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Notice

This Axxess Desktop SoftPhone user guide is released by INTER-TEL, INC. as a guide for
system users and trainers. It provides information necessary to properly install, program,
and use the application.

The contents of this guide, which reflect current INTER-TEL standards, are subject to
revision or change without notice. Software packages released after the publication of this
guide will be documented in addenda to the guide or succeeding issues of the guide.

If additional information is required, please contact your service representative.

For sales, service, or technical support, contact your local
authorized Inter-Tel dealer.

If you have any questions or comments regarding this manual or
other technical documentation, contact
Inter-Tel’s Technical Publications Department at:
Tech_Pubs@inter-tel.com
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Limited Warranty

Inter-Tel warrants that its products will, if delivered to the end-user in undamaged
condition, be free from defects in material and workmanship under normal use and
service for the period set forth on the current warranty periods as published in the US
Price List from time to time and substantially in conformance with the documentation
(functional and operating specifications) that Inter-Tel publishes regarding same (end-
user reference and operating manuals and guides relating to the program). Inter-Tel
does not, however, warrant that the functions contained in the software program will
satisfy Dealer's particular purpose and/or requirements or that the operation of the
program will be uninterrupted or error free.

Inter-Tel shall incur no liability under this warranty and this warranty is voidable by
Inter-Tel (a) if the product is used other than under normal use, with certified repair
and maintenance service and under proper environmental conditions, (b) if the prod-
uct is subject to abuse, misuse, neglect, flooding, lightning, power surges, third-party
error or omission, acts of God, damage or accident, (c) if the product is modified or
altered (unless expressly authorized in writing by Inter-Tel), (d) if the product is
installed or used in combination or in assembly with products not supplied or autho-
rized by Inter-Tel and/or which are not compatible with or are of inferior quality,
design or performance to Inter-Tel or Inter-Tel supplied products so as to cause a dim-
inution or degradation in functionality, (e) if there is a failure to follow specific
restrictions in operating instructions or (f) if payment for product has not been timely
made.

The sole obligation of Inter-Tel and the exclusive remedy and recourse of Dealer
under this warranty, or any other legal obligation, with respect to product, including
hardware, firmware, and software media, is for Inter-Tel, at its election, to either
repair and/or replace the allegedly defective or missing product(s) or component(s)
and return (prepaid) same (if necessary), or grant a reimbursement credit with respect
to the product or component in the amount of the sales price to the Dealer. With
regard to a software program design defect, however, to the extent it prevents the pro-
gram from providing functionality and/or operating as intended by Inter-Tel, is service
affecting, and prevents beneficial use of the product, Inter-Tel does undertake to use
its best efforts to devise a suitable corrective solution to the problem within a reason-
able period of time; should said action, however, not substantially resolve the prob-
lem, then Inter-Tel reserves the right to substitute a new release (“stream”) of software
as soon as it is generally made available by Inter-Tel. The above, with regard to a soft-
ware design defect, likewise, constitutes the sole obligation of Inter-Tel and exclusive
remedy of Dealer hereunder.

Vi
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The responsibility of Inter-Tel to honor the express limited warranty stated above also
shall be predicated on receiving timely written notice of the alleged defect(s) with as
much specificity as is known within thirty (30) calendar days of the malfunction or by
the expiration of the warranty period (plus thirty [30] calendar days), whichever
occurs first. Inter-Tel shall further have the right to inspect and test the product to
determine, in its reasonable discretion, if the alleged malfunction is actually due to
defects in material or workmanship. Unless waived by Inter-Tel, Dealer agrees to
return (prepaid) the allegedly defective product or component to Inter-Tel for inspec-
tion and/or testing, and, if appropriate, for repair and/or replacement.

NOTE: THE ABOVE EXPRESS LIMITED WARRANTY IS IN LIEU OF ALL OTHER WARRAN-
TIES, EXPRESS OR IMPLIED, FROM INTER-TEL, INC., OR INTER-TEL INTEGRATED SYS-
TEMS INC., AND THERE ARE NO OTHER WARRANTIES WHICH EXTEND BEYOND THE
FACE OF THIS WARRANTY. ALL OTHER WARRANTIES WHATSOEVER, INCLUDING THE
IMPLIED WARRANTY OF MERCHANTABILITY AND THE IMPLIED WARRANTY OF FITNESS
FOR A PARTICULAR PURPOSE RELATING TO USE OR PERFORMANCE OF THE PRODUCT,
INCLUDING ITS PARTS, ARE HEREBY EXCLUDED AND DISCLAIMED.

IN NO EVENT SHALL INTER-TEL, INC., UNDER ANY CIRCUMSTANCES, BE LIABLE FOR
NOR SHALL A PURCHASER (DIRECTLY OR INDIRECTLY) BE ENTITLED TO ANY SPECIAL,
CONSEQUENTIAL, INCIDENTAL, INDIRECT, PUNITIVE OR EXEMPLARY DAMAGES AS A
RESULT OF THE SALE OR LEASE OF PRODUCT INCLUDING BUT NOT LIMITED TO FAIL-
URE TO TIMELY DELIVER THE PRODUCT OR FAILURE OF PRODUCT TO ACHIEVE CER-
TAIN FUNCTIONALITY, OR ARISING OUT OF THE USE OR INABILITY TO USE THE
PRODUCT, IN WHOLE OR IN PART AND INCLUDING BUT NOT LIMITED TO LOSS OF
PROFIT, LOSS OF USE, DAMAGE TO BUSINESS OR DAMAGE TO BUSINESS RELATIONS
EVEN IF NOTIFIED OF THE POSSIBILITY OF SUCH DAMAGES. INTER-TEL SHALL NOT BE
LIABLE FOR PERSONAL INJURY OR PROPERTY DAMAGE UNLESS CAUSED SOLELY BY
INTER-TEL'S NEGLIGENCE.

CAUTION

For complete information on returning equipment, refer to the current Inter-Tel
Repair and Return Policy (document part no. 835.1065). This document includes
specific information on the following subjects: warranty, procedures to follow
when returning equipment, equipment damaged in shipment, insurance, repair
policy, and advance replacement policy.
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Software License Agreement

THE FOLLOWING IS A SITE LICENSE AGREEMENT RELATING TO THE
INTER-TEL SOFTWARE. PLEASE CAREFULLY READ ALL OF THE TERMS
AND CONDITIONS BEFORE PROCEEDING. THE SOFTWARE REFERENCED
HEREIN IS LICENSED IN ACCORDANCE WITH THE FOLLOWING TERMS
AND CONDITIONS. IF YOU DO NOT ACCEPT SUCH TERMS AND CONDI-
TIONS YOU WILL NOT BE PERMITTED TO USE THE SOFTWARE. IF YOU
ACCESS OR USE SUCH SOFTWARE IN CONTRAVENTION OF THE TERMS
AND PROVISIONS OF THIS AGREEMENT, YOU WILL BE SUBJECT TO
PROSECUTION TO THE FULLEST EXTENT PERMITTED BY LAW.

Definitions:

“You” means, and “Yours” refers to the original end user purchaser of the Inter-Tel
Software Programs. “Computer” means a computer consisting of a single central pro-
cessing unit, one keyboard and one video display terminal. “Inter-Tel Hardware Sys-
tem” means any proprietary system distributed by Inter-Tel Integrated Systems
(hereinafter “Company” or “Inter-Tel”) that operates by means of the Software.
“Authorized Dealer” means an individual or entity currently authorized in writing by
agreement and in good standing with Inter-Tel entitling the dealer to sell or license the
specific Software covered by this license. “Software” means: the computer programs
accompanying this License (including, but not limited to, codes, techniques, software
tools, formats, designs, methods, processes, know-how and ideas) and any and all
copies, modifications, upgrades, enhancements and new releases thereof made or
acquired by You and any and all manuals and other printed materials accompanying
this License or the Software.

License:

(a) Inter-Tel Integrated Systems, Inc. (“Inter-Tel”) grants You a non-exclusive,
non-transferable license to install and use the enclosed Inter-Tel Software and
accompanying documentation on any one standalone personal computer or
Inter-Tel Hardware System (whichever applies). You assume the entire respon-
sibility for the selection and installation of the enclosed Software program(s)
in order to achieve desired results. You agree that you are licensing the Pro-
gram for its end use only and not for resale or redistribution. You must be an
Authorized Dealer of the specific Inter-Tel products covered by this license.
You will be liable for theft and infringement under applicable patent, copyright
and trademark laws of the United States for unauthorized use of the Software
covered by this license.

Inter-Tel reserves all rights in and to all patents, copyrights, trademarks, mask
works and any other proprietary rights contained or embodied in the Software.

viii
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(b) You may make one (1) copy of the Inter-Tel Software program(s) contained on
diskette(s) for back-up purposes only, provided that You reproduce and place
the Inter-Tel copyright notice on the backup copy. You may make one (1) copy
of the Software program(s) onto one (1) hard drive. You may not copy the
Inter-Tel Software program(s) contained on any media other than diskette; e.g.,
hard disk drive, ROMs, PALs, Software Protection Key, etc.

(c) You are hereby notified that contained third-party suppliers and vendors are
third-party beneficiaries to this Agreement to the extent that the Software con-
tains software, programming and other materials provided by such third-party
suppliers and vendors. Such provisions are made expressly for the benefit of
and are enforceable by such third-party suppliers and vendors in addition to
Inter-Tel.

(d) You hereby acknowledge and agree that the license granted in this agreement
is a site license. l.e., the software may only be installed at the initial end user
site licensed for this software and at no other site without the express written
consent and relicensing by Inter-Tel Integrated Systems, Inc. You acknowledge
and agree that you have the responsibility to sublicense the end user of the
software with an agreement in writing containing the statement that “the soft-
ware licensed hereby may only be installed at the initial end user site licensed
for this software and at no other site without the express written consent and
relicensing by Inter-Tel Integrated Systems, Inc.” It is the specific intent of this
site licensing agreement to (1) prohibit the improper copying and/or the multi-
ple use of this software at other than a designated initial licensed site, and to
(2) prohibit the right of resale and/or relicensing of the software without the
express written consent of Inter-Tel. You agree that your failure to properly
sublicense the software to an end user will subject you to responsibility for the
losses occasioned to Inter-Tel.

Non-Permitted Uses:

(a) You may not use the enclosed program(s) on more than one standalone per-
sonal computer or Inter-Tel Hardware System at a time and may not load the
Software onto any file server or network.

(b) You may not sublicense, assign or transfer Your rights under the Agreement
without the prior written permission of Inter-Tel.

(c) You may not use, copy, alter or transfer, electronically or otherwise, the Inter-
Tel Software (program(s) or documentation) except as expressly allowed in
this Agreement.

(d) You may not translate, reverse engineer, disassemble or decompile the Inter-
Tel Software.

(e) You agree that you are licensing the Program for its end use only and not for
resale or redistribution.
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Term:

This Agreement is effective from Your date of purchase and shall remain in force
until terminated. You may terminate the Agreement by returning to Inter-Tel the origi-
nal diskette(s), ROMs, PALs, or other applicable software media and all copies of the
Inter-Tel software program(s). The Agreement is also terminated if You fail to comply
with any term or condition of this Agreement. You agree to return to Inter-Tel the
original diskette(s) and other applicable software media and all copies of the Inter-Tel
Software program(s) upon such termination. The Company may immediately termi-
nate this license upon notice to you, whereupon you shall immediately destroy all
copies of the Program.

Warranty:

(a) Inter-Tel warrants to You that the diskette(s), and/or other applicable software
media on which the Inter-Tel Software program(s) are furnished are not defec-
tive under normal use for a period of ninety (90) days from the date of pur-
chase, as evidenced by a copy of Your sales receipt.

(b) Inter-Tel and its third-party suppliers and vendors’ liability and Your exclusive
remedy shall be the replacement of any diskette(s) and/or other applicable soft-
ware media that do not meet the warranty and which are returned to Inter-Tel
or an authorized dealer together with a copy of Your paid receipt. THE
ABOVE IS THE ONLY WARRANTY OF ANY KIND. ALL OTHER WAR-
RANTIES EITHER EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIM-
ITED TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY AND
FITNESS FOR A PARTICULAR USE ARE HEREBY DISCLAIMED. This
warranty gives You specific legal rights and You may also have other rights
which may vary from state to state.

You acknowledge that the Program, including the related documentation and any new
releases, modifications and enhancements thereto, belongs to the Company, and that
the Company retains all right, title and interest in and to the Program. You further
acknowledge that the Program and information relating thereto constitute valuable
trade secrets of the Company. You agree to comply with the terms and conditions of
this Agreement and agree to treat the Program as the confidential and proprietary
information of the Company.

You shall be solely responsible for the supervision, management and control of your
use of the Program and related products and documentation. You hereby indemnify
and hold harmless the Company and its affiliates (the Indemnified Parties) against any
loss, liability, damages, costs or expenses suffered or incurred by the Indemnified Par-
ties at any time as a result, of any claim, action or proceeding arising out of or relating
to your use, operation or implementation of the Program. For purposes of this Agree-
ment, affiliate means any Company division or subsidiary or any other affiliated
entity involved in the manufacture or wholesale distribution of Company products.
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The Indemnified Parties shall not be responsible, and you shall have no recourse
against the Indemnified Parties, for any loss, liability, damages, costs or expenses
which may be suffered or incurred at any time by you as a result of your reliance upon
or use of the Program, or as a result of any claim, action or proceeding against you
arising out of or relating to the use of the Program, or as a result of your defense of
any such claim, action or proceeding.

Limits Of Liability:

In no event shall Inter-Tel or its third-party suppliers and vendors be liable for any
losses (whether in tort, contract or otherwise) incurred in connection with the pur-
chase, sale, possession, operation, or use of the Software (separately or in combina-
tion with other products) including, but not limited to loss of time, loss of anticipated
profits, loss of data, loss of information, loss of business, loss of revenue, loss of
goodwill or loss of anticipated savings or other business losses, losses relating to rout-
ing or programming errors, unauthorized use or access of all intrastate, interstate, and
international long distance services, or such access or use by voice mail, DISA, auto
attendant, or 800 or 900 services by end-users or unrelated third parties, losses related
to the use of copyrighted music with Inter-Tel Software, and to the extent such limita-
tion is permitted by applicable law, losses and damages resulting from physical injury
to tangible property or death or injury of any person whether arising from Inter-Tel’s
negligence, breach of contract or otherwise. IN NO EVENT SHALL INTER-TEL OR
ITS THIRD-PARTY SUPPLIERS AND VENDORS BE LIABLE FOR ANY INCI-
DENTAL OR CONSEQUENTIAL DAMAGES, DIRECTLY OR INDIRECTLY
ARISING FROM USE OR INABILITY TO USE THE SOFTWARE, SEPARATELY
OR IN COMBINATION WITH OTHER PRODUCTS. IN NO EVENT SHALL THE
TOTAL LIABILITY OF INTER-TEL DAMAGES EXCEED THE AMOUNT PAID
BY YOU FOR THE SOFTWARE.

Entire Agreement:

This Agreement constitutes the entire agreement between You and Inter-Tel and
supersedes any and all prior agreements between Inter-Tel and You with regard to the
Inter-Tel Software. No amendment, modification or waiver of this Agreement will be
valid unless set forth in a written instrument signed by the party to be bound thereby.
This Agreement shall be governed by the laws of the State of Arizona. No failure or
delay on the part of Inter-Tel to enforce its rights hereunder shall operate as a waiver
of any right.

This Agreement and any disputes arising hereunder shall be governed by the laws of
the State of Arizona, United States of America, without regard to conflicts of laws
principles. The parties hereby expressly exclude the application of the U.N. Conven-
tion on Contracts for the International Sale of Goods to the Agreement.
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Government Restricted Rights:

The Software is provided with restricted rights. Use, duplication or disclosure by the
government is subjected to restrictions set forth in subparagraph c (1) (ii) of the
Rights in Technical Data and Computer Software clause at DFARS 252.227-7013
(Oct. 1988) and FAR 52.227-14 and 52.227-19 (June 1987). Contractor is Inter-Tel
Integrated Systems, Inc., Chandler, Arizona 85226.

Inter-Tel Integrated Systems, Inc.
Chandler, AZ 85226
Revision D

Xii
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Thank you for purchasing the Axxess Desktop SoftPhone software package. The
Desktop SoftPhone allows you to make phone calls through the Desktop Interface on
your computer.

NOTE: Because the Axxess telephone system is very flexible and programmable, the
procedures for using the features might vary slightly from the descriptions in this guide.
If so, your trainer or System Administrator can tell you how your system differs and how
to use the feature.

SYSTEM REQUIREMENTS

The Desktop SoftPhone is a very flexible, programmable software application that
should be installed on a PC that meets the minimum requirements specified in the fol-
lowing sections.

