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MyCalls Overview

MyCalls is a call management package (MIS)

that can be used to monitor phone system activity and performance

MyCalls — main functions:

I Call logging

I Reporting

I Call costing (billing)

I Real time status info

I Automatic Call Distribution

I Statistics

I Alarming

I Call (Conversation) recording
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MyCalls Applications Overview
I MyCalls (Basic)
* Real Time Status displays for Extensions, DDI’s and trunks.
*  Real Time Statistics,
*  Basic Alarms, Basic Reporting

I MyCalls Call Manager

*  All the features of MyCalls plus:
Call costing
Enhanced alarms, Enhanced reporting

I MyCalls Call Centre
*  All the features of MyCalls Call Manager plus:
*  Call Centre functionality (on top of SV8100 ACD)
Agent Control
Real Time performance info
Real Time Queue Info
Detailed ACD reports
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Module Comparison Overview
Default Features and boundaries per MyCalls module
MyCalls Basic | Call Mgr [ Call Cent MyCalls Basic Call Mgr | Call Cent

Default # SVB100°s 1 1 1 Import i i
Concurrent users 1 1 1 Alarms Basic Full Full
Default extensions Unlimited | Unlimited Unlimited Agent control Optional
DIDs Unlimited | Unlimited Unlimited Call playback Optional Optional
Abandoned calls ! ! Reporting Basic Full Full
Costing i b

Backup / Restore b b
Performance monitoring b Y b

ACD supervisors 1
Organisation / users Y b

. Agent desktop users Unlimited Unlimited
User costing bl b
ACD y Wallboard users
Real time status v v v Concurrent agents 0 0 Unlimited
Scheduling Y Y Playback Users Ciptianal Ciptianal
Grade of Service ¥ ¥ W Digial playhack trunks Ciptianal Cptianal
Callers i ki Analog playback trunks Optional Optional
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MyCalls Options

MyCalls Call Manager & MyCalls Call Centre Options

I Enterprise version (Multi Site )

I Wall Board

I Call (Conversation) Recording

Overview

7
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MyCalls Basic

I Outgoing M Abandoned [ Incoming

Layout Configure View Reports System User Help
W@ 8 a8 =2 B 6 ochu -
Call‘.r'nlimm{:harl Real Time Parameter Window [2] | Real Time Parameter Window 5[
All Trunks (Head Office)

o
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E

3

=

2 e [ | >
14:00 15 20:00

Extenszion Status Window

235

Mame  Reception
Mumber 235
alln]

Pilat

Caller

Code

Time 00:36:40
Status  Idle

>3

Mame  Max
Mumber 301
DD

Pilot

Caller

Code

Time 00:35:40
Status  Idle

»
g

| Costing Class

| Duration

| Abbr

Y Alarms L& Calls | U2 Unreturned Calls |.§ Audit LDg'

[Licensed to User: Max Jones || Company: Bespoke Travel Sences | [Expires on: 31/12/2108 | |Logged in User: John |
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Functionality

I Show and Search Real time Call records
I Basic Reporting

I Basic Alarming

I Real time status display

* For phones, DDI’s and trunks

I Real time statistics
* Single value and combination value windows
* Grade of service

I Name extensions
* Extension details can be imported from SV8100
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Restrictions

I Max. 1 concurrent user allowed (already included in basic package)
I Max. 1 SV8100 to connect

I No limitation on # extensions and DDI’s

Empowered by Innova tion N E‘
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Licenses Basic

I MyCalls Basic can be used 1 year Free of Charge

MyCalls
| MyCalls Application Selection
| tuCalls - | ﬂ MuCalls Application
0 (2]
| MuCalls Call Manager and Call Centre Optiong
0 (2]
0 P System Repors
. o Swstern Beports
MyCalls Call Centre Olptians Quote Material Specification Configuration Differences
B o [ty | Prod. Code Drezcription
=) SY8000 - iSPBX
a (2] 1 3600 0471 63000 IMMERGE 548100 RS Systerm DVD
(2] 1 BE103034 SWE100 Starter Package EL
M 1 BE10E405 CH2U RaCK MOUNT KIT
uCalls Call Recorder ;
= SY2000 - MyCalls Licences
1 ELIOO00M LK-bypCallz-1st wear License
= SY8000 - PBX LMS Licences
1 BE1075VE LK-5%5-5MDR-LIC

I After 1 year, MyCalls requires annual license renewal
or upgrade to Call Manager or Call Centre

Frod.Code Dezcription
E 000002 LEApCallz-dnnual Licenze Renewal

E d by | ti
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Functionality outline Basic

Show and Search

Adjustable period over which calls shall be listed
(Default: shows last 50 calls for today)

Find calls by CLI, DID, Extension, Note or Note details:

* Only show calls of specific Type ( long, expensive, in, out, abandone

d)

* Only show calls going to specific Groups or Devices
* Show Calls with a Note or Note details

19/ /21 00:00 -

I S TR N

| From Device

19001 £ 2017 23:59 ~

Cobumn Chooser...

Abb | Note Text
= Inc S ales Call

= | ToDevice

200 (EXT 200) | 01159695700 Nottingham

Inc

200 [EXT 200) _IJI‘IE%HEFEI‘J Mottingham
19/01/2011 1100 031 [Line031)  200(EXT200) 01159695700 Noligham @ Inc Abd :
L wmomI1Ie JNIFXT M N3 e N1 NRONSANANS Finanhona 11K o dm N ~|
i | L
Lo Alams [Ls) US Unretumed Cale | & Audt Log |
Licensed to User; | Comparg: | Expires ong 0370242011 | Logged in User; None
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Real time status — Extensions

Detailed:

Moving view of phones

based on their status

Phone longest in status is always
at top

I Summary:

Fixed grid view

Can be sorted by different columns
Colour of row changes

with status of extension

Overview:

Overview of many extensions

Extension Status Window

Idle [1] | Ringing[0) | Incoming[0) | Hold (0]

Basic

b

Colurnn Chooger....

EXT 221
Eutr: 221
05529

Extension Status Window

[rag a column header here to group by that column Colurnn Chooger....

| Status

PBX | - |

00:05:4

Head Office (EXT 21
Head Office (EXT 212 22 [dle 00:085:47
Head Office (EXT 221 22 [dle 02:05:20
. Extension Status W"lndaw .
236 * 0
277 ¥ Name 301

Mumber 301
oD

Pilot

Caller 304
Code

Time 00:00:39
Status  Internal

4 n

"
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Real time status — Queues Basic\\

Configure what is displayed in window by changing visibility options

Real Time Queue Status Configuration ed B X

Select the devicelgroup to view Trunk Group - All Analog Trunks
The status is filtered to shove only values for the type you have
selected. The DID and Pilot Mumber status may not be available an -
wour telephone system. Check with your maintainer for details. z 5
& DD Longest Call Waiting
zad Dffice - \REMOTE - 00:01:35
= Show Detailed = Show Dverview
% Show Surmmany [ Use Short Mames
Edit Title Fant... | £l S Fort, (ClQ = Call in
ueue
—_ —isibility q )
[v Show Title [ Show Callz In Queue Label
[ Show Caller [v  Show Calls In Queus Yalue
[v Show Trunk [v Show Longest 'Wait Label
[ Show Usage [v Show Longest Wait Walue

ok, | LCancel

E d by | ti
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Statistics

Statistics available for Individual devices or Group

3 types:

* 1 hour totals for 24 hour period
— midnight to midnight

* Running daily total

— midnight to midnight (next slide)

*  Current hour total
— rolling last hour

Individual statistics on:

Basic

25
20
15
10
5
0

Avg. IncWait Time

Real Time Average Parameter Window

Todays Avg. Inc Wait Time for Group Book Sales (Demo PBX)

00:00 04:00 0&8:00 1200 16:00 20:00 00:00

Time

* Phone, DID, account code, ACD, queue, trunk, user

Real Time Parameter Window

Service Level (%)
Book Sales Demo PBX
Draily

96.87

Real Time Paramekter Wini =]

Abandoned Calls

All DIDs - Head Office
Daily
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Real time statistics

. a . . . Call ¥olume Chart 3]
Individual statistics: p—
* Choice of 28 different parameters
= 150
s
Example: 5 10
. =
*  Show multiple parameters over =
the same time period in one window 0153 i
04:00 02:00 12:00 16:00
Time
[ Incoming [ &bandoned [ Outgoing
Extension Statistics
Extenzion =~ | Mame | Out | It | GOS | Abd GOS
Taodd Hildreth
Julie Smalls
Jeanne Gales
Cranny kacy
k—-_:j—_—f——@‘g © NEC Philips Unified Solutions 2011 SV8100 — MyCalls empowered by innovation - [NJIEQC




Basic

Real time windows display acceptable Grade Of Service (GOS)
* e.g. Acceptable Incoming ring time, nbr. Of Abandoned calls

I System wide or per available group
* No reporting on
- Single Extension or Lines
- Internal Calls

I Grace period for GOS: Rule configured to reflect true calls in statistics

* E.g. Calls ringing for <2 sec are not considered to be a Real call
These calls will not be reported

———————

Service Level (%)
o5 mo PRX

B
Y Sakes i
eal Time
Book Sales Del
Daity
DD Statestics
s i e S A B e Chocse
= P ¥, " " -

CiD: ime A Abd GOS5 Absd GO
Head Office 2433 AGENT SALES o i D00

:'=— E d by | ti
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Group level statistics

I DID groups

I Extension groups

I Trunk groups

I Account code groups

Choice of 24 different parameters available

PBX

Basic

21§ Groups |

- 87 Account Code Groups
-5 DID Groups

2-{E Extension Groups

----- [E] Al Analog Phones
----- [E] Al Announcement Ports
----- [E Al Auto-Attendants
----- [E] Al Cordless Phones
----- [E] Al Desk Phones

----- [Z] All Digital Phones

----- (E] Al Estension Types
----- (E] Al Non PEX Phones
----- (E] Al System Phones
----- [E] Al User PB¥ Phones
----- [E] Al User Phones

----- [E] Al Vioice Mail Ports

Head Office 0 0 00.00

Group

[ ik rFlan |

Overflow |

&bd GOS ||

dvg. Incoming Call ‘W ait.. |

Ayvg Abandoned Call .. |

A Interflowe b ait |

deg Owerflow Y ait |-

W"'
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Multiple Screen Display Bh

I Multiple screen layout pages can be displayed in a timed sequence.

allow you to show a particular set of real time information for a period of time and
then show different set of screens.

It is possible to have an order, with items repeated as you wish, for any varying i
mes

No license required

Display Sequence Configuration

fid B3|
Display Sequence Configuration
You may specify a sequence of pages youwish to display along with how long you would

like each page to be displaved for. Mote that not all available pages need to be included
and a page can be included more than once.

Hame Time(s) | =]

| Mavelp |
----- - ‘web Page 15 =
| . Un Retumed Calls 10

: o
Move Down !

Configws View Fepons Syvem User Heip

B S AnaP 0 3@ 0 o -
-2

[ ok ] canee |

I Trunks (Head Office)

Example of first screen,

* Changes automatically to
next screen

il

|t
,l!" |

u
.
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Reporting

Report:
I

Pre-defined
Flexible filtering [
Groups
Templates
Distribution lists
Viewer

Basic

Specify the devices to filter the report to

The report can filter the results to only include calls that match selected criteria, such as or
were handled by Extension Group,"Sales". Select the types thay you wish to fiter the resull
filtering will be configured later in the wizard depending on what you select. Ifyou do not wi

results to a certain type of device then do naot not select that aption.

