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WARNING!

Toll fraud is committed when individuals unlawfully gain accessto
customer telecommunication systems. Thisisacriminal offense.
Currently, we do not know of any telecommunications system that is
immune to this type of criminal activity. AltiGen Communications, Inc.
will not accept liability for any damages, including long distance charges,
which result from unauthorized and/or unlawful use. Although AltiGen
Communications, Inc. has designed security featuresinto its products, itis
your soleresponsibility to use the security features and to establish security
practices within your company, including training, security awareness, and
call auditing.

NOTICE

While every effort has been made to ensure accuracy, AltiGen
Communications, Inc. will not be liable for technical or editorial errors or
omissions contained within the documentation. The information contained
in this documentation is subject to change without notice.

This documentation may be used only in accordance with the terms of the
AltiGen Communications, Inc. License Agreement.

AltiGen Communications, Inc.
47427 Fremont Blvd.
Fremont, CA 94538
Telephone:  510-252-9712

Fax: 510-252-9738
E-mail: info@altigen.com
Websitee  www.altigen.com
TRADEMARKS

AltiGen, AltiServ, AltiWare, AltiSpan, AltiReach, AltiLink, AltiConsole,
AltiAdmin, Zoomerang, and Dynamic Messaging are trademarks or
registered trademarks of AltiGen Communications, Inc.

All other brand names mentioned are trademarks or registered trademarks
of their respective manufacturers.

Copyright © AltiGen Communications, Inc. 1998-2001. All rights
reserved.
Printed in U.S.A. 07/2002 4403-0001-4.5
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Liability & Warranty

Limitation of Liability

Except for personal injury, direct damages to tangible personal property
proximately caused by AltiGen products and liability otherwise expressly
assumed in awritten agreement signed by AltiGen, theliability of AltiGen,
its affiliates, suppliers, and authorized resellers for any claims, losses,
damages, or expenses from any cause whatsoever (including acts of
omission of third parties), regardless of the form of action, whether in
contract, tort or otherwise, shall not exceed an amount equal to the lesser of
the direct damages proven or the purchase price of the product. In no event
shall AltiGen or its affiliates, suppliers, or authorized resellersbeliable for
incidental, consequential, or any other indirect loss or damage (including
lost profits or revenues) incurred in connection with the product. This
limitation of liability shall survivefailure of the exclusive remedy set forth
in the limited warranty referred to in this book under “Warranty.”

FCC and Industry Canada Compliance

This section describes the requirements for compliance with Federal
Communications (FCC) Rules and Industry Canada CS-03 standard.

Statement

This equipment has been tested and found to be in compliance with the
limits for a Class B digital device pursuant to Part 15 and Part 68 of the
FCC Rules. These limits are designed to provide reasonable protection
against harmful interference when the equipment is operated in a
commercial or residential environment. This equipment generates and can
radiate radio frequency energy and, if not installed and used in accordance
with the instruction manual, may cause harmful interferenceto radio
communications.

This Class B digital apparatus meets all requirements of the Canadian
interference-causing Equipment Regulations. Cet apparell numériquedela
Classe B respecte toutes les exigences du Reglement sur le materiel
brouilleur du Canada.
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FCC Requirements

1. The Federal Communications Commission (FCC) has established
Ruleswhich permit thisdeviceto bedirectly connected to thetelephone
network. Standardized jacks are used for these connections. This
equipment should not be used on party lines or coin phones.

2. If thisdeviceis mafunctioning, it may aso be causing harm to the
telephone network; this device should be disconnected until the source
of the problem can be determined and until repair hasbeen made. If this
is not done, the telephone company may temporarily disconnect
service.

3. The telephone company may make changesin its technical operations
and procedures; if such changes affect the compatibility or use of this
device, the telephone company is required to give adequate notice of
the changes. Y ou will be advised of your rightsto file acomplaint with
the FCC.

4. |f the telephone company requests information on what equipment is
connected to their lines, inform them of:

a. The telephone number to which this unit is connected.
b. Theringer equivalence number. [0.0B]

c. The USOC jack required. [RI11C]

d. The FCC Registration Number. [see label on board)]

e

Industry Canada (Industrie Canada) Certification Number.
[see label on board]

Items (b) and (d) are indicated on the label. The Ringer Equivalence

Number (REN) is used to determine how many devices can be connected
to your telephoneline. In most areas, the sum of the RENsof all deviceson
any oneline should not exceed five (5.0). If too many devices are attached,

they may not ring properly.

Service Requirements

In the event of equipment malfunction, all repairs should be performed by
our Company or an authorized agent. It is the responsibility of users
requiring service to report the need for service to AltiGen or to one of our
authorized agents. Service can be obtained at your Authorized AltiGen
Dedler.
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Equipment Attachment Limitations - Industry Canada

NOTICE: The Canadian Industry Canada label identifies certified
equipment. This certification means that the equipment meets certain
telecommunications network protective, operational, and safety
requirements. The Department does not guarantee the equipment will
operate to the user’ s satisfaction.

Before installing this equipment, users should ensure that it is permissible
to be connected to the facilities of the local telecommunications company.
The equipment must also be installed using an acceptable method of
connection. In some cases, the company’ sinside wiring associ ated with the
single lineindividual service may be extended by means of a certified
connector assembly (tel ephone extension cord). The customer should be
aware that compliance with the above conditions may not prevent
degradation of service in some situations.

Repairsto the certified equipment should be made by an authorized
Canadian maintenance facility designated by the supplier. Any repairs or
alterations made by the user to this equipment, or equipment malfunctions,
may give the telecommunications company cause to request the user to
disconnect the equipment.

Users should ensure for their own protection that the electrical ground
connections of the power utility, telephone lines, and internal metallic
water pipe system, if present, are connected together. This precaution may
be particularly important in rural areas.

Caution: Usersshould not attempt to make such connections
themselves, but should contact the appropriate electrical
inspection authority, or electrician, as appropriate.

The Load Number (LN) assigned to each terminal device denotes the
percentage of thetotal load to be connected to atelephoneloop that is used
by the device, to prevent overloading. The termination on aloop may
consist of any combination of devices subject only to the requirement that
thetotal of the Load Number of al the devices does not exceed 100.

WARNING: Changes or modifications to thisunit not expressly
approved in writing by AltiGen Communications, Inc.
could void the user’sauthority to operate this equipment.
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Port Identification, Facility Interface, and Service Order
Codes

The following tables list the manufacturer’ s network interface port
designations, Facility Interface Codes (FIC), Ringer Equivalence Number
(REN), or Service Codes and the network jacks for the required facilities.
The facility interface and service order codes are with reference to the
codes specified in Table 5 of Appendix D of FCC Form 730 Application
Guide of January 1998.

