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Using ACT! Phone Link with Strata DK

ACT! is a very powerful contact management PC application which can add important
functionality to your telephone system. It works well with a Strata DK system, as a TAPI
compatible application, to provide database lookup and Screen Pop features.

When using ACT!, it is important to understand its capabilities and limitations so it can be
used properly. The purpose of this bulletin is to assist you in understanding how to install
options, and use ACT! as a TAPI application with the Strata DK system.

The popular ACT! for MicrosoftWindows® (V2.04 or greater) contact management softwarg
package, with help from the ACT! Phone Link utility, can tightly integrate with the Toshiba
TAPI Service Provider. For outgoing calls, ACT! Phone Link receives the dial string sent b
ACT! and relays the number to the Toshiba TAPI Service Provider. For incoming calls, TA
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messages are sent directly from the Toshiba TAPI Service Provider to ACT! Phone Link wiich

causes ACT! to lookup the phone number in the database and display any matching entri
commonly referred to as a “Screen Pop.”
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ACT! Phone Link has several characteristics that should be understood before using. Firs
ACT! Phone Link can handle only a single call at a time. When connected to the Strata D
calls arriving on other line appearances while on a call will be ignored by ACT! Your phon
will continue to ring and the call can be answered from your phone, but ACT! will not
automatically change screens to match the next call.

ES,

Toshiba America Information Systems, Inc. 4170106

Telecommunication Systems Division
9740 Irvine Blvd., Irvine, CA  92618-1697 (714) 583-3700



AB50-0001 Page 2 of 8
January 10, 1997

Using ACT! Phone Link with Strata DK

ACT! Phone Link requires a manual intervention to open the group to all records in the file for
the next call to make a selection. This is done by going to the Group listing and selecting
“ALL.” ACT! can only have one database file open at a time; therefore, all records to be used
must be kept in the same database file using its single format. ACT! does allow sub-grouping
of records within the file.

ACT! Phone Link expects the Toshiba Service Provider to be device zero (0). This requires the
installer to remove all existing drivers in the Telephony Control Panel, install the Toshiba
Service Provider, and re-install the other drivers.

Note  This may require adjusting the settings for the appropriate device on the other
applications.

ACT! Phone Link uses the first Caller ID it receives to attempt the “Screen Pop.” For example,
when a transferred call remains on the same key as the transferring call, ACT! Phone Link will
not update the Caller ID field to the outside number and search for the matching record
associated with the outside caller. This is typical of Strata DK280 Release 3 systems using
Directory Numbers [DNs] for all call appearances and calls answered by an Auto-Attendant.
To get around this situation, use the LCD Names feature to name the phones that will be
transferring the calls. When a name is used for the LCD Display in place of the station number
(and the Name is not entered with the [DN]), then the Service Provider provides ACT! with the
Caller Name in place of the Caller Number. The first Caller ID seen by ACT! will be that of

the outside line; thus ACT! Phone Link will search using this number.

The dial codes for accessing outside PBX lines must be included in the Location section of the
Telephony Control Panel. In this section, you should define the home area code and a trunk
access code for local and long distance calls. ACT! uses these settings to adjust the dialed
number to be sent to the Service Provider for dialing.

Installing ACT!

Step 1: Install the Toshiba TAPI Service Provider.

Use the installation instructions for the service provider found in Chapter 13 — Computer
Telephony Integration of thetrata DK Installation and Maintenance Manual

Step 2: Install ACT! (V2.04 or greater)

Use the installation instructions provided by &@T! User Guidéo install the software. For
the Trial Size copy of ACT! available with the TAPI demo kit, use the procedures in
Application Bulletin AB50-0002 for ACT! Trial Size.

Step 3: Install ACT! Phone Link
See ACT! Phone Link “Read Me” files for proper setup information.

