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Main Operator Tasks 

▐ Assisting callers to find the right person in your organization: 

 

▐ Called party not available 

 Busy, not answering, do-not-disturb 

 Number does not exist/wrong number 

 

▐ General (non-DDI) directory number 

 General enquiries 

 Specific topics 

 

▐ Internal enquiries 

 Search persons or topics 

 Connect to outside extension 

  

▐ First contact is remembered best! 
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Common Operator Issues 

▐ Operators are not well informed: 

 Who is calling and how long is caller waiting 

 Why did a caller end-up at the operator 

 What are the alternatives 

 Whereabouts of colleagues  

▐ The response to customers takes too long: 

 Operators cannot give priority to certain callers 

 Operators have difficulties finding detailed contact data 

 Callers are put on hold too often or are transferred too many times 

▐ Operators have no other means of communication: 

 No way to send an Instant Message or Text Message 

▐ Operators are well trained specialists and are difficult to replace: 

 Operator consoles are complex and difficult to operate 

 Operator consoles are bound to a specific location 
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Main requirements 

Clear overview of why the caller needs 

Operator assistance 

 

▐ Who is calling 

 Name 

 Number 

 Location 

 Requested service 

 

▐ Who the caller is trying to reach 

 Find the right person 

 Current call and presence status 

 

Tools available to the Operator: 

 

▐ Call pick-up from queue 

▐ Automatic name display  

▐ Busy lamp field / Group Display 

▐ Instant Messaging 

▐ DECT and SMS messages 

▐ Presence state 

▐ Directory search  

▐ Park and retrieve call 

▐ Queue announcements 
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Main functionality 

Any authorized Employee can become Operator 

 

▐ Log-on / log-off (free seating) 

▐ Selective call pickup of any call from any queue 

▐ Call info while in queue 

 Who, for whom, waiting time, internal/external, etc 

▐ Extensive call handling functions 

 Make, retrieve, park, shuttle, connect, etc 

▐ Full keyboard support  

 Shortcut keys, Tab key, Numeric keypad 

▐ Call alert buzzer 

 Once or continuous, Personal ring tone 

▐ Busy lamp field / Group Display 

▐ Extensive directory support 

▐ ‘Coffee’ button 

▐ Longest idle call distribution possible (forced feed) 
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User Presence status 

▐ PC states:  

 Offline:  the user has not started the Desktop Client 

 Online: the user has started his Desktop Client 

 Away: the user has started his Desktop Client 

  and has not used his PC for over 15 minutes 

 

▐ Phone states: 

 Idle 

 In a call 

 Ringing 

 Forwarded 

 Forwarded to Voicemail 

 DND 

 

▐ States are visible for every 

contact in the Client. 



Group Display  - BLF 

• Presence state (including reason)  

• Call state of all users  Extensive Directory 

• company directory       web directory  

• personal directory       rich presence state 

• external directory        phone state 
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Wide View: Shows more Queue and Directory fields 
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Wide View: Large Busy Lamp Field 
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Incoming Queues 

▐ All in one queue 

 

 

 

 

 

 

▐ Individual queues 
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Detailed Operator Queue info (1) 

▐ Whether call has been in queue before; 

the caller can be addressed accordingly 

▐ Whether you handled the call or another Operator; 

Recognition gives a more personal touch 

▐ Why the call is in queue; e.g. called party was busy 

▐ Current status of caller party, e.g. now off the phone 

▐ Company info of ‘Calling’ and ‘for…’ party, Site Info (multitenancy) 

▐ Calendar info 
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Detailed Operator Queue info (2) 

3.    Call has been in the queue before 

    Call in queue was handled by you 

 

2a   Call has been in the queue before 

       Call in queue was handled  by another Operator 

 

2b   Call entered the queue because Barbara was busy 

2c   Barbara is currently available again (real-time info) 

 

 

1.    This call has not been handled by an Operator before 

1 

2a 

3 

Example: 2b 2c 
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The Talk Zone 

 Buttons to: 

Get call from queue       Park call 

Keypad post dialing       Shuttle 

Start/Answer call        Break-In 

End call        Record Call 

     Transfer                           Put call on hold 

▐ The name or number of 

the connected party 

 

▐ The name or number of 

the originally dialled 

party with presence and 

call state 

 

▐ Retry button 

 

▐ Last number redial 

 

▐ Additional info 

 

▐ Name of the Router 
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Ad-hoc Call Recording 

▐ Start/Stop recording an active call 

via the record button 

 

▐ Recordings are accessible 

via the recordings TAB      in 

the Desktop Client 

 

▐ Recording is done via a Voice Servers’ 3-party conference call 

 

▐ Playback via Phone and PC 

 

▐ Applications: 

 Recording Operator threats 

 Logging order confirmations 
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Login, Switch roles & settings 

▐ Pull down menu for easy role-switching 

 

 

 

 
 

▐ Desktop Client can run in the background minimized to the taskbar 
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Directories 

▐ Company, External and Personal Directory 

▐ Name and number search 

▐ Search while you type  

▐ Accent insensitive search  

e.g. ä à å ç ë è é ï ü æ 

▐ Rich presence info  

▐ Several ways to start a call, incl. Hotkey Dialer 

User Presence and Telephone state 

Presence Note  

Retrieve all info about person 

Access to search the Full Directory 

(See also the next slide) 

Calendar State 
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Full Directory including Photos 

• Free choice of search fields 

• Free choice to display fields 
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Directory: Profile Privacy and Company Privacy 

▐ Profile Privacy: 

If checked, the contact details of this user will not be visible to any 

users (except to admin and users with “allow to configure rights”). 

