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Preface

Preface: About This Manual

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

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

The Getting Started Manual covers system specifications, installation, and
an overview to navigating the AltiAdmin interface.

This guide contains the following chapters and appendixes:
Chapter 1, Overview: the AltiServ functions, features, and benefits.

Chapter 2, System Configuration: AltiServ system basic configuration,
phone numbers, number plans, out-call and in-call settings.

Chapter 3, Board Configuration: the Quantum and Triton boards.
Chapter 4, Trunk Configuration: trunk attributes, including channels.

Chapter 5, Extension and Workgroup Configuration: individua
extensions, workgroup humbers, and call handing.

Chapter 6, Out Call Routing Configuration: default outgoing call routes
and restrictions

Chapter 7, Auto Attendant Configuration: pre-recorded prompts & menus.

Chapter 8, Additional Setup: audio peripheral configuration, MV IP clock,
feature tips.

Chapter 9, System Data M anagement: back up and restore procedures.

Chapter 10, System Report Management: system management reports
on summary, traffic, system log and call detail summary.

Chapter 11, Data and I nternet | ntegration: Setting up email, AltiReach,
Exchange integration.

Appendix A, Call Accounting Report Formats: keysto thedatain CDR
reports.

Appendix B, Registration & Technical Support: technical support,
customer service, repair and replacement policies and forms.

Glossary, Index, and Readers Comment Form.
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Preface

Related Publications

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

AltiServ™ isamulti-application computer telephony platform that
combines AltiGen’s Quantum™ and Triton™ telephony boards with
Altiware™ software in a standard personal computer platform. AltiServ
uses Windows 2000™ or Windows NT Server™ operating system to provide
advanced features and functionality, including the following:

« PBX

* VoiceMall

e Auto Attendant

e E-mail Server

« CDR (Call Detal Reports)

* Internet Integration

e TAPI (Telephony API) Service Provider
e Voiceover IP

* Digital T1 Integration

» Digital PRI Integration

e TieTrunkswith Caller ID

e Out Call Routing

* Web Call Center (web-based calling)
» DataDirected Routing

¢ |P Extensions

The AltiServ computer telephony platform is built by installing one or
more AltiGen Quantum boardsinto full-size | SA slots of aWindows 2000/
Windows NT Server and then installing the associated AltiWare software.
AltiGen Triton boards may also be added and must beinstalled into PCI
slots. A total of 10 Triton TL/PRI, Vol P, and Resource boards can be
installed in one system. Up to 6 Triton Vol P boards can be installed on the
same system. Up to 4 Triton T1/PRI boards can be installed on the same
system, and the board ID must be in the range of 0 to 3.Up to 2 Triton
Resource boards can be used on the same system, and the board 1D range
isfromO - 15.

AltiWare OE System Administration Manual 1



Overview

Key AltiServ Characteristics

AltiWare Release 4.0 and does not exist in earlier versions.

% When you see this New icon, it means that the feature is new to

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

Quantum isan ISA compatible telephony card, which is designed
around open software standards to facilitate implementation of third-
party-provided applications in addition to the Alti Serv-provided
applications.

The Quantum telephony board has 12 analog ports. An average
configuration of two boards per system will accommodate up to 24
telephone sets based on the typical configurations of trunks and
extensions.

Additional Quantum boards can be added to meet larger system
requirements. The maximum number of Quantum boardsin one
systemis up to 16 boards and depends on the number of 1SA slots
available and the selected computer platform performance
characteristics.

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

Triton Boards:

— Triton Vol P Board - a PCI bustelephony board that provides
Voice processing resources. DSP engines reside on the Vol P board
to perform voice processing functions needed for H.323 devices.
TheTriton Vol P board supports 8 I P trunk ports.

e 5V PCI dot isrequired for each Triton board.

e Additional Vol P boards can be added to meet larger system
requirements. The maximum number of Vol P boardsin one
systemis up to 6 boards (48 | P ports).

e TheVolP board can also be used individualy as athird-party
developer application platform.

— Triton TY/PRI Board - aPPCI bustelephony board that supports
either T1 or PRI digital trunksthrough software configuration. The
Triton TL/PRI board supports 23 voice processing channels.

e 5V PCI dot isrequired for each Triton board.

2 AltiWare OE System Administration Manuall



Key AltiServ Characteristics

e Additiona T1/PRI boards can be added to meet larger system
requirements. The maximum number of T1/PRI boardsin one
system is up to four (4) TL/PRI lines (96 digital trunks).
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Triton Analog Station Board - aPCl bustel ephony board
‘# that supports 12 analog extensions per board.

* Provides adaptive balance and sel ectable impedance

e Analog and digital loop back test modes

e Tipandring reversa

e FSK message lamp

* 5V PCI dlot isrequired for each Triton Analog Station Board.

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

On-Board Telephony Power Supply - with the Quantum D board
(Rev D or later) or Triton board, the telephony power supply is built
onto the board itself. There isno need to install a separate power
supply.

AltiWar e System Softwar e - the AltiServ system telephony
application software that provides easy to use graphical user interface.
It allows you to configure, administer, and maintain the AltiServ
system and can be used as a platform for third-party enhanced
application development. AltiWare software components such as
Switching Service, Messaging Agent, SMTP Server, POP3 Server,
AltiBackup and Exchange integration are NT services that are
automatically launched when the AltiServ system starts. Y ou do not
have to login and start these applications manually. This provides
better security and reliability for these services.

TAPI Gateway Support - AltiServ is an open platform that

allows third party telephony developersto develop

applications for the AltiServ system. The system supports
Telephony Applications Programming Interface (TAPI) 3.0.

AltiServ supports acomplete TAPI service provider that acceptsfirst
party call control (such as AltiView, AltiAgent and Alti Supervisor)
and the third party client-server call control (such ascall routing
applications).

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

AltiWare OE System Administration Manual 3
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PBX Features

The PBX featuresinclude telephone switching for making calls, answering
calls, and transferring calls. For more sophisticated business applications,
AltiWare provides advanced features such as workgroup call routing,
multiple trunk and route access codes, scheduled call routing, and flexible
call restrictions. For effective system management, AltiWare provides
information about system traffic and statistics to help the system
administrator understand the dynamics of business communications and
adjust resources such as the number of outside lines, accordingly.

For more information on using PBX features, see the AltiServ User Guide.
In addition to station-to-station dialing, the PBX featuresinclude:

Account Codes- alowsthe user to assign an account codeto each call
to track telephone usage in order to bill back to clients or create a
record of calls specific to a project and to budget and forecast
expenses.

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

Busy or Ring-No-Answer Call Handling (enhanced) - sends callsto
voice mail, another extension, or Auto Attendant if the called
extension or workgroup is busy or does not answer. See “ Setting
Answering Options’ on page 111 for more information on these
features.

Call Forwarding and Remote Call Forwarding - sends all calsto
another extension or to an external telephone number. Thisalows
usersto redirect their callsto another location such ashome or abranch
office. Call Forwarding can be set up either at the source extension or
at the destination extension on the system (Remote Call Forwarding).

Caller 1D - fully supportsthe Bellcore Caller ID standard and displays
alphaand numeric caller ID and name on astandard analog telephone
with adisplay. Up to 64 characters are transmitted and displayed. If
your local exchange carrier provides enhanced caller ID, such ascaller
name, thisinformation will also be displayed.

AltiSpan™ - (or Extended Caller 1D) inexpensive caller ID display
phones can be used to deliver functionality previously requiring the
use of proprietary telephones.

FeatureTips - plays helpful tipsand reminders for optimal use of
AltiServ.

AltiWare OE System Administration Manuall



Key AltiServ Characteristics

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

System Call Park and Pick Up - allowsyou to park and pick upacall
at apublic “location.” The system allows you to park up to 100 calls at
any given time.

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

Single Call Waiting - allows usersto put an existing call on soft hold
and take a second call upon hearing a Call Waiting tone. The user can
then dternate between the two calls.

Multiple Call Waiting with Personalized Greetings- apersonal
queue that alows users to handle multiple incoming calls by letting
callerswait in queue until the user answers the call. This allows users
to transfer or park calls before answering the next call in queue. Users
may also record and use personalized I nitial and Subsequent
greetings to be played for callersin queue.

FlexibleWrap Up Times and Inter Call Delays- can be used
to set delays before the system sends the next call to an
extension. Further, the user can manually set the extension
state to Ready or Not Ready to receivecals.

Centrex Transfer - alows user to transfer or forward callsto an
external telephone number. Once the transfer is complete, the trunk
lines are rel eased.

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

Dial Last Caller - allows user to dial the last caller.

Hands Free M odes - alow usersto leave handset off-hook without
having to hear the did tone.

Direct Inward Dial (DID) - alows an incoming trunk call to directly
access an extension without Attendant intervention.

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

AltiWare OE System Administration Manual 5
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Overview

« Digtinctive Call Waiting Tone - alowsthree different call waiting
tone cadences to distinguish between internal, external, and operator
cals.

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

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

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

e HandsFreelntercom Mode - by pressing #81 on their speaker
phone, users can receive calls without having to pickup the handset to
answer. Hands Free Manual Answer M ode, #82, allows aanother
version of thisfunction.

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

« OneNumber Access - isafeature that eliminates “telephonetag” by
forwarding important callers to predetermined numbers, according to
apre-designated schedule. Setup is available through the One
Number Access page of Extension Configur ation and/or web-based
AltiReach and AltiView management.

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

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

e OutsideCall Blocking - when this feature is enabled, accessto
outside lines is temporarily disallowed.

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

6 AltiWare OE System Administration Manuall



Key AltiServ Characteristics

Overhead Paging by Trunk - alows the use of voice paging or
broadcasting through atrunk without checking call progress.

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

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

Schedule-Based Call Routing - dlows administrators to determine
call routing paths by use of Allow and Deny tables (based on cost and
usage), on a specific predetermined schedule.

System and Station Speed Dial - allows programming of freguently
used telephone numbers for speed dialing. Up to 60 system speed
numbers can be programmed. Up to 20 station speed numbers can be
programmed for each extension. For easy programming, AltiWare
uses friendly voice promptsto guide extension usersto program their
station speed dial numbers.

System Callback from Auto Attendant - allows the user to instruct
AltiServ to call the user at aremote location after the user logsin with
extension and password. This isuseful for traveling users who don’t
want to accrue expensive toll charges while traveling, especially from
international locations where there is no access to toll-free numbers.
See “Planning is Essential” on page 129 for more information.

Hop Off Callsover TI/PRI Tie Trunks- multiple AltiServ

systems at the same or remote | ocations can be linked through

aT1/PRI network. Also, thisfeature provides toll savingson
long distance calls by allowing usersto dia aremote.

Call Restrictions- restricts users from dialing specific long

distance area codes and phone numbers. Reduces the risk of

toll fraud. Up to 20 digits are allowed to specify area codes
and/or phone numbersthat are restricted system-wide; up to 10 digits
are allowed to specify area codes and/or phone numbersthat are
restricted on an extension by extension basis. Or, you may block ALL
outgoing calls.

Transfer toAltiMail VoiceMail System - alowsanyonein the office
to send an outside user into AltiMail by pressing FLASH # 40 while
connected to the user.

AltiWare OE System Administration Manual 7
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Overview

¢ Transfer to Auto Attendant - allows auser to transfer acal to an
Auto Attendant by pressing FL ASH #15 and then the 2- or 3-digit
Auto Attendant number.

e Trunk Interface
— Analog - loop start, ground start, and wink start (DID)
— Digital - PRI-ISDN, T1 E & M, loop start, and ground start

e Virtual Extensions- an extension that is not associated with a
physical port, but allows accessto AltiMail features and telephone
sharing. Upto 2,000 total (physical + virtua) extensions can becreated
on asystem. Users of virtual extensions havetolog in from a physical
extension before accessing the system telephone features assigned to
their virtual extension. Accessto AltiMail features, however, is
available through log in both internally and remotely.

| P Extensions - the | P Extension feature allows an H.323
compliant terminal deviceto connect to AltiServ. IP
extensions have the same functionality as an analog station.

Avtomatic Call Distribution Features
Automatic Call Distribution features include:

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

Configurable Call Wrap-up Time - allows aworkgroup

member some time in between calls to wrap-up on notes,

prepare for the next call, or logout of the workgroup. This
wrap-up timeis configurable on a per member basis.

Ready/Not Ready - members can also enable a“ready” (#90)
or “not ready” (#91) statusto inform the system whether or not
the agent is able to receive the next cdl.

¢ Multiple Queue Announcements- alows each workgroup to haveits
own set of unique audio announcements. Up to five announcements
can be configured for each workgroup. The intervals between
announcements can a so be configured. See “ Setting up Workgroups”
on page 96 for more information on thisfeature.

8 AltiWare OE System Administration Manuall



Key AltiServ Characteristics

Multiple Workgroup Member ship- allows each extension to belong
to multiple workgroups. The system can be configured with a
maximum of 32 workgroups and 64 members per workgroup. See
“Setting up Workgroups” on page 96 for more information on this
feature.
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Workgroup Call Pickup - alows pickup of callsto a specific
workgroup.

Workgroup Monitoring - allows for real-time monitoring of

workgroup information - trunk state, workgroup status, call

gueue status, detail s of workgroup queue entries and agent
status. Limited monitoring is available through a workgroup view
window in AltiAdmin or remotely through AltiReach.

Workgroup Call Routing - for special call handling

applications, incoming calls can be routed to aworkgroup. For

automatic distribution, calls can be distributed to the first
available workgroup member, or among workgroup membersin a
round robin fashion. When al the members in aworkgroup are busy,
calls can be overflowed to another workgroup or extension, directed to
the workgroup voice mail, to workgroup members voice mail, or
placed inthe call queue for the next available member. When thefirst
called member fails to answer the call within the number of rings
configured, the system can direct the cal to the next available
workgroup member. The system can also ring thelongest idle member
or ring all available members.

Workgroup Member (Agent) Login/L ogout - allows workgroup
members to log in and out of aworkgroup so that incoming calls
bypass the workgroup member (agent) who haslogged out and the call
is automatically routed to other active workgroup members or ACD
agents. Thisfeatureis available only to workgroup membersand is
disabled through workgroup configuration. Logout does not block
direct calls to the workgroup member’ s extension.

Auto L ogout - Optionally, aworkgroup extension user can be
‘% logged out if acall is not answered.

Workgroup L ogoff Reason Codes - alows aworkgroup
member to enter a reason code when signing off. Up to 20
reason codes may be defined.

Workgroup Silent Monitoring - with the Triton Resource
Board, allows aworkgroup supervisor to silently monitor calls
between workgroup agents and callers.

AltiWare OE System Administration Manual 9
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Workgroup Barge In - with the Triton Resource Board,
allows aworkgroup supervisor to barge into calls between
workgroup agents and callers.

CDR Sear ch - an optional add-on application that alows
workgroup supervisorsto search CDR files and workgroup
CDR statistics for records that match selected criteria

ServiceLevel Threshold - atimevaluefor callerswaitingin
queues. The performance statistics show when workgroup
calls are queued for longer than aprescribed value.

Automated Attendant Features

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

Auto Attendant features include:

Dial by Name- alows a caller that does not know your extension
number to spell your name using the tel ephone key pad. The system
will search the Directory and make amatch on the nameto connect the
caller to the intended party’s extension.

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

Nine-level Programmable Menus - alows multiple levels of
recorded menu options for specific routing of calls.

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

Name Directory Service - allows callersto hear alist of employees
and their extension numbers.

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

Schedule-Based Call Processing - routes calls differently for
different times of the day.
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W eb-based Call Processing - alows the Auto Attendant to
accept calls placed over the world wide web.

Data-Directed Routing - caller’ sinput (digit or text) can be

used to route calls. alows the routing of calls directed by the

caller’sinput (digit or text) to. Third party applications can be
used to route incoming calls based on caller information.

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

AltiMail Voice Messaging Features

The AltiMail™ V oice Messaging System is a sophisticated message

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

The AltiMail system is described in the AltiServ User Guide. A summary
of voice messaging features include the following:

AltiMail Accessfrom Voice Mail Greeting - users can log into the
AltiMail V oice Messaging System by pressing * during the voice mail
greeting of any extension.

AltiMail Quick Features- allows direct accessto a specific AltiMail
menu without having to login to AltiMail.

Zoomerang - allows usersto listen to messages in AltiMail, prompt
the system to automatically call the party who left the message, and
then return to AltiMail to continue checking messages, all in asingle
call into AltiMail. If thecaller ID information is not captured, the user
may enter the “call back” number manually.

Call Forwarding from VoiceMail - userscan set up Call Forwarding
from within AltiMail. This allows usersto set up Call Forwarding
away from the office and without having to access AltiReach or
AltiView.

Voice Mail Distribution List - allows you to use system

distribution lists, or create and use personal distribution liststo

for forwarding voice mail. Up to 100 distribution lists can be
created. Each distribution list can have up to 64 entries, and any entry
can be another distribution list.

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

AltiWare OE System Administration Manual 11
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Overview
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Information Only Mailbox - a mailbox can be configured to
announce customized pre-recorded information when accessed. This
mailbox does not allow callersto leave amessage, but only to listen to
the message announcement (personal greeting) from the mailbox. To
repeat the message, callers are instructed to press the # key. See
“General window, Extension Configuration” on page 87 for more
information on thisfeature.

Making a Call from AltiMail - allows usersto make a call from
within AltiMail by pressing # at the Main Menu and entering the
external phone number. Thisisespecialy useful whiletraveling where
users can respond to all messages and make other calls not associated
with amessage, al with one call into AltiMail. Thiscan result in
significant savings. The use of this privilegeis configurable on a per-
user basis.

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

M essage Notification of E-mail M essages - designed to alert you of
new voice and/or e-mail messagesin your mail box. (At thistime,
notification of e-mail messages can only be configured by the system
administrator.) AltiMail will notify you by calling an extension, phone
or pager number. A notification schedule can be set for business hours,
after business hours, at any time or at a specified time. For voice
messages, you have an option of being notified of all messagesor only
urgent messages. Y ou may enter up to 80 digits for the destination
(notification) phone number. Operator-assisted paging is also
supported.

Personal Greeting - allows usersto record greetingsin their own
voice to be played when callersreach their voice mail.

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

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

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

Remote Access - alows users to access AltiMail from any telephone
by dialing into the main system number and pressing# to login.
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Mail Forwarding - allowsyou to forward mail (e-mail and voice
mail) to an SMTP-based mail server. The destination server address
should be the address of the SMTP server to which all mails should be
forwarded. Thisaddresscan bean | Paddress such as 100.200.101.201,
adomain name such as altigen.com, afully qualified domain name
such as symphony.altigen.com or a machine name such as symphony.

Exchange I ntegration - provides unified messaging between the
AltiServ and a Microsoft Exchange server on the LAN. The state of
both servers will be synchronized. This feature allows for dynamic
synchronization of mail between the two servers so that deleted
messages from one server get automatically deleted in the other server.
Similarly, anew message sent to one server istransmitted to the other
server. Thisway, the message can be accessed or deleted from either
server. For example, when avoice mail is deleted from AltiServ, it is
automatically deleted from the Exchange server too. Theaddress of the
Exchange server must be the name of the machineor thefully qualified
domain name. See the“Integrating with Exchange” section (Initial
Configuration chapter) of the Getting Started Manual for more
information on this feature.

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

AltiReach™ - aWeb-based management tool that provides away for
users to visually manage their call handling options such as One-
Number-Access, CdlView, Message Notification, Speed Dial
Numbers and other persona phone settings using a standard Web
browser. Workgroups can also be monitored and configured over
AltiReach. AltiReach is further described in the AltiServ User Guide.
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CallView™ - aWeb-based Javaapplication that allowsfor call control
using a standard Web browser to manage multiple incoming calls and
view information including Caller ID, callsin queue and extension
status.

Remote Download of M essages via I nternet - allows userswho are
traveling and/or working at home to download al new voiceand e-
mail messagesin their AltiMail Post Office Box viaalocal internet
access line.

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

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

System Administration Features
System Administration features include:

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

Apply To Feature- applies changes (only thefield that was changed)
to multiple extensions, trunks or channels instead of having to change
them oneat atime.

Call Detail Reporting (CDR) - the system collects and record

information on outgoing and incoming phone calls, such as

length of call, time of call, number of calls. This datacan be
writtento aninternal database or to an external SQL database. Updated
data keys for the CDR reports are shown in “Call Accounting Report
Formats’ on page 187.

DNISRouting Tables - Incoming trunk calls can be routed to
trunksto A uto Attendants, extensions, workgroups, etc., based
on DNIS digit information configured in system
administration routing tables.

AltiAdmin™ Remote Administration - aversion of the AltiWare
Administrator GUI application that can be installed on a Windows
2000 or Windows NT 4.0 client computer with Service Pack 6a (or
higher) installed and used on the LAN to remotely administer one or
more AltiServ systems. If thereis no firewall on the LAN where
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AltiServ resides, AltiAdmin can beinstalled and used to manage
AltiServ over the Internet from a remote siteas well. Thisalso allows
the AltiWare Administrator on the AltiServ to be closed without
affecting the telephony functions which continueto run in the
background on the server. Refer to the Getting Started Manual for
more information.

Email and VoiceMail Stor age- can be placed on drives other
% than the AltiServ server.

Monitor List - allowsyou to select the Physical or IP:
extensionsyou wish to monitor. Monitoring isavailablewithin
AltiView and Alti Supervisor.

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

Split Area Code Support - allowsyou to identify area codes and
prefixes that are exceptions to the standards of how area codes and
long distance prefixes are normally used. For example, this
configuration allows the system to treat callsto certain areas aslocal
calls. See“ Setting Area Code Toll Definitions’ on page 39 for more
information.

Tenant Service - alows certain trunks to be shared among

multiple groups. In this manner, for example, an AltiServ

systemin alarge building can be shared among smaller offices,
or tenants. A tenant table can be created to list the tenants who share
an AltiServ system usage. Each extension can be assigned a tenant
entry to which it belongs. Each trunk can be associated with atenant
entry.

VoiceMail Distribution List - allowsyou to create agroup of

extensions for forwarding voice mail. Up to 100 distribution

lists can be created. Each distribution list can have up to 64
entries, and each entry can be another distribution list.

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

AltiWare OE System Administration Manual 15
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T1/PRI Features

T1/PRI featuresinclude:

Collecting Caller ID/DID Digitsfor T1- alowsyou to configurethe
format and sequence of caller ID and DID digitsusing DTMFfor aT1
connection. See“Triton TL/PRI Trunk Properties’ on page 78 for more
information on thisfeature.

Hop Off Callsover TL/PRI Tie Trunks- multiple AltiServ

systems at the same or remote locations can be linked through

aTL/PRI network. Also, thisfeature provides toll savings on
long distance callsby allowing usersto dial aremote Alti Serv system
viaaT1/PRI trunk and then the destination phone number through
PSTN.

ANI/DNIS Transport over TL/PRI Tie Trunks- ANI

(Automatic Number | dentification) and DNIS (Dialed Number

Identification Service) digitsfor calls can be forwarded and
transmitted between extensions at remote AltiServ systems.

Voice over IP Features

Voice over IP features include:

Integrated Vol P Gateway - because the Vol P gateway is built-in to
the system, tranglation of PSTN callsto IP callsand IPto PSTN calls
are smoother and more successful. Also, the Overlap dialing isenabled
and the dialing sequence is smoother for end users. Without the need
for cable configuration and the purchase of additional analog ports,
there can be significant time and cost savings.

AltiServ-to-AltiServ Networ king Capability - multiple AltiServ
systems at the same or remote locations can belinked through an IP
network. Also, thisfeature providestoll savings on long distance calls
by allowing usersto dia aremote AltiServ system viaan IP trunk and
then the destination phone number through PSTN. See*V ol P Hop Off
Call Support’ feature on page 17.

AltiServ Feature Support - many of the AltiServ features are also
available when using IP trunks. See “Voice Over IP Session Support
AltiServ Features’ on page 18 for more details.

| P Extensions - the | P Extension feature allows an H.323
compliant terminal deviceto connect to AltiServ. IP
extensions have the same functionality as an analog station.
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Integrated Administration - calls through both PSTN and IP
networks can be managed using asingle point of administration

H.323 Standard Support - AltiWare | Pisbased on the H.323 protocol
which isan emerging ITU standard for multimedia communications
over IP.

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

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

IP Port Support - AltiwWare | P port density isincreased to 48
ports. The system supports up to six (6) Triton |P boards, with
each board supporting eight (8) IP ports.

Vol P Hop Off Call Support - allows an extension to accessaT1 or
CO trunk on the remote system and ‘ hop off’ to dia an outside
telephone number. This‘hop off’ feature can be enabled or disabled on
the remote system. Outcall restrictions for hop off callsare
configurable.

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

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

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

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

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

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

AltiWare OE System Administration Manual 17
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Overview

Jitter Removals- duetovariousdeaysinthe P network, audio packet
streams may be delivered late or out of order. AltiWarelPis ableto
buffer incoming packets and re-sequence them by maintaining a
queue. This queue is adjustable to accommodate different network
environment characteristics.

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

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

AltiAdmin Remote Administration - remote AltiServ locations
running AltiWare IP can be managed using AltiAdmin.

Voice Over IP Session Support AltiServ Features

Thefollowing trunk-related AltiServ features are supported during | Ptrunk
call sessions. Refer to the AltiServ User Guide for more details on how
these features work over 1P trunks.

18

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

* Message Notification

¢ Reminder Cdls

e Multi-Location Conferencing

» Call Park

e Call Waiting

e Call Forwarding

* Automatic Call Distribution

* Auto Attendant

e System CallBack

e Calling Out from Voice Mail

e Zoomerang

e Dia Last Caller

* Speed Didling

e Call Accounting

e CdlerID
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* VoiceMall

* MS Exchange Integration

¢ AltiConsole Client Support

» AltiReach Support

o AltiView / AltiView |IP Extensions
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AltiServ Platforms

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

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

Optional Add-On Software

AltiConsole™ - apersonal, computer-based Attendant console

connected to the Alti Serv over a network; emul ates astandard,

hardware-based Attendant console through software; has the
flexibility of adding new features through software without changing
the hardware.

AltiView / AltiView | P Extension (new version) - a
Windows-based desktop call control and window popup
application that interacts with AltiServ through AltiLink Plus
and provides easy-to-use call control, monitoring and logging
capability.
AltiAgent™ (new version) - aworkgroup user version of
AltiView; in addition to AltiView features, also provides call
statistics, call wrap up with data entries, logon/logoff with
reason codes and agent ready/not ready status.

AltiSupervisor™ (new version) - a supervisor version of
AltiView; in addition to AltiView features, also provides
workgroup statistics, silent monitoring and barge-in features.
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CDR Search - dlows administrators to search CDR files for
records that meet selected criteria, and allows workgroup
supervisors to search both CDR files and workgroup CDR
statistics.
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System Configuration

The System Configuration functions provide for configuring the
AltiWare system-wide settings.

CHAPTER 2
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@ Y ou access System Configuration by selecting System

Configuration... on the M anagement menu, or by clicking the

System Configuration icon.

Y ou can then work with the following settings, each of which is accessed
by atab in the System Configuration window.

General setup—system 1D, area code and number, operator and
manager extensions, country, extension and DID number lengths,
distinctive ring, conference call, and system park options.

Number plan—how the system responds to each first digit dialed.
Business hour s—used by system functions.

System speed dial numbers.

Call restrictions—prefixesto block, toll call prefixesand call control.
Call reports—CDR logging and data export.

M essaging—basic parameters and settings for voice and email
messaging.

Area codes and required prefix setup—for exceptions to toll call
standards.

IP Dialing Tables—tables for voice over IP.

DNI S—inbound call routing during different time periods.
Tenants—sharing an AltiServ system among multiple companies.
Distribution List—for voice message forwarding.

L ogoff Reason Codes—for workgroups.
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System Configuration

Setting General Parameters

The General tab is the default window you see when you open the System
Configuration window. Y ou use this window to set the system area code
and number, operator extension, country, distinctive ring, conference call,
and system park options.

To access the General settings, select System Configuration... on the

M anagement menu, or click the System Configurationicon. If the System
Configuration window is already open, click the General tab.Here’san
example of the General window.

System Configuration 5'

Meszaging I firea Codes I IP DialingTabIeI DHIS I Tenants I Diztribution Listl Logoff Fieason

General | Mumber Flan I Business Hours I System Speed | Call Restriction I Call Reports
— Swstem 1D — Country

f |us.4. & Canada R
—banager Extengion———— [~ Distinctive Ring

— ™ Enable Distinctive Ring
™ Enable Operator Priority Ringing

—Svstern Home AreaCode——————————— [~ Conference Bridge Option

|51 0 I™ End Conference |f Mo Extensions Participating
— Sustern Main Number——————— — Sutem Call Park.

I Timeout Ring Back in |2 :’ Mintes

— Operatar
workgroup Members

Select an extension or workgroup as operator

Extension  [103 -

QK I Cancel | Apply Help

Figure1l. The General tab window, System Configuration.

Y ou can set the following parameters and options:
e System | D—reserved for future use.
e Country—select alocation for the system.

¢« Manager Extension—typein the system manager’s extension
number The system manager has access to system administrator
functions. For information on setting up extensions, see the chapter,
“Extension and Workgroup Configuration” on page 85.
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Distinctive Ring—this enables users to distinguish between internal,
external and operator calls by the way the phone rings:

— EnableDistinctive Ring. Select thisto establish ashort doublering
cadence for internal calls and anormal, singlering for external
calls. Unselected, both ring are normal.

— Enable Operator Priority Ring. Select this for the system to
produce along single ring between short pauses on callsfrom the
operator.

System Home Ar ea Code—the area code for the system location.

System M ain Number —the main system telephone number, whichis
sent to the pager’s display when auser’s messaging options are
configured to call apager. Thisis also the number subscribers call to
access the AltiMail Voice Messaging System.

Conference Bridge Option—Selected, conference callswill end
when dl internal lines have disconnected from the conference bridge.
Not selected, the conference connection can continue between outside
parties, even after all internal parties have disconnected.

System Call Park Ring Back Timing—the System Call Park allows
the user to park acall, then pick up the call from ancther extension,
forward the call, or take some other action. If the call is forgotten or
the forward not picked up, the Ring Back time sets the number of
minutes a call remains parked before the user’ s extension isrung
again. To the caller, thecall park sounds like being put on hold.

Operator Extension and W or kgroup M ember s. Sel ect theextension
to be used by the system operator. For the extension you select, the
workgroup members show up in the Workgroup Members box. For
further information on extensions, see “Extension and Workgroup
Configuration” on page 85.

AltiWare OE System Administration Manual 23
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System Configuration

Setting a System Number Plan

The System Number Plan defines the extension digit length. Y ou can use
from 3 — 6digits for extensions. Y ou also use the System Number plan to
set aDID number length to use, and to define the system response to the
first digit dialed—for example, pressing 9 to get atrunk line.

The numbering scheme requires somethoughtful planning. Y ou cannot edit
the extension length after the first extension is assigned. Further, if afirst
digit dialed is assigned to extensions and you have set up extensions
beginning with that digit, you cannot change the digit assignment without
first deleting all affected extensions. For example, if 7 isassigned to
Extension and you’ re using extensions 7010, 7113, etc., you cannot
reassign 7 to say, IP trunk access, without first deleting all the 7nnn
extensions.

Accessing the Number Plan

To access the Numbering plan settings, select System Configuration... on
the Management menu, then click the Number Plan tab. Here’'san
example of the Number Plan window.

System Configuration |

Meszaging | Area Eodesl IP Dialing Tablel DMIS I Tenants I Diztribution Listl Logaff Reazon I

General Mumber Flan I Business Hours I Systemn S peed I Call Restiction I Call Reparts
— Extension Length DID Mumber Length
[3 = [3 =

— Firzt Digit Azsignment

(N E <erision 2 [Extension =] 3 [Estension |
4 |Extension =] 5 |Estension =] & |Extension |
7 |Extension x| 8 [Extersion Tl 9 | Trunk Access =]
* [irvealid =] 0 |Operata | # |Feature focess =l

Thiz screen defines haw the system rezponds to the first digit entered by the uzer.
For example, if Extension iz selected for digit 1, the spstem will then treat the number
that begins with a 1" az an extension number,

ak. I Cancel | Lpply Help

Figure2.  Number Plan window, System Configuration

24 AltiWare OE System Administration Manual



Setting a System Number Plan

Use the Number Plan window to specify the following:

e Extension Length. The number of digits for your extension
numbering system. Valid entries are from 3 — 6. For example,
extension 2001 and 4020 are 4-digit extension numbers.

_. Theextensionlength isnot adjustable once thefirst extension is
E?j configured. To be more precise, the length cannot be changed
without totally reconfiguring the system or deleting all the
extensions already configured.

e DID Number Length. The number of digits needed to match a DID
(Direct Inward Dialing) number, with arange from 2 — 16.

Each extension can be assigned a DID number. A DID number does
not have a fixed length. For example, the DID number length is4; the
extension DID number - 2529299,

Depending on the service contract with the Central Office (CO), the
DID trunk can send all 7 digits (2529299) or just thelast 4 digits
(9299). If this DID Number Length option is set to 4, the system
always tries to match the last 4 digits received to the last 4 digits of a
DID number, regardless of what is received.

To accommodate future growth and minimize disturbance, it is
@ recommended that the length of the DID numbers assigned to

an extension be greater than or equal to this DID Number
Length. However, it is not necessary to use the DID Number length when
routing viaTie Trunks.

e First Digit Assignments. These define how the system respondsto the
first digit dialed by the user. If aparticular digit is grayed out—not
available—that means it cannot be used in the country location
selected in the General window.

The drop-down list options for each digit are as follows:
— Extension

— Trunk Access

— Feature Access

— Operator

— Invalid (no action)

— [P Trunk Access

— Route Access

AltiWare OE System Administration Manual 25

walsAs

O
o
5
=
«Q
o
=
Q
=
o
=)



System Configuration

Assigning Trunk, IP Trunk, & Route Access

Y ou can use trunk, IP trunk, and route access outgoing call options alone
or in combination when making the number plan assignments.

