Cisco Unified CallConnector
for Microsoft Office
Installation and User’s Guide

Corporate Headquarters
Cisco Systems, Inc.

170 West Tasman Drive
San Jose, CA 95134-1706
USA
http://www.cisco.com

Tel: 408 526-4000

800 553-NETS (6387)
Fax: 408 526-4100



THE SPECIFICATIONS AND INFORMATION REGARDING THE PRODUCTS IN THIS MANUAL ARE
SUBJECT TO CHANGE WITHOUT NOTICE. ALL STATEMENTS, INFORMATION, AND
RECOMMENDATIONS IN THIS MANUAL ARE BELIEVED TO BE ACCURATE BUT ARE PRESENTED
WITHOUT WARRANTY OF ANY KIND, EXPRESS OR IMPLIED. USERS MUST TAKE FULL
RESPONSIBILITY FOR THEIR APPLICATION OF ANY PRODUCTS. THE SOFTWARE LICENSE AND
LIMITED WARRANTY FOR THE ACCOMPANYING PRODUCT ARE SET FORTH IN THE INFORMATION
PACKET THAT SHIPPED WITH THE PRODUCT AND ARE INCORPORATED HEREIN BY THIS
REFERENCE. IF YOU ARE UNABLE TO LOCATE THE SOFTWARE LICENSE OR LIMITED WARRANTY,
CONTACT YOUR CISCO REPRESENTATIVE FOR A COPY.

The Cisco implementation of TCP header compression is an adaptation of a program developed by the
University of California, Berkeley (UCB) as part of UCB’s public domain version of the UNIX operating system.
All rights reserved. Copyright © 1981, Regents of the University of California.

NOTWITHSTANDING ANY OTHER WARRANTY HEREIN, ALL DOCUMENT FILES AND SOFTWARE OF
THESE SUPPLIERS ARE PROVIDED “AS IS” WITH ALL FAULTS. CISCO AND THE ABOVE-NAMED
SUPPLIERS DISCLAIM ALL WARRANTIES, EXPRESSED OR IMPLIED, INCLUDING, WITHOUT
LIMITATION, THOSE OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE AND
NONINFRINGEMENT OR ARISING FROM A COURSE OF DEALING, USAGE, OR TRADE PRACTICE. IN
NO EVENT SHALL CISCO OR ITS SUPPLIERS BE LIABLE FOR ANY INDIRECT, SPECIAL,
CONSEQUENTIAL, OR INCIDENTAL DAMAGES, INCLUDING, WITHOUT LIMITATION, LOST PROFITS OR
LOSS OR DAMAGE TO DATA ARISING OUT OF THE USE OR INABILITY TO USE THIS MANUAL, EVEN IF
CISCO OR ITS SUPPLIERS HAVE BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

CCSP, the Cisco Square Bridge logo, Follow Me Browsing, and StackWise are trademarks of Cisco Systems,
Inc.; Changing the Way We Work, Live, Play, and Learn, and iQuick Study are service marks of Cisco Systems,
Inc.; and Access Registrar, Aironet, ASIST, BPX, Catalyst, CCDA, CCDP, CCIE, CCIP, CCNA, CCNP, Cisco,
the Cisco Certified Internetwork Expert logo, Cisco 10S, Cisco Press, Cisco Systems, Cisco Systems Capital,
the Cisco Systems logo, Cisco Unity, Empowering the Internet Generation, Enterprise/Solver, EtherChannel,
EtherFast, EtherSwitch, Fast Step, FormShare, GigaDrive, GigaStack, HomeLink, Internet Quotient, 10S, IP/TV,
iQ Expertise, the iQ logo, iQ Net Readiness Scorecard, LightStream, Linksys, MeetingPlace, MGX, the
Networkers logo, Networking Academy, Network Registrar, Packet, PIX, Post-Routing, Pre-Routing,
ProConnect, RateMUX, ScriptShare, SlideCast, SMARTnet, StrataView Plus, SwitchProbe, TeleRouter, The
Fastest Way to Increase Your Internet Quotient, TransPath, and VCO are registered trademarks of Cisco
Systems, Inc. and/or its affiliates in the United States and certain other countries.

Microsoft, Internet Explorer and Outlook are registered trademarks of Microsoft Corporation. All other
trademarks mentioned in this document or Website are the property of their respective owners. The use of the
word partner does not imply a partnership relationship between Cisco and any other company. (0501R)

Cisco Unified CallConnector for Microsoft Office — Installation and User’'s Guide
Copyright © 2000-2007, Cisco Systems, Inc.
All rights reserved.

Il Cisco Unifed CallConnecotor



Cisco Unified CallConnector
for Microsoft Office

TABLE OF CONTENTS

PREFACE ...

PURPOSE ...ttt ittt sttt ettt ettt et e et e et e e at e e st e s ae e e te e e tae e s be et e esbe e b e e enbeea st e e Rt e e eaeeenae e eReeeRbeeteennaeanteenreean
AUDIENCE .
(@127 NN - 1 (o] N TSR RP

RELATED DOCUMENTS .. .eiitttiteeitte ettt e stteesteesatesaeesteessteestaesbeetaessbeeabeeeabeeaaeeasseesseesaseesbeesabeesbeessbenteensrens
REQUIRED TELEPHONE SYSTEMS .
SUPPORTED WINDOWS PLATFORMS ....euvtiuiestesttestestesseesesseessessesseessesseassessesssesssssesssessessssssessessssssessssssesses 1-5
(701N V= 1T N OSSO
Conventions Used.. .
TERMINOLOGY .uttieuttietieesteestteateesateesteesssesssaesteaasbaessseasseasseeaseeaseeesseesseesnsaesaaeasta e beeasbeanbeaasaeanbeennsannneanns
USING TNE MOUSE ...ttt bbb bt b e s b et e et e b e b et et e besee b e enenbe s
OBTAINING DOCUMENTS ..
CHSCO.COM .e.itiiuiiiteett ettt et e ettt et e et ete e s besbe e st e beebe e beebeesseebeebeesbesbeessenbesbe e st e beessenbeebeeseesbeeneensesbeensensesnean 1-9
DOCUMENTALION DVD .....ocviiiieiciiciete ettt e b et se et st e e e b beebe st e st eseebesa et enenbe s 1-9
Ordering Documentation .... .1-10
DOCUMENTATION FEEDBACK .....vviiuitiiteeiieittesteessteesteestteesteessaeeseesssessseessesassaesneesnsaesssesssesssnsssseensensseeen 1-10
CISCO PRODUCT SECURITY OVERVIEW.....ccttiitieitieetitesieeateesteesssaessaesseessaesssesssaesssesssessssssseesssssssessenans 1-11
REPORTING SECURITY PROBLEMS IN CISCO PRODUCTS ....ccuviiitiiiiieeiie e eiee e esieesee s saeesnaessnessneesnseennns 1-11
OBTAINING TECHNICAL ASSISTANCE .....utteitvtesteeitteesteesteeaseesseesssessseesseesseesssesssessssssssessssessseessssassesssenans 1-12
CISCO TECHNICAL SUPPORT WEBSITE ....vviitiiitieitreetieesteesreesteesiseessaesseeesseesssesstaessssessessssessesssssssessseenns 1-12
SUBMITTING A SERVICE REQUEST ..eiutviitiieititeieeitee ettt esteeste e steesaesasaesaaessteesssessbaestsaesbessseesnseessessseesseesns 1-13
DEFINITION OF SERVICE REQUEST SEVERITY 1..tvetiitietiesiesteasiestesseessessasssessesssessessesssessessssssessessesssessessens 1-13
OBTAINING ADDITIONAL PUBLICATIONS INFORMATION ...cvviiiiiieriesiestiesiesseeseestesseessessasseessesseessessesseeses 1-14
UNIFIED CALLCONNECTOR OVERVIEW........oo ittt 1-15
Unified CallCONNECIOr OVEIVIEW .........cviviiiieiectieteee et ste et ettt sttt st s besestesbesaensenesteseas 1-16
Unified CallCoNNECIOr MOGEIS..........cviiiiiiiietcecteee ettt sttt eaenaan 1-16
CallConnector TOOIDAI OVEIVIEW ..........ccuiiieiieiie et te ettt be e e e s beebeesresraeneeas 1-23
MANAGING CONEACES ......cvivetiiieie et bbbttt nes 1-25
VIBWING Call LOG ..ot 1-26
Call POPUP WINUOW.......ccuiiiiiiiiiteiinieie ettt 1-27
MONItOFING PrESENCE SLALUS .....cveveveriieieiiiieie ettt st nen 1-28
OULIOOK IMENU EXEENSIONS......c.ecviitiiierieiiete sttt sttt sa s e se st et seeae st e s essebesbe s e b ebaeaesbesnesesbensans 1-30
L= 4T N 1] 1 SRS 1-30
INSTALLING AND CONFIGURATION. ... ..ottt ettt ae et e st e et ta e sae s 3-1
Unified CallConnector Installation OVEIVIEW.............cccveiiiiiieiceiececeee et 3-2
PRE-REQUISITES FOR INSTALLATION
Provisioning Configuration Data File: ..o 3-5
WiINAOWS ACCESS RIGNTS: ...ttt bbbttt 3-5
MINIMUM SYSTEM REQUIREMENTS ... .. 35
HAIGWATE ...ttt et st se e be b s e st e b e et e s e b ebeebe et e ssebeebesa et eneabe s
SYSEEM SOFEWAIE. ...ttt ettt bbbttt s sttt et et et st b e e ebenennns
Application Software .
TEIEPNONY SEIVICE. ....ecuiieteiisieteireie ettt st s ettt ese et e e s n e et esenenaene e nneneens

Cisco Unified CallConnector Il



LAN ACCESS ... uveteetreitesteestetesseestesteeseesteaseesesseeseessesseassesseeaeestesseaneeseeateasaessesseeneesseansenseanseneenteeneeneenrean 3-6

DOWNLOAD SITE ..oovviieieeireiens ..3-6
YOUR INSTALLATION PACKAGE........c.ccoc..... ..3-6
INSTALLING THE UNIFIED CALLCONNECTOR....... .37
Step 1: Download the Installation Program.......... 37
Step 2: Run the Unified CallConnector Installation. 37
Program Files LOCAtioN: .........cccoevnerneiinnersecseeenes .3-11
CONFIGURING THE CME TELEPHONE SERVICE PROVIDER.......ccueieiteatiesiestreeestesseessessasseessesseessessesneeses 3-13
L ToT0 [0 @ ] 1T U oSSR 3-14

User Preferences
Account Information

Connections to CiSCO UNIfIEA CME ........c.ccoiiiiiicie et st 3-16

Call Appearance/Feature Buttons
REGISTERING THE UNIFIED CALLCONNECTOR ... .ecitiiiiteeitieiiteestrestteesteeesreeseessseessessanessseessnesnsessnsesnseesens 3-18
INTERNET EXPLORER AND OUTLOOK SETTINGS....veititeuiiuiitisierteristesiesssssssessessssassessessessssessessessssessessases 3-21

Internet Explorer
PERFORMING AN UPGRADE .........0cvtititeieteitestesteteesessessessatassesbessasaesessessesassassessessesesbessessessssessessessssessansans 3-22
REMOVING UNIFIED CALLCONNECTOR ..uveuvitiiteetesteseestesseeseesteessessesseessessesseessessssssessssssssssssesssessesesnees 3-22

GETTING STARTED ...ttt ettt ettt ettt e et et st be et et et ebsebe st et essebestesereatens 4-1
STARTING AND EXITING UNIFIED CALLCONNECTOR ...c.veivveuveiesiesiesteeseestesssessessesssessessessesssssssssessssssesnens 4-2

To Start Unified CallConnector: ...........ccccoeevenen. .

Starting from STAMT MENUE ..ottt 4-2

Starting from the DESKLOP 1CON: .......oviuiiiieiieti e 4-2

Starting up with Windows: ............

To Exit Unified CallCONNECION: .......coouiiiiieiiee ettt sttt s besaerearens 4-4
CALLCONNECTOR OPTIONS ....uteuteittettestestesteaseeseessesssessesseessessesssessessssssessesssessssssessessesssessesssessessenssessessees 4-6
LOGGING IN AND OUT .

To Login to the Unified CallCONNECION SEIVET ..........ccoiiiiiiiiesieie et 4-7

To Logout of the Unified CallCONNECIOr SEIVET ..........cc.oiiiiiiiiee et 4-7

Viewing Lines, Contacts, and Logs

VIBWING LINES: 1ttt ettt e ettt ettt et n et naene e 4-8

Viewing the Contacts WINGOW: ......cccoveuiiieiiieesisieesie ettt seeaene e 4-8

View Call Logs: ...ooevrverevrenenne.

IMIANAGING ADD=0ONS ....vtetteeueteeeeieeesteesseessseessseasseesseeasseessssasssessssasseessessnseessesansesssesssseessesasseessesaseensens
Internet Explorer Toolbar and SIAEDAN ...........ccovvieireiirc e snene 4-11
Outlook Toolbar and Sidebar

L] = i T o = USSR

CALLCONNECTOR POPUP.....ccot ittt sttt ettt et s be et beens et e sbaentesreanean 1-2
POPUP APPLICATION ....ccveeriecirienieenns .. 1-3
CALLCONNECTOR POPUP WINDOW ... .. 1-3

Managing the Popup Window....... . 1-4
POPUP MENU......coviieviieiiiesie e .. 1-5
MANAGING CALLS FROM PoPUP WINDOW... . 1-7

View Configured Lines.......c.cccovernnen. . 1-7

Popup WINAOW ACLION IMENU ...ttt ettt sttt bbbt b et e b seenean 1-12

CallCONNECON OPLIONS. ... .eueiuieiiite ittt ettt e e bbbt bbb e b e e e st eb e s be e et ebesbesb et besbeneanes 1-13
SETTING CALLCONNECTOR OPTIONS.....utiiitiieteeitieetieesteesreesteesiseessaessseesseesssessteessssessessssesssesssssssesseesns 1-14

(0] o] LTSRS 1-14

(0] 01 = Tox SRS 1-15

IS T=T 7] O SS 1-16

DHAl PIAN: ...ttt ettt e et b a et e et et st e et st reebeebenrereas 1-18

LT VL] 14T 1-19
[Tl [N el 1NN 0 LU 3 OSSP 1-20

To Login to the Unified CallCONNECIOr SEIVICES..........ciiiiiieiirieiie et 1-20

IV Cisco Unifed CallConnecotor



To Logout of the Unified CallCONNECIOr SEIVICES..........cciriieeirieeeieeieisiee s ssenesessenens 1-21

SBIVICES. ..ttt b bbbttt 1-22
AADOUL ..t bbbt b bbb 1-22

B XL ettt 1-23
QUICKSEARCH ...ttt bbb bbbttt ettt 1-1
QUICKSEARCH OVERVIEW ......uiiuiiitiettinte ettt ettt e stesseesbaasessseabesheansesbeamseaaeaseenbeabeenbesbeaneenseebeenseaneannan 1-2
Types of Searches............ v 1-2

QuickSearch Options
Opening the QuickSearch Window
Locating Contacts..........ccocervreervreernnns .14
STARTING COMMUNICATION SESSIONS.....ccutiattaueerterueeeestesssessessessesseassessesssasssssesssessesssessessessesssesssessessns 1-6

QUICKDIAL ..o bbb bbb s 1-2

QUICKDIAL OVERVIEW.....ctiiuiiiisieatteste sttt aieastestesae st sbeessaasessseabeshe e e e abeaaseaae e s s enbeebeenbesbeaneensenbeanseaaeannan
] = =Tom N D Y SRR

To Select-n-Dial: .........cceeveeeee
HIGHLIGHTER FOR WEB-DIALING ..
DIAL FROM QUICKSEARCH .....
DIAL FROM QUICKSEARCH ..
OUTLOOK MENUS .....cevvvrieerrennne

REPORTING PROBLEMS .....ccceeevvennrns
Changing Your Presence Status.....
TOOLBAR QUICKSEARCH............
How to Use the QuickSearch..
TOOLBAR ACTION MENU .....cccvvvieiieiinnns
CONTROLLING CALLS FROM TOOLBAR ....ccctvittitiestesteeeestesteessesseesaessesssessesssessessessssssessesseessessesssessesneeses 1-23
Dial/Redial/SPEEU DIAL: ......cvieeiiiieieeieete et ettt bbb b e nnerean 1-23
Answer a Call
ENA @ Call. .ottt st b e et be et e s beebe e aesaeenbeeteeae e beebeenee e
HOIA @ Call ...t s b ettt b et et e b e seebesbesnerean
Retrieve a Held Call.
Forward a Call.........
Transfer a Call .....
Conference a Call.
Parking a Call ..........
TOPICK UP @ Call....eciiiiic bbbttt
GFOUP PICK UP: ittt bbbttt 1-29
VIEWING LINE STATUS ........... 1-29
TELEPHONE FEATURES MENU:
Opening Contact Windows
L LT a1 F T a1 T =101 1) o SRR 1-31

ACCESSING SHORTCUTS ..ot s 1-1

SHORTCUTS WINDOW OVERVIEW .....vviiiiiiesiiateestestesseessessaessesseseessesseassessesssesssssssssessesssssesssesssssessssnsesnens 1-2
VIEWING SHORTCUTS
MANAGING SPEED DIAL NUMBERS ... .cciiiiitieitie it e itee sttt esteeseeesteesteeseesaseasseessaesbeessaessseesteessbeeseessseenns 1-3
SPEED DIAL TELEPHONY ACTIONS ...vviittieteeeteeitteetreestesaseesseessessssesssessseesssesssaesssssssesssssssesssessssssseesnes 1-6
SPEED DIAL SEARCH ...ett ittt ettt sttt te ettt sse st e es e s be e aesbeeae e e e s beeseesae e st e s beaseesaesbeaneensenteensenneanen 1-9

DIRECTORY CONTACTS ..ottt s 1-1

Cisco Unified CallConnector V



CONTACTS OVERVIEW .....vveiteiieeeesteeseestestesteaseesaestasssessesseessesseassessessssssessesssessssssessessesssessesnsessessenssnssennens 1-2
VIEWING YOUR CONTACTS..

Contacts Window.................... 1-3
Adjusting the Contacts View... 1-4
Sorting Contact Lists.............. .1-5
Directory Detail View .. . 1-6
CONTACTS MENU.......oeunee. .. 1-6
Contact TelEePhONY ACLIONS. .......ccirieiiiieeeree et ese et e e ne e renenees 1-8
SENAING IMESSAQE ...vveeetereieieeeee e ie e s te e se et tereseese e e te e eese e s s et ene et eneseesesesense e s aserenenseneeesenenen 1-13
MANAGING CONTACT INFORMATION ..ottt bbb s 1-15
VIEW CALL LOGS ...ttt bttt
CALL LOGS OVERVIEW ....cutiiieiieitesteeste sttt ettt e eeshease st s seassesheaseeabeaseeeesbeabseabe s b e enbesseaneeabesneanne e
VIBWING CAII LOGS ...ttt sttt bt b ettt b e bbb b et e e bt st et et et e ebenbene e
SOFTING CAI LOUS vttt b e b e b st e b s b e s e e st be b et e bt besbeneanes
Searching Call Logs.
REFTESN CAIl LOGS ...ttt sttt et
CALL HANDLING ......vtttite sttt bbbt
Dial: ............
LIS (OO SO OO PTTOUSO PPN
(0T 01 =T =T 0o S 2-27
CALL LOG MANAGEMENT ....tctteutesteeteestesteessesseassessesseeseesteaseeasesssassesbeassesbeaseeasesbeasseasesbsenbesbeaseenbesseennenes 2-27
MONITORING STATUS ..ottt ERROR! BOOKMARK NOT DEFINED.
CALLCONNECTOR PRESENCE OVERVIEW......ccutittiteitieniestesteeeesiesstestesseessesseesesstestessessessssssessesssessessesse 2-31
VIEWING PRESENCE STATUS ...ttiuttittittetesieestestteseestesteessessesstessesseessesseessesaesssansessesssessesssessessesssessesssensens 2-32
Opening the StAtUS WINGOW..........ccuriiiiieirieiesiee ettt ee 2-33
NAVIGALION TCONS..... vttt ettt ettt e et e st ennen 2-34

STALUS TCONS ..ttt bbbt e s bt bt bbb bt bt e sttt bttt b nes 2-35
VIBWING @ GIOUP ..ttt ettt sttt bbb s b st e ket e e bt e ke eb e sb et e e be b e b e s b e bt st e st e e abeebenbeneann 2-35
VIBWING @ USEIS SLALUS ....vivveiitiite ettt ettt st b e st b et ebe e e st b nbeneane 2-36
Viewing a User’s Telephone STAtUS .........oioiiiiiiiiei et 2-37
CHANGING PRESENCE STATUS .....uititiiititiiteietiste sttt eb bttt sttt sb stk eb bbbt bbb 2-38
CALL CONTROL FROM STATUS.....cetetiiutititestetiatessee ettt sbess et sttt sbt s bt es bbbt 2-40
MESSAGING ACTIONS. .....vevieeteiieiec ettt sttt ettt s et b ettt e sttt se et en e et n e e nnen 2-45

TROUBLESHOOTING.......ccoiiiiiiiiicn w2-2

UNIFIED CALLCONNECTOR TROUBLESHOOTING OVERVIEW ..
INSTALLATION TROUBLESHOOTING ....ccvveneerenieenienienreneeeneennes
Unable to Write to the Registry .....
CME TSP is Not Displayed ....
How to Remove the CME TSP..........
Cannot Register with the IP Phone ..
ACTIVATION TROUBLESHOOTING ......
Registration Fails with Timeout..... .
Incorrect Serial NUMBEr ENTEred ........cooviiiiiriiieeiriee ettt
POPUP TROUBLESHOOTING ....tceuveteeteestesteestesseessessesseeseesseaseessesssessessesssesseaseessessessssssesssessesneensessessnsssessenn
Popup System Tray Icon Becomes Gray.. .
Speed Dial Shortcuts NOt SHOWING ........coiiiiiiiie it st
Phone Lines are Not Shown or Cannot Dial ..........cccoveieiiiiiiiiie e 2-8
QuickSearch Does Not Work
Balloon Popup Not Appearing During a Call

Balloon Popup Not Showing Correct Contact INfOrmation............cccovevrreienneienneiesseeseecseees 2-10
Cannot Login

INTERNET EXPLORER TROUBLESHOOTING ....cuctitireesteteateteseeieesesteseeseesessessesessessesseseesessesseseesessesuesessens 2-12
Lo Lo Lo TSP OSSOSO PSUOURO PRI 2-12

VI Cisco Unifed CallConnecotor



Do not See Toolbar in INTErNEt EXPIOTEN .....c.c.vceiriieerieeee e neees 2-12
Grey Popup icon or Toolbar ...................
OUTLOOK TROUBLESHOOTING....

Cisco Unified CallConnector  VII



Chapter 1 Introduction

el Preface

1

This chapter introduces Cisco Unified CallConnector for Microsoft Office (formerly known
as Cisco Unified CallConnector), describes the purpose of this document, and outlines
the required software. The chapter includes the following topics:

* Purpose

* Audience

« Organization

* Related Documentation

* Required Software

* Supported Windows Platforms
« Conventions

* Obtaining Documentation

» Documentation Feedback

» Cisco Product Security Overview
* Obtaining Technical Assistance

« Obtaining Additional Publications and Information
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Introduction

Purpose

This manual is intended for end customers who will be using the Cisco Unified
CallConnector to handle their business calls.

Cisco Unified CallConnector has an extensive set of features and customization options
to allow you to adapt its functionality to your needs. This purpose of this guide is to
acquaint you with these CallConnector features and help you get the most out of the
system by providing step-by-step instructions. The document also provides links to
additional product information and the methods and options for accessing support. The
last chapter provides some troubleshooting information to allow you to isolate problems
that you might be experiencing.

Audience

This manual is intended for end-users who will be using the Cisco Unified CallConnector
to manage their calls, communication and collaboration needs.

The guide will also be useful to those administering and providing support to the Cisco
Unified CallConnector users.

The user guide assumes that you know the basics of using your computer and are
familiar with Windows, using a mouse and selecting items from a dialog box.

User's Guide 1-3



Chapter 1 Introduction

Organization

This guide contains thirteen chapters:

Preface -

Overview -

Installation-

Getting Started -

Popup Window -

QuickSearch -

QuickDial -

Using Toolbar -

Accessing Shortcuts -

Using the Directory -

Viewing Call Logs —

Monitoring Status -

Troubleshooting -

This chapter provides an overview of the User Guide
and describes how to use the manual.

This chapter provides an overview of the Cisco Unified
CallConnector and describes the user interface and
screens.

This chapter describes how to install and setup the
Cisco Unified CallConnector.

This chapter describes how to install, start, and operate
the Cisco Unified CallConnector and its user interface
components.

This chapter provides instructions for setting up and
using shortcut icons.

This chapter provides instructions for setting up and
using shortcut icons.

This chapter describes the how to use the QuickDial
features to auto-dial from any Windows application or
from web pages..

This chapter provides step-by-step instruction for the
basic call handling methods.

This chapter provides instructions for setting up and
using shortcut icons.

This chapter explains how to use the directory to find
entries, make calls and updating entries.

This chapter describes how to view information the call
details for all the calls received and made from this
position.

This chapter describes how to access and view the
availability status of the users in the system.

This chapter describes the tools and procedures for
troubleshooting problems with your the Cisco Unified
CallConnector.
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Introduction

Related Documents
For more information about the Cisco Unified CallConnector please visit the Cisco
Systems web site:

http://www.cisco.com/go/unifiedcallconnector

Required Telephone Systems

The Cisco Unified CallConnector supports the following Cisco Systems IP PBXs and
telephones. Please visit the Cisco Systems site for the Cisco Unified CallConnector for
the latest product compatibility list.

Cisco Unified Communications Manager Express version 4.0 (formerly known as
Cisco Unified CallManager Express)

Supported Windows Platforms

The following Windows operating systems and application versions are supported by the
Cisco Unified CallConnector:

Windows 2000, Windows XP
Microsoft Outlook 2000, 2003 and 2007
Microsoft Internet Explorer version 6.0 and 7.0

User's Guide 1-5



Chapter 1 Introduction

Conventions

The following conventions are used in this guide:

Convention Description

boldface font Commands and keywords are in boldface.

italic font Arguments for which you supply values are in italics.

[1 Elements in square brackets are optional.

{x]yl|z} Alternative keywords are grouped in braces and
separated by vertical bars.

[x]yl|z] Optional alternative keywords are grouped in brackets
andseparated by vertical bars.

string An unquoted set of characters. Do not use quotation

screen font

boldface screen
font

italic screen font

—

Conventions Used

marks around the string or the string will include the
quotation marks.

Terminal sessions and information that the system
displays are in screen font.

Information you must enter is in boldface screen
font

Arguments for which you supply values are in italic
screen font.

This pointer highlights an important line of text in an
example.

The symbol ” represents the key labeled Control—for
example, the key combination D in a screen display
means hold down the Control key while you press the D
key.

Nonprinting characters, such as passwords are in angle
brackets.

The following conventions are used in this guide:

Most of the operations of the Cisco Unified CallConnector can be initiated by using either
the mouse or keyboard. The user guide provides the instructions for both these methods.
The body of the text describes the operation in more detail.

The names of keys appear in bold capital letters: ENTER

Information that you type appears in small, light typeface: Cisco Unified CallConnector

Menu commands appear in bold and are abbreviated in the text. For example the Print
command on the File menu is indicated by File-Print. The names of buttons in dialog

boxes also appear in bold.

Actions you take or procedures for you to follow are indicated by indented and bulleted

steps.

1-6 Cisco Unified CallConnector



Introduction

Terminology

The following terms are used frequently in the manual to identify different kinds of

individuals and objects.

Term

Administrator

ucc
Group

Manager

Database
Record or Entry

Field

Directory
Presence
Server
Users

Dialog
Window

Toolbar

Sidebar

SIP

Meaning

The person responsible for the administration of the
Cisco Unified CallController system.

Cisco Unified CallConnector.

A collection of users. A group is also displayed as the
department in the corporate directory.

The person responsible for a group of agents.

A database is a file that contains information in a tabular
format.

Each row of the database table is called an entry or a
record.

Each column of the database table is called a field.

A directory is a database that usually contains nhames
and related information.

Real-time availability status of a user. Presence status
can include availability, location , telephone status and
away messages.

Named directory containing control and data files.
Individuals who are authorized to use the system.
Popup window from which options are selected.

An area of the screen where the application displays
information.

A row of icons on a computer screen that activate
commands or functions when clicked.

A secondary window that can display application
information. A Sidebar can be open and closed without
effecting the contents of the main window.

Session Initiation Protocol — a standardized set of
messages and methods for setting up communication
sessions.
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Chapter 1 Introduction

Using the Mouse

The following terms are used in the manual when describing mouse-based operations:

Term

Point

Select

Click
Right-Click
Double-Click

Drag&Drop

Meaning

Move the mouse pointer on screen to the desired item or
location.

Click on the item of choice.
Quickly press and release the left mouse button.
Quickly press and release the right mouse button.

Quickly press and release the left mouse button twice in
succession.

Click down on item, holding down the button, move the
mouse pointer to desired location, and then release the
button.
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Obtaining Documents

Cisco documentation and additional literature are available on Cisco.com. Cisco also
provides several ways to obtain technical assistance and other technical resources.
These sections explain how to obtain technical information from Cisco Systems.

Cisco.com

You can access the most current Cisco documentation at this URL:
http://www.cisco.com/univercd/home/home.htm

You can access the Cisco website at this URL:
http://www.cisco.com

You can access international Cisco websites at this URL:
http://www.cisco.com/public/countries languages.shtml

Documentation DVD

Cisco documentation and additional literature are available in a Documentation DVD
package, which may have shipped with your product. The Documentation DVD is
updated regularly and may be more current than printed documentation. The
Documentation DVD package is available as a single unit.

Registered Cisco.com users (Cisco direct customers) can order a Cisco Documentation
DVD (product number DOC-DOCDVD=) from the Ordering tool or Cisco Marketplace.

Cisco Ordering tool:
http://www.cisco.com/en/US/partner/ordering/

Cisco Marketplace:
http://www.cisco.com/go/marketplace/
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Ordering Documentation

You can find instructions for ordering documentation at this URL:

http://www.cisco.com/univercd/cc/td/doc/es_inpck/pdi.htm

You can order Cisco documentation in these ways:

Registered Cisco.com users (Cisco direct customers) can order Cisco product
documentation from the Ordering tool:

http://www.cisco.com/en/US/partner/ordering/
Nonregistered Cisco.com users can order documentation through a local account

representative by calling Cisco Systems Corporate Headquarters (California, USA) at 408
526-7208 or, elsewhere in North America, by calling 1 800 553-NETS (6387).

Documentation Feedback

You can send comments about technical documentation to:
bug-doc@cisco.com

You can submit comments by using the response card (if present) behind the front cover
of your document or by writing to the following address:

Cisco Systems

Attn: Customer Document Ordering
170 West Tasman Drive

San Jose, CA 95134-9883

We appreciate your comments.
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Cisco Product Security Overview

Cisco provides a free online Security Vulnerability Policy portal at this URL:

http://www.cisco.com/en/US/products/products _security vulnerability policy.html

From this site, you can perform these tasks:

Report security vulnerabilities in Cisco products.
Obtain assistance with security incidents that involve Cisco products.
Register to receive security information from Cisco.

A current list of security advisories and notices for Cisco products is available at this
URL:
http://www.cisco.com/go/psirt

If you prefer to see advisories and notices as they are updated in real time, you can
access a Product Security Incident Response Team Really Simple Syndication (PSIRT
RSS) feed from this URL:

http://www.cisco.com/en/US/products/products_psirt_rss_feed.html

Reporting Security Problems in Cisco Products

Cisco is committed to delivering secure products. We test our products internally before
we release them, and we strive to correct all vulnerabilities quickly. If you think that you
might have identified a vulnerability in a Cisco product, contact PSIRT:

Emergencies—security-alert@cisco.com
Nonemergencies—psirt@cisco.com

Tip We encourage you to use Pretty Good Privacy (PGP) or a compatible product to
encrypt any sensitive information that you send to Cisco. PSIRT can work from encrypted
information that is compatible with PGP versions 2.x through 8.x. Never use a revoked or
an expired encryption key. The correct public key to use in your correspondence with
PSIRT is the one that has the most recent creation date in this public key server list:

http://pgp.mit.edu:11371/pks/lookup?search=psirt%40cisco.com&op=index&ex act=on

In an emergency, you can also reach PSIRT by telephone:
01 877 228-7302
01 408 525-6532
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Obtaining Technical Assistance

For all customers, partners, resellers, and distributors who hold valid Cisco service
contracts, Cisco Technical Support provides 24-hour-a-day, award-winning technical
assistance. The Cisco Technical Support Website on Cisco.com features extensive
online support resources. In addition, Cisco Technical Assistance Center (TAC)
engineers provide telephone support. If you do not hold a valid Cisco service contract,
contact your reseller.

Cisco Technical Support Website

The Cisco Technical Support Website provides online documents and tools for
troubleshooting and resolving technical issues with Cisco products and technologies. The
website is available 24 hours a day, 365 days a year, at this URL:

http://www.cisco.com/techsupport

Access to all tools on the Cisco Technical Support Website requires a Cisco.com user ID
and password. If you have a valid service contract but do not have a user ID or
password, you can register at this URL:

http://tools.cisco.com/RPF/register/reqgister.do

Note Use the Cisco Product Identification (CPI) tool to locate your product serial number
before submitting a web or phone request for service. You can access the CPI tool from
the Cisco Technical Support Website by clicking the Tools & Resources link under
Documentation & Tools. Choose Cisco Product Identification Tool from the
Alphabetical Index drop-down list, or click the Cisco Product Identification Tool link
under Alerts & RMAs. The CPI tool offers three search options: by product ID or model
name; by tree view; or for certain products, by copying and pasting show command
output. Search results show an illustration of your product with the serial number label
location highlighted. Locate the serial number label on your product and record the
information before placing a service call.
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Submitting a Service Request

Using the online TAC Service Request Tool is the fastest way to open S3 and S4 service
requests. (S3 and S4 service requests are those in which your network is minimally
impaired or for which you require product information.) After you describe your situation,
the TAC Service Request Tool provides recommended solutions. If your issue is not
resolved using the recommended resources, your service request is assigned to a Cisco
TAC engineer. The TAC Service Request Tool is located at this URL:

http://www.cisco.com/techsupport/servicerequest

For S1 or S2 service requests or if you do not have Internet access, contact the Cisco
TAC by telephone. (S1 or S2 service requests are those in which your production
network is down or severely degraded.) Cisco TAC engineers are assigned immediately
to S1 and S2 service requests to help keep your business operations running smoothly.
To open a service request by telephone, use one of the following numbers:

Asia-Pacific: +61 2 8446 7411 (Australia: 1 800 805 227)
EMEA: +32 2 704 55 55
USA: 1 800 553-2447

For a complete list of Cisco TAC contacts, go to this URL:
http://www.cisco.com/techsupport/contacts

Definition of Service Request Severity

To ensure that all service requests are reported in a standard format, Cisco has
established severity definitions.

Severity 1 (S1)—Your network is “down,” or there is a critical impact to your business
operations. You and Cisco will commit all necessary resources around the clock to
resolve the situation.

Severity 2 (S2)—Operation of an existing network is severely degraded, or significant
aspects of your business operation are negatively affected by inadequate performance of
Cisco products. You and Cisco will commit full-time resources during normal business
hours to resolve the situation.

Severity 3 (S3)—Operational performance of your network is impaired, but most business
operations remain functional. You and Cisco will commit resources during normal
business hours to restore service to satisfactory levels.

Severity 4 (S4)—You require information or assistance with Cisco product capabilities,
installation, or configuration. There is little or no effect on your business operations.
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Obtaining Additional Publications Information

Information about Cisco products, technologies, and network solutions is available from
various online and printed sources.