- =

Lallers/Groups

k3l

Call Types

- Trunks/Groups
[ DIDs/Groups

onfigure Reports

|71 Feport Templates
el Report ltems
E1-E5 Daily Reparts
----- |2] List: &ll Abandoned Calls
List: &ll Calls
=] Ligt: &ll Calls by Telephone Mumber
List: &ll Calls to Yoice Mail
List: &l Qutgoing Calls
=] Ligt: Call Costs by Most Espensive Call
List: Top Dialled Mumbers
List: Top Received Humbers
Summary Profile; &bandoned Calls by Half Hour
Summary Profile; Al Calls by Half Hour
Summary Profile; &nz/ébd Calls by Ring Time
Summary: All Abandoned Calls
= Summary All Calls by Costing Type
----- = Summarny: All Incoming Calls
@ Summary: All Outgoing Calls
= Monthly Reports
-5 Weekly Reports

- Account CodesdGoups

[ | Filat Mumbers/Groups [w Costing Types

Estensions/Groups [w :Call Durations

[ PB¥s

3

[ Uszers/Orgarization Groups

<

Dialed/Received Humbers

)

List: All Abandoned Calls

Provides a list of detailed calls that are grouped by a specified device type, such
as extension or account Code. The report can be further filkered so it only
applies to a certain range of devices such as a specific extension group or
organisation group.

Tasks

Fun Report ltem
Usze the Run Report ltern option to run the report with the configuration that
was saved when it was created.

Edit Report ltem
Use the Edit Report tern option when you wish to modify the configuration
of the report.

Copy Report ltem
Use the copy Report ltern option when you wish to create a copy of this
report item

Change Group
Usze the Change Group option to maove the report iterm to a different or new

group.

Delete Repaort ltem
Usze the Delete Report ltem when you no longer wish to use this report
configuaration.

© NEC Philips Unified Solutions 2011
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Basic

Call Details

Created On: 03/02/2006 14:39:49 U sa e
Covering Period: 03/02/2006 00:00:00 to 03/02/2006 23.59:59 g
Call details
Repaort Filtered to:
Only include call types: Incoming or Incoming Abandoned or Qutgoing. . Ca” type
,_ - = ==
Only include extension groups: Book Sales. \I sum mary
Limit the report to include a maximum of 50 items. Report grouped by Extensm‘n Report ordered by Time of Call
Semrmmmm== - Top calls
Ring  Call Handiin( ) .
Time Of Call User Name Call Type Total Duration Caller Nama Dialled Number  Location Time  Cost  Cos . Tlme prOflle
223 _ .
03/02/2006 08:00:36  Mone Inc 00:10:23 01565342751 Knutsford 00:00:08 o.00 0.0 : Trunk ut|||Sat|On
0302/2006 0&02:02  Mone Ine Abd 00:00:00 02088868800 London 00:00:21 0.00 0.t
D302/2006 0B:02:58  Mane out 00:01:36 0045112248812  Denmark 00:00:00 0.39 0.0(
030272006 08:04:34  None Inc 00:06:36 02088868800 London 00:00:21 0.00 0.0
D302/2006 08:07:22  Mone out 00:03:33 01677525500 Bedala 00:00:00 024 0.0(
D302/2006 0838~ ~ o R - s ne -
Top Calls
D302/2006 0&:0D
panzzo06 003 Created On: 03/02/2006 14:54:00
s ing Period: 03/02/2006 00:00:00 t 2/2006 23:59:
oanz/z006 o7 COVering Period:  03/02/2006 00:00:00 to 03/02/2006 23.:59:59
0310212006 08&:08
030212006 0852 Report Filtered to:
Only include call types: Incoming or Incoming Abandoned or Cutgoing.
O
1
Limit the report to include a maximum of 50 items. Only include calls that have a Duration of more than 00:05:00y Report ordered by Duration 1
S e
Ring Cost
Time OF Call PEX Code Extension User Name Duration Dialled Number Location Time Call Hnding
03022006 10:35:32  Demo PBX 214 (Krista Mone 00:42:10 01972132312 Glenborrodale (:0:00:00 2.84 0.00
Culbertson)
D3M02/2006 13:11:04  Demo PBX 214 (Knsla Mone 004210 01972132312 Glenborrodale 00:00:00 284 000
Culbertson}
030272006 12:51:40 Demo PBX 213 (Ida Speer) Mone 00:21:11 D0B4336620000 Christchurch, New Zealand (¥:00:00 B.B3 0.00
03022006 10:16:08  Demo PBX 213 (Ida Speer) Mone 00:21:11 DOB4336620000 Christchurch, New Zealand (:0:00:00 B.83 0.00
030202006 08:00:50 Demo PBX 201 (Jeramy Cohen}  Jeremy Cohen 00:20:08 0019786142293 BOSTON-WORCESTER-LAWRENC O0:00-00 4,05 0.00
E. MA-MH-ME-CT, United Sta
= ‘;= = = = Empowered by Innovation
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Basic

First Set of Call Types to Include Together Second Set of Call Types to Include Together
[] Unknown [] Unknown -
. . L
VTR | [Saeai ] |D iromis (| [seleat Usage:
[] Incoming Conference [] Incoming Conference . C "
[] Incoming Abandoned Incoming Abandoned all summary
[7] Incoming Abandoned Voice M Select None [] Incoming Abandoned Vioice M Select None - Grou p summa
[] Inceming Transferred - [] Incoming Transferred - ry
- For each member
Intereal
Day of Inesk =]
Month of Year -
Week of Year Call Summary over same Interval
Day of Year Created On 2311012008 15:42:26
Day of Month L Covering Period  01/08/2008 00:00:00 to 30/08/2008 23:59:59
Day of Week =
Hour of DEl‘j,.’ Report Filtered To:
Half Hour of Day 5 Call types used for first value set are: Incoming.Calltypes used for second value set are: Incoming Abandoned. Report grouped by: Day of Week. Report ordered
. Al by: Interval
Minute: of Hour Transferred calls are being reported as a multiple calls.
Incoming Incoming Abandoned
Num. of Max. Ring Avg. Ring Max. Avg. | Num. of Max.Ring Avg. Ring Max. Avg.
Interval Period Calls Time Time  Duration Duration Calls Time Time Duration Duration
Monday 4807 00:04:20 00:00:16 00:46:10 00:02:21 77g 00:10:58 00:01:07 00:00:00 00:00:00
Tuesday 5,657 00:06:05 00:00:16 01:06:46 00:02:28 584  00:04:36 00:00:40 00:00:00 00:00:00
Wednesday 4742 00:04:12 00:00:14 00:34:32 00:02:20 37 00:06:37 00:00:36 00:00:00 00:00:00
Thurscay 4474 00:05:31 00:00:15 01:02:56 00:02:28 423 00:05:55 00:00:46 00:00:00 00:00:00
Friday 3,340 00:03:43 00:00:14 00:45:00 00:02:22 507 00:05:00 00:00:36 00:00:00 00:00:00
Intersal Saturday 3.156 00:06:15 00:00:18 01:23:41 00:02:32 638 00:05:01 00:00:57 00:00:00 00:00:00
Sunday 915 00:01:27 00:00:02 00:31:49 00:01:11 34 00:01:02 00:0014  00:00:00 00:00:00
Day of Week -]

Order Report Output By

Interval E
-

Mumber from First Call Type
Mumber from Second Call Type
Maximum Ring Time from First Call Type =
Maxamum Ring Time from Second Call Type
| Maximum Duration from First Call Type
Maximum Duration from Second Call Type
Ayerage Duration from First Call Type ||

I Prev s oom SV8100 — MyCalls empowered by innovation - [N EQC




Alarms Raised

e ———

Basic

Created On:

Covering Period:

03/02/2006 14:57:54
03/02/2006 00:00:00 to 03/02/2006 23:59.59

System:
- Alarms raised
Auto configured

Time

03/02/2006 11:20:36
03/02/2006 11:20:42
03/02/2006 11:21:04
03/02/2006 11:21:27
03/02/2006 11.22:57
03/02/2006 11:23:11

System

Alarm Type =~ Severity  Description

Inc. Call Time Information
Emergency Critical

Abd, Wait Time Information
Toll Fraud Information
Toll Fraud Information
Toll Fraud Information

Audit

devices
System audit
Unused devices

Book Sales: Average incoming call time on extension group Book Sales has exceeded 5 minu
UK Emergency alarms: Extension 200 has dialed the emergency number 999

Sales: Average abandoned wait time on extension group Book Sales has exceeded 30 secon
Dispatch Expensive Calls: Extension 210 made a call to number 077812538431 costing more
Book Sales International: Extension 223 made a call to number 0045112248812 lasting more
Book Sales International: Extension 226 made a call to number 004831667200 lasting more t

Created On:

Covering Period:

03/02/2006 15:02:54
03/02/2006 12:00:00 to 03/02/2006 23:59.59

PBXCode Date Category Action Result Description
Demo PBX
Demo PBX 03/02/2006 14:36:07  Decoder Stop Success Demo Template
Transport
Demo PBX 03/02/2006 14:36:18 Decoder Start Success Demo Template Started OK
Transport
System
System 03/02/2006 14:36:01 Purge Start Success Call records purged for PBX Demo PBX between
03/02/2006 00:00:00 and 03/02/2006 23:59:59. Removed
642 calls.
System 030272006 14:36.07  Application Stop Success Collector - Local Collector
System 03/02/2006 14:36:09  Application Stop Success Call Processor
==
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Grade of Service Group Detail

Basic

Performance:
Grade of service

Created On 241072008 15:24:39

Covering Period 01/08/2008 00:00:00 to 06/08/2008 23:59:59

Response times

Report Filtered To:

Show the intervals that did not meet the GOS value: 20. Show the intervals that did not meet the Abandonded GOS value: 90
Transferred calls are being reported as a multiple calls.

FEX Group Period Start GOSType GOS %
Response Times
Created On 24/10/2008 16:08:35
Covering Period 01/08/2008 00:00:00 to 10/08/2008 23:59:59
Report Filtered To:
Report ordered by: Extension
Transferred calls are being reported as a multiple calls.
Number of Calls Avg. Ans.  PeakAns. % Diff of Num % Diff of Num % Diff of Ans.
PEX Extension User Ans. Abd. FHingTime RingTime %Abd. “ofAns.Calls ofAbd. Calls Ring Time
Head Office Alan Mone T ER4 00:00:16 00:00:50 89.21% 77.39% 14,954 35% -b.88%
Head Office Will [ Mone 37 1 00:00:07 00:00:05 283 -2.04% -72.63% -53.52%
~  Page23 © NEC Philips Unified Solutions 2011 SV8100 — MyCalls empowered by Innovation  [NJEQC



IAAParms

rm categories - System Alarms

Call rate alarms

Overflow alarms
Wait time alarms
Call time alarms

I Service level alarms - General service level alarms
- Abandoned service level alarms

Emergency alarms
Toll fraud alarms
Callers alarms

I  Alarm schedules - Active for date, time or day
. - Show alarm records in database
I Viewing alarms

I Alarm distribution lists - Email, broadcast msg, invoke application
I Alarm Seventy levels Info, warning, severe, critical
I Real time notifications - Notify specified users

= E dbyl ti
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Basic

A\I/P rm s . Alarm Schedule Wizard
" Monitor SV8100 and inform users when e s rpi iy
rules/limits have been broken

mean thatthe alarm should he active over midnight.