Trunk Access

Usually, 9isused as the analog or PSTN trunk access code, and AltiWare
uses 9 as the default for trunk access. Y ou can keep that configuration and
assign other digits such as7 or 8 to Route Access and | P trunk access, or
you can change it. There are no defaults for | P trunk or Route Access.

IP Trunk Access

Only one | Ptrunk accessoptionisallowed per AltiWare system. Itishighly
recommended that the same | P trunk access code (e.g. 8) is used for all
AltiWare systemsin the network. To use Voice over IP, you need to set up
thisaccess and, in addition, configurethe|P Dialing Table as discussed on
page 41.

Route Access

The Route A ccess option can be assigned to one or more digits, to route the
call per the out call routing table. Out call routing, which is sometimes
called ARS (Automatic Route Selection) or LCR (Lease Cost Routing
without carrier rate table), is described in “Out Call Routing
Configuration” on page 121.

Out call routing is designed to help 10 digit dialing, zoomerang diaing,
digit manipulation, and tie trunk hop-off dialing.

When making or editing these or other number plan
C@j assignments, please refer to the considerations on setting and

editing discussed on page 24.
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Setting Business Hours

Setting Business Hours

The BusinessHourstab contains group boxesfor setting the business hours
and days of the week for which the business or organization isin operation.
The business hours schedules are used to set other AltiWare settings such
as trunk usage or routing DNIS cdlsto different extensions depending on
thetime and day.

Because the business hours are used throughout the system, you
@ or the appropriate administrator must make sure the system

time has been set correctly. The system time can be changed

using the Date/Time utility inthe Windowsor NT Control Panel.

To access the Business Hour settings, select System Configuration... on
the Management menu, then click the Business Hourstab. Here's an
example of the Business Hours window.

System Configuration 5'

Meszaging I fyes Codes | IP DialingTabIel DHIS I Tenants I Diztribution Listl Logoff Fieason
General | Mumber Flan Businesz Hours | System Speed | Call Restriction I Call Reports

Wwiark Dayp Ak Schedules Pt Schedules

W Hondsy | [0B00AM <t [T200FM [oro0FM —te[05.00PM

W Tuesdy | [G800AM -t [T200FM [oro0FM —te[05.00PM

W wednesday | [08:004M ! [T200PM [oroaPM <te[os.00Pm

W Thusdsy | [0800&M  —to [T200PH [iroaPM <te[d5:00PM

I Fiiday [oBa0aM <t [{200PM [oro0FM —te[05.00PM

I Sawdsy | [0B00AM <t [T200FHM [oro0FM —te[05.00PM

T e A T

[orooPM <te[os:00 Pm

T e A T

™ Sunday [pzonam =te [1z00PM

QK I Cancel | Apply | Help |

Figure 3. Business Hours Tab Window, System Configuration
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System Configuration

Set the business schedule as follows:

e Work Day. Select the days of the week on which the company does
business. For example, if the company does business Monday —
Friday, the check boxesfor those days should show check marks.

¢ AM and PM Schedules. For each day of the week, select thetime
periods during which the company is available for business. Thetime
between the AM and PM times can be used to indicate a lunch break
or time between shifts.

If you don’t want to set a break between AM and PM schedules, set
the PM starting time to be the same as the AM ending time.

Or if you wish to specify 24 hours as standard business hours, select
the following hours:

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

PM Schedules:

From 12:00 PM
To 08:00 AM

28 AltiWare OE System Administration Manual



Configuring System Speed Dialing

Configuring System Speed Dialing

Y ou can set up to 60 system speed dial numbers. The numbersavailable are
from 00 — 59, used following the system speed dial access code, #38.

Speed dia settingsfor individua extensions are set in Extension
Configuration. See page 101.

To access the Speed Dialing settings, select System Configuration... on
the M anagement menu, then click the System Speed tab. Here'san
example:

System Configuration 5'

Meszaging I firea Codes I IP DialingTabIeI DHIS | Tenants | Diztribution Listl Logoff Fieason

General | Mumber Flan I Business Hours Spstem Speed I Call Restriction I Call Reports
— Speed Dialing
Station |0 Humber =

QK | Cancel | Apply Help

Figure4. System Speed window, System Configuration
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System Configuration

Editing Speed Dial Entries

To add or edit an entry, double-click the Station D number you want to
work with, or select the number and click Edit. A dialog box appears:

Speed dial configuration = x|

Wwhen entering speed dial numberz, pleasze include
all necessany digits [such az tunk access code, long
distance prefix and area code] that pou would dial
when manually dialing the number. e.q.
914155551212)

oK I Cancel |

Typeinthe full number as you would did it, with a maximum of 20 digits
per entry. For example, the phone number 914085551212 comprises of 9

(trunk access code), 1 (long distance prefix), followed by 408 (area code),
and finally the seven digit telephone number.

Valid digitsinclude 0 through 9, #, *, and (,) comma. The comma
representsa one (1) second pause.

Adding Names and Comments

If you want to add names and commentsfor the users' convenience, usethe
following steps:

1. Configure the system speed dialing numbers as described in the
preceding procedure.

2. Open an AltiView user desktop and define the names and comments
for the speed dialing numbers.

Save the speed dial setup and Exit AltiView.

From the C:\Program Files\Alti Gen\Alti Viem<ext#>\, copy
sysspeedlist.dat directory to the same directory for every AltiView
user desktop.
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Defining System Call Restrictions

Defining System Call Restrictions

Call Restriction alows you to block outgoing calls for up to 20 prefixes.
Thiswindow also providesfor blocking all outgoing callsand for enabling
hop off to other trunks when that function has been set up.

The restrictions you set up here are globa restrictions.

The dialing restrictions set here are one of three ways of
blocking calls. See* About Restricting Outgoing Calls’ on page
121 for adiscussion of the uses of the different functions.

To access call restriction setup, select System Configuration... on the
M anagement menu, then click the Call Restriction tab. Here'san
example of the Call Restriction window

System Configuration 5'

Meszaging I Aiea Codes I IF Dialing T able I DMIS I Tenantsl Diztribution Listl Logoff Reason
General | Mumber Flan | Buziness Hours | System Speed Call Restriction | Call Reports

— Swstern Prohibited Prefixes — Toll Call Prefi

If pou wish to block calls ta Diaiesli I

certain areas fram all

extensions, specify the area Intemational |D11
Index | Prefix | = Other I

oo 1300
312 197 r Call Control
03
04 [~ Block &l Outgoing Calls(#32)
11

0e [~ Enable Hop off for T1.1SDN and WalP Tie Trunks

3; Call restriction follows extension I 'I

03 -
10
T
12
13

14 hd

Edit |

aK I Cancel | Apply Help

Figure5. Call Restriction window, System Configuration
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System Configuration

Blocking Calls to Area Codes from All Extensions

To add or edit system prohibited area codes:

1. Double-click anindex entry in System Prohibited Prefixeslist, or
select the index entry and click Edit. This opens a dialog box that
allowsyou to enter a prefix number.

2. Enter aland thedialing prefix to block (e.g. 900, 976). Y ou can
enter up to 20 digits maximum for each prefix. For example, to
block callsfrom all extensionsto 976 numbers, type 1976.

3. Click Apply.

Setting Toll Call Prefixes

AltiWare uses the Toll Call Prefixesto determine the type of outside call
and imposes restrictions when necessary. For example, if the international
toll call prefix is011 and auser attempts to make an international call from
an extension without international call privileges, the call will be
terminated as soon asthe user dials 011 after the trunk or route access
number. The caller hears an error tone.

The toll prefixes set here should match the diaing plan prefixesfor the
country set in the Genera window (see page 22).Y ou can set the following
toll call prefixes.

* Domestic. The dialing plan for your country or region. For example,
typeinalfor 1-plusdialing within the U.S. diading plan (also known
as the North American Numbering Plan).

e International. The prefix used for internationa calls. For example,
thisis 011 for international calls madein the USA.

e Other. Flexible and variable uses such asa string of digitsto be
considered non-local.

Blocking All Outgoing Calls

To block all outgoing calls—for example, when testing or modifying the
system—select the Block All Outgoing Calls check box.
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Defining System Call Restrictions

Enabling Hop Off for Tie Trunks

When selected, this function allows for callsover T1 Tie Trunksto use
PSTN trunks or other servers, when those trunks have been configured to
accept tie-trunk calls. For Hop Off to work, it must be enabled on all
AltiServ systemsonwhich trunk calls are ableto be used as atransit switch.

Outgoin
on PSTN Trunk

Tie Trunk:

Syiom T1/PRl or VolP Sym

The call originating on System B hops off over the T1/PRI or VoIP trunk to use the PSTN trunk in
System A. Both System A and System B must be set up and configured to use hop-off for tie-trunks.

Figure 6. Hop Off for Tie Trunks

The trunk configuration to alow this function is discussed under “ Setting
General Trunk Attributes’ on page 73.

The board must be configured to alow for Tie Trunks, as discussed in
“Setting up T1 or PRI Channels on the Triton T1/PRI Board’ on page 65.

Restricting Tie Trunk Calls

Y ou can set call restrictions on tie trunk calls by telling the system to use
the same restrictions as the ones set up for an extension. Using the Call
restriction follows extension drop-down list, you can select the extension
with the restrictions to use for the tie trunk calls.

AltiWare OE System Administration Manual 33

O
o
=
=
Q
e
=
)
=
o
=

walsAs




System Configuration

Setting up Call Reports

Y ou can set up call reporting to your local drive, to aremote server, and /
or exported viaa COMM port. The Call Detail Summary Report (CDR)
formats are described in Appendix A on page 187.”

Only trunk calls arelogged in CDR records. The records are logged after
the cal ends, if answer supervision was received on the outgoing trunk.

Select System Configuration... on the M anagement menu, then click the
Call Reportstab. Here's asample window:

System Configuration il

Messaging | Area Codes I IP Dialing Table I DNIS | Tenants I Distribution List Logout Feason |
General I MNumber Plan | Business Hours I Systermn Speed | Call Restriction Call Reports

—Local COR Logging

I Ensble Local CDR:

Retain Piecords for &0 i’ Drays

Max. Database size 40 i’ ME Each COR record is around 1 KB

 Extetnal COF Logging
[~ Ensble Altigen External CDR
P I 0.0 o .0 CDR Buffer Size  |100 recorcds (10010000

[~ Ensble 3rd-Farty External COR
P I 0 . 0 o .0 CDR Buffer Size {100 recards (100™10000)

—Accounting Data Processing

" Ensble Data Outout

Awailable Pots ————————————— Baud Rate
& GO ! COMEZ & 300 Lol ] 9K
C COa I COokA 182K R 4K  B7AK

Ok I Cancel | Aol Help

Figure 7. Call Accounting window, System Configuration

Setting Local Logging

To enable CDR collection to the local drive, select theEnableL ocal CDR
check box.

Use the Retain Recor ds drop-down list to select the number of daysto
retain records. This can be any number of days from 5 — 365.

Also, set the Max Database sizeto avalue between 0 — 300 M B, noting that
each record requires about 1 KB of disk space.
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Setting up Call Reports

Setting External Logging

AltiWare allows you to output call accounting to a Microsoft SQL 7
database or to athird party externa application.

In either case, the database cannot be on the same server as the AltiWare
system. A system integrator or database developer will need to writea
custom query to extract data from the SQL database.

Y ou can send reports from a number of different AltiServ systemsto the
same database.
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Before you enable external logging using this window, you
@3 need to set up and configure the database. It should be ready
to receive the reports before you enable the export here.

Enabling the External Log

After setting up the database, run AltiWare Administrator, select System
Configuration on the Management menu and open this Call Reports
window. Select one of the following:

* Enable Altigen External CDR to use AltiGen’simplementation of
the Microsoft SQL database.

e Enable 3rd-Party External CDR to export the datato athird party
application.

In either case, type the external server’s |P address into the I P box.

Using the CDR Buffer Size box, typein amaximum number of records to
hold in a buffer while sending out CDR data. The range is from 100 —
10,000, with adefault of 500.

AltiGen does not provide any SQL backup and restore utility.

We strongly recommend that you use SQL Backup and

Maintenance utility to perform daily backup and maintenance
jobs; and use arestore utility to restore the database. If you need to
reconstruct the SQL server, run the External Logger Setup to create an
empty calldb database before restore.

Exporting Through a Local Port

Y ou can send the CDR to aCOMM Port to export to, for example, an
accounting data processing system.

To do this, select the Enable Data Output box. Then select an Available
Port and the Baud Rate.
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System Configuration

Managing Messages

The Messaging function provides for setting basic parameters and options
for messaging, including message notification retry attempts, deletion
confirmation options, the length of time for message storage, message
recording length, and email activation and usage.

To access Messaging setup, select System Configuration... on the
M anagement menu, then click the M essaging tab. Here's an example of
the Messaging window.

System Configuration

General | Mumber Plan I Business Hours I System Speed I Call R estriction I Call Reports I
Meszaging |Area Codes I IF Dialing Table I DHIS I Tenants I Distribution List I Logout Reason

— Meszage Motification
I aximum Retny Count IE :I Rety Interval in Minutes |5 :I

— Message Management Option:

¥ Corfirm Message D eletion ¥ “wamn Espiration of Saved Messages

— Recording Dptioh:
Minimum Recording ID ﬂ sec(s] ¥ Pause Detect Length |5 ﬂ‘lﬂﬂms

— E-Mail Meszaging Option

[T Enable SMTP/POP3 Service ¥ | ey Irbeundlirtemet s
™ Synchromize 'With Exchange Server

Erchiange Servendddiess I

Ok I Cancel Al Help

Figure 8. Messaging window, System Configuration

Setting Message Notification Retries

When amessage is sent to a user’s email in-box or voice mailbox and
outcall notification is configured, notification is sent to the user. Y ou can
set the re-try setting for the notification asfollows:

e Maximum Retry Count can be between Oand 16. Thisisthe number
of times the system will try to deliver avoice message notification
after the origina attempt. For example, 5 retries means five tries after
the original, or 6 total attempts.
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Setting Message Management Options

Set message confirmations and warnings:

Managing Messages

Retry Interval in Minutesisthe number of minutes between retry
attempts. Five minutes is the minimum and 60 minutes is the
maximum interval alowed. The default is5 minutes.

walsAs

O
o
=
=
Q
e
=
)
=
o
=

Confirm Message Deletion. If checked, the system plays avoice
message instructing user to confirm request for deletion by pressing
the # key. This prevents users from accidentally deleting messages
with asingle key entry.

Warn Expiration of Saved Messages. |f checked, the system warns
the user that saved messages will be deleted dueto their retention time
expiring. The message is given the day before the messages are
automatically deleted, and the user then has the option to either keep
or delete the message. By default, thisfeature is enabled.

If thisfeatureis disabled, saved messages are del eted
automatically without warning when they expire.

Setting Message Recording Options
Set message recording parameters:

Minimum Recor ding sets the minimum length in seconds for any
recording (i.e. incoming voice mail message, persond greeting,
system prompts). This can be from 1 —5 seconds, or 0, which means
no minimum.

All recordings that are shorter than the designated Minimum Record-
ing length are deleted. This feature is recommended when users
receive many empty voice mail messages on aregular basis and
would like them automatically deleted.

Pause Detect L ength. Selected, this feature causes the deletion of
pauses in messages. The default pause detect length is500 ms. The
pause detect can be disabled by de-selecting the check box, or the
length can be set to avalue between 200 — 2000 ms (.2 — 2seconds).
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System Configuration

Setting E-mail Messaging Options
To use the AltiWaree-mail services, configure the following settings.

e Enable SMTP/POP3 E-Mail Service. Selected, this enables
incoming and outgoing mail serviceson Alti Serv—Simple Mail
Transfer Protocol (SMTP) and Post Office Protocol (POP).

— Allow Inbound Internet Mail. This check box optionis activated
and selected by default if you enable the SMTP/POP E-Mail
Service. Y ou can de-select this option if you don’t want to use the
AltiWare E-Mail service for inbound mail, for example when
you're using another email server on the AltiServ system.

e Synchronize with Exchange Server . Before selecting this option to
use an Exchange Server, you should make sure the Exchange Server
and Windows/ NT configuration is established. See the AltiGen
document, Exchange Server Integration in AltiWare OE.

Select thisoption if you are using an Exchange Server and want to
synchronizeit and the AltiServ servers—that is, when emails or voice
mails are deleted from one service, they are automatically deleted
from the other server aswell.

If you choose this option, you must type in the Exchange Server
Address. The name must be just the name of the machine or the fully
qualified domain name.
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Setting Area Code Toll Definitions

Setting Area Code Toll Definitions

The Area Codes window provides for setting exceptionsto toll call rule
standards regarding area codes and prefixes. To use a common example,
the system treats calls that begin with 1 aslong distancetoll calls. Y ou can
use the Area Codes window to specify treatment of 800 and 888 numbers
asfreecalls, This configuration enables the system to properly handle such
numbers.
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Y ou can set up three types of exceptions, which are explained in more
detail in the window itself.

e Local Call Definition. Callsthat begin with 1 but are free (e.g., 800)

* 10Digit Dialing. Local calsthat require dialing area codes but do not
requiredialing 1 first.

e 1+ 10Digit Dialing. Calls within the home area code that require 1 +
Area Code + Number.
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System Configuration

Accessing Area Codes Setup

To access the Area Code window, select System Configuration... on the
M anagement menu, then click the Area Codestab. Here' s an example of
the window:

System Configuration

General I Murnber Plan I Buziness Hourz I System Speed I Call Restriction I Call Reports

Messaging  Area Codes | IP Dialing Tablel DMIS I Tenantz I Distribution List I Logaff Reazon

— Local Call Definition — 10 Digit Dialing —1 + 10 Digit Dialing

All eallz made without dialing a
1" are considered tall-fres,
Fleaze enter any area codes,
or area codes and prefises
which are tollfree, even
though you must precede the

Some lozal calls require an area
code to be uzed, but do nat
require you to dial a 1" first.
Pleaze enter any area codes, or
area codes and prefises which
are tall-free and da nat require

I some areas, it iz necessary to
dial 1 + <home area cods: + 7
digits to place tall calls within
the zame area code. Pleaze
enter any 3-digit prefizes within
your spztem's area code that

that you dial a 1",
[e.0. 212, B55-432, B32-247)

dialed number with a 1", require 17 digit dialing for toll
[e.g. 800, 288, 408-432)

calls .
[e.0.] 252, 253, 432

Frefiz | Prefix | Frefiz |
510
feld Delete | add | Deete | sdd | Deee |
k. I Cancel | Apply | Help |

Figure9. Area Codes window, System Configuration

Adding and Deleting Entries

To add entriesto one of thethreelists, click the Add bel ow the appropriate
list box. In the dialog box that appears, type in anumber and click OK.

To Delete an entry, select it and click Delete. Y ou can select multiple
entriesfor deletion by using Ctrl-click. Click Apply to save your changes
and OK to save and close the window.

Y ou can type in an area code alone, or an area code + prefix if needed.
When you type the area code and prefix, optionally you can connect them
with a single hyphen—for example, 510-487, or 212-677. The optional
hyphen is for your convenience and readability. Using the same examples,
510487 and 212677 are also valid entries.
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Defining an IP Dialing Table

Defining an IP Dialing Table

To use an AltiServ-to-AltiServ connection for Voice over IP, you need to
configure the routing in the IP Dialing Table for each AltiServ system.

To enable voice over IP, you need to have at least one Triton

VolPboard installed and configured. (The IPDialing Tableis

disabled unlessthereisat least oneVolPboardinstalled.) You
aso need to make sure you have assigned an | P Trunk Access code, as
discussed on page 26.

Ahout the Location ID Digit Length

InthelPdialing table, you define the addresses of the remote locations and
set aL ocation |1D Digit Length. The dialing length sets the length of the
L ocation I D, the number you definein the dialing table to identify each
remote location.

The Location ID isused in dialing: the user dials the IP trunk access,
followed by thelocation ID to identify the remote location, followed by the
remote extension. For example, if thelP trunk accessis 8, the location ID
is 27, and the extension to reach is 837, the user dials 8 27 837.

The Location ID Digit Length can be set to None, 1, 2, or 3—a seemingly
simple choice. However simpleit seems, though, it needsto be given some
thought before it is set. Location IDs are used system wide, and a
coordinated configuration is recommended. It ishighly recommended to
use the same length for the location 1D for all networked AltiServ systems.
It may also be advantageous to use the same location IDs at all locations.
For example, if the location ID for the Chicago office is 12 when dialed
from both San Francisco and New Y ork, userswho travel will find it easier
to work at multiple locations.

Use Caution Before Changing the Dialing Length

The dialing length can be changed without having to re-install or re-start
AltiWare IP. However, if this number is changed, the location IDs are al
atered—so that it is advisable to keep the original length if it works well.

If you increase the location I D length, the number O is added to the front of
thelocation I Ds. For example, if you changethelengthfrom 2to 3, location
IDs 02 and 27 will become 002 and 027 respectively.

If you decrease the number of digitsin thelocation ID, the last digit is
dropped from location IDs. For example, Location 1D 240 becomes 24.
There isan exception to this truncation method: if the leading digit isO, it
is dropped. For example, 048 becomes 48.
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System Configuration

Defining the IP Dialing Table

Toaccessthe IP Dialing Table window, select System Configuration... on
the Management menu, then click the I P Dialing Tabletab. Here'san
example of the window:

System Configuration 5'
General I Mumber Plan | Businezz Hours I Spstem Speed I Call Restriction I Call Reports
Messaging | AreaCodes 1P Dialing Table | DMIS I Tenants | Distribution List I Logoff Reason
Location 1D Digit Length =
1P Dialing T able

Location [0 I Location Mame | Server P Address | Femote Ext Length | Dialing Scheme |
add | Bt | Deke |
QK I Cancel | Apply | Help |

Figure 10. Dialing Table window, System Configuration

Setting the Location ID Digit Length

Set the length in the Location 1D Digit Length drop-down list, noting the
discussion about the length on the previous page.
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Defining an IP Dialing Table

Defining Remote Locations
To add alocation, click the Add button to open a entry dialog box:

1P Dialing Table Entry x|

Location [ ID

Location M ame I
|

Server |P Addrezs

Fiemote Ext Length INone vl

Dailing Scheme Dverlapping [ATGN]

ak I Cancel
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Define the attributes for the entry:

e Location—auniquedialing number to connect to the remotelocation.
The length of the number is of coursethe Location ID Digit Length
described in “ About the Location ID Digit Length” on page 41.

¢ Location Name—adescriptive name of up to 15 charactersto identify
the location. This name may be used by Caller ID.

¢ Server |P Address—theremote server’s addressin one of the
following formats:

— RFC assigned | P address (e.g. 100.100.100.100). | P addresses with
prefixes of 10.0.0.0/8, 172.16.0.0/12 or 192.168.0.0/16 can only be
used within private networks (I ntranets).

— Fully qualified DNS name (e.g., newyork.altigen.com), of up to 64
characters.

This IP address format isrecommended over DNS names, since with
the IP address, the application does not need to resolve the name.

¢ Remote Ext. Length—the length of extension digits at the remote
location. Valid entries are None - 7, with “None” meaning not
specified. Specifying the remote extension length is optional but
highly recommended, since thisinformation tells the system how long
to wait for another entry before outpulsing (sending the digits).

« Dialing Scheme. Overlapping (ATGN) is best used with analog
trunksto allow the terminal to omit part of the digits required to
complete a call while buffering the remaining digits. Enbloc, used
with digital (ISDN) trunks, allows the terminal to includeall of the
digits required to complete a call.
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Configuring DNIS Routing

When an incoming call comesthrough atrunk with DNISor DID numbers,
the system can route the call to the proper extension, Auto Attendant or
operator based on the DNIS or DID number collected.

It should be noted that DNI'S supports only incoming T1, PRI,
and analog DID trunks, and in the case of T1 and PRI DNIS
works with incoming trunks that are not set up as Tie trunks.

In order to locate an entry in the DNIS tablefor an incoming call, afull
match isrequired. If thereis no match in the DNIS routing table set up in
thiswindow, the system tries to match the number based on the DID
number entered in the General page of Extension Configuration (See
“Setting up Extensions’ on page 87). If thereis still no match, the system
routes the call according to the In Call Routing page defined in Trunk
Configuration.

To access DNIS routing, select System Configuration... on the
M anagement menu, then click the DNI'S tab. Here' s a sample window:

System Configuration il

General I Mumber Plan I Business Hours I Spztem Speed I Call Restriction I Call Reports I
Mezzaging I Area Codes I |P Disling Table ~ DMIS I Tenants I Diztribution List I Logoff Reason

— MName
Mumber | MHame |
5954099  Ewpress tech su.. ITECh Support O
Terch Suppart Op
5953298 Salez0p —'wiorkdaps During Business Hours
% Route Incoming Callz to Extension 103 -
' Route Incaming Calls to Auta Attendant I‘I - l
 Route Incoming Calls to O peratar
—wiorkdays Outside Buzsiness Hours
% Route Incoming Calls to Estension 102 <

™ Route Incoming Callz to At Attendant I‘I - l
" Route Incoming Calls to Operator
— Mon Workday
" Route Incoming Callz to Extension I 'I
% Route Incoming Callz to Auto Attendant |5 - l
Add Delste " Route Incoming Calls to O peratar
QK | Cancel | Apply | Help |

Figure11. DNISwindow, System Configuration
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Configuring DNIS Routing

Adding and Deleting DNIS Route Entries

To add entriesto the DNISrouting table, click the Add button. Inthedialog
box that appears, typein aDNIS Number and a descriptive DNIS Name,
then click OK.

The number and name entries have the following requirements:

e« The DNIS Number must be devoid of al characters except the
numbers 0 — 9 (The hyphen is not accepted in this dialog box). For
example, 2529876 is agood entry, but 252-9876 is not.

« The DNIS Nameisdescriptive and optional; it can be used to remind
you about the nature of the number and routing. For example, you
might give the 2529876 number the name, “ Tech Support”.

To delete an entry, select it inthe DNIS number list, then clickDelete.

Defining the Routing

After adding an entry, you defineit by first selecting it in thelist. When you
select an entry, its name and other defined attributes, if any, appear in the
options at theright of the window. Y ou can edit any of these attributes.

For each number, you can set routing for three distinct time periods defined
in the Business Hours window (page 27):

e During Business Hours.
e Outside Business Hours.
e Non Workdays.

Within each of these three time slots, you have the following routing
options for incoming calls:

e Routeto aparticular extension selected in the drop-down list.

*  Routeto aparticular auto-Attendant number selected in the drop-down
list.

*  Routeto the operator.
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System Configuration

Using a Tenant Table

If several small businesses or groups want to share an AltiServ system,
specific trunks can be assigned so that each company or group hasits own
set of extensionsfor outbound calling. Each business or group can be set up
asatenant in AltiWare, where you use the Tenants window to define the
tenants, their call restrictions and call tracking.

The tenant | Ds are matched on the one hand to extensions and on the other
hand to trunks, so that extensions are matched to trunks; or, more precisely,
extension tenant IDs are linked to trunk tenant IDs. This configuration
eliminates the need to set up separate access codesfor each tenant. Instead,
all extensions can dial the Route Access code for outbound calls.

For information on Route Access, see “Assigning Trunk, IP Trunk, &
Route Access” on page 26.

To access the Tenants window, select System Configuration... on the
M anagement menu, then click the Tenants tab. Here' s an example:

System Configuration 5'
General I Mumber Plan I Busineszz Hours I Spstem Speed | Call Restriction I Call Reports
Messaging | Area Codes | IP Dialing T able: I DMIS Tenants I Distribution List I Logoff Reason
D | Mame I Mumber I First Mame I Last Mame I
1 Johnaon Consulting 103 Don D avis
2 Davy chitects 104 Dave D aviz
3 OnLine Systems lne. 105 Diana D aviz
106 b elanie D aviz
Add Edt | Deete |
QK | Cancel Apply Help

Figure 12. Tenant window, System Configuration
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Using aTenant Table

Configuring the Tenant Table

Configuring the tenant table involves first adding entries to the tenant list,
then using Extension Configuration and Trunk Configuration to assign
extensions and trunks, respectively, to tenant IDs.

Creating Tenant Entries

1. Inthe Tenant window, click the Add button to open a small Tenant
Configuration dialog box.

2. Inthedialog box, typeinthe Tenant Name and click OK. Then click
the Apply button in the Tenant window. Thetenant ID is assigned
automatically and sequentially.

3. Repeat the above steps for all the tenants you want to add, then click
OK to close the System Configuration window.

Assigning Extensions to Tenant IDs

1. Select Extension Configuration... onthe Management menu to open
the Extension Configuration Genera window.

2. For each extension you want to assign to atenant ID:

a. IntheExtension list, select and highlight the extension you want to
assign to atenant 1D. Each extension can be assigned to only one
tenant 1D.

b. Select atenant ID in the Tenant drop-down list under Personal
Information, then click Apply.

3. Repeat the previous step for each extension you want to assign. When
you're done, click OK to close the Extension Configuration window.

Assigning Trunks to Tenant IDs

1. Select Trunk Configuration... onthe M anagement menuto open the
Trunk Configuration General window.

2. For each trunk you want to assign to atenant ID:

a Inthetrunk list, select and highlight the trunk you want to assign to
atenant ID.

b. Select atenant ID in the Tenant Selection drop-down list, then
click Apply.

3. Repeat the previous step for each trunk you want to assign. When
you're done, click OK to close the Trunk Configuration window.
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Modifying the Tenant Table

To delete a tenant from the tenant window, simply highlight the 1D
number and click Delete. If you delete a tenant ID that has been
assigned to an extension or to atrunk, the extension and trunk
assignments are reset to NA (no assignment).

Y ou can edit the tenant name by double-clicking it in the Tenant
window (or select the name and click Edit), then changing the namein
the dialog box that appears.

Y ou can changethe extension-to-tenant | D assignment by opening the
Extension Configuration General window, as discussed in the stepson
the previous page under “Assigning Extensionsto Tenant IDs,” and
using the Tenant drop-down list to change the tenant 1D assigned to
any extension. If atenant ID isalready assigned, you must change or
remove the assignment from the old extension before you can assign it
to anew one.

Notethat if an extension is assigned to N/A in the Tenant drop-down
list, the extension is able to access al trunks, even though the trunks
have been to assigned to tenants.

Y ou can change the trunk-to-tenant | D assignment by opening the
Trunk Configuration General window and using the Tenant Selection
drop-down liststo change the tenant ID assigned to any trunk.

Note that if an trunk is assigned to N/A in the Tenant Selection drop-
down list, thetrunk is accessible to all extensions, even though there
are tenant assignments.
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Creating Distribution Lists

The System Distribution Lists provide for forwarding voice mail messages
to multiple recipients defined as list members. To forward a voice mail to
all list members, a user need only enter thetwo-digit ID instead of entering
numerous individual extensions.

Y ou can create up to 100 distribution lists, each composed of up to64
extensions. The extension list member can represent another distribution
list.

The system distribution lists discussed here are different from
Gj? the extension distribution listswhich are configured through the
phone sets or the AltiView or AltiAgent user applications.

To accessthe Distribution List window, select System Configur ation... on
the Management menu, then click the Distribution List tab. Here’'san
example of the window:

System Configuration il

General I MHurnber Plan I Buginess Hourg I System Speed | Call Restriction I Call Reports
Messaging | Area Codes | |P Disling T able | DMIS | Tenants  Diistribution List | Logaff Reasan

— Syztem Distribution List 1D

ID‘I j Hame IDavis qroup

ember Non-Member

Murnber |Name I Murnber |Name I
103 Don Davis 100 michael Edwards

104 Dave Daviz 101 Lydia Garza

105 Ciana D'avis 102 Janis Richardzon

106 Melanie D aviz 107
<-Add |
Femove > |

0k | Cancel | Apply I Help

Figure 13. Distribution List window, System Configuration
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Defining a Distribution List

1

In the Distribution List window, select an ID (0 —99) in the System
Distribution List ID drop-down list.

Thelist name, if any, now appearsin the Name box; the members of
the list are now displayed in the Member box, and other available
extensions are displayed in the Non-M ember box.

To givethelist aname or change the existing name, type a descriptive
name into the Name box.

To add amember, select the name(s) in the Non-M ember list and
click the Add button to moveit to the M ember list.

To remove amember, select the name(s) in theMember list and click
the Remove button to moveit to the Non-M ember list.

You can select multiple names by using Ctrl-Click.

Click Apply to save your changes, or click OK save and close the
System Configuration window.
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Setting Logoff Reason Codes

In aworkgroup environment, logoff reason codes allow an agent to specify
why heissigning off from the workgroup, and the manager can view that
information. If logoff reasons are required, the system requests areason at
logoff from the phone set and from the AltiAgent application.

walsAs

The Logoff Reason window allows you to enable or disable the required
entry of alogoff reason, and it provides for defining up to 20 reason codes.
A logoff history can be tracked and stored for future analysis.
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To access the Logoff Reason window, select System Configuration... on
the M anagement menu, then click the L ogoff Reason tab. Here' s an
example of the Logoff Reason window.

System Configuration x|

General I Murmnber Plan I Business Hours I Syztem Speed I Call R estriction | Call Reports |
Messaging I Area Codes I IP Dialing T able I OIS I Tenants I Distribution List ~ Logoff Feason
—Workgroup Logaff Reason Code

01 |I0n break 1|

0z IGone horne for the day 12 I

0z IGone ta lunch 12 I

04 |t Meeting 14 |

05 | 15 |

| 16 |

07 | 17 |

og | 18 |

09 | 19 |

n | eI

™ Logoff reason code required

ok I Cancel | Apply | Help |

Figure 14. Logoff Reason window, System Configuration

To requirelogoff reasons, check the L ogoff reason code required check
box. If you want not to require reason codes, deselect the check box.

To define reason codes, type the associated reason into the text box next to
the code you want to associate with the reason.
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CHAPTER 3

Board Configuration

Board attributes and functions are accessible in the Boar ds Window in the
AltiWare desktop.
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[1TritonAL12EXT-0

[2]TritonT1/PRI-D

' [BITritonVolP8PT-1

4| | 3

Figure 15. Board Window

For the board you want to configure, double click the board'sicon in the
Boards window to open theBoard Configur ation window.