Cisco Marketplace provides a variety of Cisco books, reference guides, and logo
merchandise. Visit Cisco Marketplace, the company store, at this URL:
http://www.cisco.com/go/marketplace/

Cisco Press publishes a wide range of general networking, training and certification titles.
Both new and experienced users will benefit from these publications. For current Cisco
Press titles and other information, go to Cisco Press at this URL:

http://www.ciscopress.com

Packet magazine is the Cisco Systems technical user magazine for maximizing Internet
and networking investments. Each quarter, Packet delivers coverage of the latest
industry trends, technology breakthroughs, and Cisco products and solutions, as well as
network deployment and troubleshooting tips, configuration examples, customer case
studies, certification and training information, and links to scores of in-depth online
resources. You can access Packet magazine at this URL:

http://www.cisco.com/packet

iQ Magazine is the quarterly publication from Cisco Systems designed to help growing
companies learn how they can use technology to increase revenue, streamline their
business, and expand services. The publication identifies the challenges facing these
companies and the technologies to help solve them, using real-world case studies and
business strategies to help readers make sound technology investment decisions. You
can access iQ Magazine at this URL:

http://www.cisco.com/go/igmagazine

Internet Protocol Journal is a quarterly journal published by Cisco Systems for
engineering professionals involved in designing, developing, and operating public and
private internets and intranets. You can access the Internet Protocol Journal at this URL:

http://www.cisco.com/ipj

World-class networking training is available from Cisco. You can view current offerings at
this URL:

http://www.cisco.com/en/US/learning/index.html
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el Overview

2

This chapter provides an overview of Cisco Unified CallConnector for Microsoft Office
(formerly known as Cisco Unified CallConnector). It describes the key features, the
different modes of operations. It also describes each of the graphical user interface
components of Cisco Unified CallConnector for Microsoft Office.

This chapter describes the following in more detail:

Key Features -

CallConnector Models -

CallConnector Personal -

CallConnector Server -

CallConnector Mobility -

CallConnector Toolbars -

CallConnector Sidebar/View

Popup -
QuickSearch -
Monitoring Presence Status-

Getting Help -

Describes the key features of
Cisco Unified CallConnector.

Cisco Unified CallConnector supports a standalone,
server and mobility components. This section describes
these UCC models.

Provides an overview of the features of the
Cisco Unified CallConnector Personal model.

Provides an overview of the additional features available
from the Cisco Unified CallConnector Server model.

Provides an overview of the features available from the
Cisco Unified CallConnector Mobility.

Describes the components of the
Cisco Unified CallConnector Toolbars in Microsoft
Explorer and Outlook.

- Describes the components of the

Cisco Unified CallConnector Sidebars in Microsoft
Explorer and View windows in Outlook.

Describes the Popup applications and its menu.
Describes the QuickSearch user interface.

Briefly describes the Presence capabilities of
Cisco Unified CallConnector.

Describes how to get Cisco Unified CallConnector help
information.
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Cisco Unified CallConnector Overview

Cisco Unified CallConnector delivers a new way to handle the everyday task of
communicating with others within the business or with customers and vendors. As a fully
integrated communication management solution with presence (your current availability),
you will find greater productivity and business efficiency leveraging your PC-based data
to initiate voice, messaging or collaboration sessions. Cisco Unified CallConnector is not
just another application for the Windows, but is embedded within your line of business
application such as Microsoft Outlook and Internet Explorer.

The Cisco Unified CallConnector offers these features:

= Simple to use toolbar within Microsoft Outlook and Internet Explorer for
dialing numbers, controlling the call, and setting your availability and location
status.

= Brings together all your contacts (personal, corporate, and Outlook) for
QuickDialing or for starting a new email or Instant Message to the contact.

= Quick Search feature to find a contact quickly with display of all contact
numbers and messaging methods plus location and availability for fellow
employees without leaving your current application.

= Quick Message, an Instant Messaging Client included for short
communications with fellow employees.

= Screen pop for placed and received calls with Outlook contact name allowing
clickable options to take the call, send the call to voice mail or send a quick
message.

= Quick Dialing from any application, including web pages, by highlighting a
number, and selecting dial.

= Quick Presence conveniently displays availability, location and notes for
contacts in directories and search results.

= Optional MobilityConnector add-on providing Single Number Reach call
routing services to allow your business calls to reach you at any number
based on the rules you have set.

Cisco Unified CallConnector Models

Cisco Unified CallConnector is available in three configurations:

Personal Delivering call control features for the individual user using
Cisco Unified Communications Manager Express (formerly
known as Cisco Unified CallManager Express) TAPI TSP .

Server Server based application installed at each site giving users call
control plus Presence/lnstant Messaging and Rules-based
Automation Services based on a SIP Client Server architecture.

Mobility Add-on to the server application, the Cisco Unified
CallConnector Mobility provides single number reach to a
number.
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Cisco Unified CallConnector Personal

Cisco Unified CallConnector Personal is a separate install on each Windows workstation
with a Cisco Unified IP Phone connected to Cisco Unified CallManager Express. Each
user of Cisco Unified CallConnector Personal delivers the call control features listed in
the table below and is supported with any PC running Microsoft Windows..

Features with Cisco Unified CallConnector Personal

Cisco Unified Description Benefit
CallConnector
Personal Feature

Call Control toolbars Toolbars for easy access to features Provides easy to use features such as
within Microsoft without the need for any additional finding contacts, executing phone
Outlook and Internet desktop applications. Can be used features, and streamlining
Explorer within Outlook or Internet Explorer communications for the user
CallConnector Within Outlook & Internet Explorer Makes it easy to find contacts, view
Contacts brings together all personal, missed calls from your everyday
corporate and Outlook contacts, applications
history of calls and speed dial lists.
QuickConnect from Easy click-to-dial or click-to-send on Saves time where call is placed in a
any Contact any contact with option to show all few seconds without manual dialing a
numbers (Work, Cell, Home) and number or starting other
send addresses (email, IM, SMS) communication sessions.
associated with the Contact
Quick Transfer /Hold Easily transfer, hold or setup Ease of transferring or setting up
/Conference conferences using context menus conference calls using PC Mouse.
within Outlook or Explorer. Callback from email or conference to a
number in the web page.
QuickSearch though Use pause/break key on PC to Easy way to search though all contacts
Contacts quickly find contact and then quick without opening new applications or
dial number, or send email. switching pages.
Speed dial Option to create Icon based speed Common numbers are easy to find and
dials for frequently called numbers. dial quickly.
Call Popup with Incoming calls will show a screen Always know who is calling with option
Outlook Caller ID pop with callers name lookup from to answer call or ignore and send to
Lookup Outlook contacts. Clickable Option to voice mail.
answer or send call to voice mail.
QuickDial from any Highlight a phone number in any Quick and easy way to place a call
application application like Microsoft Word, without reading number and manually
PowerPoint, Email or web page, then dialing. Saves time, and improves
double-click phone icon to place call. productivity
CallConnector Call Missed, Received, and Dialed calls Save time returning calls missed while
Logs stored on PC in addition to the IP away from the office. History log of
Phone. Use Quick Dial to return calls calls received and placed can be used
missed while out of the office for billing.
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Cisco Unified CallConnector Server

The Cisco Unified CallConnector Server application delivers the features as described
above with the added benefit of Presence and Instant Messaging. The Cisco Unified
CallConnector Server gives your employee’s information about colleagues location,
availability, and phone status using the same CallConnector toolbars from within Outlook
and Internet Explorer. Using simple icons and colors to show location and availability,
users are able to reach colleagues quickly the first time and reduce phone tag — helping
them to be more productive.

The table below lists the additional features available with Cisco Unified CallConnector
Server.

Cisco Unified CallConnector brings together easy to use call control, presence, instant
messaging, directories and call routing rules to simplify the communication experience,
helping work teams and colleagues share information faster and communicate in real
time.

Cisco Unified CallConnector provides status of co-workers if available or busy before
trying to contact them. Similar to popular instant messaging status, the user can set his or
her status from the Cisco Unified CallConnector toolbar. This status information is
updated automatically to all users from the Cisco Unified CallConnector Server and can
be accessed from the toolbars in Internet Explorer, Outlook or Quick search results
window. By seeing who is online, offline, available, or busy or with custom message like
"on vacation" or "in a meeting" can also be shared to let users know why someone is
unavailable or busy. Knowing whether contacts are available helps to reduce
communication delays between workers, thereby enabling faster decision making and
enhanced productivity.
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Features with Cisco Unified CallConnector Server

Cisco Unified
CallConnector
Server Feature

Description

Benefit

Dynamic Presence
Information

Real Time display of users Location,
Availability, IP Phone Status, plus
optional custom message.

Reduces phone tag, and gives
employee’s information of who is in
the office or on the road.

User Selectable
Location

User can set their location shown by
Icon (Work, Home, Travel, Vacation)
or custom message displayed to
other users.

Allows others (including operator) to
see who is in office, out to lunch or
away on travel.

User Selectable
Availability

User can set their status shown by
color, Available, Busy, Away, other.

Lets fellow employee’s know who is
available to receive calls or Instant
Messages

Dynamic IP Phone
Status

All phones Connected to the

Cisco Unified CallManager Express
have status auto updated for others
to see.

Reduces phone tag providing more
efficient communications

QuickMessaging

Simple Instant Messaging for the
Small Office launched though
CallConnector Contacts Quick Dial.
Option to launch other IM clients
installed on PC though Contacts
Quick Dial.

Easy to use Instant Messaging Client
for productivity gains between
employees. Alternative to use of
external public IM Clients due to
security concerns

Synchronization with
Calendar

Updates your availability status
automatically based on your Outlook
calendar.

Automatically tracks your schedule
and reduces the need to manually
update availability.

QuickSearch with
Presence information

Quick Search results bar shows
Location, Availability and Phone
Status for colleagues in addition to
contact numbers.

Quickly find phone numbers for
colleagues plus presence info to know
if available before calling.

User Customizable
Automation Rules

Set rules for basic call handling and
notification though email or SMS
when calls are received

Gives users option to send notification
to pager, cellular or smartphones
about important calls missed while
away from the office.

Operator or Admin
can change Location
or Availability of
others

Gives key personal option to change
presence information shown to
others

Provides up to date information to
users to improve communications.

Easy Install without
configuring TAPI TSP
at each Workstation

Users receive email invite with
clickable link for easy install from
Server

Users are able to self-install for
reduced installation costs
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Cisco Unified CallConnector Mobility

Cisco Unified CallConnector Mobility brings the business calls to the workers at their
current location and to a phone of their choice. An optional part of the Cisco Unified
CallConnector family of products, the CallConnector Mobility is an add-on server
application that integrates with

Cisco Unified CallManager Express to monitor incoming business calls and then route or
bridge them based on user-specified call handling rules. Whether at home or from remote
locations, the workers can place or receive calls through the Cisco Unified CallManager
Express and leverage the business’s Unified Communications infrastructure.

Cisco Unified CallConnector Rules Interface allows the workers to setup automation rules
to bring the business calls to them based on their availability and location.
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&&= and I get an 'In Phonebook! call
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[ and my status is ‘Busy'
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B and my stakus is ‘Busy' LI

A=hAaio|
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The Cisco Unified CallConnector Mobility is an add-on application to the Cisco Unified
CallConnector for Microsoft Office Server. The solution monitors user’s presence status
(availability and location) and calls placed to their Cisco Unified IP phone. Users can
associate rules with their presence status and location to route selected callers to a
specified number, like a cell phone. As an option, calls can be bridged to both the IP
Phone and the remote phone. When a call is bridged, it appears both at the user’s IP
Phone and the other phone allowing the call to be taken at either device. Calls routed to a
remote phone are announced to the user who is given a choice to accept the call or send
the caller to voice mail.
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The Cisco Unified CallConnector Mobility offers the following features:

Single Number Reach

Cisco Unified CallManager Express users can now provide a single phone number to
their business contacts and be immediately connected to their business calls at the most
convenient and available telephone. Callers can be routed to a home phone if tele-
working or the mobile phone when in transit or any other accessible phone. With the
Cisco Unified CallConnector Mobility, workers can provide more responsive service to
customers without having to distribute multiple and private mobile phone numbers. .

Single Voicemail Box

If the user is unreachable at their specified single business number, the Cisco Unified
CallConnector Mobility will forward the call to voice mail, using Cisco Unity Express or
Cisco Unity. When calls are routed, an SMS (text message) or email can automatically
send notification of the missed call to the user. The single voice mailbox allows the user
to easily manage all business voice messages saving time and money.

User Customizable Rules for Routing

The Cisco Unified CallConnector Mobility is fully integrated with the Cisco Unified
CallConnector toolbars to allow users to setup rules based on availability and location to
specify the reach numbers and routing for business calls. Rules can be easily changed
from everyday used business applications like Internet Explorer and Microsoft Outlook.
The Cisco Unified CallConnector Mobility combines the power of Single Number Reach
with user settable routing rules to provide a flexible and user controlled solution for the
mobile workers.

Integration with Presence

Call handling automation rules can be based on the presence status of the user, where
as the status changes, call routing rules are triggered automatically. The Cisco Unified
CallConnector for Microsoft Office allows users to change both availability (available,
busy, away, unavailable) and location (work, home, on-the-road, etc), which can also set
call routing rules. Using location information, the Cisco Unified CallConnector Mobility will
know if the user is at home and available, can route business calls to their home number,
but when busy the call is sent to voice mail with notification to the user.

Reach At Any Phone

The user can specify any telephone number as their single number reach telephone. This
can be the home phone, the mobile phone or the telephone at their current location. The
different reach numbers can be specified for their different presence locations settings.

Validated Delivery

The Cisco Unified CallConnector Mobility verifies the user at the reach number using a
password to ensure that the business calls are delivered only to the user. The users can
set their own access passwords.

Device Switching without Interrupting Calls

With Cisco Unified CallConnector Mobility, single number reach calls can be bridged on
the IP Phone to allow mobile workers to continue the call after they arrive at the office
and take advantage of speakerphone or other IP phone services. The call can be
continued at either device without interruption, and users can use the best available IP
Phone or mobile device.
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Benefits of Cisco Unified CallConnector Mobility

Cisco Unified
CallConnector
Mobility Feature

Description

Benefit

Simultaneous

The incoming call rings on the

Call rings at both the Cisco Unified IP

Ringing Cisco Unified IP Phone and the Phone and mobile phone. The call can
user specified number. be picked up at either device.

Bridged Calls In bridged single number calls, This allows users to walk into the office
the incoming call is available on and switch the call from the mobile
both the Cisco Unified IP Phone phone to the Cisco Unified IP Phone.
and the remote telephone.

Routed Calls In routed single number calls, the User never misses important calls and

incoming call is transferred to the
remote telephone.

customers are connected instead of
going to voice mail.

Validated User

Users need to enter a password
before the call is delivered to the
remote telephone.

The business calls are always delivered
to the user. If someone else answers,
then the call is sent to voice mail.

Single Voice
Mailbox

If the user is not available then
the call is routed to the business
voice mail box.

User needs to manage only one voice
mail box for their business calls. Less
time is needed for users to check
multiple voicemail systems

User-customizable
automation rules

Users can set rules for single
number reach call handling.

User's setup their own rules for filtering
and routing calls to their reach number.
Different reach numbers can be set
based on availability.

Integration with
Presence and
Location

Allows the automation rules to be
triggered based on the current
user availability and location.

As the user’s availability and location
changes, the calls can follow them to the
most appropriate telephone device.

Switching between
telephone devices

Allows the call to be switched
from mobile to the

Cisco Unified IP Phone and visa
versa.

Based on the needs of the moment,
users can take advantage of the
reliability of the wired office phone or the
convenience of the mobile phone.

Privacy for bridged
calls

When the call is bridged, it
cannot be picked up from the
associated desktop phone.

Access to the call from the desktop is
allowed as soon as the remote
connection becomes active. This
prevents the possibility of an
unauthorized person listening in on that
call.
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Toolbar Overview

The toolbar runs within Microsoft Internet Explorer and Outlook and provides a unified
one-click access to call handling, ability to quickly locate your contacts, initiate messaging
and collaboration sessions. The Contacts button allows you to open information windows
for viewing contacts, call logs or the presence status of your colleagues.

Pa - @ - A - -+ # Dial & Pickup £ Forward 5065 Ide - B GrPlp -

1

2

3 4 5 6 7
Toolbar in Outlook

1. Cisco Icon/About Menu provides access to Help and links to more information on the
Cisco Unified CallConnector and access to support and problem reporting resources.

2. Availability: Allows you to set your current availability status and publish it to your colleagues.

3. Location: Lets you change your current location and indicate whether you are at work or
away on business.

4. Search Bar: Enter number to make a call or enter text to search for a contact. The pull down
list lets you view the last numbers dialed or contacts located.

5. CallControl Buttons: You can control the call on your phone from these buttons. The buttons
are context sensitive and change with the different call states.

Idle State: The Idle toolbar allows you to dial a new call, pickup a ringing or held call and
forward your line to another number.

Ringing State: For an incoming call, you can only answer the call.

Connected State: The CallControl buttons change to provide Transfer, Conference, Hold,
Hang-up and Park options.

Held State: When a call is on hold, you can resume the conversation.

6. Line Display Menu: The line display is a pull down list showing you the state of the ‘lines’ or
extensions configured on your phone. For each line, it displays the extension number, the call
state and the calling party information.

7. Telephony Features Menu: This provides a list of all the supported telephony features.

8. Action Menu: The Action menu is a contextual menu providing access to the additional
contact numbers, collaboration and communication methods for the currently active caller.
The menu is populated with the caller’'s contact details.

9. Contacts Button: The Contacts button opens a side window in Outlook and Explorer. These
provide access to directories, logs, presence and availability status of the users,

Note: The Internet Explorer has two additional buttons:
Speed Dial Menu: Pull-down arrow to the right of the dial button displays the speed dial names.

Highlighter: Before the Contacts button allows you to convert telephone numbers in the Web
pages to clickable numbers.
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Handling Calls Using the Toolbar
The CallConnector Toolbar allows you to control the calls on you IP Phone from your PC
using the mouse and keyboard. You have access to most of the telephone features

available on you phone, but now they are integrated with your PC based data and
accessed from a graphical interface.

IDLE STATE:

’ 065 - #Dial 1 Pickup {4 Farward %7 Answer 5010 Idle - ‘

INCOMING STATE:

£ Dial 1 Pickup . Forward R @inswer Ringing... - Mike Henandez [5048] - Line 5 - %Grphup &

CONNECTED STATE:

‘ G065 * & Transfer ﬁ Conference E]b Hold @Hang Up Connected... - Shahryar Talukd [S065] - L =

HELD STATE:

’Q‘ Transfer ﬁ Conference (e Fesume @Hang Up ©on hold.. .- john chang [S010] - Line 5068 =

Locating Contacts from the Toolbar

You can quickly locate and setup communication sessions with your contacts using the
Toolbar QuickSearch. Communication options include making calls to work or mobile

numbers, launching Email, SMS or Instant Message or opening up collaboration
sessions.

QUICKSEARCH BAR

dh- @~ W v| #'0ial ~ @Fidup  fg Forward |53 5085 Idle ]

0 Richard Parker Cigoo Syztems
4= Rick Doogle Cizco Systems
? ™ Richard Maar ABC Technolagies Ine.

all Work: 5065
S Call Cell: 949-855-0105
¢4 Call Home: 949-555-0104

[# Take Call Motes
¥Find Collzagues: Ricky Lanson

5end Email: rlanson@xcisco.com
#35end IM: rlanson
= 5end SMS: rlanson@cisco.com

4 Show Contact Detail: Ricky Lanson
Search Google: 5065

Setup Reminder
Z5etup Task
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Accessing Appl

ications

The Cisco Unified CallConnector provides a suite of contact and presence management
applications that are available from within Internet Explorer and Outlook. The figure below
shows the applications in Outlook.

B contacts - Microsaft Outleok A
D fd yew g0 ok Adons bel P
Sdtien - | 4| 2oFpd |l = B @ 0] 3 3| R | etiookDeieted RemiCabComectar -B
idk - @ - W - = BP0 Pk (g Foove £ 5065 Idde - Boarkn - f
[ Contacts T Carconnector -Cortaces =
My Gorkacts Dortass | @corests Stogs elzans yRues
0l Contacts P
-1[Z
R Cabonractor [ gty Hee T conpany Wik, [ea ™ =
PR—— | ® Thomas Chang Circo Systemes 1., 5053 (405)555-0109  (40) 5550008  echarmiobches.
. | ® 2o isten ABE Tochikog...  S082 {405)SEE0117  (A0E)SESONNE  shbordPalete,
| Ricky Laron Ciseo Systemes 1. 5061 (A0N) SSEON05  {A0N) SSE-014
| nichar Tran ABC Technokog..  SO57 {405) 5550003
| huchand Dxckarson Crco Syiteres 1., 5067 (4%) S55- 1009
| # Peterson Warwick ADC Technologl... 5040 {408 555-0123
| @ Hork vt ABE Techiskag... SO85 {405) 5550137
| ® Hark rarencn ADC Techiciag... 5050 (408) S55-0107
| @ park amson 4BC Tachnokog.. 5097 (405 S550125 (DN THE0I  marsabpaRetes
| 8 e it ABC Tochickap... SOV {A0)SSST1Y  (A0H)SHSOIH  marmebabeie
) i | Liz Howeells ABC Technologl... 5094 (408 555-0129
| # ey ortega ABC Tochnokogi..  SO3 1405) 5550233
| calendar | Leandsr Dads A Technkog., 5007 (400) 555-0831
| ® Kekh Greens. ABC Technelogl.. 5002 {405) 555-0136
4| contatts | ® oo e ABE Tochikog... 5022 {40) 58501 11
| ™ Joknath 4 ADC Technclogi.. SO0+ (40%) 550121
] Tass laa S == b s
A = | [ Pernd g Comerse |

Managing C

ontacts

The CallConnector supports three contact databases — Corporate for shared organization
contact information, Personal available for each individual user and the Outlook contacts.
The Contacts window allows you to search, view and manage this information.

& shortouts Contacts  Alogs  miStatus 3 Rules
| =
Display Mame | Campany | Wark | Cell
2 Danny Maar ABC Technologies, Inc, (408) 555-0101  {403) 555-0102
@ Darian Lawrence  ABC Technologies, Inc, (4083 555-0111  {403) 555-0113
2 David Granger ABC Technologies, Inc, (408) 555-0121  {403) 555-0123
@ Jeff ABC Technologies, Inc, (408) 555-0123  {403) 555-0124
@ John Smith ABC Technologies, Inc, (408) 555-0165  {403) 555-0166
@ Stark Parker ABC Technologies, Inc, (408) 555-0135  {403) 555-0136
@ Stephanie Kepner  ABC Technologies, Inc, (408) 555-0177  {403) 555-0175
@ Stephen Pollard ABC Technologies, Inc, (408) 555-0140  {403) 555-0140
< ! >
3 Parzonal ﬁ Corparabe ] 5= Outoak ]

[ Call Cell: {5047 555-0135
#ACall Home: (504 555-0134

Send
Create SpeedDial

/AiHang Up

&, Answer

¢ Transfer

f Conference
gPick up
(FiPark

{4 Forward

3 Group Pickup

[#Update

geMew
S Delete

i Delete Al

|alRefresh
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Viewing Call Log

The Cisco Unified CallConnector Call Logs displays all a list of all calls made and
received from your UCC program. It allows you to view important information about
phone calls and lets you quickly search calls with specific attributes. It also allows you to
perform telephony actions from the right-click action menu. The Call Logs also allows you
to sort your call logs by date/time, name, number, and call type. You may also view each
type of call individually.

The Call Log window displays the history of the calls that have been made to or from your
phone.

{Pshorteuts Contacts | Shlogs maStstus ) Rules
| El
Date/Time | MNarne | Nurnber Type -~
lig 7/28[2006 3:27:07 PM Sarah Burns S067 In

il 7/28/2006 3:27:33 PM Mark Allison [Shahryar Talukder] 5065 out

lig 7/28/2006 3:28:33 PM 5031 [Sarah Burns] S067 In

il 7)28)2006 3:28:43 PM Mark Allison Out

lig 7/28/2006 3:28:59 PM Sarah Burns S067 In

il 7/28/2006 3:29:12 PM Mark allison [Shahryar Talukder] 5085 out

il 7/28/2006 3:29:26 PM Mark Allison [Shahryar Talukd] 5065 out

i 7/28/2006 3:57:34 PM Richard Tran [Shahryar Talukd] 5065 Ot

i 7/28/2006 3:57:46 PM Shahryar Talukd 5065 Cut

il 7/28/2006 3:59:16 PM Shahryar Talukd 5065 out

ligr 7/28[2006 4:13:00 PM Sarah Burns S067 In

il 7/28/2006 4:13:37 PM Mark Allison [Shahryar Talukd] 5065 out

i 7/28/2006 4:15:11 PM Mark Allison [Shahryar Talukd] 5065 Out

lig 7/28/2006 4:16:54 PM Sarah Burns S067 In

il 7)28)2006 4:17:52 PM Mark Allison [Shahryar Talukd] 5065 out

x 7/28/2006 4:23:42 PM Sarah Burns 5067 Missed

K 7/28/2006 4:24:07 PM Shahryar Talukd 5065 Missed

x 7/28/2006 4:24:14 PM Shahryar Talukd 5065 Missed

i 7/28/2006 4:26:25 PM Mark Allison [Shahryar Talukd] 5065 Ot

il 7)28)2006 4:38:55 PM Shahryar Talukd 5065 Out

il 7/28/2006 4:53:56 PM Mark Allison [Shahryar Talukd] 5065 out

i1 7]28]2006 4:54:26 PM Mark Allison 2023 Qut

il 7/31/2006 3:49:38 PM Mark Allison [Shahryar Talukd] 5065 out
ii8/1/2006 12:54:16 PM Mark Allison [Shahryvar Talukd] 5065 Ot
ii8/1/2006 5:41:27 PM Louise Markhum 5042 Cut

il 8/1/2006 5:41:45 PM Louise Markhum 5042 out

il 8/1/2006 5:42:06 PM Louise Markhum 5042 out

il 8/1/2006 5:44:47 PM Lovise Markhum 5042 out
4iiB/1/2006 5:48: 46 PM Louise Markhum S04z Out -
A " P S = .

= | x Miszed J i Incoming J «ii Outgoing J

Call Log Window showing history of all user’s calls
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Call Popup Window

The Popup Window displays information on the calls at your phone. Each call is
represented by one window. The Popup looks up the phone number in your contact
database or Outlook and displays the name and organization information. The Popup
window provides two call control buttons and the blue arrow for the Action menu.

| Call work
& Call cell
#4 Call home

.| Take Call Notes
1 Find Colleagues:

Send Email ko
& Send IM to
E5end SMS:

&= Show Contact Detail:
& Search Google :

1 5etup Reminder
i Setup Task

5065
049-555-0105 Action
549-555-0104 Menu

Ricky Lansaon

tlanson@abctech, com
tlanson
rlanson@abctech,com

Ricky Lanson
S065

Using QuickSearch

From within any application, you can quickly locate and setup communication sessions
with your contacts using QuickSearch. Communication options include making calls to
work or mobile numbers, launching Email, SMS or Instant Message windows or opening
up collaboration sessions. To use enter the first few letters of the first name.

‘&' Enter Mame or Number

Ricky Lanson X
B0ES
ABC Technologies Ine.

* Hang Up | Huold

J

Call Control Buttons:

Button Description

Answer Answers a ringing call

Busy Activates the Do-Not-
Disturb phone
settings

Hang Disconnects the call

Up

Hold Places the call on
hold

Resume Re-connects the held
call

)8 ] ’ Cancel

‘&' Enter Name or Number,

8=(Randolf Smith
8=|Richard Parker
8= |Rick Doogle

ﬂ Ricky Lanson
8 Richard Martin

Cisco Systems, Inc,
Cisco Systems, Inc,
Cisco Syskems, Inc.
Cist ns Inc,
Cisco Systems Inc,
Cisco Syskems, Inc,

(2] 8 Robert McFadden Cisco Syskems, In,

S
w
2
]
x
=
a
=
=
=
s
[

-] Call Work Phone 5067

f/" Call Cell Phone 949-555-1039
ﬁ Call Homme Phone 949-555-0135

! Send Email to rdickers@cisco, com
Ef Send 5MS ta rdickers@cisco. com
& Send Instant Message to Richard Dickerson

8- show Contact Detal

&l Setup Task

41 Setup Reminder jappointment
. TakeMNote

|C| search Google

Status Busy
8 Location At Wark
f Message AL My Desk
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Monitoring Presence Status

The Presence Service collects information about a user's availability and location,
including whether or not they are using their telephone at a particular time. This
information is made available to the Cisco Unified CallConnector users from within their
every day business applications such as Internet Explorer or Outlook. The presence
information is also displayed when you use QuickSearch to locate contacts. Using this
real-time presence information, users can connect with colleagues more efficiently
through determining the most effective method for communicating with them at that time
thus avoiding phone or message tag.

The Status window provides a real-time view of the entire organization with information
on the availability of users and groups, location of people and whether they are on call.
User's can manage their own presence status, make calls and send instant messages
from this window.

@ shortouts (BB Contacts  S@ilogs | glstatus ) Rules

| =
+)-#4 Customer Suppart  (071712) ~
+-m4 Defaultcustomer Support (0/0/1)
-4 Marketing (0/4/12)
@ 3 Marie Williams
@ 3 Rob Hall {Cut ko lunch
¢} Linda Shasta (Busy)
. ] ﬂ Leyna Ortega (At a conference)
@ 8 Paul Stringer
@ ﬁ‘ Liz Leighton {Away on vacation)
=,'-| Ken Andrews {Stepped out)
@ ¢33 Barbara Lardner
I,'-l Linda Shasta {Away From my desk)
@ 7 Intercom (Busy)
@ 7 Linda shasta
+- @ 48 ChanTan { )
+-md Developer (0/1/13)
el Ouality Cankenl NI

® e o a @l
QO=3 a2 &

¥

- - [F-F- - -E-

Updating Availability
Cisco Unified CallConnector maintains three components of a user’s presence
information: Availability — this is the user’s current Busy, Available, Away and Unavailable
status; Location — the place where the user is situated and the Away Message —
providing additional notes on their availability. In the server configuration, this information
is broadcast to your subscribers.
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Availability Description Location Icon Description
Icon
{':* Available i At Work
Busy fﬁ! Currently at Home
n
8 Away ﬂ On the Road
Q Unavailable e Away on Vacation
i) Don't show my status P Location undefined

Sending Instant Messages
Instant messaging in the workplace can allow you to quickly resolve a question or
communicate without interrupting the work flow. With the Cisco Unified CallConnector
Server, users can send brief Instant Messages and Text (SMS) messages to their

colleagues.

‘& Linda Shasta - Instant tessage

EoX

[Linda Shastal: Hey Linda, how are you taday?

shasta

Hi therel|

‘ Send ‘

Status:

= Text (SMS) Message

Tar |4085550156@bluemabile. net

(<]

Mezsage

Hi Lindal How are you today?

(o]

[ Cancel ]

Instant Message and Text (SMS) Message Windows
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Outlook Menu Extensions

Some of the Outlook menu have been extended to add in the user contact information
and telephony action choices. These menus are described in this section.

=
v

Qpen

Prink

Mew Task For Contact

Mew Journal Entry For Contact

Link.

Call Contact...

Call Using MetiMeeting

Fallow Up...

Cakegories...

Delete

Call Business: {562} 555-0109

Hang Up

Mare Functions

-

Send

Getting

&£ Transfer
¢¢ Conference

Help

To get help on the operation of the Cisco Unified CallConnector client, click on the Cisco
icon on the toolbars and select Help. This will display a CallConnector Help window form
which you can browse and search to locate the topic of interest.

For more information on the Cisco Unified CallConnector you can also go to the Cisco

web site at:

http://www.cisco.com/go/unifiedcallconnector
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en=y Installing and
3 Configuration

This chapter describes the steps for downloading, installing and configuring the
Cisco Unified CallConnector client. The following topics are discussed:

Installation Overview - Provides an overview of the Cisco Unified CallConnector
client installation process.

Pre-requisites for Installation -Describes the information you need to have on hand
during the installation of Cisco Unified CallConnector
client.

Download Site - Site from which the Cisco Unified CallConnector
software can be downloaded.

Installing the UCC Client Describes the steps and options for installing
Cisco Unified CallConnector.

Configuring the TSP The Cisco Unified CallConnector can use a telephone
driver to connect to your IP Phone. This section
describes how to configure this driver.

Registering the Software - The Cisco Unified CallConnector software has to be
registered before it can be used. This describes the
options presented to you during this process.

Application Settings This section describes the settings required in Internet
Explorer and Outlook for Cisco Unified CallConnector

Performing an Upgrading Describes the steps for upgrading an existing
Cisco Unified CallConnector with a new install program.

Removing the UCC Client This section describes the steps for removing and un-
installing the Cisco Unified CallConnector program and
all its components.
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Cisco Unified CallConnector Installation Overview

The Cisco Unified CallConnector client is installed on each personal computer from which
you want to access its features. The Cisco Unified CallConnector includes a client
installation program to check your system configuration, copy the software to the hard
disk and make the required configuration settings for you. This installation program can
be download from the Cisco site and run as described in the sections below.

The Cisco Unified CallConnector functions utilize controlling software that can be
installed on either on your personal computer or on a server to be shared by all the
CallConnector users. Options you select during the installation specify which of these
configurations will be used by your Cisco Unified CallConnector client. These operating
modes include the following:

Personal: In this configuration, all the controlling software for controlling
your phone and the contact data are installed and run on your
personal computer. There is no dependency on external
software components.

Local: In the local mode, the telephone control software is installed and
run on your personal computer, however the contact data and
user configuration is accessed from the shared server.

Server: In the server mode, the control software in installed and run on
the server computer and accessed from each of the
Cisco Unified CallConnector client.

The installation of the Cisco Unified CallConnector client involves the following steps:

= Collecting the information required for obtaining and configuring the
Cisco Unified CallConnector. This includes obtaining access to the download
site or the installation program and the information that you will require during
the installation process. See the Pre-requisites for Installation section below
for these parameters.

= Acquiring the Unified CallConnector installation program. This can be
downloaded from the Cisco Software Download Site or obtained from your
Cisco channel partner.

= You will need to determine which operating mode of the Unified
CallConnector has been purchased — Personal, Local or Server. (The Local
and Server modes require that the Unified CallConnector server applications
to be already installed and running.)

= Running the Unified CallConnector client installation on your personal
computer, and entering the configuration information requested by the
installation and Telephone Service Provider wizards.

= Registering your Unified CallConnector with the Cisco Activation server. This
will require access to the Internet.

= Setting up the Cisco Unified CallConnector configuration parameters from
the Options window.

= Enabling the Cisco Unified CallConnector toolbars in Internet Explorer and
Outlook.
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= Verifying that you are able to receive and make calls from
Cisco Unified CallConnector user interfaces and able to access your contact
data.

Pre-Requisites for Installation

As a part of the Cisco Unified CallConnector installation, you need to have certain
network connectivity and configuration information. These include:

Admin or Power User Account of Installation PC: The installation program requires
access to Windows registry and installation of services. These changes can only be
performed with an account with admin or power user rights to the personal computer.

Access to Download Site: The installation files can be downloaded from the web server.
You will need access to the download files.

For Personal or Local Mode Installation

IP connectivity to the CallManager Express in the network configurations that you will
be using the Cisco Unified CallConnector. If you are planning to use the

Cisco Unified CallConnector from the office, you should be able to access your IP Phone
from your personal computer.

If you are using a Virtual Private Network (VPN) connection, you need to be able
to connect to your IP Phone using your network access. Note: The VolP services
use a number of TCP/IP ports. All these ports need to be accessible through the
firewalls.

CME IP-Address and Port: You will need to get the IP address and TAPI port of the
CME Router from your system administrator or service provider. By default, port 2000 is
used for TAPI connections to the router.

IP-Phone User Name and Password: The TAPI Service Provider is associated with an
IP-Phone. This IP-Phone needs to have a User Name and Password configured. The
User Name and Password is required by the CME TAPI Driver to register with the CME
Router. Note: The password is case sensitive.

For Server Mode Installation

IP connectivity to the Cisco Unified CallController Server in the network
configurations that you will be using the Cisco Unified CallConnector. If you are planning
to use the Cisco Unified CallConnector from the office, you should be able to access the
CallConnector Server from your personal computer.

Server PC IP-Address and SIP Server Port: You will need to get the IP address and
port of the System SIP Server from your system administrator or service provider. By
default, port 5060 is used for SIP Server connection.

Login User Name and Password: Your User Login Name and Password is required to
log in to the CallConnector Server. Note: The password is case sensitive.
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Cisco Unified CallConnector Personal and Local (Controlling your

IP-Phone):

Item

Description

Source

Access to Download
Site or Installation
Software

Download or otherwise obtain the
Cisco Unified CallConnector installation
program

Service Provider or Sys-
Admin

Serial Number

Licensed version of the

Cisco Unified CallConnector requires a
serial number. You can get started with
an evaluation version if you do not have a
serial number.