Table1l. Quantum Network Trunk Interfaces for Loop Sart, Ground Sart and

DID Services
M anufactgr_er Port | Facility Interface REN Network
I dentifier Code (FIC) Jack
ALTI-CD0408UD 02LS2 0.0B RJ11C
ALTI-CD0804UD 02LS2 0.0B RJ11C
ALTI-CD0408UD 02GS2 0.0B RJ11C
ALTI-CD0804UD 02GSs2 0.0B RJ11C
ALTI-DID0408UD 02RV2-T 0.0B RJ11C
Table2. Network Digital Trunk Interfaces for Digital Services
Triton TY/EL PRI
Manufacturer Port Facility Service Networ k
| dentifier Interface Code | Order Code Jack
(FIC) (SOC)
ALTI-T1E1-1 04DU9-BN 6.0P/AS.2 RJ-48C*
ALTI-TTT1-1 04DU9-DN 6.0P/AS.2 RJ-48C*
ALTI-TTT1-1 04DU9-1KN 6.0P/AS.2 RJ-48C*
ALTI-TTT1-1 04DU9-1SN 6.0P/AS.2 RJ-48C*

*The Triton TY/PRI interface connects to the Public Switched Telephone
Network through an FCC registered NCTE which specifies the type of
network jack to be used.

Table3. Triton Analog Trunk Interfaces for Loop Start/Ground Start and Loop

XVi
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Sart Services
Manufacturer Port | Facility Interface REN Networ k
Identifier Code (FIC) Jack
ALTI-TTAT-12GS 02GS2 0.5B RJ21X, RJ11
ALTI-TTAT-12 02Ls2 0.5B RJ21X, RJ11

Disruption of Network

If any Quantum or Triton boards disrupt the telephone network, the
telephone company can discontinue your service temporarily. If possible,
the telephone company will notify you in advance. If advance noticeis not
practical, they will notify you as soon as possible. Y ou are a so informed of
your right to file a complaint with the FCC.

Direct Inward Dialing (DID) Answering Supervision

Customers allowing Triton T1/PRI, Quantum, or Triton Analog Station
Analog DID to be operated in such a manner as to not provide for proper
answer supervisionisaviolation of Part 68 of the FCC rules.

Proper answer supervision occurs when:

1. TheAltiServ system returns answer supervision to the PSTN when
DID cdlsare:

e Answered by the called station.
< Answered by the attendant.

< Routed to arecorded announcement that can be administered by the
customer.

2. The AltiServ system returns answering supervision on al DID calls
forwarded to the PSTN.

Safety

The following information isincluded in this publication for the use and
safety of installation and maintenance personnel.
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Important Safety Instructions

Read all of theinstructions before attempting to operate the equipment
and before connecting the power supply.

Always follow basic safety precautions to reduce therisk of fire,
electrical shock, and injury to persons.

To prevent fire or shock hazard, do not expose the unit to rain,
moisture, or install this product near water. Never spill liquid of any
kind on this product.

Never push objects of any kind into this product through module
openings or expansion slots, as they may touch dangerous voltage
points or short out parts, which could result in therisk of fire or
electrical shock.

Refrain from opening the cabinet asthere are high voltage components
inside. Refer servicing to qualified service personnel. If you are a
qualified service personnel, power down everything before opening.

Do not attach the power supply cord to building surfaces. Do not allow
anything to rest on the power cord or allow the cord to be abused by
persons walking on it.

To protect this equipment from overheating, do not block the slotsand
openings in the module housings that are provided for ventilation.

Safety with Electricity

DANGER

Do not take chances with your life. Follow these safety
guiddines carefully.

High Voltages

xvili

Observe all safety regulations and read the warnings, cautions, and
notes posted on the equipment.

Find the switch to power off the cabinet. Read the posted instructions.

Ensure that equipment can not be powered from another source or
controlled from a different circuit breaker or disconnecting switch.

When a procedure requires that you power off the system:
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— Lock the wall box-switch in the off position.
— Attach aDO NOT OPERATE tag to the wall box-switch.

Never assumethat the power isturned off. Alwayscheck to ensurethat
acircuit does not have power.

Note: Unit must have ground wire attached if trunks are attached
and system is unplugged.

Do not work alone. Work with another person who knows the
|ocations of the power-off switches, especially if you are working with
exposed electrical circuits. (See note above.)

Follow the instructions in the manual carefully, especially when
working with circuits that are powered. Disconnect power when
instructed to do so in the procedures.

Disconnect all power before working near power supplies unless
otherwise instructed by a mai ntenance procedure.

Disconnect all power before installing changesin machine circuits
unless otherwise instructed by a maintenance procedure.

High voltages capable of causing shock are used in this equipment. Be
extremely careful when measuring high voltages and when servicing
cards, panels, and boards while the system is powered on.

Do not wear jewelry or other metal objects when working on the
equipment.

When possible, work with one hand so that a circuit is not created.

Use caution when installing or modifying telephone lines. Never
install telephone wiring during an electrical storm.

Never install atelephone jack where it can get wet unlessthe jack is
specifically designed for wet conditions.

Never touch uninsulated telephone wires or terminals unless the
telephone line has been disconnected at the network interface.

UL Regulatory Safety Requirements

Host Computer

1. Model AltiGen/AltiServ apparatus is approved for connection to

Telecommunications Systems specified in these instructions for use
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subject to the conditions set out in them. Any other usage will
INVALIDATE this approval.

2. Thehost machineshall be* CE” marked, with theinternal I1SA and PCI
slots operating at SELV in accordance with EN60950, 1992, issue 2,
+A4.

This apparatus MUST be professionally installed.

4. The host machine MUST be hardwired earthed in accordance with
EN60950, 1992, issue 2, +A4, 1997, cl. 6.2.1.2 with an earthwirefrom
the host machine earthing terminal to the building earth.

5. Thehost machine SELV circuit is connected to the protective earthing
terminal in accordance with EN60950 cl. 2.5.

6. The host machine |SA bus pins B1, B10, or B31 (edge connectors on
CPU mother-board/backplane) MUST be less than 0.1 Ohms to host
machine earthing terminal .

ISA bus ISA bus

" nl

Bl B10 B31

7. AltiGen complies with PCI Board specifications Rev. 2.1 (5V 32-bit).

8. The power required by the host machine and the total of all adapter
cards installed within the host environment, together with any
ancillary apparatus, shall not exceed the power specification of the
host machine,

9. Itisessential that, when other option cards are introduced that use or
generate a hazardous voltage, the minimum creepages and clearances
specified inthefollowing table are maintained. A hazardous voltageis
one that exceeds 42.4V peak AC or 60V DC. If you have any doubt,
seek advicefrom acompetent engineer beforeinstalling other adapters
into the host machine.