Step 4: ACT! Phone Link Tutorial (Optional)

When ACT! Phone Link is installed, a new program group labeled ACT! Phone Link is added
to the Windows Program Manager. Within the ACT! group, there are two files called ACT!
Phone Link Tutorial Part 1 and 2. The tutorials provide an excellent overview of the new TAPI
features supported by Symantec’s ACT! when used with the Toshiba RPCI-DI.
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Step 5: Enter ACT! Settings

1.

Double click on the ACT!
Phone Link icon to start the
program.

From the Phone pull-down
menu, select (check) the
“Popup Incoming Calls”
option.

Phone Link displays the
Station number in brackets, but
with name and data from the
current ACT! Contact record.

From the Phone pull-down
menu, select (check) the
“Setup” option.

Make sure the button for your
Intercom or [PDN] appearance
is selected from the pull-down
window; click the OK button.

Locations. ..
Setup...
Call Higtory. .
ALCT! Phone Link Setup E
Preferred Address:
[ ETM————— -

ﬂrite Beport Loo

Call...

v Popup Incoming Calls

Locations. ..
Setup...

Call Higta...

“Winte Heport  Lool
[ cal.
v Popup Incoming Callz

Cancel
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Setting up ACT! Phone Link

Phone Numbers in the Database

The Strata system delivers Caller ID/ANI information via TAPI to the ACT! Software. ACT!
uses this Caller ID to lookup the record in the open database and compares the received
number with the numbers recorded in the “Phone” field of each record. The Caller ID’s
received will need to match records in the database in order to find a match.

1. Select or create records in your ACT! database. Phone numbers entered into the phone
field must have the following format: 214-555-9665. You must put hyphens between the
area/exchange codes and between the exchange code and the last four (4) digits.

EiAcT!

File Edit Schedule Phone 'Wite Beport Lookup  Wiew ‘window Help

=) () e [ e [ ) = N ] ) =)=

= s Company ||Cnrporalelmage Froducts |.-’-‘«ddress Hm

s Contact ||Chlis Huffman | H—

'I_nf 10 Title ||Elwner | H—

Dear ||Chlis | City HW

i st s —
Phone  |[71456833700 o  |Emt | jcC |1 Acoess

Group: Fax ||714-555-3876 |E-mal System = coMal

Car Phane || |EmallD  w||chuffman

Total: 10 Hame Fh... ||21 4-555-4567 | Referred by H—

ﬂ_ﬂl — | -

Note Access codes for trunk access are specified in the Location Settings within the
Telephony Control Panel.

2. Each time you perform a call to the station causing a screen pop in ACT! Database, ACT!
selects a group of records that match the search criteria. Thus, the system reduces the
number of records in the search to only those that meet the criteria, typically only one. A
manual intervention will be required to open the search to all records.

3. Go to the Group function
located on the left side of the

screen and select ALL. This =-.|:| | Company |Corporate Imag:
will open the next search to all —|[=] | Certeet | Chiis Huffman
records. T | Tite | Dwrer

Dear | Chiriz
:EDDL Azzistant |Maryanne
WEPONe
¢ Phone  ||714-583-3700
Group: Fax |[714-555-9876
e

Tatal: 10 LUSERS 4-555-4567

I
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Phone Link Settings

Phone Link has two setup parameters necessary for operation. First, an option must be set to
request the screen to pop-up based upon the received Caller Number. Second, the specific line
button must be set for making outgoing calls. The button should be the Intercom or [PDN]
function to enable the features to operate properly.

1. Selectthe handseticon in the
middle of the tool bar or k
select the Call option from
the Phone pull-down menu
from the Main Menu.

2. If the Phone Link dialog box

appears, then you have {ACT! Phone Link =] E3

successfully verified the =

Phone Linky Ready for call
3. If you see the My Record Chris Huffman -

dialog box, TAPI did not | | mreasccaaa R

load and ACT! will attempt Alternate 14555 4567 -

to use the COM port modem m

to dial. Be sure you: Phone Humber to Dial:

. Start ACT! using ACT! |95833700

Phone Link rather than Help I
- ose
+ Installed the Toshiba [X Auto Time Calls

Service Provider as
device zero (0). See note.