Service Provider or Sys-
Admin

service.

Email Profile Name | Profile to be used by the Sys-Admin
Cisco Unified CallConnector to login to
the email server.

Email Password Password used to log into your email Sys-Admin

CME Router IP
Address

This is the network address of the CME
Router

Service Provider or Sys-
Admin

CME TAPI Port

By default this is 2000.

Service Provider or Sys-
Admin

User Name

User name configured for your IP-Phone

Service Provider or Sys-
Admin

User Password

Password configured for the user on that
IP-Phone

Service Provider or Sys-
Admin

Additional Information for Server (and Local) Mode:

CallConnector service. In the personal
mode, this information is set to a default
value.

Item Description Source
Cisco Unified IP Address of the server computer Sys-Admin
CallConnector running the Cisco Unified CallConnector
Server IP Address server software
Login Name Your Cisco Unified CallConnector user Sys-Admin
login name. In the personal mode, this
information is set to a default value.
Login Password Password used to log into the Sys-Admin
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Provisioning Configuration Data File:

A provisioning configuration data file can be provided by your system administrator
containing the information required during the installation process. This is a text file that
can be pre-loaded with the data used to configure your Cisco Unified CallConnector
client. The install program looks for this file in the Windows Desktop folder. If the file
exists, then information from this file is used to populate the Wizard fields during the
installation.

If you have the provisioning configuration data file saved on the Windows Desktop, then
the installation program will use the information from this file. You will need only to verify
the data displayed by the Wizard and click on Next to complete the installation.

Windows Access Rights:

During the installation of the Cisco Unified CallConnector, you need to have local admin
rights to the personal computer. This is to allow various system files to be loaded and
Windows registry entries to be written.

Note: If you are not logged in to the PC with the required access rights, the installation
may fail or not run through completion.

Minimum System Requirements

Your system must meet the minimum system requirements described in this section. We
recommend that your system exceed the minimum when possible to ensure better
performance.

Hardware

Cisco Unified CallConnector requires the following minimum PC hardware configuration:

= Pentium PC (1GHz or greater recommended)

= 256 MB RAM

= 60 MB available hard disk space for Cisco Unified CallConnector
= Cisco IP Phone and supported Cisco Telephony Platform

= Network Access to the Telephony Service

System Software

Cisco Unified CallConnector also requires the following PC software:

= Microsoft Windows XP Professional Service Pack 2
= Microsoft Windows 2003 Server for the server applications

= |Installed and correctly configured TAPI driver software for your telephone
(Personal and Local operating modes only).

= Installed and correctly configured Local Area Network with access to the
Internet.
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Application Software

Cisco Unified CallConnector provides access to its features from within the following
versions of Internet Explorer and Microsoft Outlook.:

= Internet Explorer Version 6.0 with Service Pack 2
= Microsoft Outlook 2000 or 2003

Telephony Service
Cisco Unified CallManager Express 4.0 or higher. Each PC running the Cisco Unified
CallConnector software needs to be connected to a Cisco Unified IP Phone.

Telephone Application Programming Interface (TAPI) is a specification that defines how
the Windows applications communicate with the telephone hardware. Each TAPI-
compatible device has its own TAPI driver just as different printers come with their own
printer drivers.

LAN Access

The Local Area Network is used in multi-user environments to share the directory data
and to access services such as E-mail and the Telephony Service. Access to the Internet
is also required for the activation process.

Download Site

The Cisco Unified CallConnector can be downloaded and installed from the Web. Go to
the link below, select Cisco Unified CallConnector for Microsoft Office, and download the
installation files.

<http://lwww.cisco.com/cgi-bin/tablebuild.pl/callconnector-ms>

Note: A valid CCO User ID and Support Contract is required to access the software
download center. If you don't have access contact your Cisco reseller.

Your Installation Package

Before installing the Cisco Unified CallConnector, carefully check your package contents.

Your package should contain the following items:

= Cisco Unified CallConnector Installation Program.
= Quick Reference Guide
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Installing the Cisco Unified CallConnector

During the installation process, the Cisco Unified CallConnector install program will check
your system’s components and determines what files need to be upgraded. It will copy
program files to a installation folder of your choice and system files to the Windows
System directory.

The installation needs to be run on each personal computer on which the Cisco Unified
CallConnector services is to be accessed.

Step 1: Download the Installation Program

Log in to the Cisco Software Download site for the Cisco Unified CallConnector and
download the latest Cisco Unified CallConnector client installation program. You can also
obtain this from your Cisco Reseller.

Install from a File Server: Your system administrator can send you an email with a link

to the Cisco Unified CallConnector installation program and your configuration data. Save
the configuration file on your desktop and then click on the installation program.

Step 2: Run the Cisco Unified CallConnector Installation

Close all Windows Applications: Close all open applications, specifically Microsoft
Outlook and Internet Explorer . Disable the screen-saver if the PC has one enabled.

To Install Cisco Unified CallConnector: Launch the Cisco Unified CallConnector
install program by double-clicking on it.

Once the install program is loaded, it presents the Welcome dialog.

Cisco Unified CallConnector. - InstallShield Wizard E|

Welcome to the InstallShield %izard for Cisco
Unified CallConnector

The InstallShield® \Wizard will install Cisco Unified
CallConnector on your computer. To continue, click Mext.

Mext > | Cancel
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Click on Next to display the Software License Agreement statement.

Please read the Software License Agreement statement and click on Yes to accept the
license and Next button for the Customer Information window.

Cisco Unified CallConnector, - InstallShield Wizard

Customer Information

Please enter your information. l - -

Please enter your narme, the hame of the company far which you wark, your email address
and the product serial number.

User Hame: [¥aurFulN ame
Compary Name: |Y0urEompany
Email: |YourEmaiI@company.com
Serial Mumber: |SeriaI-N urmber

< Back Mext > | Cancel |

= User Name: The name of person under which the software will be registered.
= Company Name: The name of registering person company or organization.
= Email: The email address of the registering person.

= Serial Number: Each instance of the Cisco Unified CallConnector software
is enabled with a unique serial number. This serial number is provided to you
with your purchase packet or sent you to you via email. If you do not have a
serial number and wish to evaluate the Cisco Unified CallConnector for a
limited time period, then enter ‘TRIAL’ in the Serial Number field. Note do not
enter the single quotes.

To proceed:

Enter your name, company and the software serial number. Click Next or press the
ENTER key.
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User Options:

The screen will prompt you for your default email settings and Cisco Unified
CallConnector Server login settings.

Email Profile:

If you have multiple email accounts in Outlook or if you are setup to connect to a
Microsoft Exchange server, then Outlook creates ‘profiles’ or a collections of the
parameters required for accessing each out these email accounts. This information is
accessible from the Control Panel Mail window as shown below:

Mail (X]

General |

@ The Following profiles are set up on this computer:

[ Add... ][ Remove ][ Properties ][ Copy...

When starting Microsoft Office Qutlook, use this prafile:
) Prompt For a profile to be used
(%) always use this profile

|e174540683 v

I 0K, ] [ Cancel

You can setup Outlook to always use a particular account or to prompt you to select a
profile when Outlook is started. The profiles configured on your computer are displayed
by the installation program.

The Cisco Unified CallConnector will use the Email Profile information in the following
way:

= If no profile is selected, then it uses the default email login.

= |f a profile is specified, then it will try to log in to the email service with the
parameters specified in that profile. If you are an Outlook user, then you
should specify the Outlook profile so that the Cisco Unified CallConnector
can connect to the exchange server on you behalf.
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Note: If you have selected an incorrect email profile, then the Cisco Unified
CallConnector will not be able display Outlook/Exchange contact data or be able to send
email messages. Do not select the Microsoft Outlook Internet Settings profile.

Cisco Unified CallConnector Server:

The Cisco Unified CallConnector can operate in a Personal (using a telephony driver
installed on your PC) or in a Server mode using services installed on another computer.
This installation option lets you choose which operating mode and if using the server, the

connection information.

If your system administrator has installed the Cisco Unified CallConnector Server to
provide shared access to your telephone service and contact data, then you will be
provided with the IP address of the Cisco Unified CallConnector server and your login
information. Otherwise you should set the option ‘Use Unified CallConnector Server’

Cisco Unified CallConnector, - InstallShield Wizard

User Oplions

Email Profile:

Password:

Uszer Login Name:

Password:

Flease select the feature and the values for required fields.

Please select pour email profile and enter the password.

| Outlook

|Passw0rd

Enter the server IP-Address and login information:

I¥ Usze Unified CallConnector Server

Server |P-Address: |192,1 B3.1.81

|user1

< Back Mext » | Cancel

unchecked.

Setting Outlook Profile Information

= E-mail Profile: Enter the Microsoft Outlook profile that you use to access
your email service. If you are an Exchange user then specify the Exchange

profile here.

= Password: This password is used to log into the email server specified in the
selected profile (if using Exchange, this is your Active Directory/Email

Password).

= Use Cisco Unified CallConnector Server: Click the check box only if you
will be connecting to a Cisco Unified CallConnector Server.
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Setting Server Connection Information

The Server connection information is only required if you system is configured with a
Cisco Unified CallConnector Server.

= Server IP Address: Enter the IP Address of the Cisco Unified CallConnector
Server. This will be provided to you by your system administrator.

= User Login Name: You will need to have a User Account in the
Cisco Unified CallConnector Server. To log into the Cisco Unified
CallConnector Server your system administrator will provide your Login User
Name. Enter this User Login Name.

= Password: Enter the password associated with your Cisco Unified
CallConnector account.

To proceed:
Click Next or press the ENTER key to move to the next window.

Program Files Location:

The next window allows you to specify the location to which the Cisco Unified
CallConnector program files will be copied. Click on the Browse button to select a
different folder than the default.

Cisco Unified CallConnector - InstallShield Wizard

Choose Destination Location

Select folder where zetup will inztall files. I -
Setup will inztall Cizeo Unified CallConnectar in the following folder.

To install to this folder, click Next. To install to a different folder, click Browse and select
another folder.

Destination Folder

C:h. ACigoo SpstemshCisco Unified CallConnectar's Browse. .

< Back Mewt > | Cancel |

To Proceed with the installation:

= Choose the default program path or click on the Browse button and specify
the desired path.

= Click on Next to move to the proceed with the installation.
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The install program will prompt you to close all instances of Internet Explorer and
Outlook. Note sometimes Outlook may be running as a process, you can open the Task
Manager to verify that Outlook is not running.

Cisco Unified CallConnector. - InstallShield Wizard

Setup Status

Cizco Unified CallConnector iz configuring your new software installation.

Publishing product information

Canecel

The installation will copy the program and system files and update the registry and XML
file settings.

Once the files have been copied, it will launch the CME Telephone Service Provider
Setup Wizard. If you are connecting in the server mode, then Click on Cancel to close
and exit this Wizard, otherwise follow the instructions in the next section to configure your
telephone service access.
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Configuring the CME Telephone Service Provider

The Telephone Service Provider (TSP) Setup Wizard allows you to configure the
parameters of the CME TAPI driver to connect with and correctly operate with the
CallManager Express line and features. It provides tools to validate the connection
parameters and download the IP-Phone line configuration. This section provides an easy-
to-use, step-by-step guide to setup the operating parameters for the CME TAPI Driver.

The CME Telephone Service Provider Wizard allows you to specify the following TSP
parameters:

Mode of Operation: The Wizard let you specify whether the TSP will operate
as an adjunct to an IP-Phone — allowing the TAPI
application to remotely control the calls of the associated
IP-Phone or itself emulate an IP-Phone —allowing the
TAPI application to become a CallManager Express
softphone.

Use Preferences: These options include connecting to the router at
windows startup, turning on the speaker when a call is
made and enable logging for capturing diagnostic traces.

Account Information: Specifies the IP address and the connection parameters
of the IP-Phone that will be used by the TSP.

Verify Connections to CME:  This allows you to verify the account information by
connecting to the CallManager Express.

Call Appearances/Feature Buttons: The lines (buttons) configuration of the associated
IP-Phone is specified to allow the TAPI Driver to
correctly handle them.

Welcome to Cisco Unified CallManager
Express (CME) TSP Setup Wizard.

Thiz program will guide vou through the steps ta configure the
Cisco Unified CME TSP, Pleaze follow the instructions below
to beqin the configuration process.

Click Mext when pou are ready to continue.

To advance to a section directly. click on one of the following
buttornsz:

Mode of Dperation

User Preferences

Account Information

Werify Connections

Call Appearance/Feature Buttons

AEEEmEmEe

Euild 10E0E04

Lancel

Help | < Back

Please click Next to proceed to setting up the TSP.
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Mode of Operation

This screen shows the user the version information of the TSP driver. Click on Next to
continue.

Cisco Unified CME TSP Setup Wizard

4;;/,/’\ Mode of Operation

o

Pleasze select the mode of operation below:

f+ Call Control for IP Phone

The TAPI Driver will control the selected IP Phone Advanced

CHE TSP Yersions:
CHME TSP

|Versi0n 21

SCCP Pratacal: |Versi0n 3

Setupwizard:  yersion 1050504

Click on Next to continue.

Help

Mest > Lancel

User Preferences

The following user preferences can be set from the Wizard:

2 Cisco Unified CME TSP Setup Wizand

J User Preferences

Please select the options that you would like to be enabled:

¥ Connect ta [P Phone on application start [recomended)

" Connect to IP Phorne on “windows startup

v Activate IP Phone Speaker when placing or receiving a call
[ Send Line Selection message when making a call

[~ Enable Trace Log file [when requested by TAC)

Level: ’__l

Trace File: |

Click on Next to continue._

Help

Mext » LCancel
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Connect to IP Phone on Application Start: Checking this option, causes
the CME Telephone Service Provider to be started when the Cisco Unified
CallConnector is run. This is the recommended option.

Connect to IP Phone on Windows Startup: The CME TSP will register with
the CallManager Express at Windows startup. If this option is not checked,
then the TSP will register only when a TAPI application wants to use the
TSP.

Activate IP Phone Speaker when Placing or Receiving a Call: If the
handset is on-hook, then the speaker on the IP-Phone is turned on when a
new call is made or when a call is answered.

Send Line Selection Message when Making a Call: On certain IP Phones
this is required to make outgoing calls.

Enable Debug Trace: The Debug Trace file enables technical support to
isolate any problems you may be experiencing. Normally this should be
turned off. If you are experiencing any problems, your technical support
person may ask you to turn on the debug tracing and send them the trace
file.

When you are done, please click Next to continue with the TSP Setup.

Account Information

The following information is required by the CME TSP to connect to the CallManager
Express. The account information selects the CallManager Express and IP-Phone for use
by the TAPI Driver.

CME IP Address: The IP Address of the Call Manager Express router.

TCP/IP Port for SCCP: Port number used to communicate to the
CallManager Express router. By default this is set to 2000.

User Name: An IP-Phone that is to be used by the CME TSP must be
configured with a User Name and Password. The TSP registers with the
CallManager Express using this user name and password. The user name is
uniquely associated with an IP-Phone. Contact your system administrator for
your IP phone user name and password.

Password: The password configured for the User Name above.

Verify Password: Validation field for the password.

Note: The User Name and password are case sensitive and must exactly match the
CallManager Express setting.
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=% Cisco Unified CME TSP Setup Wizard

% Account Information

Please enter your CallManager Express IP Phone information below:

IP Phane phane-1

Uzer Mame:
(ale 1921681121 PPhone [
IP-Address: B
TCPAP Part (2000 Yerify oo
far SCCP: Password:

Region/Service Provider: [ |pited States =

Click on Mext to continue.

Help < Back | Mest » | LCancel

= Enter the IP address of your CME Router.

= Next, you will enter in the username and password of the IP phone you
would like to connect to. Please also verify the password by typing it in a
second time.

When you are finished entering the CME Router login information, please click Next to
proceed.

Connections to Cisco Unified CME

This window allows you to verify the account parameters entered in the previous window,
verify network connectivity to the CallManager Express and to download the IP-Phone
button configuration from the CallManager Express.

On this screen, you will verify the connection to the IP phone that you selected.
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= Cisco Unified CME TSP Setup Wizard

’@ Connections to Cisco Unified CME

Please select the network settings from the followings:

PCIP Address: (192 168,167

-

B andwidth: Local Area Network, -

Werify Registration and |P-Phone Configuration
Status:
Connecting to host 'T92.168.1.121' [192.168.1.121]... A
Host 192168.1.121' [192.168.1.121] responded successfully.
32 bytes received in 0 mzecs.
Found Router : 192.168.1.121
Success | Regiztered uzer with 192.168.1.121
Found line : linelnst & ditdumber 5096 displapt ame 5096
Found line : linelnst 5 ditdumber 5095 displayt ame 5095
Found line : linelnst 4 ditdumber 5093 dizplayM ame 5099

b

Start | Troubleshaat...

Click on Next to continue.

Help | < Back | Mest » | LCancel |

= Select the IP address of this PC and the bandwidth (default: Local Area
Network).

Click on Start and the Wizard will attempt to connect to your IP phone. If you
successfully connected to the IP phone, then it will show the phone’s line
information. If the connection was unsuccessful, then it will show “Error: Can
not register user. Invalid IP-address, User name or Password”.

When you are finished, click Next.

Call Appearance/Feature Buttons

This window allows you view and map the buttons to correspond to the IP-Phone that you are
using with this CME TAPI Driver. By default no changes are required for use with
Cisco Unified CallConnector.

Each IP-Phone button is represented with a set of type of button and the second button
specifies the label or number associated with the button.

To change the button type, click on the smaller button. From the pull down list you can
select the button type.
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To change the button label, click on the larger button, a pull down menu allows you to
select from a list or enter a number.

=% Cisco Unified CME TSP Setup Wizand

——
S5E  Call Appearance/Feature Buttons
i

Click on a DN button to enter itz number and select a button type from the list:

Buttan Type DM

Dual In 5037

Dual In 509z

Dual In 5033

Dual In G033

Dual In G035

Dual In 5036

Advanced

Click on Next to continue.

Help < Back LCancel

Saving Configuration Changes

Congratulations, you are now done configuring the TSP driver. You will now be prompted
to restart your PC. For the best performance, it is recommended that you restart your PC.

Registering the Cisco Unified CallConnector

All installations of the Cisco Unified CallConnector need to be activated with the Cisco
Licensing Server. Activation is a process in which the Cisco Unified CallConnector
program sends the serial number and the installed computer information to the licensing
server. The Licensing server verifies the serial number and saves it along with the
computer information.

The activation process is initiated when the CallConnector Popup is run the first time. If
the activation process is not completed successfully, then the Cisco Unified
CallConnector programs will not run. The activation window is shown below.
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Cisco Unified CallConnector License Registration x|

The licenze activation process will register your zerial number and some PC hardware information
with Cizco Spstems o prevent un-authorized use of software. Yowr PC needs to be connected to
the [nternet during thiz process.

Serial Mumber: |TF|I.-’-‘«L ¢

To conwert to a full lizence, enter the walid zenial number above and activate the softwar= The
follawing infarmation alzo sawved with your zenal number:

Hame:; I_I,u:uurname x Email: Iail-address@cumpany.com x

At pour option, pou may choze to provide the following additional infarmation for Cizco Marketing:

Wwiork Phone: [555-1212 City: [your-city
Compary: I}Iu:uur-u:u:um|:uar1}I State: Iyu:uur-state
Department: Iyuur-department ZIP Code: Iyu:uur-zip-cu:ude

Address: Iyuur-addressl Countr: |_I.J|:|ur-|:|:|untr_l.J

[ Send optional Persional Information to Cisco Systems

Cizco System user information privacy policies can be reviewed at:
hittp: /A, cizco, com. uzennformationprivacy

Click on Activate to complete the installation athenwize Cancel to remove the application

Activate I Cancel

The Serial Number that you entered during the installation is displayed in the Serial
Number field. If you entered ‘Trial’ for a limited time evaluation, then this is displayed.
You can at any time convert the ‘Trial’ Serial Number to a fully licensed program by
entering the serial number in this field.

If you are evaluating the Cisco Unified CallConnector, then the activation will obtain a
trial-serial-number for you. This will be displayed in the Serial Number field.

During the activation process, you serial number, name, email address and certain
machine information is sent to the licensing server. You can also enter some personal
information and chose to send it to Cisco systems to help us understand the deployment
of the solution. The personal information is only send if you select the checkbox ‘Send
optional personal information to Cisco Systems.

To activate the Cisco Unified CallConnector, please make sure that you have access to
the Internet from this personal computer and click on the Activate button.

The Cisco Unified CallConnector will access the Licensing Server over the Internet and
send the activation information. A progress bar is displayed during this process as shown
below:
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Unified CallConnec x|

Successfully registered the trial serial

Notes:

If you are using the trial serial number, then the Cisco Unified CallConnector needs to
access the Licensing Server every time the CallConnector Popup is run. This requires
access to the Internet. The fully licensed Cisco Unified CallConnector activates only
once. You can convert from a trial to a licensed version of the

Cisco Unified CallConnector at any time.

Internet Explorer and Outlook Settings

The Cisco Unified CallConnector Toolbars and Application Windows are ‘Add-On’
components in Internet Explorer and Outlook. This section describes some of the settings
that have to be enabled for these components to operate.

Note: These Add-On components are automatically registered or added by the
Cisco Unified CallConnector installation process. The information below is provided to
help you isolate problems should they arise.

General I Security I Privacy | Content | Connections | Programs  Advanced
Settings:
Enable offing items to be synchronized on a schedule ;I

Enable page transitions
O Enable Personalized Favarites Menu
Enable third-party browser estenzsions (requires restart]
[ Force offscreen compositing even under Terminal Server [requi
Matify when downloads complate
Rieuse windows for launching shortcuts
Shaw fiendly HTTP erar messages
O Show fiendy URLs
Show Go button in Address bar
Shaow Internet Explorer on the desktop
Underline links
@ Always
O Hover
O Never

O Use inline AutaComplete -*
4| | »
Festare Defaults |

ak I Cancel | Apply |
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Internet Explorer

Enable Third-Party Browser Extensions: The Cisco Unified CallConnector components
are installed as Third-Party Browser extensions. This option in the Internet Explorer
Options window (available from the Tools menu) in the Advanced tab under the Browsing
category. The default settings of the Internet Explorer have this option enabled.

Manage Add-ons

Performing an upgrade

If you want to upgrade your Cisco Unified CallController to a newer version, then you can
download and run a later installation program. The installation program will ask you if you
want to upgrade the Cisco Unified CallConnector files. Click on Yes to continue with the
upgrade. Make sure that you have closed all instances of Internet Explorer and Outlook
and the CallConnector Popup program. The install program will then copy the newer
versions of the files to your computer.

Removing Cisco Unified CallConnector

You can remove the Cisco Unified CallConnector and all its files from the Windows
Add/Remove program.

= From the Widows Start menu, select Settings and open the Control Panel.
= Double click on Add/Remove Programs

= Select Cisco Unified CallConnector and click on the Remove button.

= The Cisco Unified CallConnector Installation program will run. Click on the

Remove button and next.

The Cisco Unified CallConnector will be un-installed from your computer.
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CHAPTER

A

Getting Started

This chapter describes how to start the Cisco Unified CallConnector and to view the
toolbars and windows in Internet Explorer and Outlook.

This chapter describes the following in more detail:

Starting and Exiting -
CallConnector Options -
Logging In and Out -

Internet Explorer Toolbar -

Outlook Toolbar -

How to start and exit the
Cisco Unified CallConnector.

Describes the Cisco Unified CallConnector
Options and how to change them.

Describes how to login and logout of the Local
SIPServer from the Options-Server Window.

Describes how to view the
Cisco Unified CallConnector Toolbar in Internet
Explorer.

Describes how to view the
Cisco Unified CallConnector Toolbar in Outlook.

Viewing Lines, Contacts, Logs -Describes how to view line, Contacts, and

Opening QuickSearch -

Managing Add-ons -

Getting Help -

Logs information.

Describes how to open the QuickSearch window
and locate contacts.

Describes how to verify Cisco Unified
CallConnector toolbar and sidebar registration in
Internet Explorer and Outlook.

Describes how to get Cisco Unified
CallConnector help information.
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Starting and Exiting Cisco Unified CallConnector

To Start Cisco Unified CallConnector:

The Cisco Unified CallConnector can be started in several ways:
= From the Start Menu

= From the Desktop Icon
= Automatically start with Windows.

Starting from Start Menu:

From the Start-Programs menu, select the Cisco Systems group and select the Cisco
Unified CallConnector option, then click on CallConnector Popup.

The Cisco Unified CallConnector runs and proceeds with loading the databases and any
configured TAPI drivers.

uﬂ Accessories
I Microsaft O

£y Documents CisC ems

1A
E}‘ Settings

j-_:' Search

Praagrarns

ffice

=" CallConnector Popup

e Edition

Starting from the Desktop Icon:

Double-click on the red CallConnector Popup icon located on the desktop and it will start
the Cisco Unified CallConnector (as shown below).

The Popup will start the required controlling software, automatically. It will display the
initialization progress with prompts including:

CallConnector SIPServer Started-OK.
CallConnector CallController Started-OK.

CallConnector Login Started OK.

Acquiring Lines Started-OK.

If the initialization fails at any step, then you will be notified of the error condition

encountered.
Note: If you are running an evaluative version, then the Popup will connect to the License

Server and verify the evaluation status.

The Popup application displays the options window. Click on hide to close the window. If
you need to change any options settings, then click on apply to save the changes.
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When the Popup application is running, a phone icon is displayed in the system tray as
shown below.

Desktop shortcut icon System Tray Icon

=

CallConnectar
Popup

Starting up with Windows:
You can setup the Cisco Unified CallConnector to start with Windows by following these
steps:

= Right-click on the red telephone icon in the system tray to bring up the
CallConnector Popup menu.
= Click on Options menu item; this will open the Options Window.

=  Click on the Start up with Windows check box to setup the
Cisco Unified CallConnector Popup to start up when you start Windows.

To Exit Cisco Unified CallConnector:

‘" Cisco Unified CallConnector

Options | Contact || Server | Dial Plan | Email Setting

Drizplay O ptions
Dizplay Incoming Call Information

Digplay Outgoing Call Information
Hide ‘Windows ‘when Call Disconnected

[Databaze Optionz
" Enable Directory Look up
ul Enable Outlaok Lok up

Auto Lookup Dptionz

Auto Prefix Length |2 [Muszt be at least 1]

Start up with Windows

[ Hide l[ Apply ] [ Exit Fopup ]

= You can press the Exit Popup button at the bottom of the Options window.

= Right-click the red CallConnector Popup icon from the system tray and click Exit.
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To Hide the Options Window

= You can press the X button on the upper right hand corner of the CallConnector
Options

window.
= Click on the Hide button in the Options window.

Cisco Unified CallConnector.

iF Answer 4
# Hangup Options | Cortact | Server | Dial Plan | Email Setting
% Hald _ _
& Unhold » Dizplay Options

Dizplay Incoming Call Information
#Lines 4 Display Outgaing Call Information
€ Dial Hide Windows wWhen Call Disconnected
b Speed 3 _

[ratabaze Options
{4 Forward

Enable Directory Look up

i
Transfer
3 Enable Dutlook. Look up

@ Conference
3 Park Auto Lookup Options

¢ Pick up Auto Prefis Length |2 [Must be at lzast 1]
& Group Pick up

F‘i Options. ., Start up with ‘Windows

) Services 4

B about,..
A

Hide l [ Apply ] [ Exit Popup
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CallConnector Options

The options window consists of different tabs for configuring different options.

Options — Set the settings for popup balloon display, database lookups,
auto lookup, and automatic Windows startup.

Contact — This is where the user may fill in all his/her personal contact
information.

Server — This is where you can enter Cisco Unified CallConnector Server
login information and switch between TAPI (local) and Server
modes.

Dial Plan — This tab allows you to change your dial settings. The settings

should automatically be preconfigured upon installation.

E-mail Setting —This tab allows you to choose which email profile you are using
and configure your SMTP information.

Note: Please see Chapter 5 for the details on these parameters.

When you first start the Popup application, please be sure to enter your contact
information, verify that you have the correct mode setup and are logged in. Dial up rules
need to be setup to allow correct dial able numbers to be generated. The email settings
are required to send text messages and to access the Outlook contact information.

Logging In and Out

The Login/Logout capabilities are available on the Client/Server models of the

Cisco Unified CallConnector. From the Cisco Unified CallConnector, you can view status and
activities of other users. And vise-versa, your status can be monitored and viewed by the call
supervisor and other users. To be able to communicate with other users, you will need to
login to a Cisco Unified CallConnector Server.

‘&' Cisco Unified CallConnector,

Optionz | Contact | Server | Dial Plan | Ermail Seting

Uge UCC Server for extended features
[ Use Local TAP! Driver
SIP Server Information
Address 192168118

Part |5065

SIP Account Information

Login Mame | admin

Pazawaord | N
Login ] [ Rezet
Server Statuz
Urified CallContraller Connected
Urified Database Server Connected
[ Hide ] [ Apply ] [ Exit Popup
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To Login to the Cisco Unified CallConnector Server

Right-click on the red CallConnector Popup icon in the system tray and click on Options.
Then click on the Server Tab. It will display all the server settings. Please do the following:

= Enter your name in the Login Name field.
= Enter your password in the Password field.

= Click on Login to login. If you successfully logged it will only show the Logout
button and not the Login or Reset button.

To Logout of the Cisco Unified CallConnector Server

Assuming that you are logged in as shown below, the Logout button should be present.
Press the Logout button. You will notice that the CallConnector Popup icon in the system
tray is grayed out because UCC Services are no longer available because you are
logged out.

‘&' Cisco Unified CallConnector

Options | Cortact| Server | Dial Plan | Email Setting

Uze UCC Server for extended features
[JUse Local TAPI Driver
SIP Server Information

Address 192 168.1.18
Port |5065
SIP Account [nformation
Login Mame | admin

Pazzword | 1m

Server Status

Unified CallCantraller Connected
Urified Databaze Server Conkected
Hide ] [ Apply l [ Exit Popup
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Viewing Lines, Contacts, and Logs

This section will cover how to view your available phone lines, your directory contacts,
and your call logs.

Viewing Lines:

There are 2 ways to view your phone lines:

CallConnector Popup Menu: Open CallConnector Popup from the desktop, and right-
click on the red phone icon in the system tray. This will bring up the CallConnector Popup
menu. Then hover your mouse over the Lines option and it will reveal your available
phone lines.

CallConnector Toolbar: Open Internet Explorer. Then click on the text box located in
the middle of the toolbar containing the current phone line. It will show a list of all
available phone lines.

ik Answer 3
X Hangup

% Haold

£ Unhold 3

Idle
€_Dial &5091  Ide
ip Speed v T

44 Forward

% Transfer

& Conference

G Park

<t Pick up

B Group Pick up

[ Options. ..
) Services »

2 about...

o Exit
=

- @- - - | #0ial -~ @Pickup  fg Forward |@50651dle ﬂ@GrPlﬁJp - & 8 Contacts

Viewing the Contacts Window:

You may view Directory Contacts from the Sidebar in Internet Explorer or Outlook.

= First, verify that you are logged in. You will be properly logged in if the Popup
phone icon in the system tray is red (tther wise it is grayed out)

= Open Internet Explorer or Outlook.

= Click on the Contacts button located on the Cisco Unified CallConnector
Toolbar. (in Outlook you may have to click on the CallConnector file in
Contacts).

1-8 Cisco Unified CallConnector



Getting Started

=  While the Sidebar is present click on the Contacts tab.
= This will show your Personal Contacts.

= Then click on the Corporate tab below to reveal your Corporate Contacts. If
you are in Server mode, Corporate Contacts are shared by all users.

= Then click on the Outlook tab to reveal your Outlook/Exchange Contacts.

X
¥ shorteuts Corkacts SBlogs  miStatus ) Rules
| =
Display Mame | Company Work ‘ Cell | tHs
Alex Hartill 2037
Ah Beh Beh Carpets 2094
Adrienne Morbury 3013
1800 number 18007006, .,
Angela Gerber 3036
@ amanda Scarfie 3027
@ flpha Beta AB Groceries S086
Allison wwhiffey 2030
Alizon Causton 304z
Barrie Wells 2023
Barbara Lardner 2039
Aston Yila 2025
Anthony Lafayette 8558
Ann McDonald 2050
Baob D. Jhonson 1016
Baob Archer 2067
Bill rcheal 3009
Beta Gamma Gamma Radiation 5087
Barry Andrews 2043
@ ChiPsi Psi Accounting 2092
Caral Harrison 3034
Caral Ashfield 3032
Brian Connel 3037
Bonney Welker 3014
Cisca 1 IP-Phone S086 2099 hd
< ?
8 Perzonal &j Corporate | 8= Outlock.
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View Call Logs:

You may view your Call Logs from the Sidebar in Internet Explorer or Outlook.

=  First, make sure you are logged in. You will be properly logged in if the
Popup phone icon in the system tray is red (other wise it is grayed out)

= Open Internet Explorer or Outlook.

= Click on the Contacts button located on the Cisco Unified CallConnector
Toolbar (in Outlook you may also have to click on the CallConnector file in
Contacts).

=  While the Sidebar is present click on the Logs tab.

= The tabs on the bottom will limit view to missed calls, incoming calls, or
outgoing calls.

@ shorteuts B contacts | Hjlogs =l Status Rules
| =]
Date(Time [ ame [ Humber Type -
i 7/28/2006 3:27:07 PM Sarah Burns 067 In
il 7/28/2006 3:27:33 PM Mark Allison [Shahryar Talukder]  S06S Qut
i 7128/2006 3 28:33 PM 5031 [Sarah Burns] S067 In
il 7/28/2006 3:25:43 PM Mark allison Qut
i 7/28/2006 3:28:59 PM Sarah Burns S0e7 In
il 7/28/2006 3:29:12 PM Mark Allison [Shahryar Talukder]  S065 Qut
il 7/28/2006 3:29:26 PM Mark Allison [Shahryar Talukd] 5065 Qut
il 7/28/2006 3:57:34 PM Richard Tran [Shahryar Talukd] 5065 Qut
il 7/28/2006 3:57:46 PM Shahryar Talukd 5065 Qut
il 7/28/2006 3:59:16 PM Shahryar Talukd 5065 Qut
i 7/25/2006 4:13:00 PM Sarah Burns S0e7 In
il 7/28/2006 4:13:37 PM Mark Allison [Shahryar Talukd] 5065 Qut
il 7/28/2006 4:15:11 PM Mark Allison [Shahryar Talukd] 5065 Qut
i 7/28/2006 4:16:54 PM Sarah Burns S0e7 In
il 7/28/2006 4:17:52 PM Mark Allison [Shahryar Talukd] 5055 out
XK 7j2812006 4:23:42 PM Sarah Burns S057 Missed
XK 7j2812006 4:24:07 PM Shahryar Talukd 5055 Missed
K 7j2812006 4:24:14 PM Shahryar Talukd 5055 Missed
41l 7/28 /2006 4:26:25 PM Mark Allison [Shahryar Talukd] 5055 out
41l 7/28 2006 4:35:55 PM Shahryar Talukd 5055 out
4ii 7/28 /2006 4:53:56 PM Mark Allison [Shahryar Talukd] 5055 out
il 7/28/2006 4:54:26 PM Mark Allison 2023 out
il 7/31/2006 3:49:35 PM Mark Allison [Shahryar Talukd] 5065 out
il §/1j2006 12154116 PM Mark Allison [Shahryar Talukd] 5065 out
i 3/1)2006 5:41:27 PM Louise Markhum S04z Qut
i 3/1)2006 5:41:45 PM Louise Markhum S04z Qut
i 3/1)2006 5:42:06 PM Louise Markhum S04z Qut
i 3/1)2006 5:44:47 PM Louise Markhum S04z Qut
i 3/1)2006 5:45:46 PM Louise Markhum S04z Qut -
i : == === == -
= Al ‘ x Mizzed J lig Incoming | i Outgoing J
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Managing Add-ons
If the Cisco Unified CallConnector Toolbars are not displayed after starting the Popup
application, use this section to troubleshoot possible causes.

Internet Explorer Toolbar and Sidebar

In order for the Internet Explorer Toolbar and Sidebar to function:

Cisco Unified CallConnector toolbar and sidebar must be registered to
Internet Explorer

Cisco Unified CallConnector toolbar and sidebar must be enabled in Internet
Explorer

Cisco Unified CallConnector toolbar is not hidden.

Register/Unregister Toolbar and Sidebar
To check whether or not the toolbar and sidebar are available:

Open Internet Explorer. Click on Tools and Manage Add-ons.

