configuredinthe
workgroup. If thismember isbusy, the call goesto the second member
configured and so forth.

Ring Next Available—an automatic call distribution method that
attemptsto evenly distribute calls among the workgroup members.
This method sends the call to the next member configured in the
workgroup (regardless of whether the previous member isbusy or not).

Ring All Available M embers—all extensions in aworkgroup.

Note:

When this option is enabled, a single workgroup can have no
morethan 20 members set to Ring All. If membersare using |P
extensions, the system will require an equal or greater number
of available IP ports than the number of P extensions. For
example, with 15 I P extensions set to Ring All in asingle
workgroup, the system needs to have at least 15 IP ports
available at any given time.

In addition, calls to workgroups that have this option enabled
have higher priority than other workgroup calls. Therefore, if
an agent bel ongsto multipleworkgroups, one of which hasthis
option enabled, a call to that workgroup will be picked up
before others, regardless of its Wait Timein the queue.

Ring L ongest 1dle M ember—the agent who has been off the phone
the longest.

Group RNA (Ring No Answer) Handling

Y ou have several optionsfor handling callswhen agroup agent's extension
isrung and thereis no answer.
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Note: If anincoming call encounters RNA for every agent in the group
AND No Answer Call Handling is set to “ Forward to Next
Member”, the call will beforwarded according to these settings. If
you do not set options here, the call will go to the group’s voice
mail after ringing all agents.

To set options for group RNA handling, select the Enable Forward to
check box, then, using the drop-down list, indicate the forwarding
destination. Y ou can use Apply to to act on multiple groups, with the
restrictions discussed in the previous section. The forwarding options are
asfollows:

* To Auto Attendant—select the Auto Attendant number to usein the
drop-down list under the option. Auto Attendant settings are
established in Auto Attendant... in the main menu.

« ToVoice Mail

e ToanOutsideNumber—thisoptionisavailableif itisalowed inthe
Other Call Restrictions option in the Restriction window, as
discussed in “ Setting Other Call Restrictions’ on page 8-38. Also, see
“Qutcall to Cellular or PCS Phone Numbers’ on page 8-35.

If you choose Outside Number, select atrunk or route access code to
use in the small drop-down list on the left, and type in the full prefix
and phone number.

uoneinbiyuo) dnoio
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e Toan Extension—select an extension from the drop-down list.

e TotheOperator

Setting a Service Level Threshold

For workgroup numbers only, you can use the Service Level Threshold
scroll box to select the length of timein seconds that a call can bein queue
before the call islogged in workgroup performance statistics as having
exceeded the allowable service level limits. Y ou can set the value to any
number between 1-1200 seconds.
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Configuring One Number Access

One Number Access (ONA) allows you to identify specified callersto be
connected to the user without having to dial more than one number. The
system searchesfor the caller and, if amatch isfound, searchesfor the user
through specified forwarding numbers and connects the call if possible. If
the system is unable to connect the call, it is sent to the extension user’s
voice mail.

Note:  Optionsin the window are disabled unless One Number Access
hasbeen enabled asaNo Answer optioninthe Answering window
as discussed in “Enabling One Number Access’ on page 8-45.
Furthermore, if the Enable Do Not Disturb option is selected in
the Answering window, the call is forwarded to voice mail
regardless of ONA settings.

To configure ONA, select the extension number from thelist in the
Extension Configuration General window, then click the One Number
Access tab.

Extension Configuration — 100 : Physical

Eenerall Ernupl Station Speed | Mailbox Settmgl Nntmcatmnl Hestnctlnnl Answering  One Number Access |Mﬂmm| Llstl

r— Option r— Schedul
© Disable ¥ Schedule 1 From: |12:00 PM ‘I Te: |D1 I0PM -
" Enable at anytime [~ Schedule 2 From: [02:30 Fhi vl To IEI3 S0P ~
€ Enabled during business hours only
™ Schedule3  From: |04:30 P vI T IEIE 00PM =
€ Enabled during non-business haours only
@ Enabled based on the following schedules [T Schedule 4 From: [12:00 2444 VI Tox |12 00 &AM «
r— Caller D Verification r— Forwarding Number

For outside numbers, choose the tunk access code from the
drop dovin list, and enter the number in the edit box
(0. 14155661212

V¥ Forwarding Mumber 1 IAny 'I 102

& Extersion © Outside number ¥ Check Password

| I
| I
! ! I FowadingMumber2 [2w <[
| I
| I

[¥ Weiify Caller ID based on the follawing

& Estersion € Dutside rumber [T Check Password

™ Fonwarding Number 3 IAny vI

& Extersion ) Outside number [7| Check Password

™ Fonwarding Number 4 IAny vI

& Estersion € Dutside rumber [T Check Password

Print | Applyto oK I Cancel I Apply I Help

Figure19. One Number Access window, Extension Configuration
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Note:  You can use Apply to to apply some ONA settings to one, some,
or al extensionsof the same type—physical to physical, huntgroup
to huntgroup, etc., but only if the extensions are ONA enabled in
the Answering window.

Enabling One Number Access

In the One Number Access window, you enable the function by selecting
one of the following options:

e Enabled at any time

* Enabled during business hoursonly

« Enabled during non-business hoursonly
« Enabled based on the following schedules

If you select this last option, Enabled based on the following schedules,
you can then select and set up to four different time periods—Schedules 1
through 4—using the From and T o time drop-down lists.
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Note:  You can also enable and set up One Number Access remotely
through AltiReach.

Disabling One Number Access

Y ou can disable ONA for the extension by clicking the Disable option.
Disabling access in this window does not destroy the data you might have
entered. For example, if you entered agroup of Caller IDsto useto identify
the caller, these will be available if you enable access at afuture time.

Setting Caller ID Verification

Y ou can select the Verify Caller I D based on the following checkbox and
then typeinup to 10 phone numbersin thetext boxes. Whenever the system
detects acall from one of the numbers entered here during the selected
schedule, the system searchesfor you by dialing the numbers configured in
the Forwarding Number fields.

Caution: If ONA isenabled and no numbersare entered for Caller 1D
Verification, ONA is availableto all callers.

Caller ID verification entries should be complete phone numbers.
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* Domestic long distance should be the area code + a seven digit
number.

*  Local numbers should be the seven digit number alone.

Using a Password Verification

Y ou can aso enter arandom “password” number such as “5555” so that
any caller who knows this password can use ONA to find you, regardliess
of wherethey arecalling from. Onceyou’ ve set thisup, you need to instruct
thecaller todial 1 during your personal greeting then enter the “ password”
to use ONA.

Specifying Forwarding Numbers

The Forwarding Number s are used by the system to find the user when
ONA isactive. You can set up to four different numbers. When ONA is
active, the system dials the forwarding number(s) in the order from
Forwarding Number 1 through Forwarding Number 4. The Forwarding
Number order does not correspond to the Schedul e order—Forward
Number 4 is not used first during Schedule Number 4.

Y ou can forward to another extension, or to an outside number. Y ou can
use an outside number only if the extension is set to allow for Transferred/
Conferenced/Forwarded calls, an Other Call Restrictions option in the
Extension Configuration Restriction window.

When you use the outside number option, select atrunk or route access
code in the drop-down list and type in the phone number as it would be
dialed after keying the access code.

Enable the Check Password option to force users to enter their extension
password when acall isforwarded to them viaONA.. Thisensuresthat only
the owner of the forwarding extension can answer the call.

Note: If you disablethisoption, acall forwarded via ONA that is picked
up by avoicemail box or answering machinewill connect, and will
not try any subsequent Forwarding Numbers.
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Setting Up Monitor Lists

TheMonitoring List window providesfor setting up lists of extensionsfor
which call processing events can be monitored by the user of a selected
extension. Once this monitoring list is established, the application logging
into the extension can receive AltiLink Plus events for the monitored
extensions. The monitored list is available in the AltiView and AltiAgent
Change Monitor windows.

Restrictions and Defaults

« Monitoring is effective for physical extensions only; only physical
extensions can have monitoring rights, and only physical extensions
can be monitored. If you place avirtual extension in aMonitor List,
that extension will not show in the client user’s Change Monitor
window.

 If you add an extension (1001, for example) that belongs to Group A
to the Monitor List for amember of Group B, the Group B member
will only be able to pick up personal callsto 1001, not group calls.

7 UOISUaIXJ '8

« InAltiSupervisor, the user can monitor only the group(s) he or shelogs
in to, regardless of the monitoring rights assigned to his or her
extension in AltiAdmin.
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« Group pilot numbersin the Monitor list have no effect in AltiAgent or
AltiView; regardless of the AltiAdmin settings, a user cannot monitor
agroup to which he or she does not belong, and a user always has
monitoring rights to every member of a group to which he or she does
belong.

Note:  These restrictions can be overridden by third-party applications
that make calls through AltiLink Plus.
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Setting Up Monitor Lists

Configuring a Monitor List

To set up amonitoring list, select the extension number to receive the
monitoring rights from the list in the Extension Configuration General
window, then click the Monitor List tab.

Extension Configuration - 112 : Workgroup

Genelall Gmupl Station Speed | Mailbox Setting Nﬂlificalinnl F\aslrictmnl Answarmgl One Number Access  Monitor List |

Moritor List M nitor dvailable
MNumber | Mame MHumber | Mame -
12 IPWG 100
129 Agent OneTwoNine 110
111 Med Tes
16 AP
117 PolyCom Two _
18
19
120 IP Extension

<~ firdel 121
122

123
124

Femave > 125
126

127
128 IP extension 128
Default 130
131
132
133
134
135

4 | 2 }3‘8 b | f

I Trunk Moritar Enable

Prirt Applyta ... Ok I Cancel | Apply Help

Figure20. Monitor List window, Extension Configuration

To add members to the list:

1. FromtheMonitor Availablelist, select the extensions to add to the
extension user’s AltiView Change Monitor window.

2. Click Add to move the extensions to the Monitor List.

To remove members:
1. Select the extensionsin the Monitor List.
2. Click Remove.

Select the Trunk Monitor Enable check box to allow monitoring of the
AltiLink Plustrunk events at the selected extension.

Click the Default button to return the settingsto the default—the extension
can monitor its own calls.
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CHAPTER 9

Out Call Routing Configuration

Out Call Routing Configuration allows you to define default routes for
outgoing calls as well as special routing for specific prefixes.

A route definition consists essentially of a name and a group of trunks,
listed in the order accessed for outgoing calls. Y ou can assign different
routing configurations—Iists of route definitions—to local, national,
international, and 911 outgoing calls. Accessto the call routing trunksisset
up through the System Configuration Numbering Plan, discussed in
“Setting a System Number Plan” on page 5-4.

If you intend to use Out Call Routing for 911 calls, seethe note, “ About
Call Routing and 911 Calls’ on page 9-5.

Further, you can use the Out Call Routing Configuration window to create
and assign exceptions to the normal routes for particular dialing patterns.
That is, you can assign or restrict routing to specified dialing patterns.

About Restricting Outgoing Calls

Before using Out Call Routing to restrict outgoing calls, note that there are
three AltiWare functions dealing with restricting outgoing calls.
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e TheDialing Pattern function, discussed in this section in “ Setting
Dialing Pattern Routing” on page 9-6, is used to set up blocks with
specific exceptions. It also provides the ability to easily turn
restrictions on or off.

Bunnoy |1ed 1IN0 ‘6

e TheCall Restriction function of System Configuration, described in
“Defining System Call Restrictions’ on page 5-12, providesfor setting
up global blocks to outgoing calls and global parameters, such astall
call prefixes, used for other restrictions.

e Outcall restriction by extension isdiscussed in“Configuring Calling
Restrictions’ on page 8-34.

The global restrictions established in the Call Restriction window take
precedence over Dialing Pattern settings. You can't set allow calling a
number inthe Dialing Pattern window if itisblocked inthe Call Restriction
window of System Configuration.
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Working with Route Definitions

Accessing Out Call Routing Configuration

To access Out Call Routing Configuration, select Out Call Routing
Configuration... on the Management Menu.

Working with Route Definitions
The Route Definition tab is the default view on the Out Call Routing

Configuration window.

Out Call Routing Configuration 1[
Foute Definition | Dialing F‘atteml Diefault Houtesl
— Diigit Manipulation
Index | Route Name
’ Hes 2 plDeIete from Hear 'l
ech Suppart .
3 Tech Support 3 Mumber of Digitz to Delete |1 vl
4 Sales 1 Isert Digits Ig—
5 Sales 2
E Sales 3 - || ‘to Head vl
7 CEQ/CO0 frElinTEse E—
] CERDACO0 bac IHurnber af Cigits bo Melete
Irsert Migits I
Member Trunks Mot Member
Location I Type & Location I Type =
o002 L3 a0:00 L3
00:03 L5 00:m LS
01:00 T 0116 T
add | Deete | |mm T R | A
01:02 T o:18 T
Foute Index |1— 01:03 T 01:19 T
01:04 1 =i | 0120 T
= 0105 T1 o1 T
outeName [Tech Suppor | mos T oz T —
01.07 T1 om:23 T
0108 T1 0z2:00 IP
01:03 T X 0z:m P X
4 | | » 4 | | »
Up | Drown |
u] I Cancel | Aol | Help

Figure1l. Route Definition window, Out Call Routing Configuration
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Out Call Routing Configuration

Adding Route Definitions

To add a route definition:

1. Click Add under theroutedefinitionlist. The Add an entry dialog box
appears:

]
Foute Index IE

Foute Mame I
Ok I Cancel |

Figure2. The Add an entry dialog box

2. Typeinaname and index number:

» The Route Index determines the position of the definition in the
index list of the Route Definition window.

e The Route Name can be descriptive.
After adding the route, you then defineit asdescribed in the discussion
that follows.

Editing a Route Definition

To define a route definition:
1. Select and highlight the route in the definition list.

2. Make changes to the definition attributes. Y ou can change the
following attributes:
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* Route Name
Y ou can change the name but not the index number.
» Digit Manipulation

For each route, you can insert extra digits or remove prefix digits
from the number dialed by the user. The number sent to the trunk
will then have these digits added or removed.

— Insert to Head insertsa string of digitsto the number before it
issent to thetrunk. Typethedigitsinto the Stringto I nsert box.

— Deélete from Head removes prefix digits from the number
beforeit is sent to the trunk. Select the number of digitsto
remove in the Number of Digitsto Delete box.
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Setting Default Routes

Member and Non Member Trunks
Use this to define the trunks and trunk order for the route.

Member Trunks—displays the trunks assigned to the selected
route. The order in which member trunks are added determines the
order in which the trunks are accessed. (i.e. thefirst trunk listed is
used first, the second trunk is used next, and so forth).

Not M ember—displays the trunks, along with trunk location and
type, which are not assigned to the selected route.

To add trunks to a route definition group, highlight the trunks you
wish to add in the Non Member list, then click the left arrow to
move the trunks to the Member Trunkslist. Similarly, you can
move trunks to the Non Member list to remove them from the
definition.

Use the Up and Down buttons to set the order in which the trunks
are accessed. Highlight the member trunk you wish to move, then
click Up or Down to place the trunk in the desired position.

3. Click Apply.

Deleting a Definition

To delete a route definition:

1. Highlight the definition you want to delete in the route definition list.
2. Click the Delete button beneath the list.

Setting Default Routes

The Default Routes function allows you to create default routes for four
types of outgoing calls: local, long distance, international, and 911. The
default routes are used for al Out Call Routing dialing except for special
routing defined on the Dialing Pattern window described later.
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Out Call Routing Configuration

Click the Default Routestab in the Out Call Routing Configuration
window to display the Default Routes window.

X
Route Definitionl Dialing Pattern - Default Routes |
r— Local Route  International Boute
1 - | 1] oA [
2 | N =l 2 | N =l
3| N =l 3| N =l
4 | mnga =l 4 | mnga =l
| DNz =l | DNz =l
B | o =l B | o =
r— Long Distance Route — 911 Route
1] N =l 1] N =l
2 | N =l 2 | N =l
3| N =l 3| N =l
4 | mnga =l 4 | mnga =l
5 | onm | 5 | onm | ©
6 | o =l T = 88
S Lol
=0
Q o
E e
o U
ok | cencel | sp | Hep | =9
Pl o =
S =
>
Q

Figure3. Default Routes window, Out Call Routing Configuration

For each of the four types of cals, you can use the drop-down liststo select
up to six route definitions. The order you set, from 1 to 6, isthe order used
by the system when placing the call.

About Call Routing and 911 Calls

Important: If you use Call Routing for 911, make sure that the default 911
routeis configured to the route that can accept 911 calling
capability. Failing to do so may cause 911 direct dialing
failure. You can leave the 911 default, in which case you need
tolet al extension users know that they need to dial 9+911 to
call 911. It might beagood ideato havethem signa911 dialing
disclaimer stating that they understand and accept the 9+911
configuration.
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Setting Dialing Pattern Routing

Setting Dialing Pattern Routing

Y ou can use the Dialing Pattern window to create or disallow routing for
specific dialing patterns.

Asnoted in“ About Restricting Outgoing Calls’ on page9-1, therearethree
AltiWare functionsto restrict outcalls, of which the Call Restriction setup
of System Configuration takes precedence.

The Dialing Pattern window provides for setting up blocks with specific
exceptions. For example, you could use this window to block calls that
begin with 767, but to accept and route callsto 767-2676, by disallowing a
“767" entry while setting up and providing routing for a separate
“767-2676" entry.

Click the Dialing Pattern tab on the Out Call Routing Configuration
window to display a Dialing Pattern window.

Out Call Routing Configuration

Route Definition  Dialing Pattem | Default Routes I

™ Disallows this dizling pattern

— Prefix and Digit Length

Prefie  [12
Pattemlengh includngprefis [3 ]
- Route Prioity
1. | 1:PRitzs =l
2 [ 2IPTunk =l
3 | 4IPTunkC =l
[ 2IPTrunk =
5 | oowm =l
B | 0w =

ak I Cancel | Apply | Help

Figure4. Dialing Pattern window, Out Call Routing Configuration
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Out Call Routing Configuration

Adding a Dialing Pattern Definition
1. Click Add to open the Add an entry dialog box.

Add an entry Xl

Erefin |

Pattern length including prefi= I? 'I
ak. I Cancel |

2. TypeinaPrefix number, select the patter n length, then click OK.

Note: The patternlength tellsthe system to wait for n number of digitsto
be dialed before executing the route or disallowing the call.
Selecting N/A createsa‘?” symbol in place of number of the digits,
and this indicates an unspecified number of digits.

After arouteis added, you can edit to further define it as described in the
following discussion.
Editing a Dialing Pattern

To edit, or define, a pattern, select and highlight the routein the prefix list,
make changes to the attributes, then click Apply.

Y ou can change the following attributes:
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» Prefix and Pattern length. If desired, you can change the prefix
number and pattern length for a prefix.

Bunnoy |1ed 1IN0 ‘6

« Disallow thisdialing pattern check box. Select thisto block callsthat
match the dialing pattern.

» RoutePriority boxes. These specify the trunk route(s) and the order
of routes assigned to the prefix. Use the drop-down list to select the
desired route used when the sel ected dialing patternisfound. Up to six
routes can be assigned, and they are accessed in order from 1-6.

Note: The SIP Redirect Server fields are reserved for future use.

Deleting a Pattern

To delete a pattern, highlight the one you want to deletein the prefix list,
then click Delete.
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Setting Dialing Pattern Routing

Example: 10-Digit Dialing

A sample use of dialing patternsis enabling 10-digit dialing, which some
geographical areas require. Normally, AltiServ prependsa“1” to 10-digit
numberswhen users use single-click calling features such as zoomerang or
calling from a Contactslist in AltiView or a TAPI-enabled application.
This could cause some callsto fail. Here ishow you would enable 10-digit
dialing.

1. Onthe Route Definition tab, define aroute that deletes one digit from

the head.

2. OntheDialing Pattern tab, create a dialing pattern with Prefix set to
<l+areacode>, suchas*1408,” and Patter n length setto“11,” where
area code is different from the AltiServ system but requires 10-digit
dialing.

3. Assign the Route Priority for this dialing pattern to the Index of the
route definition you created above.

4. Repeat steps 2 and 3 above for other area codes requiring 10-digit
dialing as necessary.

Reducing Dialing Delay For En-Bloc Trunks For Non-US/

Canada Countries

When using a country code other than USA & Canada in System
Configuration, therewill bea7 second dialing delay for en-bloc trunks. To
reduce this delay, Out Call Routing Configuration can be used as a
workaround.

To reduce dialing delay:

1. IntheNumber Plan page of System Configuration, select adigit for
route access.

2. Inthe Route Definition page of Out Call Routing Configuration,
add aroute definition entry for en-bloc and assign the member en-bloc
trunk(s).
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Out Call Routing Configuration

Out Call Routing Configuration x|

Fioute Definition | Dialing Pattein | Default Fioutes |

i~ Digit Manipulation

Index | Route Name
International rllnsert to Head j

Lacal .
o MHumber of Digits to Delete ID -

Imzert Digits I
m

mrgency rllnsert to Head 'l
L=l Humber of Digits to Delete ID j'

Inzert Digits I

1
2
3
4 FRI
5
E

Member Trunks Mat bember
| Location | Type | Location | Type
07:00 FRI 0200 LS
07.02 FRI nzm LS
07:03 FRI e 0202 LS
07:04 FRI —I 0203 LS
07:08 FRI 0300 LS
07:06 FRI 0z LS
4 | j 07.07 FRI o | 0302 LS
Add | Delete | 07.08 PRI 03.03 L5
05:00 LS
Foute Index ly— gg 312 tg
N3 15 T
Route Mame W 4| | _>| 4 I | Ll_l

Up | Downl
ak. I Cancel | Apply | Help |

Inthe Dialing Patter n page of Out Call Routing Configuration, add
dialing pattern definition entries for the following prefixes:

» prefix =0, length=11
e prefix =00, length= 14
o prefixes=1-9, each length=7
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Inthe Route Priority field, use the drop-down list to select the En-
Bloc route definition (assigned in Step 2).
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Setting Dialing Pattern Routing

The Dialing Pattern page should look as follows:

Out Call Routing Configuration x|

Route Defirition  Dialing Pattern I Defult Routes I
Prefix | length
0 " [~ Dizallow this dialing pattern
00 14
1 7
g ; — Prefix and Digit Length
4 7 ;
5 7 Prefix IS
B 7 Pattern length including prefis I? vl
7 7
8 7
9 7
— Hoaute Priority

With this configuration, the system will see that all digits have been
collected and will send digitsto the CO, instead of waiting 7 seconds for
the diaing to finish.

9-10 AltiWare OE System Installation & Administration Manual



CHAPTER 10

Auto Attendant Configuration

3

Auto Attendants perform simple call processing tasks such as transferring
calls to extensions to the AltiGen Voice Mail System or the operator, or
giving information and secondary options. It can also provide general
information that is frequently asked, such as company address. Auto
Attendants allow multiple incoming calls to be answered simultaneously.
In acall-heavy environment the Auto Attendant can greatly reduce the
number of calls that need to be handled by the operator. Calls that do not
require an operator’ s assistance can be handled effectively and

appropriately.
The Auto Attendant can handle more complex call processing tasks such as
handling web-based calls (in addition to PSTN calls).

It can also accept text or digits input by the user. For example, if the Auto
Attendant prompts the caller to enter an account number, the call and
associ ated data can be quickly forwarded to an agent’ s desktop using athird
party application.

Y ou can set up to 255 different Auto Attendants, each using all the number
keys aswell asthe * and # key and atimeout option. Each of the Auto
Attendants provides for expanding and nesting—a menu choice leading to
another menu—up to any number of levels.

uoneunbiuo)

Planning is Essential
Follow the steps below before you set up an Auto Attendant.
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1. Before you configure tasks for one or more Auto Attendants, you
should plan the entire setup. 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 menulevel or usethe pre-recorded phrasesthat
areavailableto you. See* Phrase Management” on page 10-11 for more
details on how to record custom phrases, use pre-recorded phrases and
use professionally recorded phrases.
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Auto Attendant Configuration

Example: Auto Attendant Planning

Auto Attendant 1D: 100, Phrase 10 Auto Attendant 1D: 110, Phrase 20
Main Menu for XYZ Office — 3 Express Support
Digit | Meaning Action Digit | Meaning Action
1 Reserved Collect 1 Installation |Call Extension
for Extension (Huntgroup
2 |Extensions [Collect 350)
(no Extension 2  |Board Call Extension
3 |PO™PL)  Collect Support | (Huntgroup
Extension 360)
4 |Express Expand Tree 3 [Verson5 |Call Extension
Support (No. 110) Support (Huntgroup
5 Sales Expand Tree 370)
(No. 120) 4 |Version6 |Call Extension
6 Technical Expand Tree Support (Huntgroup
Support (No. 130) 380)
7 Phone Expand Tree 5
FAQs (No. 140) 6
8 7
9 8
0 |Operator |To Operator 9

0 Operator To Operator

Planning is essential in organizing Auto Attendant ID: 120, Phrase 30
an Auto Attendant menu structure  L——»  Siles
that makes sense. Planning also Digit | Meaning Action
helps you to identify needs for 1 |Hardware |Call Extension B
custom prompts. (Huntgroup o
o . 310) o »
Thissimple example, using sample Al cation | Call Bies 3, =1
work formsfor each menu, showsa pplication ension a°
L . S (Huntgroup c >
beginning structure: a main menu 320) = %
and two of the four expansions. 3 [Check SoToltem 137 g. >
When callers are routed to Order (Collect Order S 2
huntgroup extensions, the Satus #) =
huntgroups have their own call 4 |Other: Call Extension
handling settings for greetings, Ques-tions, |(Huntgroup
update phrases, rulesfor sending to €fc. 311)
voice mail, etc. 5
Timeout (not shown on forms): 6
after 7 seconds on first level, call 7
the operator; on any other level, go 8
to top level by default. 9
0
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Adding Auto Attendants

Adding Auto Attendants

Thefirst 16 Auto Attendants are provided by default with the menus blank.
Y ou can edit these as described in “Editing Auto Attendants’ on page 10-
5. You don't need to add anew Auto Attendant if you' re going to use 16 or
fewer.

To add an Auto Attendant beyond the first 16:
e Select Auto Attendant Select... from the M anagement menu, or

* select Auto Attendant Select from the Quick Access Toolbar.

Auto Attendant Select x|

17 hd
sod | [ Edt | Cear | Ewport | Close | Hel |

Figurel. Auto Attendant Select window
e Add—opensthe Add Auto Attendant dialog box.

Add Auto Attendant

ID =

M ame I
(].8 I Cancel |
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Auto Attendant Configuration

Select an I D in the drop-down list and type in a descriptive Name for
Auto Attendant, then click OK.

e Edit—opensthe Auto Attendant window, where you can edit the Auto
Attendant as described in “Editing Auto Attendants’ on page 10-5.

e Close—closesthe Auto Attendant Select dialog box
» Export—exportsal Auto Attendant settingsto an html file

» Clear—clearsall editsto the selected Auto Attendant, restoring
system defaults

» Help—open the Help File for Auto Attendant

Editing Auto Attendants

To edit an Auto Attendant, select Auto Attendant Select... from the
Management menu, or select Auto Attendant Select from the Quick
Access Toolbar.

When the Auto Attendant Select window appears, select an Auto Attendant
inthelist and click the Edit button.

This opens the Auto Attendant window with the Auto Attendant you
selected in the title bar.
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Editing Auto Attendants

Auto Attendant 1 [ ]

[=- 0 - expand tree

1 - nios action Item [a]
[ 2 - get digits [Account 4-4]
5 Jtem Name
- ho action
4 - no action
5 - data routing 220 (Sles) W Pompt 1 =
516 - data routing 220 (Service)
7 - dala routing 220 [34) I PushURL |
-8 - data routing 220 ;
- no action Actions Level - Expand Tree -
0 to operator
*. tepeat level i e
. evel - Repest Luntent Level
- mal b access Level - Goto Top Level

T - to operator Level - Goto Specified ltem

Call - To Extension/Group
Call - To Operator
Call - Dial by Name
- Callect Extension
Directory Service
- Discormest
~Fiecord Message
-Mailbox Access
-System Call Back.
~Collect Digits
- Diata Directed Fiauting
- pplication Process Conlrol

™ Hide No Action' ltems oK I Cancel Al Help

Figure2. Auto Attendant window

Tip: You can use the Hide ‘No Action’ Items check box to hide items
that are set to ‘no action.” Thiswill giveyou acleaner view of your
various action items.
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Auto Attendant Configuration

Configuring Menu Items

For any menu item you want to use, you make an action assignment. If you
want the assignment to expand the menu to the next level, choose the
assignment, L evel—Expand Tree.

To make an assignment, sel ect amenu item in the menu tree at the lft, then
configure it using the entries at the right.

* Item—aninformational display of the level and item you’ re working
with. The number gives the following information:

Digit .
Position M eaning Example
First Root level, On—root level. It Isfollowed by a digit
always0 if amenu item on the menu is selected.
If it is not followed by a digit, thereis
no expanded menu tree, only asingle
prompt and a single action such asrout-
ing to the operator.
Last Currently 06 —Menu item 6 is selected at the root
Selectedmenu  level
item
Inside Item & Level 058 —Menu Item 5 at theroot level is

expanded, and Menu Item 8 is selected
on the expanded menu.

Thiskey is easier to read when you' re also viewing the expanding
menu tree in the display at the left. To use alonger example: 09375
would mean that at the root level (0), menuitem 9 is expanded, and on
the expanded menu, item 3 is selected. In turn, item 3 is expanded and
on that expanded menu, item 7 is selected. Item 7 is selected and on
that expansion, item 5 is selected.
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* Item Name—the name you wish to assign to the menu item.
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Editing Auto Attendants

Prompt—sel ect the prompt number that is to be played for incoming
calls. Promptsare numbered in the range of 0—-300. The default prompt
is 1, ageneric greeting. See “Using Pre-Recorded Prompts’ on page
10-11 to see the script of this prompt and other AltiGen supplied pre-
recorded prompts. Discussions on using customized and
professionally recorded prompts follow the section on using the
AltiGen supplied greetings.

Push URL—aURL associated with the menu item. When thisentry is
selected, the web page and datais pushed to theweb client and theweb
client browser displaysthe page. Type aweb addressin the Push URL
text box if you wish to prompt a URL to the user.

Actions—the event triggered by the caller pressing the digit for the
menu item. This drop-down list contains the available actions, which

are asfollows:

Table11. Auto Attendant Actions

Action

Description

No Action

An “invalid” message plays and the menu is
repeated.

Level - Expand Tree

Plays the prompt for the next menu level down.

Level - Repeat Cur-
rent Level

Repeats the current prompt.

Level - Goto Top
Level

Repeats the first prompt at the root level and returns
the options to the root level options.

Level - Goto
Specified Item

Goes to selected menu item at any level. A drop-
down appears from which you select the item.

Call - To Ext./Hunt-
group

Goes to the extension or huntgroup number you
select in the drop-down list that appears.

Call - To Operator

Routes the call to the operator.

Call - Dial By Name

Prompts the caller to enter the name (first, or last, or
both in any order) 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 name
to hear alist of all userswith last names that begin
with the letters entered.
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Auto Attendant Configuration

Table11. Auto Attendant Actions

Action

Description

Call - Collect Exten-
sion

Call the extension entered by the user.

Call - Directory Ser-
vice

Liststhe system users and their extensions to the
caler. For thisto work properly, users need to record
their directory names.

Call - Disconnect

Disconnects the call.

VM - Record Mes-
sage

Records the caller’'s message. A drop-down list
appears from which you sel ect the extension to which
to route the voice message.

VM - Mailbox Access

Routes the call to the AltiGen Voice Mail System
voice mailbox after successful login. Thisis nor-
mally assigned to the # digit.

Adv. - System Call
Back

Callsthe user at aremote location, only after the
caller logs in with extension and password. The
caller should enter a1 and the area codeif itisalong
distance number, or 011 and the country code if it is
an international number. You must be using a Cen-
trex system to use this feature.

Adv. - Collect Digits

See the discussion below on “Collecting Digits”.

Adv. - Data Directed
Routing

Prompts the caller to input digits or text and use the
data entry to route the call. This allows third party
applications to route incoming calls based on caller
information.

Adv. - Application
Process Control

For 3rd party application integration.
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Collecting Digits

When you select the Collect Digits action, the caller is prompted to enter
more digits. Once aminimum number of digits are entered, the system
proceedsto open asingleitem expansion of the Collect Digitsaction. Inthe
item tree at the left, you can seea“ & -” appear asan expanded item action.
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To use the Collect Digits action:
1. Selecting the Collect Digit action, first set the following additional

parameters:
Auto Attendant 1
=1 0 - expand tree
-1 - no action Item IDT
[ 2 - get digits [Account 4-4]
- 3 - ho action Item Name I
- 4 - o action
[#- 5 - data routing 220 [5 ales) ™ Prompt ID :I
[#- B - data routing 220 [Service]
[ 7 - data routing 220 [0A4) ™ Push URL I
[+ 8 - data routing 220
-9+ na action Actions | - Callect Digits =1
- 0 - to operatar
- * - repeat level
- - mail box access Ve leg
- T - to operator Mir. Length  [15 :I
tax. Length 16 j
PSTH Call Inter-Digit Timeout 7 il seconds
‘wieb Call Response Timeout 30 ﬂ seconds
IR will go to the nest level after collecting enough digits.
If failed, gota menu item: |09 -
™ Hide Mo Action' lterns K I Cancel | Al | Help |

Figure3. Collect digits
e Text Tag—aname for this set of options.
e Min. Length—the minimum length of digits to be collected.
e Max. Length—the maximum length of digits to be collected.

e PSTN Call Inter-Digit Timeout—the length of time the system
will wait between collecting of digits before timing out.