+ The RPCI-DI and cable
connection to the
computer are working.

Note ACT! Phone Link requires that Toshiba Service Provider be the first driver installed
(Driver 0). You may need to remove all other drivers listed in Settings, Control Panel,
Telephony. In Windows 95 this includes double-clicking on Unimodem and removing
any modems installed. These drivers may be added back into the list, if needed, once
you get your application working.

4. If the Phone Link dialog box did not work, but appears with the Dial, Forward, Pickup,
and Unpark buttons grayed out, then the connection between the PC and RPCI-DI is no
longer working.

Verify the RPCI-DI and cable connection to the computer.
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DKT Display Mode Settings

To identify the calling party, TAPI looks for the Station Identification in the LCD display data.
When the DKTs are in the name mode, TAPI sends the Caller ID Name to the application in
place of the Caller ID Number. ACT! ignores the name information and displays the current
record information in its database. The Toshiba Service Provider uses the information on the
top line of the LCD display for Caller ID information.

To have ACT! find the record of the calling DKT, clear the Name display on all phones
involved in the Screen Pops. To reset the display mode:

+ For Strata DK8/16/96, press theercom button, dial620, and press thgpkr button on
each phone.

+ For Strata DK16€e/280/424, press the [PDN] button,##2b, and press thgpkr button
on each phone.

Note  Make sure the correct switch type has been selected in the installation process of the

DKT Service Provider. This information is used to determine the format of the

received data for presenting it to the TAPI application.

Operating ACT! Phone Link

The following example shows the main screen. When calls ring-in or a call is being placed, a
dialog box for Phone Link appears.

G ACT! I [=] E3
File Edit 5Schedule Phone ‘wiite Beport Lookup Wiew ‘wWindow Help
= 3 7 =
= N B = R s ) ) (= |
EIEI Compary || Toshiba Telecom Division | Address  |[3740 Irvine Blvd i’
EB Contact ||J ermy Green | ||
594 of 576 Title ||F'ru:u:|uu:t bl anager | ||
Dear ||Jerr_l,l | City ||Irvine
EDDL Assistant || |State  |[ca ZIF Code ||32618-
S Bhone |[714583-3351 (e |25 |ec|[1 | Access  |[Evclude
Group: Fan \[714-587-6798 | E-mail System ||
Car Phone | EmallD |
Total: 576 Horme Fh... || | Referred by ||
e T —— I i
LT M 4
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As the call rings-in, the
Toshiba TAPI Service
Provider sends the TAPI event
which causes ACT! to do a
Screen Pop. If the database ha
three records matching the
Caller ID phone number, ACT!
displays the first matching
record and selects all three
possible records. Thus,
multiple contacts from the
same location are selected.

+ ACT! Phone Link

=) -
Incoming call

[F145833351]
~lerry Green
Phone 714-583-3351

Ext 205

Phone Humber to Dial:
|95833351

Page 7 of 8

Help I

00:00:00 | Reset |

[X Auto Time Calls

Cloze

Once the call is answered, a
series of options for the call are
available, including Hold,
Transfer, and Conference.The
following screens show the
steps that occur if you want to
transfer a call, for example to
extension 200. Select the
Transfer option.

Click on OK to continue the
transfer. If you click on Cancel,
the screenin Step 2 is
displayed again and you can
choose another option.

v ACT! Phone Link

Connected

[F145833351]
~lerry Green
Phone 714-583-3351

E xt 205

Phone Humber to Dial:
|95333351

IS [=] E3

Help I

00:00:05 | Reset |

[* Auto Time Calls

Cloze

Transfer

Transfer to extenzion:

? 95833351

| 0K I | Cancel I |

Help |
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4. You can announce the

) ! ! i
call or just select ACT! Phone Link
tCom?Iete to finish the Transferring...
ranster. [7145833351] [200]
~lerry Green
Phone ¥14-583-3351
Ext 205
Phone Humber ta Dial:
|55333351
Help I
00:04:01 Reset
o J ooouot [ fewe |
[® Auto Time Calls
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