Verify that the Cisco Unified CallConnector and Cisco Unified CallConnector

Apps are both found in the Enabled or Disabled Section. If they are not, then

they have not been registered with Internet Explorer. Please proceed with the
following steps.

Close all instances of Internet Explorer and exit Cisco Unified CallConnector
first. Open the Program Files\Cisco Systems\Cisco Unified CallConnector\
folder.

Double click on the registerAll.bat or registerlE.bat file. This will register the
both the Toolbar and the Sidebar with Internet Explorer. When you open
Internet Explorer it should be visible.

Enable/Disable Toolbar and Sidebar
To enable or disable the toolbar and sidebar:

Open Internet Explorer.
Click on Tools and Manage Add-ons.

Verify that the Cisco Unified CallConnector and Cisco Unified
CallConnector Apps are both found in the Enabled or Disabled Section. If
not, the go back to the previous section and follow all the steps.

If a component is disabled (i.e. the Cisco Unified CallConnector Toolbar),
then it will show up in the Disabled Section and cannot be used. It also
cannot be made visible or made hidden in Internet Explorer.

If a component is enabled, it will show up in the Enabled section and it can
be used in Internet Explorer. Also, it can be made visible or made hidden in
Internet Explorer.
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Manage Add-ons

X]

N op Add-ons are programs that extend the capabilities of your *Web browser. Some add-ons can interfere
’%‘ with the operation of your browser. Y'ou can disable, enable, or update add-ons. Disabling an add-on
might prevent some Web pages from working.
Shows | Add-onz cumently loaded in Inkemet Explores w
Marne Publisher Status Type File
Disabled
@ Unified CallZonnector (Mot verified) Calllomm T...  Disabled  Toolbar celioC
,:;] Unified CallZonnector A... (Mot verified) CallZomm T...  Disabled  Browser Extension T
%] Unified CallConnectar Disabled  Browser Extension
Enabled
,i;] AcralEHIprObj Class Adobe Systems, Incorpor...  Enabled Browser Helper Object  AcrolEl
,:;] CMavExtBho Class Swmankec Corporation Enabled Browser Helper Object  MawShi
,ﬂ Google Google Inc Enabled Toolbar googlel
,i;] Google Toolbar Helper Google Inc Enabled Browser Helper Object  googlel
,:;] hpWwebHelper Class (Mot verified) TODO: <Co.., Enabled Browser Helper Object  WebHe w
< »
Select an add-on from the list above to perform the following actions:
Settings Update
To disable an add-on, click it and ) .
then click Dizable. To update an O Enable Click here to update this
Activel contral, click it and thern Dizable add-an
click Update Actives, @
Learn mare about add-ons...

Hide/Unhide Toolbar and Sidebar
To hide or unhide the toolbar and Sidebar:
= Open Internet Explorer and click on Tools and Manage Add-Ons.

= Verify that the Cisco Unified CallConnector and
Cisco Unified CallConnector Apps are both found in the Enabled section.
If either component is in the Disabled section, enable it. If neither of the
components are found in any section, then that means the Cisco Unified
CallConnector IE component is not currently registered. Register the Cisco
Unified CallConnector IE component as described in the section above.

= Right-click on the any part of the address bar or Internet Explorer buttons
and it will show a menu with all the current toolbars. The toolbars that are
checked are shown, the toolbars that are unchecked are hidden, the toolbars
that are grayed out are disabled, and any toolbars not shown are not

v Standard Buttons

v Address Bar
Links

v Lock the Toolbars
Morton Internet Security
Morkon Ankivirus
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registered with the Internet Explorer

To hide or unhide the Sidebar, click on the Contacts button located on the
Toolbar.

‘:.';'!:- - 8- -| #'0isl + @Pikup g Forward |5 5085 1de | Rarrkp - # Y contacts

Outlook Toolbar and Sidebar

In order for the Outlook Toolbar and Sidebar to be displayed, please verify these settings:
Cisco Unified CallConnector toolbar and sidebar must be registered to Outlook.
Cisco Unified CallConnector toolbar is not hidden.

Register/Unregister Toolbar and Sidebar
To check whether or not the toolbar and sidebar are registered:

Open Outlook. Click on Tools and Customize. Then click on the Toolbars
tab.

Verify that the Cisco Unified CallConnector is visible. If it is not visible, then
proceed to the following steps.

Close and Exit Outlook and the UCC Popup application. Open the \Cisco
Cisco Unified CallConnector\ folder.

Double click on the registerAll.bat or registerOutlook.bat file. This will
register the both the Toolbar and the Sidebar with Outlook. When you restart
Outlook, the toolbar it should be visible.

You can also unregister the Toolbar and Sidebar from Outlook Customize
window. Open the Customize window, then select the Cisco Unified
CallConnector and click on Delete. This will remove the Toolbar and Sidebar
completely from Outlook.

Hide/Unhide Toolbar and Sidebar
To hide or unhide the toolbar and Sidebar:

Open Outlook. Click on Tools and Customize.

Select the Cisco Unified CallConnector. If it is checked off, that means that
the Toolbar and Sidebar are showing. If it is not checked off, then that means
that the Toolbar and Sidebar are hidden.

To hide the Cisco Unified CallConnector Toolbar and sidebar, uncheck the
box. You can also hide the toolbar by opening the About menu and clicking
the Hide Toolbar option.

To unhide the Cisco Unified CallConnector Toolbar and sidebar, check the
box.
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Customize

Toolbars |gommands Cptions

Toolbars:

Skandard
[]advanced
Menu Bar Rename...
weh —
[ outlookspy

Bd| nified CallConnector

Delete

1=
o

Close

Getting Help
If you are in need of on-line help there are many ways to seek assistance.

Help File: You can open the Help file from the toolbar about menu. You can
do a search through various help topics and common error situations.

Contact Support: By selecting this option from the About menu, it will bring
up an new email message where you can message the

Cisco Unified CallConnector Support team about your problems. It will also
attach the correct debug log files to this email to be sent to the UCC Support.

Phone Support: By selecting this option from the About menu, it will
proceed to call phone line of the UCC Customer Support. They will answer
your questions and guide you through solving your problems.

@JHelp

“ag Hide Toolbar

#AUnified CallConnector Online

" Email support: uce-beta@external. cisca. com

S Opti AiPhone Support: 10408) 555-1212
phions
== Send Us Feedback
@Debug Logging: Trace 3
I Report Problemns
Aubo Recovery: On 4
Conneckion Status 3

b About: Urified CallConnector
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sl Cisco Unified
5 CallConnector Popup

The Cisco Unified CallConnector Popup displays information on the incoming or outgoing
call in a popup window. It also provides some basic call control functions in two context
sensitive menu buttons. The Popup Icon in the system tray provides a menu from which
additional telephony features and configuration options for the CallConnector can be
accessed.

This chapter describes how to perform the basic call handling functions using the
Cisco Unified CallConnector Popup and to access the CallConnector functions from the
Popup menu. These include:

Popup Window - Describes the CallConnector Popup window that is
displayed for incoming and outgoing calls.

Popup Menu - Describes the functions available from the Popup menu
and how to use these functions for call handling.

Call Control from Popup - Describes how to control the call from the Popup
window.

CallConnector Options The Cisco Unified CallConnector Options window is

described in this section. .

Starting/Stopping Services  The Cisco Unified CallController uses controlling

software to access the databases and telephone system.

This section describes how to manage these services
from the Popup

About Window - The Popup About window displays the Serial Number
and allows you to update from the evaluation to licensed
version of the software.

1-2 Cisco Unified CallConnector
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Popup Application
The CallConnector Popup application supports a number of Cisco Unified CallConnector
features. These include:

Popup Window: This Popup window displays information on each of the calls at the IP
Phone and provides some basic call control capability.

QuickMessages: The Instant and Text Messages are received and sent by the Popup
application (Only available in Server mode).

Starting/Stopping Services: Some controlling services are required by the Cisco Unified
CallController user interfaces. The CallConnector Popup application
starts up the required services and closes them upon exit.

Options Window: The user customizable parameters are displayed in the Options Window.
The Options window is presented by the Popup application and the
parameters are shared by all the Cisco Unified CallConnector
components.

Popup Menu: The menu provides access to the additional functions supported by the
Popup application.

Activation Process:  The Popup application presents the activation dialog and also verifies the
evaluation period.

You will need to run the CallConnector Popup application to access the Cisco Unified
CallConnector features from the toolbars or application windows.

CallConnector Popup Window

The CallConnector Popup window displays caller information about an incoming or
outgoing phone call. Based on the telephone number, it performs a lookup in the user’s
contact databases and displays the name of the calling party and their organization if
available. The Popup window includes two context sensitive call handling buttons and
one button for opening the Actions menu.

From the Popup Window, you can answer a call, re-direct it to voice mail, place it on hold
or end the call. The Action menu collects and displays additional caller contact
information that can be used to perform functions such as making a call to an alternate
number, sending an email, or making notes, or setting up a schedule, etc.

Kappa Lamda X
5095

Lambda Business Machines
8 snswer | Busy

N

Cisco Unified CallConnector Popup Window
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Window Component Description

Icon Cisco Unified CallConnector Popup icon

X Close Popup window

Kappa Lambda Name of the Caller. This name can be looked up

from the contact directories or there is no match then
the name provides by the call is displayed

5095 Telephone Number of the caller

Lambda Business Machines Organization of the Caller. This information is looked
up from the contact directories

Action Menu Arrow Action Menu Button opens the action menu

Answer CallControl Button 1: The call control options are

displayed based on the state of the call. For an
incoming call it displays Answer

Busy CallControl Button 2: The call control options are
displayed based on the state of the call. Pressing
busy while a new call is ringing will invoke the DND
feature, sending the call to voice mail.

Cisco Unified CallConnector Popup Window

One Popup window is presented for each call on your IP Phone. If you have two calls,
then two Popup windows will be displayed. When the call terminates, the popup windows
is automatically closed. (This is the default setting).

Managing the Popup Window
The Cisco Unified CallConnector provides a number of options for customizing the
behavior and the information displayed by the Popup Window.

Popup Window Options
The display of the Popup Window and the information presented in them is controlled by
user selectable options in the CallConnector Options window. The following options
settings impact the Popup window. These are described in more detail in the section
CallConnector Options section and are summarized below.

Display Incoming Call Information:
Popup window is presented for incoming calls. If this is not checked, then the Popup
window will not be displayed for incoming calls.

Display Incoming Call Information:

Popup window is presented for outgoing calls. If this is not checked, then the Popup
window will not be displayed for outgoing calls.

Hide Window when Call is Disconnected:
The Popup window is automatically closed when the call disconnects. If this option is not
checked, then the window needs to be closed manually.
Enable Directory Lookup:

Popup looks up the caller number in the CallConnector directory in both the personal and
corporate databases.
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Enable Outlook Lookup:
Popup looks up the caller number in the Outlook Contacts folder.

To Move the Popup Window

To move the Popup window, left-click in the region above the line and drag it to the
desired position. This allows you to view any information below the popup window.

Closing the Popup Window

To close the Popup window, click on the close button on the top right hand corner. This
will close the Popup window. Any call associated with that window is unaffected.

Popup Menu

The additional features of the Popup application are accessed from the Popup Menu.
You can open the menu by right-clicking in the CallConnector icon in the system tray.
The CallConnector Popup menu is shown below and the table describes each on the
menu items.

iF Answer 4
2 Hangup

% Hold

£ Resume 3
# Lines »
_Dial

iy Speed 4
14 Forward

& Transfer
& Canference

&) Park.
%t Pick up
B Group Pick up

[# Options...
. Services 3

=
I 3 Exit

Cisco Unified CallConnector Popup Menu
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To Open Popup Menu

Right-Click on the CallController icon in the system tray to display the menu. Click
outside the menu or press Esc to close the Popup menu.

Table 5.2 Description of the Popup Menu Items

Menu Item Description

iy Answer 4 Answers the incoming ringing phone call. If there are multiple calls you can select
the line to answer.

2 Hangup Hangs up the current call and returns the phone to idle state.

% Hald Places the current phone call on hold.

£ Unhold 4 Resumes or re-connects the held phone call. If there are multiple help calls, you can
select one of them from the list.

2 Lines 4 This displays the lines or extensions configured on your phone. If there are no lines
displayed, then there is a configuration or startup error. You will not be able to make
calls from the Cisco Unified CallConnector in this state.

& _Dial Dials the number in the QuickSearch bar.

ik Speed 4 Displays your speed dial list. You can make a call from this list by selecting one of
the entries.

44 Forward Setup or clears a call forward to the number in the search bar

' Transfer

Transfers the current connected phone call to the number in QuickSearch.

€ Conference

Dials the number in QuickSearch to conference call to the current connected phone
call as a part of a three-party conference.

@ Park Parks the current call to the number in QuickSearch.

%t Pick up Pickup a ringing or held call from the number in QuickSearch..

B Group Pick up Performs a pick up of a call ringing in the users pickup group

[ Options... Opens the CallConnector Options window and change the CallConnector
configuration parameters.

L Services 3 This menu item allows the user to view the status of the CallController services. It
also allows the user to stop and restart these services.

B about... Displays version information about Cisco Unified CallConnector.

9% Exit Closes and exits the Cisco Unified CallConnector Popup application. It also shuts

down all local services.
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Managing Calls from Popup Window

You can control calls from the Popup window and from the Popup menu. These methods

are described is this section.

The Popup window is displayed for each call on your IP Phone. It displays the telephone
number and the name of the party in the call. In addition to the caller id information, there
are two buttons for call control and a button to open the actions menu.

Popup Window Call Control Buttons

The two Popup Call Control buttons display different telephone features depending on
the state of the call. The buttons available for each of the call state are described in the

table below.
Call State Telephone Feature Description
Ringing (incoming call) Answer Click to answer and connect to the call

Busy Activate the Do-Not-Disturb feature
configured on you phone
Connected Call Hang-up Disconnect the call
Hold Place the call oh hold
Held Call Resume Re-establish connection with the held call
Hang-up End the call

Call Transfer

Call Conference

Description of the Popup Menu Call State Icons

View Configured Lines

Right-Click to open Popup menu. Click on the Lines button. It will display a sub-menu of
the line appearances on your phone. If you see two instances of the same number, then
that means that this line is a dual-line. By clicking on a line to make it the default line for
making outgoing calls.

1-7

o 5081
& 5082
& 5053
5054

Idle
Idle
Idle
Idle

ik Answer 3
¥ Hangup

% Hold

& Unhald 3

¥_Dial

ik Speed 3
14 Forward

& Transfer
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Make a Call
From Popup Menu:

Right-click on the CallConnector Popup menu and click on Dial. This will display the « {Formattedi Bullets and Numbering j
QuickDial window.

Enter the number or locate a contact and select the desired number. A call is made to the
number specified and the Popup window displays with the number and caller
information.

Press Pause-Break Key:

This will display the QuickDial window. Enter number or name as in above. « | Formatted: ullets and Numbering |

& Hold “=" Enter Name or Number
& Unhald 4

|50541 v|
#ines 3

I 0K l [ Cancel ]

If the number if not available or is busy, the Popup window will display BUSY.

Answer a Call

Kappa Lamda X of 5085

5095 o 5011 # Hangup

Lambda Busineszs Machines % Hold

@ Hagup | & Unhold ’

N

The CallConnector Popup window displays the incoming caller information.

From Popup Window:

Click on the Answer button to answer the call. «~ - { Formatted: Bulets and Numbering |
From Popup Menu:

Right-click on the CallConnector Popup menu and click on Answer. It will open a sub- <~~~ {Fofmattedi Bullets and Numbering J
menu showing the lines (extension numbers) with ringing calls.

Click on the line to connect to that call.

End a Call
Kappa Lamda X ik Answer 3
s
Lambda Business Machines #h Hold
€ HanoUp | Hold & Unhold ’

N
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The CallConnector Popup window presents the Hang-up and Hold button for a connected
call.

From Popup Window:

Click on the Hang-up button to disconnect the call. «~ { Formatted: Bullets and Numbering |
From Popup Menu:

Right-click on the CallConnector Popup menu and click on Hang-up. The currently active <~~~ {Formattedi Bullets and Numbering ]
call will be dropped.

Speed Dial:

Open CallConnector Popup menu. Click on the Speed button. If you have some speed
dials setup, they will be displayed. You can select and auto-dial the Speed contact that
you want without having to type in any numbers.

@ ines 3

& Dial

2 Rich Koffer
o Marwich Person 4 Forward
5 Paul Harden & Transfer

3 Karen Garner @ Conference
5 steve ) Park

%t Pick up

Place a Call on Hold

When connected to a call, the Popup window displays the name, number, and company
of the person the user is connected to (if this person is in the Contact databases). During
a connected phone conversation, the user is able to put the current call on hold, resume
the current held call, and hang up the call.

From Popup Window:

Click on the Hold button to place the call on hold. «~~ { Formatted: Bullets and Numbering |
From Popup Menu:

Right-click on the CallConnector Popup menu and click on Hold. The currently active call <~~~ {Formattedi Bullets and Numbering ]
will be placed on hold.

Kappa Lamda X of 5085
5095 o 5011 # Hangup

Lambda Buziness Machines % Hald
* Hang Up | Resurmne & Unhold 3
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Retrieve a Held Call
From Popup Window:

«- - { Formatted: Bullets and Numbering ]

Click on the Retrieve button to re-connect the call on hold.

From Popup Menu:

Right-click on the CallConnector Popup menu and click on Un-Hold or Retrieve. The held <~~~ {Formattedi Bullets and Numbering ]
call will be re-connected

Kappa Lamda X of 5065
RO95 o 5011 . Hangup
% Hold

Lambda Business Machines
& Unhold 3

* Hang Up | Resume

Call Forward
Open CallConnector Popup menu. Click on the Forward button. It will bring up a dial
menu. Enter the number you would like to forward your calls to and click OK. Then it will
display a message saying that all your calls were forwarded to the number you dialed and

hang up.
#Lines 4
€ Dial
i SDEEd 4 "= Enter Name or, Number

£ Forward (504 v
glrar;sfer [ 0K ] [ cancel
onference

Transfer a Connected Call
Open CallConnector Popup menu and then click on the Transfer button. It will bringupa <~~~ {Formatted: Bullets and Numbering ]

dial menu.

Enter the number you would like to transfer to and press OK.

A second popup window will open and proceed to dial the number. At this point, you may
choose to perform a blind transfer by clicking Transfer on the popup balloon. If you
would like to perform a consultative transfer, you may connect and talk to the person
before pressing Transfer on the popup balloon.

‘& Enter Name or Number,

b Speed 3 X
{4 Forward
& Transfer nrnnnen |5012 v|
& Conference [ Ok ] | Cancel
&) Park
%t Pick.up

Richard Tran ®

a012

Urnified Computing Inc.

* HangUp | Transfer
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Setup a Conference

Open CallConnector Popup menu and click on the Conference button. It will bringupa «~ - {Formattedi Bullets and Numbering j
dial menu.

Enter the number you would like to setup a 3-way conference with and press OK.
A second popup window will open and proceed to dial the number.

When the other party answers your phone call, a conference option will be displayed.
Click on this Conference button to join all three parties in a conference call.

iy Speed 4
{4 Formard ‘=" Enter Name or, Number
_t’,"TransFer IIIIII> |5012 V|
€ Conference [ 0K ] [ caneel |
G Park
Richard Tran 4
h012
Genius Technologies Inc.
* Harg Up | Conference
Park
Open CallConnector Popup menu and click on the Park button. It will bring up a dial DA {Formattedi Bullets and Numbering ]
menu.

Enter the number you would like to Park the current phone call to and press OK.

It will park the current call and your phone will become idle. You are also able to pickup
the phone call you just parked from the number called.

{4 Forward

& Transfer & Enter, Name or Number,

@ Conference 'TTEL S |5500 v|
[ Ok ] [ Cancel

%t Pick up
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Pickup
Open CallConnector Popup menu and click on the Pickup button. It will bring up adial <+~~~ {Formattedi Bullets and Numbering j
menu.
Enter the number you would like to Pickup and press OK. This will pickup the ringing
phone call from the number specified.
€ Conference ‘& Enter, Name or Number
Gprk (EYYR Y 2 |55[|[| v|
B Group Pick up [2K J [Eance|
Group Pickup
Open CallConnector Popup menu and click on the Group Pickup button. It will bringup <~~~ {Formatted: Bullets and Numbering ]

a dial menu.

Enter the number of the group you would like to Pickup and press OK. This will pickup
the ringing phone call from the group number specified.

€ Conference & Enter, Name or Number,

Park.
® far |5500 v|
¢ Pick up sannnn)p

[ Ok ] [ Cancel

1B Group Pick up

Popup Window Action Menu

When performing a phone call or receiving a phone call, on the popup balloon, there is a
blue arrow which signifies the action menu. Click on the blue arrow to reveal the action
menu. The information in the action menu is different depending on which contact is
being shown. From the action menu, you may call the contact, email the contact, send a
text message to the contact, and IM to the contact. You may also see the contact detail if
this is an Outlook contact. Also, you can take notes, find colleagues of this contact, setup
a reminder, and setup a task. Please see Chapter 6 for more information on the

QuickSearch Action menu.
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] Call work 5065
& Call cell 949-555-0105
#4 Call home 040-555-0104

.| Take Call Maotes

I Find Colleagues: Ricky Lanson

Send Email ko tlanson@abctech. com
& Send IM ko tlanson
= 5end SMS; tlanson@abctech. com

= Show Contact Detail: Ricky Lanson
3 Search Google : S065

13etup Reminder
1 Setup Task

CallConnector Options

Open CallConnector Popup menu and click on the Options button. It will display the
Options windows where you can modify the current settings of the UCC. The settings of
the UCC include display and database options, contact information, server login
information, dial plan, and email profile settings.

‘& Cisco Unified CallConnector

Options | Contact | Server | Dial Plan | Email Setting

Dizplay Options
Dizplay Incoming Call Information

Dizplay Outgoing Call Information
B Group Pick up Hide Windaows When Call Disconnected

+* Pick up

[atabaze Options
o Services s Enable Directory Look up
Enable Outlook Look up

Auto Lookup O ptions

Auto Prefis Length |2 [Muszt be at least 1]

Start up with \Windows

[ Hide: | [ Apply ] [ Exit Popup
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Setting CallConnector Options

The options window consists of many different tabs for configuring different options.

Options — Set the settings for popup balloon display, Database lookups, auto
lookup, and automatic Windows startup.

Contact — This is where the user may fill in all his/her personal contact information.

Server — This is where you can input Cisco Unified CallConnector Server login

information and switch between TAPI (local) and Server modes.

Dial Plan — This tab allows you to change your Dial settings. The settings should
automatically be preconfigured upon installation.

E-mail Setting —This tab allows you to choose which email profile you are using and
configure your SMTP information.

Options:

‘& Cisco Unified CallConnector

Options | Contact || Server | Dial Plan | Email Setting

Dizplay Optioh:
Digplay Incoming Call Information

Dizplay Outgoing Call Information
Hide ‘Windows “hen Call Disconnected

D atabaze Options
Enable Directory Look up
Enable Outlook Look up

Auta Lookup Optian:

Auta Prefis Length |2 [Must be at least 1)

Start up with Windows

Hide | [ Lpply ] [ Exit Popup
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Display Incoming Call Information — If enabled , it will display a Popup balloon with call
information every time there is an incoming phone call.

Display Outgoing Call Information — If enabled, it will display a Popup balloon with call
information every time there is an outgoing phone call.

Hide Windows When Call Disconnected — If enabled, it will hide all Popup balloons
when you are disconnected from a phone call.

Enable Directory Lookup — If enabled, it will allow all components (QuickSearch, and
Popup caller/called contact information balloon to perform a lookup on the Personal and
Corporate contacts databases.

Enable Outlook Lookup — If enabled, it will allow all components (QuickSearch and
Popup caller/called contact information balloon, and IE sidebar to perform a lookup on
the Outlook Contacts folder.

Auto prefix Length — The number will tell the UCC to perform the search and show the
results after the user has typed x amount of characters.

Startup with Windows — If enabled, CallConnector Popup will automatically startup
whenever Windows is started.

Contact:

1-15

This section of the options menu contains the user’s personal information. Please fill in all
fields with your personal information. This information is associated with the login and
Presence online status.

Name: Your first and last name (the name you would like to have
displayed).

Company: The name of your company or organization.

Business Phone: Your work phone number.

Home Phone: Your home phone number.

Mobile Phone: Your cell phone number.

E-mail: Your personal or business e-mail address.

SMS: Your text messaging number (your phone

number@phonemailservice.com).

IM: The name of your Instant Messaging screen name.
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‘& Cisco Unified CallConnector

Options | Contact | Server | Dial Plan | Email Setting
Contact Information

Mame |Paul Revere
Company | Minute Man Inc.,
Department  |Horseman

Business Phone | 9048
Home Phane | [408) 5550123

Mabile Phone | [408] 555-0122
Ermail | Prev@minuteman. net
SMS 40855501 22t monail. et

It | padley

Hide l [ Apply ] [ Exit Popup

Server:
These settings determine which mode the Cisco Unified CallConnector is in, Personal
using TAPI TSP or Server for call control.

This information is used to login to the Local SIP Server and the System SIP Server,
depending on what mode you are in.

Run in Server Mode:

If this is enabled, you will be logged into the System SIP Server (all services are
accessed on a remote machine), a multi-user environment.

Use Local TAPI Driver:

If this is enabled, you will be logged into Local SIP Server (all the services are accessed
locally on your machine).

NOTE: If both options are enabled, then the telephone service is accessed from the local
TAPI driver and the remaining services are accessed from the server.

SIP Server Information:

Address is the IP Address of the System SIP Server, located on a remote machine. The
Port is defaulted to 5065. Make sure no other service is using this port. This information
remains the same in TAPI mode as well as Server mode.

SIP Account Information:
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This is composed of the username and password needed to login. Please note that the
login information in TAPI mode may be different that the login information in Server
mode.

‘= Cisco Unified CallConnector,

Ophionz Conta-:t| Server |Dia| Plar | Email Setting

Usze UCC Server for extended features
[JUse Lacal TAPI Driver
SIP Server Infarmation
Address |

Port |5IJE:5 |

SIP Account Information

Login M arme |m_l,.lusemame |

Password | 1IN |

[ Login ] [ Reset l

Server Status

Urified CallContraller Conrected
Urified D atabaze Server Conrected
Hide l [ Apply l ’ Exit Popup
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Dial Plan:

The Dial Plan window has three sections:

Current Location Settings: This displays the current location settings from the Windows
Dialing rules set for your personal computer. The current location parameters should set
for the for the telephone system because the calls to the PSTN are made from this

switch.

CME/CM Dialing: This section contains information related to internal (extension) dialing.

Number Patterns: This section allows you to define the area code and subscriber
number lengths for each country. A default set of patterns are installed with the Cisco

Unified CallConnector.

'-5' isco Unified CallConnector

Current Location Setting

Location Mame:  Long Beach
Country Code: 1
Local Area Code: BEZ

E dit "Windows Dialing B ules

CHME/CH Dialing
Extenzion Length | 4

Qffice Code 453

MHumber Patterns

Country | United States
Patterns | [HEH) #H#-HHHH

Options || Contact | Server| Dial Flan | Email Setting

[ Add Fattern ][ Edit Pattemn ]

X

L Hide || appl

] [ Exit Popup

Editing Dialing Rules

When a telephone number needs to be dialed the Cisco Unified CallConnector calls the
Windows dialing rules to add the access and toll codes required to properly route the
telephone call to the desired destination. These dialing rules have to be setup for your

local area.

To setup or change the dialing rules, click on the Edit Windows Dialing Rules button to

open the Phone and Modems window.
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CME/CM Dialing

These parameters are used for dialing extension numbers. The Extension number length
is the number of digits are dialed for an internal number. The Office Code is used during
lookup to pre-pend to the extension number.

Number Patterns

The number pattern information is used to format dialable numbers into display or
‘canonical’ format numbers. Default patterns for most countries are stored. If your number
format is not stored, then use the Add or Edit buttons to create patterns as needed. The
number patterns must follow these rules:

Area code must be in brackets.

«--" { Formatted: Bullets and Numbering ]

The Area Code and Subscriber number must be separated by a space.

Subscriber number can be separated for clarity by space, period or dash.

Numbers that do not require area codes, enter the number pattern without brackets.

Email Setting:

This information is used by the Cisco Unified CallConnector to send out SMS messages
and to retrieve Outlook Contact information.

SMTP Server: The SMTP email server is used to send SMS messages. Enter the
SMTP mail server address and port. The default port is 25. You will also need to fill in the

email account information (address and the password).

Outlook/Exchange Profile Setting: This information is used to access your
Outlook/Exchange contacts (for QuickSearch, and Directory Contacts). This information
must be entered to allow the Cisco Unified CallConnector access to the Outlook
information. Failure to properly setup the Outlook profile, could cause the Cisco Unified
CallConnector or Outlook to terminate abnormally.

Cisco Unified CallConnector

Options | Contact | Server || Dial Plan | Email Setting

SMTP Setting
SMTF Server smtp. minuternan. com
Port |25
Fiequired authentication
Email account | prev@minuteman.com
Pazzwaord | i

Outlook/Exchange Profile Setting

Profile | Outlook v

Pazsword |

Hide ] [ Apply ] [ E «it Popup
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Logging In and Out

The Login/Logout capabilities are available on the Client/Server models of the

Cisco Unified CallConnector. From the Cisco Unified CallConnector, you can view status
and activities of other users. And vise-versa, your status can be monitored and viewed by
other users. To be able to communicate with other users and share status, you will need
to login to a

Cisco Unified CallConnector Server.

To Login to the Cisco Unified CallConnector Services

Right-click on the red CallConnector Popup icon in the system tray and click on Options.
Then click on the Server Tab. It will display all the server settings. Please do the following:

If the ‘Use UCC Server for extended features’ option is not enabled, then click to enable <~~~ {Formattedi Bullets and Numbering ]
the server option.

Enter your name in the Login Name field.
Enter your password in the Password field.

Click on the Login button to login. If you successfully logged it will only show the Logout
button and not the Login or Reset button.

NOTE: If you are changing the operating mode of the CallConnector, then you will need
to re-start the Popup application.

=" Cisco Unified CallConnector

Options | Contact| Sereer | Dial Plan | Email Setting

Jze UCC Server for extended features
[JUse Lacal TAPI Driver
SIF Server Information
Address

Port |8065

SIP &ccount Information

Login Wame | rmyusernane

Pazsword | I
Login ] I Fleset
Server Status
Unified CallController Connected
Unified D atabaze Server Connected
Hide ] [ Apply l [ Exit Popup
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To Logout of the Cisco Unified CallConnector Services

Assuming that you are logged in as shown below, the Logout button should be present.
Press the Logout button. You will notice that the CallConnector Popup icon in the system
tray is grayed out because UCC Services are no longer available because you are

logged out.

‘& Cisco Unified CallConnector

Options Eontactl Server |Dial Flan | Email Setting

Use UCC Server for extended features
[JUse Local TAP! Driver
SIP Server Information

Address |192_188.1 18

Pt |5055

SIP Account Information

Login Mame |myusername

Password | 1IN

Server Status

Unified CallController Contected
Unified D atabasze Server Contected
Hide ] [ Apply l | Exit Popup
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Services
Open CallConnector Popup menu. Then move the mouse over to the Options button and
a sub menu will appear. The submenu shows the user which services are started and

which services are stopped. Also, the service

& Park
%t Pick up +t Pick up
& Stop All Services R Group Pick up € B Group Pick up
[ Opkions. ..

of Unified CalController  Started [ Options...
o Unified SIPServer Started

About

Open CallConnector Popup menu. Then move the mouse over to the About button and
click on it. It will bring up the About dialog. The About dialog contains Cisco Unified
CallConnector version information as well as copyright information.

About Cisco Unified CallConnector r‘s__<|

i rr] e Unified
CISCO CallConnector

wiaming: This computer program is protected by copyright law and F-O e
international reaties. Unauthorized reproduction or distribution of this Eiss e
program, or any portion of it, may result in gevere civil and criminal ‘ [P E— ) Services »

penalties, and will be prosecuted to the maximum extent possible

- Containg software from Cizco Spstems, Inc.
- Portion of this software uze SIP+tack libramy
software from sipfoundry. com under the LGPL open source licenze

Product Build: 1061231
ccPopup Yersion: 1,071

Serial Number: | TRIAL_UCCC-0100-120121432 |[_Update |

Copyright € 2007 CallComm Technologies, Inc.
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To Change from Trial to Serial Number

Your current serial number is displayed in at the bottom of the About window. If your
Cisco Unified CallConnector software is running in the evaluation or trial mode, then the
serial number field will have TRIAL in front.

Enter the serial number in this field and click on Update. This will replace the current D {Formattedi Bullets and Numbering ]
serial number with the new value you have entered.

Restart the Popup application to activate the new serial number.

Exit:
Open CallConnector Popup menu and click on the Exit button. This will cause the
CallConnector Popup and all local services to shut down.

[ Options., ..
Ik Services 2

B sbout,..
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6

The Unified CallConnector QuickSearch feature allows you to locate your contacts and
initiate communication sessions. You can access QuickSearch from any Windows
application. Some of the communication sessions you can setup include making calls,
sending messages (email and text) as well as opening up collaborative functions of

Outlook.

This chapter describes how to use the QuickSearch and includes:

QuickSearch Overview -

QuickSearch Options
Opening QuickSearch -
Locating Contacts -

Starting Communication

Sessions

Provides a brief overview of the QuickSearch function.

This summarizes the Unified CallConnector Options that
affect the QuickSearch functions.

Describes how to open the QuickSearch window from
Internet Explorer, Outlook and any Windows application.

Describes how to locate contacts using the QuickSearch
interface.

The Action Menu provides the selected contact’s details

together with the communication access methods. This
section describes how to initiate these communication
sessions.

Troubleshooting QuickSearch This summarizes the Unified CallConnector Options that

User's Guide 1-1
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QuickSearch Overview

The Unified CallConnector QuickSearch feature allows you to quickly search your contact
lists to locate a contact. The contacts can be searched from the Outlook personal
contacts folder, and from the Unified CallConnector personal and corporate directories.
You do not have to switch to a particular application to locate your contacts. You can
popup QuickSearch from any application that you might be currently working in. Once
you have located a contact, QuickSearch displays the contact details in a menu from
which you can also view the current availability status of your contact and click to open
the most appropriate communication session. In summary, QuickSearch allows you to:

= Locate your contacts from within any application.

= The QuickSearch field is also displayed in the CallConnector toolbars in
Internet Explorer and Outlook.

= Search by entering the first few letters of the contacts name.

= Performs searches over multiple directories — Outlook, and the
CallConnector Personal and Corporate databases.

= Displays a list contacts along with their availability, full name and
organization.

= Display the Work, Home and Mobile numbers for the selected contact.
= Displays the Email, Text and IM addresses for the selected contact.

= Displays the details of the availability, location and away message for the
selected contact (Available with UCC Server only).

= Allows you to click and open contact details, schedule meeting and
remainders, take notes or Google the number for more information.

= From the QuickSearch, you can make calls, send email/text messages.

= In addition to searching, you can enter a telephone number and auto-dial it
from your phone.

= Display a list of the last numbers dialed to allow you to easily redial from the
list.

Types of Searches

When you type in the first few letters of a name, QuickSearch look for the matching name
in three directories at the same time. Icons in the search result indicate the location of the
contact.

&'_i Corporate Contacts: These names and contact details
are from your corporate directory. The corporate directory
is a list of contacts that is shared among all the Unified
CallConnector users in the server configuration.

™ Personal Contacts: These names and contact details are
L from your personal directory. The personal directory
contains your list of contacts that is not visible to any other
Unified CallConnector user.

a Outlook Contacts: These names and contact details are
from your personal Outlook contacts folder.
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QuickSearch Options

The following Unified CallConnector Options affect the QuickSearch. The Options are
detailed in the Popup Window chapter and are listed here.

= Enable Directory Lookup: This enables lookup in the CallConnector
directories.

= Enable Outlook Lookup: This enables lookup in the Outlook contact list.

= Search Options — Minimum Characters: The number of characters that have
to be entered before a search is started.

= Dial Plan parameters: Define the conversion rules for automatically dialing a
number.

= Email Settings — SMTP settings are used for sending the Text (SMS)
messages.

= Email Settings — Outlook/Exchange Profile settings are used to connect to
the exchange server.