Voltage used or
Clearance (mm) Creepage (mm) generated by host or
other cards
20 24 (3.8) Up to 50 Vrms or Vdc
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Voltage used or
Clearance (mm) Creepage (mm) generated by host or
other cards
2.6 3.0(4.8) Upto 125 Vrmsor Vdc
4.0 5.0 (8.0) Upto 250 Vrmsor Vdc
4.0 6.4 (10.0) Up to 300 Vrmsor Vdc

For ahost or other expansion card fitted in the host, using or generating
voltages greater than 300V (rms or dc), advice from a competent safety
engineer must be obtained before installation of the relevant equipment.

Any other usage will INVAL IDATE the approval of the apparatus, if asa
result, it then ceases to conform to the standards against which approval
was granted.

Approved Hardware

1. Host computer, with an earthing terminal, which is“CE” marked to
include compliance to LVD and EMC European Directives.

2. Computer chassis will comprise the following as minimum:
a. Pentium Il PC, 5 expansion slots, SVGA, IDE, 4.0 GB, keyboard
b. Color monitor, non-interlaced, 1024 x 768

Mouse, two button

Memory, at least 128 MB RAM

CD ROM

Modem 28,800 baud, approved by BABT (optional)

3. AltiGen Quantum cards, Rev. D:

ALTI-CD0804UD, ALTI-CD0408UD, ALTI-CD0012UD, ALTI-
DID0408UD

4. AltiGen Triton cards:

ALTI-TTAS12, ALTI-T1EL, ALTI-TTRS12, ALTI-TTAT-
12GS, ALTI-TTAT-12, ALTI-TTIP-4, ALTI-TTIP-8

-~ o o 0

Operating Software
Provided by AltiGen: Product name OE Rev. 4.5 or above.
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Power Failure

In the event of a power failure, the first telephone extension on each card
(except for the CD0012UD) is connected directly to thefirst exchangeline,
thus permitting accessto dial the emergency services. Thistel ephone must
be powered from the PSTN or have local battery backup capable of calling
the emergency services four hours after the power failure event occurs.

Wiring

All wiring must conform to Nationa Telecommunications Wiring
Regulations and the National Electrical Wiring Regulations.

Additional Requirements for Australia

1

Warning: For safety reasons, connect only ACA or AUSTEL
permitted or certified equipment to the telephone ports (RJ11) of the
patch panel or the audio in/out jacks on the AltiServ card.

Warning: THISEQUIPMENT MUST ONLY BE INSTALLED
AND MAINTAINED BY SERVICE PERSONNEL

Additional Requirements for USA and Canada

1
2.

XXii

The interconnecting trunk line cord should be at least size 26AWG.

This trunk card must be fitted in host equipment with fire enclosures
complying with the flammability requirements of sub-clause UL 1950/
CSA C22: 1995 4.4.3. In addition, the card must be separated from
internal materials of flammability class or lower by at least 25 mm of
air ClassV-1or better. Also, the card must be separated from openings
in the top or sides of the enclosure by at least 25 mm of air or by a
barrier of flammability Class V-1 or better unlessthe openings comply
with one of the following:

» not exceed 5 mm in any direction, or
» not exceed 1 mm in width, regardless of length

Any holesin the chassis not conforming to the above should be
covered with ametal perforated screen, with holesnot exceeding 5 mm
diameter, fixed internally.
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Liability & Warranty

Instructions for Hardwired Earth Connection

1

4.

A supplementary equipment earthing conductor isto be installed
between the product or system and earth, that is, in addition to the
equipment earthing conductor in the power supply cord.

The supplementary equipment earthing conductor may not be smaller
in size (8 AWG minimum, recommend 6 AWG) than the unearthed
branch-circuit supply conductors. The supplementary equipment
earthing conductor isto be connected to the product at the terminal
provided, and connected to earth in a manner that will retain the earth
connection when the power supply cord is unplugged. The connection
to earth of the supplementary earthing conductor shall bein
compliancewith the appropriate rulesfor terminating bonding jumpers
in Park K of Article 250 the National Electrical Code, ANSI/NFPA 70,
and Article 10 of Part | of the Canadian Electrical Code, Part I, C22.1.
Termination of the supplementary equipment earthing conductor is
permitted to be made to building steel, to ametal electrical raceway
system or to any earthed item that is permanently and reliably
connected to the electrical service equipment earthed.

Bare, covered or insulating earthing conductors are acceptable. A
covered or insulating earth conductor must have a continuous outer
finish that is either green, or green with one or more yellow stripes.

Earthing conductor shall not run through steel conduit.

UL Hardware Preparation

Prepare the hardware as follows ensuring that the relevant manufacturer’s
installation instructions are complied with. If you have doubts about any of
these, call your supplier.

1
2.

This apparatus must be professionally installed.

Select a“ CE” computer chassis according to the Safety Requirements
above, ensuring that it has an external marked earth point.

The host machine |SA bus pins B1, B10 or B13 MUST be tested to
ensure that there isless than 0.1 Ohms to the earthing terminal .

The host machine PCI bus pins complies with PCI Board
specifications Rev. 2.1 (5V 32-hbit).

Prepare the chassis, in accordance with the PC manufacturers
instructions, to receive the necessary PC cards, ensuring the
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10.

11
12.

13.

14.
15.

installation of extension cards does not result in non-conformance to
the Safety Requirements above.

When installing a system using AltiGen’s cards, note that the
continued compliance to the LVD and EMC EU Directives at the
system level isthe responsibility of the system supplier.

Prepare above cards ensuring all jumpers are set according to the
manufacturer’ sinstructions.

Attach suitable grounded ESD wrist strap between wrist and earth.
Follow the manufacturer’ s instruction and install above cardsinto PC.

Note: If more than three cards are using the MVIP, ensure that the
Quantum or Triton board set asboard zero isinstalled at one end of the
MVIP cable and the board at the far end of the MVIP cable hasits
switch set to terminated (switch closed).

Replace PC outer case.

Connect afixed earth from the PC to a suitable premisesfixed earthing
point. Note that the earth cable must be at |east the same gauge as the
live wire of the main cord and fixed to the earth termina and the rear
of the PC. (6 AWG recommended, 8 AWG minimum.)

Connect cable supplied with AltiServ to the “ D-type sub-miniature”
(25 pin) connector on the AltiServ card and the connector to the
Modular R}11 Patch Panel.