Hardware

IBM-compatible PC
200 MHz or faster microprocessor
Monitor (set at 800 x 600 or higher resolution)

NOTE: If you try to run the program with 640 x 480 resolution, an error message
appears and the Desktop SoftPhone will shut down. To use the Desktop SoftPhone
with 60 Direct Station Selection (DSS) keys, the resolution must be 1152 x 864 or
higher. If the resolution is too low, the 60 DSS option will be grayed out.

Mouse
32 Megabytes (MB) of RAM
20 MB available hard disk space

CD-ROM drive or 3.5-inch (1.44MB) double-sided, high-density floppy disk
drive

An Executive or Standard Display Phone with a Personal Computer Data Port
Module (PCDPM) or an AgentSet

NOTE: If using a Call Processing (CP) Server (previously called the NT-based
CPU) via Desktop OAI sockets, a PCDPM is not required. In this case, a Basic Dig-
ital Phone can also be used.

TCP/IP
One available parallel or USB port (for security key)
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e Software security key

Software
e Microsoft Windows 95, 98, NT, ME, or 2000
e Inter-Tel Axxess System version 3.0 or later with Desktop OAI
e Axxess Desktop SoftPhone software

e Desktop Interface (DTI) Server (included with the Axxess Desktop SoftPhone
software)

e Java Runtime Environment (JRE) version 1.3.1 (included with the Axxess Desk-
top SoftPhone software)
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SOFTWARE INSTALLATION

Software Security Key: The software license for Desktop SoftPhone is controlled by
the use of a software security key. Before installing the Desktop SoftPhone, you must
install a software security key. This security key is a small device that must be
attached to your PC’s parallel or USB port to fully enable the Desktop SoftPhone soft-
ware. Without the security key, the software will not work.

To install the security key:
Attach the appropriate end of the device to a parallel or USB port on your PC.
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NOTE: The security key does not affect the functionality of the parallel port itself. Any
device that you would normally connect to the parallel port can also be connected
through the security key.

Installing the Desktop SoftPhone

The Desktop SoftPhone software allows you to install Desktop SoftPhone, DTI
Server, and JRE version 1.3.1.

NOTE: The following instructions assume that Windows 95, 98, NT, ME, or 2000 is
installed on your PC and that you are familiar with Windows procedures.

To install the Desktop SoftPhone:
1. Before you begin, make sure you know:
e The extension you wish to control.

e The IP address and port of the connection to the CP Server, if using a TCP/IP
connection.

e The keyset extension password.
2. Insert the Desktop SoftPhone software CD-ROM into its drive.
3. Run Setup. exe. Follow the instructions on the window.

4. At the Welcome window, click Next to continue.
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5. When the Desktop OAI Connection Settings dialog box appears, select the type
of connection you will be using. Your options are Serial Port (PCDPM) or TCP/
IP Connection. The window will change, depending on your selection, as shown
below.

Serial Port Settings TCPI/IP Settings

42 Desktop DAl Connection Settings - Step 4 of 7 42, Desktop DAI Connection Seltings - Step 4 of 7

Select how the DTI Server will connect to the Desktap 04| port
of the telephone system.

1% Serial Port Connection [PCOPM)

™ ICPAP Connection (85ESS Windows MT based CPU)
Enter the settings for the serial port of this computer that will be:
uzed to connect ta pour phane's PCOPM (the Desktop DAl

pait]. The Extension and Keyset Password are only used by
the DT Server to werify an application login sttempt.

Segial Part lm
Bits Per Second: lm
Extension l—
Keyset Paszword: l—

Select how the DT Server will connect ta the Desktop 04l port
of the telephone system.

™ Serial Fort Connection [PCDFM)
i« TCP/AP Connection (#3<ESS Windaws MT based CPUE

Enter the IP Address [or hostname] and the TCP Part of the
Ar=ESS Windows NT based CPU that will be used to connect
to the Desktop 0Al port

IP Address: |1721814143
TCP Part: |4EIEIEI

< Back. I Mest > I Cancel | < Back I Mext > I Cancel

If you selected Serial Port Connection, complete the following fields:

Serial Port: Select the desired port using the available COM ports listed in
the drop-down combo box.

Bits Per Second: Sclect the Bits Per Second from the drop-down combo
box. The maximum is 4800.

NOTE Because the Serial Port settings are not validated, be sure to select
a COM port and Bits Per Second rate that are appropriate for the DTI Server
computer and the attached PCDPM.

Extension and Keyset Password: Enter the extension number and password
for the station you will be using. If you change the Extension or Keyset Pass-
word while an application is currently connected to the telephone system
(using the PCDPM), the DTI Server will display an error message that asks
if you want to change the Desktop OAI connection settings. If you click OK,
the settings take affect immediately. The next application to connect the DTI
Server must use the new Extension and/or Keyset Password.

NOTE Extension and Keyset Password are ONLY used to verify the login
message of an application connecting to the DTI Server. This DOES NOT
guarantee that the Desktop OAI connection from the PCDPM is for the Exten-
sion you have chosen. It is up to the connected application to verify that it is
connected to the Desktop OAI connection of the proper extension.
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If you selected TCP/IP Connection, complete the following fields:
o IP Address: Enter the IP address of the CP Server.
e TCP Port: Enter the port number used for the connection (default is 4000).

Notice that this TCP/IP Settings dialog box does not require you to enter an
extension or keyset password. The DTI Server uses the extension and keyset
password from the login message of the first application connection to gener-
ate the login message to connect to the CP Server. If the connection is suc-
cessful, the extension and keyset password is saved. The DTI Server verifies
the extension and keyset password of each additional application’s login
message since it is already connected to the CP Server. If the TCP/IP con-
nection is lost or the last application has disconnected, the saved extension
and password are not used. The next application to login will open a new
connection to the CP Server.
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While in the Desktop OAI Connection Settings screen, you may see one of
the following error messages:

— If you change the IP Address or TCP Port while an application is cur-
rently connected, or changed the Desktop OAI Connection type from a
Serial Port Connection to a TCP/ IP Connection, the DTI Server will
display an error message that asks if you want to change the Desktop
OALI connection settings. If you click OK, the new TCP/IP settings and/
or Desktop OAI Connection type will not be in effect until the last
application currently connected to the DTI Server disconnects. In this
case, the DTI Server does not prevent additional applications from con-
necting with the old settings.

— If you set the IP Address to the address of the DTI Server’s computer,
the DTI Server will display an error message that tells you the TCP/IP
settings and CP Server cannot be the same as your computer. You will
have to enter a new IP Address.

— If the DTI Server cannot resolve the host name in the IP Address field
because it is not an official host name or alias or because it cannot be
found in the queried database(s), you will see an error message. If you
are sure that the IP Address is correct, and the error is due to a tempo-
rary network problem, click OK to save the IP Address. If not, click
Cancel and enter the correct address.

— If you entered an invalid IP address, the DTI Server will display an
error message. The IP Address cannot be 0.0.0.0, 255.255.255.255, or
127.0.0.1.

Click NEXT and then enter the TCP port used for listening (default is 4000).

6. When the files have been loaded, choose the shortcuts you wish to use. Click
NEXT to continue.
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7. When the installation completes, click Finish.
8. Click Exit Installation and remove the CD-ROM from the drive.
9. Restart the computer.

Starting the Desktop Softphone
To start the Desktop Software:
1. Select Start - Programs - DTI Server to start the DTI Server.

2. Select Start - Programs - Axxess Desktop SoftPhone to start the Desktop
SoftPhone.

NOTE: If the settings were not configured properly, an error message appears. To
change the settings, right-click on the Desktop SoftPhone and select TCP/IP Setting.
Then, re-enter the correct settings. When finished, click Connect to reconnect.
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ABOUT DESKTOP SOFTPHONE

The Desktop SoftPhone allows you to make phone calls through the Desktop Inter-
face on your computer.

NOTE: Because the Axxess telephone system is very flexible and programmable, the
procedures for using the features might vary slightly from the descriptions in this guide.
If so, your trainer or System Administrator can tell you how your system differs and how
to use the feature.

The Desktop SoftPhone graphical user interface (GUI) looks like an Axxess Execu-
tive Display Phone installed directly on the Axxess System. The Desktop SoftPhone
is shown on the next page.
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The Desktop SoftPhone has the following features:

o Feature keys: Provide quick access to various phone and voice mail features.
(See page 9 for details.)

¢ Liquid Crystal Display (LCD) Menu Keys: Allow you to scroll through dis-
plays and make selections based on the active feature. (See page 10 for details.)

e Shortcut Keys: Provide useful shortcut keys on the PC keyboard that function
exactly same as the keys on the Desktop SoftPhone display. (See page 11 for
details.)
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The Desktop SoftPhone

LCD WITH SIX 8 LCD MENU
16-CHARACTER LINES SELECTION KEYS
\ Axxess Desktop SoftPhone HEE

21000 MICKEY
6:02 WED JUL 18
DM [N FEATURES

S——
FEATURE
KEYS
FEATURE
KEYS ——
RING AND VOICE
VOLUME
CONTROL
SPECIAL 12-KEY
KEY PUSHBUTTON
DIALPAD

NOTE: This is the default configuration. Your keys may have been programmed
differently. If you are uncertain about the configuration, ask your System Adminis-
trator.
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Feature Key Functions

The feature keys are designed to automate some of the commonly used functions,
such as dialing an outside number. Each of these is described in the table below.

(@)
m
REF. :||
KEY IF YOU... YOU CAN... PG# g
; Answer a call. 35, 37 (7]
| ANSWER JIJOIEN ANSWER | ;
Click and dial the number Place an outgoing call. 36 ;_0|
- - ide i m
- Press an unlit key or the flashing key Selllect an outside line or answer a | 35, 37 o
CALL or LINE cafl.
Click Access an intercom call. 35
m Click unlit or lit m Enable/disable Do-Not-Disturb 54
mode.
CNF Press and dial the numbers you would | Place a conference call. 39
like to add to the conference
Click Put a call on hold. 38
IENEER | Click and enter the destination num- | Transfer a call. 40
ber
Click View or access System Speed- 69
Dial numbers.
Click Redial a telephone number or 44
save the last number.
m Click m and hang up Put a call on the speaker. --
m Click m Leave or listen to a message. 46
FWD Click J]IRIEH and dial destination number Forward calls to the specified 42
number.
Click or INEE to adjust the volume | Adjust volume during call. 58
level, and click to save the volume
[E | change

In addition to the keys identified in the preceding table, your phone has a Special key
(IEZW). Depending on how your telephone system is configured, you may need to
press this key before you dial a feature code.

NOTE: Because the Axxess telephone system allows customized feature keys, your
phone may have been reprogrammed so that the feature keys do not match those
described in this guide.

Axxess Desktop SoftPhone User Guide 9



LCD Display Menu Keys

In addition to the various feature keys, your phone contains an LCD with six different
lines. The top two lines show call information and messages; the remaining four lines
display a menu, which changes according to the feature you are using.

To select an option, press the menu selection key closest to it. If there is only one
option on a line, such as OTHER FEATURES, you can press the key on either side.

DISPLAY WITH SIX
16-CHARACTER
LINES

21066 SOFT PH #3
1:30 WED JUN 7

MENU MENU
SELECTION— OUTGEOTNG DND SELECTION
KEYS KEYS

g THER FEATURES

Because the display can only support 16 characters, you may see a few abbreviations.
The most commonly used abbreviations are provided in the table below:

ACCT CODE Account Code

CNF Conference

DEST Destination

DIR Directory

DND Do-Not-Disturb

EXT Extension

MSG Message

RCL Recall

SPKR Speaker

SPKRPHN Speakerphone

STN SPD Station Speed Dial
SYS SPD System Speed Dial
TFR Transfer

TG Trunk Group (a group of outside lines)
TRNK Trunk (an outside line)

10
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Shortcut Keys

The Desktop SoftPhone provides useful shortcut keys on the PC keyboard that func-
tion exactly same as the keys on the Desktop SoftPhone display. The keys are shown

in the following illustration: ﬁ)_l
-
d
Z
(@)
a9
>
A
_|
m
Ctrl+1 Ctrl+5 o
Ctri+2 Ctrl+6
Ctrl+3 Ctrl+7
Ctri+4 Ctri+8
Ctrl+Q Ctrl+W Ctrl+E Ctrl+R Ctrl+T Ctri+Y
Ctrl+A Ctrl+S Ctrl+D Ctri+F Ctrl+G Ctrl+H
F5 F6 F2 F3
F7 F8
1 2 3
F9 F10
4 5 6
F11 / Backspace F12
7 8 9
Ctri+?t Ctri+!
* Keypad ‘=’
Ctri+Z Ctrl+< or — or 0 or
Shift+8 Shift+3
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ABOUT VOICE MAIL

Voice mail is an application that is part of the Inter-Tel Voice Processor. With the
voice mail application, you and other callers can send and receive recorded messages
from any station or touchtone telephone. To use this and other features, each user (you
included) is assigned a “voice mailbox,” which usually corresponds to a valid exten-
sion number. You can, however, have an “unassociated” mailbox that does not corre-
spond to an extension. Unassociated mailboxes are typically used for agents or other
personnel who don’t have a permanent office.

With your voice mailbox, you can use personal or system greetings to let callers know
if you are out of town, on a call, etc. (see page 49). If a caller reaches your voice mail-
box, they can leave a message, hang up, or access an attendant.

In addition, the Voice Mail Administrator can program “group lists” of mailboxes.
With these lists, you can send a message to a group of people by entering one number
instead of everyone’s individual mailbox number.

NOTE: You cannot delete messages that are sent using group lists (see page 53).

12
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WHAT YOU SEE AND HEAR

As you can see, your Desktop SoftPhone and Axxess system come equipped with a
lot of “bells and whistles.” To help you understand what everything means, it is rec-
ommended that you read the following information before you use your phone.

Your telephone system may be programmed for one or two dial tones. Systems
with two dial tones have one for intercom calls and one for outside calls.

Many features “time out” if you wait too long before performing the next step. If
this happens, you must hang up and start again.

If you hear four fast tones or repeating fast tones, you have pressed an invalid key
combination, tried to select a restricted line, a restricted or invalid number, too
slowly between digits, or waited too long before performing the next step. Hang
up and try again.

Desktop SoftPhones have red and green lamps in the feature keys. Green indi-
cates a call is ringing, holding, or active on your phone. Red means the call is on
another phone. If the keys only light red, either your phone does not have the
green lamps, or the system may not be programmed to support the two lamp col-
ors.

NOTE: Your phone may be programmed to always use red lamps for calls ringing
directly to your phone. If you are uncertain about the configuration, ask your Sys-
tem Administrator.
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WHAT THE ADMINISTRATORS CAN DO FOR YOU

The administrators are the people to whom you should turn if you have any problems
with your phone and/or voice mail. They have access to advanced programming fea-
tures and can reset certain settings associated with your phone.

The types of administrators that can help you with your phone/voice mail are as fol-
lows:
e System Administrator: Performs certain telephone system functions, including:

— Setting the date and time
— Programming System Speed-Dial numbers

— Making database changes, such as programming usernames, toll restriction,
DND messages, and extension numbers

e Voice Mail Administrator: Performs tasks associated with the voice mail sys-
tem, including:
— Recording a broadcast message that is sent to all mailboxes at once

— Performing mailbox maintenance (such as changing your password)

— Customizing voice mail prompts

NOTE: Because the Axxess telephone system is very flexible and programmable, the
procedures for using the features might vary slightly from the descriptions in this guide.
If so, your trainer or System Administrator can tell you how your system differs and how
to use the features.