Opening the QuickSearch Window

The QuickSearch features are available from the following areas:
= QuickSearch Window

= QuickSearch field in the Unified CallConnector toolbar in Internet Explorer

= QuickSearch field in the Unified CallConnector toolbar in Outlook

To Open QuickSearch Window

The CallConnector Popup application must be started and running. If you are running in
the server mode, you must be logged in to the CallConnector server.

= Press the Pause-Break on the keyboard. You can be in any Windows
application when you press this QuickSearch button (Pause-Break key).

= You can also right-click on the Popup icon in the system tray and select the
Dial menu item.

=  The QuickSearch window will be displayed as shown below.

=" Enter, Name or, Number

: !

’ ok ] I Cancel l

Notes:

The CallConnector Options should have the Lookup Options enabled. The Directory
Lookup option enables searching in the Personal and Corporate directories, and Enable
Outlook Lookup enables searching in the Outlook personal contacts.

If you are an exchange user then the Exchange login information should have been
entered in the profile settings in the Email section,
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To Close QuickSearch Window
= Press the CANCEL button or press the ESC on the keyboard.

= You can also click on the X (Close Window) button on the top right hand
corner.

= QuickSearch window will be closed.

QuickSearch in Outlook and Internet Explorer

The CallConnector toolbar in Outlook and Internet Explorer displays the QuickSearch
field as shown below.

e P e P dad ~| #f'0isl ~ @ Pidup g Forward |55 506 1de | Bk - 8 contacts S
7 81 Dave Adams ~
& David Dedwick
7 8 David Robinson
7 81 David Wwarner
&1 Davis Beckk
7 & Dawn Russell v

To access the QuickSearch function in the toolbars, click in the QuickSearch field and
enter the search text.

Locating Contacts

To locate your contacts using QuickSearch, make sure you have the Unified
CallConnector services running and the toolbars open in Outlook and Internet Explorer, if
you are searching from the toolbars.

To Locate Contacts

= |f you are using Internet Explorer or Outlook, click on the QuickSearch bar. If
you are in some other application, then you can press the QuickSearch
button to open the QuickSearch window.

= Type in a few letters of the name of contact. The search looks for the first
name and then last name. You can enter the one or two letters of the first
name and optionally space and the first one or two letters of the last name.

= Once you have entered the minimum letters specified in CallConnector
Options, the QuickSearch with initiate the search and return results in a pull-
down list.

= The lookup is performed on each of the directories that have specified in the
CallConnector Options. For each contact found in the directories,
QuickSearch displays the current availability (if available) as an icon, the
directory in which the contact was found, the name of the contact (first and
last name) and the name of the contact’s organization or company. For
example if you enter the leters “dav”, then it will show you all the first names
starting with “dav” such as Dave, David, Davis, etc. The more letters you type
in the more narrowed down the results become. So after “dav” if you enter in
the letter “i” (davi), then the results will show “david” and “davis”.
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= You can search on first and last name. For example, if you enter ‘da’ then
space followed by the letter ‘r’, the search result below will narrow down to
‘David Robinson’

= You can use the arrow keys to scroll down to desired contact name or use
the mouse to select an entry.

= Press Enter or click on a name. This will display a menu with the contact
details — the Action Menu’. You can make a call; send messages or setup
collaboration sessions from this menu.

= Press Escape to close the drop down results.
Notes:

The ‘Minimum Search Letters’ in the CallConnector Options specifies the number of
characters you need to enter before the search is started.

Example of Search Sequence

Internet Explorer: Enter the first few letters of the first name in the QuickSearch field of
the CallConnector toolbar.

DA Lo B S day] ~| #'Dial ~ saFickup g Forward \@snssmﬂe j BRerPlup - 8 contacts &
7 82 Dave Adams A

7 84 David Dedwick

? &3 David Robinson

F 84 David Wamer

@ 8 Davis Beckk

7 &% Dawn Russel v

A drop-down list shows the results of the search. As you enter more letters the drop-
down list displays only the names that now match the characters you have entered.

dhe P 22l david ~| 2P0l - epickup g Forward [ 5 5081 1dle | Barkp - & 8 Contacts
7 & David Dedwick
7 & David Robinson
7 &0 David Wamer

The figure below shows the same search in the Outlook CallConnector toolbar.

< O - '.'| - d - | P Dial s Pickup fj Forward Answer 5065 Idle -
4=Dan Shenell ~
4= Denize Romera

P 8 Danny Maar
§1 Dave Adams

P 804 David Dedwick

P &1 David Robinson

P 8 DavidWamer

? 81 Davis Beck

7 804 Davin Russel
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The figure below shows the same search in the CallConnector QuickSearch window.

"= Enter Name or Number

&i Danny Maar
Eﬂ Dave Adams
Eﬂ David Dedwick
Eﬂ David Robinson
Eﬂ Diavid Warner
@ 88 avis Beckk
Eﬂ Cawn Russell

Starting Communication Sessions

When you select a contact from the search results list, the contact details and together
with their communication methods are displayed in the Action Menu. From this menu,
you can place calls to the contact’s different phone numbers, make notes or setup
remainders, send emails, message, IM, view contact detail, search for this contact on
Google, or setup tasks involving this contact or communication.

The Action Menu brings together several pieces of information to allow you to setup the
most appropriate communication session with your contact and while you are
communicating with your contact setup the follow-up work-items.

View Availability:

Place a Call:

Send a Message:

Displays the current availability of the person that you are trying to reach.
This includes their status, location and any message the person for
people trying to reach them. This information can help you decide on the
communication method best suited to reach your contact. Note: In the
first release the availability information is displayed for people within your
organization.

The Action Menu displays the available work, cell or mobile and home
telephone numbers of your contact. You can select the appropriate menu
entry to place a call to that number.

You can send a message to your contact. From the Unified
CallConnector you can send an email, a text or SMS message to the
contact’s cell phone, or an Instant Message (UCC Server mode only) to
a Unified CallConnector colleague.

Start a Business Process: As a follow-up to a call or a email message, you may need to

initiate a business activity such as taking notes during a call, setting up
meetings, appointments or remainders. The Unified CallConnector action
menu makes these functions available to you with a single mouse click.

1-6 Cisco Unified CallConnector



QuickSearch

=" Enter, Name or Number,

] call Work Phone 5012
& call Cell Phone 5065

|Da

4} call Home Phone 5045

@ ﬁDanny’ Maar
@ §8pave Adams
gg:::j E::ﬁ'::n LEELER] ! Send Email to rtran@unifiedcamputing. com
@ EDavid ‘Warner E i
© Stk Ei‘ Send SMS to 349331 7360@Emomail, com
@ 88 0aun Russel é% Send Instant Message ko Richard Tran
8| show Conkact Detail
& Setup Task
11 Setup Reminder Appointment
.| Take Mote
" || Search Google
E
; Skatus
c B
=0 ) Location
[X]
fad Message
Action Menu Items
Menu Item Description
Call Work Click to make a call to the contacts work number
Call Cell Click to make a call to the contacts cell or mobile number
Call Home Click to make a call to the contacts home number
Take Notes Open a New Outlook Note window

Find Colleagues

Locate contacts that are in the same department or organization

Send Email Open the email send message window with this email address inserted
in the To field.

Send IM Open a Unified CallConnector Instant Message window addressed to
the selected contact

Send SMS Open a Unified CallConnector Text Message window addressed to the

selected contacts SMS providers address.

Show Contact Details

Opens the Outlook Contact details for the selected contact

Search Google

Opens a Web page to the Google URL and searches for the contacts
name or number

Setup Remainder

Opens the Outlook Appointments window

Setup Tasks

Opens the Outlook Tasks window to allow you to enter a new task

Status Displays the current availability status of the contact both icon and text
Location Displays the current location of the contact
Message Displays any message that has been posted by the contact
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Make a Call

_ | Take Mote

Skatus
# Location
’ Message

g
£
=
H
=
s
&

] Call Work Phone L0112

{‘y Call el Phone

] Setup Reminder/Appointment

iC| search Google

Scroll down to the desired number to call. Available choices include the work
telephone number, cell or mobile telephone number or the home telephone
number.

Press Enter or Click on the menu item. You may also press the underlined
letter to select the menu item.

The CallConnector will place the call to the number from your IP Phone. The
number dialed is converted to a dialable number, that is the required prefixes
and conversions are made to the number string before it is dialed.

065

ﬁ al Home Phone S04
Richard Tran
! Send Email ta rtran@unifisdcomputing. cam B012
[ send 5M5 to 949331 7360@tmomail. com ssssnnnnP Urified Computing Inc.
Send Instant Message to Richard Tran
& * Hang Up |
= Show Contact Detail
o Setup Task \l

Send an Email Message

From the CallConnector Action menu you can send a emalil, text or SMS
message to a cell phone or an instant message to a colleague.

Scroll down to the Send Email menu item.

Press Enter or Click on the email menu item. You may also press the
underlined letter to select the menu item.

The CallConnector will open the Outlook New message window with the
email address populated in the To field. Note: The email address needs to be
available in the menu for the To field.

1-8 Cisco Unified CallConnector



QuickSearch

You can enter the subject and the message body and click on send to transmit the email.

o1z E® Untitled Message EE|
- X

# call Work Phone
: Ele Edt ¥ew Insert Format  Tools  Table  Window Help Type 5 question for help

& call Cell Phone 5065

4} Call Home Phone 5048 Pitzend | ] - |8 G 1 8| ¥ | (S 2] ogtins.. - | HIML -
L Ta... rtran@unifiedcomputing, com

[E Send SMS to $493317360@tmonmail, com —_— .> Wec...

Jb send Instant Message ko Richard Tran Subject: |

62| Show Contact Detsil . =
Ty 7 A B Z U

] Sebup Task

4] Setup Reminder [Appointment
.| Take Noke

|C| search Google

" Status
# Location

& vessage

“w oo

Send a Text Message

= Scroll down to the Send SMS menu item.
= Press Enter or Click on the Send SMS menu item. You may also press the
underlined letter to select the menu item.

= The CallConnector will open the Send Text Message window with the SMS
address populated in the To field. Note: The SMS address needs to be

available in the menu for the To field.

= You can enter the subject and the message body and click on send to
transmit the message.

# call Work Phone 5012 3
& Call Cell Phane 5085 Text [SMS] MESSEgE §
£ call Home Phone 5046 —

Ta | 343331 7360 momail. com

! send Email to rran@urifiedcomputing, com
m

Message
Hellol How are you doing?

F Send Instant Message to Richard Tran

8. show Contact Detail

& setup ok YRR EYRY 2
31 Setup Remindsr/Appaintment
.| Take Mot

|C| search Google

@ Status
@ Location
r Send ]

5 essage [ LCancel

g
=
5
S
[
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Send an Instant Message

= Scroll down to the Send IM menu item and press Enter or Click on the menu
item. You may also press the underlined letter to select the menu item.

= The CallConnector will open the Instant Message window and start a Instant
Message session with your contact. Enter your message in the send box
below and click on Send or press Enter. The Instant Message will be send
and popup at your colleagues desktop.

= The Status area displays the
# Call Work Phone 5012

& cal Cellphone s05 ‘&" Richard Tran - Instant Message
£} Call Home Phane 5048

[Richard Tran]: hello there

(2 Send Email to rtran@unifiedcomputing.com
[ Send SMs to 9493317360@tmamail.com

I e to Richard Tran EEEY 2

& - show Contact Detail

|l Setup Task

731 Setup Reminder/Appointment
Take Note:

[C] search Gongle

Status

3 Location YourlMaddress

¥ Message

Richard Tran

haow 1 you today?

| Send ‘

Skatus:

View Contact Details

Show Contact Details Opens the Outlook contact detail window. If the contact is not an
Outlook contact then this will not open the detail window. Scroll down to the Show
Contacts Detail, press Enter or click on the item. The CallConnector will bring up the
Outlook detail window.

T Paul Amley - Contact

# call Work Ph 5048 3
i’j"‘cauc_\‘\,;h " 5065 AP T e e [
2l Cell Phone . .
p - ! gavesndclose B4 | @ | ¥ £ i G l
4} Call Home Phone 5067 L "
i 8 Sore bdeor | (5 cpbeston Ypinspecton. ) s B
Gorersl | Detsls | Actwities | Certfiestes | Al Fiekds
Ful tane.... Sl Ansley
2ob tithe
ontack Detail CompaTy ABC Technologies
[ Setup Task "I ’ e s Ansley, Pad v
Phore numbers
] Setup ReminderfAppointment
e [Ourase. (=) sz
& [C] search Gongle [1ome... )] lzmsz
N @ Status [useessrar.. (=]
= | Location [l | RIE
| % Message Bkdroried
[ This b the maing
(| Categories... | Erivatn [
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Setup a New Task

= Scroll down to the Setup Task menu item and press Enter or click on the
menu item. You may also press the underlined letter to select the menu item.

= The CallConnector will open the Outlook New Task window.
= You can enter the subject and the task details and save the information.

El Untitled - Task

. i File Edit Wiew Insert Format Tools  Actions  Help
# Call Work Phone 5048 - =
i saveard Close | 0 1 (] | CvRecurrence... | Assign Task | Zy % [ X [ o -+ <] @!

& call Cell Phone 5065
43 call Home Phone 5067 i @ seript Editor | [ Application SgaInspector 41T Ed oy 51w diditor 50 CurrentTtem | B IMessage !
Task | Detais
Subject: I
Due date: [hone | status; [not Started v/
Start date: \Nﬂﬂa V| Priority: |Nurmal ~ | % Complete: :

4] Setup ReminderfAppointment.

|C| search Google

» Status
i# Location
¥ Message

contacts.., | | | [categories... | | | private ]

Setup Remainder/Appointments

= Scroll down to the Setup Remainder/Appointment menu item and press Enter
or click on the menu item. You may also press the underlined letter to select

the menu item.

= The CallConnector will open the Outlook New Task window. Enter the
subject and the appointment details and save the information.

ntitled - Appointment

{3 Call Work Phone 5048
& Call Cell Phone S06S Fle Edt Yiew Insert Format Took  Actions  Help
G} Calltome Prone U § [l sove end Close [ 5 ] | O Recurence, . | Sl invtesteendees | § 3 [ X[ -+ - |@ i
i R script Edior | (@] Application galnspector &9 HTLEditor B Wordedior B Currentite | B8 IMessage l
Appointment | Scheduling
subject: ||
8] Show Contact Detai Locaton: | v Label: [ rions ~
EmEEm .> Starktime; | Sun 11j5/Z006 v| [400F v Clalday event
o | Take Note Endtine:  [Sun 11752006 v [430pM (v
z |C search Google
=0 3 Location
S F Message
Contacts... | | | [categories... | | erivate []
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Take Notes

= Scroll down to the Take Notes menu item and press Enter or click on the
menu item. You may also press the underlined letter to select the menu item.

= The CallConnector will open a new Outlook Notes window. Enter the notes.

# call Work Phone 5048

e o I

&} Call Home Phone 5067 @ : m
Meeting: 3:30pm at
Conference Room B.l

EEEEEER

B2 Show Contact Detail *

¥ Setup Task

1 Setup Reminder/Appointment

M| Tks hote

IC| search Google

X 11/5/2006 2:50 PM

3 Location
& Message

2
i
3
<
5
4

Search Google

= Scroll down to the Search Google menu item and press Enter or click on the
menu item. You may also press the underlined letter to select the menu item.

= The CallConnector will open a new browser window to the Google home
page and start a search for the caller’s telephone number.
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View Status

The contact’s presence information in the Action Menu shows their current availability
(available, busy, away, unavailable), where they are at this time location (home, work,
road, vacation), and message which can be any text string.

i# call Work Phone 2091
& call cell Phone S048
4} cal Home Phone 5067

! Send Emnail to phi@asiantestaurant, com
H Send SMS to S4654654@Emomail net
d% Send Instant Message ko Phi Chi

8= Show Caontact Detail
) Setup Task
] Setup Reminder Appointrment
.| Take Maoke
|G| search Google

Status Busy
38 Location Work
f Message In a Conference
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Sadlll QuickDial

v

The Unified CallConnector QuickDial provides an integration of the PC-based phone
numbers with the telephone system at a basic level by auto-dialing these numbers from
within any application. This chapter describes the several methods supported by the
QuickDial feature and includes:

This chapter describes how to use the Directory and includes:

QuickDial Overview: Provides a summary of the QuickDial feature and the
different autodial methods.

Select-n-Dial: Describes the method for auto-dialing any number that
can be highlighted in any application.

Highlighter for Web Dialing: The Highlighter is a feature of the Internet Explorer
toolbar that lets you turn telephone numbers in a web
page into a dial-able button. This section describes the
Highlighter feature.

Dial from QuickSearch: Describes the method for bringing up the dial window
from any application and enter the number to dial.

Outlook Menus: A number of the Unified CallConnector features are
available from within the standard Outlook menus. This
section describes how to use the Unified CallConnector
features from these menus.
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QuickDial Overview

The QuickDial feature of the Unified CallConnector provides several methods of using the
contact information; specifically telephone numbers that may be stored in various
different applications to auto-dial and make calls. QuickDial provides computer-telephony
integration for all Windows applications without requiring any changes to the application.
The Unified CallConnector provides multiple methods for Quick-Dialing which support the
following capabilities:

= User selection of the number from any Windows application.

= Conversion of the number to a dialable format.

= Auto-dialing of the number from your IP-phone.

= Display of call progress on the various CallConnector interfaces.
= Control of the call from the CallConnector interfaces.

= Integration of the call with your business processes using the CallConnector
functionality.

= Keeping a record of the call in the CallConnector Call Logs.

The different QuickDial methods include:

Select-n-Dial: Select a number in any Windows application and
click on the auto-dial Unified CallConnector phone icon..

Highlighter: Converts numbers displayed on a web page into
dial-able buttons.

QuickSearch Dialing: Open QuickSearch window from any
application and enter the number to dial.

Outlook Menu: Since Outlook menus have the CallConnector
features embedded in them including dialing the different contact
numbers.

Select-n-Dial

The Select-n-Dial method of QuickDial allows you to select a number just as though you
are going to copy it from any Windows application, and then click on the Unified
CallConnector system tray phone icon to auto-dial it.

Note: Some Windows applications do not allow a number to be selected. The Select-n-
Dial method will not work for these applications.
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To Select-n-Dial:

Make sure that the CallConnector Popup application is running.

Select the telephone number by holding down the left-mouse button and
moving the mouse over the number. The application needs to allow you to
copy the selected text. Also the selected text should be in the telephone
number format.

Click on the Popup icon in the system tray.

The CallConnector will auto-dial the number and the Popup Window will be
presented to display the Call information.

To drop the call, you can click on Hang-up in the Popup Window or right-
click on the Popup icon and click on the Hang-up menu item.

Note: If the Select-n-Dial is not working, you can check in the clipboard to verify that the
number can be copied.

File  Edit

Farmak

B New Text Doc... E”E|g| ﬁ x
(877) 281-4772

Yiew Help

IIIIIIIIII*
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Highlighter for Web-Dialing

The Highlighter feature scans the web page you are currently browsing looking for
telephone number patterns. If it detects telephone numbers, it will convert the number
into a clickable button. A page may have many telephone numbers. You can click on any
of these telephone number buttons to make a phone call to the number.

Patterns Recognized by Highlighter:

A text string is considered to be a telephone number if it has the following
characteristics:

Outside line number.
Open and closed parentheses.
7 to 10 digit number.

Dashes found in the string of consecutive numbers.

Web Page Formats Not Recognized by Highlighter:

Numbers that are within tables and/or scripts or in separate frames in the
web page may not be recognized by the Highlighter.

Numbers that are not well-formed i.e. not in ‘canonical’ telephone number
format.

Numbers that are local numbers without country code and without brackets

If the analyzer fails at a particular number string, subsequent numbers on
that page may not be converted to a dialable link,

To Use the Highlighter Button: | &

Browse to the page that you want to dial from.
Click on the Highlighter button on the far right hand corner of the Toolbar.

Recognized text strings will be converted to a clickable button (highlighted in
light blue).

Click on the desired telephone button to make a call to the number.

The number will then be dialed and a Popup Window will be shown on the
screen.

Right-Click Menu

Right-Click on a Highlighted telephone number in the web page. The menu
will display the following options:

Dial - to place the call,

Transfer and Conference - to transfer or conference your current call to the
highlighted number.

Create Speed or Outlook Numbers - allows you to add the number in your
contact database.
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Clicking on the Highlighter Button on a Web Page

ed CallConnector - Products & Services - Cisco Systems - Windows Internet Explorer
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T::f ahe Iz‘.';'(“; Cisco Unified CallConnector - Products & Services - Ci... I 1 @ - B - - \_;} Page - LQ}TQDB -
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Worldwide [change] Log In | Register | About Cisco —
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Cisco ISearch Go
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To Use Select-n-Dial on a Web Page:
= You can, of course, use the Select-n-Dial feature on any web page.
= Highlight the desired phone number.

= Click on the UCC system tray icon (red telephone icon) to make the phone
call to that number.

= The number will then be dialed and a Popup Window will be shown on the
screen.

Select-n-Dial on a Web Page

2 Cisco Unified CallConnector - Products & Services - Cisco Systems - Microsoft Internet Explorer

File Edt View Favorites Tools  Help e

@oak ~ ) - [ & b P ssarch rRaveries € (- b [ v [ @ @ S0 3 Addiess [ @] hito:ffwm.cisco.comjen/USfproductsips7o67 v [ 6o
EAR A ~| #'Dial - @ Bickup  fgForward &7 Answer ‘@Emsm\a jMGrPkup - Sicontacts 7

~
Worldwide [change]  Loglin | Resister | About Cisco —
i
CIsco |Saarch Go |
Solutions Products & Services Ordering Support Training & Events Partner Central
HOME Cisco Unified CallConnector
PRODUCTS & SERVICES Introduction
WOICE AND UNIFIED L
COMMUNICATIONS Making Communications More Effective

Technical Documentation & Tools

Cisco Unified CallConnector
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Dial from QuickSearch

The QuickSearch window allows you to enter a number and place a call from within any
Windows application.

To dial using the QuickSearch window from any application:
= Run any Windows application.
= Press the Pause Break key and the QuickSearch window will be displayed.
= Type in the desired telephone number and press enter or click ok.

= An outgoing call will be made to that number.

& Enter, Name or Number,

40355501 21| 3

Cancel

o
=
[

= .
[408] 555-0121

‘ Hang Up | Hold

lll*

Outlook Menus

The following Outlook menus are embedded with the Unified CallConnector features:

= Click on a Outlook Contact
= Right-click in Contact
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The CallConnector fields available in these menus include:

CallConnector Fields Description

Call Business Makes a phone call to the contact’s work phone number.

Call Mobile Makes a phone call to the contact’s cell phone number.

Call Home Makes a phone call to the contact's home phone number.

Hang up Terminates the current phone call.

Answer Answers the current ringing phone call.

Transfer Transfers the current call to the contact’s work phone number.
Conference Conferences the current call with the contact’s work phone number.
Send SMS Send a text message to this contact.

Send IM Send an instant message to this contact.

To Quick Dial from Outlook Contacts:

= Open Outlook.

= Click on Contacts from the Outlook menu on the left-hand side.

= [t will display your Outlook contacts.

= Right-click on the desired contact and it will bring up a menu with
CallConnector features located at the bottom.

= Click on the Call Business, Call Mobile, or Call Home menu item.

= A call will then be made to the phone number selected.

Wilbur Tang

Call Business: {408) 555-0114

Zall Mobile:
Call Homne:
Hang Up

Answer

£ 9

Mare Functions

Send

Wilbur Tang X
[402) 5550114

Cizco Spstems

@ Hagup |

IIIIIIII’

To Quick Dial the Contact’s Work Number:

= Open Outlook. Click on Contacts from the Outlook menu on the left-hand
side. It will display your Outlook contacts.

= Click on the desired contact. The work number of the contact is placed in the
CallConnector toolbar in the search box.

= Click on the Dial button in the toolbar to auto-dial the number.
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To Dial Using Outlook Dial Buttons:

Open Outlook. Click on Contacts from the menu on the left-hand side. It will
display your Outlook contacts.

Click on the contact that you would like to call.

Click on the dial button located above the Unified CallConnector Toolbar in
Outlook.

Then click on the start call button.

It will make a call to the number dialed.
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Contacts
[ | @)% | Full Mame

Company File: s

Carla Donald|

wstEms Daonald, Carla

Chatlie Garcia

Honna DeMarca

Cisco Systems Garcia, Charlie

Cisco Syskems DeMarco, Honna

v

BoFnd | @ Typeacontacttofind x| @) !

aden -] 4 23 X v S[E]]
MB

7 - 9 - (408)555-0100

H
= st T

- #pial 41 Pickup ﬁFgrward Qg.ﬁ.ngwer

& New Call
Murber ko disl

Conkact:

<llllll

X

"H Open contact |

Mumber;

|(408) 555-0100

s | [Dlallng Propetties. .. ]

Call status: On hook

Stark Call

[ reate new Journal Entry when starting new cal

End Call

Dialing Options. .. ] [ Close

lll*

Carla Donald
[408) BRE-0100
Cizco Spstems

€@ Haglp |
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CallConnector

TAPI Driver

The CallConnector TAPI Driver is installed for use in the Personal and Local modes of
operation. TAPI-enabled Windows applications such as Outlook, Windows Dialer, can
use this TAPI Driver to make calls.

Note: The CallConnector TAPI Driver is not available to other applications.

To Dial Using the CallConnector TAPI Driver:

Open Outlook and click on Contacts from the menu on the left-hand side. It

will display your Outlook contacts.

Click on the contact that you would like to call.

Click on the dial button located above the Unified CallConnector Toolbar in

Outlook.

A New Call Window will appear. Then click on Dialing Options.

The Dialing Options window will appear.

Then select the CME Telephone Server Provider as the TAPI Driver where it

says Connect Using Line. Then click OK.

The CME TSP Must be properly configured and running for this feature to

work.
Use the application dial button to place the call.

A call will be made to the phone number dialed.

i Cpen Conkack

Dialing Options g|
Settings For speed dialing
Mame Phaone number
v
Tarmne | Number £ New Call
Nurmber ko dial
Conkack: onald, Carlal
Mumber: (403) 555-0100
EEn >

Seftings for phone number Formatting and dialing
[ automatically add country code ta local phone numbers

Dialing Properties. ..

Conneck using line

Cisco Unified CME TSP - Line #1
Smart Link 56K Yoice Modem

3 Line

Cisco Unified CME TSP - Line #1

[ create new Journal Entry when skarting new call

Call status: On hook

Skark Call

* | | Dialing Properties...

3

Dialing Options. .. ] [ Close
v :
v
Carla Donald X
[408) 555-0100
Cizco Systems
@ Haglp |
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enad Using Toolbar

8

The Unified CallConnector allows you to control the calls on your IP Phone from the
Internet Explorer and Outlook Toolbars. You can also locate contacts, send messages
and change your presence status.

This chapter describes the features available from the CallConnector Toolbars and how
you can use them. It includes:

Toolbar Overview: Describes the different attributes and functionality
available from the Toolbars.

About Menu: Describes the different features of the about menu such
as opening the help window, contacting support and
sending error reports.

Changing Presence Status:  Describes how to change your availability and location
status and away message.

Using Toolbar Search: Briefly describes the QuickSearch bar in the Toolbar. For
Details see the Chapter on QuickSearch.

Controlling Calls: Describes how to use the toolbar buttons to control the
call on your IP Phone.

Viewing Line Status: The Toolbar lets you handle calls on multiple lines. This
section describes how to view and the status of your
lines and select a line to make calls.

Telephony Features: This is the toolbar menu that contains the telephony
features available from your IP Phone. These features
are described in this section.

Action Menu: When you are on a call and the CallConnector populates
the Action Menu with the contact details and
communication access methods for the person that you
are talking to. This section describes how you can use
this information.

Viewing Contacts: The Contacts window allows you to open the
CallConnector information windows showing the speed
shortcuts, directories log and status windows.

Using Highlighter: The Highlighter, available in Internet Explorer only,
allows you to convert numbers on the web page in to
dialable buttons. This describes how to use the
Highlighter.
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Toolbar Overview

The Unified CallConnector toolbar integrates and provides quick access to your contact
and methods for communicating with them. These methods are available from within the
applications that you use every day — the Microsoft Office family members Outlook and
Internet Explorer. Instead of switching between multiple applications, the Unified
CallConnector brings to you, in your workspace, information on incoming calls with the
caller number looked up in your contact lists so that you can see who is calling. It also
combines this information with the ability to answer, transfer, conference or drop the calls
from your desktop. You can quickly locate your contacts, viewing their current availability
status and so that you can select the most appropriate method for communication with
them — including sending them messages as email, text message or instant message or
place a cal to their work, mobile or home numbers. You can provide your whereabouts
and reachability information to your colleagues and view their status to promote more
effective and efficient communication.

Presence Call Control Actions Highlighter
- @~ -] =] #'0ial - @Pickup g Forward |5 5097 1dle | Berrkp - Hlcontacts |
About QuickSearch Line Display Features Contacts
Toolbar Functions Descriptions
About Menu: The About menu provides access to the help file, links to the support

and product information, CallConnector Options window and facilities
for reporting problems.

Presence Status These two buttons display your current availability and location. Each is
associated with a pull-down menu to allow you to change your presence
states. This information is propagated out to your colleagues.

QuickSearch The QuickSearch combines three functions — a place to enter a number
for auto-dialing, a search bar for locating contacts and a pull down list
providing the last ten dialed numbers to let you redial them.

Call Control Buttons The Call Control buttons provide access to the telephone features of
your IP Phone. These are call-state context sensitive, that is they
change based on the state of the active call in the Line Display list.
From these Call Control buttons, you can make calls, answer calls,
transfer, conference etc.

Line Display The Line Display shows the current status of all the lines on you IP
Phone. It shows off-hook, dialing, ringing, connected, hold, conference,
busy, and idle status. The Call Control buttons are applied to the

selected line.

Feature Menu The Telephone Features menu displays a list of all the telephone
features supported by the CallConnector.

Action Menu The Action menu

Contacts The contact button allows access to the CallConnector sidebar which

features speed dial, viewing contact directories, viewing call logs, and
viewing users’ presence status.

Highlighter This button when used on any web page will highlight every phone
number and turn it into a clickable link. When the user clicks on a
telephone link, it will dial out to the phone number selected.
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The Unified CallConnector toolbars can be viewed in the Microsoft Outlook and Internet
Explorer. These toolbars are complemented by information windows (sidebars) from
which you can view your personal and corporate contacts and look up the availability of
your colleagues. These information windows are described in the next few chapters. This
chapter provides detailed instructions for using the CallConnector toolbars.

Differences between IE and Outlook Toolbars

Small differences exist between the CallConnector toolbars in Outlook and Internet
Explorer. These are listed below:

= The Internet Explorer CallConnector toolbar needs to be manually enabled
for viewing. This needs to be done once and the Internet Explorer
remembers the setting. The Outlook CallConnector toolbar is loaded
automatically.

= The shortcut keys for accessing the different function may be different in the
two toolbars depending on the availability of unused shortcut keys in the two
different applications.

= The Contacts button opens the CallConnector View window in Outlook and
the sidebars in Internet Explorer. In Outlook the CallConnector view can be
opened by clicking on the CallConnector menu item in My Contacts, while
the CallConnector toolbar and sidebars can be opened and closed from
buttons in the standard Internet Explorer toolbar.

= Inthe Internet Explorer, there is a right-click menu (available from a non-
CallConnector toolbar) from which you can re-connect to the CallConnector
services.

= The Speed Dial menu is not available from Outlook toolbar.

= Outlook toolbar can be dragged and docked any of the four sides of the
Outlook window.

Toolbar States

The toolbars and sidebars use some controlling software that provide the connections to
the communication systems such as the Cisco CallManager Express. These controlling
software or services provide the ability to control calls, access the directory data, view
presence status and also the inter-process communications. If any of these services are
not available, then the related parts of the toolbar and sidebar windows are disabled and
grayed out. Examples of one of these states are shown below -

Telephony Services not available — is shown below.

e @ 45 [ =] & Contacts
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About Menu:

This menu features different miscellaneous options such as:

Accessing Unified CallConnector Help: You can access and search the
help file for different Unified CallConnector topics, how-to instructions, and
trouble shooting.

Hiding the toolbar: This option will hide the toolbar. This has the same
effect as right clicking on the other toolbar (not Unified CallConnector) and
unselecting the Unified CallConnector.

Getting Additional Unified CallConnector Information: This provides a
link to the Unified CallConnector website.

Contacting Unified CallConnector Support: This allows you to send an
Email to the Unified CallConnector Team or place a call to the support group.

Change CallConnector Options: This option opens the CallConnector
Options window. This is the same as right-clicking on the Popup tray icon
and click on Options.

Send Us Feedback: This option allows you to send comment, feature and
enhancement requests to the development team via email.

Enabling/Disabling Debug logging, This option will enable and disable the
debug logging, which writes debug entries to the trace files.

Reporting Problems to the UCC team: This option allows you to send an
email describing the problem you are experiencing along with the debug files
and the module and PC software versions.

Auto-Recovery: This option allows you to turn on or off the re-try attempts to
open and connection after failure.

Connection Status: This displays the status of the CallConnector
server/services that are used by the toolbar.

Checking version information: This option will show the version
information of the all the Unified CallConnector components and the
copyright statement.

@ Help

oy Hide Toolbar

#4Unified CallConnector Online

Conkack Us 4
= Cptions
= 5end Us Feedback
@ CDebug Logging: Trace k
T Report Problems
Aubto Recovery: On 4
Conneckion Skatus 4

s dbout Unified CallConnector

15401
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Reporting Problems

If you are experiencing some problems with the Unified CallConnector, you can enable
the software options to collect the debug logging information and send these trace files to
the Unified CallConnector support team.

To Enable Debug Logging:

= Click on the Cisco logo in the toolbar and select the Debug Logging option
from the menu.

= A menu of the debug levels will be displayed from the severest error to
debug tracing. Depending on the level you select, only that and higher levels
of debug information will be written other trace files. By default the logging is
set to write error conditions. Your support team may ask you to set the
debugging to a different level depending on the nature of the problem.

= Click to select the debug level and enable writing to the log files.

To Disable Debug Logging:

= Click on the Cisco logo in the toolbar and select the Debug Logging option
from the menu.

= A menu of the debug levels will be displayed from the severest error to
debug tracing.

= Click on the Disable Logging menu item. This will disable writing to the log
files.

To Report a Problem:

The following steps can be used to collect and report CallConnector problems to your
support team:

= Click on the Cisco logo in the toolbar and enable debug logging to the
desired level. This will generally be the Debug or Trace levels. Note that
more information is written for each successive levels.

= Exit and restart the Unified CallConnector.
= Run through the scenario to recreate the problem.

= Click on the Cisco logo in the toolbar and select the Report Problem option.
This will open a Send Message window as shown below.

= Describe the problem in detail with the steps for re-creating the problem or
the conditions in which the problem occurs.

= Enter your TAC case number and add TAC contact’s email to the send
address.

= Enter your contact information.

= Send the email. The CallConnector automatically collects the system
environment and CallConnector module versions along with the trace files
and sends the message to the support group.

NOTE: Customers with a Cisco Support contract may also open a TAC case using the
usual procedure as documented on Cisco.com (www.cisco.com/go/support). Using this
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tool does not open a new Cisco TAC case for support of the issue being reported, nor is
in guaranteed that someone from Cisco will contact you.

Changing Your Presence Status

Presence Status is the information that you make available to your colleagues about your
whereabouts and reachability. This makes it possible for your organization operate more
efficiently by reaching available people with the right skills, using the most appropriate
methods to reach a person. Your Presence status can also be associated with rules to
take your incoming communication requests and routing them based on your personal
settings. (Both the Presence Services and Rules functionality require additional Unified
CallConnector Server components).

This section describes how you can use the toolbar buttons to change your presence
status. There are four components to the presence status: Availability (Available,
Unavailable, Busy, Away) and Location (Work, Home, Road, Vacation), Away Message
(Stepped Out, Away from Keyboard, Busy, Be Right Back, etc) and your IP Phone status.
You can change your presence status from the Toolbar buttons. For more information on
view the current status of your colleagues, please refer to Chapter 12: Viewing Presence

Status.
Availability Presence States Description
#  Unavailable User status: Unavailable.
e Available User status: Available.
@ Away User status: Away.
Busy User status: Busy.

Location Presence States

ﬁ User location: At Home.
Home

| User location: At Work.