« Web Call Response Timeout—the length of time the system will
wait for digits after responding to a web-based call before timeout.

2. Click the expanded & - menu item in the item tree and treat it asa
normal item—that is, give it aname, a prompt, a push URL if
appropriate, and an action to take.

3. If the Collect Digits action fails (due to time out or not enough digits
are collected), you can set the Auto Attendant to take afailover

routing, or back up action. Use the dropdown list (If failed, goto
menu item:) to select amenu path that will serve asthefailover action.
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Making Auto Attendant Assignments

Once the Auto Attendants are set up, you can use them in various in-call
routing situations—trunk configuration, answering for extensions or
groups, and so forth.

For example, for trunk /Auto Attendant assignments, see “Incoming Call
Routing” on page 7-20. For extension or group assignments, see “ Setting
Answering Options’ on page 8-37.

Phrase Management

Y ou might want to record unique phrases to customize an Auto Attendant
or agroup. When the system is configured to answer incoming calls by the
Auto Attendant, callers hear a customized greeting. For example:

“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 (*).”

An example of a huntgroup greeting phrase:
“Please hold; someone will be with you shortly.”

This section covers information using pre-recorded phrases, recording
custom phrases, and using professionally recorded phrases.

Using Pre-Recorded Prompts

AltiWare provides ready-to-use pre-recorded phrases. Phrase 0001 isthe
default Auto Attendant greeting at the root menu level. Phrases 0291
through 0297 are phrases used for group queue prompts.
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Phrase # Phrase

0001 Thank you for caling. 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.
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Phrase # Phrase

0291 Please hold; someone will be with you shortly. For your
(default) convenience, you may leave amessage 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.

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 a message 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 still 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 Custom Phrases

When you create custom phrases, you should keep arecord of phrase
numbers and the corresponding phrases so that if a phrase needs to be
changed, the correct phrase number isreadily available.

To record a custom phrase:

1

o DN

Log in from any tel ephone on the system with the system manager’s
extension and password.

This brings you to the AltiGen Voice Mail System Main Menu.
Press 6 for the Phrase Management option.

Press 2 to record a phrase.

Enter afour-digit phrase number between 0001 and 0999.

Record the phrase after the tone. Press # at the end of the recording.
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6. Thesystem will replay the recorded phrase. Press# if therecording is
acceptable.

7. AtthePhrase Management menu, press 2 to record additional prompts
or star (*) to exit Phrase Management.

Using Professionally Recorded Phrases

Recording studios such as Worldly Voices (see AltiGen’ s Support Page at
http://support.altigen.com for more information) provide professionally
recorded prompts as el ectronic files that can be installed and used on
AltiServ.

AltiGen provides a utility to convert these files into 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
group setup.

To install professionally recorded phrases or prompts:

1. Assign aprompt number (between 0001 to 0999) to each prompt you
would like recorded.

Submit your prompt script and prompt number to the recording studio.

Instruct the recording studio to record promptsin 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.

» If using Worldly Voices, this conversion is done for you.

 If you are using astudio other than Worldly V oices, the conversion
utility is available from AltiGen’'s Support Web site at http://
support.altigen.com. This utility allowsyou to convert an audiofile
recorded at either 8KHz or 11.025KHz in the WAVE format to an
AltiWare playable audio file.
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5.  The prompt should be saved in the following file name format:
» 0001.wav for phrase #0001
» 0002.wav for phrase #0002, etc.

6. Onceyou receive the promptsin the AltiWare format, place them in
the altiser viphr ases\L angCustom directory on the AltiServ.

Y our prompts are now ready to be used in Auto Attendant or group setup.
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CHAPTER 11

Additional Setup

This section describes additional system features that must be configured
through the Management menu or through AltiWare Tools.

Audio Peripheral Configuration

The Audio Peripheral Configuration window (see Figure 1) is used to set
up:

*  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

~ Music/Recorded Announcement
¥ Enable Callers on Hold or in Queue to Listen ta Music or Recorded Annauncement
Card to ‘which the Audio Equipment iz Attached ID hd I

¥ Play Prompt B efare Placing the Caller in Queue

Phrase Mumber IDDD1 j
¥ Play Update Prompt Every 30 Seconds

Phraze Mumber IDDD1 :ll

— Overhead Paging
¥ Enable Overhead Paging

Card to ‘which the Overhead Paging Equipment iz Attached ID 'l
QK I Cancel | Help |

Figure1l. Audio Peripheral Configuration window
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Audio Peripheral Configuration

Configuring Music On Hold and Recorded
Announcements

Callerswill hear the music or recorded announcement configured in Audio
Peripheral Configuration only if the user places the caller on hold by
pressing FLASH or LINK. If the user presses HOL D (except on the Alti-
IP 600), the caller hears nothing.

To configure music on hold:

1. Openthe Audio Peripheral Configuration window as discussed in the
previous section.

2. Select the check box, Enable Callerson Hold or in Queueto Listen
to Music or Recorded Announcement.

3. Select the Quantum or Triton Analog Station board number to which
the audio equipment is attached.

Playing Music from a File for Music On Hold

The system can be set up to play music on hold from a custom file (and
replaces the system’ s default music on hold file). Thisfileislocated at
\altiserv\phrases\M usic\M usicOnWaiting.

Notes:
e A 30-port IPBoard is required

e There can only be ONE system default Music On Waiting file, which
must bein 32K AltiGen ADPCM format.

e Thedefault music on hold file can be replaced with AltiGen’sADPCM
format. To convert a.wav fileto AltiGen ADPCM format, run
wav2alt.exe (available at AltiGen’sweb site). Once the .wav fileis
converted, rename the file to “MusicOnWaiting” and replace the
default music file with this one.

To play music from a file:

1. Makesurea30-Port IP board isinstalled in the system.

2. Stop AltiGen Switching Service.

3. Replacethe MusicOnWaiting file located at
c:\altiserv\Phrases\Music with the desired file.

4. IntheAudio Peripheral Configuration window, select the Enable
Callerson Hold or In Queueto Listen to Music or Recorded
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Announcement check box and use the drop-down list to select the 30-
Port 1P board.

Audio Peripheral Configuration

— Mugic/Recorded Announcement

¥ Enable Callers on Hold ar in Dueus to Listen to Music or Recorded Announcement

Card towhich the Audio E guipment iz Attached A0-PortwolP |+ |
I
[ Play Prompt Before Placing the Caller in Queus 1
Ehraze Humber I-DD'I j %

™ Play Update Prompt Every 30 Seconds
N

5. Restart AltiGen Switching Service.

Setting Greeting and Update Prompts

To play a prompt before placing the caller into a hold queue:
1. Select the Play Prompt Before... checkbox.

2. Usethedrop-down list to select the prompt number you want to usefor
the greeting message. (Creating prompts is discussed in previous
sections.)

To play an update prompt every thirty seconds:

1. Select the Play Update Prompt ... checkbox.

2. Usethedrop-down list to select the prompt number you want to usefor
the greeting message.

Configuring Overhead Paging

To configure overhead paging:

1. Connect overhead paging equipment to a Quantum board audio out
jack or Triton Analog Station board audio in jack.

2. Accessthe Audio Peripheral Configuration window and select Enable
Overhead Paging.

3. Usethedrop-down list to select the Quantum or Triton Analog Station
board to which the overhead paging is attached.
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MVIP Clock Configuration

MVIP Clock Configuration

MYIP Clock Configuration

Set MYIP Clock

Figure2. MVIP Configuration Dialog Box

By default, the system is set on “Auto,” which means that the board
providesthe most stable clock reference (by the system’ s own parameters)
and is automatically designated as the master clock by which all other
boards set their clock to.

The Clock Configuration dialog box (see Figure 2) allows the system
administrator to automatically or manually choose the master board.

By default, the setting of the clock configurationis set to Auto. Thismeans
that the system automatically checksall the boardsfor the most stable clock
and designates that board as the master reference clock by which all other
boards reference their clocks.

Note: It isrecommended to use the Auto setting. Do not select Manual
unless one of your digital spansis connected to equipment other
than the PSTN (your regular phone network). It is also
recommended that you select the Auto setting if thereis only one
T1/PRI board present in the system.

Y ou can select M anual to choose the board to serve asthe master clock for
the other boards in the system. Click on the arrow to scroll down through
the list of boards. It is recommended that you select the Manual setting
when there are two or more T1/PRI boards present in the system.
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Feature Tips

Each time a user logs into the AltiGen Voice Mail System, the user 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
tipisplayed each timethe AltiGen Voice Mail Systemisaccessed. Another
way to listen to Feature Tipsis by pressing #55 on the telephone. Y ou can
listentojust onetip at atime or listen to all the tips at once.

Individual users may turn this feature off (stop AltiServ from playing
Feature Tips at the beginning of the AltiGen Voice Mail System 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 this feature for all users.

To disable Feature Tips system-wide:

1. Select Run from the Start menu and enter regedit to open the
Registry Editor.

Caution: Changingtheregistry can affect the configuration of your
system! We recommend making a backup copy of the
registry before making any changes.

2. Goto thefollowing location:

\ HKEY_LOCAL_MACHI NE\ SOFTWARE\ Al ti Gen
Comuni cations, Inc.\AltiWre\

3. Createanew DWORD Value (select DWORD Value from the New
option under the Edit menu) called FeatureTipEnabled.

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

5. Open the System Configuration window of AltiWare and click OK
without making any changes in the datafields. It is not necessary to
restart AltiWare.
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Feature Tips
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CHAPTER 12

System Data M anagement

AltiWar e System Data M anagement providesfor backing up datato, and
restoring files from, a system hard disk drive or a network drive. This
option can only be accessed at the AltiServ system; it is not available from
aremote AltiAdmin client.
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Using Backup and Restore

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.

To access the feature, click System Data M anagement on the Service
Menu.

Altivare System Data Management =100
- Action - Statu:
[OK] [C:\altizerdbhbackupD2AExt33 > [chaltibackuphiibatizervhdb\backup0ZAExt333] on 616 3:30:29 ;l

[OK] [C:\altizerydbhbackupl2hExtd4:
[0K] [C-taltiservhdb\backupDZtgeonfig,
Backl [OK][C:Aaltiser+\dbh\backupD2MonitorT 001

P [OK] [C:\altizervtdbibackupD2iM onitor1 01

— [OK] [C:\altizertdbibackupl2ih onitor] 02]
== k] [C:haltiserv\db\backupO2iM oritor] 03]
L] J[C:halts

= [C:Aaltisery\dbNbackupO2\MoritorT 0

Festare OK] [C:Aaltiseradbshackupl2\M onitor] 49]

OK] [C:Aaltisery\dbhbackupl2' onitor] B8]

> [chaltibackuphiibaltiservhdb\backup0ZA\Extddd] on 6/16 3:30:29

e halibackuphirialiserssdbbackup02itgeoniig] on 616 3:30:23

[c:haltibackupifitaltisery\dbhbackupl2WMonitor100] on 6/16 3:30:23

[e-haltibackuphfitaltizer\dbibackup02tMoritor101] on B/16 3:30:29

[ \altlbackup\fn\a\l\serv\db\backupUZ\Momloﬂ 02] on B/16 3:30:29
30

[ \altlhat:kup\fl|\a\hserv\dh\hackup02\MDml r107] on 616 3:30: 29
[c:haltibackupifitaltisery\dbhbackupl2Monitor1 49] on 6/16 3:30:23
[c:haltibackupifritaltisery\dbhbackupl2Monitor 88] on 616 3:30:23

> =3 \a\l\backup\frl\altlselv\db\backupUZ\U CRDefaultTIb] on 6416 3:30:

[c:haltibackupyfitaltiserytdbtbackup0240 EF\TrkLsIDDm] on 616 3:3
[c:haltibackupyfritaltisershdbibackupO0240 CRT kLst0003] on 616 3:3
[c:haltibackupifitaltisery\dbhbackuplz2bona ext100] on 6/16 3:30:23
[e:haltibackuphfitalizer\dbibackup02tona.ext101] on B/16 3:30:29
[c:haltibackuphfribaltizervhdbibackupl2hana.ext103] on 616 3:30:29
[e:haltibackuphfribaltizervhdbibackupl2hana.ext107] on 6416 3:30:29
[c:hallibackuphfibaltizervhdbibackupl2hona ext333] on 6416 3:30:29
[c:haltibackuphfiibaltisersAdbhbackupl2iona. extd44] on 616 3:30:23

= [c:haltibackuphfivalisers\db\backupl24ReasonCodeThl] on 6416 3:3
[c:haltibackuptiitaltizery dbibackup02\siprdeonfig] on B/16 3:30:29
>3 [c:\a\t\backup\Fri\aIliseriu'\db\backupUZ\SysEonIZ] an B/16 3:30:29 o

OK] [C:Aaltiser\dbhbackupl2VOCRT kL st0001
OK] [C:\altiser\dbhbackup2Y0CRT ik LstD003]
OK] [C:Aaltiser\dbhbackupl2ona. ext100]
OK] [C:\altiserv\dbhbackup02iona.ext] 01
OK] [C:\altiserv\dbibackup02iona. ext103]
0Ok ] [C:\altisere\dbibackup02hana. ext107]
0Ok ] [C:\altiser+\dbibackup02iona. ext333]
OK] [C:Aaltiser\dbhbackuplZiona. extd44]
m OK] [C:Aaltiser\dbhbackupl24ReasonCodeT b

OK] [C:\altiserv\dbhbackup02\siprdcanfig)
Di( [C:haltiservhdbhbackup02ySwsConf2]

Exit d

Figurel. System Data Management window
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Backing up Files

To backup files immediately:

1. Open the System Data Management window as described in the
preceding section, then select the Backup icon to view the Backup
Configuration dialog box.

Backup Configuration E

~ Components————————— Backup To

¥ Configuration Files ISunday "l

¥ Custom Phrases

Ic:'\altihackup'\sun

¥ Extension Meszages

¥ Call Detailed Becords

i~ 5P Configuration Files

Cancel |

Figure2. Backup Configuration dialog box
2. Inthe Components box, select the files you want to back up.

3. Inthe Backup Todrop-down list, select the day of the week you want
to use as the starting date for back up files, or select Advanced.

Advanced means that you select the folder or drive to back up.
Selecting Advanced displays afolder icon. Click the folder icon to
pop up a browse dialog box that lets you select the folder to backup.

When you click OK to close the dialog box, the selected drive or

directory isdisplayed in the box below the Backup To drop-down list.

Note: You cannot select Advanced to choose adirectory and at the
same time select a starting day. Y ou need to use one or the
other for a particular backup operation.

4. Onceyou are satisfied with the selection of filesto back up, and with
the date and target location, click OK to start the backup. This closes
the dialog box.

In the Altiware System Data Management window, the progress and
status of the file backup is displayed.
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Scheduling Backups

H
Y ou can set up automated backup on a schedule, and you can select the =N
days, the times, and the target drives and folders for the backup. 20
L »
(@]
To set backup schedules: @ r;g'
1. Open the System Data Management window as described above, then o g
select the Schedule icon to view the Backup Schedules dialog box. - g
~Day of the Week Backup Selection
™ Monday IS_j P jmm @ Ic\a\t\backup\mon " Configuration Files
™ Tuesda 3 = 0 = c:haltibackuphtue ' GrsEnfEzs
’ l_d four I_;Imm a I g ™ Extersion Messages
[ wesnesdy |3_j s IEij‘” a Jeakbackupiwes I~ Call Detailed Records
T Thasdey [15 =, [ = a [N alibackuptus ¥ 5P Canfigurstion Files

I Fiiday l?j hour |2 j‘mm a [ eackupii
Cosautey B oy 0 Hp () [k

™ Sunday 3 j hour |3D jmm @ Ic \altibackuphsun

Cancel

Figure3. Backup Scheduleswindow
2. Settheoptions:

» Select the checkbox for each day of the week you want run the
backup.

» For each day, use the drop-down lists to specify the time. These
time settings use a 24-hour clock.

» You can accept the default target directories, or you can click the
Folder to open the Browse for Folder to select the destination or
the backup files.

e Under Backup Selection, select the file components you want to
back up: Configuration files, Custom Phrases, Extension M essages,
Call Detail Records, and/or SP Configuration files.

3. Click OK.
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Restoring Backed up Files

To restore the backed up files:

1. Openthe System Data Management window as described in “Using
Backup and Restore” on page 12-1, then select the Restoreicon to
view the Restore Configuration dialog box.

Restore Configuration Eq I

—Components———————— Fiestare From

¥ Configuration Files ISunday vl

V¥ Custom Phrazes

Ic:'\altibackup'\sun

v Extension Meszages

W Call Detailed Records

v 5P Canfiguration Files

Cancel |

Figure4. Restore Configuration window
2. Under Components, select the file groups you want to restore.

3. Using the Restore From drop-down list, select the day you want to
restore from, or select Advance to choose the restore folder.

Clicking Advance displays afolder icon that you can click to open a
dialog box that allows you to select the directory you want to restore
from.

Selecting aday of theweek or manually choosing therestore directory,
the directory specification appearsin the text box below the drop-
down list.

Note: The components you select for restore must have been backed
up into the directory you selected. For example, if you didn’t
back up configuration files on Thursday, you won't be able to
restore them from the Thursday directory.

4. Click OK to start the restore process.

12-4  AltiWare OE System Installation & Administration Manual



CHAPTER 13

System Report M anagement

E

Surnmary

AltiServ provides system management reports that contain information on
system configuration summary, traffic, system log, call detail summary,

and | P cumulative traffic statistics.
System Summary Report

The System Summary report provides summary information on extensions,

trunks, and workgroups configured in the system.

To openthe System Summary report window, select the Report menu from
theMain Menu Bar and then select System Summary from the drop-down
list, or select the System Summary icon from the Quick Access Toolbar.

Pin_|

r~ Extension
Extension | Lazt Mame | First Mame | E -t ail M ame | Slat | Chanr Al
elui] ext300 il 1]
am =i | il 1
anz Ext302 0 2
elik] Ext303 0 3
3[‘4 ext304 il 4 i
4 | »
Total Number of Extensions : 24
i Group Trunk.
Group | Last Mame | First Mame Members Location Access Code Al
02:00 ]
0z:m ]
0z.02 ]
0203 9
02:04 4 2
<] | »l 4 | 3|
Tatal Mumber of Groups : 1] Tatal Mumber of Trunks : 35
~ Meszaging Usage
Extenzion | Mew Mzg | Saved Mg | Private bzg | Reminder | Total! =
300 MAA N2 M MAA N2
am MAA M2 M MAA M2
anz MAA M2 M MAA M2
elik] Mg Md Mg MAA Md
304 Mg NAb M MNA& N o
41 | v
Fefresh |

Figurel. System Summary window
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System Log

The system configuration summary dataincludes basic attributes on
extensions, workgroups and workgroup members (click aworkgroup to
display the workgroup’ s members), trunk location and access, and
messaging usage by extension.

Y ou can Print this report using the Print button.

System Log

The System Log window displaysinformation on system operating status.
Thiswindow is designed for use by system engineers and certified
personnel only.

Toview the System L og, select the Report menu from the Main Menu bar,
then select System L og from the drop-down list, or select the System L og
icon from the Quick Access Toolbar. Y ou can aso view the system log by
running the L ogViewer .exe program in the \altiser viexe folder.

- Summar
Slot | Channel | Time [ Code | File [ Line I B
2 18 ‘wed Jul 31 03:13:35 2002 20050004 trkutil2. cpp 1846 -
2 7 Wed Jul 31 03:19:35 2002 20050004 trkul2. cpp 1848
2 9 Wed Jul 31 03:13:35 2002 20050004 trkutil2. cpp 1846
2 g Wed Jul 37 03:19:35 2002 20050004 trkutil2. cpp 1846
2 13 Wed Jul 31 03:15:35 2002 20050004 trkutlZ. cpp 1846
2 20 ‘wed Jul 31 03:13:35 2002 20050004 trkutil2. cpp 1846
2 10 Wed Jul 31 03:19:35 2002 20050004 trkul2. cpp 1848
2 1 Wed Jul 31 03:13:35 2002 20050004 trkutil2. cpp 1846
2 21 Wed Jul 31 03:19:35 2002 20050004 trlutil2.con 1846 LI

"Eomment

~ cdtional Infa
Joooo  [oooe  [ooos  [ooos  fooos  foooe  [oooc  [oooe |

Clear System Log | Display Archived Log | Laog Level 1] -
Figure2. SystemLog window

The Summary box displays information on each channel for each card.
Select achannel in the Summary box to see data about the channel in the
Comment area and additional technical datain the Additional

I nformation box.

Click Clear System Log to clear the information in all the windows.

Click Display Archived Log/ Display Current L og to toggle the view
between the current and the most recently cleared system log.
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Usethe Log L evel dropdown list to view the level of severity for system
errors. Level 0 displays the most obvious system errors, Level 5 displays
all system errorsin specific detail.

IP Cumulative Traffic Statistics

To view areport of all cumulative IP traffic, click Altiware | P Traffic
Statistics from the Reports menu. The P Cumulative Traffic Statistics
window displays the following IP trunk traffic information for all calls.

1P Cumulative Traffic Statistics x|

Statistic Last Feset:  06/16/2000 07:34:15

Internet Addisss | Packets Sent | Packets Hecewedl Bytes Sent | Bytes Received | Packets Lost | A, Jitter

<
[
5
Y
Q
®
3
®
5
=

1loday walsAs €T

Reset Help

Figure3. P Cumulative Traffic Statistics window

This window displays the following data:

Parameter Description

Internet Address Displaysthe IP address or fully qualified DNS name
of the remote location.

Packets Sent Displays the number of voice packets sent to other
AltiServ systems over the public or private IP
network.

Packets Received Displays the number of voice packets received from
other AltiServ systems over the public or private IP
network.

Bytes Sent Displaysthetotal size (in bytes) of al voice packets

sent to other AltiServ systems over the public or
private | P network.

Bytes Received Displaysthetotal size (in bytes) of al voice packets
received from other AltiServ systems over the public
or private |P network.
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Par ameter Description

Packets L ost Displays the number of voice packets that 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 figure indicates alonger
average delay. This number can be used to measure
the quality of service on the network that connects
the source and destination sites.

The difference between the | P Trunk Current Traffic Statistics window
andthel P Cumulative Traffic Statisticswindow isthat theformer shows
figures only for the active call (Current Traffic) on aparticular |P trunk of
thelocal AltiServ system whilethe other window showsfiguresfor all calls
combined (Cumulative Traffic) to and from remote AltiServ locations.

Resetting Cumulative Statistics

Y ou can reset the AltiWare | P Cumulative Traffic Statistics by clicking
the Reset button. Also, this window automatically resets all fieldsto 0
when the AltiServ system is shut down and restarted. Statistics gathered
before the reset are not saved.
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CHAPTER 14

Data and Internet I ntegration

This section describes how to integrate AltiServ with the Internet and data
communications. It will cover the following areas:

+ Emall

» Mail forwarding

» Exchangeintegration
» AltiReach Setup

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 local and
remote access to email mixed-media messaging.
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Before you begin, you should be familiar with the following LAN and
Internet protocol and addressing information.

Network

A network is a distributed interconnection of multiple voice and data
communication devices utilizing network protocol software to
communicate and exchange information.

Protocol

A protocol isaset of rulesand methods by which telephone equipment and
computers exchange information across a network. Networking software
generally implements multiple levels of protocolsin the process of
interconnecting two or more devices on the network and enabling them to
exchange information.

Transport Protocols

Among thevarioustransport protocolsavailable, AltiServ usesthe TCP/I P
transport protocol.
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TCP/IP - Transmission Control Protocol/Internet Protocol (TCP/IP) isthe
protocol used on the Internet.

A protocol stack isacollection of actual protocol layers used to establish a
connection across the network that allows dissimilar network devicesto
exchange information.

SMTP/POP3

SMTP—Simple Mail Transfer Protocol. As seen by the client side of the
network, isan Internet email sending protocol software format.

POP3—Post Office Protocol Version 3. As seen by the client side of the
network, POP3isan Internet email retrieving protocol software format that
allows users to retrieve mail from its stored location.

IM AP4—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.

Network Address

A network addressis anidentifier for anode, station, or unit of equipment
in a network. There are many methods of accessing the network, such as
email or Hyper Text Transport Protocol (HTTP), Gopher, etc.

AltiServ uses the email client/server access method.

A sample email client/server network address might look something like
the following example:

jsmith@earth.science.berkeley.edu

Thisaddresstellsthe routers and the Internet Service Provider (1SP) where
to deliver this message. Thisis an extended address. The addressis read
from the right to the left:

edu = first level domain
berkeley = second level domain
science = third level domain
earth = fourth level domain
@=at

jsmith = user name

Or it might be as simple (and short) as:
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altigen.com
com = first level domain name
altigen = second level domain name

Local 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. Often within aLAN, the domain is assumed
to be thelocal domain if no @domain is added to the address.

Mixed-Media Messaging

|

»

Messaging includes many options other than just text. Messages might -9

include al of the following types of information or any combination % T

thereof: Qg

: N o Lo

* Text - (includes word processing files, spreadsheets, database listing) oS

+ Voice - @

>

+  Fax @
* Video

If you include more than one attachment or media type in your email
messages (such as graphics, video, or sound), you must employ a method
caled MIME (Multipurpose Internet/Mail Extensions). MIME isa
technique designed to bundle attachments within individual email
messages.

When aMIME file with attachments arrives at your workstation,
additional processing beginsimmediately. Asthe 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 .JPG files).

When other kinds of files show up and need special handling capabilities
(beyond the scope of most client/browsers), the client hands off the filesto
other Helper Applicationsfor playback or display. Helper Applications
are designed to read and processthe files and to present the file contentson
demand.
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AltiWare provides users with the ability to record a voice annotation and
attach it to an email mixed-media message. This voice recording must be
done before the user sends the email in order to send the voice annotation
as an attachment to the email. After the voice recording is complete, the
user can send the email. AltiWare then combinesthe voice message and the
email into asingle MIME message and sendsit to the recipient. The ability
to send and receive MIME messagesisincluded as part of AltiWare email
capabilities.

Setting Up Email Service

There are some basic requirements that must be met in order to access
Mixed-M edia Messaging using email over the AltiServ system.

Before You Begin

To set up email 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 (if sending and receiving emails over the
internet)

¢ Multi-media stations/PCs as clients

Setting Up LAN and Internet Email 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 email:

1. Select your Internet Service Provider (I SP). There are numerous
I SPsto choose from. Thereis afee associated with these services. For
details, please contact an | SP that serves your area.

2. Fromyour ISP

e ObtainaDomain Name Server (DNS) Address. AltiServ address
should be added to the DNS database by your | SP.
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» Select and give your ISP a unique Domain Name. Each domain
must have a unique name associated with it, such as the addressfor
AltiGen, which is“altigen.com”.

e Obtain aBlock of IP Addresses and assign a unique I P address to
each client on the LAN.

e Obtain the Subnet Mask. You will need to enter this address later
in the TCP/IP configuration setup 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 is on the same LAN asthe AltiServ server, such
asISDN or T1.

2. Assign an |P address (one of the block of |P addresses obtained from
the ISP to the router). This becomes the gateway router address.
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Step 3: Configure TCP/IP Properties
Configure the TCP/IP protocol parameters.

1. Openthe Control Panel and select the Network icon. The Network
Setting window is displayed.

1auJaiu| pueeleq T

Network H
Identification | Servicesl Ploloculsl Adaptersl B\ndings'

windows uses the following information to identify your

| computer on the network. ‘Y'ou may changs the name for
" thiz computer and the workgroup or domain that it wil
appear in.

Computer Mame: |ME|_DDY

Daomain: [SMPHONY

Ok | Cancel |

Figure1l. Network Setting window
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2. Click the Protocols tab, then double click on TCP/IP Protocol from
the drop-down list box. The TCP/I P Protocol window appears (see
Figure 2), where you configure the |P Address, Subnet Mask, and
Default Gateway (router).

Microsoft TCP/IP Properties 2]

IP Addiess | ONS | WINS Address | DHCP Relay | Routing |

An IP address can be automatically assigned to this nebwark card
by a DHCP server. If vour netwark does nat have a DHCP sarver,
azk your network. adminiztrator for an addresz, and then tupe it in
the space below,

Adapter:
|[1 1 3Com Etherlink: 11l PCI Bus-kazter Adapter [3C590) j

' Obtain an IP address from a DHCP server
& Specify an IP address

P Address: 205221, 2 . 54

Subnet Mazk: I 255255255 .0

Default Gateway: | 205 . 221 . 2 . 1

Advanced... |
ok I Cancel | Apply |

Figure2. TCP/IP Configuration

« | P address—enter the assigned IP address (from the block of 1P
addresses obtained from your | SP) to the AltiServ.

e Subnet Mask—enter the Subnet Mask obtained from your I SP.
» Default Gateway—enter the email Gateway (the router address).

3. Select the DNStab at the top of the TCP/IP Properties window (see
Figure 3) to configure Domain Name System.

Note: You must configurethe DNStab if you want to exchange
email through the Inter net.

Configure the following:
« Host Name—enter the name of the server (for example: melody)
« Domain—enter the domain name (for example: altigen.com)

» DNS Service Sear ch Order—enter the | P address of either your
own or your ISP's Domain Name Server.
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4, Click OK.

IP Addhess DNS | WINS Adcress | DHCP Relay | Routing |

Diomain Mame Spstem [DMS)

Host Mame: Domain:
I Ialtigen. com

—DMS Service Search Order

F w51 |
Doﬂrﬂl
|

Add... Edit... Femaove

— Domain Suffix Search Order

Iy

oyl |
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sdd. || B | [ Femoe |
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QK. I Cancel | Ll |

Figure3. DNS Configuration window

5. Refer to Microsoft Windows NT configuration documentation to
complete the TCP/IP network setup.

Step 4: Notify Your ISP 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 Email in AltiWare Administrator

Important: 1f you haveaWindowsNT or Windows 2000 server, you must
stop the Default SMTP Site server, or it will conflict with
AltiWare's SMTP server. Do the following:

1. InAltiWare, go to the Management menu, select System
Configuration... and click the M essaging tab to open the M essaging
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window. Be sure that Enable SM TP/POP3 Service (in the E-Mail
Messaging Options field group) is desel ected.

Open the Windows Internet Information Services window by right-
clicking the My Computer icon and choosing M anage from the
popup. Expand Servicesand Applicationsinthetreetoview I nter net

Information Services.

Select Default SMTP Sitein thetree.

On the toolbar, click the Stop button.

Y ou can now proceed with the steps given below.
To configure the AltiServ for email service:

1. Onthe Management menu, select System Configuration... and click

the M essaging tab to open the Messaging window:

System Configuration

X

General I Murmber Flan | Business Hours I Holiday I Syztem Speed I Call Restriction I Account Code I
Call Reports  Messaging | Area Codes I IF Dialing Table I DMIS I Tenants I Distribution List I Logout Reason

— Mezzsage Motification

b aximumn Fetry Count |2 3: Fietry Interval in Minutes ISD 3:

— Mezzage Management Option

[ Confirm Message Deletion W wam E spiration of 5aved Messages

— Recording Dptions

Minirum Recording IU 3: zecfz] [V Pause Detect Length I? 3: 100ms

— SMTP/POP3 Option

¥ Enable SMTP/POP3 Service [ Al Inbound Intermet Mai
il Domain Mame B ALTIGEM.COM
Pozthd aster Ext |1u1 x| lest101@04 ALTIGEN.COM

— Exchange Spnchronization

¥ Synchronize With Exchange Server

Exchange Server Address IArgentina

ok I Cancel | Apply |

Help

2. Configure the E-Mail M essaging Options group as follows:

* Select Enable SMTP/POP3 Service to enable email and Mixed-

Media Messaging on the AltiServ system.
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» Select Allow Inbound Internet Mail if AltiServ isthe only 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 toreceiveinbound Internet mail, you should | eave this box
unchecked.

3. Assign aunique Email Name to extension usersin the General
window of Extension Configuration.

» Select the extension number (or select Add Extension and then
enter the extension number in the field provided if thisis anew
extension).

» Enter the email name in the E-mail Name data entry field.

4. Allocate the system storage capacity for extensionsin the M ailbox
Setting window of Extension Configuration.

Each user’ s needs might be different. The default is 50 MB of storage,
which on the average, will give each user room for 100 messages.
Refer to “ Setting the Mailbox Options” on page 8-28 for more details.
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Setting Up LAN and Internet Email on the Client

To set up the client side of the LAN:

1. Configurethefollowing client TCP/IP Properties (see Figure 2):
* IPAddress
* Subnet Mask
e Default Gateway

2. Onthe DNStab of TCP/IP Properties, enter the following (see
Figure 3):

¢ Host Name
e Domain
* DNS Service Search Order

3. Configure the following mail server parameters of the email client
application:

» EntertheMail Server (POP3) User Name. (Thisisthe same name
entered as the email name on the AltiServ Gener al page of
Extension Configuration).

» Enter the Incoming Mail (POP3) Server address.
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» Enter the Outgoing Mail (SMTP) Server address.

Preferences E

Appearance | Composition  Servers | |dentity I Organization I
~ Mail
Dutgoing kail (SMTP) Server:

Incoming kail [POP3) Server: |2EIEI.1 332222

POP3 User Mame: |ismith

kA ail Directary: ID \Program Files'MetscapeM avigatorsProgranm

F airium Message Size: & Mone ' Size: I KE

Messages are copied from the server to the local disk, then:
& Bemoved from the server € Left an the server

Check far b ail & Even I'I i} rirLtEs  Mewver

—Mews

Mews [MMTP] Server: Inews

Mews BC Directarny: ID:\Program Filez\MetzcapeiM avigator\Programtinews

Get: 100 Messages at a Time [Max 3500]

(1] I Cancel | Help |

Figure4. Netscape Mail Server Setup

4, Set up helper applications and general preferences for the email client
application (i.e., associates the WAV files with sound recorder
application).