Pleaze zelect the dates over which pou would like the alarm to be active

() Always
() Between these dates 401/ 2006 and

I Alarm scheduler

Pleaze zelect the times during the day vou would like the alarm to be active
) Alwaps = e
; b and . -~
(%) Between these times |&| |&|
Pleaze zelect the days on which vou would like the alarm to be active

) Every day
(#) Onthese days [1 Sun Mon Tue Wed Thu Fi [ 5at

Time + | Alarm Type | Description
2006 11:28 i Tall Fraud i Dizpatch Exp b : =
03/02/20086 11:27 Abd. wiait Time Sales: Average abandoned wait lime on extenszion group Book Sales has exceeded 30 seconds [00:00:4E]
03/02/2006 11:27 Emergency K. Emergency alarms: Estenzion 200 haz dialed the emergency number 933
03/02/2008 11:27 Inz. Call Time Book Sales: Avwerage incoming call time on extension group Book Sales has exceeded & minutes [00:10:23)
03/02/2006 11:24 Tall Fraud Dizpatch Expensive Calls: Extension 210 made a call to number 01444382500 costing more than 0.50 [0.57)
03/02/2006 11:24 Abd. Service Lev. :Book Sales: Abandoned zervice level on extenszion group Book Sales haz gone below 97% [83)
03/02/2008 11:23 Tall Fraud Dispatch Expensive Calls: Extenzion 208 made a call to number 014206758600 costing mare than 0.50 [0.57)
03/02/2006 11:23 Tall Fraud Book Sales International: Extenzion 228 made a call to number 001781261339 lasting more than 0 minutes (00:00:42)
03/02/2006 11:23 Tall Fraud Book Sales International: Extension 226 made a call to number 004831667200 lasting more than O minutes [00:06:085]
03/02/2006 11:22 Toll Fraud Book Sales International: Extenzion 223 made a call to number 0045112248812 lazting more than 0 minutes [00:01:36)
03/02/2008 11:21 Toll Fraud Dizpatch Expenzive Calle Extenzion 210 made a call to number 0773125384231 costing more than 0.50 [1.02] L7
£ | »

|1,.- Alarrns |L;?_- | = |

Licensed ko Lser: || Company: IExpires: 03/02j2106 00:00:00 Il ogged in Liser: Installer

E d by | ti
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S§X1s OtOegraltéA rlnaorr.u oﬁng:

I This alarm checks to see how long ago the last call record has been recei
ved from the PBX

I Can indicate that link to SV8100 has failed

Disk space monitoring:

[¥] Monitor the PEX

I ThIS alarm CheCkS Current dISk Space aval Flease enter the maximum amount of time (in minutes) after which

you would like to be notified that there has been no data received.
15 = Minutes

I Minimum amount disk space is required 7 veniortre frescisk space
. Flease enter the minimum amount of free disk space (in GE)
fOI' COI’reCt Myca”S Operatlon below which you would like to be notified.
[ — GB

= E dbyl ti
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Call rate alarms

Basic

Triggered if # calls is < or > then specified value for the last hour

Call rate alarms can be set up for both:

I Incoming calls

I Abandoned calls

I Outgoing calls
[ :Include Trunk groups:
Minimum calls per hour Maximum calls per hour Trunk Group
[¥] Include Extension groups
Minimum calls per hour Maximum czalls per hour Extension Group
= = Admin =]
[ Include DID groups
Minimum calls per hour Maximum calls per hour DID Group
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!' S

Performance Alarms Basic

Measure effectiveness of people answering or making calls

Performance alarms can be set for:

I Incoming wait time

I Overflowed wait time

I Abandoned wait time

I Incoming call time

I Overflowed call time [ includs Triink groups:

I OUthlng Ca” tlme I"-_1inimurr'!calls per hour I"-_1E|ximurr.'.calla per hour TrunkGrou_p

I Abandoned call time B

I General service level Minimunﬂlcalls per hour Maximur:‘.calla per hour I?ther.lsiﬂn Group

I Abandoned srvc level = — = =

[] Include DID groups

Minimum calls per hour Maximum calls per hour DID Group

E d by | ti
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MyCalls CallManager

Lo Mycalls ==
Layout Configure “iew Reports System User Help
‘HE S a8 =V ] et -
Call \Fnlume Chart Real Time Parameter Window [2] | Real Time Parameter Window
. Al Y Incoming Calls J} Outgoing Calls
5 All Trunks - Head Office §il All Trunks - Head Office
S Daily Daily
=

D [ ] .
14:00 20:00

I Outgoing EEM Abandoned [ Incoming

Extension Status Window

235 =
Mame  Reception
Mumber 235

DiD
Pilot
Caller
Code
Time
Status

00:35:40
Idle

€

| Drag a column header here to group by that column

| Date/Time - |PBX | From Device

235 (Reception) ~ 182660150964313

{7 Mlarms [ US) Calls | (2 Unreturned Calls | & Audit Log |
[ Licensed to User: Max Jones || Company: Bespoke Travel Senices ||[Expires on: 31/12/2108 | ILﬁged in User: John |

== Fixed Costs
== Handlng Costs
= Lu:u:atu:un 5 pecific

=== BT Business
== Losting Penods
= Earrier Flates

== International Mumbers

© NEC Philips Unified Solutions 2011 SV8100 — MyCalls
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Functionality CallManager

Functionality
I MyCalls Basic plus:

Call costing

Enhanced Reporting & Enhanced Alarms
Transferred Call grouping

Schedule reports

Export reports

External Callers

User Roles

Auto or manual backup

Licenses
I No annual license renewal is required for Call Manager
I Optional\Additional licenses for:

Additional users (default one concurrent user)
Call recording

E d by | ti
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Ca" COSting CallManager N

I Actual cost = call cost + fixed costs + handling costs + taxes:

Different costing items displayed in custom reports = Configure Costs

Profit margins can be applied to calls el s
. . === Location Specific
Rates can be imported and exported from files = -

T =4 L ocal Area Codes
== Carrier Agzociations
== Prafit Margins
=& Taues

+-2= Camiers

Local area codes allow Call Costs to be calculated with local call rate as
determined by carrier

Carrier Pre Select and Least Cost Routing supported (LCR digits in outg
oing digit stream)

Profit margins allow to mark up all calls of a particular type (hotels)
Several taxes can be specified

_-i_ _:'=_ E d by | ti
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Fixed Costs

Edit Fixed Trunk Type Costs

Call Manager

- Allocated to extensions and trunks

- Always apply regardless of
calls are made or received

- Specified as amount per period

Edit the fixed trunk type costs

Fixed costs will always apply regardless ofwhether the trunk received or made any calls and will
he presented in the reports. The cost and period of multiple types can be changed by clicking
the right mouse button and copying, then selecting and pasting onto the other types.

Trunk Type « | Cost [) | Cozt Perind
Analog 25.00 Quarterly
ISDM 30.00 Quarterly
Frivate Wwire 15.00 Monthly
(-5ig 0.00 Hourly
TCPAP 0.oa Hourly
Unassigned 0.00 Hourly

LCancel

203 203

Mumber = | Mame [ Type | Additional Cazt
200 200 Digital Desk Phone Maone
2M 2M Digital Desk Phone Maone

Edit Fixed Extension Type Costs

Edit the fixed extension type costs

Fixed costs will always apply regardless of whether the extension received or made any calls
and will be presented in the repors. The cost and period of multiple types can be changed by
clicking the right mouse hutton and copying, then selecting and pasting onto the other types.

i Digital Desk Phone :Maone

Line Dizplay Phone

= Configure Costs

= FBxs
= §) PBCHead Office
iogZ2 Trunk Type Costs
: = Entension Tppe Costs
g2 Additional Costs
@ Trunk Costs
‘22 Entension Costs
g2 Handling Costs
1 -2 Location Specific
= Cariers
~

e

S

-

e e o e o o o o oEm

Fixed Costs

Fixed costs are those semice costs which are
the service is used or not. Trunk rental and eq
purchase are two examples. Fixed costs also

Estenzion Type

< | Cost[£)

| Cast Period 2

Digital Desk Phone

5.00

tonthly

IP Desk Phone

7.50

Hon PEX Phone

Monthly

Operator Conzole 0.00 Hourly
Unaszzigned 000 Hourly
‘Woice Mail 0.00 Hourly 5
oK l ’ LCancel
ola THESE

allowing different sites to have different fixed ¢
costs should be entered inclusive of all taxes.

Tazks

Page 32
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Handling Costs Call Manager

Edit User Handling Costs

Edit the user handling costs

YWhen a call iz costed, the user handling costwill he added ta the overall handling cost atthe pro-rata
hourly rate. The costs entered here should he exclusive of any profit margin and taxes. The hourly cost
of multiple users can be changed by clicking the right mouse button and copying, then selecting and
pasting onto the other users.

- Can be attributed to call

[irag & column header here to group by that calumn. 2
Base d On Iabo ur COStS Marne & | Jab Title | Organisation Graup Hourly Cost [£] 3
. . . 7.00
I nvolved In hand I I ng Cal I Allison Reese Books Team2 1 15.00 1
Amber Turnbow Electrical Teaml ; 13.00 1
Amelia Bowens Muszic Team1 ; 13.00 1
Anita Gillis Admin : 9.00 1
. . Bornie Sorrell Electrical Team3 : 13.00 1
. Brandi Caruthers Books Team2 1300 1
POSSI ble to add fu rther hand I I ng Brandon Kilpatrick Dizpatch E F.00 1 2
N gy
costs for each account code, T

DID or pilot number

Edit Extension Handling Costs

Edit the Extension handling costs

When a call is costed, the extension handling costwill be added to the overall handling cost atthe pro-
rata houtly rate. The costs entered here should be exclusive of any profit margin and taxes. The houtly
cost of multiple extensions can be changed by clicking the right mouse button and copying, then
selecting and pasting onto the other extensions.

Edit Handling Rules

Edlt the handling rules Drag a column header here to group by that column. 25
The handling costs may he optionally applied to answerad and outgoing Murnber « | Name | Type | Extersion Group I | Houry Cast[5] | =

calls on this PBX. 112 Announced Announcement Port Mone I ooo :

113 Announced Anrouncement Port MNone I ooo :

200 Temy Breen Digital Desk Phone M anagement I 15000 :

20 Jeremy Cohen Digital Desk Phone M anagement I 10000 :

."-"\Dpl}' handling coste bo answered calls 202 Wanesza Apple Digital Desk Phone M anagement I 7500 :

203 Sally Mermy Digital Desk Phone Management I 75.00 |

Apply handling costs to outgaing calls

Jagon Soriano igital Desk Phone 2

‘---‘

] ’ Cancel

0K l ’ LCancel

Empowered by Innovation N E‘
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Carrier Costs

Carriers can be duplicated and exported

Call Manager

Exported carriers can be used on other MyCalls PCs

If you amend carrier rates or any handling charges

re-cost calls to reflect the new call charges

Re-Cost Existing Calls

Re-Cost Calls

fou can re-cost calls over a specified time period. You may want to do
this if a mistake was made entering call tariffs, taxes or profit margins.
fou can optionally re-costthe actual call charges andior the handling

charges. The taxes and profits will ahways be recalculated.

Start Date StartTime
|EAnnos > [1z:00:00 AW 2
EndDate End Time

[ozroszooe =] [11:53Ea PM E

[v Re-Cost the Call Charges
[v  Re-Cost the Handling Charges

The taxes and profitz will alwaps be recalculated.