If you are a System Administrator or if you need additional information not available in this
guide, refer to the Inter-Tel Axxess Administrator’s Guide (part number 550.8001).
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This section contains the information about how to use Desktop SoftPhone. The con-
tents are as follows:

SECTION CONTENTS PAGE
USING DESKTOP SOFTPHONE. .. ...... ...t 17
Customizing Phone Settings ................. it 19
AlWays ON TOP . . ot e 19
Three Dimension (3D)Buttons. . . ......... ... ... ... ... .... 20
NumericKeypad. . . ... .. . 20
Restore Program When CallRings ......................... 21
Call List. . .o 22
Number of Customized Keys . .............. ... ... ......... 23 c
Override Trunk Name. . .. ... .. .. . . . .. 24 (/1)
TCP/IP Settings . . ...t 24 g
CallerID ... ..o 25 v
View CallLog . . ..ot 26 -|°-|
Key Font. . ... . e 27 =
Background Color. . ... ... .. 28 }
Currency Character .. ............ooiuiii i, 29 g
Resync Programmable Keys . .......... ... ... ... ... ... .... 30 m
Customizing Feature Keys ............ .o, 31
Program . ... . 31
SetText ..o 33
Set Color ... e 33
Review . .. 34
Reverse Text Color . ... ... .. i 34
Cancel . ... 34
HANDLING CALLS . ... s it e e it a e e a e 35
Initializing Your Mailbox ............ ... i 35
Making and ReceivingCalls ..............cciiiiiiiiiiinenn, 36
Intercom Calls .. ... ... . 36
Outside Calls . ... ... e 38
Emergency Calls . .......... ... . 39
CallWaiting . .. ... e 39
PlacingCallsOnHold ........... ...ttt i i 40
Placing Conference Calls .............. coiiiiiiiiiiinnnnnnns 41
Transferring Calls ........ ... ... ittt iiaiiaennenn 42
To Another Extension. . ... ... ... .. . .. . . . . 42
ToVoice Mail . ... . 42
Toan Outside Number. . ......... ... ... . . .. 43
To Pick Up (Reverse Transfer)aCall ....................... 43
ForwardingCalls ............cciiiiiiiii i iii s 44
Manual Call Forwarding . . ... ....... .. i 44
Automatic System Forwarding ... .......... ... ... ... ... ... 45
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SECTION CONTENTS PAGE

RedirectCalls. ... ... . 45
RedialingaNumber ......... ... .. i 46
Displaying Information on YourPhone ......................... 47

Date, Time, Name, and Extension Number .. ................. 47

Outside Party’s Name/Number. . . ......... ... ... .. ... .. .... 47
Usingthe Message Key ...ttt iii i 48

Leaving Messages . . . . ... oottt 48

RetrievingMessages . .. ... i 49
Accessing Your Mailbox ............. .ot 50
Using Voice Mail Messages . ..........c.iiiiinneiiinnnrrnnnnnns 51

ListeningtoMessages . .. ... .. 51

Undeleting Messages. ... ...t 53

SendingMessages. ... ... 54

CancelingUnheard Messages . . .. . ...t .. 55
Using Do-Not-Disturb Mode ............ ... .. . ciiiiiiiia.t. 56
Reminder Messages ............coviiiiinnnnnnnnennnnnssnnns 58
Setting Preferences ............c i e 60

Phone Configuration. . . ......... .. . . 60

Voice Mail Options . . ... ... 63
Speeddialing .......... .ot e e e 70

StationSpeed Dial . .......... ... ... ... . ... 70

SystemSpeed Dial............ .. .. .. . .. 71
Using Record-A-Call ............. it 72
Paging .. ...oi e e i s 73

Making Pages. . ... 73

EnablingPaging. . ... 73
Performing a “Hookflash” DuringaCall ........................ 74
Programming Your Feature Keys ..............ciiiiiinnnn. 75
Programming Secondary ExtensionKeys . ...................... 76
Using AccountCodes ...........oiiiiiiitintnnernnrnnennnnns 77
ScreeningCalls ........ ... i e 78
Using the Directories . ...........c ittt e 78

Phone Directory . . ... 78
Voice Mail Directory . ......... ...ttt iiiennennes 79
Programming Remote Feature Access ......................... 80

Remote Access Password . .. ......... ... .. i 80

Remote Feature Access. . . ......... ... ... .. 80
RequestingAgentHelp .......... ... i 82
Workingin HuntGroups ...ttt 83

Hunt Group Calls Enabled/Disabled. . . ...................... 83

ACDHUNtGroups ... e i 83
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CUSTOMIZING PHONE SETTINGS

Desktop SoftPhone offers features to customize your phone settings. right-click on the
key button on the Desktop SoftPhone background area to display the option menu,
shown below. The details of the features are described in the following pages.

Axxess Desktop SoftPhone

MICKEY

TaIT T T TTTT l 8
Alweays On Top
v 30 Buttons
Mumeric Keypad
Restore Program When Call Rings
Call List
Mumber of Customized Keys
 Override Trunk Mame

TCRIP Settings...
Gl

Wiewe Call Log. ..

Key Font...
Background Color ...
Currency Character ...

Resync Programmakle Keys
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Help

PRS U WY
7 8 9
OPER
0

Always On Top

When the Always On Top option is checked, the Desktop SoftPhone always appears
on top of any application. This option is disabled by default.

To enable or disable this option:
Check or uncheck Always On Top in the option menu.
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Three Dimension (3D) Buttons

When the 3D Buttons is checked, the dial key buttons appear with 3D buttons instead
of 2D buttons, as shown below. To increase the refresh rate, use the 2D buttons. This
is set to 3D buttons by default.

2D Buttons 3D Buttons

To enable or disable the 3D buttons:
Check or uncheck Use 3D Buttons in the option menu.

Numeric Keypad

The Numeric Keypad option determines how the number keypad on your PC key-
board will operate when the keyboard NUM LOCK mode is enabled. When you
select this option, it presents you with the following three options. This option is set
to Calculator by default.

¢ Disable: Disables the numeric keypad on your PC keyboard for dialing numbers.
However, it can be used, like other keyboard keys, for entering digits on the
Desktop SoftPhone.

e Calculator: Is used like a calculator pad and can be used for
dialing numbers. The numbers entered by the keys match the 4
labels on the numeric keypad, as shown on the right. 1 2 3

~
oo
©

(6)]
(o]

o Telephone: Is used like a telephone dial keypad for dialing — 5 3
numbers and entering fields in programming. The numbers [z
entered by the keys match the dialing keypad shown on the —%—1—g 9
Desktop SoftPhone, as shown on the right. 0

(6)]
(o]

NOTE: In all keypad configurations, the asterisk (*) key represents the asterisk (*) and
the minus (-) key represents the pound (#).

Axxess Desktop SoftPhone User Guide



Restore Program When Call Rings

If the Restore Program When Call Rings option is checked and the Desktop Soft-
Phone is minimized, when you receive an incoming call or a reminder message, the
Desktop SoftPhone maximizes the phone display and pops up on the desktop. By
default, this option is disabled.

To enable or disable this option:
Check or uncheck Restore Program When Call Rings in the option menu.
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Call List

The Call List option allows you to switch Axxess Desktop SoftPhone HE E
the window between normal phone dis-
play and the call list. When the Call List
option is checked, the window, shown on
the right, appears.

NOTE: The Call List is blank when no
calls or messages exist.

The Call List shows all calls currently ringing or on hold and any waiting messages. If
more than five calls or messages are active, a scroll bar appears on the right side to
allow you to scroll through the list. The list is prioritized; ringing calls are listed first,
then calls on hold, and then messages. The information included in this list differs
depending on the call types or message.

e For a ringing call, the display shows the name or number of the calling party, the
status of the call (ringing, recalling, etc.), and the elapsed time of the call.

e For an outgoing call, the display shows the trunk used, station called, or “Confer-
ence” (if it is a conference call) along with the status and elapsed time.

e A message shows the message source and the time the Desktop SoftPhone was
made aware of the message. (If the Desktop SoftPhone was active when the mes-
sage was left and remained active since then, the display shows the time the mes-
sage was left. Otherwise it shows the time the Desktop SoftPhone was activated
and made aware of the waiting message.)

To answer the call:

Select the desired call and click IEEY.

To cancel the call:

Click EIGQ.

To listen to the waiting message:

Select the desired list and click EZGHl and Il

To remove the message from the Call List display:

Select the desired waiting message and click [EIEIE-

NOTE: Clicking does not delete the message from the voice mail sys-
tem. It simply removes the message notice from the Call List. To delete the message
from the voice mail system, follow the instruction on page 49.

20
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Number of Customized Keys

The Desktop SoftPhone supports up to 60 customized keymaps. Keymaps provide
one-key access to extension numbers. They also display the status of the station or
hunt group (local or off-node) associated with each key, unless the station is an off-
node device.

NOTE: The Number of Customized Keys available may be limited by the screen reso-
lution settings. For example, to use the 60 keys, the screen resolution must be 1152 x
864 or higher. If the resolution is too low, the 60 Keys option will be grayed out. Refer to
the table below and adjust the screen resolution, if necessary.

KEYS SCREEN RESOLUTION REQUIRED
20 Keys 800 x 600 or higher
20/40 Keys 1024 x 768 or higher
20/40/60 Keys | 1152 x 864 or higher

To show the keymaps on the phone display:

Select Number of Customized Keys from the option menu, and check either 20
Keys, 40 Keys, or 60 Keys. The keymap appears on the right side of the phone dis-
play. For example, if you select 60 Keys, the window, shown below, appears. You
can program each key by right-clicking on the key.
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Anzess Desktop SoftPhone

21000 MICKEY

7:26 THU MAY 3 [ g | — | —) — —

Set Texd

M.DMIN FEATURES | o | — I  I—

Review:

Reverse Text Color | I— I— I— I—

Cancel

N | S | N | I E— —

N | NS | N | E— ) S— —
N | NS | N | E— ) S— —
N | NS | N | E— ) S— —
N | NS | N | E— ) S— —
N | NS | N | E— ) S— —

Axxess Desktop SoftPhone User Guide 21



NOTE: Unlike the pre-programmed feature keys, the cus-

Program...
tomized keys cannot be reviewed on the LCD. Therefore, ?
. L . Set Text...
the Review option is grayed out, as shown on the right.
et Calor... L
To close the keymaps: R
Click Close in the DSS Map option menu. Reverse Text Colar
Cancel

Override Trunk Name

This Override Trunk Name option allows you to specify whether or not the caller
number, Automatic Number Identification (ANI) or Caller ID, overrides the trunk
name (trunk’s username) when the caller name is not available. This flag is enabled
by default.

To enable or disable this option:
Check or uncheck Override Trunk Name in the option menu.

TCPI/IP Settings

The TCP/IP Settings option allows you to specify the IP address, port number, exten-
sion number, and the keyset password when connecting to the DTI Server. The default
values are as follows:

o [P Address: The local host address or 0.0.0.0

e Port Number: 4000

e Extension Number: 00000

e Password: 12345678

When you are finished entering the information, do one of the following:

e Connect: Initiates a connection to the DTI Server using the settings in the text
field.

e Cancel: Exit the TCP/IP Settings dialog box without changing the settings.

NOTE: If you entered an invalid IP address, an error message appears. If this occurs,
enter the correct IP address and click Connect.
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Caller ID

During an active outside call, you can set the Caller ID option to identify the caller’s
name and/or telephone number. A record of the call will be stored in your Call Log
(see next page) with the new information. If you transfer the call to another station,
the new caller ID will appear on that phone’s display and will be recorded in the Sta-
tion Message Detail Recording (SMDR) records.

For example, if the Desktop SoftPhone received an outside call for which the caller’s
number is known, but not the name, it attempts to locate a name from the Call Log. If
the number is found in the Call Log, the name associated with the call appears in the
Name box in the Set Caller ID dialog box, shown below. If a name already exists for a
call, you can change it using this feature, if desired.

NOTE: If the number has more than one associated name in the Call Log, the most
recent name is used.

To enter or change a Caller ID:
1. While on a call, select Caller ID. The following dialog box appears.

Set Caller ID E2
Humber :

Mame :

ok || cance |
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2. Enter the new name and/or number in the appropriate text boxes. Each box can
contain up to 16 characters.

3. Click OK to save the new name and/or number or Cancel to exit without chang-
ing the settings.
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View Call Log

When the Call Log option is checked, the Call Log dialog box, shown below, appears.
It provides you with a visual record of up to 500 calls placed from your phone while
the Desktop SoftPhone was active (including those placed using only the phone with-
out the Desktop SoftPhone).

Yiew Call Log E2

Name /Humber Time Imiration Type
aTL /20000 0zZ/02/72001 12:39 IC =
hrnold, Lynnes21495 0zZ/02/72001 12:41 IC
arnold, Eristin/21547 0270272001 12:41 IC
M3G Hotifsz20001 0Zs0Z72001 12:42 IC
M3G Hotif/sz20001 0Z/02/2001 1&2:43 IC
Lrnold, Kristin/zZl847 0zZ/02/2001 12:45 IC
hrnold, Lynne/21495 0z/02/72001 12:4da IC 7
4469407 020272 Z:53 00:00:18 Outside

If there are more than eight calls in the log, a scroll bar appears on the right side of the
list box. The most recent call is highlighted when the window is opened.

The log shows the name and/or number (if known), call start time, call duration (for
outside calls), and call type (outside, intercom, or conference).

If a call record includes a number, you can redial that number directly from the Call
Log window. You can dial the number using one of these three methods:

e Highlight it and click Call.
e Select the entry by double-clicking the mouse.

e Press Alt+N and scroll to the desired entry using the arrow keys, then press
Alt+C.

When you are finished using the Call Log, click Close to exit.

NOTE: If you hear reorder tones when attempting to return a call to a local number, the
home area code may not be programmed properly in Axxess Database Programming
Consult your System Administrate to verify the home area code.
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Key Font

You can change font style and/or font size of the phone display. When you select Key
Font, the Set Key Font dialog box, shown below, appears.

Set Key Font [ %]
Font: Size:

Dialog 5 [ Bold
Serif 10 [ stalic
Manospaced 12

14
| AaBhCc
| OK | | Cancel |

To change the font style and/or size:

Select the desired font style and/or size from the dialog box, then click OK to accept
the settings or Cancel to exit without changing the settings.
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Background Color

The Background Color option allows you to change the background color of the
Desktop SoftPhone.

To change the background color:

1. Place the mouse pointer in the background area of the Desktop SoftPhone and
right-click on the key.

2. Seclect Background Color from the Shortcut Menu. The Choose a Color dialog
box, shown below, appears.

Choose a Color

Recent:

Preview
a - W Sample Taxt Sample Text .
. | . Sample Text Sample Text
0K Cancel

3. Select the desired color from the Swatches tab. You can select colors based on the
Hue Saturation Brightness (HSB) or Red Green Blue (RGB) color models from
the corresponding tabs. The color you select appears in the Preview panel.

4. Click OK to accept the color change or Cancel to exit without changing the
color.

26
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Currency Character

The Currency Character option allows you to specify the currency character that is
used on displays. By default, the Desktop SoftPhone uses the dollar ($) symbol.

To change the character:

1. Select Currency Character from the Short-

cut Menu. The Set Currency Character dialog

box, shown on the right, appears. Character | |

| OK || Cancel |

2. Run the Character Map tool (charmap.exe) by selecting Start - Programs -
Accessories - System Tools - Character Map. The following dialog box

appears. ')
@ Unicode Character Map [_[CIx] %
Font: | 7 Symbol - Mext || Characters to Copy v
Subset [windows Characlers =] oo |([Cgeket | o | Hen || e | (o)
Viwle 3 felels [ [ [« [L =] [# Jole[2[3 ]« s [g]2]: s |<]=]=]? 3
=|aBx|a[Ele|ra|]s[kjapuiomelr|z|Te|c[e=¥lz|]- 1] o
Telplzlel=le]zIn|s|elc|t]u]v]o]x]e]p]s]s|u]e]e [glwlc]t [ ] ]-]|D T
olojojo|oo|ojojojo|olajojo|e|ajaleje|ajojeje|ojojojojojojojo)o e)
O[x ] [s] foo| s [= @ [ [a bl T[] [£] [z ]x e |2 o |+ [ == ] [THH- 4
12| % |91 g2 |@ @2~ o o |z [2le || (2 |2 | Pl le Pn) - |5 a ] viske|l =Y m
eldfelo =l T TR U e e TP e

[Table of avaiable characters in the selected font [Keystioke: Space

NOTE: Under Windows NT, the Character Map tool is located under Start - Pro-
grams - Accessories - Character Map.

3. Choose the desired character and click OK to accept the character, or click Can-
cel to exit without changing the setting.
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Resync Programmable Keys

When you log on to the Desktop SoftPhone using a new extension number, the
Resync Programmable Keys option allows you to synchronize the previous exten-
sion’s key settings to the new extension’s programmable keys.

NOTE: The Resync Programmable Keys option applies to the keys that require only
one step to operate them, such as an extension number, Headset On/Off feature, etc.
You cannot use this option for the keys that require more than two steps to operate
them, such as the Station Speed Dial feature, Page Zone feature, etc. These features
require you to enter the feature code followed by additional number(s), such as a
speed-dial bin, page zone, etc. If you have such keys programmed on your Desktop
SoftPhone, the Resync Programmable Keys option will not resync their settings.

To resync programmable keys:

Right-click on the mouse and select Resync Programmable Keys from the drop-
down menu. The system will automatically resync the programmable keys.

NOTE: The Resync Programmable Keys option does not update the label names on
the keys. You must manually reprogram the text for the labels. See page 31 for instruc-
tion on how to reprogram labels.

28
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CusTOMIZING FEATURE KEYS

You can customize any programmable fea- Auxess Desktop SoftPhone B
ture key as desired. Place the mouse 1000 MICKEY
pointer over the desired programmable fea- §:05 WED M2Y 2

ture key on the phone display, and right- SADMIN FEATURES

click on the key. The option menu appears,
as shown on the right.

The available options are as follows:

Program

Bragrati.

Set Text

Set Text.
Set Col I HOLD ? AN Set Calor...
(& olor

Review

. I = Reverse Text Colo
Review 4 1 T

cancel

Reverse Text Color "
4 5 6

Cancel

Each of these options is described in the VoL - 7 8 g
following pages. — n n
SPC W0 [V}

Program

The Program option allows you to customize programmable feature keys.