Setting up an Exchange Server

This section provides you with step-by-step instructions to configure the
Exchange Integration feature in AltiWare OE, for the Microsoft NT 4.0
server and the Microsoft NT 2000 server.

Exchange Server Windows NT 4.0 Integration

Inthe examplethat follows, the AltiServ systemiscalled TELESYSTEM,
and the Exchange Server is called MAIL SERVER, and both systems
belong to the NT domain called ALTICHINA.
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Prerequisites
Two NT servers.
e OneNT server with the AltiWare OE software

e OneNT server with Exchange Server software

AltiServ System Prerequisites
e Windows NT 4.0 with Service Pack 6a or higher
» AltiWare OE software version OE 4.6

e TheAltiServ system and the Exchange server system must belong to
the same NT domain.

» AltiGen Services should be started with the user account
<Domainname>\AltiGen_<AltiservSystemName>. For example,
ALTICHINAAItiGen_TELESYSTEM.

To check the Windows NT version:
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Click the Start button, select Run, and type winver in the Run dialog
box.
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Thisopensan About WindowsNT dialog box that displaysthe version
of NT running on your system. It should say:

Version 4.0 (Build 1381: Service Pack 6) ... Revi sed
Servi ce Pack 6a

If you have an older version of NT, upgrade to the latest version.
Check http://www.micr osoft.com/ntser ver to get the latest service
pack for Windows NT.

To check the AltiWare version:

Select About from the Help menu of AltiWare Administrator. The
version displayed should be AltiWare OE 4.6.

If you have an older version, contact AltiGen Technical Support to
find out how to upgrade to the latest version of AltiWare.

To check the domain:

On the AltiServ system, go to Start=P Settings=» Control Panel =
Network. In the Identification tab of the Network dialog box, verify
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that you see two text boxes, Computer Name and Domain. Note
down the value in the Domain field.

Repeat the same steps on the Exchange server system and make sure
the domain names are the same.
To verify AltiGen Services:

1. Select Start=P Control Panel =P Services. A Windows Services
dialog box will be shown, asin this example.

Service Statug Startup Dlgee |
AltiGen BackUp / Restore Service Started Manual ﬂ

AltiGen Exchange Integration Service COM Serve Manual J Start |

Altigen E xtemal Logger Server Dizabled

Altigen Internal Logger Server Started tdanual Stop |
AliGen Keep Up Service Started Manual
AltiGen Messaging Service COM Server Started tdanual &I
AltiGen POP3 Service COM Server Manual ariE |
AltiGen SMTP Service EEIM Server Manual =
Manual -
tdanual LI =

Hiw Profiles... |
Startup Parameters:
| Help |

Figure5. Windows Service window

2. Select AltiGen Switching Service COM Server from the control
panel of AltiServ.

3. Highlight the AltiGen Switching Service Com Server and click the
Startup button. A Service startup options dialog box will popup:

AltiGen TAP\ Pmky Selvel

Service

Service: AltiGen Switching Service COM Server

— Startup Type
. oK I
& Manual Cancel |

& Dizabled

—Log On Az
€ Sustemn Account

™ Allow Service to Interact with Desktop

& This Account: IALTIEHINA\AIIiGen_telesy J

Password: Ixxxxxxxxxxxxxx

LCanfirm I xxxxxxxxxxxxxx
Pazzword:

Figure6. Service Sartup options dialog box
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4. Complete the entriesin this dialog box as follows:

* IntheLog On Asgroup, select This Account and set
<DomainName>\AltiGen_<ServerName> as the account. In this
example, itisALTICHINAAItiGen_telesystem.

If thisis not the case, you need to re-install AltiWare while logged
in as adomain administrator with local administrator privileges.

» Repeat the previous step, but thistime, check the Log On As
account for AltiGen Exchange I ntegration Service COM Server.

Exchange Server Prerequisites

e Exchange Server 5.5 with Service Pack 3

e Successful ping to the AltiServ and vice versa
e Exchange Server Services must be started

To check the NT version:

Click the Start button, select Run, and type winver in the Run dialog
box.

To check the Exchange Server version:
Click About in the Exchange Administrator.

To ping the Exchange Server from AltiServ and vice versa:

From the AltiServ system, open a M S-DOS window, and type pi ng
<exchange server nane>, then pressenter.

For example, type pi ng nai | server. You should see Repl y
from .. astheresponse. If you see Request timed out,thereis
something wrong with your network settings or connectivity.

Similarly, ping the AltiServ system from the Exchange server. For
example, from the command prompt in Exchange Server, type pi ng
t el esyst em then press enter. Y ou should get proper reply.
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Setting up an Exchange Server

To check that all Exchange Server Services Have Started:

1. Open the Control Panel and click the Servicesicon to view the

Services window.

Startup Parameters:

Services
Service Status Startup
Licenze Logging Service Started Sutomatic ;I
Messenger Started Automatic
Microzoft Exchange Directory Started Automatic
Microsoft Exchange Event Service Started Automatic
Microzoft Exchange Information Stare Started Automatic
Microzoft Exchange Meszage Transfer Agent Started Sutomatic
Microsoft Exchange System Attendant Started Automatic
Met Logan Started Automatic
Wetwork DDE b arial
Wetwaork DDE DSDM b arual hd

Claze

Start
Stop
Batze

LContinue

Startup...

Hid Profiles...

Help

P L

Figure7. Exchange Server Services Window

2. Check the status of the following servicesto seeif they are started:

« Microsoft Exchange Directory

« Microsoft Exchange Event Service

« Microsoft Exchange Information Store

» Microsoft Exchange Message Transfer Agent

* Microsoft Exchange System Attendant

If any of these services are not started, select the service and click

Start in the Services window to start it.

If a service cannot be started, please contact Microsoft technical

support.
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Exchange Server Configuration

Now that you have verified that the AltiServ and the Exchange Server
systemsare properly installed, you can start configuring the two systemsto
enabl e the Exchange Integration feature. In this section, we describe the
configurations to be performed in the Exchange Server.

For testing purposes, create an Exchange mailbox for NT account
<Domain>\AltiGen_<AltiservSystemName> (e.g.
ALTICHINA\AItiGen_TELESYSTEM).

Open the Exchange Administrator on the Exchange Server and do the
following:

1. Select New Mailbox from the File menu.

2. Input amailbox name, for example, first name AltiGen, last name
Assist, display name AltiGen Assist and alias name AltiGenA.

3. Click Primary Windows NT Account and in the dialog box, select
<Domain>\AltiGen_<AltiservSystemName> (e.g.
AltiGen_telesystem). After setting the primary NT account, your
dialog box should look the example that follows (see Figure 8). Click
Apply to create the mailbox.
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Dielivery Restrictions I Dielivery Optionz I Pratacols I Cuztam Attributes I Limnite: I Advancedl
General I Organization | Phone/Notes | Distribution Lists | E-mail Addiesses

Altigen Assist

Name
First: IAItigen Initials: Last: IASSiSt
Display: IAIligEn Assist Aljas: IAIliGEnA

Address: Ii Titl: I
Company; I

City: I— Department: I—
State: I— Dffice: I—
Zip Code: I— Assistant: I—
Country: I— Phone: I—

Prirany Windows NT Accourt.. I I

Created Home site: ITGTEST1 Last modified
372400 4:23PM Home server:  ARGEMTINA 372700 4:23PM

ak I Cancel | Appl Help
Figure8. Adding a mailbox to Exchange Server
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4. Click the primary NT account and select Use Existing Account. This
account can then be added from the user manager window. Remember
that this can only be achieved if AltiGen has an account in the same
domain as the Exchange Server or atrusted domain.

5. GiveServiceAccount Admin rightsto Alti Serv service account inthe
Exchange server. (See Note 3 on page 14-27.)

Microsoft Exchange Administrator Configuration

1. InMicrosoft Exchange Administrator, highlight the Organization
container. (Organization is the top item in the hierarchy on the left of
the Exchange Admin window.)

% Microsoft Exchange Administrator - [Server ARGENTINA in Site ITGTEST1 - Altigen Communic. .. [E[=] E3

% File Edt View Tool: window Help =& x|
[AliChina = = elm ulalsl =2 sl
Display Mame + | Modified |
ddress Book Views Addiess Book Views 3/1/00 311 PM =
Folders Falders Mot available
@ Global Address List & Global Address List Mot available
= @ ITGTEST1 @ ITGTEST1 718700 5:48 PM

% Carfiguration
e Reripignts

4 o

1 Sitefs) [ S406M
Figure9. Microsoft Exchange Administrator

2. Select Properties on the File menu, then click Permissionsto get a
window such as the following:
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Altigen Communications Properties [ %]

General Pemissions |

Altigen Communications

—Windows NT accounts with permission:

Add...

’ Bemove |

€ ITGTEST1MAKGen_MEXICO  Service Account Admin.
€ ITGTEST14comman Custam -
i _>l_I
Fioles:
I Service Account Admin. j

QK I Cancel | Lol | Help |

Figure 10. Properties window, Exchange Object

3. Add <Domain>\AltiGen_<AltiServSystemName> (e.g.
AltiGen_telesystem) account to the account list.

4. Change the accountsrole to Service Account Admin from the Roles
combo box (see Figure 10).

5. Repeat the above two steps for the Domain and Configuration
containers. The name of Siteis| TGTEST 1. The name of
Configuration is Configuration.

6. Stop and restart all the services of Exchange Server, or reboot the
Exchange server.

Installing Outlook 2000 Client on the AltiServ System

Outlook 2000 has two modes: I nternet Only mode and Cor por ate or
Workgroup mode. To enable the Exchange I ntegration feature, you
MUST configureit to use Corporate or Workgroup mode.

If you have already installed Outlook 2000 in the Alti Serv system, make
surethat you haveingtalleditinthe Corporateor Workgroup mode. This
is discussed on page 14-19.
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To install Outlook 2000 to Corporate or Workgroup mode:

1

Install Outlook 2000 from the Outlook 2000 or Office 2000 CD.
During installation, you will be prompted to choose a mode (I nter net
Only vs. Corporate or Workgroup). Make sure you choose the
Corporate or Workgroup mode.

After installation is complete, start Outlook 2000 from Start=P
Programs. In the Microsoft Installer wizard, select Micr osoft
Exchange Server toinstall, then click Next to move to the next
window.

Microsoft Dutlook Setup Wizard

Microzoft Exchange Server

Please enter your Microzoft Exchange server and
Maibox name.

Microzoft Exchange server

|mai|sewer

Mailbios:
|Alt\gen

< Back I Mext > I Cancel |

Figure11. Outlook setup, Exchange Server Name and Mailbox

3.

In the above dialog box, type in values for the Microsoft Exchange
Server and Mailbox. Enter the name of the Exchange server, and enter
the test mailbox we created (AltiGen Assist) in the Mailbox field.

Click the Next button to bring up the next dialog box, which asks a
Travel question, to which you should answer No, then click Next.

Once you have completed the Setup Wizard, afinal dialog box
appears, indicating that the information services that have been added
to your profile. Then aDone! dialog box appears; click Finish to end
this part of configuration.

If the values you entered for Microsoft Exchange Server and

M ailbox are correct, youwill be ableto use Outlook 2000 now. If they
are not correct, you'll be asked to re-enter the Micr osoft Exchange
Server and Mailbox names. Make sure you enter the correct values.
Y ou can verify your input by clicking the Check name button.

14-18 AltiWare OE System Installation & Administration Manual



Data and Internet Integration

To check the Outlook 2000 mode:
1. Start Outlook 2000. Select T ools from the menu options.

=] ES

& Inbox - Microsoft Outlook
| Ble Edt Wew Favorites Took Actions Help

Enew » | & 3 X Send|Receive » || ¥ sendfreceive Find % Organize
3 e BoFnd 5]
————— Synchronize 3

]
-} Address Book, CtrH-Shift+B ot I Recsived I

55 Rules Wizard... . .
There are no items in this view.
{3 Empty "Deleted Items” Folder

Seryices. ..

Figure 12. Outlook Tools menu 2

2. If thereisamenuitem Service, it means Outlook 2000 isin the mode )

of Corporate or Workgroup. You can move on to the next set of Sa

: ; . . oo

steps. If thereis a menu item Accounts, it means Outlook 2000 isin Qe

the mode of Internet Only. Perform the following steps to change 2o

Outlook 2000 to the mode of Corporate or Workgroup. g' =

D

3. Click Options... to open the Options dialog box, and select M ail =

Delivery. 2
Options HE

Preferences  Mail Delivery |Mai\ Faormat I Speling | Security I Other I

Accounts manager

Create and update new mail and directory service accounts,

Mail account options
Q- Conkrol when Qutlack sends and receives your messages.

% ™ Send messages immediately when connected

¥ Check For new messages every 10 j minutes

Dial-up options
Control how Outook connects ko your dial-up accounts,
¥ Warn before switching diak-up connection
¥ Hang up when firished sending, receiving, or updating

™ automatically dial when checking For new messages

I™ Don't download messages larger than I 100 i’ KB

Reconfigure Mail Support. .. |

[0]4 Cancel | Ll |

Figure 13. Outlook Options
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4. Click Reconfigure Mail Support... to open the E-mail Service
Options dialog box.

@ Dutlook 2000 Startup [ =]

E-mail Service Options

" Inkernet Only
Qptimize Outlaok bo connect anly to ane or mars Tntsrmet
Service Providers or E-mail Servers using Internst standards
for e-mail delivery (POP3, SMTP, or IMAF),

% Corporate or Workgroup
Configure Outlook to connact to Microsoft Exchange,
Micrasoft Mail 3.%, 3rd-party s-mail services, o any
cambinations of the above plus Internet &-mail,

i E-mail
Do ot setup Outloek b read e-mail T do ok use e-mai or T
use anather program ba resd e-mail,

< Back I Mext > I Cancel Help

Figure 14. Email Service Options

5. Select Corporate or Workgroup and click Next. When a dialog box
pops up, click Yes.

To configure an Outlook 2000 profile:

1. Start Outlook 2000. Select Services... on the Tools menu to open the
Services dialog box.

Services | Da\iveryl Addreszing

The Folloxing infotmation services are sct up i khis profile:
Internet E-mail - tel
Personcl Faldors
-]
e P— | —
CopY... About... |
0k, Cancel Apply I lelp

Figure15. Outlook Services

If Microsoft Exchange Server isinthelist of servicesin this profile,
proceed to “Enabling the Exchange Server” on page 14-22.

If Microsoft Exchange Server isnotinthelist of services, proceed as
follows.
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Figure 16. Add Servicesto Profile
3.

Data and Internet Integration

Click Add to open the Add Service to Profile dialog box. Add
Micr osoft Exchange Server, Outlook Addressbook and Per sonal
Foldersto profile.

Microsoft Exchange Server

Microsoft LDAP Directary Remove |
PMicrosaft Mail —

M5 Outlook support For Lotus co:Mail T
Gutloak Address Doak e
Personal fddress Eaok ;I

Ok I Catt el | Help I

In the Microsoft Exchange Server dialog box that opens, type the
Exchange Server name in the Microsoft Exchange Server field and
the test mailbox name (e.g. AltiGen Assist) in the Mailbox field.

Click Check Name. If you entered valid values, the names will be
underlined and the Check Name button will be grayed out. Click
Apply and then OK.

You will see Microsoft Exchange Server in thelist in the Services
window.

Optional: Select Micr osoft Exchange Ser ver inthelist box, and click
Propertiesto seeitsconfigurations. The Micr osoft Exchange Ser ver
dialog box appears. If you need to, you can use this Properties dialog
box to change the name of Micr osoft Exchange Server and M ailbox.

To Test the configuration:

1.

Restart Outlook 2000 at least once. Test the configuration by sending
an email, then check if you receive it.

When the reboot iscomplete, log on using the AltiGen serviceaccount.
Open Outlook, and from the Tools menu, select Services.

Click Add and select Exchange Server. The Mailbox field should
already be populated with the Name entered above.

Enter the Exchange Servers hostname and click the Check Name
button. Both the Mailbox and Exchange Server should now be
underlined.
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This completes setting up AltiServ and Exchange server systems properly,
and you are ready to enable the Exchange Integration feature. Please
remember you MUST have completed the previous steps before moving
ahead.

Enabling the Exchange Server
1. Delete obsolete files from \altiser\Aexe directory.

a. From Windows NT Explorer, go to the \altiserviexe folder. If
mapi32.dil and gapi32.dll remain in this folder, delete them.

2. InAltiWare Administrator (AltiAdmin), configure the extensionsthat
are to be synchronized with their corresponding mailboxesin
Exchange server.

a. From the Extension Configuration General window (example
below), select an extension that needs to be synchronized with
Exchange.

b. TypetheFirst Nameand L ast Name exactly asthey appear in the
corresponding Exchange mailbox in the Global AddressList of
the Exchange Server.
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Extension Configuration -- 105 : Physical 5[
General I Groupl Station Speed' Mailbos Sett\ngl Notif\cationl Restriction Amswenngl One Number Access' Maonitor ListI
i~ Perzonal Information
Extension | Tppe Locatic &
i o LastM L
100 Hunlgroup First Name I my a5t Mame I ed
1m Physicali&gent) 04:11 Passward |mmmm DID Humber |‘||]5
105 Physical 0410
1o Physical 01:09 Tenant 0 MHa e v Enable Dial-By-Hame Service
120 Winuallbgent] Deseripli I— ™ Enable Intercom
125 WYittuallAgent] scriplion I~ Agent
1939 Physicallsgent) 0z11
200 Hurtgroup —Forced Account Code—————— [~ Call Recording Options
202 Wirtual [~ Enable Forced Account Code ¥ Record on Demand to ExtYM
220 Virtual I | Eccount Code Walidation
222 Huntgraup I | Gyerice Alowed ¥ Inser Recording Tone
300 Physicalibgent]  01:10 vaitids Alluvis
333 Hurtgroup SMTP/POP3 Setting
350 Wirtual "
1 Virtual ’V Email Name |ext105 " Retrieve Voice Mail By E-mail Clisnt
ggg mtﬁgl — Mail Farwarding Option:
354 Wirtual [~ Enable Mail Forwarding IDeIetE Messages After Fonward j
ggg mta:} Forward Email Address. | ';
7 Vittual ~ I™ | Forward Email I™ | Forward Vs Mai .
4 3 " O
~ Tops IP Extersian -9
i~ Physical Location——————————— o i S~
W Physical Extension ™ Enable IP Extension = o
Slot |4_ Eieriaus " Wirtual Extension & Dynamic P Address D ®
£ Huntaroup = Static: [P Address «Q -}
Channel |1U ezt £ y/arkarou ®
AeE Logon |P Address ,g_'),. Q
r~ Phone Displa I T .0 . 0 i o>
ity | Dekte | | yiygberFist | Collr Number -| o g
Name Field Caller - Available IP License |519 Q
Line Properties | aler ame >
)
—
Frint | Appluta... | ak I Cancel | Apply | Help |

Figure 17. General window, Extension Configuration

Make sure that the E-mail Name field contains alphanumeric
characters only and doesnot contain other characters such as spaces
() orperiods(.).

3. InExchange Administrator, ensure that for each mailbox in Microsoft
Exchange Server to be synchronized, the First Name and L ast Name
are exactly asthey appear in their corresponding extensionsin
AltiAdmin.
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Important:The Middle I nitial field should be empty for Exchange
Server mail accountsin order for Exchange Integration to
work properly.

Amy Lee Properties [2]x]
Member OF ’ Dialin l Enwironment I Sessiong I Femate control
Teminal Services Profile | Exchange General
E-mail Addresses l Exchange Features

General i Address l Account i Profile i Telephones i Organization

g Army Lee

First narne: !Am_p Initials:

Lazt name: iLee

Dizplay name: iAmy Lee

Description: i

Dffice: |

Telephone number: i Other i
E-mail: iAmyLee@EXCHANGQDDD

‘web page: ! Other... 1

(1] I Cancel i Apply i Help i

Figure 18. Mail account configuration in Exchange Administrator

4. Usethese preceding steps to double check the synchronization of al
mailbox names used jointly by AltiServ and Exchange Server.
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Enable the Exchange Integration feature in AltiAdmin
1. InAltiAdmin, select System Configuration from the System
M anagement menu.

2. Select the M essaging tab, and under the E-mail M essaging Options,
check the Synchronize with Exchange Server box only.

x|

General | Mumber Plan | Business Hours I Haliday I System Speed I Call Restriction I Account Code I
Call Reports  Messaging | Area Codes I IF Dialing T able I DMIS I Tenantz I Diiztribution List I Logout Reason

System Configuration

— Message Matification

M aximurn Retry Count |2 3: Retry Interval in Minutes |3D 3:

— Message Management Option: ';
I Confirm Meszage Deletion ¥ ‘wiarn E spiration of Saved Meszages U
59

>
— Recording Option: rr—Dr E
Q
Minimum Recording IU 3: sec(s] ¥ Pause Detect Length I? 3: 100ms S 8.

=
. (@)
~ SMTP/POP3 Option = 8
[¥ Enable SMTP/POP3 Service v &llow Inbound Intermet Mai 3
0]
b ail Diomain Name |34 ALTIGEN.COM —

Posti aster Ext |1D1 7| [et101@0AALTIGEN.COM

— Exchange Synchronization
W Synchrorize With Exchange 5 erver

Exchange Server Address IArgentina

u] 4 I Cancel | Apply | Help |

Figure 19. Messaging window, System Configuration

3. Enter the name of the Exchange Server (e.g. MAILSERVER) in the
space provided and click Apply.

This completes the configuration for the Exchange Integration feature.

Testing the Exchange Server Setup

Y ou can use some simple procedures to make sure that the Exchange
Integration feature is working correctly.

To test the integration, set up an extension in AltiServ (e.g., 100) and its
corresponding mailbox in Exchange server. Also, set up a PC with Outlook
2000 configured for this user.
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To Test Message Delivery to Exchange:
1. Leaveavoice mail for extension 100. The message light illuminates.

2. Log on to the Exchange Mailbox from Outlook and check for the
message in the inbox. The message should be titled VoiceM ail from
xxx and include the voice mail asa.WAV attachment.

To check Message State Change Notification:

1. Loginto extension 100's voice mail from a phone. The message you
left in the preceding step should be there as a new message.

2. Savethe message by pressing 3. Within approximately a minute, the
message in Outlook will become a saved message as well—it will no
longer appear in bold.

To Listen to VM in Outlook:

Open the message in Outlook, and open the WAV attachment. It
should be the same message.

To check Deletion Notification:
1. Deletethis message from Outlook.

2. Wait for acouple of minutes, and then log on to extension 100’ svoice
mail from a phone. The voice mail should no longer be there.

If any of these testsfail, refer to the “ Troubleshooting Tips’ section.

Troubleshooting Tips

To check profiles:

1. Logontothe AltiServ system as the AltiGen service account (e.g.
AltiGen_telesystem).
Select the Mail | con from the Control Panel.
Click Show Profiles. For the test mailbox there should be profiles

named such as AltiExch<ServerName><FirstName><L astName>
(e.g. AltiExchM AILSERVERAmMyL eg).

If you don’t see any such profile, make sure that \altiserv\exe folder
does not contain the files mapi32.dll or gapi32.dil. If these files exist,
delete them, then stop and start the Exchange Integration Service.
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To delete old profiles:

If an error occurred while AltiWare was creating mail profiles, the
damaged profileswould remain there until removed manually. After there-
configuration, the new profiles can't be created since the old ones still exist.

Y ou can remedy this as follows:
1. Logon asAltiGen Service Account

2. Shutdown Altigen Exchange Integration Service from Control Panel \
Services, then open the Control Panel\Mail (or Mail and Fax) and
click Show Profiles. Remove all the profiles such as
AltiExch<ServerName><FirstName><LastName> (e.g.
AltiExchMAIL SERVERAmMyL ee).

3. Deleteal thefiles under \Altiserv\idb\SynchStorage* (e.g.
SynchStor ageExt100).

4. Start the AltiGen Exchange Integration Service from Control Panel
\ Services.

If this doesn’'t work, contact AltiGen Technical Support (see"E1 R2 CAS
Installation” on page B-1.
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Notes

» Email client confirmed to work on the AltiServ system is Outlook
2000 (using Corporate or Workgroup mode). Note that thisis the
client installed on AltiServ host. The client running on the end user
computer isirrelevant.

*  Prevent attempts by the Exchange Administrator to use the existing
service account for the AltiGen Exchange Integration Service. Using
the AltiGen service account will provide you an audit trail that is
invaluable while troubleshooting.

»  Depending on the number of voice mails you have on the AltiGen
server, the initial mailbox synchronization may take along time.

For example, if you have 10GB voice mails on the AltiGen server and
areenabling Exchange Integration for all the mailboxes, it may take up
to 24 hoursto initialize the Exchange Integration service.

On the other hand, if you have less than 100M B of voice mails on the
AltiGen server, theinitialization will take less than 5 minutes.
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*  When checking the profiles using the mail icon in the control panel of
AltiServ, you should see one account for each mailbox. Y ou will see
these profiles only if you arelogged on asthe AltiGen service account
(e.g. AltiGen_telesystem).

Exchange Server 2000 Integration

Inthe examplethat follows, the AltiServ systemiscalled ALTIWARE4 1
and the Exchange Server is called GOLDMINE. Both systems belong to
the NT domain called HAPPINESS.

Important: The Windows 2000 server must be the Primary Domain
Controller.

Prerequisites

Two Windows servers:

*  OneWindows NT server with the AltiWare OE software

e One Windows 2000 server with Exchange Server 2000 software

Important: When you install the Exchange Server, you must log in as the
Domain Administrator, NOT the Local Administrator.

Also note that the Windows 2000 server must be the Primary
Domain Controller.

AltiServ System Prerequisites
e WindowsNT 4.0
e AltiWare OE software version OE 4.6 or higher

e TheAltiServ system and the Exchange server system must belong to
the same NT domain.

e AltiGen Services should be started with the user account
<Domainname>\AltiGen_<AltiservSystemName>. For example,
HAPPINESS\AItiGen_ALTIWARE4 1.

To check the Windows NT version:

Click the Start button, select Run, and type winver in the Run dialog
box.

This opens an About Windows dialog box that displays the version of
Windows 2000 running on your system. It should say:

14-28 AltiWare OE System Installation & Administration Manual



Data and Internet Integration

Version 4.0 (Build 1381: Service Pack 6) ... Revised
Servi ce Pack 6a

If you have an older version of NT, upgrade to the latest version.
Check http://www.micr osoft.com/ntser ver to get the latest service
pack for Windows NT.

To check the AltiWare version:

Select About from the Help menu of AltiWare Administrator. The
version displayed should be AltiWare OE 4.6 or higher.

To check the domain:

On the AltiServ system, go to Start=» Settings= Network and Dial-
up Connections. In the left panel of the Network and Dial-up
Connections window, click the Network I dentification link. Verify
that you seetwo text entries, Full Computer Nameand Domain. Note
the value in the Domain field.

=1
—
D
«Q
—
Q
=
o
=

Repeat the same steps on the Exchange server system and make sure
the domain names are the same.
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To verify AltiGen Services:

1. Select Start=PPrograms=» Administrative Tools= Services. A
Windows Services dialog box will be shown, asin this example.

#h Services

J Action  Wiew |J = =

||I§|J P ou Il m

Tree I Mame  / | Description [ Status [~
W S nlerter Moatifies =&l
%AltiGen Backlp | Restore Service Starked T
%nltiGen Exchange Inkegration Service COM ...
%AltiGen Internal Logger Server Started
%AltiGen Keep Up Service Started
%nltiGen Messaging Service COM Server Starked

%nltiGen POP3 Service COM Server
%AltiGen SMTP Service COM Server

%nltiGen Swikching Service COM Server Starked

S8 Altiview Y Service Started
@?Annlication Management Prlovides S hal
1 3

Figure20. Windows Services window
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2. Double-click AltiGen Switching Service COM Server to launchits
Properties dialog.

AltiGen Switching Service COM Server Properties (Local Compu... [H

General LegOn | Hecoveryl Dependenciesl
Log on as:

" Local System account
| el senyine bointeract with deskton

% This account: IGDLDMINE_AItiGen_ALTIW’AF Browse... |

Password: I

Confirm pazsword: I

“You can enable or dizable this service for the hardware profiles listed below:

Hardware Profile | Service |
Prafile 1 Enabled
Erctle | Disabe |

ok I Cancel | Apply |

Figure21l. Service Propertiesdialog box

3. IntheLog On tab, set <DomainName>\AltiGen_<ServerName> as
the account. In this example, it is
GOLDMINE\AItiGen_ALTIWARE4 1.

If this account is not available, you must reinstall AltiWare while
logged in as a domain administrator with local administrator
privileges.

Exchange Server Prerequisites

e Exchange Server 2000 software

Important: When you install the Exchange Server, you must log in as the
Domain Administrator, NOT the Local Administrator.

Also note that the Windows 2000 server must be the Primary
Domain Controller.

e Successful ping to the AltiServ and vice versa
«  Exchange Server Services must be started
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To check the Windows 2000 Server version;

Click the Start button, select Run, and type winver in the Run dialog
box. It should say:

W ndows 2000 Server Version 5 (Build 2195: Service
Pack 1)

Service Pack 1 is the minimum required.

To check the Exchange Server version:
Click About in the Exchange Administrator.

To ping the Exchange Server from AltiServ and vice versa:

From the AltiServ system, open a MS-DOS window, and type pi ng
<exchange server nanme>, then press enter.

For example, type pi ng nwi | server. You should see Repl y
from .. astheresponse. If you see Request ti med out,thereis
something wrong with your network settings or connectivity.
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Similarly, ping the AltiServ system from the Exchange server. For
example, from the command prompt in Exchange Server, type pi ng
ALTI WARE4_1, then press Enter. Y ou should get the proper reply.
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To check that all Exchange Server Services Have Started:

1. Open the Control Panel and click the Servicesicon to view the
Services window.

: =10 %]
| aon vew || & = |Bm| BB[2] r = 0 =

Tree I Name | Description | Status | Startu:l

W 115 Admin Service Allowss adm...  Started  Autom

Indexing Service Indexes ca... Manuz

%Internet Aukhentication Service Ensbles au... Started Autorm

%Internet Connection Shating Provides n... Manuz

%Intersite Messaging Allows sen...  Started Autom

%IPSEC Policy Agent Manages L.  Started Autom

%Kerbems Key Distribution Center Generates ... Started Autom

License Logging Service Started Autom

%Lngical Disk Manager Lagical Disk...  Started Auto

%Logical Disk. Manager Administrative Service Administrat. .. Manuz

%Messenger Sends and ... Started Autom

%Mlcrosoft Exchange Event Monitars Fo... Manuz

%Microsoft Exchange IMAP4 Provides Mi.., Started Automm

%Microsoft Exchange Information Store Manages M... Started Autom

%Microsoft Exchange MTA Stacks Provides Mi..,  Started Aukomm

%Microsoft Exchanage POP3 Provides Mi... Started Autom

%Microsoft Exchange Routing Engine Processes ... Started Autom

%Microsoft Exchange Site Replication Service Disahle

Microsoft Exchange System Attendant Provides s...  Started Autom
Microsoft Search Creates Ful, | Started Autn_ml;l

4 3
| | |

Figure22. Exchange Server Services Window

2. Check the status of the following services to seeif they are started:

Microsoft Exchange Event

Microsoft Exchange IMAPA4

Microsoft Exchange Information Store
Microsoft Exchange MTA Stacks

Microsoft Exchange POP3

Microsoft Exchange Routing Engine
Microsoft Exchange Site Replication Service
Microsoft Exchange System Attendant

If any of these services are not started, select the service and click the
Start arrow in the Services window to start it.

If aservice cannot be started, contact Microsoft technical support.
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Microsoft Exchange Administrator Configuration

1. From the Windows Start menu, launch Programs= M icr osoft
Exchange=» System Manager to open the Exchange System
Manager window.

2. Inthe Exchange System Manager window, expand the Serversto
locate the Exchange 2000 server. Right-click its name to pop up a
menu; select the Properties command to open the Properties dialog.

3. Inthe Properties dialog, select the Security tab and click the Add
button to open a Select dialog.

4. Inthe Select dialog, highlight the AltiWare server name and click the
Add button below.

=
I
i -
Lok in; I@ happiness.com j 5 g
g}
Mame: [ In Folder [=] D o
€ Tom Liu Niu@happiness.com) happiness.com/Users CE 5
ﬁ Joan Malcese [mioan@happiness.com| happiness.com/Users D O
Cliiiicen ALTIWARES T happiness comdLisars i =
€T Damain Computers happiness com/Users o>
!ﬂ Domain Controllers happiness.com/Users - =} 8
!ﬂ Schema Admins happingss.com/Users —_
7 Enterpise Admins happiness.com/Lsers | -]
)
—

Add Check Names

AltiGen AL TIWARES 1

Cancel J

Figure23. Adding the AltiWare server

5. Click OK to closethisdialog and return to the Security tab of the
Properties dialog. Select the AltiWare server and assign Full Control
in the Permissions. Select the Allow inheritable permissions...
option.
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GOLDMINE Properties 21

General | Locales | Diagnostics Logging I Detail: I
Policies Security tonitaring | Full-Text Indexing
Name I Add..