Mote that re-costing callz iz a lengthy process. It can takes up to one and a half
minutes per 1000 calls.

Re-Cost Calls
Ok | LCancel

2]

A0 onligusre Cosks

~g= Fixed Costs
~g= Handling Costs
~g= Location Specific
~g= LCarmers

Elé BT Business

...... == Costing Periods

2= Carrier Rates

22 Special Mumbers

- == Mobile Murnbers

------ == Intermational Mumbers
#-=Z= BT Business 1

© NEC Philips Unified Solutions 2011
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Location Specific Calls Call Manager

Local area codes incur local rate call charge C““E' Costz
= ined Costs
[+ ﬁ Handling Costs
. . . =<2 Location Specific
Carrier Associations: .
Rules by which correct carrier for each outgoing call < BT
type is determined Pl Mains

= laves
[+-2= Carriers

Profit Margins to mark up all calls (hotels)

Several taxes can be specified 750
Edit Local Area Codes Tax Rate 2 Q.00

Description Rate [%]

Editthe Local Area Codes Edit the Profit Margins Tax Pate 3 0.00
The displayed area codes are those that can be dialed from the location of Enter the profit margin for each type of call and whethe Taw Pate 4 0.0
the PBX incurring just a local charge. or percentage addition to the call plus handling cost. -
Area Code - A Profit M argins
I Call Type + | Profit | Apply &z e
1270 ; =

Incoming 10.00 £

L Free 0.00 e

o 0.00 %
W

tdd.. | | Remove | [ Impot. |

Special Mumbers

[ e ] ok l l Cancel

= = E dbyl ti
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Add Carriers Call Manager

= Configure Costs

== Fixed Costs
= Handling Costs
= Location Specific

Allow call costs to be determined accurately:
- Set time of day bands used by the carrier

+

T

T

Mame | Interval Start | Interval End [ bon | Tue |wed| Thu | Fri | Sat | Sun =-2= BT Business
D1 aytime 08 00:00 17:59:59 B ;M == Costing Periods
Evening 18:00:00 22:55:59 o = Eafrlffr Rates
Marring 00:00:00 07555 A ﬁ fdz‘zj::'m“u‘::;t;f
Weekend 00 0000 235359 ] & Intemational Numbers
. . Fate Mame Period Mame
’ Sp@ley carrier rateS D ¢ - Callz to Message Services.. v | |[EENE v Add Rate...
(d |ﬁ:e rent Cha rg es for Cal IS) Flease note that all costs should be entered exluding any applicable taxes
Minimum cost [£] Initial cost [£]
0.04200 _ 0.00000
. H 1 First Charging Period
Special or mobile numbers | o, .
Charge [£] |0.00000 @ P 00: 00: 00 2 for the firgt 00: 00: 00 2
. . +) Per
(special costing rate) [
Furlsen | Rate Second Charging Period
393 Freephone Charge () (000000 | & P89 0000 00 2| forthensst | 00: 00 00 2
p %) Per

91199 p32 - Callz to Premium Fate Services

91193 p7 - Callz to Premium Rate Services Thereafter _

91197 gl - Calls to Premium Rate Services Charge (£] 010700 g :;':?d | 00: o1: 00 %

91196 pl6 - Callz to Premium Fate Services

E d by | ti
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Cali Reporting Call Manager

I Report schedules
By minute, hourly, daily, weekly, monthly

I Report distribution lists

Can go to email, folder location or FTP site

Export to file
Formats: Adobe pdf, csv, html, Word, Excel, rtf, tab separated
Powerful custom reporting
Calls lists can be exported directly from the call records view (R3)

I Extra predefined reports

Call type analysis summary, Consolidated call summary, Group member summary, Grou
p summary interval, Busy trunks

Extra report templates
Custom call details, Custom group summary, Custom group summary for each member

_-é ’;_1 E d by | i
—~  Page37 © NEC Philips Unified Solutions 2011 SV8100 — MyCalls mpowered by Innovation N EC



Directors Report - template

The Directors Report shows
overview of key statistics.

Call Manager

can be e-mailed at a specified time each day
(to give the director a summarised report of the company’s performance.)

From this report more detailed reports can be run on any items requiring furth
er investigation.

(10 & & & Page ! 0 13, i w0 )

Eols

......... by Inosation NE‘

Director's Report

Created On: 1901/2011 15:59:46
Covering Perlod d: 10/01/2011 00:00:00 - 10/01/2011 23:59:68

Averaye Koy Tie

Hurbe 1l Calls Aven sy D alivs "
Answered  Aba ndoned Oulgong Answered Outgoing Answer ol Abandones

00:05:53 00:05:35 00:00:01 00:00:17

© NEC Philips Unified Solutions 2011 SV8100 — MyCalls
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Transferred call grouping Call Manager i

I Calls that have been transferred can be easily identified
and all legs of the call viewed.

I Allows you to follow call progress easily.
I Can be used to see how effective staff are performing

I

Bate/Time | From Device = | To Device | Musniber | Abbe | Mote Text
) /190172011 11:09 031 (Line 031)  205(EXT 205) 0115935700 & IncTh  MuliLeg Cal
e/ Time ™\ FromDevice | ToDevice | Nusnber | Abbx | Mote Text
19/01/2011 1109 31 Line031)  200(EXT200) 01159695700 @y linc  MuliLegCal
19/01/201111:09 0¥ Line 031) 201 (EXT201) 01159695700 @ Inc T MuliLegCal
1 19/01/2011 11:09  0F1 (Line 031) 204 (EXT 204) 01159695700 @ IncTh  MuliLegCal
1901720111109 Of1 Line031)  205(EXT 205) 01159695700 &9 IncTh  MuliLeg Cal

Lo Al '3§‘,ﬁnuumms!jmml
Licensed lo User. | Comparny: | Expires orc 03/02/2011 | Logged in User. None

|

!

E d by | ti
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Web Brower in real time window.

E ¥y Calls

Layout Configure  \iew

Web Browser
Li & | 3| [hpdivesnecicouk/
N Ec Empowered by Innovation

Web Browser and Ext. Data sources

Web browser (IE8) windows can display a web address

Repots System User Fomat  Help
‘Wl 8 AN S S AB 6] WebPaoe

Call Manager

Reseler login | Contact u g ‘..I‘EC C-.
Home Solutions ducts Partner Compe News & Events L Search
usiness Mobili essaqing in Healfacare '
B Mobility & M H
In charge when it matters most - ?'
R — 4 LN
1 1 - T Ty, Sl G —— |
I External data source can display informai [z = " .
HE @ akap Qb @ 0 o
55 .'Ei'l i,
Logln ‘ i i /\ |
) Ide 020855 e 0] 2bd 0 ) Ot
Incoming Calls | Outgoing Calls N
All TrunksD-ali]I;ad Office | All Trunks - Head Office Otal Yearly Sa!eS (£) ‘
\
d 4065.38
[o]=(=]a
| T g e | S| BT T )
_::—__@ © NEC Philips Unified Solutions 2011 SV8100 — MyCalls
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Organisation Call Manager

An Organisation consists of a series of grouped users

+-- Configure Drganisation Struct

I Option to create departmental structure of a company [= @ vansaien

+

=l-ef3 Book Sales

I Users can be assigned to extensions in order to T8 8 Catos et

. . . . ﬂ Danny Mac
report their call behavior or monitor them real-time %Jeanﬁeaalis
it Julie Smallz
ﬂ Peter Baylor
ﬂ Ramona Cuiroz
* Reports can be generated on %imiﬂg
it ToddHildreth

- overall performance .§3 Bocks Team?

8 Alison Reese

* group pe rformance % g:jgjf;:jhe's
. . it Dora Fenner
¢ User aCtIVIty ﬂ John Rodgers
ﬂ Kristi Embree

8 Micholas wilkey
ﬂ Fauline Pepper

* QOverviews available of % il i
users and groups in an organisation o ST
. +-uf] Warehouse
users, grouped by their role 8 Alan Healy

3 Jeremy Cohen

= * No limit on number of users, groups _
Pagedl 1 QNECPhiips nified Solutions 2011 S . rpaeityiooeos | INIIE



!' S

Users Call Manager

Reasons to create Users:

You must be a User to login and use MyCalls
(Once you create users, you must login as a user)

You can restrict \ grant Rights to a user by assigning a Role

NB. Each Concurrent user needs an “Application Users License”

E d by | ti
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User Roles Call Manager

Application user:
I Can see real time screens

I Can load public screen layouts and create their own layouts

I Rights and options can be limmited by creating different logins.

Following roles on next slide all use an “Application Users License”
* Agent Desktop User
* User
* Supervisor
* PBX admin
* Enterprise admin

'—é ’;=_ E d by | ti
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Callers

“Callers” are:
* External persons or companies
* Can be marked as business, personal, unassigned
* Can be placed into caller groups

Callers can be imported:
* from dial list of phone system (csv), or
* from afile, e.g. Outlook contact list

Reports:
* can be filtered on callers or caller groups
* can contain business or personal calls

Call Manager

%
™
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User Functions per role

Call Manager

Agent .
deskto wB _ ACh PBX Enterpris
e p User UBET | EEEREDT SUPErvisor admin e admin
UI-EWI Iaﬁ;t}um L ] L ] L ] L ] L ] L ] L ]
Create real
time windows * = . - . .
Save'Load . . . . . .
=creen layouts
Wiew live call
records; alamn/ - - - - - -
audit entries
ACD real tme . *
Configure’ un . . . .
reports
ACD reports .
Configure
collectors * *
Configure
Svi100s
organisation/ - .
callers’ costs/
alarms
Backup!
restore db * *
Remouve
unwanted info * *
Import bill . -
Re-co=t calls . .

© NEC Philips Unified Solutions 2011
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Call Manager Prophix Call Manager -

MyCalls . . .
| tyCallz &pplication Selection Exa m p I e CO nfl g u ratl O n '
| MuCallz Call M anager - | ﬂ MuCallz Application
5
e I MyCalls Call Manager
| tyCallz Call b anager and Call Centre Options 6 t
S concurrent users
= = €) Application Users [Cancurrent]
0 ﬂ Mumber af Metlinked 8100 to moritar
1] ﬂ Mumber of Hon-Metinked 8100% to monitor
kuyCallz Call Centre Options
0 (2]
0 (2]
System Reports
ﬂ System Feports
MyCalls Call Recorder Quote Material Sp ecification Configuration Differences
[ty | Prod.Code Dezcriptian
=l SVB000 - iSPBX
1 9600 041 58000 IMNPMERGE 5w8100 RS Spsten DVD
1 BE103094 SWE00 Starter Package EU
1 BET10B405 CHZ2U0 RACK. MOUNT KIT
= SYB000 - MyCalls Licences
1 EUO00003 LE-bypCallz-Call M anager
1 EU000005 LE-MypCallz-Add. Application Users &
1 EU000004 LE-MypCallz-Add. Application User
= SY8000 - PBX LMS Licences
1 BE107576 LK-5¥5-5MDR-LIC

:'=_ E d by | ti
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MyCalls Call Centre

== ST “I

= ot
W !3 %) =
(AT I =

Log Out ‘wrap Up Stop

Ls In 2
- 1ONS

Refreshment

Unavailable

[w-—i—

e — Matural Break
Smoking

C IQ;SIOEEIII Waiti
00:00:00

DD Sraius Byl T Batgeranes Wosssirm

DID - AGENT SALES Avg. Gen. S.L. (%) Abandoned Calls
Callar: Agent Sales - Head Office Agent Sales - Head Office
Trunk: Diaily

Response Times

Available (1) | OfHook () | Ringing (1) I Incoming (D) | Hold (0} | Other ACD (D) | MNon ACD (D) | Unavailable (0) | Wrapup (D)
Mark “John
Extn: Mark {Extn: Heceptmn
00:00:15 DID: 402 :
:Pilot: Sales
301
:00:00:03

Created On

Caovering Period

24/10/2008 16:08:35
01/08/2008 00:00:00 to 10/08/2008 23:59:59

Report Filtered Tao:
Report ordered by: Extension
Transferred calls are being reported as a multiple calls.