Connect the building telecommunication wiring to the RJ-11 sockets.

Building telecommunication wiring should be installed according to
the National Wiring Regulations for Telecommunications.

Warranty

What The Warranty Covers

AltiGen Communications warrants its hardware products to be free from
defectsin material and workmanship during the warranty period. If a
product proves to be defective in material or workmanship during the
warranty period, AltiGen Communicationswill, at its sole option, repair,
refund or replace the product with alike product.

xxiv  AltiWare OE System Installation & Administration Manual



Liability & Warranty

How Long the Warranty Is Effective

All AltiGen Communications products are warranted for one (1) year for
all parts from the date of the first end user purchase.

Whom the Warranty Protects

Thiswarranty isvalid only for the first end user purchaser.

What the Warranty Does Not Cover

1. Any product on which the serial number has been defaced, modified or
removed.

2. Damage, deterioration or malfunction resulting from:

a) Accident, misuse, neglect, fire, water, lightning, or other acts of
nature, unauthorized product modification, or failure to follow
instructions supplied with the product.

b) Repair or attempted repair by anyone not authorized by AltiGen
Communications.

¢) Any damage of the product due to shipment.
d) Removal or installation of the product.

e) Causesexternal tothe product, such aselectric power fluctuations
or failure.

f) Use of supplies or parts not meeting AltiGen Communications
specifications.

g) Normal wear and tear.
h) Any other cause which does not relate to a product defect.
3. Shipping, installation, set-up and removal service charges.

How to Obtain Service

End user customers should contact your Authorized AltiGen Dealer for
service.

Authorized AltiGen Dealers must follow the steps below for service:

AltiWare OE System Installation & Administration Manual ~— xxv



1. Takeor shipthe product (shipment prepaid) to your AltiGen distributor
or to AltiGen Communications, Inc.

All materials being returned to AltiGen must have an associated RMA
number. RMA numbers are issued by AltiGen Customer Service and
can be obtained by calling 1-510 252-9712. AltiGen reservestheright
to refuse return of any material that does not have an RMA number.
The RMA number should be clearly marked on the outside of the
box in which the material is being returned. Please see the example
below:

Attn.: RMA # 123

AltiGen Communications, Inc.
47427 Fremont Blvd.
Fremont, CA 94538

Upon authorization of return, AltiGen will decide whether the
malfunctioning product will be repaired or replaced.

2. Toobtainwarranty service, you must provide 1) date/proof of purchase,
2) serial number of product, 3) your name and company name, 4) your
shipping address and 5) description of the problem.

3. For additional information, contact AltiGen viae-mail at
support@altigen.com.

Effect of State Law

Thiswarranty gives you specific legal rights, and you may also have other
rights which vary from state to state. Some states do not allow limitations
on implied warranties and/or do not allow the exclusion of incidental or
consequential damages, so the above limitations and exclusions may not

apply to you.

Sales Outside the U.S.A.

For AltiGen Communications products sold outside of the U.S.A., contact
your AltiGen Communications dealer for warranty information and
services.
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Preface: About This Manual

Thisguideisdesigned for dealers, administrators, and technicianswho are
responsible for installation, configuration, and administration of an
AltiServ system.

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

This guide contains the following chapters and appendices:

Chapter 1, Overview, describesthe AltiServ functions, features, benefits,
and new features with AltiWare OE Release 4.5.

Chapter 2, System Requirements, describes the system and hardware
specifications needed, based on the number of trunks and extensions
required.

Chapter 3, Softwar el nstallation, describes software specifications of the
AltiServ system.

Chapter 4, Getting Around AltiAdmin, describes how to navigate the
AltiWare Administrator application, which is used to configure and
maintain the AltiServ system.

Chapter 5, System Configuration, describes AltiServ system basic
configuration, phone numbers, number plans, out-call and in-call
settings.

Chapter 6, Board Configuration, describes the Quantum and Triton
boards.

Chapter 7, Trunk Configuration, describes trunk attributes, including
channels.

Chapter 8, Extension and Workgroup Configuration, describes
individual extensions, workgroup numbers, and call handing.

Chapter 9, Out Call Routing Configuration, describes default outgoing
call routes and restrictions.

Chapter 10, Auto Attendant Configuration, describes pre-recorded
prompts and menus.

Chapter 11, Additional Setup, describes audio peripheral configuration,
MVIP clock, feature tips.

Chapter 12, System Data M anagement, describes backup and restore
procedures.

AltiWare OE System Installation & Administration Manual — xxvii




Chapter 13, System Report M anagement, describes system management
reports on summary, traffic, system log and call detail summary.

Chapter 14, Data and Internet Integration, describes setting up email,
AltiReach, Exchange integration.

Chapter 15, Using TAPI, describes how to configure AltiGen's TAPI
gateway to use off-the-shelf applications for calling contacts.

Chapter 16, Setting Up | P Extensions, outlines procedures for setting up
I P extensions using AltiGen-certified clients.

Chapter 17, AltiWeb, gives procedures for installing and configuring the
AltiWeb feature, which allows internet users to talk to an extension
viaVol P and share web pages.

Chapter 18, Tools, givesabrief overview and general instructions for
using AltiWare tools.

Chapter 19, Basic & Advanced CallRouter, gives general instructions
for using Basic & Advanced CallRouter tools.

Appendix A, Chapter A, describes keys to the datain CDR reports.

Appendix B, Chapter B, describestechnical support, customer service,
repair and replacement policies and forms.

Glossary, Index, and Readers Comment Form

Related Publications
Related publications include:

» AltiView User Guide

» AltiServ User Guide

» AltiConsole User Guide

» Contact Advantage Manual
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CHAPTER 1

AltiServ Office Solutions

The AltiServ Office system solutions — AltiServ Small Office, AltiServ
Office and AltiServ Office Plus— are complete, turn-key, converged PBX
systems pre-configured on industrial Windows 2000 Server platforms.
The chassis areindustrial grade, manufactured to AltiGen Communica-
tions exacting design specifications — meeting our most stringent require-
ments. Before shipping from AltiGen Communications, al systems are
subjected to arigorous Quality Control program and checked for proper

software configuration, hardware installation, and switching functionality.

Configuration Overview

All systems ship with Windows 2000 Server (except AltiServ Small
Office), AltiWare OE 4.5 and the corresponding hardware package — pre-
installed in a generically-configured working condition to significantly
reduce installation time. Also, all systems support traditional and IP
phones.

AltiServ Small Office (Part# ALTI-OFFICEL)

The AltiServ Small Office solution is a system targeted for 8 to 25 users
in the very small office market that need an affordable, entry-level capa-
bilities along with the same features as AltiGen's largest systems.