Bemove

ﬂs Dromain Adming [HAPPINESSAD omain Adminz)
ﬁ Enterpiize Admins HAPPINES SME nterprise Ad

- -]

Pemissions: Allow Deny
Full contral O ﬂ
Read O
“whiite O
Execute O
Delete O
Read permissions O ﬂ

Advanced.. |

= Allaw inheritable permissions from parent to propagate to this
object

ok I Cancel | Lpply | Hela

Figure24. Assigning permissions to the AltiWare server

Checking the AltiGen Service Account
Check to see that the AltiGen Service account has been added properly.

1. From the Windows Start button, launch Programs=» Micr osoft
Exchange=P Active Directory User and Computers.

2. Intheleft panel of the Active Directory User and Computers window,
expand the domain name, then open the User sfol der. Locatethe server
name as the AltiGen Service account in the list of Users.

-l
| &5 console Window  Help | [ 5[‘

[z wow & » A@XEEBR|2]| CRETSE \
Tree | | users 30 objects
Active Directory Users and Comp |Name [ Type [ Description [ E-Mal nddress | Exchange .~
-8 happiness.cam € administrator User . Administrator@..,  Administral
+-{2] Builtin [dniicen_aLTIVARES 1 3
Computers €7 Cert Publishers Security Group ... Enterprise certification an, .,
Domain Cantrollers ﬁDHCP Administrators Security Group ... Members who hawe admini...
ForeigriSecurityPrincipals | @F0HCP Users Security Group ... Members who have view-...
i3 Users ﬁDnsndmms Security Group ... DMS Administrators Group
5 CnsUpdateProy Security Group ... DNS clients who are permi...
!ﬁDuma\n Adrins Security Group ... Designated administrators...
5 Comain Camputers Security Group ... All workstations and serve. ..
@Duma\n Controllers Security Group ... All domain controllers inth...

Figure25. The AltiGen Service Account
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Installing Outlook 2000 Client on the AltiServ System

(Same as settings for Exchange Server for Windows NT 4.0 Integration,
follow stepsunder “ Installing Outlook 2000 Client onthe AltiServ System”
on page 14-17.)

Enabling the Exchange Server

(Same as settings for Exchange Server for Windows NT 4.0 Integration;
follow steps under “ Enabling the Exchange Server” on page 14-22.)

Testing the Exchange Server Setup

(Same as settings for Exchange Server for Windows NT 4.0 Integration;
follow steps under “ Testing the Exchange Server Setup” on page 14-25.)

Troubleshooting Tips

(Same as Exchange Server for Windows NT 4.0 Integration; refer to
“Troubleshooting Tips’ on page 14-26.)
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Notes

(Same as Exchange Server for Windows NT 4.0 Integration; refer to
“Notes’ on page 14-27.)

Exchange on Windows 2000

To set up Exchange Server integration with Windows 2000:

First, on the machine running Exchange server:
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1. Run Program> Exchange> System Manager>Server

J% Console  Window M |;|i|1|
“ Ackion  Wiew HG=-"|J€|||§ |
Tree | ARGENTINA

@ argentina (Exchonge) || [ Modified |

Global Settings [pratocals
Recipients @Flrst Skorage Group
= Servers
o5
?E\ Connectors
=-&% Tools
-3} Folders

2. Right-click on the name of Exchange Server to integrate.

“a Exchange System Manager !E E
J% Console  Window  Help | i =]
“ Action  Wiew |JG=-.||Q$|||§ |
Tree | ARGENTINA
E argentina (Exchange) Mame I Modified I
Global Settings (L Protocols

@ Recipients @Flrst Storage Group

E%’ Servers

\Elé Conmettors Start Mailbox Management Process

1&g Tools New >

L2} Folders Al Tasks ,

Wiew 3

New indow From Here

Capy
Refresh
Export List...

Opens property shee ‘

3. Goto Properties> Security > Add > name of AltiGen Server
linked up.
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i Select Users, Computers, or Groups HE
Lookin: [ EXCHANGEZ000 =
| Mame: | |1 Folder |ﬂ
mAdminislralors EXCHANGE 2000/Builtin -
ﬂi Users E¥CHANGE 2000/Builtin

m Guests EXCHANGE2000/Builtin

!ﬁBackup Operators EXCHANGEZ000/Builin

ﬂi Replicator EXCHANGE2000/Builin

m Server Operators EXCHANGE 2000/ Builin

mAccount Operatars EXCHANGEZ2000/Builin ﬂ

fdd | || Bhesk Naes

oK | Cancel |

In AltiWare, enablethe* Exchange M essage Synchr onization” check box
inthe Mailbox Setting of the user in Extension Configuration. Then, enable
the " Synchronize With Exchange Server” checkbox and add the name of
the Exchange server in the Messaging window of System Configuration.

&

To troubleshoot thisintegration, you may 1) run an Exchange Server Trace
or 2) loginto AltiWare as Domain Administrator. Open Outlook and right-
click to Properties, and look for show profiles.

About AltiReach Configuration

The AltiReach Call Management system allows Alti Serv to provideremote
and local desktop call management to users using the Intranet or Internet
viaastandard Web browser.

AltiReach isinstalled and configured automatically when you install
AltiWare. The configuration settings differ depending on the version of the
Microsoft Internet Services Manager you are running and whether AltiServ
isrunning on Windows NT or Windows 2000.
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About AltiReach Configuration

To troubleshoot or double-check the server configuration:

e Internet ServicesManager (11S) 2.0 and 3.0: In the Microsoft
I nter net ServicesM anager ® WWW (Running) settings, the Home
directory isset to c:\altiservAiwebmgmnt (where c:\isthelocal drive on
which AltiWareisingtalled). In the Propertiesfor this directory, the
access privileges allow Read and Execute.

e Internet ServicesManager (11S) 4.0 and higher: In Internet
Services Manager = Default Web Site=» Propertiesweb Site tab,
the IP Addressis set to the address of the AltiWare server.

Under the Properties=»Home Directory tab, the following configu-
ration is established:

— The Local Path shows c:\altiserviwebmgnmt (where c:\ is the local
drive where AltiWareisinstaled). On thislocal path, Read and
Directory Browsing (NT) or Directory Browsing Allowed
(Windows 2000) are both selected.

— Inthe Application Settings group:

¢ InWindows NT, under Per missions, the Execute (including
script) radio button is selected. On the Execute is selected.

* InWindows 2000, Scripts and Executablesis selected in the
Execute Per missions drop-down list.

Using AltiReach

For instructions on how to use AltiReach and descriptions of all the
functions within AltiReach, please refer to the AltiServ User Guide.
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CHAPTER 15

Using TAPI

If your office has an off-the-shelf application for calling contacts without
manually dialing the telephone's keypad that supports the Telephony
Application Programming Interface (TAPI), you can install AltiGen's
TAPI gateway to use this functionality through your AltiServ installation.
An example of such an application would be Microsoft Outlook.

AltiWare implements its service provider based on TAPI 2.1, so
applications written to TAPI 3.0 can make full use of all the telephony
functions implemented by AltiWare.

AltiGen's TAPI implementation has two components:
» TAPI Proxy Server - installed on the AltiServ server system.
» TAPI Service Provider - installed on each client system.

Note: Only outbound dialing functions are supported in the TAPI
gateway. Users can make outbound callsfrom their extensions, but
call control functions such as transfer, hold, and park, are not
supported.

Also, users cannot make callsthrough TAPI with an IP phoneasthe
source phone.
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System Requirements

Server

* Windows NT Server 4.0 with Service Pack 6a or Windows 2000
Server

Note: For Windows 2000 Server, the TAPI client must beinstalled on
a separate PC. Otherwise, it won't be able to detect your
devices.

* Network connection with TCP/IP enabled

Client
*  Windows98, WindowsNT 4.0 with Service Pack 6aor Windows 2000
» Network connection with TCP/IP enabled
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Installing TAPI Services
» A TAPI application (Phone Diaer, Outlook, etc.)

Installing TAPI Services

Note: Install the TAPI services (TAPI Proxy Server and TAPI Service
Provider) after physically configuring your AltiServ system. The
TAPI Service Provider will automatically load the AltiServ
configuration. If you change the AltiServ configuration after
installing TAPI, by physically adding, removing, or moving
extensions, you will have to uninstall and reinstall the TAPI
Service Provider to reload the AltiServ configuration.

Note:  For Windows 2000 Server, the TAPI client must be installed on a
separate PC. Otherwise, it won't be able to detect your devices.

To install TAPI Proxy Server on the server:

1. Locatethe TAPI Gateway folder on your AltiWare OE CD-ROM.

2. Inthe Tapi_Server subfolder, run SETUP.EXE.

The serviceis started automatically. No configuration parameters need be
set on the server.

To install TAPI Service Provider on the client system:

1. Locatethe TAPI Gateway folder on your AltiWare OE CD-ROM.

2. IntheTapi_Client subfolder, run SETUP.EXE.

3. When prompted, enter the Server | P address, the client’ s Extension
Number, and client’ s Password.

To test TAPI Service Provider on the client system:

1. Launch Phone Dialer from Start > Programs > Accessories >
Communication.

2. Enter anumber to call in the Number to Dial box and then click on
Dial.

Y our extension should ring. When you pick up the phone, the system
will dial the number you entered and connect you. If this does not
work, see “Changing TAPI Configuration Parameters’.
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Using TAPI

Changing TAPI Configuration Parameters

To change TAPI Configuration Parameters:

1.

On Windows NT, select Start > Settings > Control Panel >
Telephony.

On Windows 2000, select to Start > Settings > Control Panel >
Phone and M odem Options.

On Windows NT, click on the Telephony Drivers tab.
On Windows 2000, click on the Advanced tab.

Choose AltiGen (TM) Communications Service Provider and click
Configure.

In the AltiGen TAPI Device Detect dialog box, click Configure.
Inthe AltiGen TAPI Configuration dialog box, click Extension.

Enter the extension number and password of the entry you want to
change and click Remove.

Enter the extension number and password of an entry to add with new
values and click Add.
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Changing TAPI Configuration Parameters
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CHAPTER 16

Setting Up | P Extensions

| P extensions communicate with the AltiServ system using | P-based
protocols to carry voice and signaling data. Instead of PSTN, they use a
data networking connection such as an Ethernet 100-Base-T (RJ-45).
AltiServ supports only those devices that are based on H.323 protocal.

From the end-user's perspective, an | P extension works exactly the same as
an anal og extension with the added advantage of being able to work
remotely and without any cabling requirements. Thereisalso no functional
differencein AltiWare features and client applications such as real-time
monitoring, AltiView, and AltiConsole, with the following exceptions
which are unavailable on an I P extension:

» #81 Hands free-Intercom mode
» #82 (Hands free-Manual answer mode)

» Didtinctive ringing (double ring for internal calls, singlerings for
externa calls).

Note:  For Alti-IP 600 Phones, #81 and #82 are supported.

In addition, the L ocation columninthe Extension View in AltiAdminwill
show the | P address used by any extension currently logged onto an IP
extension.

AltiGen IP Phone Service

AltiGen | P Phone Service runs on the same system as AltiAdmin, is
installed together with AltiAdmin, and connectsto AltiAdmin through
enhanced AltiLink+ protocol on behalf of AltiGen IP Phones.
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Intercom with IP Phones

Intercom (#93) is supported on the Triton Analog extension with
AltiTouch+ phones. Intercom is supported on | P extensions as well,
provided AltiGen IP Phonesare used. An extension user can usethefeature
code #93 to intercom an | P extension associated with an AltiGen | P Phone.
If thisphoneisinidle state, an H.323 session will be established, the phone
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System Requirements

speaker will be turned on automatically, a short ring tone is generated, the
Speaker isturned on, and the voice path is connected. If the IP phoneis
busy, the caller will follow the call busy handling of the AltlGen | P Phones’
configuration.

IP Connections and Voice Quality

Voice quality can degrade when multiple IP connections use DSL ; the
exact numbers will depend on your bandwidth and the number of 1P
connections active at one time. If you encounter this problem, you may
need to reduce the number of IP extensions.

System Requirements

Server
« AltiWare OE 4.5A or higher

e Triton Vol P board(s)—one Vol P port per simultaneous I P extension
user is required.

* High-speed WAN connectivity to support remote users (minimum
64kbps per remote user)

«  Static IP address assigned to each extension configured for an IP
connection (recommended, but not required)

Client

« AnAltiGen-certified I P phone device (see “Clients’ on page 16-4 for
details)

*  High-speed data connection to the AltiServ system (minimum 64kbps)

Configuration

Y ou must configure AltiAdmin and, in some cases, your client hardware or
software for using | P extensions.
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Setting Up IP Extensions

AltiAdmin

1. Ensurethat the Vol P settings are configured properly and work.

For details on configuring the Triton Vol P board and the IP trunks,
refer to “ Configuring the Triton Vol P Board” on page 6-7 and “ Setting
General Trunk Attributes’ on page 7-3.

Ensurethat you can make calls over | P by creating an entry (at least an
entry with the | P address of the Alti Serv system) inthe IP dialing table
and then dialing <IP Trunk access code> + <IP dialing table entry
code> + <extension number>. Make sure you can have a two-way
conversation on this Vol P call.

For details on using the | P dialing table, see “ Defining an IP Dialing
Table” on page 5-27. Also see “ Setting Vol P Codecs’ on page 8-11.

For each extension for which you are enabling | P extensions, check
Enable | P Extension on the General tab of the Extension
Configuration window.

Extension Configuration -- 105 : Physical 5'
General | Group I Statioh Speadl Mailbox Sellingl Nntifn:alinnl Restriction Answelingl One Number Accessl onitor Listl
i~ Personal Information
Extension | Type Locatic « -
One LastN Five
100 Wwaorkgroup ERRET I astians I
101 Physicalisgent) 04:11 Password I ““““““““ DID Humber |105
05 Physical
110 F'hsu:al 0109 Tenant 0 Na = ¥ Enable Dial-By-Name Service
120 Virtual ey | I” Enable Intercom
125 Vinuallagent) eseiption I~ Agent
139 Physicalagent) 0z1
200 Huntgroup i~ Forced Account Code————— —~ Call Recording Optiors
202 Virtual [~ Enable Forced Account Code ¥ Record on Demand to Ext Wi
220 Virtual I™ | fceount Code Yalidation . =
202 Huntgroup I Gvenide Allawed ¥ Insert Fiecording Tone (o))
300 Physicalldgent]  01:10 VEIEE e .
333 Huntgroup SMTP/POF3 Setting %
350 Wirtual
351 ‘irtual ’V Email Hame |=4t105 ™ Retrieve Voice Mail By E-mail Client m
a2 Virtual - Mail Farwarding Option X
353 Virtual —_
354 Virtual I~ Enable Mail Forwarding IDalata Messages After Forward j D
365 irtual ; >
6 Virtual Foryard Emailéddiess: | I
a7 Virtual hd I Fonward Email Ll o
o [ o
= Typs i~ IP Extension >
 Phpsical Location—————————————— @ Phpsical Extension [~ Enable IP Extension %]
oit l_d Previous | " Wirtual Extension & Dynamic [P Address
€ Hurtaroup ! Siatio|P Addiess
Chatinel 10 Nest |
o £ wokgoup Logon IP Addiess
~Phone Display T . 0.0 .0
At | Dot | s [CoterHormber 6 B
; Available P License |31
T I Name Field ICaHel Name 'I

Print Appleto...

o

Cancel |

Apply I Help

Figurel. General Window, Extension Configuration
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Configuration

a. If you have static IP addressing (recommended), choose Static and
then enter the | P address of the IP phonein the L ogon field.

b. If you do not have static IP addressing available, choose Dynamic.

Notethat dynamic | P addressing will show adifferent IP addressin
the Location column of the Extension View every time the
extension user enables an IP extension.

Clients
Currently, AltiGen certifies the following | P phone/adapter devices:

+ AltiGen IP Phone

*  Quicknet—PhoneJack™ PCIl adapter and PhoneCard™ PCMCIA
adapter with Internet SwitchBoard™ software

e SiemensHiNet LP5100 IP Phone

* Polycom® SoundPoint® 500 IP Phone

« AltiView integrated with NetMeeting
For details on configuring these devices, see the documentation that
AltiGen provides with each.
AltiView Integrated with NetMeeting

AltiView provides an option called | P Extension I ntegrated with
NetM eeting that allows it to use NetMeeting as the | P extension.

Server Mame ‘208.111.153.239
Extension ‘233

Passwaord

|+ IP Extension integrated with Metmeeting

| Always save password

9 9

In addition to the AltiView software, the client requirements are asfollows:

* A sound card
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Setting Up IP Extensions

» A headset connected to the sound card (Plantronics L S1
recommended, available from retail outlets or from the Plantronics
website at http://www.plantronics.com/computer/ls1.html).

A microphone and speakers should not be used, since the speaker's
output would be fed back to the microphone and cause severe echoes.

» NetMeeting 3.01, which isautomatically installed with Windows
2000. Users can check to seeif NetMeeting is installed by looking
under Programs>A ccessories>Communication from the Windows
Start button. If not, it is available for download from the Microsoft
website at http://www.microsoft.com/windows/netmeeting/downl oad/
default.asp.

» Additional system requirementsaslisted onthe Microsoft website at
http://www.microsoft.com/windows/NetMeeting/
SystemReguirements/default. ASP.

Note also that processor-intensive applications will affect voice quality.

Instructions on using this option are also provided in the AltiView and
AltiServ User Guide.
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CHAPTER 17

Alti-1P 600 Phone Configuration

AltiWare OE supports the Alti-1P 600, AltiGen’s H.323-compliant,
business tel ephone that provides voice communication over an | P network.

To configure the Alti-1P 600 phone, select AltiGen | P Phone
Configuration from the M anagement menu.

This opensthe AltiGen | P Phone Configuration window where, after
setting up an |P extension, you can set the following parameters for the IP
extension:

AltiGen IP Phone Configuration | x|
Number [ Status T ReREIEDle
107 ACTIVE 1 [Prone Setting =] 2 [Phone Setting [=] 3 [Phone Setting (=] # [Phore Setting =] 5 [Phore Setting =]
108 ACTIVE
103 INACTIVE | | [ [ [

= FleyBesnTone. IE| FlayBeenTone. B[ FlayBeep Tone. I2| Blay Besp Tore I= | FlawBeem Tore

B [FLasH =] 7 [Fhone Setting x] 8 [Phone Setting 7] 3 [Phone Setting ] 10 [Phone Setting 7]

| | | | o

Featurs Cod
I PlyBespTore [ PlayBesp Tone T PlagBespTorne | PlyBespTons  |Goeeqom

General H

Wersion [BCMMO102.0109.1010 Jitter Buffer 50 ms
209 . 220 . 14 . 180
AltiSery ™ Enable NAT 222 222 22 22

™ Enable Config Passward

e

~TFTP - Debug
¥ Enable Telnet

Server 209 . 220 . 14 . 218 E— li
[~ ResetlPPhore [ Boot Download Tracelevel [0 g
<l il

sl Cancel Rl

Figure1l. AltiGen IP Phone Configuration window, AltiGen IP Phone
Configuration
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Theleft side of the | P Phone Configuration window displaysall the Alti-I1P
phone extensions that have been set up in the system. After creating the IP
extensions, you can set the following parameters:

Parameter Description

Soft Key 1-10  Corresponds to the 10 soft keys on the Alti-1P 600. Use the
drop down list to assign one of thefollowing functionsto the
desired keys:

« Disabled - when selected, the corresponding soft key
cannot be used.

¢ BLF (Busy Lamp Field) - when selected, enter an
extension number in the field below; thiswill be
associated with the corresponding soft key to
automatically dial thisextension number; the button light
next to this soft key indicates that the extension number
isbusy. Y ou can select the Play Beep Tone check box to
also have the | P phone play an audible beep when the
extension number is ringing.

Note: The BLF feature can only be assigned to
internal extension numbers, not outside numbers.

¢ Feature Code - when selected, enter an AltiServ feature
code in the field below; this will be associated with the
corresponding soft key to dial this feature code.

¢ Speed Dial - when selected, enter the speed dial codein
the field below; thiswill be associated with the
corresponding soft key to dial this speed dia code.

« Phone Setting - when selected, the | P phone user will be
able to program the corresponding soft key, as a speed
dial or feature codekey, directly fromthe | P phone (using
* * 6, then ENTER).

Note: Uponinitia installation, the lower | eft soft key is set
up as FLASH by default. Thiskey can bere-assigned
in AltiAdmin, using the AltiGen | P Phone
Configuration window. No other soft keys can be
configured to FLASH. All other soft keys are
initialy defaulted to Phone Setting.
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Alti-1P 600 Phone Configuration

Parameter Description

General Allowsyou to specify the IP address of the AltiServ system
the Alti-IP 600 phone is connected to. The version of
software associated with AltiServ isautomatically displayed
inthe Version field.

To alow the extension user to have password-protected
configuration functionality from the phone itself, check the
Enable Config Password checkbox and assign anumerical
password. When the extension user attempts to configure
features, the user will need to enter the assigned password to
proceed.

H.323 Allowsyouto set theJitter Buffer in milliseconds, thedelay
used to buffer voice packets received from the | P network.
The Jitter Buffer should be adjusted according to the WAN
bandwidth allocated to data traffic.

To alow NAT support for the IP extension, check the
Enable NAT button and enter the public IP address of the
NAT router.

TFTP Allowsyou to assign the TFTP Server to which the [P phone
can connect to for updating firmware when necessary. Enter
the IP address of the TFTP Server inthe Server field. Check
the Reset | P Phone and Boot Download checkbox options
to reset or reboot the phone, respectively.

Debug When enabled, allows the Alti-1P 600 phone to connect to
Telnet for debugging.

Important: Please note that the configuration in AltiAdmin will override
the Alti-1P 600 phone’ s local configuration after the |P Phone
isregistered. If the P phone’slocal configuration is changed
while in Basic mode, these changes will be overwritten by
AltiAdmin settings. Also, after the IP Phone is successfully
registered with AltiServ, the IP phone will overwrite the
AltiWare | P address and network-related settings on the server.

Important: When updating the Alti-1P 600 phone' s firmware, it is
recommended that administrators perform any updates after
normal business hoursor whenthe|P phoneisnot in use. If the
Alti-IP 600 phone isin use during an update, the call will be
disconnected.
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Apply To Button

The Apply To button works with the following parameters: General,
H.323, TFTP (Server field only; Reset | P Phone and Boot Download
options cannot be applied to multiple extensions), and Debug.

IP Extension Log In/Log Out

Thefeature codes#26 (Extension Log Out) and #27 (Extension Log In) are
available on the Alti-1P 600. When the Alti-1P 600 phoneislogged in using
#27 + ENTER, the LCD will display the extension number. The Alti-I1P
600 must be onhook for #26 and #27 to work.

Dialing an IP Number Directly from the Alti-IP 600

To dia an IP number directly from the Alti-1P 600 phone set, enter the IP
address using the * key to enter periods followed by the # key.

Notes:

e Thisonly works when the Alti-IP 600 is operating in basic mode.

e IftheAlti-IP 600 is configured for a public IP address, you can call
other public IP address devices.

e |ftheAlti-IP 600 is configured for a private | P address, you can call
other private | P address devices that you can “se€” or that are on your
subnet.
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AltiWeb

CHAPTER 18

AltiWeb

AltiWare OE integrates Vol P, Auto Attendant, and Microsoft Internet
Information Services (11S) to provide the AltiWeb feature, which allows
internet users to talk to an extension via Vol P and share web pages.

System Requirements

» Client/Server System only: AltiWare OE Release 4.6 running on
Windows 2000 or Windows NT

» Client System: Microsoft Internet Explorer 5.5 or better, or Netscape
4.7 or better, NetMeeting 3.01, and Sound Card

*  Web Server: Microsoft Internet Information Services (11S) 4.0/5.0

Altiweb Components

Web Server
running 1SS AltiServ Agent

DBREEE I
DEEOEEO6E

Internet or Lan

User User User

Figurel. AltiWeb Component Overview
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Installing AltiWeb

Make sure AltiWare OE Release 4.6 has been installed on the AltiServ
system and the link to TCP/IP is enabled before continuing with CDR
Search setup.

1. Loginto the client machine using a domain account and make sure it
is connected to the network on which AltiServ is running.

Exit all Windows applications.
Insert the AltiWeb CD into the CD ROM drive of the 11Sweb server.

Run the Setup.exe program by selecting Start —» Run and typing D:/
Setup.exe, where D isthe letter of your CD ROM drive. Follow the
step-by-step installation instructions as they appear on the screen.

5. AltiWeb installsinto the Home directory of the 1S server. To verify
installation, start 1S, and select Default Web Site. The WebCall
directory appears at the bottom of the directory, as shown below.

o
| Action  view “<2=- - |EmEXEE R 2
[2» m 0|

Tree | Mame [Path

" Internet Information Services Qapplet

(Adocs

-8 * jasongian
B * Jasong [image

=63 Default FTP Site
Default Web Site - Defallt Web Site
- ISSAMPLES
- TISADMIM
=& [ISHELP
#-{@ SCRIPTS
(g TISADMPWD
(@ msadc
[
E
[
[3

(g Mai

i@ _wti_bin
H-(g Printers

+- (g reachme

WebCall

=03 applet

=23 docs

-3 image

=@ Administration Web Sit
- Default SMTP Site

l | KN . i
| | |

Figure2. Logical AltiWeb installationin IS
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AltiWeb

6. Verify thephysical location of the AltiWeb directory by right-clicking
the Default Web Site, and selecting Properties. On the Home Directory
tab of the Properties dialog, the Local Path field shows AltiWeb's
physical location on the drive (in this case
C:\Inetpub\wwwroot\altiweb).

_aix]
| seron vew || & » [Bm X E BB 2

|J5\blu\

Tree |

9y Internet. Infor mation Services (23 appler

E-& * jasongan
2 Default FTP Site
& Default Web Site

MName Path

Default Web Site Properties

Directory Securty | HTTPHeaders |

Custom Erars |

2x

Server Extensions

@ ISTAMPLES WebSita | Operetors | Performance | ISAPIFillers  Home Directory | Documents
{8 1sADMIN “When connecting to this resource, the cantent should come from:
B TISHELP & A directory Iacated on this computer
(@ 5CRPTS © A share located on another computer
(g ISADMPWE  Aredirectionto a URL
@ msadc
Camal Logal Path Cnetpubywamroat Browse
L@ _vtibin =
(@ Printers I™ Scriptsource access [V Log visits
(@ reachme I Eead [¥ Index this resource
=) 7 Wit
3 applet I™ Directory browsing
Ddocs Application Settings
[image

@ Admiristration Wel Application name

& Default SMTP Site

|

[ Execute Permissions:

IDE(auItApphcaﬂDn

Fegmova
Configuration
|Scripts and Executables ~|
| [ b

Starting paint <DefaultWek Site>

Application Protection: — [Low (15 Process)

=]
Figure3. Local PathinIISPropertiesdialog

Cancel | | oy | Help |

AltiWeb Directory Structure

The AltiWeb directory contains the following subdirectories:

* Applet—Samplefilesyou can use to set up AltiWeb. Refer to the
following sections for details.

*  Docs—Documentation on AltiWeb.

* Images—Graphics used in the html files residing in the Applet
directory.
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AltiWeb Directory Structure

Applet Subdirectory Files

The Applet subdirectory contains sample pages you can use to set up Web
Call, aswell asfiles necessary for proper AltiWeb functioning.

Contact.htm—Customer Information page for use with Auto
Attendant

contactaltigen.htm—Customer Information page for use without
Auto Attendant

customerid.htm—~Page where caller enters customer ID

directory.htm—Templatefor creating an in-house AltiWeb directory
(for internal use only)

IVR_top.htm—~Frameset for top.htm and 1VRApplet.htm

I VRApplet.htm—Sends connected information to the main AltiWeb
applet

NetM eeting.htm—Error message indicating NetM eeting not found
and providing opportunity to download

Nsapplet.zip—Contains files necessary for the proper functioning of
AltiWeb (Do not modify thisfile.)

Nsplugin.zip—Contains files necessary for the proper functioning of
AltiWeb (Do not modify thisfile.)

productid.htm—~Page where caller enters product ID
sales_cid.htm—Frameset for customerid.htm
sales pid.htm—Frameset for productid.htm

Top.htm—Collects caler input and sends the result to the next
IVRApplet.ntm

Altiweb.cab—Contains files necessary for the proper functioning of
AltiWeb (Do not modify thisfile.)

Altiweb.htm—Page displaying Altiweb window

AltiWeb.js—JavaScript file necessary for the proper functioning of
AltiWeb

Wizard.htm—Error message advising caller to run the initial
configuration for NetMeeting
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AltiWeb

Collecting Form Data, IVR Data, and URL History

Y ou can configure AltiWeb to display Form Data, IVR Data, and URL
History when aweb call is answered by an extension with the AltiAgent
application.

The IVR data comes
from the Auto

Attendant/Collect \ St Tl
‘ Collected Caller Data from Auto Attendant

[»

Customer ID=54565
Procuct ID=h54356

Supplement Caller Data.

The Form Data come ollscied Colle Dt fom eb Foge

from the <form g:zj::(;;;dgrj\ufr‘z:w2355—2345—3475—5473
name=infoForm>  —— | @ 23

fields in the source S B

code of Contact.htm E;;T/g_ngeuﬁrwmw‘aa 243/webcall/opplet/webcall him?CustomerName=john dos

Web URL Paths

or Contactaltigen.htm / hiis//205.111.153.243 wabcall/applei/confacialiganhim

hitp://206.111.153.243/wehcall/applet/contact him

[»] 4]

UPL Shating
it fusee allicie.comy/pro himi
hitp: fuseee microsoftcom

The URL History shows
all URL paths to tagged @ @ @ 9 o
html pages the caller )
visited prior to the call.

[4]

Figure4. Caller Data window in AltiAgent

Tagging Pages for URL History

To appear in the URL history, the pages the caller visits prior to the call
must be tagged, as shown below:

<head>
<script language="JavaScript" src="altiweb.js"></script>
<script language="JavaScript">
tagURL(location.href)
</script>
</head>
For more information on configuring:

* |VR Data: Refer to “Configuring Auto Attendant for Scenario 2" on
page 18-16.

e Form Data: “Customizing Contactaltigen.htm” on page 18-9 or
“Customizing Contact.htm” on page 18-14.
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Tagging Pages for URL History

Scenario 1—Caller Data from Web Page

The following scenario, based on contactaltigen.htm, exemplifies the
simplest implementation of AltiWeb.

1. A web caller browses the company web site and has a question
regarding some product information.

2. Theweb caller clicks the "contact us" link on the web page. The
Customer Information page (contactaltigen.htm) opens.

2} customer Information - Microsoft Internet Explorer = |EI il

J Fle Edit ‘iew Favorites Tools Help ﬁ

L0 @ 2y Q @@ @ B 89 7
Back Forward Stop  Refresh  Home Search Favorites  History Il Frint

| Address I@ http://206. 111, 153,243 /webcall/applet/contactaltigen.htm ~| a0 HLinks ?

=l

Customer Information

MotetPlease make sure you hawve MetMeeting 3,01 installed and used it at lzast ance befare,

If you use WINSS, please start MetMesting befare submit this page.

First Name ljuhn—
Last Name doe

Company Name IAltiGBn

Email Address deue@altigen.cnm
Phone Number 5102523556

Fax Number [p102524543

Submit | Reset

|&] Dore [ ] [ rtenet
Figure5. Contactaltigen.htm page

a
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3. Theweb caler entersthe required information, then clicks the Submit
button. The Altiweb window (altiweb.htm) appears.

2 customer Information - Microsoft Internet Explorer i | ll

]El\e Edit view Faverites Tools Help ﬁ

L, 0+ Q9 fal QA @ @ B 5 7
Back. Forward Stop  Refresh  Home Search Fawvorites  History Tail Print

| Adress [&1 hittp://206, 111 153,243 pwebcal fapplet/contactatigen e =] @e0 HLinks ®

B

Customer Information

Mote:Please make sure you have NetMeeting 3.01 installed and used it at least once before,

1f you use WINSS, please start NetMeeting before submit this page.

First Name Iil:lhrl— - |
Last Name doe

Company Name W
Email Address Iidne@altigen.cum
Phone Number W

Fax Number [5102524543]

11:41:24

Submit | Reset |

@] Done [ ] [ rtenet
Figure6. The AltiWeb window

Note: If NetMeeting is not installed on the caller’s computer (or it's
not configured correctly), an error message displays.

| /|
4

Note: Thisscenariodirectly dialsapreset extension. Y ou can also set
the Altiweb window to display a DialPad the caller can useto
dial any extension. For details, refer to “ Customizing
Contactaltigen.htm” on page 18-9.

4. Once NetMeeting successfully connectsto an AltiGen Vol P port, the
web caller is routed to the proper extension.
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5. Ifthecall goesto an AltiAgent user, the Caller Datawindow showsthe
Form Dataand URL history.

Caller Data

Add Delete Push Sha

Figure7. Caller Data window in AltiAgent

6. From this point, in addition to voice communication, the agent can
push and share web pages with the caller. For procedures, refer to the
section on “Viewing, Sharing, or Pushing Data” in the AltiClient
Manual.
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Customizing Contactaltigen.htm

Y ou can use the Contactaltigen.htm page to collect caller information, and
automatically direct the call to a specific extension. This collected
information is then displayed on the agent’ s screen.

To alter form data:;

Using Notepad or another html editor, modify Contactaltigen.htm source
code as follows:

1. Change the ServerlP.

Set the value of the Server|P to the |P address of the server on which
AltiWare resides.

<input type="hidden" name="ServerIP" value="206.111.153.203">

2. Set DialPad visibility.
By default, the codeis set to hide the Dial Pad (value ="0") and to dial
a specific number (value = "300"). To show the Dial pad, change the
values as shown below:
Show DialPad, Let Caller Dial Extension
<input type="hidden" name="Extension" value=""><input
type="hidden" name="DialPad" value="1">
Hide DialPad, Autoconnect to Extension 300
<input type="hidden" name="Extension" value="300"><input
type="hidden" name="DialPad" value="0">
3. Alter the datacollection fields.