Number of Calls vg. Ans.  PeakAns. %, Diff of Num % Diff of Num % Diff of Ans.
PEX Extension User Ans. Abd. RingTime  Ring Time of Ans. Calle of Abd. Calls Ring Time
Head Office Alan Maone &7 BR4 000016 00:00:50 89.21% T7.3%% 14,954 35% -5.88%
Head Office Will [ Maone ar 1 000007 000009 2.63% -2.04% -T2.83 -53.82%
— = = = Empowered by Innovation NE‘
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Functionality Call Centre

All features of MyCalls Call Manager plus:

I Integration with SV8100 ACD routing engine: INACD

I Real time queuing in ACD queues

I Real time agent status info on all SV8100 ACD queues

I Long waiting calls alarms

I “Agent unavailable codes” to define specific reasons for being off duty
I Agent based reports

ACD Supervisor:

I Controls ACD queues

I Can log their agents in/out of queues from their desk,
without need for complex re-programming of ACD system
NB. Agent Control License needed

I Can remove agents from wrap-up mode

:—é 1:1 E d by | ti
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Licenses Call Centre

I No annual license renewal required for Call Centre
I Additional ACD Supervisor licenses (1 License already included)

I Optional \ Additional licenses for:
* Additional Concurrent Users\Agents (1 License already included)
* Agent Control
* Call recording
* Wallboards

("
\”@
D
S
({o]
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ACD in SV8100 Call Centre

Fair Call Distribution for inbound calls:

I Delivers longest waiting call to agent who has been idle the longest
I Agentlogs in using a PIN number to take calls
I 64 ACD groups

I In queue messaging VRS is used

I “Position in queue” announcements

I Overflow to various destinations

I Two modes of login: standard and AIC

I 8 ACD modes

I SV8100 ACD client licenses to be installed

I All Agent activity is output in P-commands

SV8100 MyCalls

ACD group Pilot nr

Agent logon code PIN nr
(Input your ID)

Agent User
Off duty Unavailable
Wrap up Wrap up

(On duty after call)

_I\/Inre info in the - ACD manual on Tech DVD

- = E d by Innovati
“Page 50 © NEC Philips Unified Solutions 2011 SV8100 — MyCalls dre il | = @




Call Centre i

View of pilot number shows you who is logged into which group

Real-tim views
Based on pilot nr groups or organisation group:

|
I User view shows you overall who is logged in and who is not
Idle (1] | Ringing [0] | lncoming [0] | Dutgaing (0] | Unawailable (0] | wrapup [0
Richard Horslkes
E =t 2211
BT TIIIIIII ...ttt ettt sttt bttt ettt
— © NEC Philips Unified Solutions 2011 SV8100 — MyCalls EmpowetecDpnovion N EC
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Call Centre Reports Call Centre
Reports:
I Agents must log in/out each day for reports to total correctly
I Several predefined ACD reports T
I Custom reports are useful for call centre reports rmeres
I Additional report templates for ACD activity 2 i o

Average Time Busy
Average Time DMD

average Time Free

Re po rt te m p I ates . Average Time Unavailable
I User availability e ne s

* Show an agent stats relating to their performance el S =

Last Log In AL
Lask Log Ouk Ak

Logged In Maximum

I User availability details

Logged In Minimmum

* Report showing agents activity in terms of logging in, “Tdutm'lﬂ:r ngouins
i I . atal lime Busy
going unavailable, wrap-up and logging out B

Total Time Free

Total Time Logged In

I User availability prOfile Tokal Time Unavailable
* Agent based stats that can be broken down by intervals Totsl Time Wrapup

: :=_ E d by | ti
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Agent Control Call Centre

Agent Control
I Add agents to groups when needed
I Agents can be empowered to log onto call queues as necessary

I Users can be grouped together according to their primary skills and automatica
lly logged on to appropriate queues when required

I Reasons and times when agents are unavailable can be recorded
I Respond quickly to fluctuations in call volumes throughout day

Notes:
I Queue = Hunt group (set of phones) or ACD queue (sophisticated rules)
I Required License : LK-MyCalls-Agent Control EU000044

I Restriction: Agent control will only control DTxxx phones
and SP310 (no pot)

= = E d by | ti
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Login to MyCalls as agent
I
I

Click button to login/out to queue(s)
Enter and exit wrap up
I

Select unavailable code and logout

User Status Window

*

How to use Agent Control as Agent

From view menu, check agent control toolbar

Call Centre
Control your own status or other agents status

_La_l,lout Wiew | Uzer Help

ﬁ Beal Time Information

| LCall Records Window

Unreturned Calls \Window
* |l Agent Contil Toolbar
L]
e
=
*
Richard Hosley
Log Onto Queue 3 | All Primary Login Queues
ooOfiCuee > | ACD
Enter Wrapup ACD 2 Lapout  Configure  “iew HReports  Sypstern Lzer
£k Wiopp ACD 3 HE @Al svI0280
Enter Unavailable ACD 4 L = 3
: & L -
Exit Unavailable ACDS : i |\
ACD B * logIn Logout Wrap Up Start Unavailable
\%@ © NEC Philips Unified Solutions 2011 SV8100 — MyCalls mpowered by Innovation NEC
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Completion codes
for a call.

Agents can be prompted to enter a completion code
to specify the nature of a call.

Upto 3 levels can be set up per group.

Call Type

Compietion codes
Assign the Completion Codes for
the displayed call
[ )

and 3 codes are marked accordingly.

lincoming ]
Time of Call

Number
[fsm7zoi 16334 |
DID
Codes can be viewed in the call records view and reports

Upin 32 Completion Codes can be ascsigned to this
call. Alevel 1 code is always compulsory, level 2

Call Centre

21

[01153635700 |
ACD Queue
|
[NoCode Selected  v|  Optional
o | cocel |
Today it 19/ /2011 00:00 - 19400 /20M 23:959 ~
Matches hiter - v w =
Drag & column header here 1o group by that columen
| | Date/Time = | Ta Device | Number | Completion Code 1 |
B35 | 200 [EXT 2 (i) 5 ale
i}" 19/00 /2011 1635 200 (EXT 200) 01159635700 Engquy
4
¥~ Alams |5 Calle | 5 Unvetumed Cals | i Audit Log
Licensed to User: | Compary: | Expies ong 03/02/2011 | Logged in User p
© NEC Philips Unified Solutions 2011
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Agent Control toolbar Call Centre
MyCalls Control |
w0 = @
! login log Out  Wrap Up Start  Unavailable  Options
. Extension 235 (Reception) Awvailable 01:27:53 Incoming Calls: 0 Abandoned Calls:
* Login to queues (drop down menu)
* Users Logout of one or more queues
* enter or exit or exit Wrap-up state
* User becomes Unavailable
* Options

0 Outgoing Calls:

0

Note: Hotkeys can be defined
View Agent activity

- b
4"

]
e

—

-

Unavailable itions

Refreshment |
Matural Break B
Smoking
Options
Lock
1 Always OnTop
Tool Buttons
Pilot Status Window =
Available (1) | OfHook(0) |Ringing(@ |Incoming (@ |Hold(1) | Other 2CD (@) | Mon ACD (0) | Unavailable ) | Wrapup (0) |
John T H H H :
Extn: Reception: |
00:01:14
E=_=—_‘ = — - Empowered by Innovation NEC
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Agent Reports

Reporting

Agent / User reports
° organisation groups or users

ACD group performance
* pilot numbers or pilot number groups

Report templates,
* availability,

* user availability detail

For unavailable code reporting use custom reports

!' ——

—_—— =
——\"‘-—
-
"

Call Centre

g
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Example Report

B configure Reports

B

Ejl:%:h Report Distribution Lists
I:'Jlﬂ Report Templates

Axailabiliby

Ferformance

System

|lzage

|#] Call Detail:

|71 Call Surnmary over same |nterval
|71 Call Surmary Time Distribution
iﬁ Call Tepe Summary Comparizon
|#] Custom Call Details

iﬁ Cuztom Group Summary

Cugtorn Group Summary for each Member
iﬁ Cuztom Group Summary Prafile

T~ ~

Custom Group Member Summary

Call Centre

Created On 260352008 12:00:43
Covering Period  26/M3/20038 00:00:00 to 26/03/2008 23:59:59

Feport Filtered To:

Show summaries for the device type: Organisation Group
Transferred calls are being reported as a multiple calls.

Group Inc. First Login At Last LogOut At Bluesheres - Email Handling - Lab Investigation -
Unavailable Count Unavailable Count Unavailable Count

Head Office

Richard Horsley 1 2600352008 11:50:03 260352005 11:99:59 0 0 1

Totals 2 0 0 1

Page 58
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Call Centre

ser Availability Detail Tahility-

U y Availability:

Created On 2410/2008 15:05:21 . Unavailable

Covering Period  01/08/2008 00:00:00 to 02/08/2008 23:59:39

codes

Report Filtered To: - - User Availability

Only include organisation groups: Organisation.

Time Type Extension Pilot Name Code Duration

2910 - Dave Simmons

01/08/2008 10:05:41 Logged On 2910 General Sales 06:33:58

01/08/2008 10:39:50 In Wrapup 2910 00:00:16

01/08/2008 10:40:06 Cut Wrapup 2910

01/08/2008 11:45:35 In Wrapup 2910 00:00:15

01/08/2008 11:45:50 Cut Wrapup 2910

01/08/2008 12:08:58 In Wrapup 2910 00:00:16

01/08/2008 12:09:14 Out Wrapup 2910

01/08/2008 16:39:39 Logged Off 2910 General Sales 31:20:21
User Availability Profile
Created On 241072008 15:16:57
Covering Period  01/08/2008 09:00:00 to 02/08/2008 17:59:59
Report Filtered To:
Only include organisation groups: Crganisation.

Number of Calls Logged On  Unavailable Wrapup DND
Interval Period Inc. Abd. Qut. Min. Max. Min. Max. Min. Max. Min. Max
01/08/2008 09:00:00 - 01/08/2008 10:00:00 1 0 2 0 1 0 1 0 0 0 0
01/08/2008 10:00:00 - 01/08/2008 11:00:00 3 0 1 1 2 1 1 0 1 0 0
01/08/2008 11:00:00 - 01/08/2008 12:00:00 5 1 1 2 2 0 1 0 1 0 0
01/08/2008 12:00:00 - 01/08/2008 13:00:00 2 2 2 2 2 0 1 0 1 0 0
01/08/2008 13:00:00 - 01/08/2008 14:00:00 2 2 2 2 2 1 1 0 0 0 0
01/08/2008 14:00:00 - 01/08/2008 15:00:00 2 0 2 2 2 1 1 0 0 0 0
01/08/2008 15:00:00 - 01/08/2008 16:00:00 3 0 5 2 2 0 1 0 0 0 0
01/08/2008 16:00:00 - 01/08/2008 17:00:00 4 0 3 1 2 0 0 0 0 0 0
01/08/2008 17:00:00 - 01/08/2008 18:00:00 1 0 0 0 1 0 0 0 0 0 [/
© NEC Philips Unified 01/08/2008 18:00-00 - 01/08/2008 19:00-00 0 0 0 0 0 0 0 0 0 0 0,
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User Roles Call Centre

Application user:

I Can see real time screens
I Can load public screen layouts and create their own layouts
I Rights and options can be limmited by creating different logins.