Components Chassis Specifications

AltiWare OE 4.5 31SA x 3PCI (2 1SA x 3 PCl available)

AltiWare OE Documentation Package 733mhz Intel Celeron Processor

4x8 Quantum Analog Trunk/Station 1SA 128MB RAM

Card 20GB IDE Hard Drive

8 Station/14 Session License 48x CDROM Drive

Windows 2000 Professional 3Y:1.44 Floppy Drive

MVIP Cable 101 key PS/2 keyboard

12-port connection panel (harmonica) PS/2 Microsoft Mouse

BD25-50 pin male Telco cable 250 Watt Power Supply
Two, front-mounted 49CFM hot-swappable fans
Dimensions (W x H x D): 7.9" x 11.8" x 18.2"
CE/ UL/ C-UL / FCC Approvals & Certifications
Wall mountable cable
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AltiServ Office (Part# ALTI-OFFICE2A-R)

The AltiServ Office solution isideal for new installations and upgrades
for existing customers with Quantum boards. The product is targeted
towards small to medium-sized businesses with 25-100 users that are
looking for additional capacity and expandability at a cost that is dramati-
cally lower than enterprise systems.

Components Chassis Specifications
AltiWare OE 4.5 4U Rack Mount Chassisw/ sliderails
AltiWare OE 4.5 System Key 41SA x 10 PCI (21SA x 7 PCI available)
AltiView 4.5 Supports atotal of 2 Quantum and 9 Triton boards
AltiWare OE Documentation Package 850 mhz Intel CeleronProcessor
Two 0x12 Triton Analog PCI Station Card | 256 MB RAM
24 Station / 30 Session License 52x CDROM Drive
Windows 2000 Server (Service Pack 2) w/ 5 | 2 x 40GB IDE Software Mirrored Hard Drives

userslicenses

MVIP Cable

Two 12-port connection panels (harmonica)
Two DB25-50 pin male Telco cables

101 key PS/2 keyboard

PS/2 Microsoft Mouse

One 400 Watt Power Supply

Two 86 CFM fans

Dimensions (W x H x D): 19" x 7" x 26"
CE/UL/C-UL/FCC Approvas & Certifications

AltiServ Office Plus w/ RAID (Part# ALTI-OFFICE3-R)

The AltiServ Office Plus solution is AltiGen Communications flagship
product geared towards small-medium businesses with 75 to 175 users
that are looking for additional capacity and expandability at a cost that is
dramatically lower than enterprise systems. With included RAID support
inanindustrial grade chassis, AltiGen is providing a highly reliable and
redundant converged PBX system.
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AltiServ Office Solutions

Components

Chassis Specifications

AltiWare OE 4.5

AltiView 4.5

AltiWare OE Documentation Package
24-port Triton Digital TI/PRI PCI Card

Three 12-port Triton Analog Station PCI
Cards

36 Station / 42 Session License

Windows 2000 Server (Service Pack 2) w/ 5
users licenses

MVIP Cable
Three 12-port connection panels (harmonica)
Three DB25-50 pin male Telco cables

4U Rack Mount Chassisw/ diderails
11SA x 17 PCI (11SA x 11 PCI Available)
850 mhz Intel Pentium 111 Processor

512 MB RAM

52x CDROM Drive

Adaptec 2100S Ultra160 RAID Controller

Three 18GB SCSI Drivesin RAID 5 Configuration (36
GB Available)

3Y%21.44 Floppy Drive
101 key PS/2 keyboard
PS/2 Microsoft Mouse

Two 400 Watt Load Sharing / Redundant / Hot Swap
Power Supplies

Three 86 CFM hot-swappable fans
Dimensions (W x Hx D) 19" x 7" x 26"
CE/UL/C-UL/FCC Approvas & Certifications

o
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AltiServ Platforms

In addition to the office suite of products, AltiServ platforms can be built
using a standard personal computer or server hardware with sufficient

number of full-size ISA and PCI expansion slots. In addition, the platform
must be equipped with sufficient cooling processing power, memory, hard

drive storage capacity, power, and telephony ringing voltage for the total

number of cards and extensions portsinstalled. This AltiServ platform
must be equipped with a Windows 2000 Server or a Windows NT 4.0
(or higher) Server with Service Pack 6a (or higher) installed.
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Key AltiServ Characteristics

Overview

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

 PBX

* Voice Mail

» Auto Attendant

o Email Server

» Cadll Detail Reports (CDR)

* Internet Integration

» TAPI (Telephony API) Service Provider
* Voiceover IP

» Digita T1 Integration

» Digita PRI Integration

» Tie Trunkswith Caller ID

e Out Cal Routing

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

» |P Extensions

The AltiServ computer telephony platform is built by installing one or
more AltiGen boards into full-size ISA/PCI slots of a Windows 2000/
Windows NT Server and then installing the associated AltiWare software.
AltiGen Triton boards may also be added and must be installed into PCI
dots. See“ System Limitations’ on page 35 for details on the number of
boards you can install on one system.

Key AltiServ Characteristics

When you see this New icon, it means that the feature is new to
‘% AltiWare Release 4.5 and does not exist in earlier versions.
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Overview

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

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

The Quantum telephony board has 12 analog ports.

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

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

Triton Boards:

— Triton Vol P Board - a PCl bus telephony board that provides
voice processing resources. DSP engines reside on the Vol P board
to perform voice processing functions needed for H.323 devices.
The Triton Vol P board supports 4, 12, or 30 IP trunk ports. See
“System Limitations’ on page 35 for details on the number of
Triton Vol P boards and ports you can install on one system.

Triton Vol P 12- and 30-port boards - Triton 8-port

boards running on previous OE releases are automatically

upgraded to 12-port boards with OE 4.5. With a 30-port
upgrade license, the 12-port board can be upgraded to a 30-port
board (one board upgrade per license) in OE 4.5.

e 5V PCI dot isrequired for each Triton board.

« Additional VolP boards (up to amaximum of 6 per system) can
be added to meet larger system requirements.

¢ The VolP board can also be used individually as a third-party
developer application platform.

— Triton TYPRI Board - aPCI bus telephony board that supports
either T1 or PRI digital trunksthrough software configuration. The
Triton T1/PRI board supports 23 voice processing channels.

e 5V PCI dot isrequired for each Triton board.
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Key AltiServ Characteristics

» Additional T1/PRI boards can be added to meet larger system
reguirements. The maximum number of T1/PRI boardsin one
systemisupto six (6) TL/PRI lines (144 digital trunks).