Shown below isthe form row that collects the caller’s first name.
Copy, modify, or delete variables to your company’s specifications.

<tr>
<td width="240" bgcolor="#CCFF99"><font size="2" -
face="Verdana"><b>First Name&nbsp;</b></font></td> ©
<td width="282"><font face="Verdana"><input §
type="text" size="20" maxlength="40" name="FirstName" %
tabindex="1"> &nbsp;&nbsp;</font></td> <
</tr>
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Scenario 2—Caller Data from Auto Attendant

The following scenario, based on contact.htm, exemplifies a customized
implementation of AltiWeb.

1. A web caller browses the company web site and has a question
regarding some product information.

2. Theweb caller clicks the "contact us' link on the web page. The
Customer Information page (contact.htm) opens.

/3 customer Information - Microsoft Internet Explorer - (O il

] Fle Edt Wew Favorites Took Help ﬁ
&« . 0+ O Wl a @ @ B 5 5
Back. Fommard Stop  Refresh Home Search  Favorites  Histary [GET) Frint

| Adidress |1 http://206. 111.153.243webcal/applet/contact itm | @eo |]umks =

-

Customer Information

Customer .
e john doe

Credit card  |Visa v|[2365-2345-8476-8473

We sell goods to smart people only.

You can buy from us only if vou can answer this question.

Question

Cockroach asks Caterpillar to go out and buy some flowers
to decorate the room. 3 hours passed and Caterpillar
hasn't come back. Why?

Answer IBecause|

Mote:Please make sure you have MetMeeting 3,01 installed and used it at least ance before,

If you use WINSS, please start HetMesting before submit this page,

Submit | Reset
@] Done [ i internet

Figure8. Contact.htm page

a
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3. Theweb caler entersthe required information, then clicks the Submit
button. The Altiweb window (altiweb.htm) appears.

IE Customer Information - Microsoft Internet Explorer =10/ x|

Ele Edt View Favorites Tools Help ‘

I Y Q @@ @ B 3
Back Forward Stop  Refresh  Home Search Favorites History IMail Print
Address I@ http:#/206.111.153.243/webcal//applet/contact.htm ~| eco ‘ JLinks
N
Customer InforifE Ty e = B[] 3

11:45:67

ﬁ:xgm” [iohn doe Initializing NetMeeting D ER s
Credit Card Visa ~| |2365-2 S—

wWe sell goods to smart people only

You can buy from us only if you can answer this question

Question

Cockroach asks Caterpillar to go out and buy some flowers
to decorate the room. 3 hours passed and Caterpillar
hasn't come back. Why?

Answer |Bet:ausa‘

Hote:Please make sure you have HetMesting 3.01 installed and used it at least once before,

1 you use WINSS, please start NetMeeting before submit this page.

Submit | Reset ZI
2

@] Done [ e intemet
Figure9. Altiweb window with DialPad visible

Note: If NetMeeting is not installed on the caller’s computer (or it's
not configured correctly), an error message displays.

4. Once NetMeeting successfully connects to an AltiGen Vol P port, the
web caller sees the Customer Support page, and hears a prompt
requesting the selection of Sales or Tech support.

2} Main Menu - Microso = |EI |i|

Customer Support

« Sales
« Tech Support

[ERN
&
>
=
1)

o

Note: TheDialPadisvisibleto allow theweb caller to closethe Auto
Attendant windows and dial a number directly, if so desired.
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5. Thecaler selects Sales, and the Customer D window
(customerid.htm) appears.

/2 sales Menu - Microsoft Internet Ex -0 il
==

Customer ID

Customer ID

Submit Reset

{ | W
Figure 10. Customer ID window

6. Oncethe caller entersthe customer |D and clicks Submit, the Product
ID window (productid.htm) appears.

3 Sales Menu - Microsoft Internet Expl _|O il
—

Product ID

Product ID 5432145

Submit Reset

4 | i
Figure11. Product ID window

7. Afterthecaller entersthe product 1D and clicks Submit, theweb caller
isrouted to the proper extension.
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8. If thecall goesto an AltiAgent user, the Caller Data window shows
Form data, IVR data, and URL history.

Caller Data

Figure12. Caller Data window in AltiAgent

9. From this point, in addition to voice communication, the agent and
caller can share web pages. For procedures, refer to the section on
“Viewing, Sharing, or Pushing Data” in the AltiClient manual.
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Customizing Contact.htm

Y ou can use the Contact.htm page to collect caller information, and then
automatically direct the call to aspecific extension. Thiscaller information
isthen displayed on the agent’s screen.

To alter form data:

Using Notepad or another html editor, modify Contact.htm source code as
follows:

1

Change the ServerlP.

Set the value of the Server|P to the | P address of the server on which
AltiWare resides.

<input type="hidden" name="ServerlP" value="206.111.153.203">

Set DiaPad visibility.

By default, the code in contact.htm is set to show the Dial Pad (value
="1") and not to dia a specific number (value = ""). To hide the Dial-
Pad, change the values as shown below:

Hide DialPad, Autoconnect to Extension 300

<input type="hidden" name="Extension" value="300"><input
type="hidden" name="DialPad" value="0">

Show DialPad, Let Caller Dial Extension

<input type="hidden" name="Extension" value=""><input
type="hidden" name="DialPad" value="1">

Alter the data collection fields.
Shown below is the form row that collects the caller’s full name.
Copy, modify, or delete variables to your company’s specifications.
<tr>

<td align="Ileft" width="128" bgcolor="#CCFF99">

<b><small><font face="Verdana">Customer Name&nbsp;</font></
small></b></td>

<td width=22 align=left></td>
<td align=left width=282>
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<font face=Verdana>

<input type="text" name="CustomerName" maxlength=40 size=20
tabindex=1> &nbsp;&nbsp;</font></td>

</tr>
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Configuring Auto Attendant for Scenario 2

Scenario 2 demonstrates how to use Auto Attendant in conjunction with
AltiWeb. For example, when the web caller clicks the Submit button (1),
Web Call connects and the Customer Support page appears. When the
customer clicks Sales (2), the Customer 1D (3) and Product ID (4) pages

follow before the caller is put through.

lB Customer Information - Microsoft Internet Explorer =10/ x|

Ble Edit View Favorites Tools Help

I Y Q @@ @ B 3
Back Forward Stop  Refresh  Home Search Favorites History IMail Print
~| eco “leks »)

Address Ia hitp: /206,111,153, 243 /webcal /applet/contact htm

a

Customer Information

|VR_t0p.htI’T| 3 webCall - Microsoft Internet Explore i sl 3

=T —
Cust 3 t 11:45:57 S RS R
ustomer Suppor! -

Initializing NetMeeting... i B i

+ Sales
Tech Support

F go out and buy some flowers
to decorate the room. 3 hours passed and Caterpillar
hasn't come back. Why?

Answer |Bet:ausa‘

Hote:Please make sure you have HetMesting 3.01 installed and used it at least once before,

1 you use WINSS, please start NetMeeting before submit this page.

Submit | Reset

R

| Internet

@] Dore

sales_cid.htm

Al sales Menu - Microsoft Internet Ex -0 ll

Customer ID sales_pid.htm

| - Sales Menu - Microsoft Internet Expl _ (o] x|

Product ID

Customer ID

Submit
Product 1D W
T
- Subnit | Reset

4] |

Figure 13. Using Auto Attendant to push pagesto the caller
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Configuring Auto Attendant

Note: For detailed instructions, refer to Chapter 10, Auto Attendant
Configuration.

1. Run Auto Attendant.
2. Select 0-expand tree.

Auto Attendant 1 —— TOP MENU lli‘
=

(TOP MENLU):

(Customer ID &-5) ftern D [s]
£ & - get digits (Product 1D 6-9)
& -1o extension 1000 ltern Name TOP MENU
2-no action
3- dial by name =
amain At |
§-no action ~ PushURL  [ht://206.111.153 203 /webcall/appletfiv_top ht
6- o action
7-noaction
8- no action Actions Level - Expand Tree hd
9-noaction
0-to operator
*-repeatlevel
#-mail box access
T -to operator
I Hide 'No Action' flems oK Cencel | p— Help

Figure14. "0 - expand tree" window
3. Makethefollowing entries, then click Apply.
e Typean Item Name, if desired.

e Toassign avoice message, check Prompt and select the number of
the appropriate message.
e Check Push URL, and typethe path of the page you want to display.

» Select Level-Expand Tree in the Actions dropdown.
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4. Select 1-get digits.

Auto Attendant 1 — TOP MENU i‘i‘

= 0 -expand tree (TOP MENU)

[1 - get ligits (Customer 1D 56) (CUSTOMER ID)| tem D

8-to extension 1000
no actian
dial by name
no actian
no actian
no actian
no actian
no actian
-na action
0-to operatar
*- tepest level
#-mail box access
T-10 operator

4

5 &- get digits (Praduct ID 6-9)

liem Name

I~ Prompt

v PushURL

Actions

TextTag

Min. Length

M Length

digits

| E

PSTH Call Inter-Digit Timeout

“Wehb Call Response Timeout

Auto Atiendantwill go 1o the nextlavel after callacting enaugh

El
CUSTOMER D
D =

[Ptp://206.111.153 203 pwebcallfappletfsales_ci

Adv. - Collect Digits hd

Customer IO

O

z |

7 —H seconds
EQ = seconds

I Hide 'No Action' lkems

o]

Cancel | Apply Help

Figure 15.

"1-get digits" window

5. Makethe following entries, and click Apply.
e Typean Item Name, if desired.

¢ Check Push URL, and type the path of the page you want to display
(eg., sales _cid.htm).

» Select Adv.- Collect Digits from the Actions dropdown.
e Setthe Min. and Max. Lengths that the caller must enter.

« Adjust the Web Call Response Timeout to give the web caller

enough time to provide al meaningful information.
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6. Select &-get digits.
2 x]

= O-expand ree (TOP MENU)
1- getdigits (Customer ID 5-5) (CUSTOMER. | tem ID o8

£1{& - get digits (Product D 6-8) (PRODUCT 1D)]
& -to extension 1000 fterm Name FRODUCT ID

- no action
- dial by name I Erom, 4

Prompt -
- no action

H

3

4

5-no action ¥ PushURL  [nip://206.111.153203/webcall/appley/sales_pi
f-no action -

7
8
]

-no action
- no agiion Actions et~ Collect Digits ~

-no action
0-to operator Text Tag Product D

-repeat level
#-mil box access .
T -to operatar il Lzt 6 Z’
Max Length  [a =
PSTN Call Inter-Digit Timeout 7 ﬁ seconds
Weh Call Respanse Timeaut 30 “H secands

Auta Attendant will go to the nextlevel sfer callecting enaugh
disits

< |: Bl
I” Hide 'No Action' ftems oK Cancel | Apply Help

Figure16. "& - getdigits' window
7. Makethefollowing entries, then click Apply.
e Typean Item Name, if desired.

e Check Push URL, and type the path of the page you want to display
(e.g., sales pid.htm).

» Select Adv. - Collect Digits from the Actions dropdown.
* Setthe Min. and Max. Lengths that the caller must enter.

» Adjust the Web Call Response Timeout to give the web caller
enough time to provide all meaningful information.
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8. Select &-to extension.

Auto Attendant 1 — TOP MENU zlxl
-0 - expand tree (TOP MENU)
1 - get digits (Customer ID 6-6) (CUSTOMER | ItemID G
& &~ get digits (Product ID 5-8) (PRODUCT
£ - 10 extension 1000 (CALL SALES) liem MName CALL SALES
2-no action
3-dial by name I~ Brompt P =
4-no action (S :I
§-no actian
P, I PushURL |
7-no actian
8- no action Actions Call- To Ext./Workgroup -
9-no actian
0-to aperator Exension [ro0- =]
“- repest level 1000- hd
#-mail box access
T-to operator
< | Bl
I Hide 'No Aclion' lems oK | Cancel Apply Help

Figure17. "& -toextension" window
9. Makethe following entries, then click OK.
e Typean Item Name, if desired.
* Select Call - To Ext/Workgroup from the Actions dropdown.
* Select the Extension.

Troubleshooting

If aweb caller cannot connect and an error message displ ays, the cause may
be one of the following:

Error Message Cause

e AltiServ IP addressis not correct
e AltiServisnot running
e Firewal isnot open

Server connection failed.
Pleasetry again later.

No moreavailablesessions. |+  All session licenses are used or thereare no
Pleasetry again later. session licenses at all.
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Uninstalling AltiwWeb

1. From the Windows Start menu, select Programs —» AltiWeb 4.6
—» Uninstall Altiweb 4.6.

2. Click OK when the dialog box asks if you want to uninstall the
program, and respond to any additional prompts.

Alternatively

1. Inthe Control Panel, select Add/Remove Programs.

2. Choose Altiweb 4.6 and click the Add/Remove or Change/Remove
button, depending on which version of Windows you' re running.

3. Click OK inthedialog box to confirm you want to remove the service,
and respond to any additional prompts.

AltiWeb Security

AltiWeb (and AltiReach) uses Microsoft 11S as aweb server, which poses
web server security issues common to al Microsoft users. AltiGen
recommends the following basics steps to protecting AltiWare from
antiviruses and worms:

e Update your virus definition every day
» Enablerea-time scan and exclude AltiServ and PostOffice folders
e Schedule Daily Full Scan

Computer viruses can penetrate a PC in many ways, network shares,
emails, OS security holes, and more. Here are some common practices to
follow. If necessary, open shares for READ ONLY . Monitor Microsoft
security bulletins for updates. Open only the necessary ports on your
firewall.

Symantec Norton AntiVirus Corporate Edition 7.5

Update your virus definition every day

For a Corporate Edition version, administrators can receive updates from
either adedicated local server or the Symantec LiveUpdate web site. Please
refer to Norton Administration menu on how to set up a dedicated local
server.
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To receive updates from the Symantec LiveUpdate web site

1
2.
3.

Click on File menu and choose schedul e updates
Check enable scheduled automatic updates and click Schedule button
Set it for Daily at 8:00 PM

EBMorton AntiVirus Cotporal

File - Edit - “iew Scan Configure’ Hiztones - Help

I':'l---@ Martan Antivings

el View File System Realtime Protection
‘&, File Systy
Schedul v Enable fie spstem realime protection Advanced 1
0 ol e iR L S :
; B::zr;l Flines Hacia Vins | MNon-Maco \u"irus]
g Fepaire: 5 Llitiges Pagaina
Elal Sean i - y
ey E P £ S eterterd IE‘Iean v from file _:j
= i ; g
=}+£] Configure 2 action fails:
%ﬁ File Sush ; IQuarantine infected fils _‘j
@ Microsof e e e
il Histories - Optigns ===
[ s ] Startup Scar I Displos niessoge on mfected computer Messags ]
[# £ Custom Sezar ; : :
= = Scheduled 5 I Exclude selected fles ond foldecs Exlusions 1
1 m Mew Sct CATn T
Dinve tvoss:
ITJ@ Liook: for Helj I Honiow
e Heiae
1] e 0 !

To receive updates on the fly, Click on File menu and choose LiveUpdate
and get the latest virus definition.

Enable Real-Time scan

1

o o W DN

Click on Configuration menu and choose File System Realtime
Protection

Check Enable File System Realtime Protection

Choose All Filesfor File Types

Check Display message on infected computer

(optional) Click Advanced button and bring up advanced options

(optional) Uncheck backup files before attempting repair if your
system disk spaceissmall.
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Check Exclude selected files and folders and click Exclusions button

Enable Check file for exclusion before scanning and click Files/
Folders button

Find and check Altiserv and Postoffice folders and click OK

Schedule Daily Full Scan on all drives

1
2
3
4.
5
6

Choose Edit menu and New Scheduled Scan

Edit the job name, ex, Daily Full Scan. Click Next

Set the frequency as Daily 9:00 PM and click Next

Check all thelocal hard drives and click Options

Choose All Filesfor File Types and set the CPU utilization for 50%
Click OK and Save

Now you have set it for daily scan for all files on your hard drives.
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CHAPTER 19

Tools
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Altiware OE comes with the following tools for testing, diagnosing and
configuring your system:

e Configuration Reader

*  Extension Checker
e MVIPTest Tool

» AltiDBReader

*  DINA Manager

Configuration Reader

Configuration Reader is atool that creates a subdirectory in
\altiserV\AEXE\AltiWareHtml\ of html files showing details of your
AltiWare configuration. Another file, altigen_rc.dat, summarizes all this
information and can be sent to your dealer or to AltiGen Tech Support if
you have problems.

To use Configuration Reader:

1. Launch Configuration Reader from AltiWare>AltiWare Tools on the
Windows Start button.

A DOS window opens, indicating the progress of Configuration
Reader.

2. Whenthe statuswindow iscomplete, you can press Y to view the html
files showing your configuration.

Columns across the top of the opening page let you view statistics on
different components of your configuration.

Extension Checker

Extension Checker isatool checksthe security status of every extensionin
your AltiWare system.
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Generally, an extension is considered secure if its password meets the
following conditions:

e contains4-8 digits

different from extension

different from default system password

* doesnot consist of consecutive numbers

* doesnot consist of arepetition of the same digit

Security characteristics of each extension are detailed in the application
window itself.

To use Extension Checker:

1. Launch Extension Checker from AltiWare>AltiWare Tools on the
Windows Start button.

2. Select the security characteristics you want to check in the Show field
group, described below.

- Extension List
3 of 3 exts are isted
Ext [ Tope [Por [Fw. [Fist.. [Last. [Fowad [ Dutcall Notifieati.. [ MCVM... [ T20C. [ ONA [ Atacked [ L
€108 Physical 0000 4 Bradd  Graves i
G305 Physicll 0001 4 Nancy  Levine 0
C3500  Workgoup 4 0
| | |
Information of Selected Ext
Unsecus Elemens [ Secure Pud + Intemal Ol
=l [T ¥ Unsecure Prd
[ ¥ Outhiound-capabls
|5 ¥ Unsecure Pud + Outhound
) ¥ Password Expied
= i W Attacked
L 2 & ¥ Locked Refiesh
Ficload | E vport | Esit

Figurel. Extension Checker
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Satus Description 2
Secure Pwd + Internal Has secure password and cannot make outbound 5'
Only trunk calls %
Unsecur e Pwd Password has unsecure elements described in

Unsecur e Elements window

Outbound-capable Can make outbound trunk calls
Unsecure Pwd + Password has unsecure elements described in
Outbound Unsecur e Elements window AND can make

outbound trunk calls

Password Expired Password is expired

Attacked 8 consecutive false password attempts have
been made

Locked Extension has been locked by system dueto

attack or by System Administrator

3. Click Refresh. Extensions with the selected insecure characteristics
will appear in the Extension List.

4. Make changes or advise extension user(s) to make changes.

* Right-click commandsfor each extension in the Extension List let
you send the following changes to AltiWare:

— lock the extension

— unlock the extension

— force the user to change the password
— clear an attack record

5. After changes have been made (for examplein AltiAdmin, AltiView,
or with right-click commands described above), click Reload to fetch
the new settings from AltiWare.

Security characteristicsfor extensionsyou select in the Extension List
display in the Unsecure Elements window.

6. (Optional) Click Export to export the datain the Extension List to a
text file.
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MVIP Test Tool

The MVIP Test Tool isatool that detects one-way connection, cross talk,
bad MV P cable and static noise problems.

To run MVIP Test Tool:

1. Stop AltiGen Switching Services before running this utility.
2. Launch MVIP Test Tool from AltiWare>AltiWare Tools on the
Windows Start button.
Click Start to begin test.
If the MV P Test encountersan error, click Yesor Notoview theerror
report.
5. Attheend of thetest, the utility will provide pass or fail results.
AltiDBReader

AltiDBReader isatool that allows you to view and export historical CDR
data and Workgroup Statistics. Y ou can also convert 4.0/4.0a CDR files
(icc_cdr.dbf) for viewing in AltiDBReader.

To use AltiDBReader:
1. Launch AltiDBReader from AltiWare>AltiWare Tools from the

Windows Start button.

When launched, AltiDBReader automatically finds and displays DB
files from the AltiDB folder into three folder directories (CDR 4.0,
CDR and WG Statistics) on the left side of the window.
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'~ DBReader [_[O]x]

File Wiew Help

=ik
B D | Session D | Date |T|me | Durati.. |Wa\tT\me Talk Time | Exit State

=58 COR
B Current
Ba 20011019

B WG Statistics
B Current
Ba 20010826
a 20010901
Ba 20011001
Ba 20011101
Ba 20011201
Ba 20020101

=
©
_|
o
=]
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4] | i
Infoindex [ Title [ Value |

Ready [ um v

3. Search aparticular DB folder by clicking the mouse cursor on the
folder, then right-click to open a Search window to perform the search
on the DB folder.

Frane 127311363 =]

Ta | 117/2002 =

Type Jal Cals |

‘wiark Group |

Coaller [ = | [enact =]
N E—
DMIS | fenact =
Tenant I IE”‘E'Cl j
Acct Code I I exact ﬂ
Primary Sort |sessioniD

Secondary Sort IStartTime

=l
=
QK. I Cancel |

For CDR DB searches, the Search window allowsthefollowing search
parameters:
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* From - setsthe desired start date to begin the search
e To- setsthe desired end date to end the search

« Type- specifiesthe call type to search: All Calls, Answered Calls
& Messages, Answered Calls, Messages, Unanswered Calls,
Messages, Unanswered Calls, All Trunks Busy, Agent Login/out

« Workgroup - alows user to specify workgroup number to search

« Caller - specifiesthe caller as All, Extension or Trunk; to further
specify thissearch field, you may add matching digitsin the empty
field and set to an exact, like or pat (pattern) match.

e Target - specifiesthe caller as All, Extension or Trunk; to further
specify the search this search field, you may add matching digitsin
the empty field and set to an exact, like or pat (pattern) match.

* DNIS- to further specify the search this search field, you may add
matching digitsin the empty field and set to an exact, like or pat
(pattern) match.

« Tenant - to further specify the search this search field, you may add
matching digitsin the empty field and set to an exact, like or pat
(pattern) match.

« Acct Code- to further specify the search this search field, you may
add matching digitsinthe empty field and set to an exact, likeor pat
(pattern) match.

e Primary Sort - specifiesthefirst sorting category the search results
will be put into; select: Session ID, SartTime, CallerNum,
CallerName, TargetNum, TargetName, AccountCode, DNIS or
ExitSate.

« Secondary Sort - specifies the second sorting category the search
results will be put into; select: Session ID, StartTime, CallerNum,
CallerName, TargetNum, TargetName, AccountCode, DNIS or
ExitSate.
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From | 5/ 2/2001

=
To | 141742002 j
[~

=
©
_|
o
=]
(7]

Irteryal |15 iUt

Search by IWurkgmup Statiztics j

Wwarkgroup I

Agent I

] I Cancel |

For Workgroup DB searches, the Search window allows the
following search parameters:

From - setsthe desired start date to begin the search
To - setsthe desired end date to end the search

I nterval - specifiesthe searchinterval; select 15 minutes, 1 hour, or
1 day.

Sear ch by - specifies the type of workgroup search; select
Workgroup Statistics, Agent Statistics per Workgroup, or Agent
Satistics.

Workgroup -specifies the workgroup number

Agent - specifies the agent number

Select the desired search parameters and click OK.

The search results appear in the fields on the right side of the main
window.
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1+ DBReader
Fil: Wiew Help

O[]

=l 2|

@ COR 40
=48 CDR

B Current
[

S EWG
%2 Current
B 20020104

Ready

D I Session \DI Date I Time I Duration I Wait Time ITﬂ\kT\me I Exit State I Caller ID ﬁl
10088636 12/21/01 11:40:47  00:00:18  00:00:06 00:00:12 CONNECT 316
2 10089636 12/21/01 1140468  00:00:20  00:00:07 00:00:13 COMNECT 510252631
3 10089636.. 12/21/01 114646 00:00.06 000006 00:00:00 RING NO ANSW...  TRK0800
4 10089636... 12/21/01 114941 00:0003  00:00:03  00:00:00 RING NO AMNSW... 310
5 10089636.. 12/21/01 115402 00:01:09 00:00:07  00:01:02 COMNMNECT 300
6 10089636 12/21/01 115530 00:00:10  00:00:06 00:00:04 COMNNECT 300
7 10089636 12/21/01 12:00:43 00:00:01  00:00:01 00:00:00 RING NO ANSW... | UNKNOW
5 10089636.. 12/21/01 120043 00:00:01  00:00:01 00:00:00 RING NOANSW... | UNKNOW
9 10069636.. 12/21/01 120043 00:00:01  00:00:01 00:00:00 RING NOANSW... | UNKNOW
10 10089636 12/21/01 1200:43  00:00:01  00:00:01 00:00:00 RING NO ANSW. UNEMOWY
11 10089636 12/21/01 12.00:43  00:00:01  00:00:01 00:00:00 RING NO ANSYWY. LINENOWY
12 10089636 12/21/01 1200:43 00:0002  00:00:02  00:00:00 RING NO ANSW... | UNKNOW
13 10069636.. 12/21/01 120043 00:00:01  00:00:01 00:00:00 RING NO ANSW... | UNKNOW
14 10089636.. 12/21/01 120043 00:00:01  00:00:01 00:00:00 RING NO ANSW... | UNKNOW
15 10089636 12/21/01 12:00:43  00:00:01  00:00:01 00:00:00 RING NO ANSYWY. LINEMOWY
16 10089636 12/21/01 12:00:43  00:00:01  00:00:01 00:00:00 RING MO ANSYWY. LINEMNOWy
17 10089636.. 12/21/01 12:00:43 00:00:01  00:00:01 00:00:00 RING NO ANSW... | UNKNOW -
4 | 3
Infollndex] [ Titl= [ Value [ -
General Mode 1D 3
Session D 1008363645
Internal Call 1} e
Direction OUTEOUND
Start Time: 12/21/00 11.40:47
End Time 12/21/M 11:41:.05
Duration 00:00:18
Caller Type ANALOG
Caller Pad ao11
Caller D 315 ]
[

6. TodeleteaDB folder, right-click on any DB folder (except “ Current”)
and select Delete DB.

To Show/Export/Print Search Results Data:

e To print the search results data, select the desired DB folder and click
the Print button.

e Toshow Advanced Call Infoor Call I nfo, right click on any datafield

and scroll to the desired option.

*  Toexport the search resultsdataasa.CSV file, right-click on any data
field and select Export.

To Convert 4.0 or 4.0a DB files:
1. Select and highlight a DB folder from the CDR 4.0 directory.
2. Goto File>Convert Old DB.
3. The converted 4.0/4.0afile appears in the DBReader window fields.
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DINA Manager

DINA Manager is GUI-based tool designed to help a customer configure
several distributed AltiWare systems synchronously to work asjust one
AltiWare system. Thetool can be run on any server, local or remote to an
AltiWare system, which has a connection for accessto al the servers that
are desired to be managed. The tool respects the individual password
protection by checking password access to each of the serversthat are
desired to be managed before connecting to them. The tool will
synchronize extensions and workgroup pilot numbers. It can complete the
functions below for multiple systems from a single location and session:

=
©
_|
o
=]
(7]

» Createvirtual extensions with the correct forwarding parameters for
multiple servers for specific extensions desired to be managed.

*  Synchronizethe extensionswith samenumber inall systemssothat all
callsto the extension will be presented to the appropriate AltiWare
system.

»  Synchronizethe extensionswith samenumber inall systemssothat all
voice mails to the extension will be presented to the appropriate
AltiWare system.

» Delete extensions from multiple systems.
* Requires 4.5/4.6 software
Note: Refer to DINA Manager Help file for usage instructions.

AltiWare OE System Installation & Administration Manual ~ 19-9



DINA Manager

19-10 AltiWare OE System Installation & Administration Manual



Basic Call Router & Call Router Advanced

CHAPTER 20

Basic Call Router & Call Router
Advanced

Basic Call Router

Basic Call Router isa call-handling tool included with AltiWare OE
software. Basic Call Router uses the AltiAdmin Auto Attendant and the
AltiAPI Data Directed Routing (DDR) features to match incoming trunk
call data against existing customer records that you build using the Basic
Call Router GUI. Calls can be intelligently routed before they are
answered, based on Basic Call Router’ srouting “rules.”
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Note:  The workgroup to which incoming trunk calls will be routed via
Call Router must be assigned to the Auto Attendant whose Action
isset to“ Avd - Data Directed Routing, with Application set to the
virtual extension you useto start Call Router. For further
information on configuring Auto Attendants, refer to Chapter 10,
Auto Attendant Configuration and the AltiAPI Programmer Guide.

To Install Basic Call Router:

Run Call Router, select the Basic Call Router and click Next. Setup will
confirm the destination for the Call Router application (default is
C:\Program Files\AltiGen\Call Router). Click Next to proceed. To select a
different location, use the Browse button to choose the new destination.

Note: Call Router Advanced Service requires the purchase and
activation of the Call Router Advanced license.
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To Configure/Run Basic Call Router:

1. Launch Call Router from Start>Programs.
CallRouter i ] [

Operation  Yiew Help

Call Router Histary:

Time5 tarmp | Caller ID | CallerEntere. .. | I'/Fi Data | Farm Data | Diniz | e
4| | i
Start I Stop | Help |

2. Select Operation>Preference.

Server Mame:

IUSA

Default YWitual Extension:

|1m

ak I Cancel |

3. Inthe Preference window, enter the Server Name and Default
Virtual Extension that Call Router will connect to, then click OK.

4. Click Start to run Basic Call Router. Then, enter the default virtual
extension password. When Basic Call Router is stopped, you can
create customer records and configure the server and login
information.
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Basic Call Router Customer Records

To create customer records that will be used to route calls, select

Operat

Thiswindow also allows you to view existing customer records, and
modify/del ete customer records.

ion>Customer Recor d to open the Custom Record List window.

Custom Record List x|
Record List:
Mame | Condition | Target Action | Target Data Add
Talll  ‘whenCalerlD iz .. Fecord Message 101

4

b odify |
Delete |

Delete Al |
[

Default Extension:

| 0k I Cancel | Help |

Add - opens a Custom Record dialog box, where you can create a
new record and build the conditions for the record.

M odify - opens the Customer Record dialog box to modify the
record selected in the Record List.

Delete - deletes the record selected in the Record List.
Delete All - deletes all recordsin the Record List.

TheDefault Extension field allowsyouto specify an extension that
Call Router will send acall to, if no match isfound in the records
or in the database.
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Creating Customer Records

To create a customer record:

1. Select Customer Record from the Operation menu. (If Customer

Record field is grayed out, stop Call Router.)

2. Click the Add button to open anew customer record or M odify to

modify an existing record in the Record List window.

Custom Record |

1. Build the Conditions for pour custam record:

% |f request message containg: Match are of these iterms j

Item | Draka |
Ocaller o

O callerentered. ..

O 1wk Data

OFarm Data

" Select a DNIS number: I
2 Target action of the custom record:

Mo Action j

User Data:

Puzh URL:

Frompt;

Mame of the cuzstam record:

QK. I Cancel | Help |

3. Select the data to match against customer records.

If the request message contains - lets you select Call Router
Request data to match against the customer record.

a) Select “Match one’ or “Match all” from the dropdown list.
b) Select the items you want.
¢) Click inthe Data column and type to specify the data.

Note: Caller Entered Digits must be numeric only.

Select a DNIS number - lets you enter a callee number to check
against customer records.
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4. Select aTarget action for Call Router to perform when Call Router
Request data matches this record.

Target action options. Goto Top Level, Goto Menu Item, Repeat
Current Level, Call to Extension/Workgroup, Call to Operator, Dial by
Name, Collect Extension, Directory Service, Record Message (specify
target datain accompanying text box), Mailbox Access, Disconnect,
System Callback, Collect Digits (specify fields in accompanying
Collect Digit dialog box, see note below), Other DDR Application
(specify target datain accompanying text box).

Note: Collect Digit Dialog Box

Collect Digit |

Pleaze input tag name:

fi

MinDigts [T =

b ax Drigits: Iﬁ'
PSTH Timeout: Iﬂ seconds
Web Timeout: m seconds

|vr Data:
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OF. I Cancel |

» Tagname- for example, “ password” (gathered from aresponse
to an Auto Attendant prompt or another AltiLink Plus
application)

* Minimum Digits and Maximum Digits to collect
* PSTN and Web Timeout values

» |VR Data - for example, “username=Michael” (gathered from
aresponse to an Auto Attendant prompt or another AltiLink
Plus application)

5. (futurerelease) Enter optional datato match against customer record:
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» User Data (gathered from aresponse to an Auto Attendant prompt
or another AltiLink Plus application)

e Push URL (AltiWeb only)

» the number of prompt to play to the callee
6. Enter aname for thisrecord.
7. Click OK.

Viewing Call Router History

The Basic Call Router window gives a history of all incoming trunk calls
to Basic Call Router.