= Work

ﬂ User location: On the Road.
Road

E . User location: On Vacation.
Vacation

Away Message Brief text message providing information to
the presence viewer
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Effect of Changing Presence
When you modify your presence status, then following related changes can take place:

= |f you are connected to the Unified CallConnector Server, all the
CallConnector users are notified of the presence change.

= If your system is configured with the Mobility/Rules Server, then the rules you
have specified for this presence state can become activated.

= Your presence information is updated in the contact databases and will be
displayed in the search results.

= If you have local rules enabled for this presence state, then the rules can
become activated.

To Change Your Availability

= Click on the Availability button in the toolbar (as shown below) and it will
bring up the availability menu.

= Select your availability preference: busy, away, available, or unavailable.
= |f you do not want to display a specific, then click on “Don’t show my status”.

= You can create a custom list that has pre-set availability, location and away
message by clicking on “More...” and it will bring you to a menu where you
may set your Availability, Location, and Away Message.

= Your availability will be changed and all other users will be able to see that
change.

e @ - -] v| #'oial -
Busy
o By
(] Available
£ Unavailable

P Don't show my status

Mare...

To Change Your Location

= Click on the Location button in the toolbar (as shown below) and it will bring
up the Location Menu.

= Select your location setting: home, work, on the road, or vacation.

= |f you do not want to show your location, then click on “Don’t show my
location”.

= You can create a custom list that has pre-set availability, location and away
message by clicking on “More...” and it will bring you to a menu where you
may set your Availability, Location, and Away Message.
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= Your location setting will be changed and all other users will be able to see

that change.
ds - @ | 8- =] il -
#4ak Horne
Ak ok,
£ onthe Road
¥l O Wacation

¥ Don't showe mey location

Mare. ..

Toolbar QuickSearch

The Unified CallConnector provides direct access to the QuickSearch feature. that allows
users to search their contacts and perform actions on a contact such as sending a phone
call and messaging their contacts as well as viewing their information. This eliminates the
need to always to look through the directory contacts in the sidebar to search for
contacts.

= The QuickSearch bar provides three functions:
= Locate a contact from any of your Outlook, Personal or Corporate directories.
= Enter a number for auto-dialing

=  Click on the pull-down menu for the last outbound calls. You can select one
to re-dial.

How to Use the QuickSearch

= Verify that CallConnector services are running by starting CallConnector
Popup.

= Then open IE or Outlook and verify that the toolbar is registered and
available for use.

= Then click on the combo box and begin typing the names of the contact that
you are searching for.

= Results containing the full display hames and their company’s will be listed.

= You will notice that the more letters you type in, the more specific the search
gets. For instance, if you type in “da”, then the search will narrow down to all
names that start with “da” such as David, Davis, Danny, and Daniel. If you
continue to type in letters such as “dav”, then the search will narrow down to
David and Davis.

= Then you can scroll through the list of results using the keyboard up and
down buttons or the mouse.
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= You may select any contact by clicking on his name or hitting the enter key.
This will show the action menu where you may perform certain actions on
this contact such as calling, messaging, or searching them.

Here, you typed in “da” and received the results that started with “da”: Danny Maar,
Darian Lawrence, and David Granger.

dhe 7+ 72+ 4 +| 180l - @pidup  fg Forward |55 5097 1dle | Barip - S contacts 7
™ Danry Maar ABC Technologies, Ine.
@ [ Darian Lawrence ABC Technologies, Ine.
ﬁ D avid Granger ABC Technologies, Ine.

Here, you typed in “dav” and received results containing only David. You can select a
contact by using the mouse or keyboard up and down arrow keys.

dhe P P ] dad v| #'0id » @Pickup  ff Forward |55 5097 1dke | Barrkp - Slcontacts P

Toolbar Action Menu

If you select a contact, then an action menu will appear with all of the contact’s
information. You will be able to perform different actions depending on which action you
choose. Each action is associated with the contact’s information. For more information on
QuickSearch, please refer to Chapter 6: QuickSearch in this manual.

dhe - 2 [0 DEENBl v #'0ial - sPidup i Forward |5 5097 1die | Barkp - & contacts

Contact: David Granger

4 Call Work: (408) 555-0121
A Call Cell: (408) 5550123
#4Call Home: {408) 555-0122

[ Take Mote
Find Colleagues: David Granger

| ¢ 75end Email: dgranger@abctech.cam
s25end IM: daranger
Ea5end SMS: 40855501 23@blackmobile . net

| & Show Contact Detail
| [S:5etup Task
¢ Setup Reminder
(75earch Gnogle: (408) 555-0121

Status:
#8Location:
([ Message

Call Work: This will make an outgoing phone call to the
contact’s work number.

Call Cell: This will make an outgoing phone call to the contact’s
cell phone (mobile) number.

Call Home: This will make an outgoing phone call to the
contact’s home number.

Take Note: This will open up a post-it note (similar to notepad)
where you may record notes.
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Find Colleagues: Currently not supported.

Send Email: This will open up a new Email message with the
Email address already filled in. You may write up an email and
send it to that contact.

Send IM: This open up a blank IM message window with the
contact’s IM screen name filled in. You may write a message and
click send to send it to this contact, if this contact is currently
logged in.

Send SMS: This will open up a new SMS message window with
the person’s cell phone mail address filled in. You may type in a
message and send this text message to that contact.

Show Contact Detail: This applies only if the contact is NOT a
directory contact, but an Outlook contact. This will bring up a
window containing all of this contact’s information. It is similar to
a contact address card.

Setup Task: This will open up a new Outlook window allowing
you to create a new task, which will be saved into your Outlook
profile.

Setup Reminder: This will open up a new Outlook window
allowing you to create a new reminder, which will be saved into
your Outlook profile.

Search Google: This will open up a new Internet Explorer
window and will perform a Google search on the contact’s work
phone.

Presence Information: The last 3 items on the action menu are
non-selectable. They just show the availability, location, and
away message of the user.
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Controlling Calls from Toolbar

Using the telephony buttons, the user has access to a wide array of telephony actions
such as dialing, answering, hold, resume, hang up, transfer, conference, park, and

pickup.
35| This function allows the user to make an outgoing phone call, redial with a
previously dialed number, and dial a speed dial shortcut.
& Answer This function answers the incoming ringing phone call and puts the phone into
connected state.
S HangUp This function hangs up the current call and returns the phone to idle state.
s Hold This function puts the current phone call on hold.
(+) Resume This function resumes the held phone call.
f; Forward This function allows all incoming calls to be redirect to another phone number.
€ Transfer This function allows the current connected phone call to be transferred to another
" phone number.
€8 Corference This function allows the current connected phone call to become part of a
conference with 3™ phone.
{Fr Park This function allows the current connected phone call to be routed to an unused
extension number. This allows for anyone else to pickup this phone call.
&1 Pickup This function allows the user to answer another person’s phone call.
ﬁGrPkup This function allows the user to answer another person’s phone call within any
group by dialing a specific group number that the ringing phone belongs to.

Dial/Redial/Speed Dial:

The Unified CallConnector provides a number of methods for placing calls from your
desktop utilizing the contact telephone numbers in your PC. You can manually enter a
number and click to dial it from your IP Phone. Or you can auto-dial from your Speed list.
You can also view the last few numbers called and select one to redial.

Dial: Click on the combo box. Type in a phone number and click dial to make a call.

Redial: Make sure the combo box is empty. Click on the down arrow button next to the
combo box. Then select the phone number you would like to dial. Then click the dial
button to make a call.

Speed Dial: Click on the arrow button to the right of the dial button. It will bring up a
speed dial menu. Select a speed dial number and it will proceed to dial out.
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To Dial a Number

| 506

| #¥'oial -

Verify that your line is idle. You may check this in the Line Display window.

|§M Ringback,.. - Paul Wagner [SDGSj

Click on the QuickSearch bar and enter the telephone number.
Press Enter or click on Dial to make the call.

The selected line will display Ringback, indicating that the telephone called is
in a ringing state.

To Re-Dial a Number

| v| #Poial -

G045
G067
o043
5049

Verify that you are in an idle state.

Click on the arrow button next to the QuickSearch bar. The QuickSearch bar
should be empty for the pull-down list to display the Outbound calls.
Otherwise the list will display the previous search results.

The Re-Dial list displays the last ten outbound calls made from the
CallConnector or IP Phone.

Scroll down to the desired entry and press enter of click to place the call.

To Dial from your Speed List

| | #¥'0ial |~ @Pickp fg

3 49
285 Diavid Seth (50500

8% Linda (5035)

| 25 Paul (S5043)

385 Sarah Burns (S067)
Verify that the status is in an idle state.

Click on the arrow next to the Dial button. A menu with you speed dial
numbers will be displayed.

Scroll down to the Speed number or click on it to place the call.
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Answer a Call

An incoming call is displayed in the Line Display as a Ringing call with the name and
number of the caller. The toolbar telephony buttons will change from the idle buttons to
the incoming call buttons that includes the Answer button. You can answer the call from
the toolbar by clicking on the Answer button and connect to the caller on your IP Phone.
The Line Display will change to connected from Ringing.

ﬁz’.ﬂnswer |$ Ringing...

- Mike Henandez [504Ej IELEEEEEELEE 2 |’§m Connected. .. - Paul Wagner [SDﬂj

End a Call

When you have an incoming call, the Line Display will show Ringing and the
Answer button will be presented in the toolbar.

To answer the call, click on the Answer button. If you have more than one
call, you can click on the Line Display menu button to view the state of your
lines.

Your phone line status will then become connected.

After connecting with another phone the user may choose to terminate the phone call by
clicking on the Hang-up button. The line status will become idle.

&Hanglp |QQN Connec]

Hold a Call

ted... - Paul Wagner [SD‘ﬂ SRLERLELE) 2 |@ 5097 Ide j

This feature is available when you are connected on a phone call. You can
check this from the Line Display.

To end the current phone call, click on the Hang-up button.

After ending the phone call, your line will return to an idle state.

You can place a call on hold by clicking on the Hold button. The call will be placed on

hold at the |

P Phone.

[ED; Hold | &5Hanglp |'€QM Connecked. .. - Paul Wagner [5I3=ﬂ EEmmmaE ’lﬂn;' on hald.. .- Paul Wagner [S048] j

This feature is available when you are connected on a call (you can check
this from the Line Display bar).

To place the phone call on hold, click on the hold button.
Your phone call will be put on hold.

From the hold state of one phone call, you are given 2 actions:

Resume: You may resume the call by resuming the phone call.
Dial: You may make another phone call to a different person by:

Select another phone line from the line status drop down box.
Type in a phone number into the combo box.

Click dial to perform the outgoing phone call.
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Retrieve a Held Call

When a phone call is put on hold, you may resume the phone call by pressing the
resume/unhold button.

(=) Resume |l‘_11:b On hold. . .- Paul Wagner [S048] j EERY 2 |%m Connected. .. - Paul \Wagner [SD‘ﬂ

= When you have a call held on your phone, select that call from the line
display menu..

= To resume the conversation, click on the resume button.

= Your line status will return to the connected state.

Forward a Call

You can forward all incoming phone calls by typing in a number in the combo box and
then clicking on the forward button. This will redirect all phone calls to the phone number
dialed.

| 5065 ﬂ #H0ial ~ A Pickop g Forward

= Call forward is available only in the idle state and can be applied to the
primary extension number.

= Enter the phone number, which you would like to re-route all your incoming
calls to, in the combo box.

= When you are done entering in the number, click on Forward. Your calls will
be router to the phone number you just entered.

= |f you would like to reset the call forward option, please click on call forward
once again to disable it.

Transfer a Call

If you are connected in a phone call, you can transfer the call to another phone number.
To transfer a call, you must be connected to the caller. Then enter the phone number,
you would like to transfer to, in the search bar and click on the transfer button. Later it will
prompt you to click transfer again to complete the call transfer. Your status will then
become idle. The Toolbar supports the supervised transfer feature.

R0ES ﬂ Q Transfer |%m Connected. .. - Danrny Maar [(4!3Ej

= Verify that you are in a connected state with the other party.

= Then type in the number, you would like to transfer the call to, in the combo
box. Then click on transfer to setup the transfer.

&% Transfer &EHangUp |§w Ringback... - Danny Maar [SDESJj

= Once you've setup the transfer, it should show that the phone called is
ringing.
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Click on the transfer button to complete the transfer.

55 5097 1dle |

After the transfer is complete your line status will be set to idle and showing an unused

phone-line.

Conference a Call

If you are connected in a phone call, you can add an additional phone to the current call,
making it a three person phone call. To setup a conference, you must already connected
on call. Then enter the number, you would like to conference with, in the combo box.
Then click on conference. As soon as the other phone answers the phone call you may
proceed to press conference again to complete the conference.

ROEH

ﬂ C Transfer ﬁ Conference |QQM Connected. .. - Danry Maar [(4!3Ej

Verify that you are in a connected state, connected in a phone call to another
phone.

Then type in the number of the phone you would like to conference with.
Then click on the conference button.

The CallConnector will proceed to place a call to the contact.

£ Conference @jHDhj &Hanglp |’§M Connecked... - Paul Wagner [SDEj

Verify that the phone called has answered the phone call.

If you look at the line status it will show the name and number of the person
just called.

After the phone call has been answered by the 3" party, you may click on the
conference button a second time to complete the conference.

|ﬁ, Conference... - Paul Wagner [S0 7

When the conference setup is complete you will be in a conference.

You should be able to talk to the other both parties in the phone call.

When on a conference call, there are two telephone options available to you:
Hold: Put the current conference call on hold.

Hang up: Terminate the current conference phone call.
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Parking a Call

If you are connected in a phone call, you may park a phone call to an extension number.
This feature is similar to a transfer, except it transfers the connected call to an unused
extension number. To park a phone call, one must be in a connected phone call. Then
the user must type in a phone number, to park the current call to, in the combo box. Then
click on park and the current call will be parked. Because the phone call was parked it
needs to be picked up at a later time.

| BAOD ﬂ |’§QM Connected. .. - Paul Wagner [SDEj FiPark |+

= Verify that you are in a connected phone call.

= Then type a phone number in the combo box.

= Click on Park, located next to the line status box, and it proceed to park the
connected phone call to the unused extension.

Your line status will become idle.
Because you parked the phone call to an extension number, you or someone else will
need to pick up that phone call.

To Pick Up a Call

In order to pickup a phone call, verify that your line status is idle. Then type in a phone
number into the combo box. This phone number is the number you will be picking up the
phone call from. Then click on pick up. You will be connected to the phone

| 5500 = #'0ial ~ @ Pickup

= Verify that the phone status is idle.

= Click on the Pick-up button, without entering a number. The Unified
CallConnector aautomatically dials the * digit to pick up calls from you pickup
group.

= To pick up a call from a specific number, enter that number, that you would
like to pick up a call from, into the search bar.

= Click on the Pickup button. You will be connected to the ringing phone call
from the number you just dialed.

= Your line status will then change to connected.
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Group Pick Up:
In order to group pickup a phone call, verify that your line status is idle. Then type in a

phone number into the combo box. This number is the phone number of the group that
you're picking up the call from. Then click on group pick up.

| 5500 R 5 5097 1dle | el | -

= Verify that the phone status is idle.

= Then type in a number, that you would like to pick up a call from, into the
combo box.

= Click group pickup and it will connect you to the ringing phone call from the
number you just dialed.

= Your line status will then change to connected.

Viewing Line Status

This section will cover viewing lines status from the toolbar.

= CallConnector Toolbar:
= Verify that the UCC services are running.
= Open Internet Explorer.

= Then click on the text box located in the middle of the toolbar containing the
current phone line. It will show a list of all available phone lines.

= If you click on it, it will reveal a drop down list of all available phone lines and
their individual statuses: off-hook, dialing, ringing, connected, hold,
conference, busy, and idle status.

Dk 24 2. =] #0ial - @pickup  fg Forward | 55 5085 1die | Berrhp - 8 contacts

]
5 5001 1dle

|@ 5097 Idie j Idle status: When you phone line is currently not
occupied or used in a phone call.
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Dialing out/ Ringback Status: When your phone is dialing out to another phone.

|§M Ringback... - Danny Maar [(408) *

Ringing Status: This occurs when there is an
|$ Ringing. .. - Danny Maar [S065] J incoming call. You may click the answer button to
accept this phone call.

|%m Connected, ., - Danny Maar [(4DEﬂ

Connected Status: When your phone has connected to another phone.

On Hold: When you put the current phone call on hold.

|@I,':' O hold, .- Danny Maar [(408) S!j

Conference: When you are in conference call with two other phones.
|ﬁ, Conference, .. - shahryar Talukd-j

Telephone Features Menu:

The toolbar displays the features based on the state of the current call. The telephony
features menu provides access to all the supported telephone features. These are listed

and described below:

Group Pickup: Allow you to pick up a call from the
Pickup group specified..

Dial: Auto-dial the number entered in the search
bar.

Forward: Setup a cal forward to the number
entered in the search bar.

Hang-up: Disconnect the currently connected call..

Park: Park the connected call to the number
entered in the search bar.

Setup Conference: Add a third party to the current
call.

Do-Not-Disturb: Initiates the phone Do-Not-
Disturb feature. The incoming calls do not ring.

Hold: Places the current call on hold.

Resume: Reconnects to the held call.

Setup Transfer: Initiates a call transfer to the
number entered in the search bar.

Complete Transfer: Sends the current call to the
transfer number.

BB arPlup | -
16F Dial

i Forward

] S Hangup

{FPark

#F Setup Conference
& Complete Conference
FEE Group Fickup

DND [Busy]

fllyHold

(= Resume

€ Setup Transfer

¢ Complete Transfer

g Pickup
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Flash: Sends a hook-flash (no currently supported).

Pickup: Initiates a call pickup from the default pickup group if no number has been
entered. If a number is entered in the search bar, then it tries to pickup a ringing or held
call from that number .

Opening Contact Windows

The Contacts button in the toolbar can be used to open and
close the Unified CallConnector sidebar window to
provide access to the Shortcuts, Contacts, Logs

; . ﬁj Contacts
and Status information..

Clicking on the Contacts button will toggle (open and close) the
sidebar window.

Highlighter Button »

The Highlighter button searches for telephone numbers in the current web page and
converts them in to dialable links. Click on the Highlighter button to initiate the telephone
number search. If the Highlighter is enabled, then clicking it again will turn off this feature.

This feature is described in more details in the QuickDial chapter.
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9

The Unified CallConnector provides a Shortcuts window for you to quickly configure and
access numbers, features and applications. From the Shortcuts folder, you can auto-dial
these number. You can also use these number as a part of telephone features — such as
transfer or conference.

This chapter describes how to use the Shortcuts and includes:

Shortcuts Overview - Provides a brief overview of the Shortcuts Window and
functionality.

Configuring Speed Dial Describes how to add and setup Speed Dial shortcuts.

Speed Dial Telephony ActionsThis describes how to make calls and access the
telephony features from the Shortcuts window.

Speed Dial Search Describes how you are able to search through a list of
shortcuts..
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Shortcuts Window Overview

The Shortcuts window lets you quickly access pre-defined functions with a single mouse
click. The initial set of shortcuts provide the speed dial feature. Later releases will
provide additional capabilities in this window. The Speed Dial function include:

Managing Speed Dial Numbers: Allows you to create, update, and delete Speed Dial
numbers. These Speed Dial numbers can be accessed from pull-down menus in the
toolbars.

Dialing Speed Numbers: Allows you to auto-dial the number stored at the button.
Access Telephone Features: Allows you to access the features configured on your
telephone from the Shortcuts window. These include Dial, Hang-up, Answer, Transfer,
Conference, Pickup, Park, Forward, Group Pickup.

@ shorecuts B Contacts Mlogs  spistatus O Rules

| =2
5 & & &5 5 B

Aaron April Austin Autumn Cassandra Paul
Pers.., 5099 Kep... 5097 G066 Hard. ..
Richard

Pak...

Q‘Qm Speed

Viewing Shortcuts

The Shortcuts are one of the Unified CallConnector applications. To view the Shortcuts
window:

= Click on the Contacts button in the Unified CallConnector toolbar. In Outlook
you can also click on CallConnector in the My Contacts. This will open the
sidebar in Internet Explorer or the Outlook View window and display the
CallConnector applications.

=  Click on the Shortcuts button to switch to the Shortcuts window if it is not
already open. The Shortcuts window can have multiple tabs. The first tab is
the Speed Dial list.

= Click on this Speed tab to add, delete or update your CallConnector speed
numbers.
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Managing Speed Dial Numbers
Each speed dial entry is associated with a name and telephone number. Once you have
added some speed dial entries, these can be auto-dialed, used in the telephone features
and accessed from menus in the toolbars.

You can add, modify and delete the Speed Dial entries from the Shortcuts window. These
features can be accessed from the right-click on any speed dial icon.

[# Update Update the selected speed dial with a new name and/or number.
W Delete Delete the selected speed dial.
SR EN Create a new speed dial with a name and number.

Creating a New Speed Dial

Right-click on a Speed Dial icon or inside the Shortcuts window. The Speed

Dial Actions menu will be displayed.
= Click on New.
= Enter the Speed Dial entry name and the telephone number.

= Click Add to create a new Speed Dial entry.

EfUpdate Speed Dial
NDE-'lE-'tE-' Name |F|0c:c:0 [Required]
LETRRRY 2
Mumber |1234| [Required]

™ Copy Ta Clipboard

Add Cancel

D

=iStatus  Rules

@ shorteuts Cantacts  Slogs
| [
& & & & & &

Abagail Brock  Dawid Seth Linda  MwSpee... Paul
1234 S049 5050 5035 555-1212 5045
Sarah Steve
Bur... S097

Q‘QW Speed
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Updating an Existing Speed Dial Entry
= Right-click on the Speed Dial entry.
= Click on Update. This will bring up the Speed Dial properties window.
= Update the Name and the Number fields.

= Click Update to save the change or Cancel to exit the window.

Speed Dial

[ Up date

Fock [Fequired]
% Delete Hame  [foc
EEE EEEEEEL = Number  [4321] (Required)

™ Copy To Clipboard

Cancel

<IIII

GShortcuts & Contacts @Logs =i Status 3 Rules

| ~[7]
5 & » B B B

Abagail Brock  Dawid Seth Linda  MySpee... Paul
1234 049 5050 5035 555-1212 5045
Sarah Stewe
Eur... S097

é‘% Speed

To Delete Speed Dial Entries

= To delete a Speed Dial entry select it and press Delete or right-click and
select Delete.

= To delete all Speed Dial entries, right-click on the blank area and click Delete
All.

= Deleting any shortcuts will trigger an auto-refresh so you see the updated
shortcut list.
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Refreshing the Speed Dial Window

@ shorteuts B Contacts  Hdlogs

miStatus ) Rules

H
& & & & &
Abagail Brack  David Seth MySpee... Paul
1234 5049 5050 955-1212 5045

& Dial
B
Hang Lp

%, Answer

¥ Transfer
¢fCanferance
giPick up
(FiPark
{Forward

B Group Pickup

Q"Qw F{Update

— T

grMew
[ Copy To Clipboard

|alRefresh

Right-click on any contact or blank space. This will bring up the Action menu.

Click Refresh.

This will reload all of the current speed dial shortcuts from the database.

e
|2 Refresh

T Delete Al
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Speed Dial Telephony Actions

You can use Speed Dial shortcuts in your call control operations such as placing calls,
answering, conferencing, transferring, picking up, parking, and forwarding phone calls.
These functions can be executed by auto-dialing the number configured in for the
selected Speed Dial entry.

To Place a Call
= Verify that your line is idle.

= Double-click on the speed dial icon for the entry you want the call. You can
also select the entry and press Enter.

= You can also right-click and from the Actions menu select Dial.

= The number configured for the Speed entry will be dialed out.

Steve b4
=== AHang Up 5097
&, Answer ABC Technologies
e Transfer @ Hangup |
¢ Conference \’

Hang up the Active Call
= Verify that your line is in a connected state (you're on a call).
= Right-click on the shortcut and select Hang up.
= The call will be dropped and the line will return to idle.

%, Answer
@ Transfer
e Conference

Answer a Call

&
= Verify that there is an incoming phone call. 5 Dial
. Ce &
Right-click on any shortcut and select Answer. Hang Up
= You will be connected to the ringing calls. &, Answer
¥ Transfer
¢ Conference
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Transfer to the Speed Number

= When you are on a call and the call state is connected, right-click on the
Speed Dial entry that you want to transfer the call to.

= From the Action menu, select Transfer. The CallConnector will setup a
transfer to the Speed Dial number.

= To complete the transfer by clicking the transfer button on the toolbar or from
CallConnector Popup.

£
e 2% Dial
=1
#5Hang Up Steve *
5094
ABC Technologies
* Hang Up | Transfer

&Y CTransfer FHanglp |§M Ringback... - Stewve [5094] - Linej‘

Conference in the Speed Entry

= When you are on a call and the call state is connected, right-click on the
Speed Dial entry that you want to conference.

= Right-click on the shortcut and select Conference. The CallConnector will
initiate a conference to the number in the selected shortcut.

= You can complete the conference by click the conference button on the
toolbar or from the CallConnector Popup.

" S

EgDial
o T
€A Transfer ABC Technologies

¢ Conference

* Hang Up | Conference
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alul ]

dbs e P - P 'l ﬂ 8, Conf | hHold | BgHanglp |§QMCnnnected...-Steve [5094]-Lirj‘

To Pick up a Call

= Verify that your line is idle. Right-click on the shortcut from which you want to
pick up a call.

= From the Action menu, select Pickup. The Connector will pick up the ringing
phone call from the shortcut selected.

5N

] 1 Dial
E SSHang Up

&, Answer
¥ Transfer
% Conference

To Park to a Speed Entry

F
= Verify that your line is idle. Right-click on =9 1k Dial
the shortcut to which you want to park a 55
call AHjHang Up
. . . &, Answer
= Right-click on the shortcut. Click Call Park. SoTransfer
The CallConnector will park (blind transfer) . Conference
the connected call to the shortcut selected. “ i
gaPick up
FPark

To Forward to Speed Number
= Right-click on the shortcut and select Forward.

= The CallConnector will setup an un-conditional call forward to the selected
number.

= Incoming calls, will forwarded to the shortcut selected.

= To disable call forwarding, right-click on a contact and select Forward again.

&

[ 5oia

AHang Up
&, Answer

¥ Transfer

¢ Conference
gaPick up
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Group Pick up

Verify that your phone status is in idle state. Also verify that a there is a
ringing telephone.

= Right-click on the shortcut.

Then click Group Pickup. The CallConnector will pick up any ringing phone
call from the group number selected.

Your phone status will become connected and you will be able to talk to the
other party.

¢k Dial

SSHang Up
&, Answer

¥ Transfer

& Conference
aPick.up
(FiPark

{ Forward

¥ Group Pickup

Speed Dial Search

You can search and locate Speed Dial entries.

To Find a Speed entry

Enter the first few characters of the entry, press Enter or click on the Search
icon.

= The matching speed entries will be displayed.

To clear the search results, delete the text in the search bar and press enter.
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The Unified CallConnector Directory displays information on people, their contact
numbers, message addresses and presence status. The Unified CallConnector supports
multiple directories, including personal directory and shared group or organizational
directory and display of your Outlook contacts.

The Directory is integrated part of the Unified CallConnector and supports lookup of caller
information and the QuickSearch features.

This chapter describes how to use the Directory and includes:

Directory Overview: Describes the CallConnector Contacts user interface
and explains how to start, close, and open a specific
one.

Locating Information: Describes the methods for searching the contact

databases for a specific entry.

Updating Information: Describes how to add, modify, or delete the entries in
the Directory.

Call Handling: Describes the different ways of dialing numbers,
transferring calls, and setting up a conference and using
the contact numbers in telephone features.

Sending Messages: Describes how to send Email, Instant and SMS
messages from the Contacts window.

Moving Information: Describes how to move the Directory information to
other folders and applications.
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Contacts Overview

The Unified CallConnector Contacts displays a list of names from the databases. It allows
you to maintain extensive information on your contacts and lets you quickly locate entries
and directly use this information to auto-dial and send email. The Directory also lets you
view information from external directory services. The Unified CallConnector allows you
to setup multiple directory databases. The Directory supports the following functions:

Table View Displays a sorted list of entries.

Search Locates an entry as you type in the first few letters.
Quick Sort Change the sort order of the listing in the Table view.
Select Directory Open a different directory databases.

Edit Entries  Add, modify, or delete entries in the directory.

Call Handling Dials numbers, transfer calls, and set up conferences from the
directory.

Send Email Sends email from the directory.

Multiple Listed Numbers Supports multiple phone numbers per entry.

Types of Contact Databases

The Unified CallConnector supports three contact directories. The information of each
contact directory is kept is separate files or databases. These directories are:

Personal Contacts: The personal contacts list is a repository for our personal
contacts. The Personal Contacts are a list of contact
information that is stored in the CallConnector
databases. This information is not available to any one
else.

Corporate Contacts: This contacts list is designed to store organizational
contact information. In Server mode, these contacts are
shared and available to all Unified CallConnector users.

Outlook Contacts: This is the information from your Outlook contacts. This
list is retrieved from your Outlook profile using your
Outlook username and password.

Information Fields
The Contacts directories support data fields for the following information:

Names: Three name fields are provided for First Name, Last
Name and Display Name.

Organization: The directories provide fields for the organization name
of the contact and the department the contact belongs
to.

Telephone Numbers: Work, Mobile and Home numbers are supported in the

contact databases.
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Message Addresses: Email, Instant Message and Text or SMS address fields
are provided to store the addresses required to send
these different kinds of messages.

Presence Information: The Contacts databases allow you to save Availability,
Location and an Away message for each contact.

Viewing Your Contacts

The Directory Contacts are displayed in the Unified CallConnector information windows in
the Internet Explorer sidebar and in the Outlook View window. Each type of contact is
displayed in a separate tabbed window within the Contacts display area.

To Open Contacts Window

= Open the Internet Explorer or Outlook and click on the Contacts button in the
toolbar. This will open the CallConnector information windows.

= Click on the Contacts button in the CallConnector information window to
open the Contacts display.

To Close Contacts Window

= Click on the Contacts button in the CallConnector again or click on the close
window button (x) to close the information windows.

Contacts Window

The CallConnector Contacts or Directory window displays in the sidebar of the Internet
Explorer or in the View window in Outlook.

Edshortcuts | B Contacts S@logs  sistatus U Rules

| [~

Displayw Mame | Comparry | Wfork | Zell
Danny Maar ABC Technologies, Inc, (408 555-0101  {403) 555-0102
Darian Lawrence aBC Technologies, Inc, [408)555-0111  (403)555-0113
David Granger ABC Technologies, Inc,  (408) 555-0121  {403) 555-0123
@ 1eff aBC Technologies, Inc, {408) 555-0123  (408) 555-0124
Jobin Smith aBC Technologies, Inc, (4087 555-0165  (403) 555-0166
@ Stark Parker ABC Technologies, Inc,  (408) 555-0135  {408) 555-0136

Stephanie Kepner  ABC Technologies, Inc, {408) 595-0177  {40F) 555-0175
Stephen Pollard aBC Technologies, Inc, (4081 555-0140  (403) 555-0140

< 4

,':', Perzanal |&j D:urporateJ FE| Dutlcu:uk‘

Unified CallConnector Directory window
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The Directory window consists of the following regions and buttons:

Tabs:

Search Bar:

Contact Window:

Field Labels:

Presence Icons:

The Tabs at the bottom of the Contacts window display
the three different contact directories supported by the

Unified CallConnector. The currently selected directory
is the tab that is in the foreground.

Allows you to locate contacts in the contact directory
being viewed. The Search button can be used to start a
search.

The central region of the window displays entries in
tabular view from the directory database. In this view,
fields are displayed in columns, and the information is
sorted by the highlighted field.

Each field of the contact directory is displayed in a
column with the Field Label providing the name of the
information element. An up or down arrow indicated the
sort field and the direction of the sorting —ascending or
descending.

The Presence Icons in the Display Name field indicate
the current availability of the contact. The Presence
function has to be available for that particular contact
directory and the specific contact.

Adjusting the Contacts View

Like the white pages in your phonebook, this lists the entries in the database in the

selected sorting order.

The tabular directory listing is ordered or sorted by a particular field such as name or
telephone number. A tabular listing may be searched to locate specific entries as

described in the next section.

You may change the display of the contact information in the following ways:

To Do This

Do...

Change field size

Move cursor to field separator, drag left or right to resize.

Move fields to another position Click on label and drag the field to the desired position.

View additional fields

Use the horizontal toolbar to move the display left or right.

Table 1-1 To change the summary interface
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Sorting Contact Lists

You can sort the contact lists by the contents of each field in ascending and descending
order. This makes it more convenient when looking through a long list of contacts and it
allows you to search for information contained in that field.

Click on any field title and it will sort the list of contacts by that field title. For
instance, if you click on Display name, it will sort by display nhame ascending from
A-Z.

The default sort is ascending. You will notice next to the field title there is an up
arrow indicating that it has sorted the contact list by ascending order.

If you click the field title again, it will sort the list in descending order, indicated by
a down arrow next to the field title.
Note that you may sort any of the 11 different fields: Name, Company, Work phone
number, Cell phone number, Home phone number, Email address, SMS address (for text
message), Instant Message name, First name, Last name, and Department.

&) shorkeuts Contacts  &logs @D shorteuts Contacts  &logs
maStatus 3 Rules i Skatus O Rules
| [~ | [~
Display Mame Company | Display Mame Company |
@ arthur Diedrich ABC Technologies Inc. ‘Wickoria Skewens  ABC Technologies Inc,
Bobby Fila ABC Technologies Inc. Susan Anderson ABC Technologies Inc,

@ Silvia Gomez
Susan Anderson
victatia Stevens

£

"3 Personal ﬂd Corporate | %= Outlook

Danielle LeDaubre

ABC Technologies Inc,

ABC Technologies Inc,
ABC Technologies Inc.
ABC Technologies Inc.

*

@ Silvia Gomez

Danielle LeCoubre
Eaobby Fila
@ arthur Diedrich

<

ABC Technologies Inc,

Ivvan Holmes AEC Technologies Inc, @ Rex Tang ABC Technologies Inc,
Jack Potter ABC Technologies Inc. Pam Walker ABC Technalogies Inc,
Parn \Walker ABC Technologies Inc. Jack Patter ABC Technalogies Inc,
@ Rex Tang ABC Technologies Inc, Ivan Holmes ABC Technologies Inc,

ABC Technologies Inc,
ABC Technaologies Inc.
ABC Technalogies Inc,

>

.'3 Persanal &j Corporate | 8= Outlook
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Directory Detail View
The contact information on each entry can be viewed by opening the Directory Detail
window.

The Directory Detail window can be opened by right-clicking on an entry and selecting
Update.

* 5

First Mame |J0hn "]
Last Hame |Smith [
Compary |.~'-\BE Technologies, [ne.

Departrment |5~?l|E$

Wwork Phone  |1949) 5551212
|+43(943) 55512121

Cell Phone
Home Phone |[949] 5551212

Business Email |jsmith(@abc. com

SMS Address |
IM Mame |

Update Cancel

The Directory Detail window displays all the editable fields of information in the directory
database.

Contacts Menu

Right-click on any contact (Personal, Corporate or Outlook), to bring up the Contacts
menu. From this menu you can perform telephony, messaging, contact editing, and
create speed dial operations that apply to the contact’s information. The Contacts menu
brings together the contact information and the methods for setting up communication
and collaborative sessions with the contact data.

The telephony actions include placing a call to the work, mobile or home telephone
number, accessing telephone features such as answer, hang up, transfer, conference,
pick up, park, forward, and group pickup.

The message actions include: sending Email, Text (SMS) or IM (Instant Message). You
can also maintain the contact data by adding a new contact, update existing contact
information, delete the contacts, or copy the contact information to the clipboard.

These Contact Menu actions are described below:
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Send

/HjHang Up
&, Answer
¢ Transfer

aPick up
(P Park
{gForward

[# Update
ghMew

W Delete
& Delete Al

alRefresh

i Call Work: (408) 555-0171
[ Call Cell: (405) 555-0173
#4Call Home: (408) 555-0172

Create Speedbial ]

¢ Conference

3% Group Pickup

™ Copy To Clipboard

Menu Item Description

Call Work Call the Contact’'s Work telephone number

Call Cell Call the Contact’s Mobile telephone number

Call Home Call the Contact’'s Home telephone number

Send Open Send Menu to select Email, Text or IM message

Create Speed Dial

Create a Speed Dial shortcut with the Contact’'s Work
number.