Following roles on next slide all use an “Application Users License”
* User
* Supervisor
* PBX admin
* Enterprise admin

For Call Centre Agents a User Login could be configured that offers restricte
d possibilities. (Agent Desktop User) e.g.

* Limited real time screens

* Screen layout that can not be changed

* If Agent Control license: Agent control toolbar

E d by | ti
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User function per Role

Call Centre
Agent ,
whB . ACD PBX Enterpris
Hl_;et:p U=ser User | Supervisor SUpervisor admin e admin
mp Iﬂ}‘:".lt L L L L [ ] L L
Create real
time windows - - . . . .
Save’Load . . . . . .
screen layouts
Wiew live call
records) alamn/ - - - - - -
audnt entries
ACD real tame . *
Configure! un . . . .
reports
ACD reports .
Configure
collectors * *
Configure
Svi100/
organisation/’ - -
callers) costs/’
alamms
Backup!
restore db * *
Remove
urmvarted info * *
Import bill - -
Re-co=t calls . .

“”“I“llln...

© NEC Philips Unified Solutions 2011
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Call Centre E

Wallboard User

Wallboard user
Designed purely to display statistics and status

Can be used on a large display in a call centre
Can load public layouts and create their own layouts

Empowered by Innovation N E‘

SV8100 — MyCalls
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Prophix Call Centre N

Extension Interfaces Trunk Interfaces Metworking Interfaces System Options Exa m ple Conﬁg u ration

|_§~ IP Gateway Resources

|_§~ Systern Options

System Licenses

Yoice Mail Solution ° 1 6 concurre nt
(SV8100-MyACD) Agents

| Embedded Applications

Mone W

o e e o

16

4

ACD Agents

|_§~ PR EETEUA CE Agents

i Bkl (‘ Automatic Call Distribution (ACD) uniformly distributes
j_ Ih-Skin Mebwor EEI”S among agents of a programmed ACD Group.WWhen
a call rings into an ACD Group, the system
automatically routes the call to the agent that has been idle
the langest. ACD is much mare sophisticated and
comprehensive other group services — it can accurately judge

the work load at each agent and distribute calls accordingly.
System Reporis
Cﬁ The systern allows up to 64 ACD Groups and 286 ACD System Reparts
agents.You can put any agent in any group. An agent
an he in more tﬁan Un}; g%nup. Thisya?lnwg for g Quote Material Specification Configuration Differences
example, a Technical Service representative to answer Uty Prod Code Description_
customer service calls when many of the Customer Service _ S¥Y8000 - i5PBX
repregentatwes are unavailable. 19600 041 B3000 IMMERGE SWE100RE S}'StEITI NN
1 BE1020394 SWE100 Starter Package EU
1 BE10E405 CHZLJ RaCK MOUNT KIT
= SY8000 - PBX LMS Licences
1 BE10757E LK-5%5-5MDR-LIC
16 BE107581 LK-5%5-aC0-CLIENTT-LIC

:—=_ E d by | ti
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Prophix Example

MyCalls

Call Centre

I MyCalls Call Centre

| MuyCalls Application Selection

| MuyCalls Call Centre
16

- |

tyCalls &pplication

2
2

MHurmber of Call Centre Agents

* 1 SuperVisor included

| tpCalls Call Manager and Call Centre Options

5 Application zers [Concurrent]

0 Mumber of Metlinked 8100's to monitor

o I I

0 Mumber of Mon-Metinked 8100'% to monitar

I 16 Agents
* to Monitor\Report\etc. concurrently

I 5 concurrent Users

MuCallz Call Centre Options
;

l =

Additional ACD Supervizors [Concurrent)

W all Board [Concurrent]

D990

Agent Control

Reporting and Agent toolbar if
Agent Control license available

1 Additional SuperVisor

tyCalls Call Fecorder

Quote
[ty | Prod. Code

13600 041 £3000
1 BE105034
1 BE106405

1 EL0000™
1 ELOO0014
1 EL000044
1 EL000005
1 EL0000z0

1 BE10757E
16 BE107551

Material Specification

I Agent Control

* Loa Aaents in via MyCalls
NB. Only DTxxx Agents)

Configuration Differences
Drezcription

SV8000 - 5PBX

IMPMERGE 5w8100 RS Spstem DVD
SWE100 Starter Package EU

CH2U RaCk MOUNT KIT

SY8000 - MyCalls Licences
LE-kpCallz-ivf allboard
LE-typCallz-Call Centre - 20 Agentz
LE-tpCallz-Agent Contral
LE-tpCallz-Add. Application Userz &
LE-tpCallz-Add. ACD Supervizor
SY8000 - PBX LMS Licences
LK-575-5MDR-LIC
LK-5v5-aCD-CLIEMTI-LIC

© NEC Philips Unified Solutions 2011
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MyCalls Enterprise

London office

PSTN

IP

Milan office 1 NetLink

] . PSTN
Milan office 2

© NEC Philips Unified Solutions 2011
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Functionality EnteD

Functionality:

I MyCalls Call Manager plus:
* Multi site capabilities

* Scalable up to approximately 300 PBX's
(multiple switch types)

* SV8100s can be standalone or connected via NetLink l

* Presents real time info / reports for
entire organisation and individual sites —

Licenses B
N

I Licensed per
* Netlinked SV8100
* Non Netlinked SV8100

* All licenses are loaded in
Central Node

== E‘E E d by | ti
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Restrictions Enterprise

I NetLink

* All P-commands are output from Primary Netlink system

* Netlink sites on same IP subnet [
* No enterprise license is required, but cheaper Netlink node license

I FeatureNet / AspireNet does not pass P-events or SMDR

SIP trunks pass normal trunk / DDI info

Call recording always need local PC

@lll‘”'
\”

(0]

(o))

~

E d by | ti
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Single Server — Multi PBX

For non-Netlink networks:

——
Enterprise\ 

SMDR and P-commands output from each PBX and collected at central PC

* Consider bandwidth if you are installing many sites (P-commands and SMDR)

* MyCalls client sw can be installed at any of the sites for reporting

*  Only suitable to up to 10 SV8100s / Aspires or 30 XN120's

*  Find PC requirements in manual

PC located at
Head Office

LAN / WAN/

LAN / WAN / VPN

' VPN

© NEC Philips Unified Solutions 2011
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Clustered Installation

Cluster server:
I Stores data from all sites

I Holds the license for all of enterprise
I Can run reports for the whole enterprise

I  Can’t see real time screens for node cluster clients

Node cluster client:

I Collects SMDR/P-event locally and
feeds unified stream to cluster server

I Method uses less bandwidth as all P-commands ﬂ
are not sent to central server

I Has real time screens for its own SV8100 and

can run renorte for it
ICAT T ATt lervI A\ >4 LAY 4 | LAY

Central Server

n

a

T

PC collecting locally from on site SV8100

[
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Prophix Example: Netlink

My Calls

| buCall: &pplication S election

| kyCallz Call b anager - | ﬂ MyCallz Application
0 (2
| buCallz Call M anager and Call Centre Options
1 ﬂ Application Users [Concurrent]
5 ﬂ Mumnber of Metlinked 3100 ta monitar
0 ﬂ Mumnber of Mon-Metlinked 8100' ta manitor
buCallz Call Centre Optionz
0 2
0 3
(2]

Enterprise

MyCalls

*  MyCalls Call Manager
* 1 SuperVisor included

* 1 concurrent Users

* 5 Nodes connected via NetLink

kwCallz Call Becorder

System Reporis
Syztem Reportz

Quote Material Specification Configuration Differences
[ty | Frod.Code Dezcrption
=) 5V8000 - SPBX

19600041 68000 UNIMERGE SWE100RE Spster DWD
1 BE108094 SWE100 Starter Package EU
1 BE10B405 CHZU RACK MOUNT KIT

= SY¥3000 - MyCalls Licences

4 B0 02 LEAdpcallz-Metlink Hode
1 EL000003 LEAduCalls-Call banager
1 EL000004 LEAdpCalls-4dd. Application User

= SY8000 - PBX LM5 Licences
1 BE107576 LKk-5%5-SMDR-LIC

© NEC Philips Unified Solutions 2011 SV8100 — MyCalls
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Prophix Example: Non-Netlink Enterprise

MyCalls
MuCallz Application Selection
| P| Q@ | I MyCalls
MyCallz Call Manager - ﬂ tyCallz Application
; P *  MyCalls Call Manager1
: * SuperVisor included

| MuCallz Call Manager and Call Centre Options

1 ﬂ Application U zers [Concurrent]
_ _ * 1 concurrent Users

] ﬂ Mumber of Metlinked 8100 to monitor
q = €) Mumber of Non-Metlinked 8100's to manitar

MyCalls Call Centre Options ¢ 5 NOdeS ConneCted via

- Non-NetLink protocol

o

D9D

MyCallz: Call Recorder System Reporis
System Reparts

Quote Material Specification Configuration Differences
[ty | Prod.Code Dezcrption
=) 53000 - 5PBX
19600 041 BB000 UMIVERGE S%8100 RS Systemn DD
1 BE102094 SWE100 Starter Package EU
1 BE10E405 CH2U BACK MOUNT EIT
a SVA000 - MyCalls Licences
1 E000oQ LE-MyCallz-Enterprize Main Site
5 E000003 LE-MyCallz-Call Manager
1 E000004 LEyCallz-tdd. Application User
=] 53000 - PBX LMS Licences
1 BE10757E Lk-SY'S-SMDR-LIC

E d by | ti
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Call recording

SMDR
BRI/PRI / Cl / SIP
MyCalls PC |28 e |
| | Call recorder
A
PSTN
MyCalls ﬂggggds & Referred to as sense or retell database
db calls db

= E d byl ti
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Functionality Call Recording

I Functionality
* Call recording unit connected in line with ISDN trunk (CO, BRI, PRI, SIP)
* Calls terminated at call recording unit and re-generated to SV8100
* Strong integration between Call Logging and Call Recording

I Licenses
* Standard Call recording itself is not licensed
* Enhanced Player requires a license
*  Number and Type of trunks that have to be recorded is license

I Restrictions
* Recorder must be located near SV8100
* USB lead streams calls to PC

:—é 1:1 E d by | ti
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Play calls back from call recording database
I

Users can be given permission to play back calls
Multiple site playback

Configurable user playback options

Calls can be searched by CLI, DDI, date & time, Ext nr, agent ID
Exclude calls from recording based on DDI, extension or CLI

I

19/01 /2011 00:00 «
Drag a column header here to group by that column
.| | Date/Time | From Device
i & 13/01/2011 11:03
B 19/01/2011 11:02 031 [Line 031)
4

Column chooser available to add and remove columns

037 [Lire

19/01/2011 11:00 031 [Lire 031)

19/01 /2011 23:59 ~
[ .
+ | To Device i
131) 00 [EXT 200)
19/01.2M1 1105 | 200 IFXT 20
V7 Alams (L5 ;Elui Unvetuned Calls | & Audit Log |
Licensed o User. | Company:

| Numbes
01159695700

200 (EXT 200) 01159695700

| 200 [EXT 200)