CallRouter [ _ (]
Operation  Wiew Help
Call Router Histary:
TimeStamp I Caller ID I CallerE nteredDigit | Dnig | Matching Aecord | Hesult -
12:31:31-08/22/2001 104 182 Joan Goto Top Level 200
12:30:36-08/22/2001 104 182 Joan Goto Top Level 200
12:28:07-08/22/2001 104 182 Joan Goto Top Level 200
12:27:2208/22/20M 104 128 Joan 2 Dial by Name
1227:13-08/22/20M 104 142 Jaan Gata Tap Level 200
1226:21-08/22/20M 104 142 Joan Goto Top Level 200
1226:16-08/22/2001 104 142 Joan Goto Top Level 200
1226:07-08/22/20M 104 142 Joan Goto Top Level 200
12:25:58-08/22/2001 104 142 Joan Goto Top Lewvel 200
12:2346-08/22/2001 104 142 Joan Goto Top Level 200
15:54:06-08/21/2001 104 142 Joan Goto Top Level 200
15:49:60-08/21/2001 103 182 Joan Goto Top Level 200
15:48:57-08/21/2001 104 182 Joan Goto Top Level 200
15:47:54-08/27/2001 104 182 Joan Goto Top Level 200
15:47:32-08/21/200 104 162 Joan 2 Dial by Name —
15:45:52-068/21/2001 104 162 Joan 2 Dial by Name
15:45:25-08/21/2001 104 142 Jaan Gata Tap Level 200 =
*
Cannect I Disconnest | Skart I Stop | Help I

To specify Call Router History window content:
1. Choose Select Column from the View Menu.

2. Inthe Select Columnsdialog box, select the following columns to
display in the Call Router history window:

o CadlerlD

» Entered Digit
* IVRData

* Form Data
 DNIS
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Select Columns x|

Select columns that will appear in the Call Bouter Higtary List:

¥ | TimeStamp v VR data
S
v CalledD [ Form data 0
QD
¥ Entered Digit ¥ DNIS -
o
c
¥ Matching Recard ¥ Tiarget &ction o

ak I Cancel

Call Route Request Data

The " Call Router Request” message sent by AltiServ to Call Router
contains dataabout theincoming call, which Call Router attemptsto match
against your routing rules. Call Route Request data consists of Caller 1D,
(Caller) Entered Digits, IVR data, Form dataand DNIS, all collected via
real-time monitoring.

CallRouter [ _ ]

Operation  Wiew Help

Co .
TimeStamp I Caller ID I CallerE nteredDigit | Dnig atching Aecord | Hesult -
12:31:31-08/22/2001 104 182 aah Goto Top Level 200

oan Goto Top Level 200

Note: Caller Entered Digits showsthe Auto Attendant assignment for the
workgroup that receivesthe call. If the workgroup’s AA
assignment is 5, thisitem shows“0 & 5”; isthe AA assignment is
3, theitem shows“0 & 3,” and so on. The*0” indicates transfer to
an Auto Attendant.

Call Route Response Data

The“ Call Route Response” message, sent from Call Router to AltiServ,
contains the search results of the Call Route Request Message. In the Call
Router History window, this datashowshow Call Router handled each call.
Call Route Response data includes Matching Record (routing rule Call
Router referred to for call routing) and Result (how and where the call was
routed), al collected via real-time monitoring.
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CallRouter [_ =] =]

Operation  Yiew Help
Call Router History:

Caller ID_| CallerEnteradDigit |Dnis |MatchingF|ecDrd |F|esu\t -

12:31:31-08/22/2001 104 182 Joan Goto Top Level 200
12:30036-08/22/2001 104 182 o

Note:  If no match isfound between the Call Route Request Data and the
routing rules, the call isrouted according to the business rules that
check monitored workgroups for the longest available agent,
maximum service level, and minimum expected delay.

Clearing Basic Call Router History Data

To clear data from the Call Router History window:

1. Inthedirectory where Call Router.exe resides, locate the Call
Router.csv file.

2. Open Call Router.csv and delete all contents.

3. Save and close Call Router.csv.

Show Monitor

To view real-time data on incoming trunks to workgroups, select Show
Monitor from the View menu. (If the option is grayed out, stop Call
Router.)

Monitor{france) x|
whork, Group Status:
In] | Agentz | Longest Idle Time | Service Level | (ueue | Average Delz
1| | ©
Add | Delete Update every 5 | seconds
Hide | Help |

e Themain window box displays the following workgroup fields: 1D,
Agents, Longest Idle Time, Service Level, Queue and Average
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Delay.

e Add button - Click Add to log on to aworkgroup whose incoming
trunk call data you want to monitor. This opens aLog on Work Group
dialog box.

Log on Work Group

N

workGroup 10: Pasaword: ©
(@)
| | 2
. : Py

ember 10: Member Password: o
c

I?DEI | o
=

1] I Cancel |

Enter the workgroup extension asthe WorkGroup 1D and Password,
and enter the virtual extension’s passwor d. (By default, the Extension
ID field is grayed out.)

» Delete button - click Delete to remove the selected workgroup from

the display.

Note: The workgroup to which incoming trunk calls will be routed via
Call Router must be assigned to the Auto Attendant whose Action
isset to “Avd - Data Directed Routing,” with Application set to
the virtual extension you use to start Call Router. For further
information on configuring Auto Attendants, refer to the AltiWare
OE System I nstallation and Administration Manual and the
AltiAPI Programmer Guide.

To log on to multiple workgroups:

e Click Add again and enter the next Workgroup ID and Password and
Virtual Extension password.

Call Router Advanced

Call Router Advanced isthe standard Call Router application plus call
router service. Call Router Advanced requires the purchase and activation
of a Call Router Advanced license.
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Note:  Theworkgroup to which incoming trunk calls will be routed via
Call Router must be assigned to the Auto Attendant whose Action
isset to“ Avd - Data Directed Routing, with Application set to the
virtual extension you useto start Call Router. For further
information on configuring Auto Attendants, refer to the AltiWare
“Auto Attendant Configuration” on page 10-1 and the AltiAPI
Programmer Guide.

To Install Call Router Advanced:

Run Call Router, select the Call Router Advanced and click Next. When
prompted, enter the 20 digit license key for Call Router Advanced in the
field and click Next. Setup will confirm the destination for the Call Router
application (default is C:\Program Files\AltiGen\Call Router). Click Next
to proceed. To select adifferent location, use the Browse button to choose
the new destination.

Note: Call Router Advanced Service requires the purchase and
activation of the Advance Call Router license.

To Configure/Run Call Router Advanced:
1. Launch Call Router from Start>Programs.

CallRouter{started :France } —|= 1'
Operation  Wiew Help
Call Router Higtary:
TirneSkarn Caller ID CallerE nteredDigit Diiig: Matching Record Result
7 i E] Test
1828 17 a Test
RER R A el B e 1) B a Test Call to Extensions
18:07:481211/20001 51058062315 a BusinessRule Call to Extensions
18:02:24121/20001 5102526324 a BusinessRule Call to ExtensionAs
16:52:371211/20001 5102526324 3 Sales Departrmen Gato Top Level 39
16:51:08-12/11/20001 5102526324 3 Sales Departrmen Gato Top Level 39
16:50:35-1211/20001 5102526324 3 Sales Departrmen Gato Top Level 39
16:50:04-12/11/20001 5105806315 3 Sales Departrmen Gato Top Level 39
16:45:51-1211/20001 5102526324 3 04 Department Gato Top Level 39
16:43671211/20001 5102526324 3 Service Departm Gato Top Level 39
16:4315-1277/20001 5102526324 3 Sales Gaoto Top Level 39
16:40:49-12/17/2001 5105806315 O&B 3 Test Call to Extension.fs
16:3436-12/17/2001 5105806315 O&B 3 JC1 Call to Extension.fs
16:31:131277/2000 5105806315 O&B 3 JC1 Call to Extension.fs
2l | i
Connect | Disconnect | Start I Stop I Help I

2. Click the Connect button to enter the Call Router Server Name or |1P
address to connect to, then click OK .

To disconnect from this server, click the Disconnect button.
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Input Server Name: ﬂ

Server Mame:

Cancel

3. Select Operation>L ogon I nfo.

Logon Info |

Alti Server Mame:
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Default Vitual Extension:

|3u1

Wirtaul Extension Pazswond:

Ixxxx

¥ Auto Start Service

ak I Cancel |

4. IntheLogon Info window, enter the Server Name and Default
Virtual Extension and Password, that Call Router Advanced will
connect to, then click OK.

(Optional) Check Auto Start Serviceto have Call Router start routing
calls automatically, after the system restarts or after Call Router
service has been stopped and restarted.

5. Click Start torun Call Router Advanced. When Call Router Advanced
is stopped, you can configure the server and login information.

6. Route Rules and Show Monitor can be configured while Call Router
Advanced is started.
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Call Router Advanced Route Rules

To create route rules that will be used to route calls, select
Operation>Route Rule to open the Route Rule List window. This
window also allows you to view existing route rules, and modify/delete
route rules.

Router Rule List

Rules List: + 3
Mame | Condition | T arget Action I Target Data e
Salez... ‘When ltem Mame is Sales De...  Plapwork Grow.., 399
Servic... ‘When ltem Mame iz Service .. Plapwork Grow... 338
Q& De. Whenlterm Mameis Q4 Dep..  Plapwork Grow... 397 Madiiy
Test ‘when Caller [Dvis 777 Call to Extension... 313

1]

Delete

Delete Al

| 2

1344

Default B outing | Ok I Cancel I Help

20-12

Add - opens a Custom Record dialog box, where you can create a
new record and build the conditions for the record.

M odify - opens the Customer Record dialog box to modify the
record selected in the Record List.

Delete - deletes the record selected in the Record List.
Delete All - deletes all records in the Record List.

The Default Routing button opens a Default Routing Ruledialog
box, where you can specify the action for Call Router to take if no
match is found in the rules or in the database.

AltiWare OE System Installation & Administration Manual



Basic Call Router & Call Router Advanced

Default Routing Rule x|

"Default Routing Action
N
©

[zer Data; | o
QD

FushURL: | -
)

Frormpt: ID g
=
D
=

ak. I Cancel |

Default Routing Action options: No Action, Goto Top Level, Goto
Menu Item, Repeat Current Level, Call to Extension/Workgroup,
Call to Operator, Dial by Name, Collect Extension, Directory
Service, Record Message (specify target datain accompanying text
box), Mailbox Access, Disconnect, System Callback, Collect Digits
(specify fields in accompanying Collect Digit dialog box), Other
DDR Application (specify target datain accompanying text box),
Play WG Queue Status (specify target datain accompanying text
box).

Creating Route Rules

To create a route rule:
1. Select Route Rule from the Operation menu.

2. Click the Add button to open a new Route Rule or M odify to modify
an existing rulein the Rules List window.
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x|

Rule Mame:

queue Announcement Sales
1. Build the Conditions for wour rule:

If Caller Irfo contains: IMatch are of these ftems j

ltem | Data | psn

Caller ID 5102521001

O Path

O vF Data

IternM ame Queue Sales

O ois

< I

2. Target action of the Rule:
IEaI\ to ExtengionworkGroup j Ext No. IEDD

UserData: ||

Push URL:

Prompt:

If you input more than 1 prompt please use " as separator.

Ok I Cancel | Help

3. Enter or modify the Rule Namein thisfield.
4., Select the data to match against routing rules.

» |If CalleeInfo contains- letsyou select Call Route Request datato
match against the customer record.

a) Select “Match one’ or “Match all” from the dropdown list.
b) Select the items you want.
¢) Click inthe Data column and type to specify the data.

To manually specify data for an item, right-click the item, select
Input data and enter information in the column.

Notes:
« Caller Entered Digits must be numeric only.

* You can enter “*” asawildcard character for any length of digits,
or“?" for asingle digit.
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For example, if you specify Call ID Data“510252*,” thiswill
match all Caller IDs 510-252-xxxx. If you specify Call ID Data
“510252777?,” thiswill match all Caller IDs 510 252-xxxX.

To specify data from an existing database, right-click the item,
select From user database, and enter information in the
DataSour ce dialog box.

5. SelectaTarget action for Call Router to perform when Call Route
Request data matches this record.

Target action options: No Action, Goto Top Level, Goto Menu Item,
Repeat Current Level, Call to Extension/Workgroup, Call to Operator,
Dia by Name, Collect Extension, Directory Service, Record Message
(specify target datain accompanying text box), Mailbox Access,
Disconnect, System Callback, Collect Digits (specify fieldsin
accompanying Collect Digit dialog box, see Note below), Other DDR
Application (specify target datain accompanying text box), Play WG
Queue Status (specify target datain accompanying text box, see Note
below).

Note: Collect Digit Dialog Box

Collect Digit x|

Fleaze input tag name:

N
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bdir Drigitz:

[ =
Fdax Digits: I'I E
M3

FSTH Timeaut:

Wweh Timeout: |1 _% seconds

Ivr Data:

zeconds

Ok, I Cancel
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Note:

Tagname- for example, “ password” (gathered from aresponse
to an Auto Attendant prompt or another AltiLink Plus
application)

Minimum Digits and M aximum Digitsto collect
PSTN and Web Timeout values

IVR Data - for example, “username=Michael” (gathered from
aresponse to an Auto Attendant prompt or another AltiLink
Plus application)

Play WG Queue Status - if you select “Play WG Queue
Status,” Call Router Advanced must log on as aworkgroup
extension with password and Call Router’ s virtual extension
and password. Specify thisworkgroup extension in the textbox
that appears when you select Play WG Queue Status. (See
“Queue Announcements’ on page 22.)

If you want to apply the “Play WG Queue Status’ Target
actionto several different workgroups, you must create separate
rulesfor each.

6. (futurerelease) Enter optional datato match against the routing rule:

e User Data (gathered from aresponse to an Auto Attendant prompt
or another AltiLink Plus application)

e Push URL (AltiWeb only)
» the number of prompt to play to the callee
7. Click OK.

Viewing Call Router History Menu

The Call Router Advanced window gives a history of all incoming trunk
calsto Call Router Advanced.

To specify Call Router History window content:

1. Choose Select Column from the View Menu.

2. Inthe Select Columnsdiaog box, select the columnsto display in the
Call Router history window the following:

« CdlerID
» Entered Digit
* IVRdaa
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« DNIS

Select Columns x|

Select columne that will appear in the Call Router History List:

¥ | TimeStamp [~ VR data
[N)
©
IV CallerlD I™ | Form data ®)
QD
[V Entered Digit v DNIS -
o)
c
¥ | b atching Becard ¥ Tiarget Action ®

0k I Cancel

Call Route Request Data

The“Call Router Request” message sent by AltiServ to Call Router
contains dataabout theincoming call, which Call Router attemptsto match
against your routing rules. Call Route Request data consists of Caller ID,
(Caller) Entered Digits, IVR data and DNIS, all collected viareal-time
monitoring.

CallRouter [ _ ]

Operation  Wiew Help

Lol C
TirneStarnp I Caller ID I CallerE nteredDigit | Diniz atching Record | Hesult -
1231308222001 104 182 aah Goto Top Level 200
o

oan Goto Top Level 200

Note: Caller Entered Digits showsthe Auto Attendant assignment for the
workgroup that receivesthe call. If the workgroup’s AA
assignment is 5, thisitem shows“0 & 57; isthe AA assignment is
3, theitem shows“0 & 3,” and so on. The“ 0" indicatestransfer to
an Auto Attendant.

Call Route Response Data

The“ Call Route Response” message, sent from Call Router to AltiServ,
contains the search results of the Call Route Request Message. In the Call
Router History window, this datashowshow Call Router handled each call.
Call Route Response data includes Matching Record (routing rule Call
Router referred to for call routing) and Result (how and where the call was
routed), al collected via real-time monitoring.
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CallRouter [_ =] =]
Operation  Yiew Help
Call Router History:
Caller ID_| CallerEnteradDigit | Cinig | I atching Riecord | Fiesult -
12:31:31-08/22/2001 104 142 Joan Gioto Top Level 200
12:30:36-08/22/2001 104 152 —

If no match is found between the Call Route Request Data and the

Note:
routing rules, the call isrouted according to the business rules that
check monitored workgroups for the longest available agent,
maximum service level, and minimum expected delay.

Show Workgroup Status

To view real-time data on incoming trunks to workgroup, select Show

Workgroup Status from the View menu.

Monitor{France) x|
‘work, Group Status:
0| A Longest Ide T... | Service Level | Queue | Average Del
500 10 00:00:300005) 100 ] 00:00:00
BI0 12 00:00:30(104) 100 1] 00:00:00
4 | o]
Add Delete | Update every 10 | seconds
Change Default 'wait Time | | Change Start Calculate Call Count I
Hide | Hep |

e Themain window box displays the following workgroup fields: 1D,
Agents, Longest Idle Time, Service Level, Queue, Aver age Delay

and Default Wait Time.

e Add button - Click Add to log on to aworkgroup whose incoming
trunk call data you want to monitor. This opensaLog on Work Group

dialog box.
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Log on Work Group x|
‘wiorkGrouwp 1D: Password;
[500 fi
Extension |D: Extension Passwaord:
N
T | ©
(@)
Default 'wait Time in Dueue: ©8
|3 [mitutes] pu)
StartCalculationCallCount : g
—
|1 0 Q
0K I Cancel I

Enter the workgroup extension as the WorkGroup I D and password,
and enter the virtual extension’s password. In the field for Default
Wait Timein Queue, typein the desired minutes. (By default, the
Extension ID field isgrayed out.)

» Delete button - click Delete to remove the selected workgroup from
the display.

e Change Default Wait Time (in Call Router Advanced only) - click
this button to change the default wait time associated with the work-
group queue.

Note: The workgroup to which incoming trunk calls will be routed via
Call Router must be assigned to the Auto Attendant whose Action
isset to “Avd - Data Directed Routing,” with Application set to
the virtual extension you use to start Call Router. For further
information on configuring Auto Attendants, refer to “Auto
Attendant Configuration” on page 10-1 and the AltiAPI
Programmer Guide.

If you want to announce queue status to callers (Tar get action of
any routing ruleis* Play WG Queue Status,”) completethe Virtual
Extension ID and Virtual Extension password fields using the
workgroup agent extension (and its password) specified in therule.

To log on to multiple workgroups:
» Click Add again and enter the next Workgroup 1D and Password.
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e Change Start Calculate Call Count - click this button to change the
starting point for the number of callsto be reached for Call Router to
start calculating call data.

Clearing Call Router Advanced History Data

To clear data from the Call Router History window:

1. Go tothedirectory “Program Files/AltiGen/Call Router” where Call
Router.exe resides, locate the Call Router.csv file.

2. Open Cal Router.csv and delete all contents.
3. Saveand close Call Router.csv.
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Additional Call Router Advanced Features

Building SQL Queries

To build an SQL query that Call Router will send to your database, use the
CallerId Datasour cedialog box. The customer information retrieved from

your database will be used in the routing rule. o
Callerld DataSource x| 0
o
DSN User Mame: Password: -
Py
| o
c
i~ Condition —
0]
=
Caller ID | Field Type | Field Name [ Table Name
Caller ID char
‘wihere d
|
i~ Data Retrieve from User Databa:
Iput the field name and field type, server will get the field value from database:
Field Name | Field Type | Table |
~ S0L Query Sentence:
=
]
Mate: [ n time, the @Callerl D will replace with digits we get from Caller

To open the Datasource dialog box, right-click on a dataltem you want to
specify using information from an existing database. Select From user

database:
To build and SQL query:
1. Enter User Name and Password information for the database.

2. Enter information for the database you are querying against. For
example:

DSN - BankAccount
Table Name - AccountBalance
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M atched Field Name - CustomerPhoneNumber
Matched Field Data Type - char

Note: as you build the query, the SQL query sentence will appear in
the window at the bottom.

Specify the condition for this query.

a. Select the Caller Match Item datafor thisquery - Caller 1D,
CallerEnteredDigits, Dnis, Item name or | VR data.

b. Add any additional condition. For example Where - & &
Balance>1000

Click OK. You will be returned to the Rule dialog box, where the SQL
guery will be shown in the Data column and the database will be shown
inthe DSN column.

Queue Announcements

Y ou can use Call Router Advanced to inform callers of their positionin a
workgroup queue. There are two requirements:

1

In Call Router, you must create arule with Target action “Play WG
Queue Status.” In addition, enter an Item Name that matches the name
of the Auto Attendant’ s“ Data Directed Routing” name. Theworkgroup
extension information you specify in therule must also be entered when
Call Router logs on in the Monitor window. Thus, it isarequirement
to use the same virtual agent extension if you are writing several
different queue announcement rules.

In AltiAdmin, you must configure one of the Auto Attendant numbers
to which Call Router is assigned to “ Data Directed Routing.” 1) Enter
the same “Item Name” you usein the rule discussed immediately
above. 2) Replace the “No Action” level with “ Call —to Ext./
Workgroup,” and enter the workgroup extension number. For further
information on configuring Auto Attendants, see the AltiWare OE
System I nstallation and Administration Manual and the AltiAPI
Programmer Guide.

If your organization has multiple workgroups and you want queue
announcement for several or all of them, you must create separate rulesfor
each, with workgroup extension information pertinent to each workgroup.

Example:
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Y ou use virtual extension 700 to log in to Call Router. Y ou have two
workgroups, Sales and Support, with the following agent and workgroup
extensions:

Sales Support
Workgroup extension number 500 600
Call Router virtual extension number 700 700

For both workgroups, you want Call Router to check incoming calls for
Caller ID and Caller Entered Digits, and to play the WG queue statusif a
match is found and all agents are busy.

N
©
0O
=
Y
o
c
—
®
=

In AltiAdmin, you configure the Auto Attendant to which Call Router is
assigned as shown below. (The example uses Auto Attendant 2.) Note that
you must enter a different Item Name for each level.

= 0 - expand tree
=8 1 - data routing 700 [QusueSales) Item o
& - to extension 500 '7
) S ale
= 2 - data routing 700 [QueueSupport] lznile: HueweSaes
& - to extension 600

3+ no action ™ Prompt j

4 - no achon

5 - no achon I™ Push URL l

E - no action ;

7 no action Actions |#dv. - Data Directed Routing ¥

8- no achion

: t :

8- no ackion Application 700 - Call Router it

0 to operatar

- repeat level S PR f—? -

# - mail box access ﬁ pta

T - bo opesatar
The third-party application must logn as aVIRTUAL
extenzion If system could not connect to the
application, auto attendent will go to the next level,

| | H
™ Hide Mo Action’ Iteme 0K I Cancel | Apply | Help |
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For Sales, you create arule as shown below.

x|
Rule Mame:
IQueue Announcement 5 ales
1. Build the Conditions for your rule:
If Caller Infa cantains: IMatCh are of these items j
Item | Data | D5
Caller ID 5102521001
O 1vR Path
O vR Data
ItemM arne Queue Sales
O O
«| |+

2. Target action of the Rule;

=|  ExtMo: W

I Call to Extensionw orkGroup

Uszer Datar:

Puzh URL:

Frompt:

If wou input mare than 1 prompt.please use ;" as separator.

ak. I Cancel Help
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Similarly, for Support, you create a rule as shown below.

Fiule Mame:

;Queue Announcement Support

—

. Build the Conditions for pour rule:

If Caller Infa contains: ;Match ane of these items :j

Item | Data [
OcCaler 1D

O CalisrE nteredDigit

O R Data

O Form D ata

ItermM ame CueusSupport

O Onis

N
©
0O
=
Y
o
c
—
®
=

4] | v

2. Target action of the Fule:

iF'Ia_l,l Wi Queue Status :_j iEDD

User Data:

Puzh URL:

Frompt:

QK. l Cancel ! Help 1
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In the Monitor window, click Add to log on to Sales, entering both the
workgroup extension & password and the virtual extension & password
you specified in the “ Auto Attendant Sales Queue Announcement” rule:

Monitor{France} 5[
Wwiork Group Status:

10| Agents | LongestideT... | Service Level | Queve | AverageDelay..
500 10 0000300105 100 0 00:00:00
BO0 12 00:00:30(104) 100 o 100:00:00

1] | |

Add Delete | Update every 10 | seconds
Change Default ‘W ait Time | | Change Start Calculate Call Count I
Hide | Help |

Log on Work Group ll
‘WorkGroup 1D: Pazzword:
[o0 [l
Extension ID: Extension Password:
|301 |

Default ' ait Time in Qusue:

|3 [minutes]

StartCalculstionCallCount :

I‘I a
if:8 I Cancel
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In the Monitor window, click Add to log on to Support, entering both the
workgroup extension & password and the virtual extension & password
you specified in the “Auto Attendant Sales Queue Announcement” rule;

Log on Work Group ﬂ
‘WorkGroup |D: Paszword:
[500 fi
Extension |D: Extension Password:

|301 |

Default Wait Time in Queue:

|3 [minutes)

StartCalculationCallCount :

e

N
©
0O
=
Y
o
c
—
®
=

()8 I Cancel I

The Monitor window shows that Call Router islogged on to both
workgroups. Callsto each workgroup will be checked against the rules and
will trigger queue announcement if amatch isfound and all agents are

busy.

Monitor{France} il
Wwiork. Group Status:
& Longest Ide T... | Seevice Level | Oueus | Average Del
500 10 00:00:300105) 100 0 00:00:00
500 12 O0:00:300104) 100 o 00:00:00
1 | |
Add Delete | Update every 10 | zeconds
Change Default ' ait Time | | Change Start Calculate Call Count I
Hide | Help |

Testing Call Router

To test the performance of Call Router, you can access atest tool from the
Call Router main menu. Call Router must be stopped in order to run the

test.
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To test Call Router:

1. With Call Router function stopped, go to Test in the Tool drop-down
list of the Call Router main menu for the Test dialog box.

x
—Configuration
Humber of concurrent calls: |§ E
Interwval between calls: Im E S

Humber of test eycles: 100

—Result

Total calls: ID
Average response time per eall: ID zseconds
Start I Stop I Cancel |

2. Inthe Configuration fields, the user can input the following test
parameters:

* Number of concurrent calls
¢ Interval between calls
e Number of test cycles

For example, inputting 5 for concurrent calls, 3 for interval between
calls, and 4 for test cycles means that every 3 seconds, there will be 5
concurrent call requeststo Call Router. Total cycles of concurrent
regquests will be 4 times.

3. After inputting the test parameters, click Start. During the test, the
user can click Stop to stop thetest. Thetitle of the Test dialog box will
be shown as “ Test(Sarted)” while running.
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ﬂ

—Configuration

Humber of concnrrent calls:

Interval between calls:

|5 E

|3 E
Humber of test cycles: I‘cl E

|5

Il. 105

seconds

N
©
0O
=
Y
o
c
—
®
=

—EResult

Total ealls:

hverage response time per call: zseconds

Cancel |

Start I Stop

Thetotal calls processed and average time per call will be updated in
real-time during the test. The user will know how many calls were
processed and the average response time per call at that time.

After the test has finished, thetitle of the Test dialog box will be
shown as “ Test(Sopped).”

x

—Configuration

Fumber of concurrent calls: |§ E
3 -
4 -
20

Interwal between calls:
zeconds

Fumber of test cycles:

—Result

Total ealls: o

hverage response time per call: ID'E'QQ zeconds
Start I Stop | Cancel |
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5. TheTotal callsthat Call Router processed and Aver age response
time per call of thistest will be shown in the Result fields.

Testing SQL Server Database
Totest SQL server database access performance of Call Router:
1. Addadatabase for the SQL server.

For example, for adatabase “calldb” and table name “RTMCALL",
10,000 records are added to the table.

__|HodeID Sezzionll InternalCall Direction SteriTine EndTime CallerType CallerPad -
| 1039470405 2 1039575519 1039575521 12 0zZ3

| ! 1038470408 o 2 1039575527 10395TS529 12 0zzs

B 1039470407 i 2 1039575535 1039575537 12 0223

] I 1039470408 o 2 1039575543 1039575545 12 0223

| I 1059470408 [\ z 1039575551 1059575555 12 0zz5

| © 1039470410 [ 2 1039575559 1039575561 12 0223

] I 1029470411 o 2 1039575567 1039575589 12 0223

] I 1039470412 a 4 1039575575 1039575517 1z 0z23

B 1039470413 o 2 1039575583 1039575555 12 0223

L 1032470414 0 2 1039575591 1039575583 12 0223

] I 1039470415 a 4 1039575589 10395TS801 12 0zz3

| N 1039470416 [i 2 1039575607 L0395TS608 12 0223

| b 1039470417 o 2 1039575615 10795TS8LT 1z 0223

| L 1039470418 1] 4 1038575623 1039575625 12 0zes

B 1033470413 o z 1039575631 1039575633 1z 0zz3

] I 1029470420 o 2 1039575639 10395TE841 12 oz23

|1 1059470421 o 4 1039575647 1039575849 1z 0zz3

| B 1039470422 [} 2 1039575655 10395T585T 12 0223

| 1032470423 0 2 1039575663 L0395TSEES 12 0223

] I 1039470424 o 4 10395T56T1 10395TS8TS 12 02z3

| b 1032470425 [i} 2 1039575679 1039575651 12 0223

| I 1039470428 o z 103957568T 103957859 1z 0zz3

| L 1039470427 a 2 1038575645 10395TS88T 12 0res

. 1033470425 [t} z 1039575703 1039575705 1z 0zE3 _’;,
4 »

Note: Because the data of DDR request has hard coded. If the user
wantsarule match, the user needsto add therecord to thetable.
The caller ID of test request will be “1039470405.” 1VR Path
of test request will be “0&9.”

To use the “Sessionld” field in the table to match caler ID of the
reguest, the user must add a record to the table and set the Sessionld
value to “1039470405". Then during match process, the matched
result will be true.
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2. Add adatasourceto“ODBC" configuration in Windows.

"1 0DBC Data Source Administrator 2lx|

Tracing I Connection Fooling I About I
User 03K Systen ISN |  File DSN |  Drivers
Spstem Data Sources:
Mame | Diriver I Add... |
AlRCDR Microzaft Azcess Driver [*.mdb)

ARRTMCal  Microsaft Access Driver [*.mdb) Bemaove |
AMRTHMStat  Microsolt Access Driver [*.mdb)

LocalServer SOL Server
test Microzoft Access Driver [*.mdb)

SOL Server

N
©
0O
=
Y
o
c
—
®
=

An ODBC Syztem data source stores information about how to connect to
the indicated data provider. & System data source is vizible to all uzers
on this machine, including MT services.

The“TestSQL” isthe newly added data source. This data sourceis
connect to the SQL server’s“calldb” database.
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3. InCall Router, add arule to access database.

y
DSH Hame: User Hame: Fassword:
Il:slsql Isn It.
—Condition
Caller I0 | Fiold Type | Fisld Hama | Tabla Hams |
Caller ID char sessiondd rimeall
fhere | ;I

—Data Retrieve from User Database

Input the field nane and fiald type, server will get the field
value from database

Field Hane Field Type [ Table |
callerpad char rimeall

SQL Query Sentence:

elect rimcall. sessionid, rimcall. callerpad From rimcall _d
hars rimcall. sessionid = @CallerID

[]

Hote: In run time, the BCallerID will replace with digits we get
from Caller

| Cancel |

The user can change the rule configuration to fit his own conditions.

During the test, Call Router will use this rule to match the DDR

reguest. When using thisrule, Call Router will access the SQL server
to execute the SQL query.
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APPENDIX A
Call Accounting Report Formats

This appendix identifies the field codes for AltiGen’s CDR (Call Detail
Reporting) records and the formats for the Station M essage Detail
Reporting (SM DR) specification support by AltiGen.

Thefirst tables describe CDR and RTM database elements, while the
remainder of the section describes the SMDR format.