Toimplement some boar d configur ation changes, you
@3 must shutdown and restart AltiGen Switching Servicesby

first choosing Shutdown Switching on the Services menu,
which also closes AltiAdmin, and then re-starting AltiAdmin.
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Using the Triton Resource Board

The Triton Resour ce Board, introduced with AltiWare 4.0, isa PCl bus
telephony board that provides the ability for one extension to monitor other
extensions (as set up in the Extension Configuration Monitor List,
discussed on page 119), and the Barge In ability.

The Resource Board requires no complex configuration; you install it and
runit. The Board ID must betherange of 0to 15, and each AltiServ system
supports a maximum of 2 boards.

Onceinstalled and the system powered up, the board is displayed in the
Board View window on the AltiAdmin desktop, and you can use the barge-
in and silent monitoring features without further board configuration.

Without the Resource Board installed, the supervisor will hear an error tone
if hetriesto perform amonitoring or barge-in operation.
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Configuring the Quantum Board

Double click the board' sicon in the Boar ds window to open the Boar d
Configuration window.

Board Configuration : x|
~ Board Info
Board Logical ID |0 Board Name IﬂlmAMDdDSLH
r~ Channel Mapping List r Span [nfa;
Logical Channel I Physical Span I Physical Ehannell
0 1] 0
1 1] 1
2 1] 2
2 1] 2
4 il 4
5 1] ]
E 1] g
7 1] 7
] 1] ]
] il 9
10 1] 10
1 il 1
Reset Channel |
Board Configuration | Fieset Board |

Figure 16. Board Configuration window (Quantum Board)

Use the Board Configuration window for the Quantum board to view the
following attributes:

e Board Info: theBoard L ogical 1D (assigned by AltiServ) and Board
Name (the type of board installed in the system and board ID).

For Quantum boardsin a Windows 2000 system, please note:
— the physical board ID 0 is not supported
—thevalid physical board IDs are 1-15

e Channel Mapping List: theLogical Channel, Physical Span and
Physical Channel for the entire board. To reset the channel, select the
channel to reset and click the Reset Channel button, then click OK.

Depending on whether the channel isaline or atrunk
CSE line, double clicking achannel in this window invokes

either a Pine Properties window (see “Quantum Line
Properties” on page 93, or a Trunk Line Properties window see
(“Quantum Trunk Properties” on page 74).

e Span Info: not available for Quantum boards.
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« Board Configuration button: opens a diagnostic dialog box.

Quantum Board Config

Quanturn Board Diagnosi

" Debug String

Send |

DSP Dump Femary Dump | i FMIC Dump

ak

| Cancel

Figure17. Quantum Board Debug

Y ou can send adebug string to the board, or you can do a DSP Dump,

Memory Dump, or FMIC Dump.

e Reset Board button - resets the board, after you confirm by accepting
awarning that resetting a board will disconnect all callsin progress
on that board. Be sure to inform all relevant user s before resetting.
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Configuring the Triton Analog Station Board

Double click the board'sicon in the Boar ds window (Figure 15 on
page 53) to open the Board Configuration window.

Board Configuration x|

~ Board Info

Board Logical ID |1 Board Name ITnanAUEEXT-D

r~ Channel Mapping List r Span [nfa;

Logical Channel I Physical Span IF'hysicaI Ehannell
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S S WM MmO W=D

o

Reset Channel |

Board Configuration | Fieset Board |

Figure 18. Board Configuration window (Triton Analog)
Use the Board Configuration window to view thefollowing attributes:

e Board Info: theBoard L ogical 1D (assigned by AltiServ) and Board
Name (the type of board installed in the system and board ID). Thisis
informational only and cannot be edited.

e Channel Mapping List: showsthe board L ogical Channel, Physical
Span and Physical Channel. To reinitiaize channels, select the
channel to reset and click the Reset Channel button, then click OK.
Thisisinformational only and cannot be edited.

Double clicking a channel in thiswindow invokes a
@ channel configuration window. Refer to the Line

Properties button in Extension Configuration. See

“Triton Analog Line Properties” on pag e94.

e Span Info: not available for Triton Analog Station boards.
e Board Configuration: displaysthe board' s serial number.

*  Reset Board button - resets the board, after you confirm by accepting
awarning that resetting a board will disconnect all calls in progress
on that board. Be sureto inform all relevant users befor e resetting.
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Configuring the Triton VoIP Board

Double click the board’ sicon in the Boardswindow (Figure 15 on
page 53) to open theBoard Configuration window.

Board Configuration x|
~ Board Info
Board Logical ID |3 Board Name ITnan\f'n\F'LiF'T-W
r~ Channel Mapping List r Span [nfa;
Logical Channel I Physical Span I Physical Ehannell
0 1] 0
1 1] 1
2 1] 2
2 il 2
Reset Channel |

Board Configuration | Fieset Board |

Figure19. Board Configuration window (Vol P Board)

TheBoard Configur ation window for the Triton Vol P board displays the
same options as the Quantum board, which are discussed on page 55.

TheBoard Configuration button invokesthe Triton Vol P Trunk
Propertieswindow, which displays the board serial number and displays
line settings. Refer to “Triton Vol P Trunk Properties” on page 76 for more
detail .
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Configuring the Triton T1/PRI Board

Double click the board'sicon in the Boar ds window (Figure 15 on Y
page 53) to open the Board Configuration window. %’
Board Configuration x| Q
~ Board Info =)
=
Board Logical IDn |2 Board Mame ITIiInnT‘I.-’F'F\I-D (g
r~ Channel Mapping List —5pan Info §
Logical Channel I Physical Span | Physical Channel Total Number of Span I‘I g
? g ? =] (@) ! [0] -» Remate Alarm
2 0 2
2 0 ]
4 0 4
5 0 5
E 0 E_|
7 0 7
] 0 ]
] 0 ]
10 0 10
1 0 11
12 0 12x]
Reset Channel Fieset Span
Board Configuration | Fiezet Board |

Figure 20. Board Configuration window (Triton T1/PRI Board)

The Board Configuration window for the Triton T1/PRI board displays
the same options as the Quantum board, which are discussed on page 55,
but there are additional options available. The Board ID must be in the
rangeO - 3.

e TheBoard Configuration button invokes a configuration dial og box:

Triton T1 Configuration - Ti

Board: TritenT 1/FRI-0
SAM 0 002524TT15E01
— T1 board configuration

LClock Freguency : |154 j' MHz

Digit Durations : I mga: -

Firmware File Mame :
|C:\AItiserv\SF’\TritonT‘I YTritanT 1.8 J

— Dump T1 /PRI channel state
CH 0] j
Diurnp |
ak I Cancel |

Figure21. Triton T1 Configuration dialog box

AltiWare OE System Administration Manual 59



Board Configuration

This dialog box displaysthe board serial number and allows you to
reconfigurethe Clock Frequency, Digit Duration, and the FirmwareFile
Name. Y ou can also choose to dump a Channel State after selecting the
channel in the drop down list.

Span Info: displays the Total Number of Spanson the board and the
status of the span in the Span Info window. To reset the span, click the
Reset Span button. Double clicking a span in this window will invoke a
configuration window, as discussed in the following section.

See“T1 Clocking” on page 64 and the Status M essages table beginning on
the next page.

Triton T1 Configuration - Triton T1/PRI Dialog Box

Double clicking the span linefor a Triton T1 board in the Span Info
window invokesaTriton T1 Configuration - Triton T1/PRI dialog box.

Triton T1 Configuration - TritonT1 /PRI

Spanc O

Statuz:  [Lime failure - NO SIGHAL [ALOS |
r— Skatistics since: Sun 03419400 14:42:29

Frame Errars: ] Line Code Ermrars: |7
OOF Errars: ] Bit Errors: 0
Fec Frame Slips: |0 #mt Frame Slips: |0

LClear |

—Frame Type———— Line Code
= SF " ESF ’7 =AM + BEFS
Zero Code Suppression: I Mane j

[™ Back-to-back system T1 Clock Master

oK | Cancel |

Figure22. Triton T1 Configuration - Triton T1/PRI dialog box
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Reading the Status Messages

If the span isworking, the Statusline displays ‘OK.’ Thisstatuslineis
updated every 3 seconds. If thereisan error, a messageis or the types of
error messages and the appropriate actions.

Table 1: Span Status Error M essages

Error Message

M eaning

Action

‘Hardware Failure -

NO ANSWER'

Major hardware prob-
lem. Board is not
responding to com-
mands.

Set board as MVIP

master. Reset Board.

‘Hardware Failure -

NO CLOCKS'

No clock signal is
detected on T1 inter-
face drop.

Reset Board. If this
does not work, board
must be replaced.

‘HDLC Failure - NO
HDLC FRAMES’

HDLC = High level
Data Link Control. No
HDLC framing is
detected on the
selected D Channel.
This is a PRI-specific

issue.

Check with CO on D
Channel usage for
possible mismatch
between your selection
of D channel and
CO’s selection.

OR

CO may have locked
D Channel. Contact
CO to unlock.

‘Line Failure - NO
SIGNAL (ALOS)

ALOS = Analog Loss
of Signal

Check T1/PRI cable
and change if neces-
sary. If cable is okay,
CO is not sending any
signal. Contact CO.

‘Line Failure - BLUE
ALARM (AIS)

AlS = Alarm Indicator
Signal

CO is sending Blue
Alarm. Contact CO.

‘Line Failure - YEL-
LOW ALARM (RAIY

RAl = Remote Alarm
Indicator

Cable is broken. If
there are no frame
slips, contact CO. If
frame slips exist, set
this board as the mas-
ter.
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Table 1: Span StatusError M essages

Error Message

M eaning

Action

‘Setup Failure - NO
VALID FRAME’

No valid framing is
detected.

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

‘Setup Failure - RED
ALARM (BPV)

BPV = Bi-Polar Viola-

tion

Location condition,
equipment problem.
For excessive BPV,
check AMI/B8ZS set-
ting.

‘Setup Failure - RED
ALARM (LCV)

LCV = Line Code Vio-

lation

Check the MVIP bus
master setting.

OR

Have CO perform a
line test to check for a
faulty cable or line.

‘Setup Failure - RED
ALARM (OOF)

OQOF = Out of Frame.

Excessive frome errors.

Check the MVIP bus
master setting.

OR

Have CO perform a
line test to check for a
faulty cable or line.

‘Clock Sync Failure -
FRAME SLIPS’

Conflict between trans-
mit and receive clocks.
The MVIP bus master-

ship is set improperly.

Check MVIP bus mas-

ter setting.

¢ Readingthe Statistics

The Statisticsisan informational displays of accumulated statistics
(counters) for the errorsthat have occurred since the last system reboot or

statistics clearing. There may be non-zero values when configuring the T1

span for thefirst time. Y ou can clear these fields with the Clear button.

e FrameErrors- number of framing bit errors. In T1 mode, aframing

bit error is defined as an incorrect FS-bit value. The counter is
suppressed when framer loses frame alignment.
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OOF Errors- the Out Of Frame counter registers every time theT1
chip is forced to re-frame when receiving a frame with severe errors.

Rec Frame Slips - the Receiver Frame Slips counter shows the
number of frame slips for the receiver.

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

Bit Errors- Bit Errors are defined as a CRC-6 error in ESF, FT-bit
error in SLC-96 and F-bit or sync bit error in SF.
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Xmt Frame Slips - Transmit Frame Slips counter shows the number
of frame slips for the transmitter.

Clear button - usethe Clear button to reset the statistics counters.

G:? For ideally synchronized systems, Transmit and Receive

Frame Slips counters should be‘0." Continuous update of the
frame slips counters means that transmit and receive

frequencies are not equal. In this case, you should check the system and
MVIP clock setup.

Setting the Configurable Options

Y ou can set the Frame Typeto either SF or ESF

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

Y ou can set the Line Codeto either AMI or B8ZS

AMI (Alternate Mark Inversion) istheline coding format in T1
transmission systemswhereby successive ones (marks) are alternately
inverted and sent with opposite polarity of the preceding mark. B82S
(Binary 8 Zero Substitution) sends two violations of the bipolar line
encoding technique, rather than inserting a one for every seven
consecutive zeros.

Y ou can set the Zero Code Suppression to None (default setting),
Jam Bit 8, GTE or Bell

ZeroCode Suppression insertsa“one” bit to prevent thetransmission
of eight or more consecutive “zero” bits, Jam Bit 8 forces every bit 8
to aone; GTE Zero Code Suppression replaces bit 8 of an al zero

channel byte to aone, except in signaling frames where bit 7 isforced
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to aone. Bell Zero Code Suppression replaces bit 7 of an all zero
channel byte with aone.

If you click the T1/PRI Configuration button you can set channelsto
either T1 or PRI, as discussed page 65.

Y ou can set the Back-to-back T1 Clock Master if you have a back-
to-back configuration and you want this span to be the master clock to
the system. (Only one clock master should be selected in a back-to-
back system.) See the following discussion.

T1 Clocking

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

If all of the T1 boards are connected to an FXO (Foreign Exchange
Office) or CO, the Back-to-back T1 Clock M aster check box must
NOT be checked for any of the T1 boards.

If two AltiServ systems are connected back-to-back with a T1 span,
the Back-to-back T1 Clock Master check box must be checked for
only one of the T1 boards.

If twoT1 boards in the same AltiServ system are connected back-to-
back with a T1 span, the Back-to-back T1 Clock Master check box
must be checked for the T1 board that has not been designated by the
MVIP setting as the system’ s master clock to drive the MVIP bus.

If four T1 boards are in the same Alti Serv system, where each pair is
connected back-to-back with aT1 span:

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

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

IMPORTANT! Inal back-to-back cases, the MVIP Clock
Configuration should be set to “Manual,” and the board connected to the
board configured as the back-to-back clock master must be designated at
the MVIP bus master.

64 AltiWare OE System Administration Manual



Configuring the Triton T/PRI Board

Setting up T1 or PRI Channels on the Triton T1/PRI Board

Use the T1/PRI Configuration button (Figure 22 on pa ge60) to invoke
the TL/PRI Configuration window. The Triton T1/PRI Board can be
configured to either T1 or ISDN PRI through the configuration options
within the window.

T1,/PRI Configuration

oL o Toee ~ Span type selection———————— 130N PRI sstting

00 -» B Channel - e

01 -> B Channel ™| [alhg Switch mode :

B2 -> B Channel Channel associated signalling Us NI-2FRI j

03 - B Channel

04 > B Channel o 15DN Numbering Plan |
05 -» B Channel D ch is the last oh |

05 » B Channal channel is the last channel

07 -» B Chaninel ™ Custorm ISDM PRI MSF [Metwork-Specific Faciliies):
08 -» B Channel

09> B Channel Set D channel ICH 23 j INone j
10-» B Channel

11 -» B Channel E Channel : ot et

12 5 B Channel X TE! [Terminal endpoint identifier] :
135 B Channel Logical Interface |0 I

' Default setting (R ded
145 B Channel Controlled by sfault setting (Fecommended]

15 - B Channel | D' chan on Board 1D I = Manually set tol

16 -» B Channel ; ;
17 -» B Channel I~ ISDN Network Side " Assigned by CO switch
18- B Channel .
15 -» B Channel LI | Enable Tie Trunk

oK I Cancel |

Figure 23. T1/PRI Configuration window
The CH -> Type list displays the channel types.

Selecting Span Types

e T1- select this option to associate al channels on thespantoaT1
Robbed-bit signal.

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

e Custom ISDN PRI - select this option to set the D channel to the
desired location.

For future use: The following two settingswill be used in conjunction
with the Custom ISDN PRI setting in afuture release:

— Set the D channel using the drop-down list.
— Typein aB Channel Logical Interface ID

« |ISDN Network side - if you are connecting two AltiServ PRI spans
back-to-back (for example, in aTie Trunk operation), one span must
be configured as 1 SDN Network Side.
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e ToenableaTietrunk, select the Enable Tie Trunk check box at the
bottom. Notethat tie trunksmust terminate to asystem al so configured
asatietrunk.

Setting the ISDN PRI Switch Mode

If you select a Regular or Custom ISDN PRI, you can then set thel SDN
PRI Setting. Select the appropriate IDSN Switch M ode from the drop-
down list:

« AT&T4ESSPRI
« AT&T5ESSPRI
« NT DMS-100 PRI
«  NI12-PRI (default)

Configuring an ISDN Numbering Plan

The I SDN Numbering Plan button invokes the PRI |SDN Numbering
Plan dialog box. Thisfunction allows you to select how AltiServ will
identify and code the Called Number for six different types of calls. This
coding instructs the CO on how to interpret the number being sent to it.

PRI ISDN Numbering Plan |

101CCLCC Mumbers So-called CIC [Carrier |dentification Codes| dialing.
[e.g. 10710288)

Type of Murnber: IUnknown 'I Muribering Plan: IUnknown 'l

011 Intemational Mumbers Far placing calls outzide the U.S.
[e.g 011 44 500 555-1212)

Type of Number: IUnknown vI Murnbering Plan: IUnknown vl

1 + 10-digit Mumbers Far local and long distance calls that require 1 to be dialed
befare the number. [e.g. 1 408 555-1212)

Type of Number: IUnknown vl Murbering Plan: | Urknown

10-digit Mumbers For local and long distance calls that do not require 1
to be dialed before the number. [e.g. 408-555-1212)

Type of Number: IUnknown vl Murbering Plan: | Urknown

7-digit Mumbers Far calls placed within local area that do not require area code
or 1 prefis. [e.g. 555-1212)

Type of Humber: IUnknown 'I Nurbering Plan: | Unknown

All other Mumbers Far callz that do not Fall in any category above.
(e, 911, E17, 411, 00, 0)

Type of Humber: IUnknown 'I Nurbering Plan: | Unknown

Cancel

Figure24. PRI ISDN Numbering Plan dialog box
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The PRI ISDN Numbering Plan dialog box displays the six classes of
numbers (call type) that can be sent to aCO:

101CCCC Numbers - CIC (Carrier Identification Codes) dialing.
011 International Numbers - for placing calls outside the U.S.

1+10-digit Numbers - for local and long distance calls that require
dialing 1 before the number.

10-digit Numbers - for local and long distance calls that do not
require 1 before dialing.

7-digit Numbers - for calls placed within the local areathat do not
require an areacode or al prefix.

All Other Numbers - for callsthat do not fall into any category
above, i.e. 911, 311.

For each class, select the type of humber/numbering plan from the drop-
down list:

Type of Number:
— Unknown

— International

— Nationa

— Network Specific
— Subscriber Number
Numbering Plan:
— Unknown

— ISDN

— Nationa

— Private

The setting ‘Unknown’ isused when the user or network has no knowledge
of the numbering plan. In this case, the number digits field is organized
according to the network dialing plan.

Setting the NSF

The NSF (Networ k-Specific Facilities) isused with PRI toinstruct the CO
to routeacall to a specific carrier or long distance service. Use the drop-
down list to identify the type of carrier service you wish to use for your
ISDN PRI lines.
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Board Configuration

Thechoicesinthelist depend on the specific switch and your long distance
service provider. An example of such serviceincludes AT& T Megacom.

If your CO requires specific NSF featuresto be present in the

@ call setup packet, please contact AltiGen’s Technical Support
department with such information from the CO and they will
help you configureit.

Setting a TEI

TheTEI (Termina Endpoint I dentifier) defines which terminal device
is communicating with the CO switch for a given message. PRI messages
involve point-to-point configuration in which each side already knowsthe
source of any message received. | SDN messages involve point to multi-
point locations in which the source can only be identified by the TEI.

Select one of the following TEI settings:
* Default setting - thisis the recommended setting

e Manually set to- should lwaysbeset to 0. Typically, azero (0) is
used for TEI on a PRI connection. In some cases where ashared D
channel is used, other TEI values might be required to identify
which span will be used for acall.

* Assigned by CO switch - do not use this setting unless advised by
your CO.
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Trunk Configuration

Trunk attributes and parameters are set using theTrunk Configuration
window. The attributes and options available depend on the type of board /
and trunk.

Trunksthat are out of service are automatically tested by the system every
15 seconds. Once the situation is corrected, the trunk will be brought back
to service automatically. If none of the trunks are available when an outside
call isplaced, the caller will hear the system prompt: “ All outside lines are
busy, pleasetry again later”.

There are three ways to access the Trunk Configuration

ﬁ, window: (1) Select the M anagement menu, then select Trunk
Configuration...; or, (2) Click the Trunk Configuration icon

on the Quick Accesstoolbar; or (3) Double-click atrunk listing in the

Trunk View window such as the example below, displayed on the

AltiWare desktop:

Trunk Yiew =] 5
Rexzet

Location | Type Status -
@ 00:00 LS not ready

@ 00:01 LS not ready

@ 00:02 LS not ready

@ 00:03 LS not ready

@ 02:00 T1 not ready

@ 02:01 T1 not ready

@ 02:02 T1 not ready

@ 02:03 T1 not ready

@ 02:04 T1 not ready

@ 02:05 T1 not ready =
@ 02:06 T1 not ready

& 02:07 T1 not ready

@ 02:08 T1 shutting down

@ 02:09 T1 not ready

@ 02:10 T1 not ready

@ 02:11 T1 not ready

@ 02:12 T1 not ready

@ 02:13 T1 not ready -

Figure 25. Trunk View window
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Trunk Configuration

However you open the Trunk Configuration window, the Gener al window
appears, looking something like this example:

Trunk Configuration - Card:0 Channel:0 : il

General ||ﬂ Call Routing | Out Call Elmckmgl

—Access Code Direction
Location | Type | Access C. | Phone Mo -
MNone v " Outgoing

no:01 LS N " Incaming
0002 LS N ~ArealCode————— * Both
00:03 LS N
L Y ® (BT |
0301 T N
0302 T1 ] —Phane Number
0303 T M I
0304 T N
03:05 T M
P T N —Trunk Call Predial String———————————————
0307 T N I™ Trunk Predial String
0308 T N
0309 T N i~ Cenfrex Transfer
0310 T M b I” Enable Centrex Transfer
03 T N
0312 T N Transter Predial String
0313 m M MNote: Flash will be used if predial string is not set.
0314 T N
0315 m N —Trunk Dialing Schems Attribute ———————
0316 T N
0317 T N  Overlap & In Senice
0318 T N  En-hloc " Out Of Service
0319 T M
gg ;U E E ~Tenant Selection
03ez TN [0 A =
03:23 T N
04:00 ™ N Tie Trunk.
04:01 T N

N

j ’7 = Enable Tie Trunk Trunk Properties
Prirt | Applyto. | [0]8 | Cancel | Apply | Help |

Figure26. General window, Trunk Configuration

Selecting Trunks to Set Attributes

Thetitle bar of the Trunk Configuration window displays the card and the
channel of the selected trunk.

Thelist on the left shows all the configured trunks. Thelocation format is
thesame asin the Trunk View window, that is, slot: channel—for exampl e,
channel 15 on the board in dot 1 islocation 01:15.

Whenyou select atrunk in thislist, the options and parametersfor the trunk
appear in the settingsin the right of the window.
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Configuring One or Multiple Trunks

To customize trunk characteristics, you work on one trunk at atime. To
apply the same configuration to multiple trunks, usethe Apply To...
button. This pops up alist of al trunks, with al of the trunks selected by
default. De-select the trunks you don’t want to apply changesto, then click
OK. This applies changes to multiple trunks for only the attribute or
option that you changed.

Setting General Trunk Attributes

Select the channel to view its current attributes, as discussed the previous
page. Y ou can then set or change the following attributes. If an option is
grayed out, it is not available for that type of trunk:
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e Access Code—Access code to the selected trunk. If you need to use
access codes other than 9, you must first set thisup on the Number
Plan window of System Configuration (page 24). This option is not
available for aDID trunk.

e AreaCode—thelocal areacodefor each trunk. Enter athree-digit area
code. If 1eft blank, the trunk assumesthe home areacode definedin the
General window of the System Configuration window. This
configuration is for each trunk in the system and will negatively affect
features such as Zoomerang if the area code is not configured
properly. Thisisnot available for aDID trunk.

¢ Direction—thetrunk direction can be Outgoing only, Incoming only,
Both Outgoing and Incoming, or for Paging.

Outgoing and Both are not available an analog Quantum DID trunk,
which isan Incoming trunk. The Both option is the system default.

Note that when incoming calls are received on an Outgoing only
trunk, they areimmediately disconnected.

Paging isonly availablefor analog (CO) trunks and is used for paging
or broadcasting purposes. This option enables a third party paging
device directly to the trunk port.

When this option is selected, the system assigns a default unused
paging ID. You can assign adifferent ID in the drop-down list. The
range of paging I1Ds are from 00 to 99, which allows AltiServ to be
connected to up to 100 paging systems through trunks for multi-zone
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paging applications. If the manually selected paging ID is used by
another trunk, the current paging ID is not changed.

Thetrunk paging is accessed using the Over head Paging by Trunk
(# 45 Feature Code). For example, auser dials ‘#4508’ to connect to a
paging system through the trunk with paging 1D of 08.

The Over head paging feature requires paging equipment to provide
loop start CO trunk characteristics. This option is not supported on
ground start trunks.

The Paging option and the Overhead Paging option (in “Audio
Peripheral Configuration” on page 141) are different and independent
of one another. The Overhead Paging option is to set up the audio out
port of the Quantum board for use with the #44 overhead option built
into the system.

e Phone Number—the phone number, without the area code, assigned
to the location. If the wiring changes and a new phone number is
assigned to the location, you must update the information in thisfield.

e Trunk Call Predial String—to have the system automatically dial
specified digits whenever the selected trunk is used for outgoing calls.
Thisfeatureisused to prevent havingto dial “9” twicefor trunk access
when the system is used behind another PBX system. If you select this
option, type the predia digit(s) into the text box. Thisfield is not
available for analog Quantum DID trunk.

e Trunk Dialing Scheme—Overlap or En-bloc dialing.

— Overlap allowsthe terminal to omit part of the digits required to
complete acal, while the remaining digits are buffered. Use
Overlap Dialing for analog trunksand for T1 (robbed bit) for best
results.

— En-bloc dlows the terminal to includeall of the digits required to
complete acall. Use En-bloc Dialing for digital (PRI-ISDN)
trunks.

e Centrex Transfer—appliesto analog and T1 trunks if thetrunk is
supported by Centrex. This option must be sel ected to forward callsto
an outside number through a Centrex switch. If the Centrex provider
requires a particular string to be sent before the dialed number, enter
the string in the Transfer Predial String box. If no string isset asa
predial string, FLASH isused.
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Attribute—In Service makesthe trunk available for use. Out of
Ser vice prevents the trunk from being used (for example, while
performing maintenance).

Tenant Selection—the Tenant group assignment for the trunk,
configured from the Tenant Table window in System Configuration,
discussed on page 46. If no tenant is selected, any extension can use
this trunk to make an out call.

Enable Tie Trunk—to allow hop-on and hop-off dialing for alSDN/
PRI, or T1 trunk. When this box is checked, any incoming call to the
selected trunk can be sent with ANI/DNIS information. To usethis
feature, Hop-off must also be enabled under System Configuration
Call Restrictions, as discussed on page 33. Also, the board must be
configured to alow for Tie Trunks. See“Setting up T1 or PRI
Channels on the Triton T1/PRI Board” on page 65.
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Trunk Properties button—opens adialog box that allows you to
configure low-level, hardware-specific properties for each trunk. The
options vary depending on thetype of board and trunk, and thisis the
topic of subsequent sectionsin this chapter.
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Quantum Trunk Properties

To configure a Quantum channel, sel ect a Quantum channel from the trunk
channelslist in the Trunk Configuration window, then click the Trunk
Properties button or double-click thelist entry to view the Quantum
Trunk Line Properties dialog box.

Quantum Trunk Line (QtmAMO408U-1,Channel=07) il

— General Configuration

Interface Type ILoop Start vl [ Detect Trunk Status By Loop Curent
Impedance [OHM) IBDD 'l [” Enable Caller ID Feceive

Incoming Ring Type |S|NGLE vl Centrex Flazh Duration [ms) IEDD vl
— Trunk Seizure Confirmation——————— ~ Digconnect Supervision
v
[” Enable Dial Tone Detection [Outgaing) I': ;Z;;Tity Reversal
[” Enable Polarity Detection [Incoming) .
Loop Break Signal |2DD 'I [mz]
— Receiver Gain [dB)] — Transmizzion Attenuation (dB)

y
s
01 2 3 4 5 § 7

Figure27. Quantum Trunk Line Properties window

Note that you can use Apply to... on this dialog box to apply changes to
other trunks of the same type. See “ Configuring One or Multiple Trunks”
on pag e71.

Quantum Trunk General Configuration

The I nterface Type can be one of the following:
e Loop Start trunk
e Ground Start trunk

e DID (Wink Start)—available only if the selected trunk isaDID
trunk.

Impedance isthe resistance of electrical current to alternating current,
measured in OHM s. Impedance occurswhen power or signal istransferred
from one circuit to another. The setting options are:

¢ 600 OHMs (domestic setting)
* 900 OHMs (international setting, depending on the country)
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o Externd
The Incoming Ring Typecan be single or double.

The Detect Trunk Status By L oop Current checkbox, if selected, causes
detection of the Quantum trunk status using aloop current.

Enable Caller 1D Receive needs to be selected to receive caller 1D digits.

Centrex Flash Duration (ms) specifies the Flash Duration timein
milliseconds, with arange from 50 msto 1000 ms. This setting
complements the Centrex Flash Support option in the Genera window for
the trunk.

Trunk Seizure and Disconnection
Trunk Seizure Confirmation is one of two options:

« EnableDial Tone Detection (Outgoing)—detection of outgoing
dial tone.

» Enable Polarity Detection (Incoming)—detection of incoming
polarity. Polarity detection is used when the CO or the connected
PBX provides polarity reversal on thetip and ring.

Similarly, Disconnect Supervision isaso one of two types:

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

e Polarity Rever sal—areversed battery signal. Y ou can set the
L oop Break Signal to either 200 or 600 ms.

Receiver Gain and Transmission Attenuation

The Receiver Gain and Transmission Attenuation slide settings adjust
the incoming and outgoing volume, respectively, for every Quantum trunk
or extension.

The default settings for each of these is0 dB. Caution should be used in
changing the Receiver Gain or Transmission Attenuation, because, too
high a setting causes distortion in the voice quality.

Incoming and outgoing volume for Quantum trunks or extensions can aso
be configured through the Quantum Board Channel Configuration
option in the Management Menu. See page 83.

AltiWare OE System Administration Manual 75

—
=
e
>
=~
O
o
5
=
(@]
o
=
QD
=
o
=)




Trunk Configuration

Triton VolP Trunk Properties

To configure aTriton Vol P channel, select a Triton Vol P channel from the
trunk channelslist in the Trunk Configuration window, then click the
Trunk Propertiesbutton or double-click thelist entry to view the Triton
Vol P Trunk Line Propertiesdiaog box.

Triton ¥oIP Trunk Propel

Board S/M : D02A3T4PT422
H323 Configuration
5. 7171 Erable

5.723.1 Enable
Silence Suppression

Jitter Buffer [msec. ] a0

\_“-I?I?I
Ix

Diebug

Cancel |

Figure28. VolP Trunk Propertieswindow

Theprimary configuration for the Triton VolPistheH.323 Configuration,
with the following settings.

¢ G.711 Enable—providestoll quality digital voice encoding and is
not configurable—that is, you cannot de-select it. It guarantees
interoperability when other voice compression (e.g. G.723.1) isnot
available or when better voice quality is desired.

¢ G.723.1 Enable—useslow rate audio encoding to provide near toll
quality performance under clean channel conditions.

e Silence Suppr ession—suppresses silence packets during Vol P
sessions. When silenceis detected during acall, AltiWare P stops
sending packetsto the other side. When silence is detected during
voice mail, the silence period is not recorded.

AltiWare | P disconnects the voice mail session when asilence
period exceeds 7 seconds during voice mail recording over VolP.

o Jitter Buffer (msec.)—indicatesthe delay, in milliseconds, used to
buffer voice packets received from the | P network. V oice packets
sent over the | P network may incur different delays due to network
load or congestion. The Jitter Buffer helps to smooth out the delay
variation in the arriving voice packets and maintain voice quality at
the receiving end. The default setting is 30 milliseconds.
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The Jitter Buffer should be adjusted according to the WAN
bandwidth allocated to data traffic. Refer to the Network
Configuration Guidelines for Vol P section in the Getting Started
Manual for more information.

Debugging the Triton VoIP Configuration

Click the Debug button in the Triton Vol P Configuration dialog box (see
Figure 28) to open asmall dialog box that allowsyou to typein and send a
debug string.
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Triton T1 /PRI Trunk Properties

To configureaTriton T1/PRI channel, select a Triton TL/PRI channel from
the trunk channels list in the Trunk Configuration window, then click the
Trunk Propertiesbutton or double-click the list entry to view the Triton
T1/PRI Trunk Line Properties dialog box.

Triton T1 Properties - TritonT1 /PRI-O

Channel: 10
— T1 robbed-bit Signaling

Fratocal : E&M Wink Starl Dialing Delay : 280 e

— How to collect Caller 1D and DID

ax. zeconds before the first digit |3 seconds 'I
Max. zeconds betweenh digits © INUnE 'I

¥ Incoming sequence :

o w|[CaleriD =|f#ar w||DDOME 2 [Hone <]

W Or:
IDID;”DNIS j INone ﬂ INone j INone ﬂ INone j

QK I Cancel | Lipply to. |

Figure29. Triton T1 Configuration dialog box

T1 robbed-bit signaling

Y ou can set the Protocol to one of the following E& M Wink Start
(default), E& M Immediate Start, Ground Start or L oop Start.

For signaling from one board to another, only FXS (Foreign Exchange
Subscriber) is supported. Loop Start and Ground Start protocol s cannot be
used for interfacing between two boards.

The Dialing Delay specifiesthe delay, in milliseconds, after trunk seizure
and before digit diaing. Do not change this value unless advised.