— Triton Analog Station Board - a PCI bus telephony board that
supports 12 analog extensions per board.

 Provides adaptive balance and selectable impedance

» Analog and digital loop back test modes

e Tipandring reversal

* FSK message lamp

» 5V PCI dot isrequired for each Triton Analog Station Board.

Triton Analog Trunk Board - along form factor PCI

telephony card that supports 12 trunks, availablein two

models: loop start/ground start (LS/GS) and loop start (LS).
Both models have the same features regarding LS. The LS/GS
board is required when ground start trunks may be required. Y ou
caninstall up to 16 Triton Analog Trunk boards per system.

— Triton Resource Board - a PCl bus telephony board that provides
monitoring and Barge In system support functions. Y ou can install
up to two (2) Resource Boards per system.

« AltiWare System Softwar e - the AltiServ system telephony
application software that provides an easy-to-use graphical user
interface. It lets you configure, administer, and maintain the Alti Serv
system, and can be used as a platform for third-party enhanced
application development. AltiWare software components such as
Switching Service, Messaging Agent, SMTP Server, POP3 Server,
AltiBackup, Exchange integration, and Advanced Call Router (new
with Release 4.5) are NT services that are automatically launched
when the AltiServ system starts. Y ou do not have to login and start
these applications manually. This provides better security and
reliability for these services.

* TAPI Gateway Support - AltiServ is an open platform that allows
third party telephony developersto develop applications for the
AltiServ system. The system supports Telephony Applications
Programming Interface (TAPI) 3.0.

AltiServ supports a complete TAPI service provider that accepts first
party call control (such as AltiView, AltiAgent, and AltiSupervisor)
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Overview

and the third party client-server call control (such as call routing
applications).

PBX Features

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

For more information on using PBX features, see the AltiView User Guide
and the AltiServ User Guide.

In addition to station-to-station dialing, the PBX features include:

AltiTouch Plus- With the AltiTouch Plus phone, a user can

dial an extension and speak on the phone’ s intercom without

ringing the callee. Feature available only on systems with the
Triton Analog Extension board.

Account Codes (enhanced) - allows the user to input an

account code on each call to track telephone usage in order to

bill back to clients or create arecord of calls specificto a
project and to budget and forecast expenses. In OE 4.5, Forced
Account Codesforce the user to input an account code on each call to
track telephone usage. The administrator can configure which
extensions are required to enter an account code.

e BusinessHours- alows for setting morning and afternoon business
hours for each day of the week.

« Busy or Ring-No-Answer Call Handling - sends callsto voice mail,
another extension, or Auto Attendant if the called extension or
workgroup is busy or does not answer. See “ Setting Answering
Options” on page 220 for more information on these features.

Call Forwarding and Remote Call Forwarding

(enhanced) - sends al callsto another extension or to an

external telephone number. This allows usersto redirect their
callsto another location such as home or a branch office. Call
Forwarding can be set up either at the source extension or at the
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Key AltiServ Characteristics

destination extension on the system (Remote Call Forwarding). In OE
4.5, the limit on forwarded calls has been increased from one to ten.

e Call Restrictions - restricts users from dialing specific long distance
area codes and phone numbers. Reducestherisk of toll fraud. Upto 20
digitsare allowed to specify areacodes and/or phone numbersthat are
restricted system-wide; up to 10 digits are allowed to specify area
codes and/or phone numbers that are restricted on an extension by
extension basis. Or, you may block ALL outgoing calls.

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

Centrex Transfer (enhanced) - allows user to transfer or

forward callsto an external telephone number. Once the

transfer is complete, the trunk lines arereleased. In OE 4.5,
AltiView and AltiAgent support Centrex Transfer.

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

Note: For conference resource limitsinformation, refer to “ AltiWare
Conference Resource Limits’ on page 38.

 Dial Last Caller - allows user to dia thelast caller.

« HandsFree Modes - allows user to leave handset off-hook without
having to hear the did tone.

» Direct Inward Dial (DID) - allows anincoming trunk call to directly
access an extension without Attendant intervention.

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

» Distinctive Call Waiting Tone - allows three different call waiting
tone cadences to distinguish between internal, external, and operator
cals.

« Distinctive Ringing - allows three different ringing cadences to
distinguish between internal, external, and operator calls.
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Do Not Disturb - blocksall callscoming into aspecific extension and
sends them to preprogrammed destinations such as voice mail or the
operator.

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

Feature Tips - plays helpful tips and reminders for optimal use of
AltiServ.

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

Hands Free Intercom Mode - by pressing #81 on their speaker
phone, users can receive calls without having to pickup the handset to
answer. Hands Free Manual Answer Mode, #82, allows another
version of this function.

Hop Off Callsover T1/PRI Tie Trunks- multiple AltiServ systems
at the same or remote locations can be linked through a T1/PRI
network. Also, thisfeature providestoll savings on long distance calls
by allowing usersto dia aremote AltiServ system viaa TL/PRI trunk
and then the destination phone number through PSTN.

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

| P Extensions - the I P extension feature allows an H.323-compliant
terminal device to connect to AltiServ. With afew exceptions
(described in Chapter 16, Setting Up |P Extensions), |P extensions
have the same functionality as an analog station.

Multiple Call Waiting with Per sonalized Greetings - a personal
queue that allows users to handle multiple incoming calls by letting
callerswait in queue until the user answersthe call. This allows users
to transfer or park calls before answering the next call in queue. Users
may also record and use personalized | nitial and Subsequent
greetingsto be played for callersin queue.

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

One Number Access (enhanced) - afeature that eliminates

“telephonetag” by forwarding important callersto

predetermined numbers, according to a designated schedule.
Setup is available through the One Number Access page of Extension
Configuration and/or web-based AltiReach and AltiView
management. | n OE 4.5, ONA passwording isoptional. The user can
press any key to pick up an ONA call.

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

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

» Outside Call Blocking - when this feature is enabled, accessto
outside lines is temporarily disallowed.

» Overhead Paging - allows the use of voice paging over an internal
public address system.

* Overhead Paging by Trunk - allows the use of voice paging or
broadcasting through a trunk without checking call progress.

Personal Call Park and Pick Up (enhanced) - users can park

calls at one station to be picked up at another station. Up to 50

calls may be parked at one station simultaneously. In OE 4.5,
callsparked to aworkgroup are protected. Only workgroup agents
or the person who parked the call can pick it up.