;U.>
o O
T
o —
- >
1-|O
)
So
BC
2 2
w >
«
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CDR Data Schema
Table 1; CDR Call Format

Database Definition Type Specification
Element
Nodel D Server ID (System|ID) assigned | ULONG value: 1-100
to an AltiServ system in
AltiAdmin
SessionlD Session |D: aunique number, ULONG

usually 9 digits or larger,
assigned by AltiWareto acall

InternalCall Internal or external call UBYTE O=External
1=Interna
Direction Direction of thecdl (incoming | UBYTE 1=None (logon/
or outgoing) off)
2=Incoming
4=0Outgoing

(includes silent
monitor, barge-in)

StartTime Outgoing call: Time when ULONG
caller receives ringback, busy,
or connect signal

Incoming call: Timewhen AA
picks up

EndTime Timestamp when call is ULONG
disconnected
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Table 1: CDR Call Format

Database Definition Type Specification
Element
CallerType Type of line for an incoming UBYTE 0=Unknown
cdl 1=Ext analog
2=Ext IP
3=Ext PHS (not
used)
4=Ext virtual
5=Ext WG >
11=trk analog % 0O
T o
12=trk T1 o =
- >
13=trk IP 7 g
o
14=trk PRI 3 e
15=trk PHS (not L2
n S
used) @
CallerPad Line' s physical addressfor an UCHAR E.g. “0004”, where
incoming call 5) “00"=dlot,
“04"=channel
Always*“-1-1" for
WG or virtual
extension
CallerNum Caller phone number of an UCHAR
incoming call (extension (41
number or off-net PSTN)
CallerName Caller name for an incoming UCHAR
call (provided by CO for trunk | (65)
calls; as entered in AltiAdmin
for extension calls)
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Database Definition Type Specification
Element
TargetType Type of line for an outgoing UBYTE 0=None
cal 1=Ext analog
2=Ext IP
3=Ext PHS (not
used)
4=Ext virtual
5=Ext WG
11=trk analog
12=trk T1
13=trk IP
14=trk PRI
15=trk PHS (not
used)
TargetPad Physical address of line for an UCHAR E.g. “0004,” where
outgoing call (5) “00"=slot and
“04"=channel
TargetNum Target phone number of an UCHAR
outgoing call (extension (41)
number or off-net PSTN)
TargetName Target name for an outgoing UCHAR
call (asentered in AltiAdmin (65)
for extension calls)
WGNum Workgroup number for an UCHAR
incoming call (8)
OutGoingWG | Workgroup number for an UCHAR
outgoing call, as setin 8
AltiAdmin or by agent at logon
DNIS DNISnumber forincomingcall | UCHAR
(33)
Tenant Tenant name for trunk UCHAR
(31
AccountCode | Account code UCHAR 1—10 digitsin
(11) length
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Table 1. CDR Call Format
Database Definition Type Specification
Element
AADuration Duration in seconds an ULONG
incoming call is connected to
the Auto Attendant; multiple
connectionsto AA inasingle
session produces multiple
records
WaitDuration | Durationin secondsacal is ULONG
ringing and in workgroup
queue
VMDuration Duration in seconds after acall ULONG
goes into avoicemail box;
includes greeting, false
attempts at messages,
successful message, andreview
of message
VMRecordDu | Duration in seconds of ULONG
ration recording time for aVM
message that was completed
HoldDuration | Duration in secondswhile a ULONG
cal ison hold
TalkDuration Duration in seconds of talk ULONG
time
RecordDurati Duration in seconds of NOVO ULONG
on recording
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Table 1; CDR Call Format

Database Definition Type Specification

Element

ExitState State when call isterminated ULONG (see boxed inset)
ISpecification

[documented (HEX)] - [data output (Decimal)] - [exit state definition]
*0x0001” - 1 - Auto Attendant
*0x0002” - 2 - Ring No Answer
*0x0003” - 3 - Queue

*0x0004” - 4 - Voice Mail (no VM recorded)
“0x0005” - 5 - VM (VM recorded)
*0x0006" - 6 - Connect

*0x0007” - 7 - Logon

*0x0008” - 8 - Logoff

*0x0009” - 9 - All Trunks Busy
*Ox000A” - 10 - No session
*0x000B” - 11 - VM Access
*0x000C” - 12 - Forward
*0x000D” - 13 - Transfer
*OX000E” - 14 - VM Notify
*Ox000F" - 15 - WG Abandoned
‘0x0010” - 16 - Park

*0x0011" - 17 - System Park
*0x0012” - 18 - Conference
*0x0013” - 19 - Call Monitor
*0x0014” - 20 - Transfer Cancel
‘0x0015" - 21 - Call Redirect
‘0x0016” - 22 - Call Pick Up
*0x0017” - 23 - Dial Cancel

LogoffReason | Logoff reason code UBYTE
URL URL when“call” isinitiatedby | UCHAR
AltiWeb user clicking the (255)

make-call button
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Table 1: CDR Call Format

Database Definition Type Specification
Element
User Data Agent input UCHAR

(255)

Table 2: CDR Logon-Off Format

Database Definition Type Specification
Element
>
Nodel D Server ID (System ID) assigned | ULONG value: 1-100 0
to an AltiServ system in ) 8
AltiAdmin = -
- >
Sessionl D Session |D: a unique number, ULONG 101 3
usually 9 digitsor larger, = g
assigned by AltiWareto acall g S
- =
StartTime Timestamp when workgroup ULONG value v 8
logs on, logs off, isready or not
ready
EndTime Timestamp when call is ULONG
disconnected
AgentNum Agent extension number UCHAR
®
WGNum Workgroup Number UCHAR
®
L ogoffReaso Logoff reason code UBYTE
n
ExitState State when call is terminated ULONG (see boxed inset)
[Specification

[documented (HEX)] - [data output (Decimal)] - [exit state definition]
*0x0007” - 7 - Logon

*0x0008” - 8- Logoff

*0x0018” - 24 - Ready

*0x0019" - 25 - Not Ready

LocalStartTi Timestamp when workgroup String yyyymmddhhmmss
me logsin, logs out, isready or not
ready
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Database Definition Type Specification
Element
LocalEndTi Timestamp when cal is String yyyymmddhhmmss
me disconnected
Table 3: CDR Wrap-Up Format

Database Definition Type Specification
Element
Nodel D Server ID (System ID) assigned | ULONG value: 1-100

to an AltiServ system in

AltiAdmin
SessionlD Session ID: a unique number, ULONG

usually 9 digits or larger,

assigned by AltiWareto acall
StartTime Timestamp when wrap up starts | ULONG
EndTime Timestamp when wrap up stops | ULONG
AgentNum Agent extension number UCHAR

®
WGNum Workgroup Number UCHAR
(©)
Duration Wrap up duration time ULONG
ExitState State when call isterminated ULONG (see boxed inset)
[Specitication

[documented (HEX)] - [data output (Decimal)] - [exit state definition]

‘0x0020” - 1 - Wrap up
LocalStartTi | Timestamp when wrap up starts | String yyyymmddhhmmss
me
LocalEndTi Timestamp when wrap up stops | String yyyymmddhhmmss
me
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RTM Data Schema

Table4: RTM Data Format

Call Accounting Report Formats

Database Definition Type Specification/
Element * CDR Client Field
Workgroup Data
Nodel D Server ID (System ID) assigned ULONG value: 1-100
to an AltiServ systemin
AltiAdmin
Date Day information ULONG * Timevalue
Time Timeinterval short minutes
* Period value
WGNum Workgroup Number UCHAR
8
MaxWaitT Longest waiting time in queue short *Queue is not an
imelnQ during searched time interval accumulated value; it
isrecorded at a
specific pointintime.
PeakQLen Maximum queue length since short
oth midnight
PeakWaitT | Maximum queued time since ULONG
imelnQ midnight
QLength Number of calls routed into the short * Callsin Queue
queue; if acall isrecycled into
thequeue after RNA, thecountis
increased
Durationln | Timecallswaited in queue ULONG *[tisnot an
Q during searched time interval accumulated value, it
before being abandoned or isrecorded at a
answered specific pointintime.
NumlnCall Calls answered by an agent; if a short * Calls Answered
call isforwarded to and answered
by multiple agents, the count is
increased
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RTM Data Schema

Table4: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client Field
InCallDura | Duration of incoming calls ULONG * Calls Answered
tion (NuminCall), starting from the Duration

timean agent answersacall until

the call is disconnected or

transferred out of the WG
NumOutC All outgoing trunk and station- short * Outgoing Calls
all to-station calls that entered

“Connected” state
OutCallDu Duration of outgoing calls ULONG * Outgoing Calls
ration (NumOutCall); fromthetimethe Duration

call enters “ Connected” state

until disconnect
NumCallT Count of voicemail messages short * CallsTransferred
ovVM (callstransferred to VM from to Voice Mail

queue by caller pressing #, and

callsautomatically transferred to

WG VM after RNA for every

agent)
NumcCallA Count of calls abandoned while short A
b.an?qo.neDu ringing an agent * Calls Abandoned
ringring During Ring
NumCallA Count of calls abandoned while short B
bandoned| waiting in queue * Calls Abandoned
nQ in Queue
NumCallA Total abandoned calls (during short C
bandoneBe | VM, queue, and RNA) C_A_B=
foreAnswe
r * Calls Abandoned

during VM

NumQueue | Callsrouted to the WG but not short * Queue Overflow
Overflow queued due to AltiAdmin

settings that specify acceptable

queue length and/or wait time
BeforeAns Time callswaited in queue ULONG * Wait Time for
werDuratio | before being answered Answered Calls
n
Durationln | Tota wait timeof al calls ULONG * Wait Time for
QOfCallAb | abandoned in queue Abandoned Calls
andone (NumCall AbandonedInQ)
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Table4: RTM Data Format

Call Accounting Report Formats

“Connected” state

Database Definition Type Specification/
Element * CDR Client Field
ServicelL ev Service Level number of callsin
el queue - X / # of cals
in queue
X = number of cals
in queue exceeding
threshold
*Servicel evel isnot
an accumul ated
value, it isrecorded
at a specific point in
time.
LocalDate Day information String yyyymmdd
Agent Data
Nodel D Server ID (System ID) assigned ULONG value: 1-100
toan AltiServ systemin
AltiAdmin
Date Day information ULONG * Timevalue
Time Timeinterva short minutes
* Period value
AGNum Agent extension number UCHAR
8
NumlnCall Calls answered; if acal is short * Calls Answered
rerouted to and answered by the
same agent, the count is
incremented
InCallDura | Duration of incoming calls ULONG * Calls Answered
tion (NuminCall), starting from the Duration
time the agent answers a call
until the call is disconnected or
transferred out of the WG
NumOutC All outgoing trunk and station- short * Qutgoing Calls
all to-station calls that entered
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RTM Data Schema

Table4: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client Field
OutCallDu Duration of outgoing calls ULONG * Qutgoing Calls
ration (NumOutCall); fromthetimethe Duration

call enters “ Connected” state

until disconnect
NumWrap Number of times agent entered short * Wrapup
Up Wrapup, where Wrapup lasts

from agent-set “Not Ready” to

“Ready” status
WrapUpD The amount of timefor Wrapup, | ULONG * Wrapup
uration where Wrapup lasts from agent- Duration

set “Not Ready” to “Ready”

status
NumCallT Count of voicemail messages short * Voice Mail
ovVM
VMDur ati Total duration of voicemail ULONG * Voice Mail
on messages Duration
nGroups Count of workgroups agent is short

logged into
NumHold Thenumber of call putonholdin | short

this workgroup
HoldDurati | Tota duration of workgroup ULONG
on hold cdlls
extNumln Personal (non-workgroup) short * Calls Answered
Call incoming call
extInCallD Tota duration of personal (non- ULONG * Calls Answered
uration workgroup) incoming calls Duration
extNumOu Number of personal (non- short * Outgoing Calls
tCall workgroup) outgoing calls
extOutCall | Total duration of personal (non- | ULONG * Outgoing Calls
Duration workgroup) outgoing calls Duration
extNumCal | Count of non-workgroup short * Voice Mail
ItovM voicemail messages
extVMDur | Total duration of voicemail ULONG * Voice Mail
ation messages Duration
extNumHol | Count of non-workgroup calls short
d holding
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Call Accounting Report Formats

Table4: RTM Data Format

Database Definition Type Specification/
Element * CDR Client Field
extHoldDu Total duration of non-workgroup | ULONG
ration hold count
NumNotRe | Number of not ready, not short
ady including wrap up
NotReady Total duration of the not ready ULONG
Duration period
LocalDate Date String yyyymmdd >
DND Times | Number of times agent entered ULONG § @)
DND 'g L
; = >
DND Total duration of the DND ULONG no
Duration period °© 8
3 c
S
L=
n S
Agent Per Workgroup «Q«
Nodel D Server ID (System ID) assigned ULONG value: 1-100
toan AltiServ systemin
AltiAdmin
Date Day information ULONG * Timevalue
Time Timeinterva short minuutes
* Period value
AGNum Agent extension number UCHAR
®
WGNum Workgroup number UCHAR
®
Login Log state UBYTE O=Logout
1=Login
LogTimeSt Login/logout time stamp ULONG
amp
ReasonCod | Logout reason code UBYTE
e
NumiInCall | Callsanswered; if acal is short * Calls Answered
rerouted to and answered by the
same agent, the count is
incremented
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RTM Data Schema

Table4: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client Field
InCallDura | Duration of incoming calls ULONG * Calls Answered
tion (NuminCall), starting from the Duration

time the agent answers a call

until the call is disconnected or

transferred out of the WG
NumOutC All outgoing trunk and station- short * Outgoing Calls
all to-station calls that entered

“Connected” state
OutCallDu Duration of outgoing calls ULONG * Outgoing Calls
ration (NumOutCall); fromthetimethe Duration

call enters “ Connected” state

until disconnect
NumWrap Number of times agent entered short * Wrapup
Up Wrapup, where Wrapup lasts

from agent-set “Not Ready” to

“Ready” status
WrapUpD The amount of timefor Wrapup, | ULONG * Wrapup
uration where Wrapup lasts from agent- Duration

set “Not Ready” to “Ready”

status
NumCallT Count of voicemail messages short * Voice Mail
ovVM
VMDurati Tota duration of voicemail ULONG * Voice Mail
on messages Duration
NumHold Count of calls holding short
HoldDurati | Tota duration of workgroup ULONG
on hold calls
LoginDura | Thetotd time agent was logged ULONG
tion in since midnight
LogoutDur | Thetota time agent was logged ULONG
ation out since midnight
L ocalDate Date String yyyymmdd
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Call Accounting Report Formats

SMDR Reporting Format

Besides the CDR format, AltiServ reports telephone information in the
Station M essage Detail Reporting (SMDR) format to an application
through the COM port. The SMDR format and sample entries for the
specification are described below.

In AltiWare sreports, internal extension-to-extension calls are not logged;
neither are outbound calls of less than 15 seconds duration.

Trunk Calls In Format:

09/01 07:04P 00:00:25 0200 5102526354 109 12345678: é? ;
o=
(Start, Length) Field Format Notes 5 5
0,1 space g %
(1,5) date mmy/dd ¢ 3
6 1) space
(7,6) start time hh:mmP P=pm, A =am
(13, 1) space
(14, 8) duration hh:mm:ss
(22, 1) space
(23,4) trunk PAD number XXYyY X = board numb.
y = channel numb.
(27, 34) calling party
(61, 4) called party
(65, 7) space
(72, 8) account code 1to 10 digits
(80, 1) delimiter line feed
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SMDR Reporting Format

Extension Calls Out Format:

09/01 08:12P 00:00:33109 2526352 0411 12345678:

(Sart, Length) Field Format Notes

6,1) space

(1,5) date mm/dd

(6,1) space

(7, 6) start time hh:mmP P=pm, A=am

(13,1) space

(24, 8) duration hh:mm:ss

(22,1) space

(23,49 calling party

(27, 6) space

(33, 26) called number

(59, 2) space

(61, 4) trunk PAD number XXyYy X = board numb.

y = channel numb.
(72, 8) account code 1to 10 digits
(80, 1) delimiter line feed

From Extension A

Extension A: 100
Extension B: 111

Qutside #: 3210002:

Calls|Initiated by Extension A (Column A)

1 Dial out 11/18 05:53P 00:00:28 100 3210002 0100
2 Ext B fwd to Trk Y 11/18 05:55P 00:00:21 100 3210002 0001
3 ExtB ONA to Trk Y 11/18 05:57P 00:00:17 100 3210002 0100
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Call Accounting Report Formats

CallsInitiated by Extension A (Column A)

4 VM make call to Trk Y 1/18 05:58P 00:00:15 100 3210002 0001
5 ### to Ext B (WG B, 11/18 05:59P 00:00:23 111 3210002 0100
Virtual B) and VM make
cal

6 Ext B S-transfer to Trk 11/18 06:00P 00:00:22 111 3210002 0001
Y* (see examples)

7 Ext B B-transfer to Trk 11/18 06:01P 00:00:18 100 3210002 0100
Y* (see examples) 11/18 06:01P 00:00:05 0001100 100
>
8 ToTrkY thentransferto | 11/18 06:02P 00:00:27 100 3210002 0001 g O
Ext B T L
o —
) . >
9 Outcall Log time only, no lineslogged no
o 9
10 Zoomerang 11/18 06:06P 00:00:27 100 3210002 0100 5 8
=
1 System Speed Dial 11/18 06:07P 00:00:18 100 3210002 0001 =
«Q
12 Ext Speed Dial 11/18 06:08P 00:00:25 100 3210002 0100

13 #35 privilege overwrite 11/18 06:09P 00:00:31 100 3210002 0001
to Ext B (WG B, virtua
B)

14 BisWGB N/A

15 Ext B transfer to WG C N/A

16 Conference with Trunk 11/18 06:10P 00:00:25 100 3210002 0100

From Trunk B

Extension B: 100
Trunk X: 3210001

Trunk Y: 3210002:

CallsInitiated by Trunk X to Extension B (Column B)

1 Did in 11/18 06:11P 00:00:07 0100 3210001
100

2 ExtB fwdto Trk Y 11/18 06:13P 00:00:35 0100 3210001 100
11/18 06:13P 00:00:25 TRKO 3210002 0001
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SMDR Reporting Format

CallsInitiated by Trunk X to Extension B (Column B)

3 Ext B ONA to Trk Y 11/18 06:15P 00:00:12 0100 3210001
100
11/18 06:16P 00:00:00 0100 3210001
4 VM makecall to Trk Y 11/18 06:18P 00:00:29 100 3210001 100
11/18 06:18P 00:00:58 0100 3210001 100
5 #Ht to Ext B (WG B, Vir- | N/A
tual B) and VM make call
6 Ext B S-transfer to Trk 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 Trk 11/18 06:22P 00:00:24 3210 3210002
Y* (see examples) 0001
11/18 06:22P 00:00:40 0100 3210001
3210
8 To Trk Y then transfer to N/A
ExtB
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 #35privilegeoverwriteto | N/A
Ext B (WG B, virtua B)
14 BisWGB 11/18 06:25P 00:00:09 0100 3210001
100
15 Ext B transfer to WG C 1/18 06:26P 00:00:17 100 100 0100
11/18 06:26P 00:00:24 0100 3210001
11
16 Conference with Trunk 11/18 06:27P 00:00:15 0001 3210001
100
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APPENDIX B

E1 R2 CASInstallation

This appendix describes the configuration procedures necessary to
implement E1 R2 digital signaling for European, Pacific Rim, and other
emerging markets. Please carefully follow the procudures step by step

Step 1: Physical Layer

Triton E1 Configuration - TritonEl-0

="
Span: O a m
Status:  Line failure - NO SIGWAL { ALOS ) o °
Statistics since: Fri 0221703 11:15:56 =
Frame Erors D Line Code Enors 3195 2 ('\;
(@]
OOF Exrors 0 Bit Errors 0 > a
Rec Frame Ships: |1 Xmt Frame Slips D
._me T)fpe ___________________ —L‘l.l'.l.ﬁ Code .......... A L SR i
" NoCRC (CRC4 | | C AMI HDB3
Zero Code Suppression: il'lom ZI
CD Bits Handling: |SetCD =01 |

[~ Svstem Clock Master

T1/E1/PRI Configaration | B e

In the Triton E1Configuration window, check the properties of the E1
trunk and consult your CO for the proper settings for the following fields:

* FrameType- No CRC or CRC4 (a4-hit cyclic redundancy check)
* LineCode- AMI or HDB3 (high-density bipolar 3)
e Zero Code Suppression - None, Jam Bit 8, GTE or Bell

DO NOT select the System Clock Master check box because COisaclock
provider, our system is synchronized to CO.
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CD BitsHandling isselected to "CD = 01". If all configurations are
correct, the status of trunk line should be shown as “OK.”

Step 2: Data Link Layer

Inthe T1/E1 Configuration window, the Span type selection should be
E1 CAS. Inthe E1 R2 setting field, select the switch mode according to
your country.

%2 Efsm —&pan type wleetion——————  —E1-RE2 sfting
01 - CAS = | @ EiCcas Switch mode -
02-> CAS Channel associated signalling =]
03-5 CAS TS =
D4->CAZ " Regular ISDN PRI China B2 =
e D chawnel i the 16th channel Colombis R2
07 > ChS Eoosdor B2 (I

" 0T |
ek o || R
1 Ehs ch;fl 5 e

hta 3 Y A i

12-» CAS . LogicalIntecface ID [ TEI {Terminal endpoint sentifier) -
13-5CAR € Defanlt setimy (Eecommended
14 -5 CAS Controlled by
155 CAS DehanonBoard ID [ © Manmallyseto [
16-> CAS o _. :
1?-: CAS Span ID | € Assipned by €O switch
18-> CAS :
195 CAS = [~ Enable Tie Tronk

e
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E1 R2 CASInstallation

Step 3: Signaling Layer

Triton E1 Configurstion - TritonE1-0

Channel: 0
— TI/E1 robbed-bit Signaling
Protocol : [RZMF CAS Protocol | Disling Delay : [~ 250 =] s

How to collect Caller ID and DID

Set calling party categoiy to |3 'I
Add extra digits before caller ID : |

[V Incoming sequence :

[ Or:

In-call signaling :  [(11111116)*E)31

[DIDIDNIS =] |* ~|[Caller D~ [Fo Bl e

[Wone =] Jione | [Weme = | |Hone | |Wone =l

(R |  comca | smbw. |

Depending on your country and it’s corresponding trunk property, in the
Triton E1 Trunk Configuration dialog box, configure the following

fields:

Note:

Set Calling Party Category to - the Calling Party Category
indicates the type of calling party, (e.g. operator, pay phone,
priority, ordinary subscriber). Select 1, 2 or 3 (for ordinary
subscribers, refer to Table 1). If the suscribed line is intended for
other purposes, contact your CO for the proper value.

Add extra digits beforecaller 1D - consult your CO to find out if
any extra digits are needed.

I ncoming sequences - select check box and configure the sequence
according to Table 1.

In-call signaling - configure the in-call signaling value according
to Table 1.

Consult your CO to find out if caller ID digits are provided in the
lines.
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Table 1: Foreign Countries/Signaling Values

Country

Signaling Values

Chile/Nacional MFC-

R2

Set calling part category: 1

[Assume no caller ID provided]:

Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)6

For 4-digit DID, set to (1113)6

For 5-digit DID, set to (11113)6

For 6-digit DID, set to (111113)6

For 7-digit DID, set to (1111113)6

For 8-digit DID, set to (11111113)6

[Assume caller ID provided]:

Incoming sequence (same as above shown): DID/DNIS *
Caller ID

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (115)* (K)36

For 4-digit DID, set to (1115)*(K)36

For 5-digit DID, set to (11115)* (K)36

For 6-digit DID, set to (111115)* (K)36

For 7-digit DID, set to (1111115)*(K)36

For 8-digit DID, set to (11111115)* (K)36
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E1 R2 CASInstallation

Table 1. Foreign Countries/Signaling Values

Country Signaling Values

ChinaMFC-R2 Set calling part category: 3

[Assume no caller ID provided]:

Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)1

For 4-digit DID, set to (1113)1

For 5-digit DID, set to (11113)1

For 6-digit DID, set to (111113)1

For 7-digit DID, set to (1111113)1

For 8-digit DID, set to (11111113)1

[Assume caller ID provided]:

Incoming sequence (same as above shown):
DID/DNIS * Caler ID

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (116)* (K)31

For 4-digit DID, set to (1116)* (K)31

For 5-digit DID, set to (11116)* (K)31

For 6-digit DID, set to (111116)* (K)31

For 7-digit DID, set to (1111116)* (K)31

For 8-digit DID, set to (11111116)* (K)31
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ColombiaMFC-R2 Set calling part category: 2

[Assume no caller ID provided] :

Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)6

For 4-digit DID, set to (1113)6

For 5-digit DID, set to (11113)6

For 6-digit DID, set to (111113)6

For 7-digit DID, set to (1111113)6

For 8-digit DID, set to (11111113)6

[Assume caller ID provided]:

Incoming sequence (same as above shown):
DID/DNIS * Cadler ID

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (115)*(K)36

For 4-digit DID, set to (1115)* (K)36

For 5-digit DID, set to (11115)* (K)36

For 6-digit DID, set to (111115)* (K)36

For 7-digit DID, set to (1111115)* (K)36

For 8-digit DID, set to (11111115)* (K)36
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Table 1: Foreign Countries/Signaling Values

Country Signaling Values

Ecuador MFC-R2 Set calling part category: 1

[Assume no caller ID provided]:

Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)6

For 4-digit DID, set to (1113)6

For 5-digit DID, set to (11113)6

For 6-digit DID, set to (111113)6

For 7-digit DID, set to (1111113)6

For 8-digit DID, set to (11111113)6

[Assume caller ID provided] :

Incoming sequence (same as above shown):
DID/DNIS * Caller ID

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (115)* (K)36

For 4-digit DID, set to (1115)* (K)36

For 5-digit DID, set to (11115)* (K)36

For 6-digit DID, set to (111115)* (K)36

For 7-digit DID, set to (1111115)* (K)36

For 8-digit DID, set to (11111115)* (K)36

Ecuador MFC-LME Set calling part category: 2

[The switch doesn't support caller ID transmission]:
Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)1

For 4-digit DID, set to (1113)1

For 5-digit DID, set to (11113)1

For 6-digit DID, set to (111113)1

For 7-digit DID, set to (1111113)1

For 8-digit DID, set to (11111113)1

Korea MFC-R2 Set calling part category: 1

[The switch doesn't support caller ID transmission]:
Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)6

For 4-digit DID, set to (1113)6

For 5-digit DID, set to (11113)6

For 6-digit DID, set to (111113)6

For 7-digit DID, set to (1111113)6

For 8-digit DID, set to (11111113)6
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E1 R2 CASInstallation

Table 1. Foreign Countries/Signaling Values

Country Signaling Values

Mexico / Teléfonos de Set calling part category: 2

Mexico [Assume no caller ID provided] :

Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)1

For 4-digit DID, set to (1113)1

For 5-digit DID, set to (11113)1

For 6-digit DID, set to (111113)1

For 7-digit DID, set to (1111113)1

For 8-digit DID, set to (11111113)1

[Assume caller ID provided]:

Incoming sequence (same as above shown):
DID/DNIS * Caler ID

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (116)* (K)31

For 4-digit DID, set to (1116)* (K)31

For 5-digit DID, set to (11116)* (K)31

For 6-digit DID, set to (111116)* (K)31

For 7-digit DID, set to (1111116)* (K)31

For 8-digit DID, set to (11111116)* (K)31
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Panama/ Nacional Set calling part category: 1

MFC-R2 [Assume no caller ID provided]:

Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits) :
For 3-digit DID, set to (113)6

For 4-digit DID, set to (1113)6

For 5-digit DID, set to (11113)6

For 6-digit DID, set to (111113)6

For 7-digit DID, set to (1111113)6

For 8-digit DID, set to (11111113)6

[Assume caller ID provided]:

Incoming sequence (same as above shown):
DID/DNIS * Cadler ID

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (115)*(K)36

For 4-digit DID, set to (1115)* (K)36

For 5-digit DID, set to (11115)* (K)36

For 6-digit DID, set to (111115)* (K)36

For 7-digit DID, set to (1111115)* (K)36

For 8-digit DID, set to (11111115)* (K)36
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Table 1: Foreign Countries/Signaling Values

Country Signaling Values

Venezuela/ Nacional Set calling part category: 1

MFC-R2 [Assume no caller 1D provided]:

Incoming sequence: DID/DNIS

In-call signaling (depend on how many DID digits):
For 3-digit DID, set to (113)6

For 4-digit DID, set to (1113)6

For 5-digit DID, set to (11113)6

For 6-digit DID, set to (111113)6

For 7-digit DID, set to (1111113)6

For 8-digit DID, set to (11111113)6

[Assume caller ID provided]:

Incoming sequence (same as above shown):
DID/DNIS * Caller ID

In-call signaling (depend on how many DID digits) :
For 3-digit DID, set to (115)* (K)36

For 4-digit DID, set to (1115)* (K)36

For 5-digit DID, set to (11115)* (K)36

For 6-digit DID, set to (111115)* (K)36

For 7-digit DID, set to (1111115)* (K)36

For 8-digit DID, set to (11111115)* (K)36
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APPENDIX C

Product Repair Services &
Technical Support

Thisappendix describes AltiGen 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 Technica Support, always have the following information on hand:
* Your name
* Company hame
*  Product serial number
* AltiWare version number
* Number of boardsin the system
® Server brand and model
* Thetelephone number where you can be reached
* A brief description of the problem and the procedure to reproduce the problem
Having this information ready will allow us to better assist you.
Eligibility
AltiGen provides technical support to Authorized AltiGen Dealers and Distributors only.

End User customers, please contact your Authorized AltiGen Deder for technical support.
Direct AltiGen support isavailable to End User customersthrough E-mail only, when
addressing problemsthat cannot be resolved by referring to theinstruction manuals or
by your Authorized AltiGen Dealer.
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Technical Support Hours

During AltiGen’s business hours (7:00 A.M. to 5:30 P.M., Pacific Standard Time, Monday
through Friday except holidays), your call will be returned in the order it was received (on a
first come, first serve basis), within two (2) hours under normal circumstances. Outside
AltiGen business hours, only emergency calswill be returned within eight (8) hours. All other
calls are returned on the next business day.
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Repair and Replacement

How To Reach AltiGen Technical Support
Contact AltiGen technical support by any of the following methods:

° CALL 510-252-9712 and follow the prompts. Thisisavailableto Authorized AltiGen
Dealersand Distributorsonly. Your call will be answered by one of AltiGen's
Technical Support Representatives or routed to the Technical Support Message Center
if no oneisavailable to answer your call. Your call will be returned promptly, within
two (2) hours under normal circumstances. Please see“ Tech Support on AltiGen’s Web
site.”

¢  SEND EMAIL TO: support@altigen.com. Messages are checked on adaily basis.
. SEND A FAX TO 510-252-9738, ATTENTION: Technical Support.

Tech Support on AltiGen’s Web Site

AltiGen offers tech support on the web at http://support.altigen.com.

Unresolved Problems Escalation Procedure

The following escalation steps should be followed to report unresolved problems. Please
contact the following parties in the order listed:

1. Local Authorized Dealers Service Department.
2. AltiGen’s Technical Support Manager at support@altigen.com.

For remaining unresolved problems or complaints, send an email to AltiGen's CEO at
ceo@altigen.com, or call 510-252-9712 x 120.

Repair and Replacement

This policy addresses the procedure for return of any materials to AltiGen from Authorized
AltiGen Dedersonly. It covers materials returned for any and all reasons.

AltiGen Communication’s Repair Program provides registered customers with replacement
partsin atimely and professional manner. The AltiGen Repair Program allows you to send

defective AltiGen manufactured hardware products (in or out of Warranty) to our factory for
prompt authorized repairs.

Hardware Warranty Period

AltiGen Communications hardware products are warranted for one (1) year for al parts and
manufacturing labor, from the date of the first end user purchase or 14 months from the date
of shipment from AltiGen. Product proof of purchase or equivalent isrequired.

Products Returned Before Warranty Expiration

All repaired units remain under the Warranty period of the original product. Advance
Replacement products are provided on an exchange basis; the products sent to AltiGen
become the property of AltiGen, and AltiGen provides the sender with a new product OR a
repaired product that is functionally equivalent to new.
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Product Repair Services & Technica Support

For productsfound to bein anon-repairable condition, at AltiGen’ s sole discretion, the sender
will be notified for further directions and disposition. If there is no response and or, no
directions are provided to AltiGen within 5 days, the credit card will be charged 100% of the
product’s then current list price, if applicable.

For Depot Repairs, the product(s) will be returned to the sender.

Products Returned After Warranty Expiration

Productsreturned after the Warranty Period will be repaired or replaced, at AltiGen discretion,
under the, then current, price schedule. Out of warranty repairs are warranted for 90 days from
date of return shipment to the customer. For products found to be in a non-repairable
condition, at AltiGen sole discretion, the sender will be notified for further directions and
disposition. If thereisno response and or, no directions are provided to AltiGen within 5 days,
the credit card will be charged 100% of the product(s) then current list price, if applicable.

For Depot Repairs, the product(s) will be returned to the sender.

Repair Service Offerings

Standard Warranty (Depot Repair)

AltiGen will useits best efforts to repair and return AltiGen manufactured products within
thirty (30) working days of receipt. Standard Repair price for out of Warranty products, shall
be in accordance with the then current price list and/or schedule.

AltiGen will apply a No Trouble Found (NTF) service charge of $300.00 if the returned
product(s), after being tested by Manufacturing and Quality Assurance (QA) evaluation, was
found trouble free.

Thereisno charge for covered In-Warranty product repair services.

Advance Replacement
All Advance Replacement RMAs MUST be secured with a company or personal credit card.
Advance Replacements are not available or provided for the Alti-IP 600 phone sets.

AltiGen will, at the caller’s request, provide an Advance Replacement product for, In or Out
of Warranty inoperable units, excluding the Alti-IP 600 phone. Upon receiving the Advance
Replacement product, the caller will return the defective product to AltiGen viathe RMA
number provided for the return.

DOA (Dead on Arrival) Provisions

AltiGen will replace productsunder Warranty that fail at theinitial power up or withinthefirst
24 hours of service (DOA) with anew product on an expedited basis, at no charge, including
shipping and freight charges.

AltiGen will apply aNo Trouble Found (NTF) service charge of $300.00 if the returned
product(s), after being tested by Manufacturing and Quality Assurance (QA) evaluation, was
found trouble free.
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Repair and Replacement

Standard Product Warranty

Failures beyond the first 24 hours of initial power up, including Early Life Failures, shall not
be considered under the DOA provisions.

. All products provided under the Standard Product provision will be new or,
reconditioned to adhere to the same, form, fit and function as the product being replaced.

. Advance Replacement services are available for Out of Warranty products. A $300.00
service fee shall apply for this service, plus the standard applicable Repair Service
charges for Out of Warranty product.

° All shipping is2nd day Air. If other shipping arrangements are requested any additional
cost will be charged to the caller.

° AltiGen will apply aNTF service charge of $300.00 if the returned product(s), after
being tested by Manufacturing and Quality Assurance (QA) evaluation, was found
trouble free; No Trouble Found (NTF).

Product Returns

Y ou are provided 30 days, from AltiGen ship date, to return the inoperable product. If the
product is not returned within 30 days, the credit card provided, will be charged 100% of the
product(s) current list price. No discounts will be applied.

If the product returned is different — Product type, Serial Number, etc. —than the one
requested and shipped, AltiGen Communications, at itsdiscretion, may elect to return the non-
conforming product back to the sender and charge the sender, 100% of the then current list
price.

The appropriate invoice will be cancelled and/or credited if the proper unit is returned within
the 30 day period.

For productsfound to bein anon-repairable condition, at AltiGen’ s sole discretion, the sender
will be notified for further directions and disposition. If there is no response and/or no
directions are provided to AltiGen within 5 days, the credit card provided will be charged
100% of the product(s) then current list price.

If the returned unit is In-Warranty and the reason for failure is covered by the Product
Warranty, no charge(s) will apply.
Restocking

Whereas, if AltiGen receivesthe return of the Advance Replacement product and the product
isthe “same product as shipped” — Product type, Serial Number, etc. — a 20% Restocking
fee shall apply at the then current price and/or schedule.