Caller ID and DID Collection

Y ou can select the maximum time-out delays, in seconds and the
appropriate sequence of symbolsto be collected for Caller ID and DID.
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The M ax. seconds beforethefirst digit setting isthe maximum wait time
before time-out for the system to identify this digit after either thefirst ring
in ground start or loop start or thewink in wink start. The rangeisfrom 1 —
6 seconds, or None, with a default valueis 3 seconds. Do not change this
value unless advised.

‘None’ meansno Caller ID or DID information will be collected. All other
options will be grayed out. Use this option to disable Caller ID and DID
collection.

The M ax. seconds between digits - maximum wait time before time-out
between two digits. Default value is*None.” Do not change this value
unless advised.

Selecting * None’ meansthe system will only wait for the sequence of digits
that are collected within the length of time specified in the M ax. seconds
beforethefirst digit field.
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Check the I ncoming sequence check box: and select up to five incoming
symbols to collect from the Caller ID or DID digits:

None

#

*

#or*
Caller ID
DID/DNIS

Selecting ‘Non€' in any field of the sequence will terminate the
sequence and automatically disable subsequent entriesin the sequence.

The following default sequence is enabled, as shown in Figur e29:

# or * (and then) Caller ID (and then) # or * (and then) DID/DNIS

To set up an additional, alternative sequence, check the Or check box and
select an another set of up to five incoming symbolsto collect.

Not checking any box isequivalent to checking ‘None' in the first field.

— If appropriate, you can use the Apply to... button, as described

on page 71, to apply the Caller ID Collection to multiple T1 trunks.
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Caller ID and DID Incoming Sequence Example

Thefollowing is an example of a Caller ID and DID/DNIS incoming
sequence window.

—How to collect Caller ID and DID

Max. zeconds before the first digit |3 seconds 'I
M ax. seconds bebween digits : |1 second ‘I
¥ Incoming sequence :
J# =l |calerio =] 4 || CIEECITENRS | e
v Or:
IDID.-’DNIS j INone j INone j INone j INone LI

Figure 30. Incoming Sequence example

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

e Thesystem waits 3 secondsfor thefirst digit to arrive. If the symbol is
a#, it continueswith thefirst sequence. Otherwise, it looksfor amatch
to the first (and only) symbol in the second sequence, theDID/DNIS
number.

e For theexample, let’s say the system receivesthe #. It then waits 1
second between each digit for thenext digit until all digitsarereceived.
The * symbol isa delimiter between Caller ID and DID digits.

This example the system AltiServ is expecting either the sequence
#CID*DID or only DID digits for incoming calls. If no match isfound for
either sequence, no Caller ID or DID digits are collected.
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Incoming Call Routing

To set incoming call routing for atrunk, select the trunk in the Genera
window, then click the In Call Routing tab in the Trunk Configuration
window to display the In Call Routing window. The trunk location
appearsin thetitle bar:

Trunk Configuration -- Card:0 Channel:0

General In Call Routing ] Out Call Flouting]

“workdays Duing Business Hours

" Route Incoming Calls to Extension
* Route Incoming Calls to Auta Attendant i

" Route Incoming Calls to Operator

Wharkdaps Outside Business Haours

" Route Incoming Calls to Extension
* Route Incoming Calls to Auto Attendant |1 -

" Route Incoming Calls to O perator
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Mon Warkdays

" Route Incoming Calls to Extension
+ Route Incoming Calls to Auto Attendant |1 -

" Route Incoming Calls to Operatar

Frint ok Cancel Help
| | | | | |

Figure 31. In Call Routing window, Trunk Configuration

For each trunk—or using Apply to... to apply the settings to multiple
trunks—you can set routing for the threetime periods defined in the System
Configuration Business Hours window (page 27):

e During Business Hours.
e Outside Business Hours.
¢ Non Workdays.

Within each of these three time slots, you have the following routing
options for incoming calls:

* Routeto an extension selected in the drop-down list.
* Routeto an auto-Attendant number selected in the drop-down list.
¢ Routeto the operator.
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Outgoing Call Blocking

To set outgoing call blocking for atrunk, select the trunk in the General
window, then click theOut Call Blockingtabinthe Trunk Configuration
window to display the Out Call Blocking window with the selected trunk
location in the title bar:

Trunk Configuration -- Card:0 Channel:0

Generall In Call Routing  Out Call Reuting

Schedule

& Trurk alowed for Outside Calls at Any Timel

£~ Dutside Calls Allowed According to the Following Schedules

I~ Getiedul= I~ Gehiedife 2 I=| Geliedule @
5 = | " | " |
From [1znaM - =] From [1zz00aM | = From [1zz00aM | =

To  [1zo0&M j To  [iZonem j To  [iZooew j

PFrint | Aol | QK I Cancel | Al | Help

Figure 32. Trunk Configuration window - Out Call Routing Window

If you select Trunk allowed for Outside Callsat Any Time, call
restrictions set in System Configuration, Outcall Routing, and Extension
Configuration still apply to calls made on the trunk.

If you select Outside Calls Allowed According to The Following
Schedules, you can then use the Schedule 1, 2, and 3 optionsto set up to
three different time periods during which calls are allowed.

Y ou can use Apply to... to apply the settings to multiple trunks.
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Quantum Board Channel Gain Configuration

The incoming and outgoing volume can be quickly adjusted for Quantum
trunks or extensions by selecting the Quantum Board Channel Gain
Configuration... menu item on the M anagement Menu. Here’san
example of the window:

Quantum Board Channel Gain Configuration Dialog —
—
c
=}
=
Card Channel  Fx % Type — Receiver Gain [dB]
: : )
o
oo 0o 1] 0 Tunk |« . >
m m 0 0 Tunk T 01 2 3 4 & B 7 =
om0z 0 0 Tk «Q
0o 03 0 0 Tk — Tranzmizzion Attenuation [dB) E
oo 04 1] 0 Line )
oo 05 a 0 Line \ | (=
o 06 0 0 Line } o
o0 0 0 Lre - =
oo 0 0 Line o a1 2 3 4 5 & 7
oo 09 1] 0 Line
oo 10 a 0 Line
o M a 0 Line
01 oo 1] 0 Lne |
o1 o1 1] 0 Line
o1 02 a 0 Line
o1 03 a 0 Line
o4 0 0 Line SR Cancel
o1 05 1] 0 Line ;I

Figure 33. Quantum Board Channel Gain Configuration window

Y ou can also configure incoming and outgoing volume through the board
configuration.

The Recelver Gain and Transmission Attenuation slide settings adjust
the incoming and outgoing volume, respectively, for every Quantum
channel.

The default settings for each of these is0 dB. Caution should be used in
changing the Receiver Gain or Transmission Attenuation, because, too
high a setting causes distortion in the voice quality.

Incoming and outgoing volume for Quantum trunks or extensions can a so
be configured through the physical extension, as discussed under “ Setting
the Line Properties” on page 92, or when configuring the Quantum board.
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CHAPTER 5

Extension and Workgroup
Configuration

There are three types of extensions:

e Physical Extensions are associated with a physical port and device,
usualy atelephone set. Thisiswhat most usersthink of as an
extension.

e Virtual Extensions—not associated with a physical port. Virtual
extensions can be used as message mailboxes and in telephone sharing
environments. Users of avirtual extension can log in on any available
station to access physical extension features using Feature Codes.

You can create up to 2,000 total (physica + virtual) extensions.

e Workgroup pilot numbers. In AltiWare, the first step in setting up a
workgroup is creating aworkgroup pilot number, which isatype of
logical extension. Y ou assign physical and virtua extensionsto the
workgroup pilot number, making them members of the workgroup,
and when the workgroup extension is dia ed, the system hunts for an
available member extensionto whichto routethecall. AltiWareallows
up to 32 workgroups to be configured. Each workgroup can have up to
64 members, and extensions can be assigned to multiple workgroups.

| P extensions can be configured either as physical or virtual extensions.

After creating the extensions, you then work with the following settings,
each of which is accessed by atab in the Extension Configuration window.

e General setup—creating the extension numbers and assigning people
to the extensions, creating workgroup pilot numbers, and setting other
basic parameters.

e Workgroup—adding and removing workgroup members.
e Station Speed—extension speed dial humbers.

e Mailbox Settings—capacity and features options for extension
mailboxes.

*  Notification—preferences and options for voice mail notifications.

¢ Restrictions—extension out-call restrictions.

AltiWare OE System Administration Manual 85

O
o
=
=
Q
o
=
@
=
o
=

UOISU3IXT



Extension and Workgroup Configuration

e Answering—Call forwarding, call waiting, and call handling
preferences and options.

e OneNumber Access—special handling for designated VIP calls.

e Monitor List—extension rightsto monitor other extension cals.

Three Configuration Windows in One

Certain configuration functions apply only to physical extensions—for
example, configuring the physical line. Other functions apply only to
workgroup pilot numbers—for example, setting up incoming call routing
to workgroup memberswhen the workgroup extension isdialed. And some
functions, or thelack of function, apply only to virtual extensions—for
example, call waiting options do not apply to virtual extensions.

Generally, you work on extension configuration by selecting an extension
in the General window, then clicking another tab to work on the settingsin
some other window. The features and functions available in the Extension
Configuration windows vary depending on thetype of extension selected.

When you select an extension in the General window—the first window
you see when you first launch Extension Configuration—and work on it
under other tabs, the extension number appearsin the window title bar. For
example, if you' re setting up phoneanswering options, theworkgroup view
of the window shows Workgroup Handling options that do not appear in
other views.

Y ou can print the datain any of the windows by clicking thePrint button.

Apply or Apply To...?

The extension configuration windows often allow you apply changesto a
particular extension or workgroup (Apply), or to select many extensions or
workgroups to which to apply the changes (Apply To...).

Clicking the Apply To... button pops up alist of all extensionsto which
the change can apply. All extensions are selected by default. Y ou then de-
select the ones you don’t want, or de-select all and then select the onesyou
want.

The Apply To... button is disabled unless thereis achange that can be
applied to multiple extensions, and when you useit to apply changes to
multiple extensions, it works on only those changed attributes that can be
applied. For example, if you use Apply To... on the General window after
you changed the person’s name, you do not re-assign the same name to
others, because the name is not an attribute that uses Apply to....
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Accessing Extension Configuration

To access Extension Configuration, either select Extension
Configuration... from the M anagement menu, or click the
Extension Configuration icon on the Quick Access Toolbar.

=
l"\m
s

T

Setting up Extensions

The Extension Configuration General window provides for creating
extensions and establishing their basic attributes.

The Genera window is the default tab displayed when you open the
Extension Configuration window. If you' re viewing another Extension
Configuration window, you can click the General tab to open the General
window. Here's an example of the window:

Extension Configuration -- 100 5[
General |Workgmup| Station Spead' b ailbaw Satling' Not\f\calion' Hestrictionl Answaringl One Numbemccessl hdaritar ListI
- r— Perzanal Infarmation
Extenzoin | Slat |Channa| [orPS ] . Il— I—
00 i 5 ;I First Name Last Mame
101 a 4 N
02 0 5 I DID Number I
a3 0 7 Tenant I 0 Na ‘I I Enable DiakBy-Name Service
104 1] ]
108 1] ]
106 1] 10 —SMTP/POP3 Setting
107 wirtual f
233 warkgroup Email Mame Iexﬁ oo
444 workgroup ™ Retrievs Voice Mail By E-mail Client
— Mail Farwarding Optian:
I™ Enable Mail Forwarding IDe\ete Messages After Forward ﬂ
Forward Email fddress I
ﬂ I | Forward Emil I | Forard Yoice Mai
r— Physical Location ~ Type IF Extension
% Physical Extension .
Slat 0 . € Vittasl Extareion I” Enable IF Extension
e o [ %) Dynamic [P &ddress
arfaraup Filat Humber
Channel IG— - Arois  Static [P Addiess
Logon IP Address
. . I il ] 1] 1]
Add | Delete | Line Properties |
PFrint Appleta.. ak. I Cancel | Apply | Help |

Figure 34. General window, Extension Configuration
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Adding New Extensions

To add anew extension:

1

Toadd an extension, click the Add buttoninthe General window. This
opensthe Add New Extension dialog box.

Add Mew Extension x|

— Extenzion Mumber

Flease enter a valid 3 digit long
extengion number

Slot | Chanrel for P51

r— Phyzical E xtension License

Man Allawed IB
Uszed |5

— Type
= Physical extenzsion

& Virtual extension
 whotkgroup Pilot Mumber

oK I Cancel | Help I

Figure 35. Add New Extension dialog box

2.

Typein an Extension Number.

The number must begin with anumber assigned to be used for exten-
sion, and it must be the length assigned to extensions, both of which
are set in the Number Plan in System Configuration as described in
“Setting a System Number Plan” on page24.

Select the Type of extension fromthethree options, Physical, Virtual,
and Workgroup Pilot.

See the discussion of the different extension typeson

G:? page 85. Note also that after the extension is created, you
can change Virtual extensionsto Physical, and vice versa,
but you cannot change Physical or Virtual to Workgroup
pilot or vice versa

The Physical Extension License displays the maximum number of
physical channels licensed to the user aswell as the number of
assigned, licensed physical channels. Refer to the Getting Started
Manual for more information.
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4. Depending on the type of extension you're creating, take one of the
following actions.

« |F you'resetting avirtual or workgroup pilot number, you' re done.
Click OK.

e |F you're setting up aphysica extension, select an available
physical location—slot and channel for the line—then click OK.

The dlots (the location of the board in the PC) and the channels
(the ports) are displayed and available if they have not yet been
assigned to an extension.

Establishing Basic Extension Attributes

After you create an extension, you can set other basic attributesin the
Extension Configuration General window:
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Typein the User Name, Password, DID, and Tenant Group:

* First Name and L ast Name—of the extension user, each with a
maximum of 32 maximum characters.

e Password—a password for the extension user. Valid passwords are
from 2—-8digitsin length and can contain numbersor lettersA- Z. The
letters map to numbers (on a phone, for example) as follows:

Numbers  Letters

2 A B, C,a b, c
3 D, E,Fdef

4 G,H,1,g h,i

5 LKL k|

6 M, N, O, m, n, o
7 PR, S p, s

8 T, U V.1 u v

9 W, X, Y, w, x, ¥

1 Q, 7,9,z

e DID Number—each extension can be assigned a DID number. This
number does not have afixed length, but the length must be long
enough (range 2-16) for the system to match the DID incoming call.
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It is recommended to use the full 10 digit DID number, not just the
last few digits. Thisfull number guarantees the system can send the
correct number as the Caller ID on PRI lines. With fewer digits, the
system sends the trunk’s configured phone number asthe Caller ID. If
the trunk number is not configured, the system main number is sent.

e Tenant—adrop-down list of Tenant IDs (groups) to which the
extension can be assigned. See “Using a Tenant Table” on page 46 for
more information on Tenants.

Note that if an extension is assigned to N/A in the T enant drop-down
list, the extension is able to access all trunks, even though the trunks
have been to assigned to tenants.

e EnableDial-By-Name Service - select thisbox to alows calersto
search the extension list by employee name for this extension.

can be applied to multiple extensions by using Apply
To..., asdescribed on page 86.

j The Tenant and Enable Dial-by-Name Service settings

Setting Email Options
In the General window you can set the email options for the extension:

¢ Email Name—the user’s email name without the @domain. The
default email nameis ext[ extension number], that is, the letters “ ext”
followed by the extension number. The default email name for
extension 2497 would be ext2497.

e Retrieve VoiceMail by Email Client—selected, this sendsvoice
mail to the user extension as an email attachment. Desel ected, voice
mail is retrieved as voice mail.

e EnableMail Forwarding—selected, the user’s email will be
forwarded to email address you specify in the Forward Email
Addressbox. The address here should be afull address, including the
domain (for example, jsmith@thecompany.com.)

If you enable mail forwarding you also specify what you want done
with the original messages after they have been forwarded. In the
drop down list you can choose to:

— Delete M essages after Forward
— Keep the M essages as New
— Keep Messages as Saved

Further, if you enable mail forwarding you can use the check boxes
whether you want to Forward Email, Forward Voice Mail, or both.
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Changing the Extension Location or Type

Changing the Type

Thetype of extensionis set when you create the extension: physical, virtua
or workstation pilot, described on page 85. After you create the extension,
the type isdisplayed as a Type radio button list in the General window.

Y ou can changea Virtual extension to a Physical one, and vice versa, but
you cannot change either to aWorkgroup Pilot Number, nor can you
change a workgroup pilot number to another type after it is created.

If you change the type to physical, you can also set the location and
configure the line as discussed in the subsequent paragraphs.

Changing the Location

When you create aphysical extension, you assign it alocation or you accept
an automatically assigned location. If you have available extensions, you
can change the location in the General window.

To change the location, select the extension number in the list of
extensions, then click the Previous or Next buttons to change the slot and
channel settings until the location you want is displayed. Like other
changes, this changeisn’t finalized until you click Apply.

Setting an IP Extension

The IP Extension option alows an H.323 compliant terminal device (IP
phone) to connect to Alti Serv. | P extensions sharethe same featuresasan
analog station.

To use the IP Extension option, check the Enable | P Extension, then set
the IP addressing by choosing either Dynamic or Static | P Addressing. If
you choose Static addressing, you need to type in aLogon |P Address.

The type of addressing you use affects users:

e Using static | P addr essing, the extension user logsin from the station
having the I P address. An advantage for virtual extensionsis that the
user doesn't havetologin at all; when the user connectsto the system,
the extensionsisimmediately recognized as an | P extension. When
physical extensions connect, on the other hand, the system promptsthe
user log in. Static addressing is more convenient for users and may be
preferred by users who work primarily at a specific location.
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e Using dynamic | P addressing, the | P extension can log in from any
| P address. However, the | P extensions must alwayslogin viathe Auto
Attendant and log into voice mail to activate the IP extension. Users
who travel may well prefer dynamic addressing.

IP and Physical Extension Login/Logoff Interaction

When IPextension logsin and the | Pextension isassociated with aphysical
extension, the physical extension is disabled. When IP extension logs off,
the physical extension is automatically enabled.

WhilelP extensionislogged in, theuser can activate the physical extension
on a phone using the #27 feature code. Thislogs off the |P extension.

Setting the Line Properties

For aphysical extension, you can configure hardware options on the board
port used for the extensions. To do so, select the extension number in the
list of extensions, then click the Line Properties button to open a dia og
box that is specific to the board using for the extension.

The Line Properties are somewhat different for Quantum Board than for
Triton Analog Station Boar ds. The subsequent sections deal first with
Quantum, then with Triton Analog Station.
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Quantum Line Properties

If you select a Quantum board extension and click Line Properties, you'll
see the Quantum Line Properties dialog box. Note that you can use the
Apply to... button to apply these hardware settings to one, some, or all
ports on the board. Using Apply to... isdiscussed on page 86.

Quantum Line [AtmAMO408U-6. Channel=4) I
Message Waiting Signal Type I\-"ollage j
Caller ID Sigrial Farmat I HOME j

— Receiver Gain [dB)

lml , ............. D K‘l pm— |

Figure 36. Quantum Line Propertiesdialog box for extensions
Configure the following hardware extension-specific features:

e Message Waiting Signal Type—the type of Message Waiting
indicator for the phone set:

— None

— Voltage—voltage-based indicator.

— FSK—Frequency Shift Keying indicator.
— Tone—tone-based indicator.

e Caller ID Signal Format—the message format with which to send
Cadller ID information:

— None

— SDM F—Single Data Message Format for supporting and sending
asingle data type, such as phone numbers.

— MDMF—Multiple Data M essage Format for supporting and
sending multiple data types, such as name and number information.
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e Receiver Gain/Transmission Attenuation—incoming and outgoing
volumefor every extension.

— Receiver Gain—the gain control for volume received in decibels
(dB). The default setting 0 dB gain.

— Transmission Attenuation—the gain control for volume
transmitted in decibels (dB). The default setting isO dB gain.

Use caution in setting the Receiver Gain or the
Transmission Attenuation. If either setting istoo high, the
result will be distortion in voice quality.

Triton Analog Line Properties

If you select a Triton Analog Station Board extension and click theLine
Propertiesbutton, you'll seethe Whitney Line Properties dialog box. Note
that you can use the Apply to... button to apply these hardware settings to
one, some, or al portson the board. Using Apply to... isdiscussed on page
86.

Y ou can also access this window by double-clicking a span in Channel
M apping List of the Triton Analog Station Board configuration window.

— Line Dizconnect Signal

Loop Currstt Break Duratiorl 600 jl

— Receiver Gain [dB)]

Y
|
B -3 i] 3 5
— Tranzmission Gain [dB)]
|
B 3 i] 3 g

ak I Cancel | gpplyto...l

Figure 37. Whitney Line Properties window
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Configure the following hardware extension-specific features:

M essage Waiting Signal Type—FSK or None.
Caller 1D Signal Format—SDMF, MDMF or None.

Line Disconnect Signal—the loop break desired for answering
supervision, either 200 or 600 ms.

Recelver Gain/Transmission Attenuation - adjuststheincoming and
outgoing volume for every Triton Analog trunk or extension.

Receiver Gain/Transmission Attenuation—incoming and outgoing
volume for every extension. Unlike the Quantum board, these slide
settings have positive and negative values. Both defaults are 0 dB.

— Receiver Gain—the gain control for decibelsreceived (dB).

— Transmission Attenuation—the gain control for volume
transmitted in decibels (dB).

UOISU3IXT
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Use caution in setting the Receiver Gain or the
Transmission Attenuation. If either setting istoo high, the
result will be distortion in voice quality.
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Setting up Workgroups

A primary use of aworkgroup is as a hunt group—when the workgroup
extension is dialed, the system hunts for an available member extension to
which to route the call. Y ou can use workgroups for various purposes, for
example, in selecting a workgroup as a System Operator.

AltiWare allows up to 32 workgroups to be configured. Each workgroup
can have up to 64 members or extensions, and an extension can be a
member of multiple workgroups.

There arethree sets of Extension Configuration steps to set up workgroups:

e Thefirst step is creating a workgroup pilot number, atype of logical
extension, as discussed under “ Setting up Extensions’ on page 87.

e Oncetheworkgroup pilot number is created, you can usethe
Answering window of Extension Configuration to establish call
answering options—for example, ringing the first available group
member, ringing the longest idle member, and so forth—aswell asNo-
Answering and other options.

e Also, once the workgroup pilot number is created, you can use the
Workgroup window to assign physical extensions as members of the
workgroup, as discussed beginning on the next page.
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Establishing Workgroup Membership

There are two different ways to attach extensions to workgroups.

1. If you select aworkgroup in the Extension Configuration General
window, then click the Workgroup tab, you open the Workgroup
view of the Workgroup window, which providesfor adding extensions
to the selected workgroup and setting workgroup queue handling.

2. If you select an extension in the Extension Configuration General
window, then click the Wor kgroup tab, you open the Extension view
of the Workgroup window, which provides for assigning workgroups
to the selected extension and for setting wrap up times.

This section discusses the first way first.

Adding Extensions to Workgroups

To add extensions to aworkgroup, select the workgroup pilot number
number in thelist of extensionsin the General window, then click the
Wor kgroup tab. The workgroup pilot number appears in the window title
bar. Here’ s an example.
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Extension Configuration — 333 5[

General “Workaroup |Station Speedl b zilbox Settingl Nolilicationl F\estriclion' Answering' One Mumber Access | b onitar ListI

Member extensions Mot member
Mumber Status  |Mame Mumber | Mame |
107 Login 100

10 Lydia Garza

102 Janis Richardson

103 Don Davis

0 Dave Davis
105 Diana Davis
< Add 108 Melarie D avis

Remave -

[~ Default Audio Peripheral Configuration

—Workgroup Dueue Handling

Greeling Phrase  [0001 = Update Phrase  [000T =
Update Phrase  [0007 = LastPhizse  [000T =
Update Phrage  |0007 il Update Interval |3D ::ISec

Pririt

Figure 38.  Workgroup view of Workgroup window, Extension Configuration

oK | Cancel | Apply | Help |
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Adding or Removing Members

In the Workgroup view of the Workgroup window, to add extension(s) to
the selected workgroup, click the extension number(s) inthe Not M ember
list, then click the Add button to move them to the Member list.

The order in which you add membersto the workgroup can

have consequences. For example, one way of handling

workgroup incoming callsisto aways send the call to thefirst
extension, if available, the second if the first is not available, and so forth.

To remove extension(s) from a workgroup, click the extension number(s)
in the M ember list and click the Remove button to move them to the Not
Member list.

Setting the Audio Peripheral Options

In the Workgroup view of the Workgroup window, you can also set audio
peripheral options—which greetings and updates to use, and so forth. For
each workgroup you can either use the system default audio peripheral
configuration or you can set up a custom configuration.

The default audio periphera setup is discussed in “Audio Peripheral
Configuration” on page 141. Custom configuration involves choosing
other phrases—afunction set with the Auto Attendant as discussed
beginning on page 129.

You can aso use Apply to... as discussed on page 86. to apply the
configuration to one, some or all workgroups.

Assigning Workgroups to Extensions

Thisisthe second of the two ways (see the discussion on page 97) to assign
extensions as members of groups.

This method—selecting aphysical or virtua extension and then clicking
Workgroup tab—provides an extension view of workgroups. Y ou can see
all the workgroupsto which the extension belongs, and you can change
those assignments.

Select the Virtual or Physical extension number in thelist of extensionsin
the General window, then click the Wor kgroup tab. This opensthe
Extension view of the Workgroup window, with the extension number
appearing in the window title bar.
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Here's an example.

Extension Configuration -- 103 5[

General Workaroup IStation Spead' b ailbaw Satling' Not\f\calion' Hestrictlonl Answaringl One Numbemccessl hdaritar ListI

Mermber of Nat member of

Mumber Status  |Mame Mumber |Name |
333 Login POP Development 444 FOP

Remove -> |

IEI ﬂMmutas IEI ﬂSeconds ¥ Inter Call Delay |15 iISeconds

PFrint Appleta.. ak. | Cancel | Apply | Help |

Figure 39. Extension view of Workgroup window, Extension Configuration

Adding or Removing Workgroup Assignments

In the Extension view of the Workgroup window, assign workgroup(s) to
the selected physical or virtua extension by clicking the Workgroup pilot
number(s) in the Not Member list, then clicking the Add button to move
them to the Member list.

To removeworkgroup(s) assigned to an physical or virtual extension, click
the workgroup pilot number(s) in the Member list and click the Remove
button to move them to the Not Member list.

Setting Wrap Up Time

In the Extension View, you can set the Wrap Up Time for the selected
physical extension. This option doesn’t appear if you' reworking ona
virtual extension. Wrap up timeisa system delay before routing the next
call to the extension, and it gives the member time to finish up with notes,
prepare for the next call, or log out of the workgroup.

To give the extension wrap up time, check the Allow Wrap Up Timebox
and use the drop-down liststo sel ect the minutes and seconds for the delay.
Y ou can set awrap up delay of up to 29 minutes, 59 seconds.
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Setting InterCall Delay

Like Wrap Up time, InterCall Delay can create time before the next call
comesin. It can be set for any extension.

If the system is delaying the next call to auser extension based on the Wrap
Up Time setting, the InterCall Delay setting is ignored.

However, if Wrap Up Time does not apply—for example, if it is de-
selected—then InterCall Delay acts asfollows:

e If theextension user hangs up and there are callerswaiting in an
extension or workgroup queue, thering is delayed for the number of
seconds specified in the InterCall Delay setting.

e If theextension user hangs up, there is no one waiting in aqueue and
acall comesinwithintheInterCall Delay period, the call isput through
immediately, the InterCall Delay period isignored.

To givethe extension InterCall Delay time, check thel nter Call Delay box
and use the drop-down liststo select the seconds for the delay. The default
is 15 seconds.
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Setting up Station Speed Dialing

For each physical extension, but not for workgroups or virtual extensions,
you can set up to 20 station speed dial numbers. The numbers available are
from 00 — 19, used following the extension speed dial access code, #77.

Towork with Speed Dialing settings, select the extension number you want
to work with from the list in the Extension Configuration General window,
then click the Station Speed tab. Here’'san example:

Extension Configuration -- 100 5[

Ganerall wiokgroup  Station Speed IMaiIbox Satling' Not\f\calion' Hestrictionl Answaringl One Numbemccessl hdaritar ListI

— Speed Dialing

Station |0 Number
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PFrint Appleta.. ak. | Cancel | Apply | Help |

Figure 40. Station Speed Dialing window, Extension Configuration
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Editing Speed Dial Entries

To add or edit an entry, double-click the Station | D number you want to
work with, or select the number and click Edit. A dialog box appears:

Speed dial configuration 5'

Wwhen entering speed dial numbers, please include
all neceszany digits [such as trunk access code, long
distance prefix and area code] that you would dial
when manually dialing the number. e.g.
914155551212)

oK I Cancel |

Typein the full number as you would dia it, with amaximum of 20 digits
per entry. For example, the phone number 914085551212 comprises of 9
(trunk access code), 1 (long distance prefix), followed by 408 (area code),
and finally the seven digit telephone number.

Valid digitsinclude0 through 9, #, *, and (,) comma. The comma
representsa one (1) second pause.

> You can use Apply to... to apply speed dialing numbers to
one, some, or al physical extensions. See page 86 for more

information on using Apply to....
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Setting the Mailbox Options

The Mailbox Settings define how voice messages are handled for an
extension: whether the mailbox isinformation only or isfull-featured, how
messages are announced and processed, and how much capacity is all otted
to message storage.

To work with mailbox settings, select the extension number you want to
work with from thelist in the Extension Configuration Genera window,
then click the M ailbox Setting tab to open the Mailbox Setting window.
Here's an example:

Extension Configuration — 110 5[

Ganerall Workgmupl Station Speed  Mailbax Setting INolilicationI Restriction | Answering | One Number Access | Maonitor ListI

[~ Enable Exchange Message Synchronization Q
m
— Dptiare 5 <
:h. —+
¥ Announce Message Sender before Playback [{@) g
[~ &nnounce Time Stamp Before Plapback E [7)]
[V Carifim Callback Mumber Q:JP o
o =)
[~ Enable Distinctive Call\waiting Tone S
r— Capacih
Max Mumber of Messages I'IDD :I
Mailhox Size |5U :I MB

Max Message Length |5 ﬁrmn
Fietention Length of 5 aved IBU ﬁday[s]

PFrint Applyto... | oK I Cancel | Apoply Help

Figure41. Mailbox Setting window, Extension Configuration

You can use Apply to... to apply mailbox settingsto one,
@3 some, or all extensions. See page 86 for more information on

using Apply to....

Setting an Information-Only Mailbox

Y ou can select the I nfor mation Only Mailbox check box to set virtual or
physical extension mailboxesto Information Only, then click Apply or
Apply to... to set one or more extension mailboxes.
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An Information Only mailbox allows callersto listen to customized
recorded announcements but does not provide taking messages from the
caller. To repeat the message, callers are instructed to press the # key.

Y ou cannot set aworkgroup pilot number mailbox to I nformation Only.

Synchronizing with Exchange Server

If your system is set up to synchronize with an Exchange Server, you can
select this check box to enable synchronization for voice mails. See
“Setting E-mail Messaging Options’ on page 38, and “ Setting up an
Exchange Server” on page 168.

Setting Mailbox Playback Options

Y ou can use the following checkboxesto turn on or off optionsfor listening
to playback of recorded messages. These optionsapply to both new
messages and saved messages, and they can be applied to multiple
extensions using Apply to....

e Announce Message Sender Befor e Playback—Selected, the user
hears the name of the message sender (internal sender only) before
listening to recorded AltiMail messages.

e Announce Time Stamp Befor e Playback—Selected, the user hears
the timestamp (time and date) of each message before playback.

e Confirm Callback Number—Selected, the system confirms the
accuracy of the caller’s number.

« EnableDistinctive Call Waiting Tone—Selected, the user hears
three different call waiting tone cadences to distinguish between
internal, external, and operator calls (see page 23).

Setting Mailbox Capacities
Y ou can set various mailbox capacities with the following options:

e Max Number of M essages—the maximum number of messages
stored in the user’ s mailbox. The rangeis 1 — 999, defaulting to 100.

¢ Mailbox Size—themailbox sizein MBs of stored messages. Therange
is1—500 MB, with adefault of 50.

¢ Max Message L ength—the maximum length of voice messagesin
minutes. The rangeis 1 — 30 minutes, with adefault 5 minutes.
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¢ Retention Length of Saved M essages—the number of days saved
messages are archived by the system. Therangeis 1 — 90 days, with a
default of 60.

These options can be applied to multiple extensionsusing Apply to....
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Setting Message Notification Options

The Notification tab of Extension Configuration provides for setting
notification options on new incoming email as well asvoice messages.

Towork with notification settings, select the extension number from thelist
in the Extension Configuration General window, then click the
Notification tab to open the Notification window. Here' s an example:

Extension Configuration -- 107 5[

Ganerall Workgmupl Station Spead' Mailbox Setting  Motification I Hestrictionl Answaringl Orne Mumber Accessl hdaritar ListI

~ Meseage Motification

" Mone

' Urgent Voice Messages Only
& Elloice Messanes

" AllYoice Messages and E-Mails

— Matification or Reminder Message by Calling a
¢ Phone 1 Pager ( Extension IAny 'l

Far Phone and Pager options, choose the trunk access code from the drop
down ligt, and enter the number in the edit box [e.g. 9" 14155851 212")

— Send Notification or Reminder Meszag;

Cils ﬂ Seconds after Dialing
& 0 ﬂ Seconds after Answered

= Schedul

@ NorBusiness Hours
© Fom [12002M = To [l2008M =
Ay Time

PFrint Applyta .. ak. I Cancel | Apply Help

Figure42. Notification window, Extension Configuration

Individual users can also configure M essage Notification within AltiMail.
> You can use Apply to... to apply notification settings to one,
some, or all extensions. See page 86 for more information on
using Apply to....
Setting the Message Types for Notification

Select the types of messages for which the extension user is notified:

* None—selected, the user is not notified with acall regarding newly
received messages. Selecting this option does not prevent the user
from getting message waiting indicators or stutter dial tone when new
messages are received.
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Urgent Voice Messages Only.

All Voice M essages.

All Voice M essages and E-mails.