NOTE: The Program option can be used only in the customized keys (20, 40, or 60
keymaps). If the Program option is grayed out, enter the Program Key feature code
(397), and select Set Text to type the desired label name or feature name.

To customize the programmable feature key:

1.

Right-click and select Program on the desired programmable feature key. The
Program Key dialog box, shown below, appears. If the key has been programmed
previously, the dialog box shows the number and name that are currently pro-
grammed.

Extension or Feature Code LookUp

Button Label

| OK || Cancel |
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2. EITHER, Enter (or overwrite if a current code exists) the desired feature code,
extension or phone number (up to 10 characters) in the Extension or Feature
Code list box using the keypad on your keyboard (if Num Lock is enabled).

OR, Click LookUp to search for a desired feature name and the code. The follow-
ing dialog box appears.

Feature Feature Code
> ON/0FF 9900

L3AT SHOOP ON 9927

34T SHOOP OFF 9926

DTMP EXTEN3SION 9933

HEAP DITMP 9943

HELP MARE QUIET 9948

HEAP MARE LEAKS 9945

HEAP FEPORT 9947

MiJOR RESET 9962

MINOR RESET 9964

PRINT ATDATA 9972

PRINT 5¥3 HIST 9974

PRINT 5Y5 LOG 9975

[WIEW DISPLAYS 9953

SPARE 1 9910

SPARE Z 9911

SPARE 3 991z

[THFEEEZE NOLE 9995

FREEZE NODE HIST 9993 -

IATTENDANT 1] -

Copy | | Close

To select a feature code:

a. EITHER, Highlight the desired feature code and click Copy. This will copy
the highlighted feature code in the list.
OR, Double-click on the desired feature code.

b. Click Close.
3. After you are finished programming, the LCD returns to the main display. Click
OK to save the change or Cancel to exit without changing the settings.
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Set Text

The Set Text option allows you to change the label name of programmable feature
keys.

To change the label name of the programmable feature key:

1. Right-click and select Set Text on the desired

programmable feature key. The Set Key Text

dialog box, shown on the right, appears. Text | |
2. Enter the desired feature name (up to 10 char-

. . oK Cancel
acters) in the text box and click OK to save ‘ | | ‘
the new text or Cancel to exit without chang-
ing the text.

Set Color
The Set Color option allows you to change the ErerEm

feature key colors on the Desktop SoftPhone.

To change the color of the feature key:

1. Place the mouse pointer over the desired
feature key, and right-click on the key.
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2. Select Set Color. The Choose a Color
dialog box, shown on the right, appears.

3. Select the desired color in the Swatches ORI w oo sane ton .
tab. You can select colors based on the HE=N _Eammm Sample Tox
HSB or RGB color models from the corre- ok || cancel |

sponding tabs. The color you select
appears in the Preview panel.

4. Click OK to accept the color change or Cancel to exit without changing the
color.

5. Repeat these steps to change the color of additional feature keys.
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Review

The Review option allows you to review the feature name currently programmed on a
feature key.

To review the feature key:

Right-click and select Review on the desired programmable feature key. The feature
name currently programmed on the key appears on the LCD.

Reverse Text Color
The Reverse Text Color option allows you to reverse the text color of the feature key.
To reverse the text color of the feature key:
Right-click and select Reverse Text Color on the desired programmable feature
key.

Cancel

To close the Shortcut Menu:
Select Cancel.
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Handling Galls
INITIALIZING YOUR MAILBOX

The first thing you should do is initialize your mailbox. This allows you to:

e Change the default password number to a personal password.

e Record a name to identify yourself in the company directory.

e Listen to the voice mail introduction.
To initialize your mailbox:

1. Dial the voice mail extension number. (You hear the main menu.)

NOTE: If you don’t know what the voice mail extension number is, check with your
System Administrator.

2. Press I3 to identify yourself as a subscriber.

3. Enter your mailbox number and default password.

NOTE: Your mailbox number is your default password.
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4. If you want a password, enter a new password using digits 0-9 (up to 12 digits).
Then click [E0 or press the minus (-) key. Voice mail plays back your password.

5. Ifyou do not want to use a password, just click IEll or press the minus (-) key.

6. Click IEA or press the minus (-) key to accept the entry or press [l to re-enter
your password. The system prompts you to record your directory name.

7. After the tone, record your first and last name. When finished, click Il or press
the minus (-) key.

8. Do one of the following:

e Click [EA or press the minus (-) key again to accept the name.
o Press Il to replay the name you just recorded.

e Press H to add to your name.

e Press [Fl to erase and re-record your name.

The system then plays a prompt that introduces you to the basic voice mail features.
You can skip this introduction by clicking [l or pressing the minus (-) key, if desired.
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MAKING AND RECEIVING CALLS

Making and receiving calls is the basic purpose of any phone. With your Desktop
SoftPhone, you can make/receive intercom and outside calls and make emergency
calls.

Intercom Calls

Your extension number allows other people to place intercom calls to you, without
dialing any extra codes. And, because every phone in your phone system is assigned
an extension number, you can call other people in your system quickly and easily.

NOTE: Ask your System Administrator for a list of extensions.

Placing Intercom Calls

To place an intercom call:

1.
2.

Click EZGHl and wait for a dial tone.

On the Desktop SoftPhone’s dialpad, click the desired number. OR enter the dial
numbers using the keypad on your keyboard (if Num Lock is enabled). The LCD
displays the digits as they are entered.

If there is no answer or the phone is busy when you place an intercom call, you
can do any of the following:

7o leave a message: Click JIE or the LEAVE MESSAGE menu key. Then
click EEZZGHl to hang up or wait for their message center to answer. (See page 46
for more message options.)

To leave voice mail: Click the LEAVE VOICE MAIL menu key to call the
phone’s mailbox. This option appears only if the called phone has a voice mail.

If the phone is busy when you place an intercom call, you can do any of the fol-
lowing:

To stay on the line and wait for the phone to become available: Do not hang up.
After a system timer expires, you hear music until the phone is available. (You
cannot do this if the called phone is in DND mode.)

To request a callback (queue on to the phone): Click the QUEUE menu key.
Then click HZGHl to hang up. When the phone is available, your phone will ring.
(To cancel the queue request before the callback, press IB.)
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Receiving Intercom Calls
To receive an intercom call that comes in through your speaker or headset:
Start talking through your microphone.

To receive a ringing (non-handsfree) intercom call:

Click EIGHl or INEIEN

To disable your phone’s handsfree answering feature and make all incoming calls

ring until you answer them:

Enter [Ell Il IEM on the keyboard or on the keypad display. (Repeat this step if you

want to turn this feature on again.)

Instead of answering a ringing call, you can click one of the following menu keys:

e SEND TO V-MAIL: Sends the call directly to your voice mail mailbox. You will
not see this option if you do not have a mailbox.

e IC CALL TO DND: Places your phone in DND mode and blocks the call. (See
page 78 for more information about DND mode.)

e SEND TO DEST: Redirects the call to the intercom or outside number that you
enter. (See page 43 for more information about the Redirect Call feature).

c
&
=z
@
w
(©]
m
-
]
I
(©]
=z
m

Axxess Desktop SoftPhone User Guide 35



Outside Calls

With outside calls, you can talk to people who aren’t members of your phone system.
When you make an outside call, however, you must dial any area codes or long dis-
tance digits that your telephone company requires.

Placing Outside Calls
To place an outside call:
1. Click or press [Ell on the keypad.

2. Enter the desired number.

NOTE: If you see a request for an account code and hear a single beep, you must
dial an account code before you can place your call (see page 75).

3. When finished with the call, click [EZGXY to hang up.

Depending on how your system is programmed, you may be able to use one of the
following methods to select an outgoing line, instead of pressing the OUTGOING
key:

¢ Enter the Outgoing Call feature code (default is 8).

e Click an unlit CALL key, if you have one.

e Click an unlit LINE key, if you have one.

e Enter a Select Line Group feature code (defaults are 92001-92208 but may differ
depending on the software version).

e Enter the Automatic Route Selection (ARS) feature code (default is 92000 but
may differ depending on the software version).

To request a callback (queue on to the line) if all outgoing lines are busy when you
try to call out:

Click the QUEUE menu key when you hear busy signals, and click [EZGXJ to hang
up. When the line is available, your phone rings.

To cancel the queue request before your phone rings:

Press I

When entering the number, you can click one of the following menu keys:
e OUTSIDE DIR: Selects the speed-dial directory. (See page 76).

e STN SPEED DIAL: Selects the Station Speed-Dial feature. (See page 43.)
e SYS SPEED DIAL: Selects the System Speed-Dial feature. (See page 43.)
e REDIAL: Redials the last outside number you dialed. (See page 44.)
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Receiving Outside Calls

To receive an outside call:

EITHER, Start talking through your microphone.
OR, Click or the ANSWER menu key.

Depending on how your system is programmed, you may be able to use one of the
following methods instead of pressing IS

e Click the flashing CALL key, if you have one.
e Click the flashing LINE key, if you have one.

Instead of answering a ringing call, you can press one of the following menu keys:
e SEND TO V-MAIL: Sends the call directly to your voice mailbox. You will not
see this option if you do not have a mailbox.

e SEND TO DEST: Redirects the call to the intercom or outside number that you
entered. (See page 43 for more information about the Redirect Call feature).

Emergency Calls

With the Axxess phone system, you do not have to access an outside line (click
to dial an emergency number.
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To make an emergency call:
Enter IEN Il . A call is automatically placed to the preset emergency number.

Call Waiting

If you receive a call while you are already on another call, you will hear a “call wait-
ing” tone and/or you will see a display.

To respond to a waiting call (you hear a single tone and a key is flashing):
End your current call, place it on hold, and/or use one of the following menu keys:

e ANSWER: Answers the ringing call. If you did not place the current call on
hold, it is disconnected.

e SEND TO V-MAIL: Sends the call directly to your voice mailbox without inter-
rupting the current call. (You will not see this option if you do not have a mail-
box.)

e IC CALL TO DND: Places your phone in DND mode and blocks the call with-
out interrupting the current call. (See page 78 for more information about DND
mode.)
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PLACING CALLS ON HoLD

You can place calls on hold in one of two ways: individual or system.

o Individual Hold places the call on hold at one phone. It can then be directly
picked up at that phone or it can be picked up at another phone using the Call
Pickup (Reverse Transfer) feature (see page 41).

e System Hold places the call on hold in the system. You can then pick up the call
at any phone that has a flashing key for the call, including the phone that placed it
on hold.

NOTE: You cannot place intercom calls on system hold.

To place a call on Individual Hold:

1. Click or the HOLD menu key.

2. Click BEZ5X to hang up or place another call.
3. To return to the call, click the flashing key.
To place an outside call on System Hold:

1. Click and enter Kl Il IH.

2. Click BEZ&X to hang up or place another call.

To return to a call that is on hold:
Click the flashing key.
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PLACING CONFERENCE CALLS

With the Conference feature, you can establish a conference call with up to three
intercom and/or outside parties (four, including you).

To place a conference call:

1.
2.
3.

While on the first call, click or the CNF menu key to put the call on hold.
Place another intercom or outside call.

Click or CNF to place the call on hold. (If necessary, repeat this step to
place one more call on hold.)

Click or the CONNECT TO CONFERENCE menu key to join all of
the calls together in the conference.

During the conference call, you can do the following:

To place the conference on hold: Click the HOLD menu key. This places the con-
ference on hold without disconnecting the parties. To return to the conference,

click IENEQ

To drop out of the conference: Click JEEY. Then click [EZ&XY to hang up. This
removes your phone from the conference, but leaves the other parties connected.
To add additional parties to the conference: Do the following:

a. Click the ADD PARTY menu key. This leaves the conference parties con-
nected.

b. Place a call to the party to be added to the conference.
c. EITHER, Click twice.

OR, Click once and then click CONNECT TO CONFERENCE to
put yourself and the new party into the conference.
To end the conference and place all parties on individual hold: Click and
then click to place all of the parties on individual hold. You can then
speak to one party at a time by clicking or a flashing key.

To mute your microphone: Click or the MUTE menu key. This turns your
microphone on or off during the conference. You can hear the conferenced par-
ties, but they cannot hear you.

To transfer the conference to another extension or to voice mail: Click IXEEaR or
the TRANSFER CNF menu key and enter the desired extension number. Then
click EZGXY to hang up when you are ready to complete the transfer.
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TRANSFERRING CALLS

Although transferring calls is considered a basic function of a phone,your Desktop
SoftPhone has many advanced options for this feature. With your phone, you can
transfer to another extension, voice mail, or even an outside line.

To Another Extension

1.

EITHER, Click or the TRANSFER menu key.

OR, Press the TRANSFER TO HOLD menu key to place the call on hold at the
other phone.

Enter the desired extension number or click the IC DIRECTORY menu key to
look up the number.

To transfer to your message center, click the MESSAGE CENTER menu key.

Wait for an answer, announce the call, and then click EZ&XY to hang up to com-
plete the transfer.

If the number is busy, there is no answer, or the transfer is refused, click the flash-
ing key to return to the caller.

NOTE: If you are receiving a transferred call and the Transfer-To-Connect option is
enabled for your phone, you are automatically connected to the transferred caller once
the transferring party hangs up. If this option is disabled, you must press a CALL key
to answer the transferred call.

To Voice Mail

1.
2.
3.

Click or the TRANSFER menu key.
Click the VOICE MAIL menu key.

EITHER, Enter the desired mailbox number and then click EGXY to hang up to
complete the transfer.

OR, Click BEZGXY to hang up to send the call to the voice mail menu (so that the
caller can select the mailbox number).
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To an Outside Number
Click or the TRANSFER menu key.
Select an outgoing line by clicking the OUTSIDE PHONE menu key.

Enter the desired telephone number.

P owbd =~

Wait for an answer, announce the call, and then click [EZGX] to hang up to com-
plete the transfer.

If the number is busy, there is no answer, or the transfer is refused, click the flash-
ing key to return to the caller.

To Pick Up (Reverse Transfer) a Call
1. Press A

2. Enter the extension or hunt group number where the call is ringing or holding.
(See page 81 for more information about hunt groups.)
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FORWARDING CALLS

With the Forwarding feature, you can have calls follow you (e.g., forwarded to a cell
phone), or you can redirect calls to a voice mail or other extension.

Manual Call Forwarding

Manual call forwarding allows you to send incoming calls to another extension num-
ber. You can even forward calls to outside numbers, if your phone is programmed to
allow this.

To forward calls:
1. Click HIZIEM and then click one of the following menu keys:

ALL: All incoming calls are forwarded without ringing at your phone.

NO ANSWER: All incoming calls are forwarded if they are not answered
before a timer expires.

NOTE: Only the installer or System Administrator can adjust this timer.

BUSY: When your phone is busy, all incoming calls are forwarded without
ringing at your phone.

NO ANSWER/BUSY: All incoming calls are forwarded if your phone is
busy or if you do not answer, as described above.

2. Do one of the following:

To forward to an outside telephone number:
a. Click the OUTSIDE PHONE menu key.

b. Enter a telephone number or click the OUTSIDE DIR menu key to look
up and select a number. (See page 76 for more information on
directories.)

To forward to an extension number: Enter the extension number. OR, click
the IC DIRECTORY menu key to look up and select a number.
To forward to your voice mailbox: Click the VOICE MAIL menu key.

To forward to your message center: Click the MESSAGE CENTER menu
key.

To cancel any call forward request:
Click HIRIEY and the FWD OFF menu key.

42

Axxess Desktop SoftPhone User Guide



Automatic System Forwarding

Automatic System Forwarding allows your System Administrator to route calls based
on the type of call and the status of your telephone. Although you cannot program the
path of a system forward, you can enable or disable this feature on your phone.

To enable or disable System Forwarding:

Enter K1 1 H B
Redirect Calls

NOTE: This feature is available only on systems with software versions 5.3 and later.

The Redirect Call feature allows you to forward any call that is ringing on your phone
without having to answer the call.

NOTE: You cannot redirect calls to an extension that is in DND or to a restricted out-
side number.

To redirect a call to an extension number:
1. EITHER, Click and enter IEl 1K1 Kl

OR, Click the SEND TO DEST menu key.

2. Enter the extension number or click the IC DIRECTORY menu key to look up
and select a number.
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To redirect a call to an outside telephone number:
1. EITHER, Click and enter KN Kl KR
OR, Click the SEND TO DEST menu key.
2. EITHER, Click the OUTSIDE CALL menu key and enter the telephone number.
OR, Use a speed-dial number (see page 76).
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REDIALING A NUMBER

Although most phones redial the last number dialed, your System Administrator can
program your phone to redial the last number saved.

To use the Last Number Dialed feature (if enabled):
EITHER, Click M. A line is selected automatically, and the number is dialed.

OR, Click the OUTGOING or OUTSIDE CALL menu key and then the REDIAL

menu key. The number is dialed.