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

Return to Auto Attendant - after leaving a voicemail

message and pressing # to send it, incoming trunk callers are

prompted with the option to return to the Auto Attendant to try
another path or person.

e System Call Park and Pick Up - allowsuser to park and pick up acall
at apublic “location.” The system allows user to park up to 100 calls
at any giventime.
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Single Call Waiting - allows users to put an existing call on soft hold
and take a second call upon hearing a Call Waiting tone. The user can
then alternate between the two calls.

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

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

System and Station Speed Dial - allows programming of frequently
used telephone numbers for speed dialing. Up to 60 system speed
numbers can be programmed. Up to 20 station speed numbers can be
programmed for each extension. For easy programming, AltiWare
uses friendly voice prompts to guide extension users to program their
station speed dial numbers.
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System Callback from Auto Attendant - allows the user to instruct
AltiServ to call the user at aremotelocation after the user logsin with
extension and password. Thisis useful for traveling users who don’t
want to accrue expensivetoll charges while traveling, especially from
international locations where there is no accessto toll-free numbers.
See “Planning is Essential” on page 241 for more information.

Transfer to AltiGen VoiceMail System - allowsanyonein the office
to send an outside user into the AltiGen V oice Mail System by pressing
FL ASH # 40 while connected to the user.

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

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

Virtual Extensions - an extension that is not associated with a
physical port, but allows access to the AltiGen Voice Mail System
features and tel ephone sharing. Up to 2,000 total (physical + virtual)
extensions can be created on a system. Accessto virtual extensionsis
through voicemail use, a physical extension, atrunk, or via AltiView
or AltiAgent.
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Flexible Wrapup Times and Inter Call Delays - can be used to set
delays before the system sends the next call to an extension. Further,
the user can manually set the extension state to Ready or Not Ready
to receivecalls.

Automatic Call Distribution Features
Automatic Call Distribution (ACD) features include:

Auto L ogout - aworkgroup member can be automatically logged out
if acall isnot answered.

L ogout on system startup or reboot - all workgroup
members are set to the “Logout” state at system startup or
reboot.

CDR Sear ch (enhanced) - Contact Advantage option that

allows workgroup supervisors to search CDR files and

workgroup CDR statistics for records that match selected
criteria. In OE 4.5, CDR Search has been redesigned to provide
workgroup statisticsfromthereal-time monitoring function used in the
AltiSupervisor client application. New settingsin AltiAdmin let you
specify timeintervals for saving RTM data.

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

Call Queue Announcement - an optional feature with Call

Router Advanced, before acall enters aworkgroup queue, the

system announces the expected wait time or cal queue length
to the caller.

Configurable Call Wrapup Time - allows a workgroup member
some time in between calls to wrap up on notes, prepare for the next
call, or logout of the workgroup. Thiswrapup timeis configurable on
a per-member basis.

Holiday Routing - routes inbound DNIS and trunk calls on

designated holidays to specified destinations. Y ou can create

separate routes for business and non-business hours on half-
day holidays.
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M ultiple Queue Announcements- allows each workgroup to haveits
own set of unique audio announcements. Up to five announcements
can be configured for each workgroup. The intervals between
announcements can al so be configured. See“ Setting up Workgroups”
on page 203 for more information on this feature.

MultipleWorkgroup Member ship - allows each extension to belong
to multiple workgroups. The system can be configured with a
maximum of 32 workgroups. See “ Setting up Workgroups’ on page
203 for more information on this feature.

Multiple Workgroup Log In and L og Out - lets workgroup
agents quickly log in and out of multiple workgroups.

Workgroup Member ship - Workgroups can now have up to
# 128 members.

*Ready/Not Ready - members can also enablea*ready” (#90)
or “not ready” (#91) status to inform the system whether or not the
agent is able to receive the next call.

ServiceL evel Threshold - atimevalue for callers waiting in queues.
The performance statistics show when workgroup calls are queued for
longer than a prescribed value.

Workgroup Call Pickup - allows pickup of callsto a specific
workgroup.

Workgroup Monitoring (enhanced) - allows real-time

monitoring of workgroup information—trunk state,

workgroup status, call queue status, details of workgroup
queueentriesand agent status. Limited monitoring isavailablethrough
aworkgroup view window in AltiAdmin or remotely through
AltiReach. In OE 4.5, Caller ID identifies agent calls as inbound or
outbound, internal or external.

Workgroup Call Routing (enhanced) - for special call

handling applications, incoming calls can be routed to a

workgroup. For automatic distribution, calls can be distributed
to the first available workgroup member, or among workgroup
membersin around-robin fashion. When all the membersin a
workgroup are busy, calls can be overflowed to another workgroup or
extension, directed to the workgroup voice mail, to workgroup
members voice mail, or placed in the call queue for the next available
member. When the first called member failsto answer the call within

AltiWare OE System Installation & Administration Manual 13
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Key AltiServ Characteristics

the number of rings configured, the system can direct the call to the
next available workgroup member. The system can also ring the
longest idle member or ring al available members. In OE 4.5, calls
encountering RNA among all agents can be automatically directed to
an dternate destination.

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

*  Workgroup Logout Reason Codes - alows aworkgroup member to
enter areason code when signing off. Up to 20 reason codes may be
defined.

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

Workgroup Bargeln (enhanced) - with the Triton Resource
# Board, allows aworkgroup supervisor to barge into calls

between workgroup agents and callers. In OE 4.5, the
supervisor can barge in on a specific agent by entering the agent’s
extension viathe telephone.

Outbound Workgroup Call Monitoring - Workgroup

supervisor can monitor agent’ sinbound and outbound calls. If

an agent wants to make a personal call that is not monitored,
the agent must either log out or set the Outbound Workgroup to N/A
(if enabled in AltiAdmin).

Workgroup Queue Overflow Handling - routes incoming

callsto an alternate destination when the queue is already full,

or when incoming calls will have an unacceptably long wait
time.

Call to Queue Alert - agents can be aerted viaabeep and a
screenpop when a call enters the workgroup queue.
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Automated Attendant Features

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

Auto Attendant features include:

Dial By Name (enhanced) - allows a caller who does not
# know your extension number to spell your name using the

telephone key pad. The system will search the Directory and
make a match on the name to connect the caller to theintended party’s
extension. In OE 4.5, the caller can match first OR last name when
dialing by name.
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« Data-Directed Routing - allows the routing of calls directed by the
caller’sinput (digit or text). Third party applications can be used to
route incoming calls based on caller information.

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

» Direct Station Transfer - allows the Auto Attendant to handle all
incoming callsinstead of being answered by an operator. Callers can
dial an extension number to reach a specific station or use the name
directory to find an extension number.

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

* NameDirectory Service - alows callersto hear alist of employees
and their extension numbers.