Setting the Type of Notification

There are three options for sending the notification or reminder message:
phone, pager, or extension.

To use the Extension option, select the Extension radio button, then type
the extension number into the text box. For the Phone and Pager options,
first specify the trunk or route access code using the drop-down list next to
the Extension radio button. The Any option means to locate any available
trunk. Then typein the number with all relevant dialing prefixes other than
the trunk code, using a maximum of 80 digits.

Note also the following considerations:

Using the Phone option, see “ Outcall to Cellular or PCS Phone
Numbers” on page 107.

For the Pager option, the system call s the specified pager number and
then dialsthe system main number (as set in the System Configuration
Genera window), which isthen displayed on the user’s pager.

For the operator-assisted paging function, the operator phone number
and the pager number must be entered in the <phone

number >*<pager number> format. For example, if the phone
number to call the pager operator is 7654321 and the pager number to
page the user is 12345678, the naotification outcall number that needs
to beentered is 7654321* 12345678. When the pager operator answers
the Message Notification call, AltiServ announces the pager number
and the System Main Number (as configured on the General
window of System Configuration) which will be displayed on the
user’s pager. The operator is also given the option to repeat these
numbers by pressing ‘#'.

Outcall to Cellular or PCS Phone Numbers

When an outcall is made by the system (for One-Number-Access, Mes-
sage Notification, Boomerang, Call Forwarding, etc.) to acellular or PCS
phone, it may ring the phone once but not necessarily present the call and
make a connection. Thiswill happen if the ringback tone played by the
cellular service provider does not confirm to standard ringback tones. To
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Extension and Workgroup Configuration

work around this problem, instruct usersto append afew commas (,) to the
outcall (cellular) number when entering it. Each comma provides aone
second pause.

Setting Notification Timing

Y ou can set the type of delay detection and the duration (from 5 to 30
seconds) before the system sends the return phone number (the System
Main Number as set in the System Configuration General window) after
the system detects an answer when sending a notification:

e Secondsafter Dialing—thedelay (from 5to 30 seconds) after dialing
before the system sends the return phone number.

e Secondsafter Answer ed—the delay (from 5 to 30 seconds) after a
call is answered before the system sends the return phone number.

Setting Notification Business Hours

Y ou can choose one of three options for when the extension user isto be
notified of new messages:

¢ Non-Business Hours—noatification only during non-business hours.
Business hours are set in the System Configuration Business Hours
window (page 27).

e From/To—notification during aspecified time of day. Select the
hoursin the From and T o time scroll boxes.

e Any Time—notification at all times (every day).
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Configuring Calling Restrictions

Available restrictions on outgoing calls from extensions range from no
restrictionsto allowing internal callsonly.

System calling restrictions, discussed under “ Defining System Call
Restrictions’ on page 31, specify global restrictions for all extensions, and
you cannot override the system settings when you configure extensions.
Further, restrictions can be placed on out call routing calls, as discussed in
“Out Cdl Routing Configuration” on page 121.

To work with extension call restrictions, select the extension number you
want to work with from the list in the Extension Configuration General
window, then click the Restriction tab to open the Restriction window.
Here's an example:

Extension Configuration -- 100 : 5[

Ganerall Workgmupl Station Spead' Mailbox Setting | Matification  Restrictian IAnswaringI One Numbemccessl hdaritar ListI

= Dutcall R estriction:
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" Intemal Calls Only
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" Intemal and Local Calls Dnly
o il Inbemallocal Tl ANE Hestnel Tier Tals by llowing Ceran Prefies
1 Allow InternalLocal Calls AND Restrict Other Calls by Disallowing Certain Prefises

- Prefixes Alloved Frefires Dizallowed

Enter 1 + three-digit prefix numbers. [e.g. 1976) Emter 1 + three-digit prefiv numbers. (2.g. 1900]

i~ Other Call Restriction:

I Allow Calls to be Transferrad/Corferencad/Fonwarded to an Outside Number
[ Allow Off-Premise Mailbox User to Make or Fetun Call From Yoice Mail

PFrint Appleta.. ak. I Cancel | Apply Help

Figure 43. Redtriction window, Extension Configuration

You can use Apply to... to apply call restriction settings to
Gf? one, some, or all extensions. See page 86 for moreinformation

onusing Apply to....
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Setting Call Restriction Options

Y ou can use one of the following options in setting restrictions on an
extension or on multiple extensionsusing Apply to....

No Restrictions on Outcalls.
Internal Calls Only—extension-to-extension.

Internal and L ocal Calls Only—extension-to-extension and local
calsonly.

Allow Internal/Local CallsAND Restrict Other Callsby Allowing
Certain Prefixes—internal calls, local calls and prefixes you specify
inthe Prefixes Allowed boxes. Includeall relevant prefix numbers, for
example, starting with 1 + prefix.

Allow Internal/Local CallsAND Restrict Other Calls by
Disallowing Certain Prefixes—disallows calls to outside numbers
with prefixes you specify in the Pr efixes Disallowed boxes. Include
all relevant prefix numbers, for example, starting with 1 + prefix.

Setting Other Call Restrictions

You can alow or restrict two other types of calls by using the following
check boxes. Y ou must choose to enable these options—the default is set
to unselected.

Allowing these options may increase the potential for toll
fraud if they are not properly administered.

Allow Callsto be Transferred/Confer enced/Forwarded to an
Outside Number—selected, the extension user can transfer,
conference or forward calls to an outside telephone number.

Allow Off-Premise Mailbox User to Make or Return Call From
Voice M ail—selected, the extension user can make or return calls
from within voice mail (i.e. Zoomerang).
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Setting Answering Options

Answering optionsinclude forwarding, handing busy calls, handling no-
answers, workgroup call handling, and other options. Which options are
available depends on the type of extension. Workgroup pilots, virtual and
physical extensions each use somewhat different answering options.

You can use Apply to... to apply call restriction settings to
@ one, some, or all extensions. See page 86 for moreinformation

on using Apply to.... However, since the available options
vary with the type of extension, you can only apply the choicesto the same
type of extension.

For example, If you are working with the settings for avirtual extension,
you can use Apply to... to apply changes to one, some, or al virtual
extensions, but not to physical or workspace pilot numbers.

To work with extension answering options, select the extension number
from thelist inthe Extension Configuration General window, then click the
Answering tab to open the Answering window. Here's an example of the
window with aworkgroup view.:

Extension Configuration -- 444 5[

Ganerall Workgmupl Station Spead' b ailbaw Satling' Not\f\calion' Restriction Answering | One Numbemccessl hdaritar ListI

r— Fonward All Call = D izt Distur
I Enable Forvard i | = I Enable Do Nt Disturhs
Enabling Do Mot Disturb will take eallers to
I VI I Busy Handling without ringing the extension,
r— Buszy Call Handling Mo énswer Call Handling
¥ Enable Busy Call Handling ¥ Enable No Ansvwer Handling
© Forward to Extersion [ 100 - € Fonward to Estension IWDD 'I
@ Forward to Workgroup Voice Mai " Forward to Workgroup Vaice Mail

" Forward to Member Yoice Mail

" Place Caller i
ace Caller in Cueue " Forward to Nest Warkgroup Member

" Forward to Auto Atendant  Forward to Auto Atterdant
I = h i
- I™ Enable One Humber Aocess
[ Calli/aiting ™ Enable RNA Member futa Log Out
I | Enable Single Call 4/ ating (=Humber of Rings Before Handling
I™ | Enatle Multiple Cal W aiting |4 j
—Workgroup Handling —Service Level Threshold
@ Ring First Available Member =
g ED =l

 Automatic Call Distribution
" Ring Longest |die Member
" Ring All Available Member

PFrint Appleta.. ak. I Cancel | Apply | Help |

Figure 44. Answering window (Workshop View), Extension Configuration

Each call that's queued longer than thiz value, will lawer
the service level in the workaroup performance statistics
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Forwarding All Calls
Call Forwarding is availableto al three types of extensions.

Thisisthe Call Forwarding feature that is also accessible by the extension
user by dialing #36.

A 1-Hop Limit to Call Forwarding

Thereisa“1-hop” limit to call forwarding. For example, ext. 101 forwards
to ext. 102, and Ext. 102 forwardsto ext. 103. A call to ext. 101 will ring
ext.102 but will not re-forward to ext. 103 because of the 1-hop limit.
Instead, if ext.102 does not answer, the call is sent to ext.101’s voice mail.

To enable call forwarding, select theEnable Call Forward to check box,
then, using thedrop-down list, indicate the forwarding destination. Y ou can
use Apply to... to act on multiple extensions, with the restrictions
discussed on the previous page. The forwarding options are as follows:

e ToVoice Mail

e ToanAuto Attendant—select the Auto Attendant number to usein
the drop-down list under the option. Auto Attendant settings are
established in Auto Attendant Select... on the M anagement menu.

e Toan Extension—select an extension from the drop-down list.

¢ ToanOutside Number—thisoptionisavailableif itisalowed inthe
Other Call Restrictions option in the Restriction window, as
discussed on page 110. Also, please see “ Outcall to Cellular or PCS
Phone Numbers” on page 107.

If you choose Outside Number, select atrunk or route access code to
usein the small drop down list on the left, and type in the full prefix
and phone number.

e TotheOperator.

e ToaPaging Trunk—forwarding to a pager is available for virtual
extensionsonly. Select thetrunk to usein the drop down list. The trunk
must have been configured as apaging trunk in Trunk
Configuration... of the Management menu.

Forwarding callsto a pager is possible but not recommended since
callerswill only hear what is heard when calling a pager and will not
know to enter areturn phone number unlessinstructed.
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Handling Busy Calls

Y ou have several optionsfor handling callswhilethe extensionisbusy, and
again, the options vary depending on the extension type. If you do not
enable busy call handling, the caller simply hears abusy signal.

To enable the options, select the Enable Busy Call Handling check box,
then select from the following options:

¢ Forward to Extension—Select an extension number in the
drop-down list. See“A 1-Hop Limit to Call Forwarding” on page 112.

e ForwardtoVoiceMail.

e PlaceCaller in Queue—for workgroup numbers and extensionswith
Multiple Call Waiting, discussed in the next subsection.

e Forward to Auto Attendant—use the drop-down list to select an
Auto Attendant to which to route the call. Auto Attendant settings are
established in Auto Attendant Select... on the Management menu.

Setting Call Waiting Options

Call waiting options are available only if the Enable Busy Call Handling
check box has been selected, and this option is not available to workgroup
pilot numbers. However, the workgroup pilot number does use the Place
Caller in Queue option discussed in the preceding subsection.

« EnableSingle Call Waiting—sets up single call waiting. Thisfeature
gives an aert tone (audio beep) to indicate that acall is waiting.

« Enable Multiple Call Waiting—enables a*“ persona queue” of
multiple callswaiting. Y ou must also select the Place Caller In
Queue option under Busy Call Handling to enable this option. This
alowstheuser to transfer or park the current call before picking up the
next call in queue.

Enabling “Do Not Disturb”

Thisisnot available for workgroup pilot numbers. Select theDo Not
Disturb checkbox option to send al calls for the selected extension(s) to
the extension’ svoice mail. Thisfeatureisalso accessible by the user at the
user’s station by dialing #33. Note that this overrides any One Number
Access settings for the extension.
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Handling Unanswered Calls

TheNo Answer Call Handling provide optionsfor handling callswhen no
one answers the extension within a specified number of rings.

Except for Enabling One Number Access, these options are not available
to virtual extensions. The options are somewhat different in the physical
and workgroup extensions of the window.

To enable these options, select Enable No Answer Handling box.

Usethe Number of Rings Before Handling scroll box to select anumber
between 2 and 20 for thetimes the telephonerings beforethe call ishandled
by the system.

Select one of the following options for no answer cal handling:

« Forward to Extension—Select an extension number in the
drop-down list. See“A 1-Hop Limit to Call Forwarding” on page 112.

e Forward to Voice Mail (physical extensions only)
e Forward to Workgroup Voice Mail (workgroup extensions only)

e Forward to Member Voice Mail (workgroup extensions only)—
forwardsthe call to the voice mail for the extension that didn’'t answer
thecall.

e Forward to Next Workgroup Member (workgroup extensions only)

e Forward to Auto Attendant—use the drop-down list to select an
Auto Attendant to which to route the call. Auto Attendant settings are
established in Auto Attendant Select... on the M anagement menu.

Enabling One Number Access

This check box option isavailableto all extension types, but with

qualifications:

e lItisavailableto physical extensionsonly whentheForward to Voice
Mail option is selected.

e Itisavailableto workgroup pilot numbers when the Forward to
Workgroup Voice Mail, Forward to Member Voice Mail, or
Forward to Next Workgroup Member is selected.

e |tisnot available when Forward to Auto Attendant or Forward to
Extension is selected.
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Enabling RNA Log Out

This“Ring No Answer” check box option is avail able only to workgroups,
and only when Enable No Answer Handling is selected. When a
workgroup member's extension isrung and thereis no answer, that member
extension is automatically logged out of the workgroup.

Setting Workgroup Handling

For workgroups pilot numbers, the Extension Configuration Answering
window lets you set the handling of normal inbound calls: how to route the
incoming call to a extensions, using one of thefollowing options:

Ring First Available Member—first available extensionin a
workgroup. For example, if there are three member extensionsin a
workgroup, the call isalways sent to the first member configured inthe
workgroup. If thismember is busy, the call goesto the second member
configured and so forth.

Automatic Call Distribution—around-robin method that attemptsto
evenly distribute calls among the workgroup members. This method
sends the call to the next member configured in the workgroup
(regardless of whether the previous member is busy or not).

Ring Longest I dle M ember—the agent who has been off the phone
the longest.

Ring All Available M embers—all extensionsin aworkgroup.

Setting a Service Level Threshold

For workgroup numbers only, you can use the Service L evel Threshold
scroll box to select the length of timein secondsthat acall can bein queue
before the call is logged in workgroup performance statistics as having
exceeded the allowable service level limits. Y ou can set the value to any
number to between 1 — 1200 seconds.
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Configuring One Number Access

One Number Access (ONA) alowsyou to identify specified callersto be
connected to the user without having to dial more than one number. The
system searchesfor the caller and, if amatch isfound, searchesfor the user
through specified forwarding numbers and connectsthe call if possible. If
the system is unable to connect the call, it issent to the extension user’s

voice mail.

Optionsin the window are disabled unless One Number Access

has been enabled as a No Answer option in the Answering

window as discussed on page 114. Furthermore, if the Enable
Do Not Disturb option is selected in the Answering window, the call is
forwarded to voice mail regardless of ONA settings.

To configure ONA, select the extension number from the list in the

Extension Configuration General window, then click the One Number

Access tab. Here' s an example of the One Number Access window:

Extension Configuration -- 107
Ganerall Workgmupl Station Spead' b ailbaw Satling' Not\f\calion' Hestrictionl Answering  One Number Access IMonitor ListI
— Option r~ Schedul
€ Disatle I~ Schedued  From: [1200PMx| 7o [01:30FM x|
o =

" Enabled during business hours only
" Enabled during non-business hours only

" Enabled based on the following schedules

I"|Schedde2  From [0230PM =] Te: [03:30PM =]

I~/ Sohedued  From: [0430FM ] 7o [oB00PM =]

[T Schedued  From: [1Z00AM ~| Te: [12004M x|

~ Caller ID Verification

v Werify Caller 1D based on the following

— Forwarding Mumber

For outside numbers, choose the tunk access code from the
drop down ligt, and enter the number in the edit box
(e.g. 9" "14156551212"),

™ Fonwarding Mumber 1| &0y v”

¥ Extenzion £ Dutside number

™ Fonwarding Mumber 2 [ &0y '”

¥ Extenzion € Dutside number

™ Forwarding Mumber 3 [ &0y '”

(% Extension € Dutside number

I Fomwarding Mumber 4 |20y '”

% Extenzion € Dutside number

PFrint Applyta ..

ak. I Cancel | Apply | Help

Figure45. One Number Access window, Extension Configuration
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You can use Apply to... to apply some ONA settings to one,

some, or all extensions of the same type—physical to physical,

workgroup to workgroup, etc., but only if the extensions are
ONA enabled in the Answering window. See page 86 for moreinformation
onusing Apply to....

Enabling One Number Access

In the One Number Access window, you enable the function by selecting
one of the following options:

¢ Enabled at any time

e Enabled during business hours only

« Enabled during non-business hours only
« Enabled based on the following schedules

If you select this last option, Enabled based on the following schedules,
you can then select and set up to four different time periods—Schedules 1
through 4—using the From and To time drop-down lists.

After choosing any of the enabling options, you set theVerify Caller 1D
and Forwar ding choices, and these are discussed below.

>, You can also enable and set up One Number Access remotely
through AltiReach.

Disabling One Number Access

Y ou can disable ONA for the extension by clicking the Disable option.
Disabling accessin thiswindow does not destroy the data you might have
entered. For example, if you entered agroup of Caller IDsto useto identify
the caller, these will be available if you enable access at afuturetime.

Setting Caller ID Verification

Y ou can select theVerify Caller | D based on thefoll owing checkbox and
thentypein up to 10 phone numbersin thetext boxes. Whenever the system
detects acall from one of the numbers entered here during the selected
schedule, the system search for you by dialing the numbers configured in
the Forwarding Number fields.

> Caution! If ONA isenabled and no numbers are entered for
"- Caller 1D Verification, ONA isavailableto all callers.
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Caller ID verification entries should be complete phone numbers.

« Domesticlong distance should be the areacode + a seven digit
number.

e Local numbers should be the seven digit number aone.

Using a Password Verification

Y ou can aso enter arandom “password” number such as “5555” so that
any caller who knows this password can use ONA to find you, regardless
of wherethey arecalling from. Onceyou’ ve set thisup, you need to instruct
thecaller to dial 1 during your personal greeting then enter the “password”
to use ONA.

Specifying Forwarding Numbers

The Forwarding Numbersare used by the system to find you when ONA
isactive. You can set up to four different numbers.When ONA isactive, the
system dials the forwarding number(s) in the order from Forwarding
Number 1 through Forwarding Number 4. (The Forwarding Number order
does not correspond to the Schedul e order—Forward Number 4 isnot used
first during Schedule Number 4.)

Y ou can forward to another extension, or to an outside number. Y ou can
use an outside number only if the extension is set to allow for Transferred/
Conferenced/Forwar ded calls, an Other Call Restrictionsoption in the
Extension Configuration Restriction window.

When you use the outside number option, select atrunk or route access
code in the drop-down list and type in the phone number as it would be
diaded after keying the access code.
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Setting Monitor Lists

The M onitoring List window providesfor setting up lists of extensionsfor
which call processing events can be monitored by the user at a selected
extension. Once this monitoring list is established, the application logging
into an extension can receive AltiLink Plus events for the monitored
extensions. The monitored list is available in the AltiView monitor
selection pand. This function is availableto physical extensionsonly.

To set up amonitoring list, select the extension number to receive the
monitoring rights from the list in the Extension Configuration General
window, then click the Monitor List tab. Here' s an example window:.

Extension Configuration — 188 5[

Ganerall Workgmupl Station Speedl Mailbox Settingl Nolilicationl F\estriclion' Answering' One Mumber Access  Monitor List |

Monitor List Ionitor & ailable
Mumber INamE | MNumber |Name |
101 Lydia Garza 100
198 102 Jarig Richardson
103 Don Daviz

143

Remove >

Default

¥ Trunk Manitor Enable

PFrint Applyto... | oK | Cancel | Apply Help

Figure 46. Monitor List window, Extension Configuration
Configuring a Monitor List

To add membersto thelist, select the extensionsintheMonitor Available
list and click the Add button to movetheextensionsto the M onitor List.To
remove members, select the extensions in the M onitor List and click the
Remove button.

Select the Trunk Monitor Enable check box to allow monitoring of the
AltiLink Plus trunk events at the selected extension.

Click the Default button to return the settingsto the default—the extension
can monitor its own calls.
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CHAPTER 6

Out Call Routing Configuration

Out Call Routing Configuration alows you to define default routes for
outgoing calls as well as special routing for specific prefixes.

A route definition consists essentially of a name and a group of trunks,
listed in the order accessed for outgoing calls. Y ou can assign different
routing configurations—Iists of route definitions—to local, national,
international, and 911 outgoing calls. Accessto the call routing trunksisset
up through the System Configuration Numbering Plan, discussed
beginning on page 24.

If you intend to use Out Call Routing for 911 calls, see the note “ About
Call Routing and 911 Calls’ on pag €126.

Further, you can use the Out Call Routing Configuration window to create
and assign exceptions to the normal routes for particular dialing patterns.
That is, you can assign or restrict routing to specified dialing patterns.

About Restricting Outgoing Calls

Before using Out Call Routing to restrict outgoing calls, note that there are
three AltiWare functions dealing with restricting outgoing calls.

e TheDialing Pattern function, discussed in this section on page 127,
is used to set up blocks with specific exceptions. It also providesthe
ability to easily turn restrictions on or off.

e TheCall Restriction function of System Configuration, described
on“Defining System Call Restrictions’ on page 31, providesfor
setting up global blocks to outgoing calls and global parameters, such
astoll call prefixes, used for other restrictions.

e Outcall restriction by extension isdiscussed in “ Configuring Calling
Restrictions’ on page 109.

The globa restrictions established in the Call Restriction window take
precedence over Dialing Pattern settings. Y ou can't set allow caling a
number in the Diaing Pattern window if itisblocked inthe Call Restriction
window of System Configuration.
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Out Call Routing Configuration

Accessing Out Call Routing Configuration

To access Out Call Routing Configuration, select Out Call Routing
Configuration... on the Management Menu.

Working with Route Definitions

The Route Definition tab is the default view on the Out Call Routing
Configuration window. Here’'s an example of the window.

Out Call Routing Configuration : 5'
FRoute Definition | Dialing F'atteml Default Houtesl
r— Digit M anipulation
Index | Route Mame
plDeIete from Hea 'l
2 Tech Support 2 .
3 Tech Support 3 Mumber of Digits to Delete |-| vl
4 Sales 1 Irsert Digits Ig
] Sales 2
3 Sales 3 -
7 CED/COD rllnsert ta Head l Iﬂ
8 CEROACO0 bac Humber af Digits to Delete u
Inzert Digits I
Member Trunks MHat Member
Lacation | Type = Lacation | Type =
0o:02 LS 00:00 LS
00:03 LS 00:01 LS
000 T 016 T
add | peme | |ormr T < los W
.02 Ti 018 Ti
Route [ndex |1 01:03 T 01:19 T
01:04 T1 s | .20 T
005 T 021 T
Route Hame ITech Support 1 0106 T 0122 1 =
.07 Ti 0:23 Ti
.08 T 02:00 IP
01:09 T x 0z:01 P
<| | » <| | »
Up | Diown |

QK I Cancel | Apply Help

Figure 47. Route Definition, Out Call Routing Configuration
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Adding Route Definitions

To add aroute definition, click the Add button under the route definition
list. A dialog box appears:

i
Route [ndex IE
Foute Mame I
Ok I Cancel |

Figure 48. The Add an entry dialog box
Typein aname and index number:

¢ TheRoutel ndex determinesthe position of the definition in the index
list of the Route Definition window.

e The Route Name can be descriptive.
After adding theroute, you then defineit as described in the discussion that
follows.

Editing a Route Definition
To define aroute definition, select and highlight the route in the definition
list, make changes to the definition attributes, then click Apply.
Y ou can change the following attributes:
¢ Name
Y ou can change the name but not the index number.
« Digit Manipulation

For each route, you can insert extradigits or remove prefix digitsfrom
the number dialed by the user. The number sent to the trunk will then
have these digits added or removed.

— Insert to Head inserts a string of digits to the number beforeit is
sent to the trunk. Type the digits into theString to I nsert box.

— Delete from Head removes prefix digits from the number beforeit
is sent to the trunk. Select the number of digitsto removein the
Number of Digitsto Delete box.

e Member and Non Member Trunks
Use this to define the trunks and trunk order for the route.
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The Member Trunkslist displays the trunks assigned to the selected
route. The order in which member trunks are added determines the
order in which thetrunksare accessed. (i.e. thefirst trunk listed is used
first, the second trunk is used next, and so forth).

The Not Member list displays the trunks, along with trunk location
and type, that are not assigned to the selected route.

To add trunksto aroute definition group, highlight the trunks you wish
to add in the Non Member list, then click the left arrow to move the
trunks to the M ember Trunkslist. Similarly you can move trunksto
the Non Member list to remove them from the definition.

Usethe Up and Down buttonsto set the order in which the trunks are
accessed. Highlight the member trunk you wish to move, then click Up
or Down to place thetrunk in the desired position.

Deleting a Definition

To delete aroute definition, highlight definition you want to delete in the
route definition list, then click the Delete button beneath the list.
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Setting Default Routes

The Default Routes function allows you to create default routes for four
types of outgoing calls: local, long distance, international, and 911.The
default routes are used for al Out Call Routing dialing except for special
routing defined on the Dialing Pattern window described later in this
chapter.

Click the Default Routestab in the Out Call Routing Configuration
window to display the Default Routeswindow. Here's an example:

Out Call Routing Configuration
Route Definition | Digling Pattern  Default Patem l

Local Route International Route
1. | 2 Local Callg j 1 | 4: International Calls j
2 [oma = 2 | oA =]
S I = S =
N I =l a [ ona 5]
N T -l 5 | oA 5
S I = B | DA =
r r

| [ | |
Long Distance Route 911 Route
1. | 3 LongDistCalls = 1 R
2 [ oA [ 2
3 | oA =l 3 [ o 5]
4 [owa = 4 | ona =]
N I = N =
N =l B | oA 5]
-

| =

’T‘ Cancel | Apply ‘ Help |

Figure 49. Default Routes, Out Call Routing Configuration

For each of thefour types of calls, you can use the drop-down liststo select
up to six route definitions. The order you set, from 1 to 6, is the order used
by the system when placing the call.
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About Call Routing and 911 Calls

If you use Call Routing for 911, make surethat the default 911
G:? route is configured to the route that can accept 911 calling

capability. Failing to do so may cause 911 direct dialing
failure. You can leave 911 default not configured, in which case you need
to let al extension users know that they need to dial 9+911 to call 911. It
might beagoodideato havethem sign a911 dialing disclaimer which state
that they understand and accept the 9+911 configuration.
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Setting Dialing Pattern Routing

Y ou can use the Dialing Pattern window to create or disallow routing for
specific dialing patterns.

Asnoted in the discussion on page 121, there are three AltiWare functions
to restrict outcalls, of which the Call Restriction setup of System
Configuration takes precedence.

The Dialing Pattern window provides for setting up blocks with specific
exceptions. For example, you could use thistab window to block calls that
begin with 767, but to accept and route callsto 767-2676 by disalowing a
“767" entry while setting up and providing routing for a separate “767-
2676” entry.

Click the Dialing Patter n tab on the Out Call Routing Configuration
window to display a Dialing Pattern window.

Y
Fioute Definition  Dialing Pattem | Drefault Houtesl
2
Prefi Length
I‘H‘ ™ Disallow this dialing pattem —
510 7 8
E50 7 — Prefix and Digit Length =
9258 7 o
Prefin  [408 o
e
Pattern length including prefix I? Vl =
=}
«
= SlF Sever
I~ | SIF redirect sewver I j
— Route Priarity
1T ona i
2 | onm 4
3 [ one =l
L T 4
I i
B | DN 4
Add Delete |
QK I Cancel | Apply | Help |

Figure 50. Dialing Pattern, Out Call Routing Configuration
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Adding a Dialing Pattern Definition
1. Click Add to open the Add an entry dialog box.

Add an entry X

Prefis I

Pattern length including prefix I? 'l
] I Cancel |

2. TypeinaPrefix number, select thepattern length, then click OK.

The pattern length tells the system to wait for n number of digits
[C? to be dialed before executing the route or disallowing the call.

Selecting N/A createsa‘?’ symbol in place of number of the

digits, and this indicates an unspecified number of digits.

After aroute is added, you can edit to further defineit asdescribed in the
following discussion.

Editing a Dialing Pattern

To edit, or define, a pattern, select and highlight the route in the prefix list,
make changes to the attributes, then click Apply.

Y ou can change the following attributes:

* Prefix and Pattern length. If desired, you can change the prefix
number and pattern length for a prefix.

« Disallow thisdialing pattern check box. Select thisto block callsthat
match the dialing pattern.

¢ RoutePriority boxes. These specify the trunk route(s) and the order
of routes assigned to the prefix. Use the drop-down list to select the
desired route used when the selected diaing pattern isfound. Up to six
routes can be assigned, and they are accessed in order from 1-6.

Note: The SIP Redirect Server fields are reserved for future use.

Deleting a Pattern

To delete a pattern, highlight the one you want to delete in the prefix list,
then click Delete.
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CHAPTER 7

Auto Attendant Configuration

Auto Attendants perform simple call processing tasks such as transferring
callsto extensions to AltiMail or the operator, or giving information and
secondary options. It can also provide general information that is
frequently asked such ascompany address. Auto Attendantsallow multiple
incoming callsto be answered simultaneously. In acall-heavy environment
the Auto Attendant can greatly reduce the number of calls that need to be
handled by the operator. Callsthat do not require an operator’ s assistance
can be handled effectively and appropriately.

In AltiWare OE 4.0 and higher, the Auto Attendant can handle more
complex call processing tasks such as handling web-based calls (in addition
to PSTN calls).

It can also accept text or digitsinput by the user. For example, if the Auto
Attendant prompts the caller to enter an account number, the call and
associ ated data can be quickly forwarded to an agent’ sdesktop using athird
partly application.

Y ou can set up to 255 different Auto Attendants, each using al the number
keysaswell asthe* and # key and atimeout option. Each of the Auto
Attendants provides for expanding and nesting—a menu choice leading to
another menu—up to any number of levels.

Planning is Essential
Follow the steps below before you set up an Auto Attendant.

1. Beforeyou configure tasks for one or more Auto Attendants, you
should plan the entire setup. Decide how many optionsyou will provide
at each menu and how many menu levelsyou will use. Based on the
action choices in each menu, write down the appropriate prompts or
phrases that areto be played at each menu level.

2. Record phrasesfor each menulevel or usethe pre-recorded phrasesthat
are available to you. See“ Phrase Management” on page 137 for more
details on how to record custom phrases, use pre-recorded phrases and
use professionally recorded phrases.
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Auto Attendant Configuration

Example: Auto Attendant Planning

Auto Attendant I1D: 100, Phrase 10 Auto Attendant I1D: 110, Phrase 20
Main Menu for XYZ Office — 3 Express Support
Digit Meaning Action Digit Meaning Action
1 | Reserved for |Collect Extension 1 Installation | Call Extension
2 |Extensions [Collect Extension (Workgroup 350)
3 (noprompts) 1= e Extension 2 |Board Call Extension
4 | Express Expand Tree Support (Workgroup 360)
Support (No. 110) 3 |Version5 Call Extension
5 [Sales Expand Tree Support (Workgroup 370)
(No. 120) 4 | Version 6 Call Extension
6 | Technical Expand Tree Support (Workgroup 380)
Support (No. 130) 5
7 [Phone FAQs |Expand Tree 6
(No. 140) 7
8 8
9 9
0 | Operator To Operator 0 | Operator To Operator
* Repeat Menu | Repeat Level * Repeat Menu | Repeat Level
# # |Main Menu |GoTo Top Level
Planning is essential in organizing Auto Attendant 1D: 120, Phrase 30
an Auto Attendant menu structure  L—— 3 Sales
that makes sense. Planning aso Digit | Meaning Action
helps you to identify needsfor 1 |Hardware |Call Extension
custom prompts. (Workgroup 310)
Thissi ; 2 |Applications |Call Extension
issimple example, using sample
work formsfor each menu, showsa (Workgroup 320)
beginning structure: a main menu 8 | Check Order | GoTo Item 127
and two of the four expansions. Status (Collect Ord_er )
4 Other: Ques- | Call Extension
When callers are routed to tions, etc. | (Workgroup 311)
workgroup extensions, the 5
workgroups have their own call 5
handling settings for greetings, Z
update phrases, rulesfor sending to 8
voice mail, etc. 5
Timeout (not shown on forms): 0
after 7 secor_lds onfirst level, cal % Repeat Menu | Repeat Level
::igg?‘;telorb;n dengu(l)tt_ha level, go # | Main Menu |GoTo Top Level
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Adding Auto Attendants

Thefirst 16 Auto Attendants are provided by default with the menus blank.
Y ou can edit these as described under “ Editing Auto Attendants” beginning
on the next page. Y ou don’t need to add anew Auto Attendant if you're
going to use 16 or fewer.

9 To add an Auto Attendant beyond thefirst 16: Select Auto

Attendant Select... fromthe M anagement menu, or select Auto
Attendant Select from the Quick Access Toolbar.

Here's an example of the Auto Attendant Select window:

Auto Attendant Select x|

DL L Edit I
LCancel |

3

[Ea R RN R QI SNEPL Y

-
=

1A
12

13 =
< | ;l_l
Add Delete |

Figure 51. Auto Attendant Select window
Click the Add button to open a small Add Auto Attendant dialog box.

In that dialog box, select an 1D in the drop-down list and typein a
descriptive Name for Auto Attendant, then click OK.

After you add the Auto Attendant, you can edit it as described in the
remainder of this chapter.
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Auto Attendant Configuration

Editing Auto Attendants

To edit an Auto Attendant, select Auto Attendant Select... from the
M anagement menu, or select Auto Attendant Select from the Quick
Access Toolbar.

When the Auto Attendant Sel ect window appears, select an Auto Attendant
in thelist and click the Edit button.

This opens the Auto Attendant window with the Auto Attendant you
selected inthetitle bar. Inthis example, the Actions drop-down list is open
to show some of the available options.