To use the Last Number Saved feature (if enabled):

e To save the last number dialed: While the phone is idle or while listening to inter-
com dial tone, click FEEEN.

o To redial the saved number: While on a call or after selecting a line, click
GEIM. A line is selected automatically, and the number is dialed.
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DISPLAYING INFORMATION ON YOUR PHONE

Your Desktop SoftPhone has two lines of display where you can view information,
such as the date and time or the outside party’s name/number.

Date, Time, Name, and Extension Number

You can temporarily display the system date and time, your username, and your
extension number at any time.

To show the date and time display (while on a call, in DND, etc.):
Click and enter Kl KN KA.

Outside Party’s Name/Number

NOTE: This feature is available only in software versions 4.4 and later.

If you are currently connected to an outside caller with Caller ID, you can toggle
between displaying the caller’s name and number.

To show the outside party’s name:

Click and enter B
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NOTE: If there is no outside party name available, the display shows CANNOT
ACCESS FEATURE.
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USING THE MESSAGE KEY

In today’s busy world, it’s almost guaranteed that you will call someone that is on
another call, does not answer, or is in DND. But, with the JI<lll key, you can let the
other person know you called.

When you leave a message, you can:

e Have the called party return your call. When the party you called responds to
the message indication, a call is automatically placed to your phone.

e Leave a message with the called party’s message center (which can be a per-
son or voice mail). When the party you called responds to the message, a call is
automatically placed to his or her message center instead of your phone.

To indicate that a message is waiting, your phone’s [JlIHe] key flashes, and the dis-
play shows the number of waiting messages.

Leaving Messages

To leave a message while on an intercom call:

1. Click IIXM or the LEAVE MESSAGE menu key.

2. Click EZ&X to hang up or wait for the message center to answer.
To leave a message without placing an intercom call:

1. Click JlIZ<M and then the LEAVE MESSAGE menu key.

2. Enter the desired extension number.
To cancel a message that you left at another phone:

1. Click I} and then the CANCEL MESSAGE menu key.

2. Enter the extension number of the phone where you left the message.
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Retrieving Messages

To retrieve a message (Message key is flashing):

Click lIE} A call is automatically placed to the phone or message center that left
the message. (See the following section for information about accessing your mail-
box.)

To select the message you want to answer first:

1. Click the VIEW MESSAGE menu key to view the waiting message. If more
than one message is waiting, scroll to the desired message using the PREVIOUS
or NEXT menu key.

2. Click the REPLY menu key to respond to the desired message.

To cancel a waiting message:

1. Click lIE or the VIEW MESSAGE menu key to view the message to be can-
celed.

2. Click [E2 or the DELETE menu key to cancel the displayed message.
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ACCESSING YOUR MAILBOX

If you have a message waiting in your mailbox, you must access your voice mailbox
to retrieve it.

TIP: Generally speaking, clicking Il during any voice mail operation will advance you
to the next step. For example, when leaving a voice mail message for another voice
mail user, you can click [Ell to skip the person’s introductory message and proceed
directly to the recording phase. Similarly, while listening to messages, you can click IEll
to skip the system-generated voice prompts and proceed directly to the playback
phase. You can also click to cancel or return to the previous menu at any menu
level.

When you access your mailbox, the system may play one of the following messages:

e Mailbox almost full or full: If your mailbox is full, no new messages can be
received until you delete waiting or saved messages.

e Message count: The system tells you how many messages are waiting to be
heard, if any, and how many are priority messages.

e Remote Messaging: The system will indicate whether primary or alternate
Remote Messaging is selected when the Remote Messaging feature is enabled
(see page 66). It will also alert you if a programming error has been detected and/
or if it encountered busy system resources when attempting to place a Remote
Messaging call.

NOTE: All of the menu options used for voice mail features are presented as numeric
entries in the following instructions. You can, however, access these options using the
menu selection keys beside the display.

To access your mailbox:
1. Enter the voice mail extension number. (You hear the main menu.)
2. During or after the greeting, click or press the asterisk (*) key on the keypad
to identify yourself as a subscriber.

3. Enter your mailbox number and your personal password (if programmed). Then
click [E or press the minus (-) key.

NOTE: If you do not have a password, click IEll or press the minus (-) key. See
page 63 for information on programming passwords.
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USING VOICE MAIL MESSAGES

Once you’ve accessed your mailbox, the system will tell you how many new and
saved messages you have. You can then listen to messages, delete messages, save
messages, etc.

Listening to Messages

To listen to messages:
1. Access your mailbox as described on page 48.

2. EITHER, Press Il to listen to your new messages.
OR, Press [Hl to listen to your saved messages.
3. While you are listening to a message, you can use the following options:
e Click [EAl or press the minus (-) key to skip to the end of the recording.
e Press Il to back up.
e Press [Hl to pause. Then press any key to continue.
e Press [Fl to skip ahead.

e Press M to lower the volume.
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e Press I to play the message envelope.
e Press A to raise the volume.
o Press [l to save the new message in your mailbox.
e Press [l to delete the message from your mailbox.
4. When the message has finished playing, you have the following options:
e Press [l to replay the message from the beginning.

e Press I to reply to the message. If you are using version 5.1 or later soft-
ware, you have the following options (earlier versions only leave voice mail
messages):

—  Press I, or click the LEAVE VOICE MAIL menu key, to leave a
voice mail message for the caller.
If the caller had a mailbox number, it will ask you to verify the destina-
tion by clicking [l or pressing the minus (-) key.
If the number was not associated with a mailbox, it will ask you to
enter a mailbox number.

If the message was from an outside caller, you cannot leave a voice
mail message.
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—  Press A or click the RETURN CALL menu key to make a return call.
Your call will be transferred automatically to the caller’s extension or
telephone number, if available.

If the extension number is not available, you will have the option of
leaving voice mail.

If the telephone number is not available, you cannot reply to the mes-
sage.

o Press [l to forward a copy of the message to another subscriber. If you want
to include introductory comments, press Il and record an introduction. If
not, click Il or press the minus (-) key to forward the message without an
introduction.

e Press Il to listen to the previous message.

e Press I to play the introductory message envelope (see page 63 for infor-
mation on envelope options).

e Press Il to listen to the next message.
e Press Il to save the new message in your mailbox.

e Press [l to delete the message from your mailbox.

5. Click lIB] to hang up.
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Undeleting Messages

NOTE: This feature is available only in software versions 5.1 and later.

If you accidently delete a voice mail message, you can retrieve it within a specific
time frame (programmed by your System Administrator). Any retrieved messages are
then restored to your saved-message queue. Messages that are not undeleted within
the programmed time (up to 24 hours) are automatically erased.

To recover deleted messages:
1. Access your mailbox as described on page 48.

2. Press IH for Message Options.
3. Press [H to access undelete options. Your options are:

o Press [l to listen to your deleted messages and choose which ones to delete
or recover. After each message you can:

— Press [l to replay the message.
— Press A to reply to the message.

— Press &l to forward the message to another mailbox.

c
&
=z
@
w
(©]
s
-
]
I
(©]
=z
m

— Press I to listen to the previous message.

— Press [H to play the message envelope.

— Press I to listen to the next message.

— Press il to recover the message.

— Press IEl to purge the message from your mailbox.

e Press A to recover all of your deleted messages and store them as saved
messages.

o Press [Fll to erase all of your deleted messages.

4. Click lZE to hang up.
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Sending Messages

To send a message:

1.

7.

A

Access your mailbox as described on page 48.

Press A

Enter the desired mailbox number or group list number.
Click IE or press the minus (-) key to accept the subscriber’s name.

Record your message after the tone. While recording, you have the following
options:

e Press Al to pause while recording. Then press any key to continue.

e Press [Fll to erase and re-record your message.

When finished recording, hang up or press Il to access the following options.
o Press Il to send the message and return to the voice mail options.

e Press [l to replay your message.

e Press Hl to add to your message.

e Press [l to erase and re-record your message.

o Press [Fl to use the special delivery options. You can then use one or more
of the following options:

— Press Kl to mark the message “private.” (This prevents the recipient
from forwarding it to other subscribers.)

— Press [B to mark the message “certified.” (When the recipient listens to
the message, you will receive a receipt notice.)

— Press to mark the message “priority.” (This will place your message
ahead of all other waiting messages in the receiving mailbox.)

— Press [El to cancel delivery options.

— Click I to deliver the message. (If you want to mark the message certi-
fied, private, and/or priority, you must do so before completing this
step.) You may choose either of the following options:

*  Click [El or press the minus (-) key and enter another mailbox num-
ber to send the message to another destination.

e Click [E2 to exit and return to voice mail options

Click lIE] to hang up.
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Canceling Unheard Messages

NOTE: This feature is available only in software versions 5.1 and later.

You can cancel unretrieved messages that you have sent to individuals, but not mes-
sages that you sent to group lists.

To cancel unheard messages:

1. Access your mailbox as described on page 48.

2. While listening to the voice mail main menu, press l& or click the MESSAGE

OPTIONS menu key.

3. Press KA

4. When prompted, enter the number of the mailbox containing the unheard mes-
sage.

5. Click [EA or press the minus (-) key to confirm the mailbox you are selecting.
Voice mail will tell you how many messages you have waiting at the mailbox and
play them for you. After each message, you can:

e Press [l to replay the message.
e Press Hl to add to the message.
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e Press to forward the message to another mailbox.
e Press [l to listen to the previous message.

e Press A to play the message envelope.

e Press Al to listen to the next message.

o Press [l to save the message in your mailbox.

e Press [Fll to delete the message.
6. Click IR to hang up.
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USING DO-NOT-DISTURB MODE

If you are away from your desk, or if you do not want to be disturbed, you can use the
DND feature. This halts all pages and calls to your phone, except queue callbacks,
recalls, and direct ring-in calls. When other users call your phone, they hear a repeat-
ing signal of four fast tones and, if they have a display phone, see the DND message
you have selected.

Your telephone system can have up to 20 different DND messages, each of which can
be changed by the System Administrator, installer, or programmer. Your trainer or
System Administrator will give you a list of the programmed DND messages. For
convenience, you should update the following default list.

DEFAULT MESSAGE NEW MESSAGE DEFAULT MESSAGE NEW MESSAGE
01 | DO-NOT-DISTURB 11 | OUT OF TOWN 'TIL
02 | LEAVE A MESSAGE 12 | OUT OF OFFICE
03 | IN MEETING UNTIL 13 | OUT UNTIL
04 | IN MEETING 14 | WITH A CLIENT
05 | ON VACATION 'TIL 15 | WITH A GUEST
06 | ON VACATION 16 | UNAVAILABLE
07 | CALL ME AT 17 | IN CONFERENCE
08 | AT THE DOCTOR 18 | AWAY FROM DESK
09 | ONATRIP 19 | GONE HOME
10 | ON BREAK 20 | OUT TO LUNCH

Because the system DND message only uses one line of your display, you can enter a
second line of text, up to 16 characters. For example, if you select 03 (IN MEETING
UNTIL) as your first line of text, you can enter “3:30” as your second line. Callers
will then see, “IN MEETING UNTIL 3:30.”

To enable DND:
1. Click HEXEME or the DND menu key.
2. EITHER, Enter the desired two-digit number for the message you wish to use.

OR, Click the SCROLL menu key (and PREVIOUS or NEXT) to scroll through
the messages.

3. If desired, customize the second display line by entering the desired numbers or
letters (up to 16 characters) as described below:

o To enter the numbers: Enter the desired numbers using the keypad on your
keyboard. The numbers will appear on the second display line. Press SPA-
CEBAR to leave a space. Press Backspace to backspace.
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o To enter the letters or numbers: Click the USE ALPHA MODE menu key
or Il Then, enter the desired letters or numbers using the keyboard.
Press SPACEBAR to leave a space. Press BACKSPACE to backspace.

NOTE: To enter slash (/) or pound (#) key, use the keypad keys on the keyboard
or the dialpad keys on the Desktop SoftPhone.

4. Click EFISQ
To cancel DND:

Click BEIEEY.
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REMINDER MESSAGES

Never be late for a meeting again! With Reminder Messages, you can program your
phone, up to 24 hours in advance, to alert you at a specified time. At the programmed
time, the reminder message signals you with eight short tones, and your display
shows the message. If you are on a call, you still hear the tones, and the message dis-
plays for ten seconds. Then the display returns after you hang up. (reminder displays
interrupt, but do not affect programming.)

Your phone system can have up to 20 different reminder messages, each of which can
be changed by the System Administrator, installer, or programmer. Your trainer or
System Administrator will give you a list of reminder messages for your system. For
convenience, you should update the following default list.

DEFAULT MESSAGE NEW MESSAGE DEFAULT MESSAGE NEW MESSAGE
01 | MEETING 11 | CALL ENGINEERING
02 | STAFF MEETING 12 | CALL MARKETING
03 | SALES MEETING 13 | CALL ACCOUNTING
04 | CANCEL MEETING 14 | CANCEL DND
05 | APPOINTMENT 15 | CANCEL CALL FWD
06 | PLACE CALL 16 | TAKE MEDICATION
07 | CALL CLIENT 17 | MAKE RESERVATION
08 | CALL CUSTOMER 18 | REVIEW SCHEDULE
09 | CALL HOME 19 | LUNCH
10 | CALL CORPORATE 20 | REMINDER

To request a reminder message:
1. Enter I AL
2. EITHER, Enter the desired two-digit number for the message that you want
OR, Click the SCROLL menu key to scroll through the messages.
3. While the desired message is displayed, click Il or the ACCEPT menu key, or
press the minus (=) key on the keypad.

4. Enter the time you wish to receive the message in hours and minutes. For exam-
ple, 0900 = 9:00. If you enter three digits, such as 900 for 9:00, click [EA or press
the minus (=) key.

NOTE: If your system is set for 24-hour format, you must enter the time appropri-
ately (e.g., 1400 = 2:00PM).

If your system is set for 12-hour display format, click the AM or PM menu key.
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To cancel all reminder message requests before they signal you:
Inicd 3 Jof 6l

To clear a received reminder message (you hear eight short tones and see a
reminder message display):

Click [EH or press the asterisk (*) key on the keypad.
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SETTING PREFERENCES

Your phone and voice mailbox are automatically set to specific defaults. You can,
however, configure many of these settings at any time.

Phone Configuration

Customizable features on your phone include changing volume levels, enabling back-
ground music, selecting a ring tone, and others.

Changing Volume Levels

The phone has eight volume settings: handset intercom, handset outside call, speaker-
phone intercom, speakerphone outside call, background music, ringing, handset inter-
com dial tone, and speakerphone intercom dial tone.

NOTE: To change each of these levels, you must be using that feature. For example, if
you want to change the speakerphone level for an intercom call, you must be on a
handsfree intercom call.

To change and save a volume level:
1. Click or to adjust the volume level.

2. Click to save the changes.
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Selecting a Ring Tone

The ability to change your ring tone is helpful in close-quartered environments. If
your ring tone is unique, you can quickly identify when a call is ringing on your
phone.

To select the type of ring tone for your phone:
1. With the handset in the cradle, dial (9 | 8 )
2. Do one of the following to select your ring tone:
e Press [l or the RINGER OFF menu key for no ringing.

e Press the PREVIOUS or NEXT menu key to scroll to the desired tone.
e Dial 1-9 to select a specific tone.

3. When you hear the tone you want, you can do any of the following:

e Press EA
e Press the ACCEPT menu key.
o Press EIGH

e Lift and replace the handset.

Enabling Background Music

If your telephone system is equipped with a music source, you can listen to music
through your speaker.
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To enable or disable background music:

Enter 1Kl EN EL

NOTE: Using background music on a Desktop SoftPhone consumes as much band-
width as a telephone call to the device. If your site has limited bandwidth, do not enable
background music.

Changing Keymaps

Keymaps identify where feature keys appear on your phone. While all phones are pro-
grammed with a standard keymap, some phones have alternate keymaps (ask your
System Administrator). If you have an alternate keymap, you can switch between the
keymaps by dialing a specific feature code.

To switch between keymaps when your phone is idle:
Enter IER I EL
To switch between keymaps during a call:

Click and enter Kl IE1 IE1.
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Enabling Automatic Call Answer

The Automatic Call Answer feature determines whether or not you are automatically
connected to a caller when you click EZGHl. If this feature is enabled, you are auto-
matically connected when you click LGl If it is disabled, you must first click
EZGH and then press the flashing key.

To enable/disable this feature for ringing outside calls:
Enter [l I KA.
To enable/disable this feature for ringing intercom calls:

Enter K1 I KA
Changing the Language

When your phone system is installed, the System Administrator can choose two of
four different languages (American English, British English, Japanese, or Spanish) as
the primary and secondary languages. You can then change the voice mail prompts on
your phone by toggling between the primary and secondary languages. For example,
if the system’s primary language is American English, and your phone is programmed
for the primary language, your voice mail prompts are played in American English
(unless changed, as outlined below). If the secondary language is Japanese, and your
phone is programmed for the secondary language, your voice mail prompts are played
in Japanese.