 

▐ Company Privacy: 

 When activated users can only see contact data (such as name, 

number, presence) of other users that belong to the same company.  

 External Contacts can be related to an internal company 

 

▐ Company Privacy Override: 

Overrides “Company Privacy” to allow specific users to see entries 

of all companies. For instance for Operators. 

 
Note: DECT CDA users can see everyone (they are anonymous) 
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Hotkey Dialer: dial from any application 



BCT Operator © NEC Unified Solutions 2011 Page 22 

Outlook Integration: Dial from Outlook Contacts 

Or any other TAPI enabled application 
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Outlook Contact Pop-up 

Pop-up options: 

▐ Desktop Client 

▐ MS Outlook contacts 
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Dynamic Group field 

▐ Whenever the Operator 

answers a ‘Fall-Back’-call 

and the originally dialed 

party is present in a group, 

the related group-list is 

revealed automatically in 

the Dynamic Group field list. 

 

▐ This allows the Operator to 

see immediately all 

alternative people for this 

originally dialed party. 



BCT Operator © NEC Unified Solutions 2011 Page 25 

Operator Settings 

▐ Automatically answer a call when retrieved from the queue 

▐ Auto pop up when a call comes in the queue 

▐ Select ring tone (wav file) 

▐ Ring once or continuously 

▐ Suppress ring tone when in a call 

 



BCT Operator © NEC Unified Solutions 2011 Page 26 

Coffee break 

Voicemail 

Night extension, GSM, 

… 

Warning when last 

Operator 
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Operator Group information 

Operators can see the status of the other Operators 

via a Tab on the Operator screen 
 

▐ Operators can coordinate their lunch and coffee breaks 

▐ Real-time statistics give insight into Operator performance 
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Messaging – To Phones 

From PC to (IP-)DECT and Mobile Phones (SMS) 

▐ Guaranteed message delivery 

▐ Emergency Notifications 

▐ Text Messaging costs less than call to mobile 

▐ Less intrusive than calling by phone 

▐ Reach people who are unable to answer the phone 

 

GSM 

(IP-)DECT 
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Messaging – To Phones 

▐ Send messages to DECT phones 

▐ Send SMS messages to mobile phones 
 

 Available to all roles: Operators, Employees and Agents 

 From anywhere in the client:  directories, call lists, group lists... 

 



BCT Operator © NEC Unified Solutions 2011 Page 30 

Messaging – To Phones 

▐ Send messages to DECT phones 

▐ Send SMS messages to mobile phones 
 

 Available to all roles: Operators, Employees and Agents 

 From anywhere in the Desktop Client:  directories, call lists, group lists... 
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Messaging – To Phones 

Small popup confirmation of successful delivery 
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Messaging – IM 

▐ Secure Instant Messaging between Desktop Clients 

 Less intrusive than calling by phone 

 Alternative way to reach someone while person is busy on the phone 

 Save telephone costs when communicating with home / remote 

workers 

 Cost effective alternative for Microsoft Lync 

 

▐ Transfer Files between desktops 

 Instant delivery 

 Any type of file 

 Instant delivery 

 No need to use E-mail  

 Well suited for sending Large Files 

 Prevent unnecessary storage 

on the E-mail server 
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Messaging – IM 

▐ Instant Messaging and File Transfer between Desktop Clients 

 Make use of emotion icons 

 Conversations can be saved 

 Small popup on incoming messages 
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Operator– additional features 

▐ Can use any of the free-seating extensions 

▐ Remote access with (S)MA on iS3000 and ME on SV8100 
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Hotel Mode 

The Operator integrates with your Property Management System (PMS) 

and ensures up-to-date Guest Information in the Desktop Client 

Tool tip (up to 50 characters free format string) VIP status (integer value) 

Room + Language 

Operator can set the language of the Terminal  

to the language of the guest! 
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Solution for the visually impaired 

▐ Together with BAUM, a complete set of applications 

(Braille unit, screen reader and magnification software options) 

have been developed in order enable visually impaired people to 

work as Operators. 

 

▐ See also the presentation: 
“Operator and vision impairment solutions - Freedom Scientific (JAWS)” 

 

▐ These solutions work perfectly in combination with the BCT Operator 
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More functionality details 

▐ Queues 

 New call alert (audible and visible, pop-up) 

 Number of callers in the queue 

 Internal / external caller 

 Number and name of caller 

 Number and name of requested party 

 Time in queue 

▐ Call log 

 Missed calls 

 Last dialed numbers 

 Answered calls 

▐ Directory with organizational structure 

▐ Answer, park, shuttle, enquiry and connect call, break in (*) 

▐ Attended and blind call transfer 

 

(*) Exact supported functionality depends on PBX platform 
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Operator benefits 

▐ Reduce the number of times a caller is transferred 

▐ Reduce the number of fall back calls 

▐ Easy look and feel reduces Operator training 

▐ Normal employees can assist the operators 

▐ Cost reduction by a more efficient use of existing Operator staff 

▐ More incoming calls can be handled per Operator 

▐ Adequate response to incoming calls leads to revenue growth 

▐ Save time and inform the caller instantly with the right information 

▐ Improve customer satisfaction! 
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Operator 

▐ Logical and intuitive call handling 

▐ Also for part-time employees 

▐ No in-depth training needed 

▐ Fully integrated with company directory and organization  

▐ Fully integrated with other roles, such as Employee and Contact Center 