Auto Attendant 13

[=)- 0 - expand tree

1- hio action Item IDE
- 2 - no action
3 " Item Name I
~+ 3 - ho actian
-4 - o action
5 - o action [~ Prompt ID :I
- - no action
- 7 - no aclion I™ Push URL I
- 8 - o action
-9+ no action Actions INu action j
0 - to operatar
- - repeat level Level - Expand Tree
< 4t - mail box access Level - Repeat Curent Level
Level - Goto Top Level
o T -repeat level Level - Goto Specified [tem
Call - To Ext. A arkgroup
Call - To Operator

Call - Dial by Name

Call - Collect Extension

Call - Directary Service

Call - Disconnect

WM - Record Message

W - Mailbox Access

Adv. - Spstemn Call Back
Adv. - Collect Digits

Adv. - Data Directed Fouting

[~ Hide Mo Action' ltems 0k I Cancel Apply

Figure52. Auto Attendant window

¢ Notethat you can usetheHide‘No Action’ Items check box to hide
items that are set to ‘no action.” This can give you acleaner view of
your various action items.
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Configuring Menu Items

For any menu item you want to use, you make an action assignment. If you
want the assignment to expand the menu to the next level, choose the
assignment, L evel — Expand Tree.

Tomakean assignment, select amenu item in themenu tree at the left, then
configureit using the entries at theright.

¢ Theltem—an informational display of the level and item you're
working with. The number gives the following information:

Digit .
" Meanin Example
Position g P
First Root level, On — root level. It Is followed by a digit
always O if a menu item on the menu is selected.
If it is not followed by a digit, there is
no expanded menu tree, only a single
prompt and a single action such as
routing to the operator.
Last Currently 06 — Menu item 6 is selected af the
Selected root level
menu item
Inside ltem & Level 058 — Menu ltem 5 at the root level is

expanded, and Menu ltem 8 is
selected on the expanded menu.

Thiskey is easier to read when you’ re a so viewing the expanding
menu treein the display at the left. To use alonger example: 09375
would mean that at theroot level (0), menu item 9 is expanded, and on
the expanded menu, item 3 is selected. In turnitem 3 is expanded and
on that expanded menu, item 7 is selected. Item 7 is selected and on
that expansion, item 8 is selected.

¢ Item Name—the name you wish to assign to the menu item.

AltiWare OE System Administration Manual 133

>
e
—
o
>
—
—
@
>
o
Q
>
—




Auto Attendant Configuration

Prompt—select the prompt number that isto be played for incoming
calls. Prompts are numbered in the range of 0 —300. The default
promptis 1, ageneric greeting. See* Using Pre-Recorded Prompts’ on
page 137 to seethe script of this prompt and other AltiGen-supplied
pre-recorded prompts. Discussions on using customized- and
professionally-recorded prompts follow the section on using the
AltiGen-supplied greetings.

Push URL —aURL associated with themenu item. When thisentry is
selected, theweb page and data i s pushed to the web client and the web
client browser displaysthe page. Typeaweb addressin the Push URL
text box if you wish to prompt a URL to the user.

Actions—the event triggered by the caller pressing the digit for the
menu item. This drop-down list contains the available actions, which

are asfollows:

Table 7-1. Auto Attendant Actions

Action

Description

No Action

An “invalid” message plays and the menu is
repeated.

Level - Expand Tree

Plays the prompt for the next menu level down.

Level - Repeat Cur-
rent Level

Repeats the current prompt.

Level - Goto Top
Level

Repeats the first prompt af the root level and returns
the options to the root level options.

Level - Goto
Specified ltem

Goes to selected menu item at any level. A drop-
down appears from which you select the item.

Call - To Ext./Work-
group

Goes to the extension or workgroup number you
select in the drop-down list that appears.

Call - To Operator

Routes the call to the operator

Call - Dial by Name

Prompts the caller to enter the name (last, then firsi)
of the person they wish to speak with and dials the
extension that matches the name. Callers may enter
just the first letter of the last name to hear a list of
all users with last names that begin with the letters
enfered.
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Table 7-1. Auto Attendant Actions

Action

Description

Call - Collect Exten-
sion

Call the extension entered by the user.

Call - Directory Ser-
vice

Lists the system users and their extensions to the
caller. For this to work properly, users need to
record their directory names.

Call - Disconnect

Disconnects the call.

VM - Record Mes-

sage

Records the caller’s message. A drop-down list
appears from which you select the extension to
which to route the voice message.

VM - Mailbox Access

Routes the call to the AltiMail voice mailbox after
successful login. This is normally assigned to the #
digit.

Adv. - System Call
Back

Calls the user at a remote location, only after the
caller logs in with extension and password. The
caller should enter @ 1 and the area code if it is a
long distance number or 011 and the country code
if it is an international number. You must be using a
Centrex system to use this feature.

Adv. - Collect Digits

See the discussion below, “Collecting Digits.”

Adv. - Data Directed
Routing

Prompts the caller to input digits or text and use the
data entry to route the call. This allows third party
applications to route incoming calls based on
caller information.

Collecting Digits
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When you select the Collect Digits action, the caller is prompted to enter
more digits. Once a minimum number of digits are entered, the system
proceedsto open asingleitem expansion of the Collect Digitsaction. Inthe
item tree at theleft, you can seea“ & -" appear asan expanded item action.

To use the Collect Digits action, proceed asfollows:
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1. Selecting the Collect Digit action, you first set the following additional
parameters:

Actions

Text Tag I
Min. Length I‘IB ﬂ Max. Length I‘IB j

PSTH Call Inter-Digit Timeout I? ﬂ seC
‘web Call Responze Timeout IEU ﬂ seC

Figure53. Collect digits
e Text Tag—aname for this set of options.
¢ Min. Length—the minimum length of digits to be collected.
¢ Max. Length—the maximum length of digits to be collected.

e PSTN Call Inter-Digit Timeout—the length of time the system
will wait between collecting of digits before timing out.

* Web Call Response Timeout—the length of time the system will
wait for digits after responding to a web-based call before timeout.

2. Nextclick the expanded & - menu item in the item tree and treat it as
anormal item—that is, you giveit a name, aprompt, apush URL if
appropriate, and an action to take.

Making Auto Attendant Assignments

Once the Auto Attendants are set up, you can use them in various in-call
routing situations—trunk configuration, answering for extensions or
workgroups, and so forth.

For example, for trunk /Auto Attendant assignments, see “In Call Routing
window, Trunk Configuration” on page 81. For extension or workgroup
assignments, see “ Setting Answering Options’ on page 111.
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Phrase Management

Y ou may want to record unique phrases to customize an Auto Attendant or
aworkgroup. When the system is configured to answer incoming calls by
the Auto Attendant, callers hear a customized greeting. For example:

“Thank you for calling ABC Company.

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

Press 2 for technical support,

Press 3 for accounts payable,

Press 0 to reach the operator,

To repeat this menu, press star (*).

An example of aworkgroup greeting phrase:

“Please hold; someone will be with you shortly.”

This section coversinformation using pre-recorded phrases, recording
custom phrases and using professionally recorded phrases.

Using Pre-Recorded Prompts

AltiWare provides ready-to-use pre-recorded phrases. Phrase 0001 is the
default Auto Attendant greeting at the root menu level. Phrases 0291
through 0297 are phrases used for workgroup queue prompts.

Phrase #

0001
(default)

0291
(default)

0292
0293

0294

Phrase

Thank you for calling. If you know the extension of the person
you wish to speak with, please enter it now. To reach the
operator, press 0 or simply stay on the line.
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Please hold; someone will be with you shortly. For your
convenience, you may leave amessageif you wish by pressing
the # key on your telephone and we will get right back to you.

Please hold; someone will be with you shortly.

We appreciate your cal and will be with you as quickly as
possible.

Thank you for your patience. We should be with you soon.
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Phrase # Phrase

0295 Thank you for your patience. We should be with you soon. For
your convenience, you may leave a message if you wish by
pressing the# key on your telephone and we will get right back
to you.

0296 We apologize for the extended delay, but our current call load is
abnormaly high. Remember, you may leave a message by
pressing the# key on your telephone and we will get right back
to you.

0297 You may still wait if you prefer, but we suggest you leave a
message by pressing the #key onyour telephoneand we will get
right back to you.

Recording Custom Phrases

When you create custom phrases, you should keep arecord of phrase
numbers and the corresponding phrases so that if a phrase needsto be
changed, the correct phrase number is readily available.

To record acustom phrase:

1. Loginfrom any telephone on the system with the system manager’s
extension and password.

This brings you to the AltiMail Main Menu.

Press 6 for the Phrase Management option.

Press 2 to record a phrase.

Enter afour-digit phrase number between 0001 and 0999.

Record the phrase after the tone. Press # at the end of the recording.

o o s w N

The system will replay the recorded phrase. Press# if the recording is
acceptable.

7. At thePhrase Management menu, press2 to record additional prompts
or star (*) to exit Phrase Management.
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Using Professionally Recorded Phrases

Recording studios such as Worldly Voices (see AltiGen’s Support Page at
http://www.altigen.com/support/home.html for moreinformation) provide
professionally recorded prompts as el ectronic filesthat can beinstalled and
used on AltiServ.

AltiGen provides a utility to convert these files into the proper AltiServ
format. Some recording studios provide the conversion service for an
additional fee. The converted file can then be used for Auto Attendant or
Workgroup setup.

Toinstall professionally recorded phrasesor prompts:

1. Assign aprompt number (between 0001 to 0999) to each prompt you
would like recorded.

N

Submit your prompt script and prompt number to the recording studio.

w

Instruct the recording studio to record promptsin either 8KHz or
11.025KHz mono in the WAVE format.

4. Ask the studio to convert the WAVE filg(s) into the proper AltiWare

format.

» If using Worldly Voices, this conversion is donefor you.

 If you are using astudio other than Worldly V oices, the conversion
utility isavailable on AltiGen’s Support Web site at http://
www.altigen.com/support/html/download_areahtml. This utility
allows you to convert an audio file recorded at either 8K Hz or
11.025KHz in the WAV E format to an AltiWare playable audio
file

5. The prompt should be saved in the following file name format:
« 0001.wav for phrase #0001
e 0002.wav for phrase #0002, etc.

6. Onceyoureceivethe promptsinthe AltiWareformat, placetheminthe
altiser viphrases\L angCustom directory on the AltiServ.

Y our prompts are how ready to be used in Auto Attendant or Workgroup
setup.
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Audio Periphera Configuration

CHAPTER 8

Additional Setup

The following areas are additional system featuresthat need to be
configured through the M anagement menu.

Audio Peripheral Configuration

The Audio Peripheral Configuration window, shown in Figure 54, is used
to set up:

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

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

Audio Peripheral Configuration x|

— Music/Recorded Announcement

[~ Enable Callers on Hold or in Queue to Listen to Music or Recorded Announcement
Card to Wwhich the Audio Equipment iz Attached I - l

[~ Play Prompt Before Placing the Caller in Queus

Fhrase Humber I-DD'I :ll

[” Play Update Prompt Every 20 Seconds
¥ =
Phrase Humkber, 0ol =

[euonippv

— Overhead Paging
T ing

Card to Which the Overhead Paging E quipment iz Attached ID 'I
ak I Cancel | Help I

Figure 54. Audio Peripheral Configuration window
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Configuring Music On Hold and Recorded Announcements

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

To configure music on hold, open the Audio Peripheral Configuration
window as discussed on the previous page. Select the check box, Enable
Callerson Hold or in Queueto Listen to Music or Recorded
Announcement. Then select the Quantum or Triton Analog Station board
number to which the audio equipment is attached.

Setting Greeting and Update Prompts

If you want to play aprompt before placing the caller into a hold queue,
select the Play Prompt Before... checkbox, then use the drop-down list to
select the prompt number you want to use for the greeting message.
Creating promptsis discussed in previous sections of this chapter.

Similarly, if youwant to play anupdate prompt every thirty seconds, select
the Play Update Prompt ... checkbox, then use the drop-down list to
select the prompt number you want to use for the greeting message.

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

1. Connect overhead paging equipment to a Quantum or Triton Analog
Station board audio out jack.

2. Accessthe Audio Peripheral Configuration window select Enable
Overhead Paging. Then use the drop-down list to select the Quantum or
Triton Analog Station board to which the overhead paging is attached.

MVIP Clock Configuration

TheMVIP Clock Configur ation optioninthe M anagement menu allows
you to manually set the master clock for the system. By default, the system
isset on“ Auto”, which meansthat the board providesthe most stable clock
reference (by the system’s own parameters) is automatically designated as
the master clock by which al other boards set their clock to.
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Figure 55 showsthe Clock Configuration dialog box which allowsthe
system administrator to automatically or manually choose the master
board.

MVIP Clock Configurati -:_;

Set MVIP Clock

& e [Boadz

™ Manual IBDald 2 'l
ok I Cancel |

Figure 55. Clock Configuration dialog box

By default, the setting of the clock configuration is set toAuto. This means
that the system automatically checksall the boards for the most stable clock
and designates that board as the master reference clock by which all other
boards reference their clocks.

It is recommended that you use the Auto setting. Do not select

Manual unless one of your digital spansis connected to

equipment other than the PSTN (your regular phone network).It
is aso recommended that you select the Auto setting if thereisonly one
T1/PRI board present in the system.

Y ou can select M anual to choose the board to serve asthe master clock for
the other boards in the system. Click on the arrow to scroll down through
thelist of boards. It is recommended that you select theM anual setting
when there are two or more T1/PRI boards present in the system

Feature Tips

Each time a user logs into AltiMail, the user will hear aFeature Tip,
helpful tipsand reminders of the most useful features for optimal use of
AltiServ. There are atotal of eleven tipsand adifferent tip is played each
time AltiMail is accessed. Another way to listen to Feature Tipsis by
pressing #55 on the telephone. Y ou can listen to just onetip at atime or
listen to al thetips at once.

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

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

1. Select Run from the Start menu and enter regedit to open the
Registry Editor.

Caution should be used when working with the Windows
Registry! Changing the registry can affect the configuration of
your system. AltiGen recommends making abackup copy of
the registry before making any changes.

2. Go to the following location:

\ HKEY LOCAL_MACHI NE\ SOFTWARE\ Al ti Gen
Communi cations, Inc.\AltiWre\

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

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

5. Open the System Configuration window of AltiWare and click OK
without making any changesin the datafields. It isnot necessary to re-
start AltiWare.

Y ou have completed disabling Feature Tips.
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Using Backup and Restore
CHAPTER 9

System Data M anagement

Using Backup and Restore

AltiWar e System Data M anagement providesfor backing up datato, and
restoring files from, a system hard disk drive or a network drive. This
option can only be accessed at the AltiServ system; itisnot available from
aremote AltiAdmin client.

Y ou can also access this feature by selecting the Altiware OE Backup
and Restor e Utility program from the AltiWare fol der accessible from the
Start menu.

To accessthe feature, click System Data M anagement on the Service
Menu. Here's an example of the window.

Altivare System Data Management o | m] LI
~ Action - Statu
[0K] [C:haltizerdbibackupl2yExt 333] shaltibackuphfivaltisersidbibackupO24Ext333] onB/1E 3 :l

[OK;

[C:haltizervhdbibackupD24E stddd]

[C:haltisersdbibackup02onitor 88
[C:haltiserstdbhbackup024OCRDefaul

[C:haltiservhdbibackupl2yona. ext333)
[C:haltizervhdbhbackupl2yona. extd44]

ltibackuphfritaltizersdbibackupl24Extddd] on 616 330:29
“altibackuptfritaltiservidbibackupl2itgcanfig) on 6416 3:30:29

[DK] [C:haltizerdbibackupl2hltgconfig]
BackL [OK] [C:haltisersAdbhbackupO024onitor] 00 c:\altibackuphfivaltizersAdbibackupD2iMonitor100] on 6/16 3:30:29
acktp [0K] [C:haltisersAdbhbackupO24onitor1 01 c:\altibackuphfivalisers\dbibackupD24Monitor101] on B/16 3:30:29
- [0K] [C:Aaltizersdbibackup02yhonitar102] chaltibackuphfritatisersidbibackupD2yMonitor 02] on B/16 3:30:29
‘ C altlsew\db\backu Manitari D \a\l\backu altlsew\db\backu 3 300
= [C \altlsew\db\backupUZ\MonltoﬂU? \a\l\backup\Fn\altlseN\db\backupUZ\MonltoﬂU?] an BB 9
Restare [OK] [C:haltisersAdbhbackupO24onitor 43 c:\altibackuphfivaltizerAdbibackupD2iMonitor149] on 6/16 3:30:29

chaltibackuphfivalisers\dbtbackupl024Monitor 88] on B/16 3:30:29

[DK] [C:haltizervhdbibackup02Y0CRAT rkLst0001] [z halibackuphribaltiservsdb\backup02YOCR Tk Lst0001] on 6416 33
[OK] [C:haltisers dbhbackupO2WOCRT rkLst0003] == [c:\alibackupbfibaltisers\db\backup0ZAOCRTkLst0003] on 616 3:3
[OK] [C:haltisersAdbhbackup02tona ext 100 c:\altibackuphfivaltizers\dbibackupD2ona ext100] on 6/16 3:30:29
[0K] [C:haltisersAdbhbackup02ona ext101 c:\altibackuphfivaliserAdbibackupD2iona ext101] on B/16 3:30:29
[OK] [C:halizervdbibackupl2iona.ext103] chaltibackuphfitaltisersidbibackupl2iona.ext103] on B/16 330:29
[DE] [C:haltizerhdbibackupl2yona. ext107] ‘altibackupifritaltizendbibackupl2iona.ext107] on 6/16 3:30:29

c:haltbackuphfitaliserdbibackupD2iona. ext333] on 6416 3:30:29
c:haltibackupsiihaliserdbibackup02iona.extd44] on /16 3:30:29

= [c:\alibackupihitaltisery\db\backupO02A\0CRDefaultTIb] on BA1E 3:30:
[z haltibackuptirisaliizerydbhbackupO2\OCRLst] on B/16 3:30:29
> [chalibackuphfritaltizersidbibackupl2WOCRTIB] on 616 330:29

[0K] [C:haltiservdbhbackupD 2 ReasanCade Thi] => [o-\alibackupfiitalisersdb\backupOZ\FeasonCodsTbl] on 6416 33 W
ﬂ [0K] [C:haltiserssdbibackupD2hsiprdconfi 5 [cohalibackuphfivalisers\db\backupD2isiprdconfig] on 6416 3:30:23 Q <
[0K] [C:halizerssdbibackupl2ySysConfZ] ==> [ci\altibackuphfitalizervidbibackupl2iSysConfZ] on BA16 3:30:29 N S wn
Exit 4 | B O D
«Q =
@
. . 30
Figure 56. System Data Management window o9
- 9
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Backing up Files

To backup filesimmediately:

1. Open the System Data Management window as described on the

preceding page, then select the Backup icon to view the Backup
Configuration dialog box.

Backup Configuration

— Componentg—————————— Backup To

¥ Configuration Files ISunda_l,J 'I

¥ Custom Phrases

Iu:: halibackuphaun

v Eutenzion Meszages

¥ Call Detailed RBecords

¥ SP Configuration Files

Cancel |

Figure 57. Backup Configuration dialog box

2.
3.

In the Components box, select the files you want to back up.

In the Backup To drop-down list, select the day of the week you want
to use as the starting date for back up files, or select Advanced.

Advanced means that you select the folder or drive to back up.
Selecting Advanced displays afolder icon. Click the folder icon to
pop up abrowse diaog box that lets you select the folder to backup.

When you click OK to close the dialog box, the selected drive or
directory isdisplayed in the box below the Backup To drop-down list.

Y ou cannot select Advanced to choose a directory and at
Gi? the same time select astarting day. Y ou need to use one or
the other for a particular backup operation.

Once you are satisfied with the selection of filesto back up, and with
the date and target location, click OK to start the backup. This closes
the dial og box.

In the AltiWare System Data Management window, the progress and
status of the file backup is displayed.
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Scheduling Backups

Y ou can set up automated backup on a schedule, and you can select the
days, the times, and the target drives and folders for the backup.

To set backup schedules:

1. Open the System Data Management window as described on the
preceding page, then select the Schedule icon to view the Backup
Schedules dialog box. Here' s an example:

—Day of the week Backup Selection
™ Mondsy |3_:|| - lf:ll o a [ etibackuptinon I™ Configuation Files
™ Tuesday |3_j hout lfj i a lc'\allihackun\tue I BrimmiEee
™ Exterion Messages
ety [ o [0 o @ J SR [~ Call Detailed Records
(T T W a [Eabackuph o S i e s

7 Fiiday [5H pous B i T [Erabackupii
I~ Saturday |3 jhuul lﬁﬂmin @ IC \altibackuphsat

™ Sunday |3 :II hour lfjlmm a Ic.\alllbackup\suﬂ

Cancel

Figure 58. Backup Schedules window
2. Set the options:

» Sdlect the checkbox for each day of the week you want run the
backup.

» For each day, usethe drop-down liststo specify the time. These
time settings use a 24-hour clock.

* You can accept the default target directories, or you can click the
Folder to open the Browsefor Folder to select the destination or
the backup files.

<
Y
=)
Y
Q
I}
3
©
5
=

rleq WalSAS

e Under Backup Selection, select the file components you want to
back up: Configuration files, Custom Phrases, Extension M essages,
Call Detail Records, and / or SP Configuration files.

3. Click the OK button.
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Restoring Backed up Files

To restore the backed up files:

1. Open the System Data Management window as described on the
preceding page, then select the Restore icon to view the Restore
Configuration dialog box. Here's an example:

Restore Configuration |

— Components———————————— Fiestore From

¥ Corfiguration Files ISunda_l,J 'l

W Custom Phrases

Ic:'\allibackup\sun

= Eutension Meszages

¥ Call Detailed Becords

= SF Configuration Files

Cancel |

Figure 59. Restore Configuration window
2. Under Components, select the file groups you want to restore.

3. Using the Restor e From drop-down list, elect the day you want to
restore from, or select Advance to choose the restore folder.

Clicking Advance displays afolder icon that you can click to open a
dialog box that allows you to select the directory you want to restore
from.

Selecting aday of theweek or manually choosing therestore directory,
the directory specification appears in the text box below the drop-
down list.

Note that the Components you select for restore must
C@j have been backed up into the directory you selected. For

example, if you didn’t back up Configuration fileson
Thursday, you won't be able to restore them from the Thursday
directory.

4. Click the OK button to start the restore process.
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System Summary Report
CHAPTER 10

System Report Management

AltiServ provides system management reports that contain information on
system configuration summary, traffic, systemlog, call detail summary and
I P cumulative traffic statistics.

System Summary Report

The System Summary report provides summary information on extensions,
trunks, and workgroups configured in the system.

To open the System Summary report window, select the Report
E menu from the Main Menu Bar and then select System Summary
from the drop-down list, or select the System Summary icon
from the Quick Access Toolbar.

System Summary ﬂ

— Extension

Extenzion | Lazt Mame | Firzt Mame | E -t ail Mame | Slat | Channel |
100 ext100 a 3

im Garza Lydia ext101 1] 4

102 Richardzon Janiz ext102 1] 9

103 D avis Con ext103 1] 7

1068 D avis Melanie ext106

107 ext107 x|

Tatal Mumber of Extensions : g

3

—workgroup Trunk

wiorkGroup | Last Name | First Mame I Members Location Access Code | -
333 FOP Dew... 106 o000 M
444 FOP 107 00 9
o002 9
9
9

00:03
0200

Total Mumber of “aorkgroups 2 Total Mumber of Trunks : 32

— Messaging Uzage

Extension | Mew Msg | Saved Msg | Frivate Msg | Reminder | Total Size[kE) | -
100 a a

1
102
103
106
107
149

Piint | ok [ hee |

cCoooooo
cCooooo
cCoooooo
cCooooo
cCooooo

Figure 60. System Summary window
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System Report Management

The system configuration summary data includes basic attributes on
Extensions, workgroups and workgroup members (click aworkgroup to
display the workgroup’s members), trunk location and access, and
messaging usage by extension.

Y ou can Print this report using the Print button.
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System Log

The System L og window displays information on system operating status.
Thiswindow is designed for use by system engineers and certified
personnel only.

Toview the System Log, select the Report menu from the Main Menu bar,
and then select System L og from the drop-down list, or select the System
L og iconfrom the Quick Access Toolbar. Y ou can aso view the system log
by running the L ogViewer .exe program in the \altiser viexe folder.

X
i~ Summar
Siot_[ Channel [ Time [ Code [ Fie [ Line | -l
a 10 SunJun 11 03:38:55 2000 20030040 linethread.cpp a1 |
1} 96 SurJun 17 03:38:56 2000 20030004 cardwaitevent.cpp 192
1 3 SunJun 11 03:38:55 2000 20030040 linethread.cpp &
1 B Sundun 11 09:38:55 2000 20030040 linethread.cpp a1
1 El SurrJun 11 03:38:56 2000 20030040 linethread cpp an
1 96 SunJun 11 03:38:56 2000 20030004 cardwaitevent.cpp 192
2 g Surrun 17 09:38:56 2000 20020040 linethread. cpp an
2 11 SurrJun 11 03:38:56 2000 20030040 linethread cpp an
2 23 SunJun 11 03:38:56 2000 20030040 linethread.cpp a1 LI

r~Additional Inf

[oooo [oonz  [oood  [ooos [ooos [ooos [oooc [oooe

ClarSystemlog | Disploy Archived Log |

Figure 61. System Log window

The Summary box displays information on each channel for each card.
Select achannel in the Summary box to see dataabout the channel in the
Comment areaand additional technical data in the Additional
Information box.

Click the Clear System L og button to clear the information in all the
windows.

Click the Display Archived Log / Display Current Log to toggle the view
between the current and the most recently cleared system log.
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System Report Management

IP Cumulative Traffic Statistics

To view areport of all cumulative IPtraffic, click AltiWare P Traffic
Statistics from the Reports menu. The I|P Cumulative Traffic Statistics
window displays the following IP trunk traffic information for all calls.

IP Cumulative Traffic Statistics x|

Statistic Last Reset:  06/16/2000 07:34:15

Intemet Address I Packets Sent | Packets Hecewedl Bytes Sent | Bytes Received | Packets Lost | A, Jitter

Reset Help

Figure 62. P Cumulative Traffic Statistics window

Thiswindow displays the following data:

Internet Address- displaysthe IP address or fully qualified DNS
name of the remote location.

Packets Sent - displays the number of voice packets sent to other
AltiServ systems over the public or private IP network

PacketsReceived - displaysthenumber of voice packetsreceived from
other AltiServ systems over the public or private |P network

Bytes Sent - displaysthetotal size (in bytes) of all voice packets sent
to other AltiServ systems over the public or private IP network

Bytes Received - displays the total size (in bytes) of al voice packets
received from other AltiServ systems over the public or private IP
network.

PacketsL ost - displaysthe number of voice packetsthat have been lost
due to prolonged delays, network congestion or routing failure.

Average Jitter - displays the average length of delay per voice packet
in milliseconds. This figure should stay under 100 milliseconds. A
higher figureindicates alonger average delay. Thisnumber can be used
to measure the quality of service on the network that connects the
source and destination sites.
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IP Cumulative Traffic Statistics

The difference between the IP Trunk Current Traffic Statisticswindow
and the |P Cumulative Traffic Statistics window (referred to in Chapter
3 of the Getting Started Manual) is that the former shows figures only for
theactivecall (Current Traffic) onaparticular IPtrunk of thelocal AltiServ
system while the other window shows figuresfor all calls combined
(Cumulative Traffic) to and from remote AltiServ locations.

Resetting Cumulative Statistics

You can reset the AltiWare | P Cumulative Traffic Statisticsby clicking
the Reset button. Also, this window automatically resetsal fieldsto O
when the AltiServ system is shut down and restarted. Statistics gathered
before the reset are not saved.
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Network Protocol and Addressing
CHAPTER 11

Data and Internet Integration

This chapter describes how to integrate AltiServ with the Internet and data
communications. It will cover the following areas:

e E-mall

e Mail forwarding

* Exchange integration
e AltiReach Setup

Network Protocol and Addressing

The AltiServ system integrates telephony functions with the LAN and
Internet to provide a state-of -the art communication facility with loca and
remote access to email mixed-media messaging.

Before you begin, you should be familiar with the following LAN and
Internet protocol and addressing information.

Network

A network is adistributed interconnection of multiple voice and data
communication devices utilizing network protocol softwareto
communicate and exchange information.

Protocol

A protocol isaset of rules and methods by which telephone equipment and
computers exchange information across a network. Networking software
generally implements multiple levels of protocolsin the process of
interconnecting two or more devices on the network and enabling them to
exchange information.
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Transport Protocols

Among thevarioustransport protocol savailable, AltiServ usesthe TCP/IP
transport protocoal.
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TCP/IP - Transmission Control Protocol/Internet Protocol (TCP/IP) isthe
protocol used on the Internet.

A protocol stack isacollection of actual protocol layers used to establish a
connection across the network that alows dissimilar network devicesto
exchange information.

SMTP/POP3

SMTP - Simple Mail Transfer Protocol. As seen by the client side of the
network, is an Internet email sending protocol software format.

POP3 - Post Office Protocol Version 3. As seen by the client side of the
network, POP3 isan Internet email retrieving protocol softwareformat that
allows usersto retrieve mail from its stored location.

IMAP4 - Internet Message Protocol Version 4. An enhanced version of
POP3 that, among other things, allowsthe user to view message headers of
each message before retrieving the compl ete message.

Network Address

A network addressisan identifier for anode, station, or unit of equipment
in anetwork. There are many methods of accessing the network, such as
email or Hyper Text Transport Protocol (HTTP), Gopher, etc.

AltiServ uses the email client/server access method.

A sample email client/server network address might look something like
the following example:

jsmith@earth.science.berkeley.edu

Thisaddresstellsthe routers and the Internet Service Provider (ISP) where
to deliver this message. Thisis an extended address. The addressis read
from the right to the left:

edu = first level domain
berkeley = second level domain
science = third level domain
earth = fourth level domain
@=at
jsmith = user name

Or it might be as simple (and short) as:
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altigen.com
com = first level domain name
altigen = second level domain name

Local Address

When you are sending messages among usersin aLAN, thelocal address
isused in place of the extended network address. Local addressing is used
in aperipheral node or station and is transformed to or from an extended
address for delivery purposes. Often, withinaLAN the domain is assumed
to be the local domain if no @domain is added to the address.

Mixed-Media Messaging

M essaging includes many options other than just text. Messages might
include al of the following types of information or any combination
thereof:

e Text - (includes word processing files, spreadsheets, database listing)
* Voice

+  Fax

* Video

If you include more than one attachment or mediatype in your email
messages (such as graphics, video or sound), you must employ a method
called MIME (Multipurpose Internet/Mail Extensions). MIME isa
technique designed to bundle attachments within individua email
messages.

When aMIME filewith attachments arrives at your workstation,
additional processing begins immediately. As the various attachments
arrive, the client or browser identifies these attachments by file type or by
description information in the attachment tag (as specified by theMIME
format). After the client or browser identifies afile, it can handlethe file
playback or display. Sometimes the client or browser itself handles
playback or display (including .GIF and .JPG files).

When other kinds of files show up and need special handling capabilities
(beyond the scope of most client/browsers), the client hands off thefilesto
other Helper Applications for playback or display. Helper Applications
are designed to read and process the filesand to present the file contents on
demand.
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AltiWare provides users with the ability to record a voice annotation and
attach it to an email mixed-media message. This voice recording must be
done before the user sends the email in order to send the voice annotation
as an attachment to the email. After the voice recording is complete, the
user can send the email. AltiWare then combinesthe voi ce message and the
email into asingle MIME message and sendsit to the recipient The ability
to send and receive MIME messages isincluded as part of AltiWare email
capabilities.

158 AltiWare OE System Administration Manual



Setting Up Email Service

Setting Up Email Service

There are some basic requirements that must be met in order to access
Mixed-Media Messaging using email over the AltiServ system.

Before You Begin

To set up email for the AltiServ system, you need to have the following
installed on the AltiServ:

* Windows NT network interface card installed and Windows NT
network capability enabled

¢ Network TCP/IPinstalled and configured

 Internet connection (if sending and receiving emails over the
internet)

* Multi-media stations/PCs as clients

Setting Up LAN and Internet Email on the Server

To set up the server side of the network, follow the steps below:

Step 1: Selecting Your ISP and IP Addresses

Y ou will need to obtain the following to setup Internet email:

1. SelectyourInternet ServiceProvider (ISP). Thereare numerous|SPs
to choose from. Thereis afee associated with these services. Please
contact an | SP that serves your areafor details.

2. Fromyour ISP

— ObtainaDomain Name Server (DNS) Addr ess. AltiServ address
should be added to the DNS database by your | SP.

— Select and give your ISP aunique Domain Name - each domain
must have a unique name associated with it, such asthe address for
AltiGen, which is“atigen.com”.

— Obtain aBlock of IP Addresses- and assign aunique | P addressto
each client on the LAN.

— Obtain the Subnet Mask - you will need to enter this address later
in the TCP/IP configuration setup for both the server and client
stations.
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Step 2: Setup the Router

Install the router on the LAN. Therouter isthe gateway to another LAN or
to the Internet.

1. Specify arouter that ison the same LAN asthe AltiServ server, such as
ISDN or T1.

2. Assign an IP address (one of the block of 1P addresses obtained from
the ISP to the router). This becomes the gateway router address.

Step 3: Configure TCP/IP Properties

Configure the TCP/IP protocol parameters.
1. Select the TCP/IP Protocol from the Installed Network Software.

Open the Control Panel and select the Network icon. Thiswill
display the Network Setting window, asillustrated in Figure 63. On
the Protocols tab, double click on TCP/IP Protocol from the drop-
down list box.
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Network EH
| dentification l Services | Protocols | Adapters | Bindings |

EJ Wwindows uzes the following information to identify pour

ez, computer on the netwark. Y'ou may change the name for
this computer and the workgroup or domain that it wil
appear in.

Computer M ame: |MELEIDY

Domain: |SMPHONY

Ok Cancel

Figure 63. Network Setting Window
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2. Display the TCP/IP Properties window to define TCP/I P parameters.

By double-clicking on the TCP/I P Protocol selection, you will
display the window shown in Figure 64, where you configure the IP
Address, Subnet Mask, and Default Gateway (router).

Microzoft TCP/IP Properties EE

IP Addiess | DNS | WiNG Address | DHCP Fielay | Routing|

An P addrezs can be automatically azsigned to this netwark. card
by a DHCF zerver. |f vour network does not have a DHCP server,
azk your network, adminiztratar for an addrezs, and then type it in
the space below.