NOTE: You can only use the secondary language voice mail prompts if they are
loaded on the system. By default, all phones are set for the primary language. See your
System Administrator to determine which languages are programmed for your phone
system.

To change the assigned language for your phone:

Enter IE N Il to change between your system’s primary and secondary languages,
as desired. Your display shows the current language.
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Returning to Default Operation

You can return your phone to default levels at any time. This feature returns volume
to default levels; cancels DND, manual call forwarding, background music, and queue
requests; and restores handsfree mode, pages, hunt group calls, and system forward-
ing all at once.

To return your phone to default:

Enter IE1 IE1 I
Voice Mail Options

Your voice mailbox contains personal options that allow you to customize your per-
sonal greetings, directory name, password, etc.

NOTE: You cannot change your personal options until you have initialized your mail-
box (see page 33).

Recording Your Personal Greetings

You can store two different personal greetings in your voice mailbox: a primary and
an alternate. You can then select which greeting you want played when a caller
reaches your voice mailbox. Because the purpose of this greeting is to tell callers why
they have reached your voice mailbox, you should include the following information:
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e Whether or not you are in the office and where you can be reached
e  When you will be returning calls

e For callers who do not wish to leave a message, how to exit voice mail (press Il
to return to the operator.)

The following are some sample greetings to help you plan your message:

e Primary Greeting: Hello, this is . I am either on another line or
away from my desk and cannot take your call at this time. If you need to speak to
someone immediately, please dial zero now. Otherwise, please leave a detailed
message, and [ will return your call as soon as possible. Thank you.

e Alternate Greeting: Hello, this is . I will be away from the office
from day/date until day/date. If you need to speak to someone immediately,
please dial zero now. Otherwise, please leave a detailed message, and I will
return your call when I return. Thank you.
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To change your personal greeting:

1.

7.

Access your mailbox as described on page 48.

2. Press Il to select the Personal Options Menu.
3.
4

. Do one of the following:

Press IR

o Press Il to record and/or enable your primary greeting.
e Press [Hl to record and/or enable your alternate greeting.
o Press [Ell to enable the system default mailbox greeting.

If you pressed I, continue to the next step.

If you pressed Il or A, the current greeting is played (if one exists). You can
then do one of the following:

e Click [EH or press the minus (-) key to accept the greeting.
e Press [l to replay the greeting.

e Press [Hl to add to the greeting.

e Press [Ell to erase and re-record the greeting.

o Press [E¥ to exit without changing your greeting.

Click EZ5X] to hang up.

Recording Your Voice Mail Directory Name

Your recorded name is used to identify you in the voice mail directory and to verify
your mailbox number when messages are addressed to you.

To change your directory name:

1.

A R

Access your mailbox as described on page 48.

Press [l to select the Personal Options Menu.

Press Al Your current name is played. (Press [l to replay your recorded name.)
Press IEll to erase and re-record your name.

When you hear a tone, record your first and last name, then click Il or press the
minus (-) key.

Do one of the following:

e Click [EH or press the minus (-) key again to accept your recorded name.
e Press [l to replay your recorded name.

e Press Hl to add to your name.

o Press [l to erase and re-record your name.

Click BEZ5X] to hang up.
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Changing Your Mailbox Password

Your password prevents unauthorized access to your mailbox.

To change your password:

1. Access your mailbox as described on page 48.

2. Press I to select the Personal Options Menu.
3. Press KA
4

. If you want a password, enter a new password, using up to 12 digits.

If you do not want to use a password, skip this step.

5. Click I or press the minus (-) key. Voice mail plays back your password if you
entered one.

6. Click [EA or press the minus (-) key to accept the password as entered or press il
to erase and re-enter your password.

7. Click BEZ5X to hang up.

Changing the Voice Mail Message Envelope

When you receive a voice mail message, voice mail plays the message in an “enve-
lope” that can include the time and date the message was left, the source of the mes-
sage, and/or the message length. By default, the envelope contains all of this
information, but you can change your envelope, as described below.

To change and save your message envelope:

1. Access your mailbox as described on page 48.

2. Press I to select the Personal Options Menu.

3. Press Il to select the Message Envelope Options Menu. You can then do any of
the following:

Press [l to enable or disable the time/date option.

Press [Hl to enable or disable the message source option.

Press [Fll to enable or disable the message length option.

Press [l to enable all options and return to the Personal Options Menu.

Press IAl to disable the entire envelope and return to the Personal Options
Menu.

Press Bl or B3 to return to the Personal Options Menu.

4. Click EZ&X to hang up.
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Changing the Call Screening Transfer Method

NOTE: The Call Screening feature is available only if it is enabled for your mailbox
(ask your System Administrator).

Depending on the transfer method you select, transferred calls from voice mail may
be unannounced (as usual), or one of the following may occur:

“Announce Only” Calls: Before voice mail transfers a call to you, a prompt asks
the caller to record his or her name. When you answer, you hear “You have a call
from (caller s name).”

“Screened” Calls: Before voice mail transfers a call to you, a prompt asks the
caller to record his or her name. When you answer, you hear “You have a call
from (caller’s name).” You can choose whether or not to accept the call (See
page 76.)

To change your transfer method (if allowed):

1.
2.
3.

Access your mailbox as described on page 48.

Press [l to select the Personal Options Menu.

Press Il for More Options. (If using version 5.0 or earlier software, skip this
step.)

Press A The system tells you what your current transfer method is. You can
then select the desired transfer method, as follows:

e Press [KH to select unannounced transfers.
e Press [Hl to select screened transfers.
e Press to select announce only transfers.

e Press to return to the Personal Options Menu without making changes.

Click BEZ5X] to hang up.

64

Axxess Desktop SoftPhone User Guide



Programming a Fax Destination

NOTE: This feature is available only in software versions 5.1 and later.

With the Inter-Tel Voice Processor, callers can use your mailbox to send you a fax. To
use this feature, you must specify the destination fax number.

To change your fax destination number:
Access your mailbox as described on page 48.

Press [l to select the Personal Options Menu.
Press [Ell for More Options.
Press .

Enter the number of your fax destination, followed by Il or the minus (-) key.

2 S

EITHER, Click Il or press the minus (-) key to accept the number.

OR, Press to erase the number and re-enter it.
7. Click BEZGX] to hang up.

Changing the Message Search Order
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NOTE: This feature is available only in software versions 5.2 and later.

When more than one message is left in your voice mailbox, you can change the order
in which you retrieve your messages, based on the date and time they were received.

To change the listening order of your messages:
1. Access your mailbox as described on page 48.

Press [l to select the Personal Options Menu.
Press [Ell for More Options.
Press [Hl for the Message Search Order.

A B

Press Il to change the search order for new messages or press Bl to change the
search order for saved messages. You have the following options:

e Press [l to retrieve the earliest-received messages first (First In/First Out).
e Press [l to retrieve the latest-received messages first (Last In/First Out).

e Press to return to the Personal Options Menu without making changes.

6. Click EZZX] to hang up.
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Programming Remote Messaging

NOTE: Your installer or System Administrator must enable this feature on your voice
mailbox.

With Remote Messaging, you can program the Voice Processor (voice mail) to call
you when your mailbox receives new messages. Using a “cascade” (a series of up to
nine telephone numbers), voice mail will call each number until it successfully con-
nects to a device (e.g., pager, answering machine, etc.).

Because your mailbox can have a primary and an alternate cascade of numbers, you
can program a cascade to be used during specific days and times. For example, if you
want to be paged when you receive a message from 5-10 PM on weekdays, you can
set up a primary cascade. If you also want to receive pages for messages marked “pri-
ority” on the weekends, you could set your alternate cascade for all day on Saturdays
and Sundays.

NOTE: If for some reason voice mail is not able to use your remote notification, your
mailbox will receive a message stating that notification could not be completed.
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To set up remote messaging:
1. Access your mailbox as described on page 48.

2. Press A to select the Personal Options Menu. (If using version 5.0 or earlier
software, skip this step.)

3. Press HL

NOTE: This option is not available if you do not have Remote Messaging enabled.

4. Press Il to set up a primary cascade or press Bl to set up an alternate cascade. A
prompt tells you what the cascade’s current status is.

5. Do one of the following:

e To program a cascade level: Press [l and enter the number of the level you
wish to program (1-9). You then have the following options:

— To enable or disable the cascade level: Press [l (You cannot enable the
level until a notification number is programmed.)

— To set up or change an extension or telephone number: Press [ Then
press [l for an extension number or [El for an outside number. Then
enter the number.

— To set up or change a pager number: Press Il. Then enter the number.

e To set up time of day for notification: Press . Then enter the time you
want the message notification to start and stop. Enter the times with two dig-
its for the hour and two digits for the minutes (e.g., 0915 = 9:15). If entering
the time in 12-hour format, you are prompted to press [l for AM or press
EA for PM.

NOTE: For 24-hour notification, program the starting and ending times to be
the same.

e To set up the days of the week for notification: Press [FHll. Then select one
of the following:

— Press [l for Monday-Friday.
— Press [E for all days.

— Press to select individual days. You are prompted to press digits 1-7
which correspond to the days Sunday through Saturday.

e To select all or priority-only message notification: Press . Then press
Kl for all messages or Al for priority messages only.

6. Either select another option, as described above, or press [l or press the minus (-
) key to save the settings and exit.
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SPEED DIALING

Speed dialing allows you (and your System Administrator) to store frequently dialed
numbers for easy dialing. Each number is stored on your phone (Station Speed Dial)
or in the phone system (System Speed Dial) and is identified by a location number.
Once programmed, you can quickly dial these numbers by entering a feature code and
dialing the desired location number. Because the Inter-Tel Axxess system supports
both station and System Speed-Dial numbers, you can have access to over 1000
stored numbers.

Station Speed Dial

You can store up to ten personal speed-dial numbers and associated names in Station
Speed-Dial locations 0-9. If you have programmable feature keys, you can also create
Station Speed-Dial keys for one-touch speed dialing (see page 74).

Storing Station Speed-Dial Numbers
To program your Station Speed-Dial locations:

1. Enter K IEH1HE.

2. Enter the location code 0-9 to be programmed OR click a Station Speed-Dial key
that you want to program (if you have one).

3. Enter the desired name for the speed-dial number to be programmed as described
below:

To enter the letters or numbers:

Enter the desired letters or numbers (up to 16 characters) using the keyboard.
Press SPACEBAR to leave a space. Press BACKSPACE to backspace.

NOTE: To enter slash (/) or pound (#) key, use the keypad keys on the keyboard
or the dialpad keys on the Desktop SoftPhone.

4. Click the ACCEPT menu key to save the name.

5. Enter the extension number or telephone number to be stored. Press SPACE-
BAR to leave a space. Press BACKSPACE to backspace.

To enter the numbers:
Enter the desired numbers using the keyboard. Press SPACEBAR to leave a
space. Press BACKSPACE to backspace.

TIP: To dial outside telephone numbers without first selecting an outgoing line,
enter a line access code (such as the Outgoing Call code “8”) before the outside
telephone number.

6. Click the ACCEPT menu key to save the number.
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To view how your Station Speed-Dial keys are programmed:
1. Enter 1 E1 A
2. Click the Station Speed-Dial key. The name and number will be displayed.

3. Click EZGH to exit.

To erase a Station Speed-Dial name and/or number:

1. Enter I IEN

2. Enter the desired location code 0-9 or click the desired Station Speed-Dial key.
3. Press BACKSPACE repeatedly until the name is erased.
4

. Click IEll or the ACCEPT menu key, or press the minus (=) key on the keypad to
continue.

5. Press BACKSPACE repeatedly until the number is erased.
6. Click [l or the ACCEPT menu key, or press the minus (=) key to exit.

Dialing Station Speed-Dial Numbers

To dial a Station Speed-Dial number:
If necessary, select an outgoing line. You have the following options:
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o 70 use a location number: Enter Il A and then the desired Station Speed-
Dial location number (0-9).

o 70 use a Station Speed-Dial key: Click the desired Station Speed-Dial key.
System Speed Dial

Your System Administrator can store up to 1000 speed-dial numbers in System
Speed-Dial locations 000-999.

To view and/or dial System Speed-Dial numbers:
1. Click OR enter K1 IE1 KL
2. Enter the location code (000-999) for the desired number.

3. Click IE2 or the ACCEPT menu key, or press the minus (-) key on the keypad to
dial the displayed number.
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USING RECORD-A-CALL

If your telephone system is equipped with an Axxess Voice Processor (voice mail),
you may have access to the Record-A-Call feature. If so, you can record an ongoing
call as a mailbox message. You can then retrieve the message, just as you would any
other mailbox message.

To use the Record-A-Call feature while on a call:
1. EITHER, Click and enter Kl IEl IH.
OR, Click the RECORD-A-CALL menu key.

2. If required, enter the desired mailbox number. (Your phone may be programmed
to select the mailbox, or you may be required to dial it.)

You hear a confirmation tone when the Record-A-Call feature is activated.
To turn off Record-A-Call:

EITHER, Click and enter |E I H.

OR, Click the CANCEL RECORDING menu key.

OR, Click BEZ&X to hang up.
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PAGING

The Paging feature allows you to make an announcement through phone speakers or
external speakers (if your system is equipped with external paging equipment). To
prevent announcements from transmitting through every phone in the system, this fea-
ture uses Page Zones. Each zone contains a different combination of extensions and
external paging equipment, and is programmed by your System Administrator. Ask
your trainer or System Administrator how the zones are programmed, and list them
here for your convenience:

0

O 0 9 N W

1
2
3
4

NOTE: Using paging on an Desktop SoftPhone consumes as much bandwidth as a
telephone call to the device. If your site has limited bandwidth, limit pages.

Making Pages
To make pages:
1. Press Il

2. Enter the desired zone number (0-9).
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3. After the tone, make your announcement.

4. Click EZZ&X to hang up.
Enabling Paging

You can enable or disable page receiving for your phone by using the Page Remove/
Replace feature code. If your phone is assigned to more than one Page Zone, all zones
are removed or replaced at once (you cannot turn off individual zones).

To turn paging on and off for your phone:

Enter I  H IHL
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PERFORMING A “HOOKFLASH” DURING A CALL

Certain telephone service companies may require a timed hookflash (a quick hang up
and release).

To generate a hookflash while using a line:

EITHER, Click the FLASH menu key. If the FLASH menu key is not visible, press
MORE until you see FLASH.

OR, Click and enter HI
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PROGRAMMING YOUR FEATURE KEYS

Depending on how your system is programmed, some of your feature keys may be
“user-programmable.” If so, you can program them with any of the feature codes
listed in the back of this user guide or with extension numbers. In addition, you can
combine the feature key and Station Speed-Dial functions to program a feature key to
dial an outside number.

NOTE: You cannot program secondary extension keys as feature keys (see Program-
ming Secondary Extension Keys on page 74).

To program a user-programmable feature key:

1. Enter K E1 KA.

2. Click the feature key you want to program. g

3. Enter the feature code or extension number you want to store under that key. g

(Refer to the back of this guide for default feature codes.) (7

To return all feature keys to their original default values: %

Enter [El IE1IEL T

To display the current feature key values: %
1. Enter I 1A

2. Click the feature key(s) you want displayed.
3. Click BEZGX to hang up.
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PROGRAMMING SECONDARY EXTENSION KEYS

With the Secondary Extension Appearances feature, you can program various keys on
your phone to indicate the call activity at a different extension (primary phone). In
addition to being able to see when a call is ringing, answered, or on hold, you can use
your secondary extension key to answer a call that is ringing at the primary phone.
Your phone may also be programmed to automatically ring when a given number of
calls are waiting at the primary phone (ask your System Administrator).

There are two possible types of secondary extension keys: programmable and non-
programmable. If you have a non-programmable secondary extension key, only the
System Administrator can change the associated extension. If you have a programma-
ble key, you can change the extension, as described below.

NOTE: You can only assign the extension for a secondary extension key. You cannot
create or change the secondary extension key (e.g., make it a feature key).

To display the current secondary extension key assignment(s):

1. Enter A A

2. Click the secondary extension key(s) you want displayed.
To assign a primary phone to a secondary extension key (if enabled):

1. Enter EH1 K1 KA

2. Click the secondary extension key and enter the desired extension number.
Once programmed, you can use your secondary key as follows:

® You can press your flashing secondary extension key to answer a call that is ring-
ing or holding on any CALL key at the primary phone.

e You can press your unlit secondary extension key to place an intercom call to the
primary phone.

NOTE: If the secondary key is flashing (i.e., a call is ringing at the primary phone), you
can click [Ell or press the minus () key before pressing the flashing key to place an
intercom call to the primary phone without answering the call. Or, you can just dial the
primary phone’s extension number.

To transfer a call back to the extension after you have answered it on your phone:
e To transfer to hold: Press the secondary extension key, announce the call (if
desired), and then click [EZGXY to hang up.

o To transfer to ring: Press and then the secondary extension key. You can
announce the call, if desired, before hanging up to complete the transfer.
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USING ACCOUNT CODES

If your telephone system is programmed to use the Station Message Detail Recording
(SMDR) feature, you might be required to enter account codes when you place a call.
These codes add information to phone record reports that the system will periodically
print.