Hang-up Drop the currently active call

Answer Answer the active ringing call

Transfer Initiate transfer to the Contacts work number

Conference Start a conference session with the contacts work number
Pick up Pick Contact's work number

Park Park the current call to the contacts work number
Forward Forward all calls to the contact’ work number

Group Pickup

Press the Group Pick up button

Update Make changes to this record
New Create a new contact record
Delete Delete this record

Delete All Delete all contact records

Copy to Clipboard

Copy the contact record to the clipboard

Refresh

Reload the contact data from the directory

User's Guide 1-7




Chapter 12 Monitoring Status

Contact Telephony Actions

To Place a Call
Verify that your line status is currently idle.
Right-click on the contact, you would like to dial, to open the action menu.
Click on Call Work, Call Cell, or Call Home.

The CallConnector will proceed to make an outgoing call to that phone number.

auCall Work: (408) 555-0171
[ Call Cell: {4083 555-0173
#4Call Homne: (408) 555-0172

Send 3
Create Speedbial 4
AHang Up

Hang up a Call:
Verify that your line status is currently connected (in a phone call).
Right-click on any contact to open the action menu.
Click on Hang up.

The UCC will terminate the phone call and the line status will return to idle.

i Call work: {408) 555-0171
[ Call Cell: {405 555-0173
#3Call Home: (408) 555-0172

Send 4
Create SpeedDial 3
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Answer the Call:

Verify that your line status is currently ringing (there is an incoming phone call).
Right-click on any contact to open the action menu.

Click on Answer.

The UCC will answer the incoming phone call and the status will become
connected.

AiHang Up

%, Answer

@ Transfer

¢ Conference
giPick up
{FiPark

To Transfer a Call:

Verify that your line status is currently connected (in a phone call).

Right-click on the contact, you would like to transfer to, and it will open up an
action menu.

Click on Transfer.
A call will be made out to that contact and the transfer will be setup.

Currently the transfer function from the toolbar only supports blind transfer. So to
complete the transfer from the toolbar you must click transfer again from the
toolbar before the other party picks up the call.

Otherwise, you must click transfer on the popup balloon in the lower right corner
of the screen to complete the transfer after the other party has picked up the call.

After the transfer is successful, your line status will return to idle.

#Hang Up

&, Answer
¢ Transfer

7 Conference
gaPick up
(piPark
{xForward

B Group Pickup
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To Conference a Call:

Pickup:

Verify that your line status is currently connected (in a phone call).

Right-click on the contact that you would like to conference and it will open up an
action menu.

Select the Conference option.
A call will be made out to that contact and a conference will be setup.

You may only complete a conference call when the other party answers the
phone call.

When the other party has answered the phone call, click on the conference
button located on the toolbar to complete the conference. All three members of
the phone call we be able to speak to each other.

The status will become conference.

ASHang Up
&, Answer
2 Transfer

¢ Conference
gaPick up
(p:Park

s Forward

B Group Pickup

In order for you to pick up a phone call, verify that there is an incoming phone call
to another phone (that you are not controlling) so that it is in ringing status.

Right-click on the name of the contact whose phone is ringing and an action
menu will appear.

Select the Pick up option.
The UCC will proceed to dial that phone and retrieve the ringing phone call.

Your phone line status will become connected to the incoming phone call.

AiHang Up

%, Answer

¢ Transfer

¢ Conference
ck

{FiPar

{Forward
| B Group Pickup

1-10 Cisco Unified CallConnector



Monitoring Status

To Park a Call:

Verify that your line status is currently connected (in a phone call).

Right-click on the contact, that you would like to park the current call to, and an
action menu will appear.

Then select the Park option.

The UCC will proceed to park (transfer) the call to the phone number dialed. No
further action is necessary and your line status will return to idle.

The number the call is parked to must be a specific unused extension (for
parking) setup by the CME.

#Hang Up
&, Answer

A Transfer

@ Conference
gaPick up

{xForward
B Group Pickup

Forward Calls to Work Number:

Verify that your line status is currently idle.

Right-click on the contact, that you would like to forward all your calls to, and an
action menu will appear.

Then select the Forward option.

The UCC will proceed to make a call. This call will let the CME know to forward
all calls to the selected phone number.

Then click hang up.

Verify that all calls were forwarded to the number selected by creating an
incoming phone call to your phone number. If your phone number doesn'’t ring
but the forwarded phone number does ring, then it is successful.

AHang Up

&, Answer

X Transfer

¢ Conference
gaPick up
(F:Park

£ Forward

B Group Pickup
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Group Pickup:

Verify that your line status is currently idle. Verify that the phone number being
dialed is a group phone number. Also verify that the number you are performing

the pickup on has an incoming phone call and is part of the group that you are
calling.

Right-click on the contact (which has a group number), that you would like pickup
a phone number from, and an action menu will appear.

Select the Group Pickup option.

It will dial and pickup the ringing phone call from the contact selected.
Your line status will become connected (in a phone call).

AHang Up

&, Answer

X Transfer

¢ Conference
gaPick up
(FiPark
{qForward
] ‘aup Pickup
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Sending Message

Send Email:

_Email: kgarme
B 5MS; kgarner@cisco,com
43 Instant Message: kgarner

Send SMS:

S '
T Email: kgarner@cisco,com

a .
s=Instant Message: kgarner Helld

Right-click on contact to open the Action Menu.
Click on the Send menu item and a sub menu will appear.
Click on the Email option.

A blank Email form will appear, using your default Email client with the
contact's Email address filled in.

You may write a message and click send.

£¥ Untitled Message

i Fle Edt Wew Insert Format Tools Table ‘Window Help %

Pidgend | ([ - |G &) 7 B | ¥ | 2] options.. - | HTML

(L Ta. .. kgarner@cisca.com
[l ce...
eeeed Subject:
Pl S o [ | Ao -v-A- 2z 4
—
~

H oo g

Right-click on contact to open the Action Menu.

Click on the mouse over to the Send menu item and a sub menu will appear.
Click on the SMS option.

A blank message with the contact’'s SMS address will appear.

Fill in the message and click on Send. This will send the message to the
user's SMS inbox.

& Text (SMS) Message

To | kgamer@cizco.com |

am LELLEYY =

Meszage

Send Cancel
]|
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Send Instant Message:
= Right-click on contact to open the Action Menu.
= Click on the mouse over to the Send menu item and a sub menu will appear.
= Click on the IM option.
= An Instant Message window will appear with the contact’s login name.

= You are now able to chat live with this contact by entering a message and
clicking send.

= If the contact is logged in, he/she will receive this message.

‘= Karen Garner - Instant Message

" [celabd]: Hella Karen!
o Email: kgarner@cisco.com [eclabd]: Haw are pou?

0 : T . [celabd]: ' fine thanks
EA5M3: kgarner@cisco, com
]

e Instant Me

colabd
‘whould you like to get lunch

=3

Status:
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Managing Contact Information

Update (Contact):

Right-click on a contact and an Action Menu will appear.

Select Update.

It will bring you to a menu showing all of the parameters of the contact. These
parameters include: Name, Company, Work phone number, Cell phone number,
Home phone number, Email address, SMS address (for text message), Instant
Message name, First name, Last name, and Department Any of the parameters

may be changed.

To type in a new parameter, delete the old one and type in a new one.

When you are finished making changes to this contact, click on update to
complete the update. You can view the changes in the contacts window.

= Upi date

oy llew
W Delete

T Delete Al

Contact Update Menu:

Firgt Mame
Last Mame

Carnpany
Department

wéhark Phone

Cell Phone
Home Phone
Business Email

SMS Address
Ik M arne

|J0hn

|Smith

|.&BE Technologies, Inc.

|S ales

|[943) 5551212

|+49 [349) 5551-2121

|[343) 5551212

|ismith@abc.cnm

|Jpdate |

Cancel

9!
9!
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New (Contact):

Right-click on a contact and an Action Menu will appear.

Select the New option and it will bring up a Add New Contact window.

Fill in as many parameters as you can. The minimum required fields to create a
new contact are: First Name, and Last Name.

When you are done filling in the fields, click on Add and a new contact will be

added.

You may verify the creation of this contact by viewing the contact in the directory

contacts window.

Add Contacts Window

Firzt Mame
Lazt Hame

Company
Department

Wtk Phone
Cell Phone
Home Phone

Buzineszs Email

S5 Address
I Mame

[Johin "]
|Srmith y
|.-’-‘-.BE Technologies, Inc.

|Sales

|94 555-1212

|+49 [343) 5551-2121

|[943) 5551212

|ismith@abc.com

Update | Cancel

Contacts Window

¥ shortouts Contacks Zplogs sl Status
. Rules

Display Mame | Comparny

@ arthur Diedrich ABC Technologies Inc.
% Bobby Fila ABC Technologies Inc.

@ Daniglle LeDaubre

@ Ivan Halmes
% Jack, Potter

Michael Palmer
@ Pam Walker
& pex Tang
@ Silvia Gomez
@ Susan Anderson
O Vicky

<
™
e

Fersonal &j Corporate | 8] Outlaok

ABC Technologies Inc,
ABC Technalogies Inc,
ABC Technalogies Inc.
ABC Technologi C
ABC Technologies Inc,
ABC Technalogies Inc.
ABC Technologies Inc.
ABC Technologies Inc.
ABC Technalogies Inc,

>

Delete (Contact):

Right-click on a contact and an Action Menu will appear.

Select the delete option.

The contact will be deleted from the Contacts Window.

Verify that the contact was deleted from the Contacts Window.
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Delete Bobby Fila
Deleted

@ shortouts | @ Contacts  Silogs =i Status

- Rules
| =
Display Mame | Company
@ Arthur Diedrich ABC Technologies Inc,
@ Dariglls LeDoubre iCall work: {408) 555-0189
@ Ivan Haolmes uCall Cell: (408) 555-0185
Jack Potter #ACal Home: (408) 555-0187
) Michae! Palmer Send
[
Pam Walker Create SpeedDial
@ Rex Tang
@ Silvia Gomez #HHang Up
@ Susan Anderson &, Bnswer
Wicky E*Transfer
# Conference
gFick.up
(FiPark
{yForward
roup Fickup
5 Picky
[ Update

™ Copy Ta Clipbaard

|alRefresh

Contacts Window: Bobby Fila

@ shorteuts | B Contacts  Filogs =l Status

L Rules

~[2]

Display Mame Camparry
@ arthur Diedrich ABC Technologies Inc,
@ Danielle LeDoubre ABC Technologies Inc,
@ Ivan Holmes ABC Technologies Inc,
Jack Potter ABC Technaologies Inc,
Michael Palmer ABC Technaologies Inc,
@ Pamn ‘Walker ABC Technaologies Inc,
@ Rex Tang ABC Technaologies Inc.
@ Silvia Gomez ABC Technologies Inc.
@ susan Anderson ABC Technaologies Inc.
Wik ABC Technologies Inc.
< ¥

8 Perzsonal &j Corporate | [85] Outlook

Delete All (Contacts):

= Right-click on any contact or blank space and an Action Menu will appear.

= Select the delete all option.

= All contacts will be deleted from the Contacts Window.

= Verify that all contacts were deleted from the Contacts Window and that the

Contacts Window is now blank.

Please note that delete all doesn’t delete all of the contacts Personal, Corporate, and

Outlook Contacts at once.

Copy to Clipboard:

Right-click on a contact and an Action Menu will appear.

Select the Copy to Clipboard option.

It will then copy this contact’s information to a clipboard. This information
includes: Display Name, Work phone number, Cell phone number, Home phone

number, Email, SMS address, and IM Name.

You may then paste this information into other documents such as Email,

Notepad, or Word.
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Copy to Clipboard Pasted in a Text file

@D shorkcuts | 58 Contacts Slogs =l Status

B New Text Document {...

. Rules
_ File Edit Format View Help
| ﬂ arthur Diedrich
Display Mame | Comparry (4 08:] 555-0142
L1 arthur Diedrich T —— (4087 555-0149
@ Daniclle LeDoubre s Call Work: (408) 555-0148 (4 08:] 555-014d8
@ Tvan Holmes fCall Cell: (408) 555-0149 adied@abctech. com
—~ #4Call Home: {408) 555-0142 408555014 @b Tuemobile. net
Jack Potter |Eld'| ad
Michael Palmer send »
@ Pam Walker Create SpeedDial k
@ Rex Tang
@ Silvia Gomez #iHang Up
@ susan Anderson | S ANSWEr
© Yicky ¥ Transfer
efConference
gaPick up
(FrPark.
fuForward
& Group Pickup
[FUpdate
dhhew
¥ Delete
&aDelete Al
¢ To Clipboard
|alRefrash

Refresh:
= Right-click on any contact or blank space and an action menu will appear.
= Select the refresh option.
= The screen will go blank for one moment and will repopulate the table with
the current contacts.

Note that you may want to refresh the page if any changes were made to the database
(i.e. other users adding, editing, or deleting Corporate Contacts).

|2l Refresh

T Delete Al
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el View Call Logs

11

The Unified CallConnector Call Logs displays information on Incoming, Outgoing, and

Missed phone calls. It keeps a record of all the calls made and received, the names of

the contacts that called you or you called, the time and date of the calls, and the phone
numbers of the calls.

This chapter describes how to use the Call Logs and includes:

Call Logs Overview: Describes the CallConnector Call Logs user interface
and functionalities.

Viewing Call Logs: Describes the method for viewing, sorting, and searching
the Call Logs, and Refreshing the Call Logs list.

Call Handling: Describes the different ways of dialing numbers,
transferring calls, and setting up a conference and using
the Call Log interface.

Call Log Management: Describes how to clear call logs from the database,
creating speed dials, and copying call logs to a
clipboard.
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Call Logs Overview

The Unified CallConnector Call Logs displays all a list of all calls made and received from
your UCC program. It allows you to view important information about phone calls and lets
you quickly search calls with specific attributes. It also allows you to perform telephony
actions from the right-click action menu. The Call Logs also allows you to sort your call
logs by date/time, name, number, and call type. You may also view each type of call

individually.
The Call Log Window:

) shorteuts Contacts | Slogs miStatus ) Rules
Date|Time | Marme ‘ Murnber Tvpe
lig 7/28/2006 3:27:07 PM Sarah Burns 5067 In
il 7/28/2006 3:27:33 PM Mark allison [Shahryar Talukder] 5065 out
i 7/28/2006 3:28:33 PM 5031 [Sarah Burns] 5067 In
il 7/28]2006 3:25:43 PM Mark allison out
lig 7/28/2006 3:25:59 PM Sarah Burns 5067 In
il 7/28/2006 3:29:12 PM Mark allison [Shahryar Talukder] 5065 out
il 7/28/2006 3:29:26 PM Mark allison [Shahryar Talukd] 5065 out
il 7/28/2006 3:57:34 PM Richard Tran [Shabryar Talukd] 5065 out
il 7/28/2006 3:57:46 PM Shahiryar Talukd 5065 out
il 7/28/2006 3:59: 16 PM Shahiryar Talukd 5065 out
i 7/28/2006 4:13:00 PM Sarah Burns 5067 In
il 7/28]2006 4:13:37 PM Mark allison [Shahryar Talukd] 5065 out
il 7/28]2006 4:15:11 PM Mark allison [Shahryar Talukd] 5065 out
lig 7/28/2006 4:16:54 PM Sarah Burns 5067 In
il 7/28]2006 4:17:52 PM Mark allison [Shahryar Talukd] 5065 out
x 71282006 4:23:42 PM Sarah Burns 5067 Missed
x 71282006 4:24:07 PM Shahryat Talukd S0ES Missed
x 712812006 4:24:14 PM Shahryat Talukd S0ES Missed
il 7/28]2006 4! 26:25 PM Mark allison [Shahryar Talukd] 5065 out
i 7/28/2006 4:35:55 PM Shahryar Taluld 5065 out
il 7/28/2006 4:53:56 PM Mark allison [shahryar Talukd] 5065 out
i 7128]2006 4:54:26 PM Mark allison 2023 Qut
i 7/31/2006 314038 PM Mark allison [shahryar Talukd] 5065 out
i 511j2006 12:54:16 PM Mark allison [Shahryar Talukd] 5065 out
i 51)2006 5:41:27 PM Louise Markhum S042 Qut
i 51)2006 5:41:45 PM Louise Markhum S042 Qut
i 51)2006 5:42:06 PM Louise Markhum S042 Qut
i B1)2006 5:44:47 PM Louise Markhum o042 Qut
i B1)2006 5:46:46 PM Louise Markhum o042 Qut
=] Al ‘ x Missed J i Incoming I <4ii Outgoing J

Field Name Description

Time/Date The time and date of the phone call

Name The name of the contact

Number The phone number of the contact

Type The type of call
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Viewing Call Logs
You may view your Call Logs from the Sidebar in Internet Explorer or Outlook.
First, make sure you are logged in (either TAPI or Server mode).

Open Internet Explorer or Outlook.

Click on the Contacts button located on the Unified CallConnector Toolbar (in
Outlook you may also have to click on the CallConnector file in
MyContacts). The sidebar will appear.

Click on the Logs button on the sidebar window. A list of call logs will be shown.
The call logs contain 4 fields: Time/Date, Name, Number, and Type.

Each call log can be one of three types of calls: Outgoing, Incoming, and Missed
calls.

1. To view the call logs filtered by type of call you may click on the tabs at the
bottom of the call logs window titled: All, Outgoing, Incoming, Missed. This
will show only a call of a certain type (i.e. Outgoing calls) and hide all other

calls.
il Outgoing Phone call: When you make a call out to another phone.
lig Incoming Phone call: When a another person calls you and you pickup the phone.
){ Missed Phone call: When another person calls your Phone and you are unable to answer
it.

Outgoing Phone Calls

@ shorteuts B Contacts | Balogs miStatus  3Rules

| [
Date/Time | Name | Murnber | Tvpe |
il 1162006 2:10:29 FM S01z Cut

il 116/2006 2:10:11 PM S064 Cut

il 116/2006 2:06:12 PM S065 Cut

i 1162006 2:22:27 PM S0es Qut

il 11/6/2006 2:10:16 PM 067 Cut

il 1162006 2:10:20 PM S067 Cut

il 1162006 2:10:23 PM S0E1 Cut

E=| AII] X Missedl iig Incoming g Dutgoing
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Incoming Phone Calls

@ shorteuts  [BRContacts | Sjlogs maStatus ) Rules

Date|Time | MName | Murnber | Type |
lig 11602006 2:12:16 PM 5011 In
lig 11602006 2:12:21 PM 5011 In
lig 11/6/2006 2:11:58 PM o085 In
lig 11/6/2006 2:11:51 PM S067 In
lig 11602006 2:06:44 PM 5051 In
lig 11602006 2:12:04 PM S051 In
lig 11602006 2:12:25 PM S051 In

= Al K Missed i Incoming | 4l Outgaing

Missed Phone Calls

" OriCuts 18 L ONEachs Logs =l atus . Rules
Shortcuts (38 Contact gs mhStatus Rl

Date|Time | Mame Murnber | Type |
P 11/6/2006 2:11:12 PM S011 Missed
K 11/6/2006 2:11:32 PM 08 Missed
P 1162006 2:11:38 PM 5065 Missed
PC11/6/2006 2:11:43 PM S067 Missed
2 11/6/2006 2:11:46 PM S067 Missed
¥ 1162006 2:06:31 FM 5081 Missed
P 11/6/2006 2:11:02 PM g0a1 Missed
2 11/6/2006 2:11:07 PM 081 Missed
K 11/6/2006 2:11:22 PM 081 Missed

o Al ¥ Missed |||r Inzaming | i Outgaing
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Sorting Call Logs

Call Logs includes a sorting feature that allows you to view the call logs sorted based on

date/time, name, number, and type. To sort your call logs, please follow these steps:

Open the Call Logs window.

By default, the call logs are sorted by most recent call first, which is Date/Time in
descending order.

Click on the Date/Time, Name, Number, or Type buttons located just above the

list of call logs.

When you click on the button, it will first sort the list by that field name in
ascending order.

If you click the same button again, it will sort the list by that field name in
descending order.

Call Logs Sorted by Name in Ascending Order

&d sharteuts Contacks | Silogs #aStatus L Rules ¥ sharteuts onkacts | Silogs maStatus ) Rules
| = | =l
Date|Time | Mame | Mumber | Type Diate]Time | Mame Mumber | Type
x 12f8f2006 12:29:24 PM Bl Morton 5050 Missed x 12/6f2006 12:158:09 PM  thien S011 MMissed
il 12/6)2006 12:18:05 PM  Elaine Yalenta... 5095 Qut P 1z/6(2006 12:18:43 PM  test phone@3 ... 5083 MMissed
i 12062006 12:16:26 PM  Mike Henandez,., 5048 Qut il 12/5/2006 12:18:13 PM  test phonedl ... 5081 Ot
lig 12062006 12:29:02 PM Mike Henandez..., 5045 In K 1z/8[2006 12:18:32 M test phone&l ... 501 Missed
il 12/5/2006 2:09:20 PM Richard Pak. 5065 Quk liw 12/5/2006 12:19:06 PM  tesk phoneB1 ... 5081 In
il 12/5)2006 2:09:26 PM Richard Pak. S065 Quk liy 12/6/2006 12:19:25 PM  teskt phoneBi ... 5081 In
i 1205/2006 12:18:13PM  test phoneS1 ... 5031 Out i 12)6/2006 2:09:20PM  Richard Pak 5065 Ot
x 12/6/2006 12:18:32 PM  test phoneS1 ... 5081 Missed il 12/6/2006 2:09:26 PM Richard Pak, 5065 ok
ligr 12/6/2006 12:19:06 PM  test phonegl ... 5081 In i 12062006 12:16:26 PM  Mike Henandez.., 5048 ok
lig 12/6/2006 12:19:25 PM  test phonegl ... 5081 In lig 12/6/2006 12:29:02 PM  Mike Henandez... 5043 In
x 1262006 12:18:43PM  test phoneS3 ... 5033 Missed i 12)5/2006 12:15:058 PM  Elaine Walenta... 5095 ot
K 12/6{2006 12:18:09 PM  thien 5011 Missed K 12/6(2006 12:29:24 PM  Bill Marton 5050 Missed
4 3 A 3
= Al | XK Missed ] iig Incoming I il Outgoing = Al | X Missed ] iip Incoming | 4 Outgoing

Call Logs Sorted by Name in Descending Order
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Searching Call Logs

Call Logs includes a search feature which allows the user to search the Call Logs based
on the fieldnames. This allows for quick filtering of all call logs. Searching for call logs is
described in the following steps:

Open the Call Logs window.
By default the Date/Time fieldname is selected first.

Please choose the fieldname, which you would like to search under by clicking
on any of the fieldname buttons located just above the list of call logs. The
available fieldnames are Date/Time, Name, Number, and Call.

After you clicked on the fieldname, type in the name or number you would like to
search in the text box and click on the button with the magnifying glass.

It will search under the fieldname that you chose with the numbers or letters that
you typed it and filter out all non-matching results.

If you leave the text box blank and click on the search button (magnifying glass),
it will show you all the call logs.

Call Log Search with the Letters: te

ed shortouts Cortacts | Sjlogs =aStatus 3 Rules
= =
Ciake/Time | Name | MNumber | Type

¥ 1z/5)2006 12:18:43 PM  test phoned3 ... 5083 Missed

il 12/5/2006 12:18:13PM  test phone&l ...  S081 cut

¥ 1z/e)2006 12:18:32 PM test phoneSl ...  S081 Missed

i 12/6/2005 12:19:06 PM  test phonedl ... 5081 In

iy 12/6/2006 12:19:25 PM  test phone&l ... 50381 In

4 »

= | x Missed] ligg Incoming | il Outgoing

2-24 Cisco Unified CallConnector



Monitoring Status

Refresh Call Logs

Using the refresh feature in the Call Logs window will reload the most current call logs

from the database. You may want to do this if the call logs list is not refreshing every time
a phone call occurs.

First open the Call Logs Window.

Right click anywhere on the Call Logs list. A menu will appear.
Click on the Refresh menu item.

The Call Logs window will reload all the Call Log entries.

1% Dial
¥ Transfer
% Conference

#Create SpeedDial

W Delete
T Delete Al

™ Copy To Clipboard

Call Handling

A useful feature from Call Logs is being able to use telephony functions while in the Call
Log window. The Call Logs action menu telephony features include: Dial, Transfer,
Conference, and Hang up. The Call Logs action menu management features include
create speed dial, delete log, delete all logs, and refresh window.

Telephony Function Description

1% Dial Dials the phone number of the contact in the Call Log selected.

§¥Transfer Transfers the current phone call to the number selected.

¢% Conference Sets up a conference with the number selected.

#4Create SpeedDial Creates a speed dial from the Call Log entry selected.

¢ Delete Deletes the Call Log entry selected.

i&; Delete Al Deletes all Call Log entries from the Call Log list.

™ Caopy Ta Clipboard Copies the Name and Number of the contact in the Call Log to the
Clipboard.

= Refresh Reloads all Call Log entries into the Call Log Window.
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Dial:
Right-click on a Call Log entry and it will show the telephony menu.
Click on the Dial menu item.
It will proceed to make a call to that contact.
Dial Menu Item Popup Window: Dialing out
@ Transfer
#f Conference Sarah Burns x
BOE7
#Create SpeedDial ITTETERY =
% Delete @ Henoup |
& Delete Al N
[ Capy To Clipboard
|2l Refresh
Transfer:

Verify that you are connected in a phone call.

Right-click on a Call Log entry and it will show the telephony menu.
Click on the Transfer menu item.

It will dial the number selected and a popup window will appear.

Click on the transfer button on the balloon to perform a blind transfer. If you
would like to perform a consultative transfer, you may wait until you talk to
the person you are calling before pressing the transfer button on the popup
window.

It will proceed to transfer the phone call to the number selected and your line
status will return to idle.

Transfer Menu Item Popup Window with Transfer
1#% Dial
£ Transfer Richard Fak x
¢ Conference S 50B5
ABC Techhiologies
#Create SpeedDial
* Hang Up | Transfer
S Delete
5 Delete Al

™ Copy Ta Clipboard

[aRefresh
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Conference:

Verify that you are connected in a phone call.

Right-click on a Call Log entry and it will show the telephony menu.
Click on the Conference menu item.

It will dial the number selected and a popup window will appear.

Please wait until the person on the other line answers the phone to press the
conference button.

When the contact answers the phone call, click you may speak to the person,
and then click on the conference button on the popup window.

The call will become a 3-way phone conference.

Conference Menu Item Popup Window with Conference
1#% Dial
A Transfer
¢ Conference
2 Create Speedbial Richard Pak x
......... > E0E5
S Delete

ABC Techhologies

5 Delete Al

* Hang Up | Conference

™ Copy To Clipboard

[aRefresh

Call Log Management

The call log management features include deleting call logs, creating speed dial, and
copying call logs to a clipboard. These features are useful when you need to clear call
logs or to store them somewhere else.

Delete Call Logs

Right-click on a Call Log entry that you would like to delete and it will show the
telephony menu.

Click on the Delete menu item. & Dial

It will clear this Call L £ Transfer

t will clear this Call Log entry. o8 Corference

You can verify that this is deleted by refreshing ) the
Call Log Window. #Create SpeedDial

S Delete

i Delete Al
™ Caopy Ta Clipboard

|2l Refresh

Call Log Delete Menu Item
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Delete All Call Logs
Right-click on any Call Log entry and it will show the telephony menu.

Click on the Delete All menu item.
It will clear the list of all Call Log entries.

You can verify that all files are deleted by refreshing the Call Log Window.

Call Log Delete All Menu Item 14 Dial
¢¥Transfer
% Conference

Create Speedbial

W Delete

ke All

&
™ Copy Ta Clipboard

|a'Refresh

Create Speed Dial
Right-click on a Call Log entry and it will show the telephony menu.
Click on the Create SpeedDial menu item.

It will create a speed dial with the name and phone number of the contact from
this Call Log entry.

You can verify that it created a speed dial by click on the Shortcuts button on the
Sidebar. The new entry that you just created should be shown.

Create SpeedDial Menu Item Shortcuts Window
2% Dial E¥shortcuts [ Contacks  Flogs =l Status
¥ Transfer i Rules
% Conference .
_ | |
X0eor iz
& Delete Al )

™ Copy To Clipboard

|2/ Refresh €, Speed
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Copy to Clipboard
Right-click on the Call Log entry you would like to copy and it will show the

telephony menu.
Click on the Copy to Clipboard menu item. It will copy the name and the number

of the contact from the Call Log to the clipboard.
In any windows application, right-click and select paste or press ctrl + v to paste

the contact information.

Information Pasted into a Text File

B New Text Document (4).txt - Notepad E|@|PX|

Copy to Clipboard Menu Item
1% Dial

¢ Transfer File Edit Farmat View Help
¢ Conference B117 Morton 5050

#4Create SpeedDial FETYTYTTrTe =

¥ Delete
& Delete all

To Clipboard

|alRefresh
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en=8 Monitoring Status

12

This chapter describes the steps for viewing the presence status, changing presence
status, and performing telephony and messaging actions on other users. The following
topics are discussed.

Presence Overview - Provides an overview of the Presence Status feature.

Viewing Presence Status- Describes the steps and options for viewing Presence
information using the Status Window.

Changing Presence Status - Describes the steps for changing one’s presence status.

Call Control Describes the steps for performing telephony and
messaging actions on other users.

Sending Instant Messages Describes the steps for performing telephony and
messaging actions on other users
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CallConnector Presence Overview

The CallConnector Presence Service collects information about a user's availability and
location, including whether or not they are using their telephone at a particular time. This
information is made available to the CallConnector users from within their every day
business applications such as Internet Explorer or Outlook. The presence information is
also displayed when you use the CallConnector QuickSearch to locate contacts. Using
this real-time presence information, users can connect with colleagues more efficiently
through determining the most effective method for communicating with them at that time
thus avoiding phone or message tag.

The CallConnector Presence Information comprises of four components:

Availability: Four availability states are defined — available,
unavailable, busy and away. These allow you to indicate
to your colleagues about whether you are available to
communicate with them

Location: This presence status indicates where you are at the
current time. It includes work, home, work-related
traveling and personal time- vacation.

Telephone Status: The telephone status provides information on the call
state of your primary work number.

Away Message: The Away Message provides a facility for expanding the
availability with customized messages such as back in 2
hours etc.

The Unified CallConnector provides presence information for both the CallConnector
users and non-users. The CallConnector Presence Server extracts the user information
from the Corporate Directory on the CallController Server. It organizes the contact names
by Department (Group) and publishes this information to the CallConnector clients. From
the CallConnector toolbars, user’s change their presence status and view the presence
states of all the contacts in the Corporate Directory.

The CallConnector Presence Service requires the Unified CallConnector Services to be
running within the organization to provide the sharing of resources among the
CallConnector users. Requirements for use of the Presence Status feature:

Unified CallConnector Client installed
Unified CallConnector Server installed and running

CallConnector Client must be set to Server Mode (can be changed in
CallConnector Popup Options)

An account on the Unified CallConnector Server with the ability to login

The CallConnector Popup must be running and the user must be logged into the
Unified CallConnector Server

Internet Explorer/Outlook toolbar and sidebar both registered and running.

For telephone status, the Radius accounting functions need to be enabled on
the CallManager Express.
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Viewing Presence Status

The Presence Information can be viewed in a number of different ways. These include:

My Availability:
My Location:
QuickSearch:

QuickDial:

This is a status button on the CallConnector toolbars
displaying your current availability status.

This is a status button on the CallConnector toolbars
displaying your current location.

The search results returned from a QuickSearch display
the availability status of the contacts (where available)

The QuickDial menu’s that can be brought up to view the
contact’s details.

Contacts:

Status:

The Personal, Corporate and Personal directories are
able to display the presence status. However only the
Corporate Directory contacts are monitored by the
Presence Server at this time.

The Status Window displays a list of all the contacts in

the Corporate directory along with their availability,
location and away messages. This is the primary window

from which the presence information can viewed.

The Corporate Directory displaying the availability status is shown below.

I Fle Edt View @Go  Tools

Contacts - Microsoft Outlook.

Actions  Help

ew - | < | BoFind | G Tvpe acontacttofind v | (@) l

L - @ -

= 3P il &1 Pickup g Forward &7 angwer |

Type @ question for help |+

~| B Gekop - B Actions - @8 contacts !

I CallConnector - Contacts = I

This Folder has not et been updated, | ()] Offline ~

ihacontacts @ shorteuts Contacts Shlogs  siStatus ) Rules
&2 Contacts
8] callconnector [ 4|
. Display Name [ Company [wrork [ et [ Home [ Emai [ sms addr... [ 1 Hame [Fn
©pen shared Contacts.. @ Thomas Chang Cisco Systems L., 2063 (406)555-0109  (408)555-0108  tchang@cisco.c... tchang@cisco.c...  kchang 1
@ Sonny Liston Cisco Systems L., 4098 (605)555-0117  (505)555-0116  sliston@cisco.com  sliston@cisco.com  sfiston E
Ricky Lanson Cisco Systems L., 5065 (949) 5550105 (949)555-0104  Hanson@cisco....  flanson@ciseo...  tlanson F
Richard Dickersan Cisco Systems L., 5067 (949) 5551039 (949)555-0138  rdickers@cisco.... rdickers@cisco....  rdickers F
@ Peterson Warwick Cisco Systems L., 2046 (714)555-0123  (714)555-0122  petewar®@cisco... petewar@cisco..  petewar F
@ Thomas Chang Cisco Systems L., 2063 (406) 5550109  (408)555-0108  bchang@cisco.c... tchang@cisco.c... behang 1
@ Sonny Liston Cisco Systems L., 4098 (605)555-0117  (505)555-0116  sliston@cisco.com  sliston@cisco.com  sfiston E
Ricky Lanson Ciscn Systems ... S06S (949) 555-0105 (9499 555-0104  rlanson@cisca rlanson@cisco....  rlanson F
Richard Dickersan Cisco Systems L., 5067 (949) 5551039 (949)555-0138  rdickers@cisco.... rdickers@cisco....  rdickers F
@ Peterson Warwick Cisco Systems L., 2046 (714)555-0123 (74 555-0122  petewsr@cisco... petewar@cisco.. petewsr F
@ Mark vila Cisco Systems L., 2068 (562)555-0137  (562)555-0136  mwila@cisco.com  mvlla@cisco.com  muila 3
@ Mark Hammon Ciscn Systems I, S0S0 (608)555-0107  (A0S)S55-0106  mhamm@cisco.... mhamm@cisco,...  mhamm [
) e @ park allisan Cisco Systems L., 2023 (714)555-0125 (71415550124 markal@cisco.c... markal@cisco.c...  markal 3
@ Marie Wiliams Cisco Systems L., 2045 (301)555-0119  (301)555-0118  marwil@disco.c... mariwil@csco.c..  mariwil 3
3 Calendar  Liz Howells Cisco Systems L., 2028 (789) 5550129 (789)555-0128  lizhowe@cisco....  lizhowe@ciseo....  lizhowe L
@ Leyna Ortega Ciscn Systems T, 2099 (657)555-0133  (AS7)555-0132  lortega@disco.c...  lortega@cisco.c..,  lortega L
%] Contacts Leander Davids Cisco Systems L. 2021 (714)555-0131 (7145550130 leadave®cisco.... leadave@cisco.... leadave L
@ Keith Greens Cisco Systems L., 2072 (S04 5550135 (S04)555-0134  kgreens@cisco.... kgreens@cisco... kgreens [
] Tasks - e B e ——— E— L
N | & Peisonal 83 Comorate
Done
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Opening the Status Window

To view Presence Status, you must have all CallConnector services running and be
logged into the CallConnector Server. Then do the following:

Open Internet Explorer or Outlook.
Click on the Contacts button on the Toolbar to open the Sidebar.

When the Sidebar is open, click on the Status tab to show the Status window
(Presence Status).

The Presence Status window is described below.

¥ shorteuts BB Contacts  SBilogs | elStatus o 3Rules

| [~

+|-m4 Customer Suppark  (0f1/12)
+)-m 4 Defaultcustamer Suppart (0f0f1)
—l-md Marketing (0/4/12)
@ 48 Marie wiliams
@ 138 Rob Hall {Out ko lunch)
o} Linda Shasta (Busy)
] ﬂ Levna Orkega (At a conference)
@ 8 Paul Stringer
a@ ?‘ Liz Leighton {Away on vacation)
I,'-l Ken Andrews (Stepped out)
@ ¢33 Barbara Lardner
1] Linda Shasta {Away from my desk)
@ 7 Intercom (Busy)
@ 7 Linda Shasta
+- @ 8 ChanTan ()
+-m 4 Developer (0f1/13)
el Onality Conkenl  IOINIM

e & o ot modl =
QOER @&

¥

Ea R S R s S e R A R

The Presence Status window displayed in the Outlook View or in the Internet Explorer
sidebar is comprised of the following regions:

Search Bar: Allows you to enter names or number to locate

them in the Status window.