Adapter:
I['I] 3Com Etherlink NI PCI Bus-Mazter ddapter [3C530] j

™ Ohbtain at [P address from a DHCP server

— % Specify an [P addiess

IP Address: | 205 221, 2 . 54

Subret b ask: | 255 . 285 . 255 . 0

Defaultﬁatewa}':l 05 .21, 2 01

Advanced... |
0K I Cancel | Apply |

Figure64. TCP/IP Configuration

e |P address - enter the assigned | P address (from the block of IP
addresses obtained from your 1SP) to the AltiServ.

e Subnet Mask - enter the Subnet Mask obtained from your 1SP.
» Default Gateway - enter the Email Gateway (the router address).
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3. Domain Name System - select the DNS tab at the top of the TCP/IP
Properties window, as shown in Figure 65. You must configurethe
DNStab if you want to exchange email through the I nternet.
Configure the following:

— Host Name - enter the name of the server (example: melody)
— Domain - enter the domain name (example: altigen.com)

— DNS Service Sear ch Order - enter the |Paddress of either your
own or your ISP's Domain Name Server.

— Select the OK button.

Microsoft TCP/IP Properties EHE

IP Address  DNS | WINS Address | DHCP Relay | Flouting|

Diomain Mame Sypztem [DMS)

Host Mame: Dromair:

I Ialtigen.com

— DMS Service Search Order

BT

[y |

Edi... Femaove
— Damain Suffis Search Order
i
[aard! |
s | | Es | REmee |

ak I Cahcel | Ao

=
—
@
«Q
—
Q
=
o
=)

Figure 65. DNS Configuration window
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4. Refer to Microsoft Windows NT configuration documentation to
complete the TCP/IP network setup.
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Step 4: Notify Your ISP of the Following:

1. Your AltiServ Host Name (host name of the server or server name) -
your AltiServ isthe server that actually receives the mail or messages.
For example, AltiGen has named its server “global_cti”. Thistells the
DNS to route all mail or messages for altigen.com to the global_cti
server.

2. Your AltiServ’s IP address - e.g. 200.133.204.2

Step 5: Configure Email in AltiWare Administrator

To configure the AltiServ for email service:

1. On the Management menu, select System Configuration... and the
click the M essaging tab to open the Messaging window:

System Configuration ]
General | Mumber Flan | Buziness Hours I Syztem Speed | Call Restriction | Call Reports

Messaging |Area Codes I IF Dizling T able I OIS I Tenantz I Diigtribution Listl Logout Reazon

— Meszage Motification
M aximumn Betry Count IE :I Retry Interval in Minutes |5 i’

— Mezzage tManagement Option:

V¥ Confim Message Deletion [V 'wiam E xpiration of Saved Messages

— Recording Option:
Minimum Fiecording ID i’ zecz) ¥ Pauze Detect Length |5 :I 100ms

— E-tail Mezzaging Option

[~ Enable SMTP/POP2 Service ¥ | Sllmwl rbound | Rtemetai
™ Synchronize “With Exchange Server

Exchanne Semvenfddiess I

ak I Cancel | Ly | Help

2. Configure the E-Mail M essaging Options at the bottom:

¢ Select the Enable SM TP/POP3 Service box to enable email and
Mixed-Media Messaging on the AltiServ system.
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» Sdectthe Allow Inbound Internet M ail box if AltiServ isthe only
mail server running on the system. If you are running another
SMTP server on the same system (such as Exchange) and you do
not want AltiServ to receive inbound Internet mail, you should
leave this box unchecked.

. Assign aunigque Email Name to extension users in theGeneral
window of Extension Configuration.

First, select the extension number (or select Add Extension and then
enter the extension number in thefield provided if thisis anew
extension). Then enter the email name in the E-mail Name data entry
field. Refer to Figure 34, “ General window, Extension Configuration,”
on page 87.

. Allocate the system storage capacity for extensions in the M ailbox
Setting window of Extension Configuration.

Each user’s needs may be different. The default is50 MB of storage,
which on the average, will give each user room for 100 messages.
Refer to “ Setting the Mailbox Options’ on page 103 for more details.
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Setting Up LAN and Internet Email on the Client
To set up the client side of the LAN:

1

Configure the following client TCP/I P Properties (see Figure 64 on
page 162):

— IP Address

— Subnet Mask

— Default Gateway

On the DNStab of TCP/IP Properties, enter the following (see Figure
65 on page 163):

— Host Name
— Domain
— DNS Service Search Order

Configure the following mail server parameters of the email client
application:

— Enter theMail Server (POP3) User Name. (Thisisthe samename
entered as the email name on the AltiServ General page of
Extension Configuration).

— Enter the Incoming Mail (POP3) Server address.
— Enter the Outgoing M ail (SMTP) Server address.
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Preferences
Appearance] Composition  Servers ] Identit_l,l] Drganization]
Wil
Dutgoing Mail [SMTPR) Server:

Incarming Mail [POP3] Server: |2DD.133.222.2

POP3 User Name: Jismith

I ail Directon: |D: “Program Files\MetscapesM avigator\Program

b aximum b essage Size: = Mone " Size: KB

Messages are copied from the server to the local disk, then:
' Removed from the server € Left on the server

Check. far Mail (v Ewven: 10 mitutes " Mever

Mews

News [MNTP] Server: |news

MNews BC Directony: |D:\ngram Filez\M etzcapehMavigator Programinews
Get: 100 Messages at a Time [Max 3500)

Ok | Cancel Help

Figure 66. Netscape Mail Server Setup

4. Set up helper applications and genera preferencesfor the email client
application (i.e. associates the WAV files with sound recorder
application).

LAN and Internet email setup iscomplete.
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Setting up an Exchange Server

This section providesyou with step-by-step instructionsto configure the
Exchange I ntegration feature in AltiWare OE.

Inthe examplethat follows, the AltiServ systemiscalled TELESY STEM,
and the Exchange Server is caled MAIL SERVER, and both systems
belong to the NT domain called ALTICHINA.

ElAssist Aids Exchange Server Integration

AltiWare Exchange Integration Assistant (El Assist) is designed to
help customers synchronize AltiWare messaging services with
Microsoft Exchange Server. Basic functions include:

e Retrieving relevant configuration information from Altiserv.

*  Viewing and configuring Altiserv messaging and messaging
services.

e Adding and editing physical extensionsin Altiserv.

e Modifying Altiserv extension user names as needed for
synchronization with Exchange Server.

* Retrieving mailbox information from Microsoft Exchange
Server.

e Associating Altiserv extension users with Exchange mailboxes,
and associating Exchange mailboxes with Altiserv extensions.

e Checking the Microsoft Exchange messaging system.
* Viewing and modifying Microsoft Exchange services.

El Assist should run on WindowsNT 4.0 (or higher). It connectswith
Altiserv via DCOM. In Windows NT 4.0, DCOM isa default
function. EIAssist connects with Microsoft Exchange Server via
MAPI. For it to work, make sure your computer hasinstalled
Microsoft messaging system. Installing Outlook from Microsoft
Office 97 makes the messaging system available.

If EIAssist isnot already installed and available, you can install
ElAssist by TBD. UsetheHelp menu if you have questions on using
this utility application.
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Prerequisites

Itisassumed that you already have prepared two NT servers—one with the
AltiWare OE software and the other with Exchange Server software.

On the AltiServ System

Y ou need to have Windows NT 4.0 with Service Pack 6a or higher. Check
the version of NT by clicking the Start button, select Run, and type
winver inthe Run dialog box.

Thisaction should bring up a About Windows NT dialog box that displays
the version of NT running on your system. It should say Version 4.0
(Build 1381: Service Pack 6)....Revised Service Pack 6a.

If you have an older version of NT, upgradeto the latest version. Check
http://www.micr osoft.com/ntserver to get the latest service pack for
Windows NT.

The AltiWare OE software version should be OE 3.5 or higher. Check the
version of OE software by selecting About fromthe Help menu of
AltiWare Administrator. Theversiondisplayed should be AltiwWare OE 3.5
or higher. If you have an older version, contact AltiGen Technical Support
to find out how to upgrade to the latest version of AltiWare.

The AltiServ system and the Exchange server system must belong to the
sameNT domain. Y ou can check the domain to which your system belongs
by doing the following: On the AltiServ system, go to Start =»
Settings =» Control Panel =» Network. In the |dentification tab of the
Network dialog box, verify that you see two text boxes, Computer Name
and Domain. Note down the value in the Domain field.

Now, repeat the same steps on the Exchange server system and make sure
the domain names are the same.

AltiGen Services should be started with the user account
<Domainname>\AltiGen_<AltiserveSystemName>. For example,
ALTICHINA\AItiGen TELESYSTEM.
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To verify this, select Start =» Control Panel =» Services. A Windows

Services dialog box will be shown, asin this example.

AltilGen SMTP Service COM Server
AltiG itchi I

AltiGen TAPI Prosy Server

Startup Parameters:

Manual
Marual

Services
Service Status Startup
AltiGen BackUp / Restore Service Started t arial ;l
AltiGen Exchange Integration Service COM Serve b aral
Altigen Exteral Logger Server Dizabled J
Altigen Internal Logger Server Started Maral
AltiGen Keep Up Service Started b aral
AltiGen Mezzaging Service COM Server Started tanual
AltiGen POP3 Service COM Server Marual
b anual

Cloze:

Sitart
Stop

Eause

LELED

[Eontiue

Hiw Profiles...

i

Help

Figure 67. Windows Service window

Select AltiGen Switching Service COM Server from the control panel of
Altiserv. Highlight the AltiGen Switching Service Com Server and click
the Startup button. A Service startup options dialog box will popup:

Service

Service: AltiGen Switching Service COM Server

— Startup Type

" Automatici

DKI

" Manual Cancel |
" Disabled Help |
—Log On As:

" Syztem Account

[ d&llow Service to Interact with Desktop

¢ This &ccount: IALTIEHINA\-‘-\ItiGen_teIesy J

Pazsword: Ixxxxxxxxxxxxxx
Confirm [
Password:

Figure68. Service Startup options dialog box
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Complete the entriesin this dialog box as follows:

¢ Inthe Log On Asgroup, This Account should be checked and
<DomainName>\AltiGen_<ServerName> should be set as the
account. In thisexample, itisAL TICHINA\AItiGen_telesystem.
If thisis not the case, you need to re-install AltiWare while logged
in as adomain administrator with local administrator privileges.

* Repeat the previous step, but thistime, check the Log On As
account for AltiGen Exchange I ntegration Service COM Server.

On the Exchange Server

Check theversion of NT by clickingthe Start button, select Run, and type
winver inthe Run dialog box.

Y ou need to have Exchange Server 5.5 with Service Pack 3. Check the
version of Exchange Server by clicking the About button in the Exchange
Administrator.

Y ou should be able to ping the Exchange Server from AltiServ and vice
versa. From the AltiServ system, open aMS-DOS window, and type ping
<exchange server name> <Enter>.

For example, you will type ping mailserver. Y ou should see Reply from...
asthe response. If you see Request timed out, there is something wrong
with your network settings or connectivity. Similarly, ping the AltiServ
system from the Exchange server. For example, you will type ping
telesystem <Enter> from the command prompt in Exchange Server. Y ou
should get proper reply.
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Exchange Server Services Must be Started

Check that al Exchange Server Services have started by opening the
Control Panel and clicking the Servicesicon to view the Services window.

Services E I
Service Status Startup
Licenze Logging Service Started Lutomatic ;I
Messenger Started Autamatic Start |
Microzoft Exchange Directony Started Lutomatic
Microsoft Exchange Event Service Started Automatic J Stop |
Microzaft Exchange Infarmation Stare Started Autamatic
Microsoft Exchange Meszage Transfer figent Started Automatic &l
Microzaft Exchange System Attendant Started Autamatic Bt |
Met Logon Started Lutomatic —

Metwork DDE ranual Stattup.. |
Metwark DDE DSDM tanual hd ~

Hiw Profiles... |
Startup Parameters:
| Help |

Figure69. Exchange Server Services Window
Check the status of the following services to seeif they are started:
« Microsoft Exchange Directory
e Microsoft Exchange Event Service
« Microsoft Exchange Information Store
« Microsoft Exchange Message Transfer Agent
« Microsoft Exchange System Attendant

If any of these servicesis not started, select it and click the Start button in
the Services window to start it. If can not be started, please contact
Microsoft technical support.

Exchange Server Configuration

Now that we have verified that the Alti Serv and the Exchange Server
systems are properly installed, we can start configuring the two systemsto
enable the Exchange Integration feature. In this section, we describe the
configurations to be performed in the Exchange Server.

For testing purposes, create an Exchange mailbox for NT account
<Domain>\AltiGen_<AltiservSystemName> (e.g.
ALTICHINA\AItiGen_TELESYSTEM)
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Open the Exchange Administrator on the Exchange Server. (Open
Microsoft Exchange Administrator and do the following:

1. Select New Mailbox from the File menu.

2. Input amailbox name, for example, first name AltiGen, last name
Assigt, display name AltiGen Assist and dias name AltiGenA.

3. Click thePrimary Windows NT Account button and in the dialog
box, select <Domain>\AltiGen_<AltiservSystemName> (e.g.
AltiGen_telesystem). After setting the primary NT account, your
dialog box should look the example that follows. Click the Apply
button to create the mailbox.

Altigen Assist Froperties

Drelivery Restrictions I Deelivery Options I Pratocols I Custom Attributes I Limits I Advanced
General | Organization I Phone/Motes | Distribution Lists I E-mail Addresses

Altigen Agsist

M ame:
First: IAﬂigEn Initials: I Last: IAssist
Diisplay: IAIligen Assist Aljas: IAﬂiGenA
Address: | Title: I

Compary: I

LCity: I— Diepartment: I—
State: l— Office: l—
Zip Code: l— Aszistant: l—
Country: l— FPhone: l—
Frimary Windows MT Account... | I
Created Home site: ITGTEST1 Lazt modified
342/00 4:23PM Home server, ARGEMTINA 3/2/00 4:23 PM
,TI Cancel | Aaa i | Help |

Figure 70. Adding a mailbox to Exchange Server

Click the primary NT account and select Use Existing Account. This
account can then be added from the user manager window. Remember that
this can only be achieved if AltiGen has an account inthe same domain as
the Exchange Server or atrusted domain.
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Give Service Account Admin Rightsto AltiServ service account in the
Exchange server. See Note 3 on page 185.
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Microsoft Exchange Administrator Configuration

In Microsoft Exchange Administrator, highlight the Organization
container. (Organization is the top item in the hierarchy on the left of the
Exchange Admin window).

‘% Microsoft Exchange Administrator - [Server ARGENTINA in Site ITGTEST1 - Altigen Communic... [E[=] E3

@ File Edt Wiew Took Window Help = = |
[ AliiChina = o alm slElel ] (el
Display Mame # | Modﬂed |
Address Book Views Address Book Views 3100 511 PM =
Folders Folders it available
@ Global Address List & Global Address List Mot available
E- @ ITGTEST1 @ ITGTEST1 7718700 5:48 PH

by Corifiguration
H Recipients

u N

1 Sitefs] | saeM 4

Figure71. Microsoft Exchange Administrator

Select Properties on the File menu, then click Permissionsto get a
window such as the following:

Altigen Communications Properties E

General Pemissions |

Altigen Communications

—Windows MNT accounts with permission:

Add
; i T
€ ITGTEST1MAkGen_LEXUS Service Account Admin, Bemove |
€ ITGTEST1MAKGen_MEXICO  Service Accaunt Admin.

€ ITGTEST14comman Custam -
kil _’l_I
Fioles:
I Service Account Admin. j

QK I Cancel | Lol Help

Figure 72. Properties window, Exchange object
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Do the following:

1. Add <Domain>\AltiGen_<AltiSer vSystemName> (e.g.
AltiGen_telesystem) account to the account list.

2. Change the accounts role to Service Account Admin by selecting
Service Account Admin from the Roles combo box.(seefigure 1).

Repeat the above two steps to is process for the Domain and
Configuration containers. The name of Siteis| TGTEST 1. The name of
Configuration is Configuration.

Finally, stop and restart all the services of Exchange Server, or reboot the
Exchange server.

Installing Outlook 2000 Client on the AltiServ System

Outlook 2000 has two modes: I nternet Only mode and Cor por ate or
Wor kgroup mode. To enable the Exchange Integration feature, you
MUST configureit to use Corporate or Workgroup mode.

If you have already installed Outlook 2000 in the AltiServ system, make
surethat you haveinstalled it inthe Corporateor Workgroup mode. This
is discussed on page 177.

Install Outlook 2000 to Corporate or Workgroup mode.

Install Outlook 2000 from the Outlook 2000 or Office 2000 CD. During
installation, you will be prompted to choose a mode (I nternet Only vs.
Corporate or Workgroup), Make sure you choose the Cor porate or
Workgroup mode.
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After installation is complete, start Outlook 2000 from Start =
Programs. In the Microsoft Installer wizard, select Microsoft Exchange
Server toinstall, then click Next to move to the next window.

Microsoft Dutlook Setup Wizard

Microsoft Exchange Server

Please enter pour Microzoft Exchange server and
M ailbox name.

Microzoft Exchange server:

|mailsewer

I ailbaors:
|Altigen

< Back I Mext » I Cancel

Figure73. Outlook setup, Exchange Server Name and Mailbox

Inthe above dialog box typein valuesfor the M icr osoft Exchange Server
and Mailbox. Enter the name of the Exchange server, and enter the test
mailbox we created (AltiGen Assist) in the Mailbox field.

Click the Next button to bring up the next dialog box, which asksa Travel
question, to which you should answer No, then click Next.

Once you have completed the Setup Wizard, afinal dialog box appears,
indicating that the information services that have been added to your
profile. Then aDone! dialog box appears, and you click the Finish button
to end this part of configuration.

If thevaluesyou entered for M icrosoft Exchange Server and M ailbox are
correct, you will be able to use Outlook 2000 now. If they are not correct,
you'll be asked to re-enter the Microsoft Exchange Server and M ailbox
names. M ake sure you enter the correct values. Y ou can verify your input
by clicking the Check name button.
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Check to see that Outlook 2000 is in the mode of Corporate or Workgroup
Start Outlook 2000. Choose Select Tools from the menu options.

! I| S eomdir-oe | Soerd Sgovyeis | 13| G)
!

|Peserec © [=]

Ll Lo e i i iz

ustauze

=l

Ha Lzie =12 oozl soedead,

Figure 74. Outlook Tools menu

If thereisamenu item Service, it means Outlook 2000 isin the mode of
Corporate or Workgroup. You can move on to the next set of steps. If
thereis amenu item Accounts, it means Outlook 2000 is in the mode of
Internet Only. Y ou need to do following stepsto change Outlook 2000 to
the mode of Corporateor Workgroup.

=
—
D
«Q
=
Q
=
o
=)

l9ulJalu| pue eleg

AltiWare OE System Administration Manual 177



Data and Internet Integration

Click Options... to open the Options dialog box, and select M ail Delivery
if under Internet Only mode (or Mail Servicesif under Cor porate or
W orkgroup mode).

Uptiens 2] =}

prefrienres  Mail Defvery INaII Frrmat | *Tﬁllnjl Fr |'I'\,-'| vrher I

Accounks manager
E eate and | FrAb= it fmal And divesney SRrIre STealings.
]

Sy_uuile.. I

g Comzrclwhen Sukock sends and reaceivss yoLr Mecsages,

1=l A-nnnt aelans

% [T Send meszaces ivmediszels whan commssted
[ CrizzkFor 2z mossages ooy IID ﬂ “rinutes

Did up options

(E\_T,j) Comziel bows Zukeck connecks ko veor diskup 2ecoanzs,
53 [ wearm befcr= sunzching cial-up zonnection
W Hangup aber finksa=d serong, rerdving, = 1pdaing
[T Adzomazizaly delwhen shecking For 1=a messages

[ Dok downkbood mzssages arger chan I'.EIEI il <1

§decorigace Mail support. ]

Figure75. Outlook Options

Click button Reconfigure Mail Support... to open the E-mail Service
Options dialog.

E-mail Eervice Options

1 Irkernat Oriy

aptim 22 Uuktlook: bo conneck only ke one cr more Intemek
Zcrv oo Providers or = mal Scress usrg Inborne: szandarcs
Fa-emmail delivers (232, ST, or T4APT,

o \nnect to Vicrcsoft Zvzhanga,
Mic-ozott Mal 2.2, 2rd-parv e-mal sere oas, of any
cembinazions of the azows plus Inberrck ¢ mail,

L e

[ ek scbas Gutleek B reod ool 3 de retuse = me ] on 1
Uk et bl e i Lr= e i

< Jak I Hesl s I Caizz Fely

Figure76. Email Service Options

Y ou can see there are two optionsyou can choose. Please select Corpor ate
or Workgroup and click Next. When adialog box pop up, click Yes.
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Configuring an Outlook 2000 Profile

Start Outlook 2000. Select Services... on the Tools menu to open the
Services dialog box.

Services | Delivery | Addressing

The Fella~ing inFormation serviccs are scb up in this profile:
Morsond Foldors
Rormove | Mrcpertics
Copy... About, .. |
(0] | Cancel | | llelp |

Figure 77. Outlook Services

If Microsoft Exchange Server isin thelist of servicesin this profile, you
can go skip to the next set of steps.

If Microsoft Exchange Server isnot in the list of services, proceed as
follows:
1. Click Add to open Add Serviceto Profile dialog box. Then you can

add Microsoft Exchange Server, Outlook Address book and
Personal Foldersto profile.

Microsoft Exchange Server
Microsoft LOAP Directory Remove
Microsoft Mail —

M3 Outlock support For Lakus co:Mail about. ..

outlook Address Deak
Personal fddress Book, ﬂ

Ok | Canel | Help |

Figure 78. Add Servicesto Profile
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In the Microsoft Exchange Server dialog box that opens, type the Exchange
Server namein the Microsoft Exchange Ser ver field and the test mailbox
name (e.g. AltiGen Assist) in the M ailbox field. Click the Check Name
button. If you entered valid values, the names will be underlined and the
Check Name button will be grayed out. Click the Apply and then OK.

You will see Microsoft Exchange Server in thelist in the Services
window.

Optional: Select Microsoft Exchange Server in thelist box, and click
Properties button to seeits configurations. The dialog box Micr osoft
Exchange Server will pop up. If you need to, you can use this Properties
dia og box to change the name of Microsoft Exchange Server and

M ailbox.

Testing the Configuration

Restart Outlook 2000 at least once. Test the configuration by sending an
email and check to seeif you receive it.

When the re-boot is complete log on using the AltiGen service account.
Open Outlook and from the Tools menu select Services. Click Add and
select Exchange Server. The Mailbox field should already be populated
with the Name entered above. Enter the Exchange Servers hostname and
click the Check Name button. Both the Mailbox and Exchange Server
should now be underlined.

This completes AltiServ and Exchange server systems properly and we are
ready to enable the Exchange Integration feature. Please remember you
MUST have completed the previous steps before moving ahead.

Enabling the Exchange Server

Delete obsolete files from \altiserviexe directory: From Windows NT
Explorer, go to the \altiser\iexe folder. If mapi32.dll and / or gapi32.dll
remain in thisfolder, delete them.

In Altiware Administrator (AltiAdmin), configure the extensionsthat are
to be synchronized with their corresponding mailboxesin Exchange server:
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From the Extension Configuration General window (example below),
select an extension that needs to be synchronized with Exchange. Typein
theFirst Nameand L ast Name exactly asthey appear in the corresponding
Exchange mailbox in the Global AddressList of the Exchange Server.

x|
General |Workgmup| Station Spead' b ailbaw Satling' Not\f\calion' Hestrictionl Answaringl One Numbemccessl hdaritar ListI
- r— Perzanal Infarmation
Extenzoin | Slat |Channa| [orPS ] . Il— I—
00 i 5 ;I First Name Last Mame
101 1] 4 Password IT D10 Mumbs I—
102 0 5 s
103 0 7 Tenant |n Ha vI ™ Enable DialBy-Name Service
104 il ]
1058 1] 9
}gs il 10 | —SMTP/POP3 Satting
wirtuial .
3 werkgroup Email Mame |ext1 oo
444 workgroup I Retiieve Voice Mai By E-mail Client
i~ Mail Forwarding Optian:
™ Enable Mail Forwarding IDe\ete Messages After Fonward j
Forvard Email &ddress |
LI I™ | Forward Email ™| Forward Yaoice Mai
— Phyzical Location — Ty IP Extension
' Physical Extension .
Siat il Flizsians © Vitusl Extersion ™ Enable IP Extersion
€ ok S & Dyriaric P Address
orkgraup Filat Humber -
Charnel IB— " rais  Static [P Addiess
Logon IP Addiess
I o .0 .0 1]
Add | Delete | Line Properties |
PFrint Appleta.. ak. I Cancel | Apply | Help |

Figure 79. General Window, Extension Configuration

Make sure that the E-mail Name field contains alphanumeric characters
only and does not contain other characters such as spaces( ) or periods(*.).

In Exchange Administrator, ensure that for each mailbox in Microsoft
Exchange Server to be synchronized, the First Nameand L ast Name are
exactly asthey appear in their corresponding extensionsin AltiAdmin.

=
—
@
«Q
—
QD
=
o
=)

l9ulJalu| pue eleg

AltiWare OE System Administration Manual 181



Data and Internet Integration

Important: TheMiddlelnitial field should be empty for Exchange Server
mail accountsin order for Exchange I ntegration to work properly.

Amy lee Properties |
Delivery Restictions I Delivery Dptions I Frotocols | Custom Attributes I Lirnits I Advanced
General | Organization I Phone/Motes | Digtribution Lists I E-mail &ddresses
Amy lee
Marne
Eirzt: Im |mitials: I Last: |Iee
Dizplay: I.t'-‘«my lee Alias: I.-’-‘«m_l,llee
Address: Title: I
Conmpaty: I
City: I Department: I
State: I Office: I
Zip Code: I Azsiztant: I
Coutry: I Fhiohe: I
Primary Windows MT Account... | I
Harme site: ITGTEST
Home server;  PROGRESSION
Ok, I Cancel | Lpply | Help |

Figure80. Mail account configuration in Exchange Administrator

Y ou should use these preceding steps to double check the synchronization
of al mailbox names used jointly by AltiServ and Exchange Server.
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Enable the Exchange Integration feature in AltiAdmin
In AltiAdmin select System Configuration from the System
M anagement menu.

Select the M essaging tab and under the E-mail M essaging Options, check
the Synchronize with Exchange Server box only.

System Configuration ﬂ

Meszaging I Area Codes I IP Dialing T able I DMIS I Tenants I Diistribution List I Logoff Reason I

General | Mumber Flan I Business Hours I Spstem Speed I Call Restriction I Call Reparts
— System 1D r— Country

| |us.a. & Canada |
—Manager Estenzion————————— [~ Distinctive Ring

= ™ Enable Distinctive Ring

™ Enable Operator Pricrity Ringing
— System Home Area Code———————  ~ Conference Bridge Option

|51 1] ™ End Conference If No Extensions Participating
— Syztem Main Mumber—————————  ~ Sytem Call Park

I Timeout Ring Back in |2 ﬂ Minutes

— Operator
‘Workgroup Members

Select an extension or workgroup as operator

Extension  [103 -

QK I Cancel | Lpply | Help |

Figure 81. Messaging window, System Configuration

Enter the name of the Exchange Server (e.g. MAIL SERVER) in the space
provided and click Apply.

This completes thee configuration for the Exchange Integration feature is
compl ete!

Testing the Exchange Server Setup

Y ou can use some simple procedures to make sure that the Exchange
Integration feature is working correctly.

To test the integration, you need to set up an extension in AltiServ (e.g.
100) and its corresponding mailbox in Exchange server. Y ou will aso need
to set up a PC with Outlook 2000 configured for this user.
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Test Message Delivery to Exchange:

Leaveavoicemail for extension 100. Themessage light should illuminate.
L og on to the Exchange Mailbox from Outlook and check for the message
in theinbox. The message should betitled VoiceMail from xxx and
include the voice mail asaWAV attachment.

Message State Change Notification

Log in to extension 100s voice mail from aphone. The messageyou left in
in the preceding step should be there as a new message. Save this message
by pressing 3. Within approximately aminute, the messagein Outlook will
become a saved message as well—it will no longer appear inbold face.

Listen to VM in Outlook

Open this message in Outlook, and open the WAV attachment. It should be
the same message.

Deletion Notification

Delete this message from Outlook. Wait for a couple of minutes, and then
log on to extension 100s voice mail from a phone. The voice mail should
no longer bethere.

If any of these testsfail, please consult the next section.

Troubleshooting Tips

Check Profiles

Log on to the AltiServ system as the AltiGen service account (e.g.
AltiGen_telesystem). Select theMail | con from the Control Panel. Click
Show Profiles. For the test mailbox there should be profiles named like
AltiExch<ServerName><FirstName><LastName> (e.g.

AltiExchMAIL SERVERAmyL e€). If you don’t see any such profile,
make sure that \altiserv\exe folder does not contain the files mapi32.dil or
gapi32.dll. If these files exist, delete them, stop and start the Exchange
Integration Service.

Delete old profiles

If an error occurred while AltiWare was creating mail profiles, the
damaged profiles would remain there unless or until someone removes
them manually. After there-configuration, the new profilescan't be created
since the old onesstill exist.
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Y ou can remedy this as follows:

1
2.

Logon as AltiGen Service Account

Shutdown Altigen Exchange I ntegration Service from Control Panel \
Services, then open the Control Panel\Mail (or Mail and Fax) and
click Show Profiles. Remove al the profiles like
AltiExch<ServerName><FirstName><LastName> (e.g.
AltiExXchM AILSERVERAmMyL ee).

Delete all the files under \Altiservidb\SynchStorage* (e.g.
SynchStor ageExt100)

Start the AltiGen Exchange I ntegration Service from Control Panel
\ Services.

If this doesn’'t work, call Altigen Tech Support.

Notes

1

Email clients confirmed to work on the AltiServ system is Outlook
2000 (using Corporate or Workgroup mode). Note that thisisthe
client installed on AltiServ host. The client running on the end- user
computer isirrelevant.

Prevent attempts by the Exchange Administrator to use the existing
service account for the AltiGen Exchange Integration Service. Using
the AltiGen service account will provide you an audit trail that is
inval uable while troubleshooting.

Depending on the number of emailsyou have on the Exchange server,
theinitial mailbox synchronization may take along time. For example,
if you have 10GB emails on the Exchange server and are enabling
Exchange Integration for all the mailboxes, it may take up to 24 hours
toinitializethe Exchange Integration service. On the other hand, if you
have less than 100MB of email on the Exchange server, the
initiaization will take lessthan 5 minutes.

When checking the profiles using the mail icon in the control panel of
AltiServ, you should see one account for each mailbox. Y ou will see
these profilesonly if you arelogged on asthe AltiGen service account
(e.g. AltiGen_telesystem).
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About AltiReach Configuration

TheAltiReach Call Management system allows Alti Serv to provide remote
and local desktop call management to users using the Intranet or Internet
viaa standard Web browser.

AltiReach isinstalled and configured automatically when you install
AltiWare. The configuration settings differ depending on the version of the
Microsoft I nternet Services Manager you are running and whether Alti Serv
isrunning on Windows NT or Windows 2000. If you need to troubleshoot
or double-check the server configuration, it should be as follows:

e Internet ServicesManager (11S) 2.0 and 3.0: In the Microsoft
Internet Services Manager = WWW (Running) settings the
Home directory is set to c:\altiserMwebmgmnt (where c:\ istheloca
drive on which AltiWareisinstalled). In the Propertiesfor this
directory, the access privileges allow Read and Execute.

e Internet ServicesManager (11S) 4.0 and higher: In Internet
Services M anager =» ,Default Web Site =» ,Properties = \Web
Sitetab, the IP Address is set to the address of the AltiWare server.

Under the Properties =» Home Directory tab, the following config-
uration is established:

— The L ocal Path shows c:\altiservi\webmgmt (where c:\ isthe local
drive where AltiWareisinstalled). On thisloca path, Read and
Directory Browsing (NT) or Directory Browsing Allowed
(Windows 2000) are both selected.

— In the Application Settings group:

¢ InWindows NT, under Per missions, the Execute (including
script) radio button is selected. On theExecute is selected.

¢ InWindows 2000, Scripts and Executablesis selected in the
Execute Permissions drop-down list.