There are three types of account codes:

e Standard account codes are automatically entered into the SMDR report when-
ever you place a call.

e Forced account codes must be dialed before you can place an outside call.

e Optional account codes can be entered at any time during a call.

NOTE: Your System Administrator can tell you which types of account codes are used
on your telephone system.

To enter an optional account code:
1. Click and enter Kl IEl 1.

2. Enter the optional account code. If the account code is not immediately accepted,
click [E2 or press the minus (-) key.
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To set an account code for all calls placed from your phone:

Enter [ENl IEN Il and then the account code. If the account code is not immediately
accepted, click [l or press the minus (-) key. This code will be used for all calls made
from your phone until it is disabled.

To disable the code:

Enter IEN IEN M again and then click Il or press the minus (-) key.
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SCREENING CALLS

NOTE: This feature is available only if your telephone system is equipped with an
Axxess Voice Processor (voice mail).

If your voice mailbox is programmed correctly, you can screen calls that are trans-
ferred from voice mail. This allows you to accept and/or refuse specific calls.
Depending on the transfer method you use, calls from voice mail may be unan-
nounced, announce only, or screened calls (see page 64 for details).

If your voice mailbox is programmed for screened calls, you have the following
options when you receive a transfer:

e Click the ACCEPT menu key or I, or press the minus (-) key to accept the call.
e Click the REPLAY menu key or [Ell to replay the announcement.
e Click the SEND TO V-MAIL menu key or [l to send the call to voice mail.

e Click the FORWARD menu key or and then enter the extension number to
forward the call to another extension.

e Click the REFUSE menu key or [E3l to refuse the call.

USING THE DIRECTORIES

With directories, you can use your phone keypad to find names and numbers. You can
then use the directory information to make calls, access features, or leave voice mail
messages.

Phone Directory

The phone directory contains a list of the extension numbers, system speed-dial num-
bers, feature codes, and their associated names. To search for an item, you can enter
the full or partial name. The system will then find the closest match. Once the correct
match is displayed on your phone, you can dial the number or press a key to access
that extension or feature.

To perform a directory search:

1. If your phone is idle, click the DIRECTORY menu key, then click the menu key
for the desired directory (IC DIRECTORY, OUTSIDE DIR, or FEATURE DIR).

If placing a call, choose between OUTSIDE DIR or IC DIRECTORY.
2. Enter letters or numbers (up to 10 characters) using the keyboard.

3. Click the SEARCH menu key to begin the search. If desired, you can use
SCROLL to move alphabetically through the directory.

4. Click the CALL or ACCEPT menu key to dial a number or feature code while it
is displayed.

76

Axxess Desktop SoftPhone User Guide



VOICE MAIL DIRECTORY

Whenever voice mail asks you to enter a mailbox number, you can use the mailbox
and extension number directories. You can also use these directories to leave a voice
message with another user. Like the phone directories, you don’t have to enter the full
name because the system finds the closest match based on your entry.

To perform a directory search:

When prompted, press the keys to enter the name. The number of times a key is
pressed determines which character is entered, as shown below. When adjoining char-
acters are under the same key, click [JIRIEM to advance to the next character. For
example, 5666 IEIEH 66337777 enters “JONES.”

NUMBER OF TIMES KEY IS
PRESSED g
KEY 1 2 3 4 5 S
1 - & ( ) 1 ()
2 A B C ' 2 n
(@)
3 D E F [ 3 T
Z G H [ g 2 =
5 J K L #or [ 5 g
6 M N [¢) Nor#" 6 Z
7 P Q R S 7 m
8 T U v ? 3
9 W X Y Z 9
0 @ - 0

The character available depends on the software version.
To use the directory to leave a voice mail message:
1. Enter the voice mail extension number.

2. Click [E2 or press the minus (-) key for Directory Services.

3. Enter the desired name, as described above, then click Il or press the minus (-)
key. The selected name is played.

4. Do one of the following:
o Press Il to accept the name.
e Press [l to hear the previous name in the directory.
e Press Al to hear additional information for the selected name (if allowed).
o Press [Ell to hear the next name in the directory.
o Press Il and spell a new name to search for a different name.

e Press [H to switch the first/last name sort order.
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PROGRAMMING REMOTE FEATURE ACCESS

If you are away from your desk and forgot to put your phone in DND, don’t worry.
With the Remote Feature Access, you can place your phone in DND or forward calls
from any other phone on the system. And, if you have a special dial-up line, you can
access your phone features from an outside line.

Remote Access Password

Before you use Remote Feature Access, you should program a password, as described
below.

To change the password from your phone:

1. Enter K1 K1
2. Enter your current password, followed by IEL.

NOTE: Your extension number is your password at default.

3. Enter the new password followed by IEll. You hear a confirmation tone.

4. Enter the new password again for verification followed by IE. You hear a confir-
mation tone.

To change the station password using remote programming, see the following section.

Remote Feature Access

To access your phone from another phone:

1. EITHER, Call your Direct Inward System Access (DISA) number (provided by
your System Administrator). If required, enter your password.

OR, Use any phone on the system.
2. Enter K1 HEL
3. Enter your extension number.

4. Enter your password followed by IEl. You can now use any of the following fea-
tures.

To change the station password using Remote Programming:
a. Enter HIIEE1E.
b. Enter the new password, followed by IEl.

c. Enter the new password again for verification, followed by I
To turn on DND:
a. Enter K1 Il KL

b. Enter message number (01-20) and the optional second-line message text.

To turn off DND: Enter Il Il KL
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To turn on Call Forward:
a. Enter one of the following Call Forward feature codes.

N | T HHEHB
If NO ANSWET ...cuvennennenn. HEBEIA
IfBUSY cevveeevieeereeeeanenn (3§ 5]

If No Answer or Busy ..... (3] 58]

b. Enter an extension number or enter an outside line access code followed by a
telephone number.
To turn off Call Forward: Enter Il IH IH
5. Hang up.
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REQUESTING AGENT HELP

Your telephone system may be programmed to support the Agent Help feature, which
allows you to request help from a designated “Agent Help Extension” (usually your
supervisor) during a call. When your request call rings at the Agent Help Extension,
the supervisor can choose to join the call or reject the request.

If the Agent Help Extension is a digital phone, the phone’s microphone is automati-
cally muted so that the supervisor cannot be heard unless he or she presses [INLEN. If
the Agent Help Extension is a single-line phone, however, the supervisor can be
heard as soon as the conference is established. In either case, the supervisor can hear
all other parties on the call.

To use the Agent Help feature while on a call:

1. Click EZGHl and enter I B [/ you hear repeating tones, the Agent Help
feature is not available at your phone, you already have four parties in your call,
not enough system circuits are currently available, or the Agent Help Extension is
in DND.

2. Dial the Agent Help Extension number, if required. (Your phone may be pro-
grammed to automatically dial the number, or you may be required to dial it.)
If the Agent Help Extension accepts the call, you hear the Agent Help tone, if it is
enabled, and the supervisor can monitor or join your call.

If the Agent Help Extension rejects the call, you hear a confirmation tone, and the
display shows AGENT HELP REJECTED.

To respond to an Agent Help request at a display phone:

When you receive an Agent Help request, your display shows <name> REQUESTS
HELP. You can do one of the following:

o 7o accept the call: Answer as usual. Your microphone is muted and you cannot
be heard by either party unless you press [IEEN

o Toreject the call: Press the REJECT HELP menu key.
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WORKING IN HUNT GROUPS

Your system may be programmed with “hunt groups.” Hunt groups are groups of
phones that share a common extension number in addition to having individual exten-
sion numbers. This allows someone to call anyone in the group (using the common
extension) or a specific member (using the individual extension). The members of
these groups and the common extension(s) are programmed by your System Adminis-
trator.

Hunt Group Calls Enabled/Disabled

If you are a member of a hunt group, you can enable or halt hunt group calls to your
extension.

To turn on or off hunt group calls:

Enter IE1 IEH A
ACD Hunt Groups

Some hunt groups use a special feature called Automatic Call Distribution (ACD) that
distributes the hunt group calls equally among the available members. These hunt
group members are referred to as “agents,” who log in to the ACD hunt group to
receive calls and log out to halt ACD hunt group calls.
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Distributing Calls

Calls are distributed through an ACD hunt group based on Agent IDs or extensions,
as described below.

o Agent IDs: If the hunt group is programmed to use ACD Agent IDs, each agent
is assigned an Agent ID number to enter during the login procedure (described on
the next page). The hunt group calls are routed to logged-in agents, according to
their Agent ID number instead of their extension number. Because the Agent ID
is not associated with any extension, the agent can use any phone in the system to
log in.

e Members: If the hunt group is not programmed to use Agent IDs, it will have a
pre-programmed list of phones and will send calls to the phones where agents are
logged in.
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Logging In and Out of ACD Hunt Groups

Agents can log in to and out of the ACD hunt group at any time. While logged in, the
agent receives calls through the ACD hunt group. When the agent is logged out, calls
to that ACD hunt group bypass the agent.

To log in to all of your ACD hunt groups at once using the ACD Agent Login/
Logout feature code:

Enter IEl I Il and enter your Agent ID, if necessary. The display shows AGENT
LOGGED IN TO ALL ACDS, and you hear a confirmation tone.

NOTE: This feature code acts as a toggle. If you were already logged in, the display
shows AGENT LOGGED OUT OF ALL ACDS, and you hear a confirmation tone.

To log in to one or more hunt groups using the ACD Agent Login feature code:
1. Enter Kl B A The display shows AGENT LOGIN ACD NUMBER.
2. EITHER, Enter the desired ACD hunt group number.

OR, Click Il or press the minus (-) key to log in to all of your ACD hunt groups
at once. The display shows AGENT LOGIN AGENT ID.
If you entered an invalid hunt group number, the display shows NOT AN ACD
HUNT GROUP, and you hear repeating tones.

3. Do one of the following:

e To log into ACD hunt group(s) using Agent IDs: Enter your Agent ID.
The display shows AGENT LOGGED INTO ALL ACDS. You are logged
into the ACD hunt group(s) that you requested that use the Agent ID you
entered in this step.

NOTE: If another Agent ID is already logged in at this phone, you hear
repeating tones, and the display shows DIFFERENT AGENT ID ALREADY
USED. You must have the other agent log out before you can use that phone.

e To log into ACD hunt group(s) that do not use Agent IDs: Click I or
press the minus (-) key. The display shows AGENT LOGGED INTO ALL
ACDS. You are logged into the ACD hunt group(s) that you requested that
do not use Agent IDs.

If you were already logged in, the display shows ALREADY LOGGED INTO

<hunt group>.

If you are not a member of the entered hunt group, the display shows NOT AN

AGENT IN THIS HUNT GROUP, and you hear repeating tones. Start over.

4. Click E&GX to hang up. Repeat this procedure to log into additional ACD
groups, if necessary.
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When you log in to a group, you may be automatically connected to a call after you
hear a short ring burst. If the ACD Agent ID Automatic Connect option is enabled for
your hunt group and you are using a headset, you will be automatically connected. If
this option is not enabled for your hunt group, the call will ring until you answer it or
until it times out to another extension.

NOTE: Even if the ACD Agent ID Automatic Connect option is enabled, the first call
you receive (after you log in or remove your phone from DND while logged in) will ring
until you answer it. You will, however, be automatically connected to subsequent calls.

To log out of one or more ACD hunt group:

1. EITHER, Enter [Ell IE I to log out of all of your ACD hunt groups at once. The
display shows AGENT LOGGED OUT OF ALL ACDS and you hear a confir-
mation tone.

OR, Enter IE1 I . One of the following displays will appear:

o [If you were logged in to only one hunt group, the display shows AGENT
LOGGED OUT OF <hunt group>. The procedure is complete.

o [If you were logged in to more than one hunt group, the display shows
AGENT LOGOUT ACD NUMBER. Dial the extension number of the
desired ACD hunt group.
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e [If you were not logged in to any hunt group, the display shows NOT
LOGGED INTO ANY ACD GROUP.

2. Click BEZZX] to hang up.

Ending an ACD Hunt Group Call

Each time you end an ACD hunt group call, a wrap-up timer is started. Until this
timer expires, you will not receive another call through any ACD hunt group. You
can, however, end the wrap-up session before this timer expires, as described below.
To terminate the ACD Agent wrap-up period before the timer expires:

Enter Kl I E1L

NOTE: If you were not logged in to an ACD hunt group, the display shows CANNOT
ACCESS RESERVED FEATURE
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Troubleshooting

This section provides troubleshooting information for DTI and CP Servers connection
issues. It also provides answers to some of the most frequently asked questions about
your Desktop SoftPhone or voice mailbox.

DTI CONNECTION ISSUES

The following chart provides troubleshooting information for DTI Server connection
issues.

PROBLEM SYMPTON AND POSSIBLE SOLUTION

Unable to create socket | The IP Address/Hostname or port number of the Desktop Soft-
Phone does not match the listener settings of the DTI Server.

TCP/IP connection reset | Someone might have closed the DTI Server too soon. Relaunch

by peer the DTI Server and try to connect again.
The serial port is already | The serial port that the DTI Server is configured to use is already
in use in use by another application. Close the conflicting application or

change the serial port of the DTI Server to another serial port. The
serial port can be changed in the Desktop OAl Connection Set-
tings tab in the DTI Server Settings dialog box.

The serial port is not valid | The DTI Server is unable to communicate with the telephone sys-
tem via the serial port, and the DTl Server cannot identify the
cause of this error.

The IRQ is already in use | A device is already using the interrupt required to use the COM
port that the DTI Server is configured to use. For example, if
COM1 and COM3 share IRQ 4, and the DTI Server computer
does not support IRQ sharing, COM1 and COM3 cannot be used
at the same time. If the conflicting device is being used by another
application, do not run both applications simultaneously. Other-
wise, use a serial port with an IRQ that does not conflict.

The serial port does not | The serial port that the DTI Server is configured to use does not
exist exist. Re-enable the serial port or change the serial port (located
in the Desktop OAI Connection Settings tab in the DTI Server Set-
tings dialog box) to a valid serial port.
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PROBLEM

SYMPTON AND POSSIBLE SOLUTION

A timeout occurred while
writing to the serial port

The DTI Server timed out while trying to write a Desktop OAl com-
mand to the serial port. This error can also occur after the DTI
Server has finished initializing its connection to the telephone sys-
tem. Possible causes include the following:

e  Serial cord is unplugged or not plugged into a PCDPM.

o  COM port is set incorrectly.

e Cable is too long. (Limit cable to 25 inches or less for speeds
below 9600 bps.)

e Bit rate is set incorrectly.

e Flow control is set wrong. (The telephone system and the
DTI Server PC should use hardware flow control.)

e The Desktop Interface Premium Feature is not enabled in
Database Programming.

e  The proper DBOM-to-DB9F “straight-though” serial extension
cable (part number 813.1683) is not used. This part is avail-
able separately or in the Universal RS-232 Kit (part number
828.1282). The DTI Server computer’s serial port transmit
buffer FIFO must be set to “Low” (1 byte) since the PCDPM'’s
data input buffer is very small

During initialization, the
desktop OAI connection
timed out; no data was
received

The DTI Server timed out while trying to initialize the Desktop OAI
connection to the telephone system. No data was received. The
DTI Server was able to successfully login to the Call Processing
(CP) Server or open the serial port. However, it did not receive
any response from the Desktop OAIl connection when one was
expected. If the DTI Server is configured to use a PCDPM (serial
connection), see “A timeout occurred while writing to the serial
port,” described above for possible causes. If the DTI Server is
configured to use the CP Server (TCP/IP connection), ensure the
IP Address and TCP Port of the DTI Server (in the DTI Server
Settings dialog box) correctly point to the CP Server. Use CP
Server v5.2 or later because it provides more detailed error infor-
mation. Earlier CP Server systems might report this error for failed
TCP/IP Desktop OAl login attempts.
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PROBLEM

SYMPTON AND POSSIBLE SOLUTION

During initialization, a
generic “AT” command
failed

The DTI Server performed a portion of its initialization success-
fully. However, when it was sending an “AT” command as part of
initialization, the DTl Server received an “ERROR” response.
(Note that the Desktop OAI protocol is proprietary protocol based
on modem AT commands. Some of the commands in the protocol
are generic AT commands and not unique to the telephone sys-
tem.) If the DTI Server is configured to use a PCDPM (serial con-
nection), see “A timeout occurred while writing to the serial port”
on page 86 for possible causes. The most common cause is that
the serial cord is plugged into another device and not a PCDPM. If
the DTI Server is configured to use the CP Server (TCP/IP con-
nection), ensure the IP address and TCP port (located in the
Desktop OAI Connection Settings tab in the DTI Server Settings
dialog box) correctly point to the CP Server.