Status Display:This displays a hierarchical list with three levels
of hierarchy — Department or Groups, Users and Phones. For
each department or group within the organization the status
window shows the number of calls ringing, the available users
and the total number of users in the group. For the users, the
display information includes icons for availability and location,
the user name and the away message. Three telephone
numbers can be displayed with each user — work, mobile and
home. For the work number, the call states including the caller
number and names are displayed where available.
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Status Toolbar: At the bottom of the Status window, the toolbar
allows you to change availability and location, navigate the tree
hierarchy and locate your own entry in the list.

Navigation Icons

These icons are used to help navigate through the different groups and viewing
information such as members of a group or phone numbers of a user.

Icon

Description

+

This icon is an icon may appear next to a group or user. It signifies that a
group or user has not been expanded yet. You may click on this icon to
expand the group or user. If you expand a group, it will show all the users
of the group. If you expand a user, it will show all the phone numbers
(work, home, cell) of the user.

This icon is an icon that may appear next to a group or user. It signifies
that a group or user has been expanded. You may collapse this group or
user by clicking on this icon. When a group is collapsed, all of its users
will be hidden. When a user is collapsed, all of the user’s phone numbers
will be hidden.

This icon can be found at the bottom of the Status Window. If you've
highlighted a group and click this icon, it will highlight the previous group.
If you've highlighted a user of a group and click this icon, it will highlight
the previous user of that group.

This icon can be found at the bottom of the Status Window. If you've
highlighted a group and click this icon, it will highlight the next group. If
you've highlighted a user of a group and click this icon, it will highlight the
next user of that group.

This icon can be found at the bottom of the Status Window. By clicking on
it, you will collapse all expanded groups.

This icon can be found at the bottom of the Status Window. By clicking on
it, you will completely expand all groups.

This icon can be found at the bottom of the Status Window. By clicking on
it, you will reload all the groups from the Presence Server into the Status
Window.

This icon can be found at the bottom of the Status Window. By clicking on
it, it will display the location of the your user information (including which
group you belong to and your phone numbers).
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Status lcons

These icons indicate the status of a group or user. A group’s status is composed of the
number of active calls in the group, the number of available users in the group, and the
total number of users listed in the group. A user’s status is composed of the user’s
availability, location, and message (if the user is away).

Icon Description

=l Marketing (0f4/12) Group Icon in Status window showing Group Name and
number of ringing, available and total members.

72} Linda shasta (Busy) User with icons indicating Availability (colored spheres),
Location status, and Away Message in bracket.

. ] User status: Unavailable.
e User status: Available.
e User status: Away.

User status: Busy.

ﬁ. User location: At Home.
:_555| User location: At Work.
ﬂ User location: On the Road.
?s User location: On Vacation.

Viewing a Group

To view a group, you must first verify that the CallConnector client components are
running, Internet Explorer or Outlook is open, and the Status Window is open (from the
CallConnector sidebar). Here are the steps to viewing a group:

If the Status Window hasn’t been viewed in a long time, you may want to click on
the refresh button located at the bottom of the Status Window. This will reload all
groups from the UCC Presence Server to the Status Window. This ensures that
the information you see is the most current information (groups and users).

Once in the status window, all of the available groups will be shown. Many of the
groups will be shown with plus signs next to them. This means that all of these
groups are collapsed, hiding the users of the group.

If a group has no plus or minus sign next to it, then that means the group
currently contains no users.

To the right of each group, there are three numbers. These values indicate the
current status of the group. The first value (number on the left) indicates the
current number of active phone calls in the group: phones dialing out, receiving a
phone call, or connected in a phone call. The second value (middle number)
indicates the current number of users, with the availability status: Available, in the
group. The third value (number on the right) indicates the total number of users in
this group.
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To select different groups, you may use the left and right arrow icons at the
bottom of the Status window. By clicking on the left arrow icon, it will select the
previous group (above the currently selected group). By clicking on the right
arrow icon, it will select the next group (below the currently selected group).

To view the users contained inside a group, you may simply click on the plus icon
located on the left side of a group. The plus icon indicates expand. When you
click on the plus icon of a group, it will expand the group and reveal all the
members contained in that group.

Another way of viewing the users, contained inside a group, is by click on the
“expand all” icon (plus icon) located at the bottom of the Status Window. This will
expand all groups showing all users of all groups. To collapse all of the users of
all groups, simply click on the “collapse all” icon (minus icon) at the bottom of the

Status Window (located next to the plus icon).

List of Collapsed Groups

An Expanded Group

@ shorteuts B Contacts FBlogs | gistatus ) Rules @ sforteuts Bl Contacts  Flogs | gl Stabus 3 Rules
e =] [inda =l
+ =4 Software Engineering {1/0/10) e
=4 Adminsitration (000} e + =4 Customer Suppart (0f1/12)
- Sales And Marketing (0/0/1) + =4 Defaultcustomer Spport {0fof1y
+-m4 Engineering (0/4/8) = ’:” ri |has
+ =4 software Enginesting  (0/0/10) ¥ © 4 Rob Hal {Out to lunch)
+-m4 Customer Support (0f112) - {3} Linda Shasta (Busy)
+-m4 Defaulkcustomer Support (0/071) + Gﬂ Leyna Ortega (Ak a conference)
-l eting (1 Y + ;Paulstnnger
3 - [+ @ Liz Leighton (Away on vacation)
T Devgloper (0i113) + 8 Ken Andrews (Stepped out)
=4 Quality Contral (07070} +- @ (2} Barbara Lardner
+ g Testing (0f0/15) +- @ 7 Linda shasta
+-4 Manufackuring (0f0f19) #-@ 7 Intercom (Busy)
+-m) Sales (0/0/13) #-@ 7 Linda Shasta
el Chckamer Servica (NN 4 g | Chan Tan ()
+-m4 Developer (0/1)13)
w1 Pwialitg Cankenl (0 bt
CO=EF R &
CO=E=EF @&

Viewing a User’s Status

To view a user’s status, you must first verify that the UCC client components are running,

Internet Explorer or Outlook is open, and the Status Window is open (from the UCC
Sidebar). Here are the steps to viewing a user’s status:

First, select and expand a group by clicking the plus sign next to a group. Once
the group is expanded, a list of all of the users of that group will be shown
indented and underneath that group name.

Each user has 2 status icons located next to their name. This is known as the
presence status of a user. The presence status of a user is composed of 2
statuses and a message: availability and location. The message is displayed to
the right of their name.
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A user’s availability, location status, and message can be changed by that user,
the managers for that group and the administrator. When it is changed, it is
automatically updated in your status window without having to refresh the
window.

¥ shortouts Bl Contacts  Zlogs | gpiStatus 3 Rules

| =~
+-m4 Customer Suppart (0f1712) e
+-m4 Defaultcustamer Suppart  {0f0/1)
-l-mb Marketing (0/4/12)
@ 4| Marie Williams
@ 8 Rob Hall {Out bo lunch)
#a¥ Linda Shasta (Busy)
. ] ﬂ Levna Orbega (AF a conference)
@ 3 Paul Stringer
@ % Liz Leighton (Away on vacation)
3 Ken Andrews (Stepped out)
@ 3 Barbara Lardner

+

@ "7 Intercom (Busy)
@ 77 Linda Shasta
+- @ 4 Chan Tan )
+-m4 Developer (0/1/13)
&L rAlity Cankenl OO

® @ o ot | W ol ¥
QO=TEF R &

] o O O e s A

The highlighted user is Busy, At Work, and has the message “Away from my desk”.

Viewing a User’s Telephone Status

To view a user’s phone status, you must first verify that the UCC client components are
running, you are logged into the UCC Server, Internet Explorer or Outlook is open, and
the Status Window is open (from the UCC Sidebar). Note the telephone status here
refers to the status of one of the IP Phone extension numbers. The telephone status
information is provided only for the IP Phones. Any telephone numbers in the Corporate
directory that match the caller or called numbers in the telephone state messages from
the CallManager Express are updated with the new call state. If a user has all their
numbers as the IP Phone extension, then the status of those extensions will be displayed
in the Status window.

To view a user’s telephone status:

First select a group and expand it by clicking on the plus icon next to the group’s
name. This will reveal all of that group’s users.
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Select a user and expand that user by clicking on the plus icon next to the user’s
name. This will reveal that user’s three phone numbers which include the work
phone, mobile phone, and home phone of that user.

The Telephone Status is displayed both at the user level and also at the phone
device level of the Status hierarchy.

By default, if this user is not in a phone call or if the status is not known, then
phone status is displayed as idle.

If the extension has an incoming call ringing, then the extension status will show
Ringing status for that user as shown below. The Location status is replaced
with the telephone status. If a call was placed from the extension and was getting
ringback tone, then the extension status will display Ringback. The number and
name of the other party in the call is also displayed if available.

If the extension is connected, then the Telephone Status will Connected status
for that user and telephone as shown below.

Phone Icons:

Icons Description
@ This icon represents the user’s work phone number.
@ This icon represents the user’'s home phone number.
ﬁ This icon represents the user’s mobile phone number.

Phone Status:

14 Linda Shasta Idle status indicates that the current user is
5065 - Idie not in the middle of a phone call.

& Linda Shasta Ringing status indicates that there is an
incoming call from another user to this phone
number. It also shows the name and number
of the person calling.

5 Ringing. .. - Danny Hwang [S031]

Q’}m Linda Shasta Ringback status indicates that this user is

Al =05 Ringback, .- Peter Applebes [5048] making an outgoing call to another user. It
also shows the nhame and number of the user
being called.

Changing Presence Status

In addition to viewing other user’s presence status, you have the ability to change your
own status to let other users know your current availability status. To change your status,
you must first verify that the UCC client components are running, you are logged into the
UCC Server, Internet Explorer or Outlook is open, and the Status Window is open (from
the UCC Sidebar).

Changing Status from Status Toolbar

= Click on the “My Contact” button. This button is located at the bottom of the
Status Window and next to the refresh button. This button will expand the
group that you belong to and highlight your name. You can also navigate to
your name in the status window or search and locate the entry.
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Buttons in the Status Toolbar allow you to change your status. The first eight
buttons allow you to change your availability and location. The remaining
buttons allow you to navigate in the status list.

Click on the availability button to change your current availability to the
selected state. Similarly you can click on a location to change you location
display to the selected value - at home, at work, on the road, and on
vacation.

After you have changed your presence status, you may notice that the
changes made are readily reflected on your highlighted name.

&Y 5085 - Idle
{408) 555-0156 - Idle
{4 GEE-MET - Tdl=

@ @ o a3l

Linda Shasta: Available and at Work

Changing Status from Menu

Click on the “My Contact” button. This button is located at the bottom of the
Status Window and next to the refresh button. This button will expand the
group that you belong to and highlight your name. You can also navigate to
your name in the status window or search and locate the entry.

Right-click on your name and the Status Menu will be shown.

If you move the mouse over to the Availability option, a sub menu will appear
and allow you to choose either of these availability statuses: Available,
Unavailable, Busy, Away, Don’t show my status. The status that is in bold
lettering is the one that is currently chosen.

If you move the mouse over to the Location option, a sub menu will appear
and allow you to choose either of these location statuses: At Work, At Home,
On the Road, On Vacation, Don’'t show my location. That status that is in
bold lettering is the one that is currently chosen.

If you move the mouse over to the Message option, a sub menu will appear
and allow you to choose either of these messages: Busy, Be right back,
Stepped out, Away from the keyboard, on the phone, and New message
(custom message). The New Message option will allow the user to type in
his/her own custom message, which will be displayed next to the user's
name.

3 O Available
i ¥ | @ Unavailable
[ Message: B0 Busy

O fway

¥ Don't Show My Status
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Changing Availability Status

Changing Location Status

© Skatus » |

i At Work

[ Message: | Ak Home
£l on the Road
¥ On VYacation

¥ Don't Show My Location

Changing Message

Skatus 3
#3 ocation r
| Message: Busy sy

Be Right Back,
Stepped Out

Away Fram Keyboard
On the Phone

Mew Message

Call Control from

Status

The status window not only allows the user to view other user’s presence status, it also
allows the user to perform telephony actions much like the Directory Contacts window.

The telephony actions that are available are: Dial, Transfer, Conference, Park, Forward,
and Pickup.

You can also create speed dials and refresh.
Expand a user entry to display the phone numbers. Right click on any of the user’'s phone
numbers and it will bring you to the telephony actions menu.
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To Dial:
= Double-click on the phone number in the status window.

= You can also right-click on a telephone number in the list and bring up the
CallControl menu and select Dial to auto-dial the number.

? REES $HTransfer

{4085) 555-1
‘ FConf
+-@ 7 Intercom (B € Conference
(piPark

@ 7 Linda Shast| *F:
@ 'F| Chan Tan { {yForward
=) Developer (0/0j0 aPick Up
=4 Quality Contral (O
=) Testing {0/0f15)
=4 Manufacturing (0 |2/ Refresh
el Sales (OO

Create Speed Dial

To Transfer
= When you are connected on a phone call.

= Find the user you want transfer the current call to. Then right-click on the
work, mobile or home phone numbers in the display list to show the
telephony actions menu.

= Click on the Transfer button and the CallConnector will set up a transfer to
the selected number.

- @ 7 Linda shasta

S065 - Idle

== 1% Dial
(408 555-| g

(405) 555-
+-@ 7 Intercom (B
+ @ 7 Linda shast DTS
+- @ 48 Chan Tan { {4Farward
=i Devéluper (of1f1: Pick Up
=4 Quality Contral {0
=4 Testing (0/0/0)
=4 Manufacturing (0} [2/Refresh

N | S Py ot

¥ Transfer
 Conference

#4Create Speed Dial
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To Setup a Conference:
= When you are connected on a phone call.

= Find the user you want to conference into the current call. Then right-click on
the work, mobile or home phone numbers in the status window. The Status
Menu will display.

= Click on the Conference button and the CallConnector will set up conference
to the selected number.

- @ 7 Lindashasta
] S0ES - Idle
{40) 555+ 2 Dial
? (408) 555-1 QTransFer
- @ 7 Intercom (6 L
+- @ 7 Linda shast| (F;Park
+- @ | Chan Tan | yForward
=4 Developer (0f1/11 gPick Up
=4 Quality Contral (O
=) Testing {07000}
=4 Manufacturing (00 (5 Refrech
=l Sales (Ojojoy =

s Create Speed Dial

To Park a Call:
When you are connected on a phone call.
= Find the user you want park the current call to. Then right-click on the work

phone numbers in the display list to show the telephony actions menu. This
number can only be a CallManager Express number.

= Click on the Park button and the CallConnector will park the call to the
selected number..

- @ 7 Linda shasta
& BT % pial

? (408) 555 $¥Transfer

. ek ef Conference
+-@ 7 Intercom (B —

+- @ 7 Linda shast
+- @ 84 Chan Tan ( _
=) Developer (0/1/17 aPick Up

% Quality Contral (0 . Create Speed Dial
=4 Testing (0J0j0)

=l Manufacturing (0y (2 Refresh

ark.
{xForward
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Forward a Call:

Pickup:

Select a user’'s number to which you would like to forward all of your calls.
Then right-click on a phone number to show the telephony actions menu.

Click on the Forward function and it will re-route all phone calls to the number
selected. Then hang up the phone call.

To disable the call forwarding that you just implemented, right-click on this
user’s phone number again the select Forward.

- @ 7 Linda shasta

S Y50es - Idle

i & 1% Dial

(408) 555- ¥ Transfer
¢ Conference

(FPark

{408) 555-
+- @ 7 Intercom (E
+ @ 7 Linda shast
+ - @ 4 Chan Tan | :
=) Developer (0/1/1: Pick Up
=4 Quality Contral (T . Create Speed Dial
=4 Testing (0/0/0)
=1 Manufacturing (0] [2/Refresh

Double-click on the user name or phone that is ringing, the call will be picked
up.

You can also right-click on the phone icon that is shown to be ringing and a
telephony action menu will show.

Select the Pick Up option and it will pick up the ringing phone call.

Your status will then become connected.

= @ 8B Linda Shasta

055 Ringing..

(408) 555-0151

(408) 555-015)

+-@ 7 Intercom (Busy
+ @ & Linda Shasta (FPark

+- @ 8 Chan Tan () {xForward

1% Dial

¥ Transfer
& Conference

= Developer (0f1/13) Pick Up
=4 Quality Contral {0f0]C
=4 Testing {0/0/0)

=4 Manufacturing (0/0/0| [2/Refresh

T SR Y Y Y

2 Create Speed Dial
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Create Speed Dial:
= Expand the user from whom you would like to create a speed dial.

= Right-click on any of the user’s phone numbers to show the telephony
actions menu.

= Select “Create Speed Dial” and it will create a new speed dial from the phone
number you just selected.

= You may verify that a speed dial is created by clicking on the Speed tab on
the Internet Explorer/Outlook Sidebar.

Select Create Speed Dial Speed Dial Created

=@ 7 Linda Shasta

Ff Contacts
@ 5065 - Ide @ shorteuts

fdm= EEC [ :I.-I -
(408) 555-0156 15 Dial |
{408) 555-0157 - 1 O Transfer
+ ¥ Intercom (Bus -
®. (Busy} ¢ Conference S

+- @ '? Linda Shasta David Maar
+- @4 chanTan() | FPark (408) 55...
5l Dew-aloper {0f1/13) {4Forward
=) Quality Contral (0fojo) | saFickUp
=4 Testing {0040}

=4 ManuFacturing (0f070)

=) Sales (0f0f0) |2l Refresh
B T S P s -
% Speed
Refresh:

= Expand any user and right-click on any phone number to show the telephony
actions menu.

= Then click on the refresh button. This will reload the groups and users of
each group back into the Status Window. This function is the same as
clicking the refresh icon at the bottom of the Status Window.

- 7 Linda shasta
SERNEE 5 Dial

@
? (405) 535, ¥ Transfer

> (408} 555 i Conference
+- @ ! Intercom (E (FiPark

+ ﬁ';- Linda Shasl fyForward
+ - @ 4 Chan Tan { S
=4 Developer (0f1/1 Rl
=4 Quality Contral (0 o Create Speed Dial
=4 Testing (0/0/0)
=4 Manufacturing {0
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Messaging Actions

The status window not only allows the user to view other user’s presence status, it also
allows the user to send message much like the Directory Contacts window.

You can send message using the following methods: Email, Text or SMS, and IM
(Instant Message).

To send messages, right click on a user and it will show the user's message actions
menu.

Send IM (Instant Message):
= Double-click on a user name to open the IM widow.

= You can also right-click on a user to whom you would like to send an IM. It
will show a message actions menu.

= Select the send IM option and a blank IM window will popup.

= Type in a message and click send. The UCC will send this message to the
user selected.

= You may verify that this function works if the other party receives the
message.

+ - @

- @ "_]'_ Tl 2 Send IM: shasta
¥ @ ‘7 Linda| E®Send SMS: 40855501 56@bluemob
+- @ 4 Chan| 7 Send Emall: shasta@abetech.com
= Developer (|

a'j Quality Contr © Status

il Testing (0jo Location

Send IM option

‘& Linda Shasta - Instant Message

[Linda Shasta]: Hew Linda, how are you today?

shasta

Hi therel
| EIE|

Status:

Send SMS (Text Message)

= Right-click on a user to whom you would like to send a Text or SMS
message. It will show a message actions menu.

= Select the send SMS option and a blank SMS window will popup.
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= Type in a message and click send. The UCC will send this message to the
SMS mailbox of the user selected. Note you have to setup the SMTP mail
parameters in the CallConnector Options window.

= You may verify that this message was sent, by having the user check his

SMS mailbox.
a B 11
i ;?:ﬂw di5end IM: shasta
+- @ 7 Inkercom (| o = P
Y .3 Linda Shas ._ :.['- Al _I1._.|_g.l|:|||:1r|||_||:|||v::.|'||::t
e m Chan Tan{ © 5end Email: shastai@abctech, com

= Developer (0111 & seans
=4 CQuality Contral (1

Cm b b

i Location

& Toxt (SMS) Message

Tar |4085550156@bluemabile. net |

Mezsage

Hi Lindal How are you today?

’ Send l [ Cancel ]

Send SMS Option and SMS Message Window
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Send Email:
= Right-click on a user to whom you would like to send an Email. It will show a
message actions menu.
= Select the send Email option and a blank Email window will pop up. The
Email window will be from your default email client (i.e. Outlook).
= The recipient’s email address is already filled in. You just need to type in a
message and click send. The UCC will proceed to send this message this
user’s email.
- @ Eﬂ w:%&and IM: shasta
+ @ 7 Intercom { o cond sms: 4085550156@bluemobi
+ @ 7 Linda shas

_Send Email: shasta@abctech,com

+- @ [ Chan Tan
=) Developer (0f1]) @ Status

=4 Quality Contral { igLocation
=4 Testing {0/0/0) [ Message:

Send Email Option

E¥ Untitled Message

! Fle Edit Wew Insert Format  Tools Table ‘Window Help X

ia5end | ) - |08 8] 1 B | ¥ | (S| [ Options... < | ML

(i o, shasta@sbctech.com

[ Ce...

Subjeck:

= R N 10 - A-| B 7 !
o |
A

Hi Linda, E

Please reply to this message when you get it.

- Paul

HoD oW g

Blank Email Form with Recipient’s Email Filled in
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CHAPTER

Troubleshooting

13

This chapter describes the common error conditions that occur with the Unified
CallConnector Client and steps to solving these problems. The following are the areas of
possible error conditions what will be covered:

Troubleshooting Overview:  This section provides a brief overview of the
troubleshooting section.

Installation Troubleshooting: This section describes possible errors
that may occur during Installation and
how to solve them.

Activation Troubleshooting: Registering UCC Client with the License
Server.

Popup Troubleshooting: Describes the errors that may occur
while using the UCC Popup and steps to
solving these errors.

IE Troubleshooting: Site from which the Unified
CallConnector software can be
downloaded.

Outlook Troubleshooting: Describes the steps and options for

installing Unified CallConnector.
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Unified CallConnector Troubleshooting Overview

While using the Unified CallConnector, users may experience some common problems.
This chapter focuses on troubleshooting these common problems. The troubleshooting
information contains information on the nature of the problems and steps to solving these
problems. Troubleshooting is covered in these sections:

Installation:  This section covers problems during installation, TSP/CME phone setup,
and the registration process.

Startup: This section covers problems with starting up the UCC Client in Internet
Explorer, Outlook, and Popup.

Popup: This section covers problems involving the UCC Popup menu interface.
Toolbar: This section covers problems involving the toolbar features in Internet

Explorer and Outlook.

Sidebar: This section covers the problems related to the contacts sidebar features
in Internet Explorer and Outlook.
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Installation Troubleshooting

Unable to Write to the Registry

Description

The install program checks if you have rights to write to the Windows registry, otherwise it
will display an error message.

Possible Causes

Registry error message “You do not have sufficient privileges to run this installation” is
displayed when:

The Install Program in unable to write to the sections of the Windows registry during the
installation.

You may also see this as bank fields in the Wizard interface.

Procedures

Step 1: Logout of Windows and login using an account that has at a minimum power
user rights on that computer.

CME TSP is Not Displayed

Description

The Cisco CME TSP is not displayed in the Phone and Modems control panel window or
in the list of TAPI drivers.

Possible Causes
The CME TSP will not be displayed if:

The TSP has not been added to the Windows system.

The TSP was incorrectly installed.
The TSP was removed from the Phone and Modems window.
The CME TSP file has been deleted.

Procedures
Step 1: Add the CME TSP from the Phone and Modems control panel window.

From the Control Panel, open the Phone and Modems window and click on the
Advanced tab. If the “Cisco CME Telephony Service Provider” is not displayed, then click
on Add and add it to Windows.

Step 2: If the CME TSP cannot be added, then re-install the CME TSP.
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How to Remove the CME TSP

Description

The CME TSP is started at Windows startup; it briefly registers with the CallManager
Express to obtain the line configuration information and then un-registers. If there are
problems with the TSP during Windows startup, the CME TSP can be removed from the
active TAPI drivers list.

Procedures

Step 1: From the Control Panel, open the Phone and Modems window and click on the
Advanced tab.

Step 2: Select the “Cisco CME Telephony Service Provider” and click on Remove. The
CME TSP will be removed from the list of active TAPI Drivers.

Cannot Register with the IP Phone

Description
The CallManager Express can be successfully pinged and “found”, but the Wizard or TSP
cannot register.

Possible Causes

There can be several reasons for this failure:
Invalid user name and password have been entered.

Another TSP is running and using the same IP-Phone.
The IP-Phone has not been configured with the User Name and Password.

Procedures
Step 1: Verify that the account information has been entered correctly.

Re-enter the information and verify connectivity using the Wizard.

Step 2: If the Wizard still displays the error, then contact your system administrator or
service provider.

Activation Troubleshooting

Registration Fails with Timeout

Description

When you click to Activate your serial number, the progress bar run through three times
and posts an error message.

Possible Causes
There can be several reasons for this failure:

You do not have access to the Internet from this PC
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Access to the UnifiedCallConnector site is not available.

Procedures
Step 1: Verify that you have access to Internet. Browse to the www.cisco.com site.

Step 2: Verify that you have access to the Registration Server site. Browse to
www.unifiedcallconnector.com.

Step 3: If the Registration still displays the error, then contact your system administrator
or service provider.

Incorrect Serial Number Entered

Description

The Registration process does not proceed because of an invalid serial number or an
expired trial serial number.

Possible Causes
There can be several reasons for this failure:

The Serial Number is already being used.
Your evaluation period has expired.

Procedures

Step 1: Run the CallConnector Popup application, this will present the Registration
Windows.

Step 2: Enter a valid serial number provided to you when you purchased the software.

Step 3: Click on Activate to register the new serial number.

Popup Troubleshooting

Popup System Tray Icon Becomes Gray

Description
The red Popup icon in the System Tray becomes grayed out.

Possible Causes
There can be several reasons for this failure:

The Local SIP Server has stopped.
The System SIP Server has stopped.
The CallController Server has stopped and you cannot get phone lines.

Procedures
Step 1: Check to see whether the Local SIP Server has stopped.

Step 2: Right-click on the Popup system tray icon.
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Step 3: Then move the mouse over the Services menu item. A menu showing the status
of the local services will appear.

Step 4: If the Local SIP Server is stopped, then please start the service by clicking on
Start All Services.

Step 5: Check to see whether the System SIP Server has stopped. You can check this
on the server machine that it is running from. In Control PaneNAdministrative
Tools\Services, you can verify if the System SIP Server has stopped.

Step 6: If it has stopped, right-click on the service and select start.

Step 7: Check to see whether the CallController Server has stopped. If you are in TAPI
mode, open Control PaneNAdministrative Tools\Services. Check whether ccCallController
service has stopped. If it stopped, right-click on the service and select start to restart the
service.

Step 8: If you are in Server mode, check to make sure whether the CallController Server
has stopped on the Server machine. You can check that from the Services menu. Find
the service called CallController Server and see if it is started or stopped. If it stopped,
right-click on the service and select start to restart the service.

Speed Dial Shortcuts Not Showing

Description

When you open the Popup menu and move your mouse over the speed menu item, no
speed dial shortcuts are shown.

Possible Causes
There can be several reasons for this failure:

You are not logged in.
The Database Server is down.

Procedures
Step 1: Check whether or not you are logged in or logged out.

Step 2: Right-click on the red Popup system tray icon and select the options menu item.
Click on the Server tab.

Step 3: If in SIP Account information it displays a logout button, then you are logged in. If
it shows a Login and Reset button, then you are logged out.

Step 4: If you are logged out, then type your Login name and password and click on the
Login button to login.

Step 5: Check whether or not the Database Server is down.

Step 6: If you are in TAPI mode, the CallController acts as the Database server. Check in
Services to see if the ccCallController service is stopped. If it has stopped, then select the
service and click the “play” icon on the top to start the service.

Step 7: If you are in Server mode, check the Database Server on the Server machine to
see if it has stopped. If it has stopped, then start the service from the Services menu.
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Phone Lines are Not Shown or Cannot Dial

Description

When trying to select a phone line from the Popup menu, the phone lines are not shown.
Or attempting to dial, but the call is not being dialed out.

Possible Causes
There can be several reasons for this failure:

You are not logged in.

CallController Server is stopped.

IP Phone has been disconnected or not in service.
IP Phone has not been configured with the CME.

Procedures
Step 1: Check whether or not you are logged in or logged out.

Step 2: Right-click on the red Popup system tray icon and select the options menu item.
Click on the Server tab.

Step 3: If in SIP Account information it displays a logout button, then you are logged in. If
it shows a Login and Reset button, then you are logged out.

Step 4: If you are logged out, then type your Login hame and password and click on the
Login button to login.

Step 5: Check whether or not the CallController Server is down.

Step 6: If you are in TAPI mode, check in Services to see if the ccCallController service is
stopped. If it has stopped, then select the service and click the “play” icon on the top to
start the service.

Step 7: If you are in Server mode, check the CallController Server on the Server machine
to see if it has stopped. If it has stopped, then start the service from the Services menu.

Step 8: Check to see if your IP phone has been disconnected or not in service. If it is not
showing any status on the screen, it may be unplugged. If it is, then plug it in. If the
screen on your IP phone is not showing any phone lines, it may not be connected to the
CME. If it is not connected to the CME, plug it in.

Step 9: If your IP phone is connected to the CME, plugged into a power source, but not
showing any lines on the screen, then it may not be configured. Please contact your
System Administrator or Service provider to configure the phone with the CME.

QuickSearch Does Not Work

Description
When trying to perform a QuickSearch from the Dial window.

Possible Causes
There can be several reasons for this failure:

You are not logged in.
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Database Server is stopped.
Directory Lookup and/or Outlook lookup is disabled.

Procedures
Step 1: Check whether or not you are logged in or logged out.

Step 2: Right-click on the red Popup system tray icon and select the options menu item.
Click on the Server tab.

Step 3: If in SIP Account information it displays a logout button, then you are logged in. If
it shows a Login and Reset button, then you are logged out.

Step 4: If you are logged out, then type your Login name and password and click on the
Login button to login.

Step 5: Check whether or not the Database Server is down.

Step 6: If you are in TAPI mode, the CallController acts as the Database server. Check in
Services to see if the ccCallController service is stopped. If it has stopped, then select the
service and click the “play” icon on the top to start the service.

Step 7: If you are in Server mode, check the Database Server on the Server machine to
see if it has stopped. If it has stopped, then start the service from the Services menu.

Step 8: Check whether the Directory/Outlook lookup is disabled.
Step 9: Open the Options menu from the Popup menu.

Step 10: In the Options tab, make sure the Directory and Outlook lookup is checked. If
they are not checked, please check them.

Balloon Popup Not Appearing During a Call

Description

When dialing out or receiving a phone call, the balloon popup is not appearing with the
other party’s information.

Possible Causes
There can be several reasons for this failure:

Display Incoming Phone Call and Display Outgoing Phone Call options are disabled.
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Procedures

Step 1: Check whether or not the Display Incoming Phone Call and Display Outgoing
Phone Call options are enabled.

Step 2: Open the Options menu from the Popup menu.

Step 3: Make sure that the Display Incoming Phone Call and Outgoing Phone Call are
checked off. If they are not, please enable them.

Balloon Popup Not Showing Correct Contact
Information

Description

When dialing out or receiving a phone call, the balloon popup is not showing the correct
contact information.

Possible Causes
There can be several reasons for this failure:

Database Server is Down.

Directory Lookup and/or Outlook lookup option is disabled.

There exists 2 or more people in the Directory Contacts with the same phone number. It
could be just displaying the information of the wrong person.

Procedures
Step 1: Check whether or not the Database Server is down.

Step 2: If you are in TAPI mode, the CallController acts as the Database server. Check in
Services to see if the ccCallController service is stopped. If it has stopped, then select the
service and click the “play” icon on the top to start the service.

Step 3: If you are in Server mode, check the Database Server on the Server machine to
see if it has stopped. If it has stopped, then start the service from the Services menu.

Step 4: Check whether the Directory/Outlook lookup is disabled.
Step 5: Open the Options menu from the Popup menu.

Step 6: In the Options tab, make sure the Directory and Outlook lookup is checked. If
they are not checked, please check them off.

Step 7: Check whether there are 2 or more people in the Directory Contacts with the
same phone number.

Step 8: Open IE and open the |IE Sidebar. Then click on the Contacts tab.

Step 9: Begin sorting the contacts by business phone number ascending. Check to see if
the contact you are searching for shares the same phone number with the other contacts.
If so, then delete the other contacts or change their phone numbers.

Step 10: Repeat step 9 with Corporate Contacts.
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Cannot Login

Description
You cannot login.

Possible Causes
There can be several reasons for this failure:

Wrong User information.

Local SIP Server stopped (TAPI Mode).
System SIP Server stopped (Server Mode).
Database Server has stopped.

Procedures
Step 1: Check whether you typed in the wrong user information.

Step 2: The login information for TAPI mode and Server mode are completely different.

Step 3: If you are unsure about what your username and password are for either modes
or you don't have a username and password, talk to your system administrator or service
provider for assistance.

Step 4: Check whether the Local SIP Server has stopped. If it is stopped, there is no way
for your client to communicate with the System SIP Server or Local CallController to log
in.

Step 5: On your machine, check in Services to see if the ccLocalSIPServer service is
stopped. If it has stopped, then select the service and click the “play” icon on the top to
start the service.

Step 6: Check whether the System SIP Server has stopped. If you are logging in, in
Server mode, the System SIP Server must be running to authenticate the user.

Step 7: On the Server machine, check in Services to see if the ccSystemSIPServer
service is stopped. If it has stopped, then select the service and click the “play” icon on
the top to start the service.

Step 8: Check whether the Database Server has stopped running. In order for the user to
be logged in the System SIP Server (Server mode) or CallController (TAPI mode) needs
to be able to access the database to authenticate the user.
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Internet Explorer Troubleshooting
Toolbar:

Do not See Toolbar in Internet Explorer

Description
The Unified CallConnector Toolbar does not show in the Internet Explorer.

Possible Causes
There can be several reasons for this failure:

The first time, you need to manually select the Unified CallConnector toolbar.
The Internet Explorer toolbar components were not registered properly during installation.

Procedures

Step 1: Verify that you have enabled the Unified CallConnector toolbar. From Internet
Explorer, open the Manage Add-ons from the Tools menu.

Step 2: Verify that the Unified CallConnector Browser extension, Unified CallConnector
Toolbar, and Unified CallConnector Apps Browser extension is in the Enabled part of the
menu.

Step 2: If the Unified CallConnector entry is not available (not in Enabled or Disabled),
then close all instances on Internet Explorer and then from the Unified CallConnector
program folder and run unregister|E.bat. Once that is completed, run registerlE.bat.
Step 3: If the toolbar still does not display, then contact your system administrator or
service provider.

Grey Popup icon or Toolbar

Description
The IE or Outlook toolbar or the Popup icon in the system tray are gray.

Possible Causes
There can be several reasons for this failure:

One of the controlling software has failed.
You do not have access to the IP Phone.

Procedures

Step 1. Restart the CallConnector Popup. Right click on the Popup icon and exit. Then
double-click on the desktop icon.

Step 2: If the toolbar and Popup icon are still grey, then verify that you have access to
the IP Phone as described in the ‘Cannot Register with the IP Phone.
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Step 3: If you still have a problem, then contact your system administrator or service
provider.

Outlook Troubleshooting
Toolbar:

Do not See Toolbar in Outlook

Description
The Unified CallConnector Toolbar does not show in the Internet Explorer.

Possible Causes
There can be several reasons for this failure:

The first time, you need to manually select the Unified CallConnector toolbar.
The Internet Explorer toolbar components were not registered properly during installation.

Procedures

Step 1: Verify that you have enabled the Unified CallConnector toolbar. From the
Internet Explorer View menu, click on Toolbar and enable the Unified CallConnector.
Step 2: If the Unified CallConnector entry is not available, then close all instances on
Internet Explorer and then from the Unified CallConnector program folder double-click on
unregisterlE.bat . Once that is completed, then double-click on registerlE.bat

Step 3: If the toolbar still does not display, then contact your system administrator or
service provider.
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