Using AltiReach

For instructions on how to use AltiReach and descriptions of al the
functions within AltiReach, please refer to the AltiServ User Guide.
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APPENDIX A

Call Accounting Report Formats

This appendix identifiesthe field codes for AltiGen’s CDR (Call Detail
Reporting) records and the formats for the Station M essage Detail

Reporting (SMDR) specification support by AltiGen. The first table >
describes CDR format database elements, the remainder of the chapter Q
describes the SMDR format. — =
5%
CDR Format Elements 8¢
CDR DataKeys =
«
Database A e
Element Definition Length Specification
Node ID Unique server nodeID | ULONG

Session ID Number | Unique session ID on ULONG
the source Node

Link Session Node Reserved ULONG

ID

Link Session ID Reserved ULONG

Num

MoreThan2WG Indicates that a call UBYTE 1 — morethan two
handled by more than agent
2 workgroups 0 — only one agent

Transfer Trunk If thecall istransferred UCHAR

Number out of the system, this (412)

field shows destina-
tion number; other-
wise, it isempty

Trunks Section

Trunk Direction Whether thisrecord is UBYTE 0—None (logon/
for an inbound or out- off)
bound call 2 —Incoming
4 — Outgoing
Remote System Reserved UCHAR
Trunk ID (16)
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Call Accounting Report Formats

CDR DataKeys

Trunk Remote Trunk destination UCHAR
Number number for outgoing (41)

call

Caller ID (ANI) for

incoming call

IP address of far-end

system for both incom-

ing and outgoing call

Trunk Remote Far-end extension UCHAR

Extension Number number for an IP call (21)

Trunk DNIS Num- DNIS number user UCHAR

ber dialed (41)

Trunk Type Type of trunk UBYTE 0x01 - ANALOG
0x02-T1
0x04 —IP
0x08 —PRI

Trunk Route Out call route table UCHAR

name an outgoing call (31
has taken

Trunk Overflow Overflow out call route | UCHAR

Route 1 (31)

Trunk Overflow Overflow out call route | UCHAR

Route 2 (31)

Trunk Tenant Trunk’s tenant name UCHAR

(31)

Account Code Account code of out- UCHAR

Dided by Internal going call (11)

Caller

Auto Attendant Auto Attendant table UCHAR

Table Name name (33

Trunk PAD Physical Address of UCHAR “0102"

the trk device. 5)

First Answering Party

Party1Reservedl Reserved UCHAR

(16)
Party INumber Extension Number UCHAR
(21)
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CDR DataKeys

CDR Format Elements

Party1Reserved?2 Reserved UCHAR
(21
Party1Type Identifies type of UBYTE 0x01 — Analog
extension 0x02 - 1P
0x04 —Wireless
Party1Pad Physical addressof the | UCHAR “0004"
extension 5)
PartyIWGNumber Workgroup numberthe | UCHAR
caller reached (21)
Party1WGQueuing Timestamp as to when ULONG
Time call entered aqueuefor
this workgroup num-
ber
PartylWGAnswerT | Timestamp asto when ULONG
ime an agent answered the
cal
PartylWGENdServi | Timestamp asto when ULONG
ceTime acall has been discon-
nected from an incom-
ing or outgoing trunk.
Party1WGWaitDur Duration (in seconds) ULONG
ation of acall in the queuing
date
PartylWGHandleD Duration (in seconds) ULONG
uraion of thetime acall has
been connected to an
agent
Party ITenant Extension’s tenant UCHAR
name 3D
Party1L ogoffReaso Logoff reason code if UBYTE
nCode thisis an agent logoff
record.
See ExitState
Party1Reserve3 Reserved UBYTE
Party1Reserved Reserved UBYTE
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Call Accounting Report Formats

CDR DataKeys

Second Answering Party

Party2Reservel Reserved UCHAR
(16)
Party2Number Extension number UCHAR
(21)
Party2Reserve2 Reserved UCHAR
(21)
Party2Type I dentifies type of UBYTE 0x01 - Analog
extension 0x02 - 1P
0x04 —Wireless
Party2Pad Physical addressof the | UCHAR
extension 5)
Party2WGNumber Workgroup number UCHAR
that the call being (21)
transferred
Party2WGQueuing Timestamp when call ULONG
Time entered aqueuefor this
workgroup number
Party2WGAnswerT | Timestamp astowhen | ULONG
ime an agent answered the
call
Party2WGENdServi | Timestamp astowhen | ULONG
ceTime a call has been discon-
nected from an incom-
ing or outgoing trunk.
Party2WGWaitDur Duration (in seconds) ULONG
ation of acal in queue
Party2WGHandleD | Duration(inseconds)a | ULONG
uration call has been con-
nected to an agent
Party2Tenant Extension’s tenant UCHAR
name (31
Party2Reserve3 Reserved UBYTE
Party2Reserve4 Reserved UBYTE
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CDR Format Elements

Other Time Stamps

Start Time

TmeStamp when the
trunk was seized by an
incoming or outgoing
call

ULONG

End Time (of call;
start time of wrap
up)

TimeStamp when the
trunk was released by
an incoming or outgo-
ing call, and

If an agent has wrap up
setting, it isthe starting
time of wrap up state
for an incoming call

ULONG

WG Wrap Up Time

TimeStamp when an
agent extension within
aworkgroup goes out
of wrap up state

ULONG

VM Start Time

TimeStamp indicating
when acaller left a
voice message as a
result of being trans-
ferred out of queue or
by an extension to
VM.

ULONG

Attendant Duration

Duration (in seconds)
of acal is connected
to Auto Attendant

ULONG

WG Wrap Up
Duration

Duration (in seconds)
of wrap-up phase of an
agent handling a call

ULONG

V Msg Durétion

Duration (in seconds)
of the message |eft by
the caller. This shows
how long voice mes-
saging contributed to
call length and trunk
billing.

ULONG

Call Duration

Duration (in seconds)
of the total call from
StartTime to EndTime

ULONG
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Call Accounting Report Formats

CDR DataKeys

Exit State

Under what condition
was the call terminated

ULONG

0x0001 — All
0x0002 — Auto
Atdn

0x0004 — RNA
0x0008 — WG
Queue

0x0010 - VM No
Rec.)

0x0020 — VM
Record

0x0040 — Connect
0x0080 — Logon
0x0100 — Logoff
0x0200 — All
Trunks Busy
0x0400 — No Ses-
sion

0x0800 — Other

URL

URL when ‘cal’ isini-
tiated by aweb user
clicking the make-call
button

UCHAR
(129)

User Data

Datainput provided by
the caller in response
to an auto-Attendant
prompt, or data sup-
plied by an agent desk-
top application over
AltiLink Plus.

UCHAR
(129)

Agent data
&varl=valuel&va
r2=value2...(not
comma delimited)
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SMDR Reporting Format

Besides the CDR format, AltiServ reports telephone information in the
Station M essage Detail Reporting (SMDR) for mat to an application
through the COM port. The SMDR format and sample entries for the

specification are described below.

SMDR Reporting Format

In AltiWare sreports, internal extension-to-extension calls are not logged,; >
neither are outbound calls of less than 15 seconds duration. O
)
Trunk Calls In Format: g%
09/01 07:04P 00:00:25 0200 5102526354 109 12345678 : G §
=.
(Start, Length) Field Format Notes <@
(0,1) space
1,5) date mm/dd
(6,1) space
(7,6) start time hh:mmP P=pm, A=am
(13,1 space
(14,8) duration hh:mm:ss
(22,1) space
(23,4 trunk PAD number XXYY X = board numb.
y = channel numb.
(27, 34) calling party
(61, 4) called party
(65,7) space
(72,8) account code 1to 8 digits
(80, 1) delimiter line feed
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Call Accounting Report Formats

Extension Calls Out Format:

09/01 08:12P 00:00:33109 2526352 0411 12345678:
(Start, Length) Field Format Notes
(0,7) space
1,5) dae mm/dd
(6,2) space
(7, 6) start time hh:mmP P=pm,A=am
(13, 1) space
(14, 8) duration hh:mm:ss
(22, 1) space
(23,49) calling party
(27, 6) space
(33, 26) called number
(59, 2) space
(61, 4) trunk PAD number XXYY x = board numb.
y = channel numb.
(72, 8) account code 1to 8digits
(80,1) delimiter line feed

194 AltiWare OE System Administration Manual




From Extension A

Extension A: 100
Extension B: 111
Outside #: 3210002:

SMDR Reporting Format

CallsInitiated by Extension A (Column A)

1 Dial out 11/18 05:53P 00:00:28 100 3210002 0100
2 ExtBfwdto Trk Y 11/18 05:55P 00:00:21 100 3210002 0001
3 Ext B ONA to Trk Y 11/18 05:57P00:00:17 100 3210002 0100
4 VM make call to Trk Y 1/18 05:58P 00:00:15 100 3210002 0001
5 ### to Ext B (WG B, 11/1805:59P 00:00:23 111 3210002 0100
Virtual B) and VM make
call
6 Ext B S-transfer to Trk 11/18 06:00P 00:00:22 111 3210002 0001
Y* (see examples)
7 Ext B B-transfer to Trk 11/18 06:01P 00:00:18 100 3210002 0100
Y* (see examples) 11/18 06:01P 00:00:05 0001100 100
8 ToTrk Y thentransferto | 11/1806:02P00:00:27 100 3210002 0001
Ext B
9 Outcall Log time only, no lines logged
10 Zoomerang 11/18 06:06P 00:00:27 100 3210002 0100
11 System Speed Did 11/18 06:07P 00:00:18 100 3210002 0001
12 Ext Speed Dia 11/18 06:08P 00:00:25 100 3210002 0100
13 #35 privilege overwrite 11/18 06:09P 00:00:31 100 3210002 0001
to Ext B (WG B, virtua
B)
14 BisWGB N/A
15 Ext B transfer to WG C N/A
16 Conference with Trunk 11/18 06:10P 00:00:25 100 3210002 0100
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Call Accounting Report Formats

From Trunk B

Extension B: 100
Trunk X: 3210001

Trunk Y: 3210002:

CallsInitiated by Trunk X to Extension B (Column B)

1 Dia in 11/18 06:11P 00:00:07 0100 3210001 100
2 Ext B fwd to Trk Y 11/18 06:13P 00:00:35 0100 3210001 100
11/18 06:13P 00:00:25 TRKO 3210002 0001
3 ExtB ONA to Trk Y 11/18 06:15P 00:00:12 0100 3210001 100
11/18 06:16P 00:00:00 0100 3210001
4 VM makecal toTrk Y 11/18 06:18P 00:00:29 100 3210001 100
11/18 06:18P 00:00:58 0100 3210001 100
5 #H# to Ext B (WG B, Vir- | N/A
tual B) and VM make call
6 Ext B Stransfer to Trk 11/18 06:19P 00:00:21 0100 3210001 100
Y* (see examples) 11/18 06:20P 00:00:41 0100 3210001  TRKO
11/18 06:20P 00:00:23 3210 3210002 0001
7 Ext B B-transfer to Trk 11/18 06:22P 00:00:24 3210 3210002 0001
Y* (see examples) 11/18 06:22P 00:00:40 0100 3210001 3210
8 To Trk Y then transfer to N/A
ExtB
9 Outcall Log time only, no lineslogged
10 Zoomerang 11/18 06:24P 00:00:38 100 3210002 0100
11/18 06:24P 00:01:08 0001 3210001 100
11 System Speed Dial N/A
12 Ext Speed Dial N/A
13 #35 privilegeoverwriteto | N/A
Ext B (WG B, virtual B)
14 BisWGB 11/18 06:25P 00:00:09 0100 3210001 100
15 Ext B transfer to WG C 1/18 06:26P 00:00:17 100 100 0100
11/18 06:26P 00:00:24 0100 3210001 111
16 Conference with Trunk 11/18 06:27P 00:00:15 0001 3210001 100
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Registration & Technical Support
APPENDIX B

Registration & Technical Support

Thisappendix describes AltiServ technical support policy and procedures.
It also coversrepair and replacement proceduresthat the user should follow
when returning or replacing defective equipment.

At the end of this appendix, you'll find the following formsto aid you in
getting support and in registering the product:

*  Request for RMA Number
¢ Request for Technical Support
e Product Registration
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Registration

Register your product to receive software updates and new product
announcements.

To register your AltiGen product, fill out the “Product Registration Form”
on page 203 and return the form to AltiGen Communications, Inc. by fax
to 510-252-9738.
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Technical Support

Before contacting Technical Support, always have the following
information on hand:

e Your name

e Company name

* Product serial number

* AltiWare version number

« Number of boardsin the system

* Server brand and model

¢ Thetelephone number where you can be reached

e A brief description of the problem and the procedure to
reproduce the problem.

Having this information ready will allow usto better assist you.

Eligibility
AltiGen provides technical support to Authorized AltiGen Dealers and
Distributors only.

End User customers, please contact your Authorized AltiGen Dealer for
technica support. Direct AltiGen support isavailableto End User
customersthrough E-mail only, when addressing problems that
cannot beresolved by referring to the instruction manuals or by your
Authorized AltiGen Dealer.

Technical Support Hours

During AltiGen’ sbusiness hours (7:00 A.M. to 5:30 P.M., Pecific Standard
Time, Monday through Friday except holidays), your call will be returned
in the order it was received (on afirst come, first serve basis), within two
(2) hours under normal circumstances. Outside AltiGen business hours,
only emergency callswill be returned within eight (8) hours. All other calls
are returned on the next business day.
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How To Reach AltiGen Technical Support

Contact AltiGen technica support by any of the following methods:

e CALL 510-252-9712 and follow the prompts. Thisisavailable to
Authorized AltiGen Dealersand Distributorsonly. Your call
will be answered by one of AltiGen’'s Technica Support
Representatives or routed to the Technical Support Message Center
if no oneisavailableto answer your call. Y our call will bereturned
promptly, withintwo (2) hours under normal circumstances. Please
see “Tech Support on AltiGen’s Web site.”

e SEND E-MAIL TO: support@altigen.com. Messages are checked
onadaily basis.

e SEND A FAX TO 510-252-9738, ATTENTION: Technical
Support. Use the Technica Support Request Fax Form (see
“Request for Technica Support” on page 202).

w
—
®
o
>
2.
o
Q
9]
c
=]
o
o
=
=

Tech Support on AltiGen’s Web Site

AltiGen’sweb siteislocated at http://www.altigen.com. It is a great
resource that offersthe latest information and is available 24 hours a day.

Unresolved Problems Escalation Procedure

The following escal ation steps should be followed to report unresolved
problems. Please contact the following parties in the order listed:

1. Loca Authorized Deders Service Department
2. AltiGen's Technical Support Manager at support@altigen.com.

3. For remaining unresolved problems or complaints, send an email to
AltiGen's CEO at ceo@altigen.com, or call 510-252-9712 x 120.

Repair and Replacement

This policy addresses the procedure for return of any materialsto AltiGen
from Authorized AltiGen Dealersonly. It covers materials returned for any
and all reasons.
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All materials being returned to AltiGen must have an associated RMA
number. RMA numbers areissued by AltiGen Customer Service and can
be obtained by calling 1-888-ALTIGEN (258-4436) or faxing an RMA
form (See Appendix D) to 510-252-9738, attention to Customer Service.
AltiGenreservestheright to refuse return of any material that doesnot have
an RMA number. The RMA number should be clearly marked on the
outside of the box in which the material isbeing returned. For example:

Attn.: RMA # 123

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

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

Replacements

If the defective product isto be used until replaced, AltiGen will ship the
replacement product with aninvoice. If the defective product isreceived by
AltiGen within 30 days of shipment by AltiGen, theamount of the returned
product will be credited to the account.
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Registration & Technical Support

RMA Fax Form
Request For RMA Number
DATE:
TO: AltiGen Communications Customer Support
FAX: 510-252-9738
FROM:
COMPANY::
PHONE NUMBER:
FAX NUMBER:

PRODUCT SERIAL NUMBER:

(Please use one form per requested unit)
DESCRIPTION OF PROBLEM AND REASON FOR RETURN

FOR ALTIGEN USE ONLY

RMA #|SSUED: DATE:

AUTHORIZED SIGNATURE:
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Registration & Technica Support

Technical Support Fax Form

DATE:

Request for Technical Support

TO:
FAX:
FROM:

AltiGen Technica Support
510-252-9738

COMPANY:

PHONE NUMBER:

PRODUCT SERIAL NUMBER:

Card #:

Included is $200 fee per incident

Name of Cardholder:

. [Jvisa [ ] Mastercard

Signature:

Date:

DESCRIPTION OF PROBLEM

FOR ALTIGEN USE ONLY

RECEIVED BY:

RECEIVED:

RESOL VED:
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Registration & Technical Support

Registration Fax Form

Product Registration Form
DATE:

TO: AltiGen Customer Service
FAX: 510-252-9738

NAME:

COMPANY:

ADDRESS:

PHONE NUMBER:

COMPANY TYPE/INDUSTRY:

ALTIWARE (OE) PRODUCT SERIAL #:

DATE OF PURCHASE:

PURCHASED FROM:

FOR ALTIGEN USE ONLY

RECEIVED BY: DATE:
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Glossary

Glossary

A

AC - Alternating Current.

ADPCM - Adaptive Differential Pulse Code Modulation. A sophisticated
compression algorithm for digitizing audio that stores the differences between
successive samples rather than the absolute value of each sample. This method of
digitization al so reduces storage requirements from 64K bits/second to as low as
24K bits/second.

AltiConsole - a personal computer-based Attendant console connected to the
AltiServ over the network that emulates a standard hardware-based Attendant
consol e through software and has the flexibility of adding new features through
software without changing the hardware.

AltiSpan - link from the Alti Serv base to the system extension that allows for
passing Caller ID.

AltiWar e - the system software that is used by AltiGen’s Quantum products.

AltiServ - an advanced, highly integrated business and computer telephony
platform that consists of a Quantum card and AltiWare software working in a PC/
Server running under Windows NT.

analog - a method of telephony transmission in which the information from the
source (for example, speech in ahuman conversation) is converted into an electrical
signal that varies continuously over arange of amplitude values.

API - Applications Programming Interface. A set of routines that an application
program uses to request and carry out lower-level services performed by an
operating system.

ASCII - American Standard Code for Information Interchange.

B

blocked calls - calsthat cannot beimmediately connected to the number dialed. A
call is defined as blocked when access paths to the called station are unavailable.
Thisis not applicable to AltiServ.
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BPS - Bits Per Second. The number of bits transmitted per second.
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C

card - printed circuit assembly.

CCIS- Common Channel Interoffice Signaling. A method of carrying telephone
signalling information aong a path different to the path used to carry voice.

Central Office (CO) - aswitching system that connects linesto lines, lines to
trunks, and trunks to trunks. These systems are operated by local telephone
companies. The term sometimes refersto atelephone company building in which a
switching system is located and sometimes includes other equipment (such as
transmission system terminals).

Centrex (CTX) - abusiness telephone service offered by alocal telephone
company from aloca central office. Centrex isasingle line telephone service,
delivered to individual desks or telephones with added features such as intercom,
call forwarding, call transfer, toll restriction, out call routing, and hold on singleline
telephones. These features are provided by the local phone company’ s central
office. Centrex is aleased business service serving as an option to owning a PBX
or key telephone system.

channel - the smallest subdivision of a circuit capable of carrying communication
service.

circuit - the physical connection of channels, conductors and equipment between
two given points. Includes both transmitting and receiving capabilities.

client - a process whose threads call services provided by either alocal or remote
server process. In WindowsNT, communication between aclient and server occurs
through the local procedure call (LPC) or remote procedure call (RPC) facilities.

CO - Central Office.

conferencecall - acall inwhichtwo or more persons speak together. Stations may
be internal or external.

configure - to determine and assign the equipment cabinet or chassis contents and
location of each card, as well as software parameters.

configuration databases - those databases which represent unique customer
specifications relating to system and station features.

console phone - emulates a standard Attendant Console through software. It
provides al the call handling features provided by a standard hardware-based
console and has the flexibility of adding new features through software without
changing the hardware (i.e. AltiConsol€).

conversation path - the route from originating port to terminating port of atwo-
way communication. A conversation requirestwo such port-to-port paths. Transmit
and receive.

CTI - Computer Telephone Integration. Or in the case of an AltiServ, Computer
Telephony Internet.
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D

database - acollection of related data which can be immediately accessed and
operated upon by a data processing system for a specific purpose.

DC - direct current. The flow of free electronsin one direction with an dectrical
conductor, such aswire.

Default - the preset value from the factory or the software writer that the program
or equipment comes with. In the absence of any other command from the user - it
will work with default values.

DID - Direct Inward Dialing
digit - asingle whole number between 0 and 9.

disk duplexing - the procedure of copying dataonto two hard drives, each usingits
own hard drive controller. If any component (hard drive controller card, cable, boot
hard drive) on thefirst channel fails, then the second channel will boot and operate
normaly.

disk mirroring - the procedure of duplicating data written to two identical hard
drives, where both hard drives are connected toone disk controller card. If one hard
drive fails, then the data can be retrieved from the second hard drive.

DNIS (Dialed Number Identification Service) - is a telephone service that
identifiesfor the receiver of acall the number that the caller dialed. It's acommon
feature of 800 and 900 lines. If you have multiple 800 or 900 numbers to the same
destination, DNIStellswhich number was called. DNISworks by passing thetouch
tone digits (DTMF or MF digits) to the destination where a special facility can read
and display them or make them available for call center programming.

Do Not Disturb (DND) - when this feature is selected, al incoming callsto the
user’s extension are denied. If the station has system forwarding instructions, the
callswill be automatically redirected to another extension, Attendant, or operator.

DTMF - Dual Tone Multi Frequency are the low and high frequency tones that
comprise touch tone signals.

drop-down menu - alist of options that display below a menu option.

DSP - Digital Signa Processor. A microprocessor with an architecture that is
particularly optimized to perform mathematical algorithms that manipulate digital
signals.

Dual Tone Multi Frequency - see: DTMF.
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E

en-bloc dialing - dialing scheme that allows the terminal to include all the digits
required to complete acall.

environmental subsystem - A protected subsystem (server) that provides an
application programming interface (APl) and environment - such as Win32,
MS-DOS, POSIX, or OS/2 - on Windows NT.

escalation - to expand step-by-step from alimited or local issue to higher level.

Ethernet - acommunications protocol used inlocal area networks to connect
computers, terminals, printers, etc., typically located within the same building.
Ethernet operates over twisted wire and over coaxial cable at speeds up to 10
megabits per second. Ethernetistheaphysical link and data link protocol reflecting
the two lowest layers of the DNA/OSI model.

Exchange Server Integration - provides unified messaging by synchronizing the
mailboxesin an AltiServ and Exchange Server, so that a user can access messages
in either server. If a message isadded to one server, it is automatically sent to the
other server, similarly, if amessage is deleted in one server it is automatically
deleted from the other server.

extension number - an arbitrary number of two to five digitsthat matches a station
to aparticular user.

F

FCC - Federa Communications Commission.

feature - aspecial or specific capability.

field - aunit of data in arecord or message and designated for a particular purpose.
file - an organized collection of related information treated as aunit.

file server -an integral part of amulti-user computer network such asalocal area
network (LAN). It typically is acombination of a computer, data management
software, and large capacity hard disk drive. A file server directs all movement of
files and data on a multi-user communications network and gives each user on the
network access to files stored on the file server. It alows the user to store
information, leave electronic mail messages for other users on the system and
access application software on the file server such as word processors or
spreadsheets.

FLASH - asudden brief signal. Activated by depressing the flash key on the
telephone pad if one has been configured, or by a quick press and release of the
receiver button (switch hook).

FSK - Frequency Shift Keying. A modulation technique for data transmission.
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function - a specific purpose of an entity, or its characteristic action. In computer
programming, a synonym for procedure.

FXS - Foreign Exchange Subscriber. An analog interface for direct connection of a
telephone set to a digital multiplexer.

G

GMT - Greenwich Mean Time. Mean solar time of the meridian at Greenwich,
England, used as the basis for standard time throughout the world.

ground start - atype of start signaling on a subscriber’s trunks in which the ring
(minus side) is grounded (ground start) to get dial tone.

GUI - Graphical User Interface.

H

hard disk - a sealed mass storage unit used for storing large amounts of data.

har dware - a term used to describe the physical components of a machine,
particularly computer equipment, and devices containing logic elements used in
data processing or communication equipment.

Hertz - cycles per second. Abbreviated as Hz.

http or HTTP - Hypertext Transfer Protocol. TheInternet protocol used to manage
communications between Web clients (browsers) and servers.

Hunt group - see Workgroups.

Hz - see definition for Hertz.

Impedance- occurswhen power or signal istransferred from one circuit to another.
Thisis known as the resistance of electrica current to alternating current and it is
measured in OHMs.

IMAP4 - Internet M essage Access Protocol - Version 4.
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inter face - the interconnections between two separate systems or pieces of
equipment.

ISA - Industry Standard Architecture.

ISO - Internationa Standards Organization.
ISP - Internet Service Provider.
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J

jack - the mate for a plug. Used to connect two pieces of equipment together.

K

keyboard - system interface for communication. A group of numeric keys,

alphabetic keys, or function keys used for entering information into atermina and
into the system. Usually patterned after the QWERTY keyboard layout. Thisterm
isderived from the sequence of thefirst six keysin the first row of alphabetic keys.

L

L anguage Ser ver - allowsthe ability to record and play phrasesin different foreign
languages without requiring any software changes.

L ocal addr ess- an address used in aperiphera node or station in place of anetwork
address and transformed to or from a network address for delivery purposes.

L ogoff - the procedure by which a user disconnects from a program or session.

L ogon - the procedure by which a user begins a program or termind session and
gains access to the AltiServ or Quantum system.

Loop Start - atype of start signaling. A closed path or circuit over which a signal
can circulate. When used on a telephone ling, it tests the line, the circuit is closed
and reflects received signals to the sender.

M

maintenance - any activity intended to retain afunctional unit in, or to restoreitto,
astatein which it can perform its required function. Maintenance includes keeping
afunctional unit in a specified state by performing activities such as test,
measurements, replacements, adjustments, and repairs.

MAPI (Messaging API) - a Component Object Model (COM)-based API that
supports message-related components such as message stores, address book, and
message transport.

MDMF - Multiple Data Message Format
menu - adisplay of alist of available machine functions for selection by the user.
MHz - Megahertz.

MIME - Multipurpose Internet Mail Extension. A technique designed to bundle
attachments within individual e-mail files Microsoft e-mail protocol software
format.
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module - acompact assembly that isacomponent of alarger unit inelectronics. A
detachable section, compartment or unit with a specific purpose or function.

mounting panel - the panel used to mount the connection panelsto awall.
ms - millisecond.

MVIP - Multi-Vendor Integration Protocol.

N

network - A configuration of data processing and/or telecommunication devices
and software connected for information exchange.

network address - An identifier for a node, station, or unit of equipmentin a
network.

network domain - a set of workstations and servers that share a security account
manager database and can be administered asa group. A user with an accountin a
particular network domain can log onto and access his or her account from any
system in the domain.

network server - networking software that responds to 1/0 or computes requests
from aclient machine. Windows NT network serverscan be implemented either as
server processes or as drivers.

numbering plan - the method of assigning NNX codes to provide a unique
telephone address for each subscriber, special line, or trunk destination. In
AltiWare the method of assigning extension numbers and trunk designations to
local premises.

North American Numbering Plan - also known asNPA. Refersto the assignment
and management of the area code system for North America. Administered by
Bellcore, presently being expanded due to high demand for new numbers and
services, requiring new area codes. Numbering sequence being changed from
traditional N 1/0 X area code (center digita 1 or a0) to NNX, where N = numbers
1to 9 and X =any number.

O

offhook - refersto atelephone set when the receiver is not resting in the base. This
usudly initiates a dial tone from the receiver.

)
o
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One Number Access - afeature of AltiWare that allows users to create alist of
phone numbers that the system can use to track users and connect them with an
incoming call if they are not at their extension desk.

onhook - the term used to describe a telephonein the idle state or with the receiver
still resting in the base.
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option - a selection from several possibilities.

OSl - Open Systems Interconnection. A software model defined by the
International Standards Organization that standardizes levels of service and types
of interaction for networked computers. The OSl reference model defines seven
layers of computer communication and what each layer is responsible for.

overlap dialing - dialing scheme that allows the termina to omit part of the digits
required to complete a call, while the remaining digits are buffered.

P

PABX - Private Automatic Branch Exchange. A private branch exchange (PBX)
that provides access to and from the public telephone network without operator
intervention.

PBX - Private Branch Exchange. A switching system providing telephone
communications between internal stations and external networks.

PCM - Pulse Code Modulation.

physical extension - is associated with aphysical port and device. An extensionis
created, by default, as a physical extension (as opposed to a virtual or workgroup
extension) unless there are no more physical ports available.

pilot number - the extension number that identifies aworkgroup or distribution
group.
POP3 - Post Office Protocol version 3. Protocol for retrieving e-mail by remote
client.

port - acommunication channel through which aclient processcommuni cateswith
a protected subsystem.

POSIX - an acronym defined as “a portable operating system interface based on
UNIX", refersto a collection of international standards for UNIX-style operating
systeminterfaces. In themid-to-late 1980’ s, government agencies began specifying
POSIX as a procurement standard for government computing contracts.

Power Failure Backup - If your AC power fails, your telephone system can still
operate by switching to a backup battery power supply, often called an
(Uninterrupted Power Supply) UPS.

Power Failure Transfer - A telephone system feature. When the commercial AC
power fails and there is no backup power source such as a battery or a generator,
this feature switches some of the trunks connected to the telephone system to
several singleline phonesthat do not need external power and can draw their power
from the telephone lines.

Power Supply - the part of the telephone system or a computer that convertsthe
normal 120 or 240 volts AC power to AC and DC at the various voltages and
frequencies as needed by various components and circuits of the system.
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Private Network - A series of offices connected together by leased and non-leased
telephone lines, with switching facilities and transmission equipment owned and
operated by the user or by the carrier and leased to the user.

process - alogical division of labor in an operating system. In Windows NT, it
comprises a virtual address space, an executable program, one or more threads of
execution, some portion of the user’s resource quotas, and the systems resources
that the operating system has allocated to the process threads. It isimplemented as
an object.

Protected subsystems - integral subsystems that perform important operating
system functions, such as security subsystems among others.

protocol - A set of rules and conventions by which two computers pass messages
across a network medium. Networking software generally implements multiple
levels of protocols layered one on top of the other.

Q

Quantum - an ISA standard computer telephony board of AltiGen’s AltiServ
product line. It is an al-in-one platform designed with open software standards to
facilitate use of enhanced applications.

queue - acollection of calls waiting to be served. Queued callsin AltiWare are
handled on afirst-in, first-out basis.

R

RAM - Random Access Memory. The primary memory in a computer that can be
written over with new information. The contents of RAM memory arelost whenthe
electrical power to the PC is switched off.

RAS - Remote Access Service.

retry - to resend data a prescribed number of times or until the dataisfinally
delivered.

RJ-11 - The“common” telephonejack. Usually wired with four wires, thered and
green signify thetip and ring circuits.

RJ-45 - The“ common” telephonejack. Usually wired with eight wires, the red and
green signify thetip and ring circuits.

ROM - Read Only Memory.

root directory - inan IBM or compatible PC, the directory that iscreated when the
user formatsa diskette which may contain subdirectories. Synonymouswith system
directory.
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S

save - to retain data by placing it in memory or by copying it from one storage
device to another.
SDMF - Single Data Message Format

server - a process with one or more threads that accepts requests from client
processes. It implements a set of servicesthat it makes available to clients running
either on the same computer or possibly on various computersin a distributed
network.

slot - a numbered division of a computer in which a printed circuit card is located.
SMTP - Simple Mail Transfer Protocol. Protocol for sending Internet e-mail.

station - any location wired to accept a tel ephone, sometimes referred to as an
extension. Also another name for aplace where a call can be answered. It may bea
telephone, an Attendant console, a PC or any other device.

subscriber - auser or connection. The line from atelephone to a switch.

System Speed Dialing - this feature alows the user to access a system wide
directory of commonly called numberswhich have been“condensed” intoatwo- or
three-digit code on the telephone dia pad.

T

TAPI - Telephone Application Programming Interface. A call-processing software
that allows developers to implement telephony applications that control switches
from different vendors.

TCPI/IP - Transfer Control Protocol/Internet Protocol. A full set of protocols used
on the Internet.

TDM - Time Division Multiplexing.

telecommunications- any transmission, emission, or reception of signds, writing,
images, or other information by wire, radio, or any other electromagnetic system.

Tip and Ring - the traditional telephony indication of plus and minusin electrical
circuits. (See Ground start and L oop start)

toll call - acall to a point outside of the local service calling area. Identified by
greater distance and increased rates or by 1 plus dialing requirements.

toll restriction - afeature that allows the user to restrict certain station users from
placing toll cals, or other non-business related locations.

traffic - ameasure of the demand or use of facilities, circuits, or trunks. Measured
by converting seconds and minutesinto CCSs (Centum Call Seconds) and Erlangs
(hours of use per hour).
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transfer - this feature redirects a call to another extension, AltiMail, or operator.

trunk - one of the cables which contain numerous shared telephone circuits used to
interconnect telephone switching centers.

trunk access code - the prefix digit (i.e. 9) dialed to accessatrunk line and dia an
external phone number.

trunk group - trunks of a common type, given an identity to distinguish between
different types of connecting facilities.

U

UCA - Universa Communication Architecture.

UPS - Uninterrupted Power Supply. A backup battery module attached to a
computer that allows memory contents to remain in tact long enough for the
operating system to perform an orderly system shutdown if apower outage occurs.

USB - Universal Serial Bus.

user () - identifies the person or persons accessing the features and functions of the
AltiWare product.

Vv

virtual extension - an extension not associated with a physical port that allows for
guest access to AltiMail features and tel ephone sharing environments. Users of a
virtual extension have to log in before accessing the system features assigned to it.

w

WATS - Wide Area Telephone Service. A leased service for direct long distance
dialing.

Wink - a single supervisory pulse.

Windows NT (New Technology) - the high-end Windows operating systemin a
family of Windows operating systems.

workgroup - telephones arranged in groups within a particular organi zational
function (for example, marketing, sales, service, etc.). Each workgroup is assigned
apilot number. When the pilot number is dialed, the system scans the list of
extensions comprising the workgroup and connectsthecall tothefirst availableidle
extension number. If no extensions are available, the cal is placed in that
workgroup’ s queue.
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wor kgroup pilot number - an extension designated to a workgroup that is not
associated with aphysical port and may consist of up to 64 members. When the pilot
number is dialed, the call is distributed to the workgroup members.

World Wide Web - A network of Internet servers that can provide browser
information in the form of “web pages’ to web clients such as Netscape Navigator.
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Readers Comment Form

AltiWare OE Release 4.0
System Administration Manual

Please use this form to provide comments about this publication, its
organization, or the subject matter. Suggestions for improvement or

enhancements to our documentation are always welcome.

Onascaleof 1t05, 1isthelowest score and 5isthe highest score. Please

complete the following questionnaire.

Question

Rating Scale
1-5

Did you find the information to be:

Well-organized by subject matter?

Organized for convenient use?

Accurate?

Well illustrated?

Written for your technical level?

Complete? (If not, what's missing?)

Your occupation or job title is:

Do you use this publication as:

Place an “X”

in the column.

A reference for hardware information?

A reference for software information?

Mixed-Media messaging or network
information?

Other
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COMMENTS:

Mail to:

AltiGen Communications, Inc.
47427 Fremont Blvd.

Fremont, CA 94538

Or

Call usat: (510) 252 - 9712

Fax usat: (510) 252 - 9738
E-Mail us at: docs@altigen.com
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