Repair Procedures - For Initiating Any Repair Level Service
(Standard or Advanced)

Toinitiate a Repair Order, either Standard or Advanced, contact the AltiGen Technical
Support Department at (510) 252-9712 between 8:00 AM and 5:00 PM (PT).

The following information must be provided at the time of your request:
° RMA Form (See “RMA Form” on page C-7)

. Proof of Purchase
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Product Repair Services & Technica Support

Advanced Replacement Orders

Toinitiate an Advance Replacement order: Contact AltiGen Communication’s Repair
Technica Support Department at (510) 252-9712 between 8:00 AM and 5:00 PM (PT). If the
call arrives outside of the normal working hours and a message is left, an AltiGen
Communication’s representative will return the calls during the next normal business day.

For same day shipments during the normal workweek, the request must be received and
accepted by 3 PM PST. Requests out side of thiswill be shipped the next business day.

The following information must be provided to initiate an Advanced Replacement order:
d RMA Form (See“RMA Form” on page C-7)

d Proof of Purchase

What You Must Do

Once the replacement unit is received, adequately pack the defective equipment in the same
packing materials and return it and ALL the component parts and documentation to the
address noted in the RMA form.

Component parts, literature and documentation(s) missing from the Advance Replacement
return will be charged to the credit card provided. Y ou are provided 30 daysform Altigen ship
date to return the inoperable unit. If not returned in 30 days, you will be charged 100% of the
unit’s current list price. No discounts will be applied. See description of Advanced
Replacement above.

Shipping cartons not marked with the return RMA number on the outside of the packaging
will be returned to the sender.

What You Will Receive

With verification of aproduct defect, the AltiGen representative will issue a Return Material
Authorization (RMA) number.
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How to Ship Units for Repair

All materialsbeing returned to AltiGen must have an associated RMA number. RMA numbers
areissued by AltiGen Customer Service and can be obtained by calling 510-252-9738.
AltiGen reservestheright to refuse return of any material that does not have an RMA number.
The RMA number should be clearly marked on the outside of the box in which the material is
being returned. For example:

Attn.: RMA # 123
AltiGen Communications, Inc.
47427 Fremont Blvd.
Fremont, CA 94538

Terms and Conditions

1. Exceptions and Notice of Non-Repairable Equipment

Equipment returned for repair (whether in or out of Warranty), which isfound to be damaged,
or at AltiGen’s sole discretion are, beyond economical repair, will either be returned to the
user or scrapped by AltiGen at the user’s option. AltiGen will notify the sender and request
instruction for disposition. Test and freight charges may apply. Any unit returned for repair
without avalid AltiGen serial number will be considered as Out of Warranty.
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Repair and Replacement

This Repair Service does not cover PROMS, Tapes, Disks, or software items.
2. Shipping Methods, Payment and Insurance

AltiGen shipsall equipment FOB (Freight on Board) from Fremont, California. AltiGen does
not arrange shipment insurance or special packing, unless requested to do so by the customer.
Please specify any special shipping requirements on the RMA form.

Proper care and packaging is the responsibility of the sender.

AltiGen Communications pays outbound freight on all repaired itemsif shipped by our
standard method, which is UPS Ground, which takes from 5 to 7 days. The customer will be
responsible for any special handling, overnight-NFO, and/or insurance requests beyond
AltiGen’ s standard method of shipment. Any additional shipping charges will be applied to
the provided credit card.

All shipments to AltiGen must have the freight charges pre-paid by the sender. AltiGen does
not accept inbound shipments that are COD, collect, or any shipment that does not have an
authorized RMA number clearly marked on the outside of the package.

All applicable charges and payments for services will be by way of, credit card (Visa,
MasterCard).

3. Equipment Damaged During Shipment

PLEASE CHECK FOR SHIPPING DAMAGE WHEN YOUR EQUIPMENT IS
RECEIVED.

Inspect all cartons at the time of delivery. Visible damage should be brought to the attention
of the carrier at once. In the event of concealed damage, keep the shipping container, packing
material and equipment intact. It is your responsibility to file any claims for damage or loss

with the carrier or your insurance carrier.

4. Accounts Not Current

Customers with outstanding accounts, over sixty (60) dayswill be refused Repair Services
until their account isin good standing.

5. Repair and or Technical Support Exclusions

Any equipment not manufactured by AltiGen Communications and/or provided by AltiGen,
or software owned and/or provided by athird party, which is integrated with AltiGen
Communication’ s products/ system, in apackage for an end-user, is excluded from AltiGen’'s
Support Services.

6. Hardware Limitations

Products, which are not manufactured by AltiGen, may not be returned to AltiGen, and should
be returned directly to the original manufacturer for repair. AltiGen will not be responsible or
guarantee the safekeeping of any third party equipment deliveries. Altigen will not coordinate
the repairs or the forwarding of any such equipment to other vendors.
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Product Repair Services & Technica Support

RMA Form

One article per RMA Issued initiating any repair level service.

To initiate a repair order, contact AltiGen Communications's Technical Support
Department at (510) 252-9712 between 8:00 AM and 5:00 PM (PST) or e-mail
support@altigen.com.

The following information must be provided at the time of your request.

In/Out of Warranty Repair Request Form

FOR ALTIGEN USE ONLY
RMA # Tech Support Rep:

Adv. Replacement: YES[ | NOT[ ] | Proof of Purchase Required:

A.R.FeeRequired: YES[] NO[] YES[] NO[]

Under Warranty: YES[ ] NO[] | Depot Repair: YES[ ] NO[] 4w
8

o -

Date; 3 8_
o c

End User Name: 29
nxo

S o

Dealer Company Name: g 8
o =

Dealer Phone Number: AltiGen Case Number: R

Credit Card Number — VISA/MC:

Expiration: __/__Card Holder Name:

SHIP TO INFORMATION

Company Name:

Attn:

Address:

City/State/ZIP Code:

Phone Number:
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RMA Form

BILL TO INFORMATION

Company Name:

Attn:

Address:

City/State/ZIP Code:

Phone Number:

SHIPMENT METHOD: STANDARD[_| EXPRESS[ |
WARRANY STATUS: UNDER WARRANTY [_] WARRANTY EXPIRED [_]

PRODUCT INFORMATION:

Product Part Number:

Serial Number:

Chassis Model/Mfg:

AltiOffice BTOS #: Operating System:

Number of Boardsin System:

Complete Description of Problem:

(including steps taken to isol ate the problem to the particular product, MV 1P test results, affected port
number(s), etc. RMA will not be processed without this information.)
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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 reguirements from 64K bits/second to aslow as
24K bits/second.

AltiConsole - a persona computer-based Attendant console connected to the
AltiServ over the network that emulates a standard hardware-based Attendant
consol e 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.

AltiWar e - 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 electrical
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 be immediately connected to the number dialed. A
call 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.

o
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C

card - printed circuit assembly.

CCIS- Common Channel Interoffice Signaling. A method of carrying telephone
signaling information along a path different to the path used to carry voice.
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Central Office (CO) - aswitching system that connects linesto lines, linesto
trunks, and trunks to trunks. These systems are operated by local telephone
companies. Theterm sometimes refers to atelephone company building in which a
switching system is located and sometimes includes other equipment (such as
transmission system terminals).

Centrex (CTX) - abusiness telephone service offered by aloca telephone
company from alocal centra office. Centrex isasingle line telephone service,
delivered to individual desks or telephones with added features such as intercom,
call forwarding, call transfer, toll restriction, out call routing, and hold on singleline
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 equipment between
two given points. Includes both transmitting and receiving capabilities.

client - a process whose threads call services provided by either alocal or remote
server process. In Windows NT, communication between aclient and server occurs
through the local procedure call (LPC) or remote procedure call (RPC) facilities.

CO - Central 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 that represent unique customer
specifications relating to system and station features.

console phone - emulates a standard Attendant Console 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.

D

database - acollection of related data that can be immediately accessed and
operated upon by a data processing system for a specific purpose.
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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 dataonto two hard drives, each using its
own hard drive controller. If any component (hard drive controller card, cable, boot
hard drive) on thefirst 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
drivefails, then the data can be retrieved from the second hard drive.

DNIS (Dialed Number Identification Service) - is atelephone service that
identifies for the receiver of acall the number that the caller dialed. It'sacommon
feature of 800 and 900 lines. If you have multiple 800 or 900 numbers to the same
destination, DNIStellswhich number was called. DNISworks by passing the touch
tonedigits (DTMF or MF digits) to the destination where a special facility can read
and display them or make them available for call center programming.

Do Not Disturb (DND) - when thisfeature is selected, all incoming calls to the
user’s extension are denied. If the station has system forwarding instructions, the
callswill 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 options that display below a menu option.

DSP - Digital Signal Processor. A microprocessor with an architecture that is
particularly optimized to perform mathematical algorithms that manipulate digital
signals.

Dual Tone Multi Frequency - see DTMF.
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E

en-bloc dialing - dialing scheme that allows the terminal to include all the digits
required to complete acall.

environmental subsystem - A protected subsystem (server) that provides an
application programming interface (API) and environment - such as Win32,
MS-DOS, POSIX, or OS2 - on Windows NT.

escalation - to expand step-by-step from alimited or local issue to higher level.

AltiWare OE System Installation & Administration Manual ~ G-3



Ether net - acommunications protocol used in local area networks to connect
computers, terminals, printers, etc., typicaly located within the same building.
Ethernet operates over twisted wire and over coaxia cable at speeds up to 10
megabits per second. Ethernet isaphysical link and datalink protocol reflecting the
two lowest layers of the DNA/OSI model.

Exchange Server 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 isautomatically
deleted from the other server.

extension number - an arbitrary number of two to five digitsthat matchesastation
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.

fileserver - anintegral part of a multi-user computer network such asalocal area
network (LAN). It typically is a combination 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 allows the user to store
information, leave electronic mail messages for other users on the system and
access application software on the file server such as word processors or
spreadshests.

FLASH - asudden brief signal. 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 asthe 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 sealed mass storage unit used for storing large amounts of data.

har dwar 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.

Huntgroup - see Workgroups.

Hz - see definition for Hertz.

Impedance- occurswhen power or signal istransferred from onecircuit to another.
Thisis known as the resistance of electrical current to alternating current and itis
measured in OHMs.

IMAPA4 - Internet Message Access Protocol - Version 4.

interface - the interconnections between two separate systems or pieces of
equipment.

ISA - Industry Standard Architecture.
1SO - International Standards Organization.
ISP - Internet Service Provider.

J
jack - the mate for a plug. Used to connect two pieces of equipment together.
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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 thefirst six keysin thefirst row of alphabetic keys.
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L

L anguage Ser ver - allowsthe ability to record and play phrasesin different foreign
languages without requiring any software changes.

L ocal address- an address used in aperipheral node or station in 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 asigna
can circulate. When used on atelephone line, it tests the line, the circuit is closed
and reflects received signalsto the sender.

M

maintenance - any activity intended to retain afunctional unit in, or to restoreit to,
astate in which it can perform its required function. Maintenance includes keeping
afunctiona unit in a specified state by performing activities such astest,
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 email files. Microsoft email protocol software
format.

module - acompact assembly that isacomponent of alarger unit in electronics. A
detachabl e section, compartment or unit with a specific purpose or function.

mounting panel - the panel used to mount the connection panels to 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 - aset of workstations and servers that share a security account
manager database and can be administered as a 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 codesto 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 - also 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
usualy initiates adial 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
till resting in the base.

option - a selection from severa 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 is responsible for.
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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 - is associated with aphysical port and device. An extensionis
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 email by remote
client.

port - acommunication channel through which aclient process communicates with
aprotected subsystem.

POSI X - an acronym defined as “a portable operating system interface based on
UNIX,” refersto a collection of international standards for UNIX-style operating
system interfaces. 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 commercial 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 tel ephone 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 |eased to the user.

process - alogical division of labor in an operating system. In Windows NT, it
comprises avirtual address space, an executable program, one or more threads of
execution, some portion of the user’s resource quotas, and the systems resources
that the operating system has all ocated 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 |SA standard computer telephony board of AltiGen's AltiServ
product line. It is an al-in-one platform designed with open software standards to
facilitate use of enhanced applications.

queue - acollection of calls waiting to be served. Queued callsin 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 contents of RAM memory arelost 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, the directory that is created when the

user formats a diskette that may contain subdirectories. Synonymous with system
directory.

©
o
2
n
Q
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S

save - to retain data by placing it in memory or by copying it from one storage
device to another.

SDMF - Single Data M essage Format.

server - aprocess with one or more threads that accepts requests from client
processes. It implements a set of services that it makes available to clients running
either on the same computer or possibly on various computersin a distributed
network.

slot - anumbered division of acomputer in which aprinted circuit card islocated.
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SMTP - Simple Mail Transfer Protocol. Protocol for sending Internet email.

station - any location wired to accept a telephone, sometimes referred to as an
extension. Also another name for aplace 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 numbers that have been “condensed” into atwo- or
three-digit code on the telephone dia pad.

T

TAPI - Telephone Application Programming Interface. A call-processing software
that allows devel opers to implement telephony applications that 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 electromagnetic system.

Tip and Ring - the traditional telephony indication of plus and minusin electrica
circuits. (See Ground start and Loop start.)

toll call - acall to a point outside of the local 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, the AltiGen Voice
Mail System, or operator.

trunk - one of the cables that contain humerous shared telephone circuits used to
interconnect telephone switching centers.

trunk access code - the prefix digit (i.e. 9) dialed to access atrunk lineand dia an
external phone number.

trunk group - trunks of a common type, given an identity to distinguish between
different types of connecting facilities.
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UCA - Universa Communication Architecture.

UPS - Uninterrupted Power Supply. A backup battery module attached to a
computer that allows memory contents to remain intact long enough for the
operating system to perform an orderly system shutdown if a power outage occurs.

USB - Universal Serial Bus.

user (s) - the person or persons accessing the features and functions of the AltiWare
product.

Vv

virtual extension - an extension not associated with a physical port that allows for
guest access to the AltiGen Voice Mail System features and telephone sharing
environments. Users of avirtual extension have to log in before accessing the
system features assigned to it.

\W

WATS - Wide Area Telephone Service. A leased service for direct long distance
diding.
Wink - asingle supervisory pulse.

Windows NT (New Technology) - the high-end Windows operating systemin a
family of Windows operating systems.

wor kgroup - telephones arranged in groups within a particular organizational
function (for example, marketing, sales, service, etc.). Each workgroup is assigned
apilot number. When the pilot number is dialed, the system scans the list of
extensions comprising the workgroup and connectsthecall to thefirst availableidle
extension number. If no extensions are available, the call is placed in that
workgroup’s queue.

workgroup 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.

©
o
2
n
Q
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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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timestamp 8-32
answer options  8-43
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huntgroup call handling 8-45
workgroup cal handling 8-46
applet subdirectory 18-3
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Apply to, and trunks  7-3
Apply To, multiple extensions 8-3,
8-21
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areacodes 1-23, 5-26
system home 5-3
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audio peripheral  11-1
auto attendant
actions 10-8
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configuration 10-1-10-13
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direct station transfer  1-17
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system callback 1-13
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Substitution)  6-37
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backup 3-2
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systemdata 12-1
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WAN 6-8
Basic CallRouter 1-28, 20-1
Bell 6-38
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(B828) 6-37
blocking all outgoing calls 5-14
blocking calls 5-13
board
Boardswindow 6-25
options 2-9
Quantum  6-2
Triton Analog Extension 6-4
Triton Resource 6-2
Triton TU/PRI  6-29
Triton VolP  6-7
board configuration 6-1
boards
Triton 1-6
Boards view window 4-5
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24-hour business hour setup  5-9
busy call handling 8-39, 8-43
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call forwarding 1-9
fromvoicemail 1-18
call handling 8-39, 8-43
incoming 8-39
Call Log view window 4-9
cal log window 4-9
cal park 1-9, 1-12, 1-26
system 1-12
call parking 5-4
call pickup 1-10
workgroup 1-15
call recording options  8-10
cal reports  5-17
call reports, external  5-20
call restrictions 5-12, 8-36
call restrictions, extension  8-37
call route request data  20-7, 20-17
call route response data  20-7, 20-17
Call Router
testing 20-27
Call Router Advanced 20-9
cal routing 1-15, 7-20
cal view 1-20
call waiting 1-12, 1-26
distinctive 1-10, 8-32
multiple 1-11, 8-43
callback number 8-32
caler ID 1-9
collecting 7-17
signal format 8-17
T1 1-28
caler ID receive, ontrunk  7-7
CallRouter
Advanced 19-1, 20-1
Basic 1-28, 19-1, 20-1
calls, blocking all outgoing 5-14
cadID 4-6
CDR 1-22,5-17, A-1-A-17
session  A-17
CDR Search  1-16
central office G-2
Centrex G-2
Centrex transfer  7-5
change hardware  3-46
change password  4-11
changing hardware 3-45
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changing password  4-11
channe  4-7
channel serviceunit 6-31, 6-32
child windows 4-5, 4-10
circuit G-2
client setup 14-9
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CO switch 6-44
code

access 7-3

area 7-3
codec

G.711 1-24

G.7231 1-24
collecting caller ID and DID
digits 1-23, 7-17
COM Server 3-18

conference
bridge option 5-4
conferencecal 1-9, G-2
limits 2-18
configurable caller name/DNIS
display 1-9
configurable emergency
number 1-22

configuration 8-36
apply to feature 1-21
audio peripheral 11-1
firewal 6-9
IPextension 8-11
music on hold & recorded
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network 6-28
overhead paging 11-3
Quantum board  6-2
system
business hours 5-8
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numbering plan  5-4
work days 59
system speed dialing 5-11
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Board 6-4
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Triton VolP Board 6-7
configure

firewall 6-9

network for VolP 6-8

WAN router 6-9
configuring

Alti-IP600 17-1
confirm callback number 8-32
connection difficulty 6-28
contact.htm 18-4, 18-10, 18-14
contactaltigen.htm 18-4, 18-6, 18-9
cooling fan

installation 2-13
Country 5-3
creating

NT Emergency Repair Disk  3-44
CSU 6-31, 6-32
CSU installation 6-44
CSU/DSU Requirements  6-31, 6-32
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current traffic statistics

refreshinterval 4-10
customerid.htm 18-4, 18-12
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D channel  6-41
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18-14
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backup 3-46
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default
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default routes 9-4
desktop 4-2
developer support  1-8
devicedriver 6-28
Diagnostic menu  4-3
dial last caller 1-9
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dialing delay

T1lsignading 7-16
dialing pattern routing  9-6

dialing scheme

trunk  7-5
DialPad, displaying 18-9, 18-14
DID 7-7

collecting 7-17

T1 1-23
DID number

extension 8-7
Digit Manipulation 9-3
DINA Manager 1-27, 19-9
directory

dia by name 1-17

name directory 1-17
directory structure 18-3
directory, verifying location 18-3
directory.htm 18-4
distinctive call waiting 1-10, 8-32
distinctiveringing 1-10, 5-3
distribution list  5-36
DNIS

incal routing 5-31
Do Not Disturb  8-44, G-3
docs subdirectory  18-3
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domain name 14-5
downgrade AltiWare 3-47
DSU 6-31, 6-32
DTMF

remote carriage  1-24

E

E&M 6-30
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echo suppression 1-24
email 5-25, 14-9
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forwarding 1-21
integration with Exchange
server 5-26
Internet  14-4
name 8-10
setup 14-4
email messaging options  5-25
email services 5-25
emergency numbers 5-14
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Emergency Repair Disk for Windows
NT 344
enable
multiple call waiting 8-43
One Number Access 8-45
enable distinctivering 5-3
enable intercom 8-8
enable live call handling 1-11, 8-43
enbloc diding 5-31, 7-5
en-bloc trunks
reducing dialing delay for 9-8
error messages  18-7, 18-11, 18-20
ESF (Extended Superframe
Format) 6-37
Exchange
email synchronization 5-26
integration 1-20
Exchange Server  14-10-14-28
Exchange Server, synchronizing an
extension 8-32
Exchange synchronization 5-26
Extended Superframe Format
(ESF) 6-37
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calling options 8-36
configuration
apply to multiple
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definition G-4
DID number 8-7
email name 8-10
general settings  8-3
incoming call handling 8-39
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length 5-5
message notification 8-34
monitor list 8-51
One Number Access 8-48
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speed dia  8-28
types defined 8-1
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definition G-11
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extension configuration 8-1
Extension Configurationicon 4-4
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F

failover routing 1-17, 10-10
faststart enable  7-14
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enabling/disabling 11-5
features
AltiServ  1-24, 1-26
file
server G-4
files
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firewal 6-28
configuration 6-9
first digit 5-4
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formdata 18-5
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formats
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forwarding
mail 1-21
FSK 7-10, 8-16
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functional specification 2-4
FXS G-4
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G.711 1-24,7-14
G.711 channel  6-9
G.723.1 1-24,6-8, 6-9, 7-14
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greeting prompts  11-3
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grounding 2-3
GTE 6-37

H

H.323 1-24, 6-10
configuration 7-14
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mode 1-10
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installation 2-1
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install
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installation
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Internet  14-4
domain name 14-5
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screen  4-9 M
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mixed-mediamessaging 14-3
helper applications 14-3
MIME 14-3
Monitor Available 8-52
monitor list 1-22, 8-51
mounting panel  G-6
moving system 3-46
multilink  6-9
multiple call waiting 1-11, 8-43
multiple data message format
(MDMF) 7-9, 8-17
multiple workgroup
membership 1-14
musiconhold 1-11
configuration 11-2
MVIP G-6
MVIP clock configuration 11-4
MVIP clock master, and T1
Clocking 6-38
MVIP Test Tool 1-27, 19-4
MWI enable, message waiting indica-
tor enable 7-14

N

NAT 6-10
navigating AltiAdmin  4-1, 4-11
NetMeeting.ntm 18-4
network
address 14-2
clientsetup 14-9
configuration 6-28
definition 14-1, G-6
domain name 14-5
email 14-4
Internet
service provider 14-4
local address 14-3
mixed-mediamessaging 14-3

helper applications 14-3
multiple AltiServ systems  1-24
protocol 14-1

IMAP4  14-2

TCPIP 14-2,14-5

transport  14-1
quality of service 6-8
server sidesetup 14-4

Network Address Trandation
(NAT) 6-10
network configuration for VolP  6-8
networking
MIME 14-3
protocol
POP3 14-2
SMTP 14-2
new installations
AltiWare OE  3-10
no answer handling 8-44
nodeID A-2, A-9, A-11, A-13
North American Numbering
Plan G-7
notification
message 8-34

email 8-34

schedule 8-36
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ping 6-28
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POP3 5-25, 14-2, G-8
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port 4-6
port specifications 6-8
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supply 2-5
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with Voice 6-31
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Readers Comment Form

AltiWare OE Release 4.6
AltiServ System Installation and Administration Manual

Please use this form to provide comments about this publication, its
organization, or the subject matter. Suggestions for improvement or
enhancements to our documentation are always welcome.

Onascaleof 1to5, listhelowest scoreand 5isthehighest score. Please
complete the following questionnaire.

Rating Scale

uestion
Q 1-5

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 title:

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 usat: docs@altigen.com

R-ii AltiWare OE System Installation & Administration Manual



	Preface: About This Manual
	AltiServ Office Solutions
	AltiServ Platforms

	Overview
	Key AltiServ Characteristics
	PBX Features
	Automatic Call Distribution Features
	Automated Attendant Features
	AltiGen Voice Mail Features
	Internet Integration Features
	System Administration Features
	T1/PRI/E1 Features
	Voice over IP Features
	Voice over IP Session Support AltiServ Features
	AltiWare Tools
	Optional Add-On Software
	Optional Add-On Products


	System Requirements
	Hardware Requirements
	System Key Requirement
	Selecting the AltiServ Platform
	Minimum System Requirements
	Proper Grounding and Loop Current
	Uninterruptible Power Supply (UPS)
	Operating Environment
	AltiGen Telephony Boards
	Functional Specifications
	AltiGen Board Installation
	AltiGen Board Options/
	System Limitations
	Power Requirements
	Heat Factor
	Installing a Cooling Fan
	Proper Board Handling Procedures
	Electrostatic Discharge (ESD) Warning
	Operating Environment
	Packaging for Shipment and Storage
	AltiWare Conference Resource Limits


	Software Installation
	AltiWare as an NT Service
	Preparing to Install AltiWare OE
	Firewall Considerations


	Software License Activation and Registration
	Licensing
	Registration
	Dealer Installation ID
	Registration Methods

	Upgrades
	Lost Licenses

	New Installation
	Before New Installation
	To Begin New Installation

	Upgrading AltiWare OE
	Before Upgrade
	Backup Database
	IP Extension Protocol Change
	VoIP Board Upgrade
	Shutting Down the AltiGen Switching Service

	To Begin Upgrade

	License Activation and Registration Process
	Online License Registration Procedures
	Manual Online License Registration Procedure
	Offline Registration Procedures
	Windows Emergency Repair Disk
	Installing AltiAdmin on Remote Systems
	Running AltiWare Administrator
	Shutting Down AltiServ when Changing or Adding Hardware
	Transferring the AltiServ to Another Server Chassis
	AltiWare Uninstall
	Downgrade Procedure
	Software Installation Troubleshooting

	Getting Around AltiAdmin
	AltiAdmin: the AltiWare OE Administrator
	Logging in for the First Time

	The AltiWare Administrator Main Window
	The Main Menu
	Quick Access Toolbar

	The View Windows
	Boards View Window
	Extension View Window
	Trunk View Window
	Workgroup View Window
	Call Log View Window
	IP Trunk Current Traffic Statistics Window
	Status Bar

	Logging In
	Changing the Password
	Stopping the AltiGen Switching Service

	System Configuration
	Setting General Parameters
	Setting a System Number Plan
	Assigning Trunk, Feature, IP Trunk, & Route Access

	Setting Business Hours
	Routing Calls on Holidays
	Configuring System Speed Dialing
	Adding Names and Comments

	Defining System Call Restrictions
	Blocking Calls to Area Codes from All Extensions
	Setting Toll Call Prefixes
	Setting Emergency Numbers
	Locking Attacked Extensions
	Blocking All Outgoing Calls
	Enabling Hop Off for Tie Trunks

	Creating Account Codes
	Adding and Deleting Account Codes

	Setting up Call Reports
	Internal (Local) Logging of Call Data Data
	External (Remote) Logging of Call Data
	Exporting Through a Local Port

	Managing Messages
	Setting Message Notification Retries
	Setting Message Management Options
	Setting Message Recording Options
	Setting E-mail Messaging (SMTP/POP3) Options
	Synchronizing E-mail with Exchange

	Setting Area Code Toll Definitions
	Defining an IP Dialing Table
	About the Location ID Digit Length
	Defining the IP Dialing Table
	Setting the Location ID Digit Length
	Defining Remote Locations

	Configuring DNIS Routing
	Adding and Deleting DNIS Route Entries
	Defining the Routing

	Using a Tenant Table
	Configuring the Tenant Table
	Modifying the Tenant Table

	Creating Distribution Lists
	Defining a Distribution List

	Setting Logout Reason Codes

	Board Configuration
	Using the Triton Resource Board
	Configuring the Quantum Board
	Configuring the Triton Analog Extension Board
	Configuring the Triton Analog Trunk LS/GS and LS Boards
	Configuring the Triton VoIP Board
	Voice over IP for AltiWare OE
	Triton VoIP Board
	Network Configuration Guidelines for VoIP
	Network Configuration Guidelines for the Alti-IP 600
	Configuration Guidelines for NAT
	IP Phone Configuration
	H.323 NAT
	Firewall Considerations
	Setting up H.323 Traffic Forwarding for H.323 NAT
	Setting Up an AltiWare-to-AltiWare IP Network
	Board Installation
	Troubleshooting—Common Symptoms and Solutions

	Configuring the Triton T1/PRI Board
	Service Parameters for T1
	Service Parameters for PRI
	Board Configuration
	Triton T1 Configuration - Triton T1/PRI Dialog Box
	Setting up T1 or PRI Channels on the Triton T1/PRI Board
	Installing a Channel Service Unit (CSU) to the Triton T1 or T1/E1/PRI Board
	Troubleshooting—Common Symptoms


	Trunk Configuration
	Selecting Trunks to Set Attributes
	Setting General Trunk Attributes
	Quantum Trunk Properties
	Triton Analog Trunk Properties
	Triton Analog Trunk LS/GS Properties
	Triton VoIP Trunk Configuration
	Triton T1/PRI Trunk Properties

	Incoming Call Routing
	Outgoing Call Blocking

	Extension and Group Configuration
	Setting up Extensions
	Adding New Extensions
	Establishing Basic Extension Attributes
	Agent Check Box
	Forced Account Code
	Call Recording Options
	Setting Email Options
	Changing the Extension Location or Type
	Setting an IP Extension
	Setting the Line Properties
	Phone Display Options

	Setting up Groups
	Establishing Group Membership
	Adding Extensions to Groups
	Assigning Groups to Extensions
	Operation Notes

	Setting up Station Speed Dialing
	Setting the Mailbox Options
	Setting an Information-Only Mailbox
	Disabling a Mailbox
	Synchronizing with Exchange Server
	Setting Mailbox Playback Options
	Setting Mailbox Capacities

	Setting Message Notification Options
	Setting the Message Types for Notification
	Setting the Type of Notification
	Setting Notification Timing
	Setting Notification Business Hours
	Enabling Message Notification

	Configuring Calling Restrictions
	Setting Call Restriction Options
	Setting Other Call Restrictions

	Setting Answering Options
	Forwarding All Calls
	Handling Busy Calls
	Setting Call Waiting Options
	Enabling “Do Not Disturb”
	Handling Unanswered Calls
	Setting Huntgroup Handling
	Setting Workgroup Handling

	Configuring One Number Access
	Enabling One Number Access
	Setting Caller ID Verification
	Specifying Forwarding Numbers

	Setting Up Monitor Lists
	Configuring a Monitor List


	Out Call Routing Configuration
	Working with Route Definitions
	Setting Default Routes
	About Call Routing and 911 Calls

	Setting Dialing Pattern Routing

	Auto Attendant Configuration
	Planning is Essential
	Example: Auto Attendant Planning
	Adding Auto Attendants
	Editing Auto Attendants
	Configuring Menu Items
	Making Auto Attendant Assignments

	Phrase Management
	Using Pre-Recorded Prompts
	Recording Custom Phrases
	Using Professionally Recorded Phrases


	Additional Setup
	Audio Peripheral Configuration
	Configuring Music On Hold and Recorded Announcements
	Setting Greeting and Update Prompts
	Configuring Overhead Paging

	MVIP Clock Configuration
	Feature Tips

	System Data Management
	Using Backup and Restore
	Backing up Files
	Scheduling Backups
	Restoring Backed up Files

	System Report Management
	System Summary Report
	System Log
	IP Cumulative Traffic Statistics

	Data and Internet Integration
	Network Protocol and Addressing
	Network
	Protocol
	Transport Protocols
	Network Address
	Local Address
	Mixed-Media Messaging

	Setting Up Email Service
	Before You Begin
	Setting Up LAN and Internet Email on the Server
	Setting Up LAN and Internet Email on the Client

	Setting up an Exchange Server
	Exchange Server Windows NT 4.0 Integration
	Prerequisites
	Exchange Server Prerequisites
	Exchange Server Configuration
	Microsoft Exchange Administrator Configuration
	Installing Outlook 2000 Client on the AltiServ System
	Enabling the Exchange Server
	Testing the Exchange Server Setup
	Troubleshooting Tips
	Notes
	Prerequisites
	Exchange Server Prerequisites
	Microsoft Exchange Administrator Configuration
	Installing Outlook 2000 Client on the AltiServ System
	Enabling the Exchange Server
	Testing the Exchange Server Setup
	Troubleshooting Tips
	Notes

	Exchange on Windows 2000
	About AltiReach Configuration

	Using TAPI
	System Requirements
	Installing TAPI Services
	Changing TAPI Configuration Parameters

	Setting Up IP Extensions
	AltiGen IP Phone Service
	Intercom with IP Phones
	System Requirements
	Configuration
	AltiAdmin
	Clients


	Alti-IP 600 Phone Configuration
	AltiWeb
	System Requirements
	AltiWeb Components
	Installing AltiWeb
	AltiWeb Directory Structure
	Applet Subdirectory Files
	Collecting Form Data, IVR Data, and URL History
	Tagging Pages for URL History
	Scenario 1—Caller Data from Web Page
	Customizing Contactaltigen.htm
	Scenario 2—Caller Data from Auto Attendant
	Customizing Contact.htm
	Configuring Auto Attendant for Scenario 2
	Configuring Auto Attendant

	Troubleshooting
	Uninstalling AltiWeb
	AltiWeb Security
	Symantec Norton AntiVirus Corporate Edition 7.5
	Enable Real-Time scan
	Schedule Daily Full Scan on all drives


	Tools
	Configuration Reader
	Extension Checker
	MVIP Test Tool
	AltiDBReader
	DINA Manager

	Basic Call Router & Call Router Advanced
	Basic Call Router
	Call Router Advanced
	Additional Call Router Advanced Features

	Testing Call Router
	Testing SQL Server Database


	Call Accounting Report Formats
	RTM Data Schema��
	SMDR Reporting Format
	Trunk Calls In Format:
	Extension Calls Out Format:
	From Extension A
	From Trunk B


	E1 R2 CAS Installation
	Product Repair Services & Technical Support
	Technical Support
	Repair and Replacement
	RMA Form

	Glossary
	Index
	A
	B
	C
	D
	E
	F
	G
	H
	I
	J
	K
	L
	M
	N
	O
	P
	Q
	R
	S
	T
	U
	V
	W
	Z

	Readers Comment Form