N3 N ine N30

011536395700

| Expures on: 03/02/2011 |Logged in User; None

TNRNMSONNNS
© NEC Philips Unified Solutions 2011
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Example Standard Player

B call player - MyCalls

0o0:12 00:24

End

ilt._’_l_‘ljlk__J\_ JI'L:,.L]' f,jl | 00:00:00:000 & |00:00:00:000 ‘

[ Play selected range/sound clip

Y “} o move to next ca
Ay [ Aut to next call f
Play List . Mote |
—
| Date/Time ~ | From Dewvice | To Device MNumber | User | Abbr Duration |
b B SR L ik 'E"Ehliiulféf--:f'"r ol cfal s b !r-i'r_-.r"n:e' e d-lr.r e
190172011 11:05 200 [EXT 200) 031 [Line 031) 0800500005 MNone < Out 00:00:08
=5 158/01/2011 171:09 031 [Line D31] 205 [EXT 205) 01159695700 Mone G Inc Th - 00:00:27
D__a_l_afTiljne ~ | From Devi_':_e __To_D_egic_.e | Number User | Abbr | D_Ln'atm |
19/01/2011 11:09 - 037 [Line 031] 200 [EXT 200 01159695700 Mone = Inc 00:00:07
19/01/2011 11:09 03 [Line 031] 201 [EXT 201) 01159695700 MNone @» Inc Thr  00:00:08
19/01/2011 11:09 031 [Line 031) 204 [EXT 204) 01159695700 MNone = Inc Th  00:00:10
19/01/2011 11:09 03 [Line 031) 206 [EXT 205) 01153695700 None @ Inc Th  00:00:02
j%@;m © NEC Philips Unified Solutions 2011 SV8100 — MyCalls EpomEed DpROaston N EC




Call Recording *

I Besides the standard player an Enhanced Player is available
* Required license: LK-MyCalls-EnhancedCallPlay EU100021

I The enhanced call player has extra features such as:
*  Waveform display,
¢ Sound Clips,
* Section Marker,
* Bulk Call Recording Export
*  Volume, Balance and Playback speed.

\= = E d byl ti
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Example Enhanced Player

B call Player - MyCalls g

o

I ot 1o

: S . = _ | | Begin End P
J .;jJ ] ,U JU _,.-'"_,--"J f'...rij I 0000000 : I 000 00 O :
| e - e | i _J P
[T Play selected range/sound clip ) ;
Ay ~_.'_,..;¢:'J ™ Auto move to next cal A —"':I_ —
Play List | Sound Clips | Note | Audi |
Dirag a column header here to group by that column Column Chooser...
| JDate/Time < FromDevice |ToDevice INumber ______ |User _ | Abbr | Duration
BE 119/01/201114:07 [031 (Line031) | 204 (EXT 204) | 01159695700 | None \mb Inc Th | 00:00:24
Date/Tme __~ |FiomDevice | ToDeviee |Number _ User Abbr | Duration
18/01/2011 14:07 031 (Line 031) 200 [ExT 200) 01159695700 None = Inc 00:00:17
19/01/2011 14:07 031 [Line 031) 204 ([EXT 204) 01158635700 None = Inc Th - 00:00:07
00:00:29 / 00:00:30 .:

© NEC Philips Unified Solutions 2011 SV8100 — MyCalls
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Call m

I Sound clips can also be added to calls so that they can be broken down into secti
ons for analysis.

* Individual audio sections of the call can then be exported.

B call Player - MyCalls i =10] x|

e Cip Sound Clp

Select "Sound Clip'

: Export Call audio. ..
00:09 E Export 'Sound Clip'... 00:20

Bagn Dclcte ‘sound Clip’

_J _J\_J x,—-l,.,_] — e T —eeil)

[T Play selected range/sound clip

| A ) ———
b W@ [ Auto move to next call AL T :
PlayList Sound Clips | | Note | Audit |

Name _Dascnplm Begin « |End - Show | Colour

Sound Chp Intro to Call 00:00:04: 342 00:00:13:446 [v] . Sea Green

Sound Cip Caller s o Agent |00:00:26:816

Lt
1l
|||lw
@
”;

E d by | ti
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Call Auditing Call Recording

Call Playback Auditing is an option of the Enhanced Call Player.

* It will show when a user plays back a call, when sound clips have been added
and when a call has been exported.

* Call Auditing License :  LK-MyCalls-CallAuditing EU100022

W cariorer— et o T
s ot
I o

04

Begin End P

’ 3 ' ' : - 000 '
L 'U\. ILJ'\... _J\. f/.Ju.f'Fd l - b I 54 a
[ Play selected range/sound clip :
S | T Automove to next cal Al

il e

PlayList | Sound Clips | Note Audit

Stat Date/Time  ~ | Finish Date/Time Audit Type User Description
19/01/2011 14:12:27 119/01/2011 14:12:58 | Playback Steyen Plaved back 00:00:31 of 00:00: 31 (100%)

18/01/2011 14:09:32 - 19/01/2011 14:10:05  Playback MNone Plaped back 00:00:31 of 00:00:31 (100%)

- — E dbyl ti
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Call Auditing Call Recording

The Playback Audit Report will show all auditing information against grou
ps of users.

B Report Yiewer

K & & @ Page! 0 5B §) o -
Hu'l'iRupnrt|

Playback Audits for each User

Created On 19012011 141456
Covering Period  12/01/2011 00:00:00 to 19012011 23:59:59

Repord Filtered To

Repaort grouped by the user who performed the operation . Include calls played back for a minimum of 10%. Include audits for Playback , Export, Configuration .
Exclude audits for Clip

Audit StartTime ~ AuditStopTime ~ Call User Audit Type  CallType Humber Description
Steven
19012011 141227 10012011 141258 None Playback Inc: 01159695700 Playedback 00:00:30of 0CH00: 30 (100%)
190012001 141227 19072011 141258 Nong Fiayback In¢: Tfr 041 SSESS5T00 Pieryed bsck: D00 30 af D000 300(1100%)
1900 2001 141356 19000 2011 141356 Configuration Call Recording Rules Edied
TH AN 141558 1572017 181358 Canhgurahon Call Récorder Porls or [runk Mappngs Editéd
19012001 141359 19012011 141353 Configuration Call Recorder AddediRemoved or Trunk Licensing Edted
4]
Page No.: 1 Total Page No.; 1 Zoom Factor: 100%

E d by | ti
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Required Software and Hardware Call Recording -

I Required Software and Hardware

* MyCalls R3 Software (Call Manager, Call Centre or Enterprise).
* MyCalls Call Recorder Package (Analogue. ISDN or SIP)

* Enhanced Call Player License : LK-MyCalls-EnhancedCallPlay EU100021

* Call Auditing License : LK-MyCalls-CallAuditing EU100022
_ Volume,
Waveform | Sound Section Single L?all Bulk Cgll Balance,
_ _ Recording Recording
Display Clips Marker Playback
Export Export
Speed
Standard v
Enhanced v v v v v

© NEC Philips Unified Solutions 2011
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Boundaries Call Recording -

Calls stored are compressed and encrypted

100 Hours of recording needs 1GB of disk space (dedicated PC)
Calls can be saved as WMA or wav format

Customer they may need to seek legal advice on call recording
Works the same on SV8100, XN120 and Aspire

Different MyCalls software needed for each PBX Type

Call recorder:
I Call recording up to 200 channels

I Ifitloses power, all calls in progress drop and then any new calls present
ed will connect

I ‘Ears’ available to rack mount it
I Takes it time value from PC (take care that PC time = SV8100 time)
Sense software to be installed

E d by | ti
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Constraints

For call recording up to 30 Channels:

I MyCalls and Sense can exist on the same PC

I Minimum Intel Pentium 4 3GHz Processor

I 1GB RAM and 100GB of available hard disk space

I Windows XP Pro

I Sound card and speakers are required for call playback
I Available USB ports for the recording unit

For a call recording up to 200 channels:

I MyCalls and Sense must be installed on different PC’s
I Minimum Intel Dual Core 3GHz Processor

I 2GB RAM and 200GB of available hard disk space

I Windows XP Pro

I Sound card and speakers are required for call playback
I Available USB ports for the recording unit

Call Recording -
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Example

I e

———
Callw

I Users can only playback calls from their own groups

™ rConfigure Organisation Structure

=43 Organization
S e ﬂﬂ Group 1
|_—J ;{1 Group 2
i E ..... ﬂ zer 1
£ User 2
P i ﬂ Group & Superizar
|_'J ;{1 Group 3
i o ﬂ zer 3

fros ﬂ Uzer 4
------ ﬂ Group 3 Superizar

= ol "j SUpEryISor
- q{l All Uzers

In the above example:

I User Supervisor can playback call from group 2 and 3

User: User 3

llsers are people who in ger
uzers it will be possible to re
Thiz 15 very useful where a
telephones.

Tazksz

Edit Lser Contiguration
Llse the Edit User Caonfigt
membership or user defin

I Group 2 & 3 supervisor can only playback calls from their own groups
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Recording functions

Access controlled playback
Selective recording

Network bandwidth throttling on
playback

DVD RAM backup
Export for email

Use sense interface to backup
call and configuration

Backups should be run manuall

y
MyCalls backups also required

Call Recording

Advanced search for records:
Date / time

Trunk or trunk group
Extension of extension group
Dialled / received number

Costing type (mobile, local, nati
onal etc)

Call duration

Call type (incoming, outgoing et
c)

g
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Recorder Types Cal W

Trunk channel types in Prophix:
I Analoge CO Trunks

I ISDN BRI

I ISDN PRI

P Commands /

I SIP trunks (R4)

* The call recorder monitors the Data network for RTP, th === «r
erefore requires to be placed behind a hub or Mirrore

MyCalls PC |

switch
SIP Trunk
E _ﬂ f . »
MyCalls Reégii*’d
Datab
alabase Database
I Note
= A AW A 8 & 2=

. eProphix autemiaticaliverenerates trankdsades rpaeityiooeos | INIIE



Recorder Types Call Recording

Trunk channel types in Prophix:
I Analoge CO Trunks pr=
I ISDN BRI [MyCalls Application Selection

|M_I,IEaIIs Call Manager - |

I ISDN PRI °

| MyCalls Call M anager and Call Centre Options

MuCallz Application

o )

I S I P tru n kS (R4) ] @ Application Users [Concurent]
1] ﬂ Mumber of Netlinked 8100 to monitor
a ﬂ Mumber of Non-Metlinked 8100 to monitor
MyCalls Call Centre Options

0 (2]
L (2]

0 System Reports

MyCalls Call Recorder e ——
3] = @) I5DM PRI Trunk 8 Charnels Recarder
Quote Material Specification Configuration Differenc
a ﬂ I5DM PRI Trunk 16 Channels Reconder —
[ty | Prod.Code Description
a ﬂ I5DM PRI Trunk 30 Channels Reconder E SY8000 - iISPBX
0 @ 150N BRI Trunk Recording Channels 19600 0471 EBO00 UNIVERGE SWwE100 RS Spstern DVD
0 € “nalogue Trunk Recording Channels 1 BE108034 SYE100 Starter Package EL
a ﬂ SIP Trunk Recording Channels 1 BE107522 FZ-MESIEL
? 1 BE106405 CH2U BACK MOUNT KIT

ﬂ Call Recorder Rack Maount Kits IBE106359 CD-PRTA

ﬂ Enhanced Call Plaper E Sy800o - M].IEE“S

©  CallRecoding Audior | EUSn300s MyCalls Call Rec. Sch PRI Pack

F AL Ll Hananatar L SR iERAF
F LR LA st Fan 80H D Tredd
= SY8000 - MyCalls Licences
I N . 1 EL000003 LE-tMyCallz-Call Manager
ote: 5| SV8000 - PBX LMS Licences
. . 1 BE107G7E LK-5%5-5MDOR-LIC
Prophix automatically generates trunk blades!
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“Page 87 © NEC Philips Unified Solutions 2011 SV8100 — MyCalls mpowered by Innovation N EC



Archive management Call Recording

I manually backup through MyCalls
I schedule automatic archives through MyCalls
I Once archived, old calls could be deleted

I Default:
Call recorder will keep on recording calls until there is 10GB of available disk spac
e remaining on PC

* Then call recording software will delete oldest recorded calls that have been archived

* If archiving has not been configured:
recording continues until 2GB of free space remaining, Then it will stop recording

B = E dbyl ti
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Backup Call Recording

I Manual archive using MyCalls backup facility

Retell Yoice Recorder Configuration 2|

Retell Voice Recorder

Enter the machine name ot IP address of the Retell Voice Recorder. Enter the access
password and modify the recording port or user name ifnecessany. Finally click the Test
connection' hutton to ensure the correct configuration details hawve heen supplied. The PBX
trunks may optionally be assigned to the recorder channels.