During initialization, a
desktop OAl command
failed

The DTI Server performed a portion of its initialization success-
fully. However, when it sent a Desktop OAlI command specific to
the telephone system, the DTI Server did not receive a response
or it received the “ERROR” response. The most common cause
for this error is that the serial port the DTI Server is configured to
use is actually a modem and not a PCDPM. See “A timeout
occurred while writing to the serial port” on page 86 for other pos-
sible causes. If the DTI Server is configured to use the CP Server,
ensure the IP address and TCP port (located in the Desktop OAI
Connection Settings tab in the DTI Server Settings dialog box)
correctly point to the CP Server.

The DTI server cannot
determine what caused
the error

The DTI Server is unable to communicate with the telephone sys-
tem, and the DTI Server cannot identify the cause of this error.

Invalid TCP/IP data
received

The DTI Server received an improperly formatted TCP/IP Desktop
OAIl message from the application. The DTI Server will terminate
the application’s connection and close the connection to the
phone system if no other applications are connected.
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CP SERVER CONNECTION ISSUES

The following chart provides troubleshooting information for CP Server connection

issues

PROBLEM

SYMPTON AND POSSIBLE SOLUTION

Software caused con-
nection abort

An error occurred that aborted the connection between the DTI
Server and the CP Server. This problem probably indicates a network
error. This problem might be transient, therefore the software might
start working. Otherwise, your network administrator needs to identify
where the problem occurred. The following suggestions might help
identify the problem source.

Ping the remote CP Server computer.

If it does not respond, the computer might be offline, or there
may be a network problem along the way.

If it does respond, this problem might be transient (the connec-
tion will be restored again), or the CP Server might have termi-
nated (the connection will not be restored).

Ping a local host to verify your local network is still functioning (if
using a serial connection, see the next step).

Ping your local router address. If using a serial connection, your
local router is the IP address of the host you initially logged onto
with SLIP or PPP.

Ping a host on the same subnet as the host to which you were
connected (if you know one). This step will verify that the desti-
nation network is functioning.

Try a traceroute to the host to which you were connected. This
will not reveal much unless you know the router addresses at
the remote end, but it might help to identify if the problem is
somewhere along the way.

Connection refused

The CP Server refused the connection. This error has two common
causes:

Wrong IP Address: Verify the IP address (located in the Desk-
top OAI Connection Settings tab in the DTI Server Settings dia-
log box) is the IP address of the CP Server.

Wrong TCP Port: Verify the TCP port (located in the Desktop
OAI Connection Settings tab in the DTI Server Settings dialog
box) is the TCP port which the CP Server is allowing an applica-
tion to connect.
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PROBLEM

SYMPTON AND POSSIBLE SOLUTION

Connection reset by
peer

The connection was reset either by the network system or the CP
Server. Verify that the CP Server is running. If the DTI Server experi-
ences a long network delay connecting to the CP Server, the CPU
may reset the DTI Server’s connection after sending the DTI Server a
login error message. The connection is reset before the DTI Server
could read the login error message. If the problem persists, contact
your network administrator and see the suggestions under “Software
caused connection abort,” described above.

Destination address
required

The DTI Server cannot connect to the CP Server. Verify the IP
address (located in the Desktop OAI Connection Settings tab in the
DTI Server Settings dialog box) is the CP Server’s IP address.

No route to host

See “Network is unreachable” on page 90.

Too many open files

Windows cannot fulfill the DTI Server TCP/IP communication require-
ments. This error occurs due to one of two scenarios:

e The DTI Server computer is running too many programs that
communicate via the computer network. If this is the cause, clos-
ing some of the other programs might resolve this error.

e A program running on the DTI Server computer is using the net-
work facilities incorrectly and thereby owns computer resources
required by the DTI Server. Restarting the computer might tem-
porarily resolve this problem. However, if the offending program
malfunctions again, the DTI Server will have the same problem.
To resolve this problem, use trial and error to determine which
application is interfering with the DTI Server.

Network is down

This error could indicate a serious failure of your network subsystem.
Check the DTI Server computer’s WinSock, protocol stack, network
driver, and network interface card configuration. Try restarting the
computer the DTI Server is on. If the problem persists, reinstall TCP/
IP.

Network dropped con-
nection

The DTI Server computer might have crashed and/or rebooted. If the
problem persists and the DTI Server computer is not rebooting, con-
tact your network administrator and see the suggestions under “Soft-
ware caused connection abort” on page 88.

No buffer space avail-
able

This error indicates a shortage of resources on the DTI Server com-
puter. This error can occur if you are trying to run too many applica-
tions (of any kind) simultaneously on the DTI Server computer. If this
tends to occur after running certain applications for a while, it might
be a symptom of a malfunctioning application. This error might also
indicate you are not closing the applications properly. If this error per-
sists, restart the DTI Server computer. Avoid running the offending
application.
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PROBLEM

SYMPTON AND POSSIBLE SOLUTION

Network is unreach-
able

This error occurs if the DTI Server cannot communicate with the CP
Server. To correct the problem, verify the DTI Server computer is run-
ning. Also, verify the IP address (located in the Desktop OAI Connec-
tion Settings tab in the DTl Server Settings dialog box) is the CP
Server’s IP address. If the CP Server is running and the DTI Server
knows the correct IP address, contact your network administrator. To
determine the location of the error, do the following:

e Ping the CP Server (the destination host) to see if you get the
same results.

e Check whether or not you have a router configured in your net-
work system (your WinSock implementation).

e Do a traceroute to determine where the failure occurs along the
route between the DTI Server and the CP Server.

Connection timed out

The DTI Server could not initiate a connection to the CP Server
because the CP Server never responded. Do the following:

o  Verify the IP address (located in the Desktop OAl Connection
Settings tab in the DTI Server Settings dialog box) is the CP
Server’s IP address.

e  Check the DTI Server computer subnet mask. An improper sub-
net mask can cause this error. If you do not know your subnet
mask, contact your network administrator.

e Contact your network administrator to verify all routers are up
and running (check by pinging them, and then ping addresses
on the other side of them).

e Do a traceroute to the CP Server (the destination address) to
check that all routers are functioning.

Network subsystem is
unavailable

Windows cannot fulfill communication requirements of the DTI Server
because the underlying system is currently unavailable. Verify that
networking and TCP/IP are correctly and fully installed on the DTI
Server computer. If necessary, reinstall networking, TCP/IP, and/or
Windows to correct this problem.

Network subsystem is
not initialized

See “Network subsystem is unavailable” on page 90.

Wrong Winsock DLL
version

Windows does not support the TCP/IP version required by the DTI
Server. Reinstall TCP/IP. If the problem persists, check to see if
Microsoft has an update or patch to resolve the version conflict.

Cannot assign
requested address

The DTI Server cannot connect to the specified IP address. Verify the
IP address (located in the Desktop OAI Connection Settings tab in the
DTI Server Settings dialog box) is the CP Server’s IP address.

TCP/IP is not
installed.

TCP/IP is not installed on the DTI Server computer. Install the TCP/IP
networking protocol. You can install this protocol from the Network
control panel.
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PROBLEM

SYMPTON AND POSSIBLE SOLUTION

Host name of CP
Server not found

The host name (located in the IP address field in the Desktop OAI
Connection Settings tab under the DTI Server Settings dialog box) is
not an official host name or alias, or it cannot be found in the data-
base(s) being queried. This error has two common causes:

e Wrong Host Name: Verify the host name is the CP Server’s
host name.

e Name Server and or Host Table Not Configured: Verify that
the DTI Server computer has a name server(s) and/or host table
configured. If a name server(s), such as the Domain Name Sys-
tem (DNS) Protocol or the Network Information System (NIS), is
being used, ping the server(s) to verify if the server host(s) is
running. Also, try to resolve another host name that you know
should work to test the name server(s). If the local computer
exclusively uses a host table, update it to add the host name
and IP address of the CP Server.

Valid host name, can-
not resolve to an IP
address

The requested host name (located in the IP address field in the Desk-
top OAIl Connection Settings tab under the DTI Server Settings dialog
box) is valid, but it does not have an Internet IP address at the name
server. The host name-to-address translation attempt failed. See
“Host name of CP Server not found,” described above for common
causes of this error.

Non-recoverable
query error

The name server(s) had a non-recoverable error when trying to
resolve the host name (located in the IP address field in the Desktop
OAIl Connection Settings tab under the DTI Server Settings dialog
box) to an IP address. The name server(s) was unable to interpret the
request, refused to satisfy the request, or did not perform the request.
See “Host name of CP Server not found,” described above for com-
mon causes of this error.

Non-authoritative host
not found

Try Again Later. This is a temporary error that means the DTI Server
computer did not receive a response from the authoritative server. Try
connecting at a later time, or see “Host name of CP Server not
found,” described above for other common causes of this error.

The message dialogs that appear in the Desktop SoftPhone will also assist you in trou-

bleshooting. Those messages include the following:

MESSAGES

SOLUTION

Empty Extension

Enter a valid extension number. This is the extension to which TAPI
will have access. This field cannot be blank.

Empty IP Address

Enter an IP Address. This field cannot be blank.

Empty TCP Port

Enter a valid TCP port. The TCP Port field must contain a valid TCP
port value (4000-65535).
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FREQUENTLY ASKED QUESTIONS (FAQ)

Q1.
A1.

Q2.
A2.

Qs.
A3.

Q4.
A4,

Q5.

AS5.

Q6.
AG.

Q7.

AT7.

How do I program System Speed-Dial numbers?

Only your System Administrator can program System Speed-Dial numbers. You can,
however, program up to ten Station Speed-Dial numbers (see page 68).

How do I change the time and date on my phone?

Only your System Administrator can change the time and date. Please contact your
System Administrator if you notice that the date and time are incorrect.

How can I retrieve messages if [ don t know the password for my voice mail?

Try using your extension number, which is your default password. Or, maybe you
don’t have a password, in which case pressing [l is all you need to do. If these
options don’t work, contact your System Administrator, who can change or erase the
password for you. You can then retrieve your messages and reset the password, if
desired (see page 47).

Why can 't I retrieve deleted messages?

Voice mail may have erased your message. After a programmed amount of time has
lapsed, up to 24 hours, voice mail automatically erases all deleted messages (see
page 51). If you attempted to undelete a voice mail within this time frame, however,
your telephone system may not have the latest software (the “undelete” feature was a
recent addition). Or, your voice mail system may not have sufficient space pro-
grammed to store deleted messages. Contact your System Administrator to determine
if this feature is available.

How can I set the number of rings that are allowed before the call is sent to voice
mail?

Only your System Administrator can change the number of rings that are allowed
before the call is forwarded to voice mail.

How can I change the name displayed on my phone?
Only your System Administrator can change the user names assigned to extensions.
Why can't I program a Station Speed-Dial number to the key I want? It keeps saying

that the key is non-programmable.

Your System Administrator has programmed that key as a non-programmable key.
Because you cannot override system programming from your phone, you must choose
another key.
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Q8.  Why can't I use one of the features described in this guide?

A8.  There are a few reasons why you might not be able to access the feature. Some possi-
ble reasons include:

e Your system software version may not support the feature (this guide covers all
versions).

e Your System Administrator may not have enabled the feature for your phone.

e Your System Administrator may have programmed your phone to block the fea-
ture.

Q9.  [f1need further assistance, how do I get technical support?

A9. First, contact your System Administrator if you have a question that is not covered in
this user guide. If you need further assistance, contact your local authorized Inter-Tel
dealer. All Inter-Tel sales, service, and support is handled at the local level.
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message envelope 63
Voice Mail Options 61
Voice Processing Unit 12
Voice Processor 12

Volume Levels 58
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Waiting for Called Phone 34
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Working in Hunt Groups 81
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Use the blank spaces below to enter custom feature codes, if necessary.

OuTsIDE LINE ACCESS CODES

ACCESS CODE NAME ACCESS CODE NEW CODE
Select Line Group 1-208 92001-92208*
Automatic Route Selection 92000*
Emergency Call 911
Outgoing Call 8
* These defaults may differ based on the software version.
EXTENSION NUMBERS
EXTENSION NAME EXTENSION NUMBER NEW NUMBER
Phone Extensions 1000-1999
Hunt Groups 2000-2299
Attendant 0
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GENERAL FEATURE CODES

FEATURE NAME FEATURE CODE NEW CODE

Account Code — Following Calls 391
Account Code — Optional 390
ACD Agent Log In 326
ACD Agent Log Out 327
ACD Agent Log In/Out 328
ACD Agent Wrap-Up Terminate 329
Agent Help Request 375
Agent Help Reject 376
Answer (Ringing Call) 351
Automatic Intercom Access On/Off 361
Automatic Line Access On/Off 360
Automatic Line Answer 350
Background Music On/Off 313
Call Forward All Calls 355
Call Forward If Busy 357
Call Forward If No Answer 356
Call Forward No Answer/Busy 358
Conference 5

Change Language 301
Data 340
Default Station 394
Directory 307
Display Time And Date 300
Do-Not-Disturb 370
Do-Not-Disturb Cancel 371
Do-Not-Disturb On/Off 372
Do-Not-Disturb Override 373
Enhanced Speakerphone Enable 310
Feature Key Default 395
Handsfree On/Off 319
Headset On 315
Headset Off 316
Headset On/Off 317
Hold — Individual 336
Hold — System 335
Hunt Group Remove 322
Hunt Group Replace 323
Hunt Group Remove/Replace 324
Message 365
Cancel Message That You Left 366
Cancel Message On Your Phone 368
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GENERAL FEATURE CODES CONTINUED

FEATURE NAME FEATURE CODE NEW CODE

Silent Message 367
Microphone Mute On/Off 314
Page 7

Page Receive On/Off 325
Program Baud Rate 393
Program Keys 397
Program Station Password 392
Queue (Callback) Request 6

Record-A-Call 385
Redial 380
Redirect Call 331
Reminder Message 305
Reminder Message Cancel 306
Remote Programming 359
Reverse Transfer (Call Pick-Up) 4

Review Keys 396
Ring Intercom Always On/Off 377
Ring Tone Selection 398
Routing Off 304
Station Speed Dial 382
Station Speed-Dial Programming 383
System Forward Enable 352
System Forward Disable 353
System Forward On/Off 354
System Speed Dial 381
Switch Keymap 399
Transfer To Hold 346
Transfer To Ring 345
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VOICE MAIL FLow CHART

NOTE: At any menu level, you can press B8l to cancel or return to the previous menu or press [Ell to accept.

»| LISTENING TO MESSAGES

ACCESSING YOUR MAILBOX . . .
While the message is playing:

- EITHER, Press the MSG PERSONAL OPTIONS ge Is playing
key to respond to a mes- ) Back Up [ 1
sage from voice mail. Record Greeting [ 1] Pause (2 |
OR, Call the voice mail Primary Greeting [l
extension number, press Move Forward
B3 and enter your mailbox Alternate Greeting [ 2 |
number. ) Lower the Volume n

« Enter your password and System Greeting  [Ell

; ) Play the Envelope B
then n Also see Recording Options
— Record Directory Name [ 2 | Increase the Volume [ 6 |
See Recording Options Save the Message
SUBSCRIBER MAILBOX MENU Record Password [ 3 | Delete the Message (9]
Listen to New Message [ 1§ Change Envelope Settings n Skip to the End Ea
Send A Message E* Time and Date n
Listen to Saved Messages Message Source Il After the message:
. ~ Replay to Message n
Personal Options n Message Length n
i Reply to the Message n
Message Options ﬂ All Options n ) )
Voice Mail Messagen
No Options H
Return Call n
Remote Messaging ﬂ
) Forward a Copy n
SENDING A MESSAGE < Primary Cascade [l See Recording Options
« Dial the mailbox number, reply Alternate Cascade [l Listen to Previous Message [l
:geasgqazses'age’ or forward a More Options [ 9 | Play the Envelope [ 5 |
* Record your message. Fax Destination n Listen to Next Message ﬂ
To pause press [l Message Order [ Save the Message
3
To erase press - Transfer Method ﬂ Delete the Message n
* Hang up to send OR
Press ﬂ for options.———+—
P ESELEE CREER LISTENING TO MESSAGES
RECORDING OPTIONS New Messages n Program Cascade Level n
Saved Messages n Enter cascade level number, then:
Replay [ 1 ] Enable/Disable [ 1 ]
Add [ 2 | TRANSFER METHOD Enter Personal #  [EHl
Erase and Re-Record Unannounced [ 1] Enter Pager # E
Delivery Options Ex- Screened [ 2 | Enter Time of Day [ 2 |
Announce Only E Set Days of Week E
DELIVERY OPTIONS M Fri
N MESSAGE OPTIONS onday-Fricey Kl
Private [ 1] K All Days [ 2 |
Cancel Unheard Messages
Certified [ 2 | 9 - Individual Days 1-7 [Ell
Recover Deleted Messages
Priority gn Select Message Types n
Listen
Send to Other Mailboxes ﬂ All Messages n
Recover All n Priority M n
. riority Messages
Send and Exit Hang Up Erase All n
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