Recaording Server Mare Passward

[pco22]
Playback Fort

[sg00 =

I T Recarding Rules.., |

Download Speed [KBits/sec]
[so000 % Recarding Backup... |

Call Recording Backup 1B

Backup Call Recordings

You can either back up all the calls in a specified date range, orvou can specifiv thatthe system should back up a

Backup Folder on Recarding Server Backup Yalume Hame b axirnum Yolume Size [MB
E:ABACKUPS Jan0g =
—Schedule Tazk Diaily —Backup all Callz between theze Dates

Start [ate Start Tirme:
Ewven |-| 3: dauz]
(11272008 | |00:00:00 %

End Date End Time

1141272008 v |23:53:53 = Backup..

E d by | ti
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BackUp

To enable scheduled archive, select
‘Schedule a Backup of all Un-Backed up Calls’

Call Recording

Choose how often archive should run (schedule task drop down menu)

Email address can be entered so that when any errors are generated, the
y can be emailed out to backup administrator

Call Recording Backup
Backup Call Recordings

You can either back up all the calls in a specified date range, or yod can specifiy that the syster

Backup Folder on Recording Server

Backup Yolume Mame GERT

Id:'\backups'\

[w Schedule a
Schedule Task

dec0d

Backup of all Un-B acked up Callz

Start Time

650

EI_I.J

| |31a"EI'|.u"2EIEIE 00 : 0000

Orice
Minute

Wwheekly
M anthly

aily

=
i e |

Hourly ;[ dawlz]

r—Backup all Calls between t
Start Date
|

12/12/2008 |

End Date
|

12/12/2008 v

Email addrezz for scheduled backup failure notifications

thorglep@inec. co. uk
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Call recording - Netlink Call Recording

Call recording for NetLink used over a number of remote sites:

Install physical call recording unit at each remote site

MyCalls Call Manager/Call Centre at each site
Main site requires MyCalls Enterprise

Install Call Recorder and software as normal

Inztalled Call Recorders

Mame | Edit...
Configure MyCalls to be aware of et ca
remote call recorder installations
T
Add multiple recorders to the o Z N
call recording configuration r— Dg” """"""" ::::::j:::::::::::::::::::::::::::::::::::::::::::
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MyCalls Environment

Call records MyCalls server
database + database
CCPU Ethernet port, or
IPLA port
< SMDR ey
SQL y e
Server « PACD. |eeleemg=Tl mnnnnans
events
LAN
SMDR:

SV8100 provides call info after calls ha
s been completed (historic)

P-ACD-events:

Used to display real time info such as
phone status and calls in queue info

MyCalls
Server / Clients
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MyCalls server Environment

I Recommended (for actual advice: see Manual)

* Intel dual core processor 2.66GHz, 1GB RAM
*  Min 10GB available hard disk space
* Dedicated PC

I MyCalls R3 is supported on the following Operating systems

* Windows XP Pro min SP2 — 32 BIT only

*  Windows Server 2003 SP2 — 32 BIT only

*  Windows Vista Business, Ultimate and Enterprise 32 BIT only

*  Windows 7 Professional, Ultimate and Enterprise 32 and 64 BIT
*  Windows Server 2008 — 32 and 64 BIT

*  MyCalls is also supported on Terminal Services and
Hyper V running on a Windows 2008 Server

I Note:
* MyCalls Call Recorder is currently only available for:

:-é_ = = = g s Empowered by Innovation I\I '
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Client \ Server Environment

Installing MyCalls client allows other people to use MyCalls:
I “Normal clients “
* will install the full MyCalls application onto a PC

I Network clients
* run MyCalls from a shortcut on MyCalls Server
* No need to upgrade client PCs when upgrading MyCalls server

I Create users in organisation view to use MyCalls

I By default there is 1 concurrent user of MyCalls

s E d by | ti
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Databases Environment

Configuration database and Call records database

I SQL Express 2005 (no license)
- Used by default
Approx 16 Million Call records / 4GB of data

I MS SQL Server 2005 (expensive)
- Used for High Call volume (Unlimited db size)
SQL Server 2000 not supported

I MyCalls installing on server already running SQL Server 2005

* Generally if a customer has an SQL 2005 server,
they might not want MyCalls installed on there too.

* Connecting to existing SQL 2005 server requires custom installation
* Install MyCalls db components on SQL Server

*  You then install MyCalls on a PC and configure it to store its data into
MyCalls database on SQL Server

:—é —,:1 E d by | ti
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System Utilities Environment

Automated schedules to backup database
for configuration and stored calls

Manual backup databases

Remove data (eg calls, alarms, audit entries, events or deleted devices lists)

Import telephone Bill

Re-calculate call costs (eg when provider tarif changed)

System | User Help Configuration Database

. Mai i ME] C t size (MB e
Litomatic Database Backup s e (0 Lyt sie AN i

; : 4000] 16, 99.60
ImportedLenfigusation data and Extensions from csv files
Database Information .
'[ﬂ' Remowve Unwanted Information
|} |mport Bill Call He.ccurds FJatabase o
Maximum size (ME) Current size (MEB) % Free
Re-CostLalls 4000 3 59.93
Import File

The database is OK.

- E dby! ti
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License Activation Environment

I The MyCalls license is installed on to SV8100.

I You have to instruct MyCalls to read the license from the SV8100 inbuilt i
cense server.

I The License manager is used to read licenses from SV8100

I Licenses read from SV8100 will work for 10 days, during that period the lic
ense needs to be registered with Kelmar

# pMyralls | rapee Mananar
AVIN Nl Ci
File™ License o

I Install the license that is emailed back

S erial Numbf| Read License from Switch | o

I_ Generate Reqiskration Request File
I YO U Ca n Ch e C k th e re n ewa I d ate Reqistered | zer Reqistered Compary

(in help\about) ' '

Expires M aintenance Reneval

FB¥z Extengsions Concurrent Uzers ACD Supervizors

= = E d by Innovati
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Upgrade Environment

I From SV8100 R3 Release of MyCalls on (Version 2.5)
there will no longer be the requirement to have the “Annual Software Update”
in place in order to allow an upgrade to a later version of MyCalls.

I Instead MyCalls will employ a Version Based Licensing Scheme.

I When MyCalls V2.5 or above is initially purchased, you are obviously able to instal
| that current version of MyCalls and are able to use the Features associated with t
hat version.

However should the customer at any point then wish to upgrade to a later version
of MyCalls to use any additional features available in that version,

then a MyCalls Version Upgrade Licence has to be purchased to allow the upgrad
e.

I NB: Patches on existing version will be Free Of Charge

E d by | ti
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Licenses Environment

Licenses per December 2009
EU000117 LK-MyCalls Single Ver. Upgr. My Calls Call Manager / My Calls Call Centre Single Version Upgrade PBX
Allows MyCalls single version step upgrade only

EU000118 LK-MyCalls Any Ver. Upgr. My Calls Call Manager / My Calls Call Centre Any Version Upgrade PBX
Allows MyCalls multiple version steps upgrade

EU000122 LK-MyCalls Agent Single Ver.Upgr. My Calls Agent Single Version Upgrade -
Allows single version step upgrade for Call Centre agents only.
This license is required per agent together with the application upgrade
EUO000117 for Single step upgrade of MyCalls Call Centre.

EU000123 LK-MyCalls Agent Any Ver.Upgr. My Calls Agent Any Version Upgrade -
Allows multiple version steps upgrade for Call Centre agents.
This license is required per agent together with the application upgrade
EUO000118 for multiple step upgrade of MyCalls Call Centre.

fased out Licenses (dec. 2009)

EU000011 LK-MyCalls-Call Man./Enterprise SW My Calls Annual Upgrade License fee. Yearly required to obtain the rights
and ability to upgrade the MyCalls application.

EU000023  LK-MyCalls-CC Ann.SW update 1-10 Ag My Calls Call Centre Annual Upgrade License fee for up to 10 Agents.
Yearly required to obtain the rights and ability to upgrade the MyCalls appl.

EU000024  LK-MyCalls-CC Ann.SW update 10+Ag My Calls Call Centre Annual Upgrade License fee for above 10 Agents.
Yearly required to obtain the rights and ability to upgrade the MyCalls appl. .

II"
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Demonstrator i
Separate install that has a call generator built in

Can use the application just the same as the real version

Provides options to populate database with set of calls for quicker reporti
ng

L= I W AN WA

call Volume Chart ¥ pause \rameter Window(x| Real Time
Populate Today iming Calls (o]
Fopulate This Wesk unks Demo PEX

Populate This Month

All Trunks (Demo PBX)

Populate Last Month

£ ® MyCalls - Demonstration

Lavout  Configure  Wiew  Beports  Swstem  Lser gem::unstratinn| Help
WS e sl = (@22 (@ s
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Migrate from Aspire to SV8100

I SMDR and P-cmd output needs licensing on SV8100:

* For this it will be necessary to order MyCalls Basic license for SV8100 and thi
s is currently free of charge

I Original license for Aspire MyCalls, activated using Kelmar website and
keyed to MyCalls PC, can continue to be used:
* ltis not necessary to acquire SV8100 MyCalls license from LMS

¢ Should MyCalls PC ID change or new PC be required for any reason, then “A
nnual Software Updates” or a one-off relicensing fee will still be needed for reli
censing

I Following the conversion some small one-off changes are required to so
me MyCalls config files.
NEC Technical Support will be pleased to effect these changes to help en
sure all goes smoothly

I Complete story:
Technical Publication GTP034 & GTP022 on Bluespheres
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Document History

| 10-02-2011 . Ver 5.00 — Changes for Mycalls R3
sheet xxxxxx

> New Version Features :-

Faster reporting on member reports
Hierarchical call records view
Trunk status real time windows
Call Notes
Transferee Call grouping
New call player (Licensed items)
Enhanced Call Player
Call Auditing
Export call as a user property
External data window from XML/ODBC and SQL Server
Unreturned calls real time window
Export Unreturned calls
Web browser real time window
Real time screen animation sequencing
realtime screen format toolbar
64Bit support
Certification on Windows 7
Certification on Windows server 2008 R2
Terminal server support

More details about MyCalss R3 see: Release Overview MyCalls R3
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