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

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

e Schedule-Based Call Processing - routes cals differently for
different times of the day.

e Web-based Call Processing - alows the Auto Attendant to accept
calls placed over the World Wide Web.
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AltiGen Voice Mail Features

The AltiGen Voice Mail System is a sophisticated message management
system that provides the calling and the called parties with enhanced
communication features. It allows greater accessibility, faster reply time
between parties, and reduces the frustration of telephone tag.

TheAltiGen Voice Mail System isdescribed in the AltiServ User Guide. A
summary of voice messaging features include the following:

16

AltiGen Voice Mail Accessfrom Voice Mail Greeting - users can
loginto the AltiGen VVoice Mail System by pressing* during the voice
mail greeting of any extension.

AltiGen Voice Mail Quick Features - allowsdirect accessto a
specific AltiGen Voice Mail menu without having to login to AltiGen
Voice Mail System.

Call Forwar ding from VoiceMail - users can set up Call Forwarding
from within the AltiGen Voice Mail System. This allows usersto set

up Call Forwarding away from the office and without having to access
AltiReach or AltiView.

Disable a Mailbox - voice mailboxes can be disabled so that

callers cannot |eave messages. This can be useful for

maximizing system capacity or controlling access to phone
services.

Configurable voicemail playing order - Administrators can
configure users’ voice mailboxesto play the oldest or the
newest message first.

Future Delivery - allows usersto record a message to be delivered at
a specific time and date in the future, up to one year in advance.

Information Only Mailbox - amailbox can be configured to
announce customized pre-recorded information when accessed. This
mailbox does not allow callersto leave amessage, but only to listen to
the message announcement (personal greeting) from the mailbox. To
repeat the message, callers are instructed to pressthe # key. See
“Setting up Extensions’ on page 191 for more information on this
feature.

Making a Call from the AltiGen Voice Mail System - allows users
to makeacall from within the AltiGen Voice Mail System by pressing
# at the Main Menu and entering the external phone number. Thisis
especialy useful while traveling where users can respond to all
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messages and make other calls not associated with amessage, al with
one call into the AltiGen Voice Mail System. Thiscan resultin
significant savings. The use of this privilege is configurable on a per-
user basis.

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

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

o
<
@
=
@
=

Personal Greeting - allows usersto record greetings in their own
voice to be played when callers reach their voice mail.

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

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

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

Remote Access - allows users to access the AltiGen Voice Mail
System from any telephone by dialing into the main system number
and pressing # to login.

Voice Mail Distribution List - allows the user to use system
distribution lists, or create and use personal distribution lists for
forwarding voice mail. Upto 100 distribution lists can be created. Each
distribution list can have up to 64 entries, and any entry can be another
distribution list.
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Zoomer ang - allows usersto listen to messages in the AltiGen Voice
Mail System, prompt the system to automatically call the party who
left the message, and then return to the AltiGen Voice Mail System to
continue checking messages, al inasingle call into the AltiGen Voice
Mail System. If the caller ID information is not captured, the user may
enter the “ call back” number manually.

Internet Integration Features

Internet integration features include:

18

AltiReach™ - a Web-based management tool that provides away for
users to visually manage their call handling options such as One-
Number-Access, CallView, Message Notification, Speed Dial
Numbers and other personal phone settings using a standard Web
browser. Workgroups can aso be monitored and configured over
AltiReach. AltiReach is further described in the AltiServ User Guide.

Built-in E-mail Server - acomplete SMTP/POP3 email server isbuilt
into the AltiServ system so that al you need is an SMTP/POP3 email
client to send and retrieve Internet email. The system allows use of
alpha character-based passwords.

CallView™ - aWeb-based Javaapplication that allowsfor call control
using a standard Web browser to manage multiple incoming callsand
view information including Caller 1D, calls in queue and extension
status.

Exchange I ntegration - provides unified messaging between the
AltiServ and a Microsoft Exchange server on the LAN. The state of
both servers will be synchronized. This feature allows for dynamic
synchronization of mail between the two servers so that deleted
messages from one server get automatically deleted in the other server.
Similarly, anew message sent to one server istransmitted to the other
server. Thisway, the message can be accessed or deleted from either
server. For example, when avoice mail is deleted from AltiServ, it is
automatically del eted from the Exchange server too. Theaddress of the
Exchange server must be the name of the machine or thefully qualified
domain name.
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Mail Forwarding - allowsyouto forward mail (email and voice mail)
to an SMTP-based mail server. The destination server address should
be the address of the SMTP server to which al mails should be
forwarded. Thisaddress can bean | P address such as100.200.101.201,
adomain name such as altigen.com, afully qualified domain name
such as symphony.altigen.com or a machine name such as symphony.

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

Remote Download of M essagesvia Internet - allows users who are
traveling and/or working at home to download all new voice and email
messagesin their the AltiGen Voice Mail System Post Office Box via
alocal internet accessline.

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

System Administration Features
System Administration features include:

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

AltiAdmin Remote Administration - aversion of the AltiWare
Administrator GUI application that can be installed on a Windows
2000 or Windows NT 4.0 client computer with Service Pack 6a (or
higher) installed and used on the LAN to remotely administer one or
more AltiServ systems. If thereis no firewall on the LAN where
AltiServ resides, AltiAdmin can be installed and used to manage
AltiServ over the Internet from aremote site aswell. This also allows
the AltiWare Administrator on the AltiServ to be closed without
affecting the telephony functions that continue to runin the
background on the server.

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

AltiWare OE System Installation & Administration Manual 19
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Call Detail Reporting (CDR) (enhanced) - the system collects

and records information on outgoing and incoming phone

calls, such aslength of call, time of call, number of calls. This
data can be written to an internal database or to an external SQL
database. Updated data keys for the CDR reports are shown in “ Call
Accounting Report Formats” on page 375. In OE 4.5, CDR Search has
been redesigned to provide an interface that captures workgroup
statistics from the real-time monitoring function used in the
AltiSupervisor client application. New settingsin AltiAdmin let you
specify timeintervals for saving RTM data.

Configuration Reader - atool that summarizes detail sof your
# AltiWare configuration, so you can send asinglefileto
AltiGen Tech Support if needed.

* DNISRouting Tables - incoming trunk calls can be routed to trunks
to Auto Attendants, extensions, workgroups, etc., based on DNIS digit
information configured in system administration routing tables.

» Email and Voice Mail Storage - can be placed on drives other than
the AltiServ server.

Extension Checker - atool that checks the security status of
every extension in your AltiWare system.

* Monitor List - letsyou select the Physical or IP extensions you wish
to monitor. Monitoring is available within AltiView and
AltiSupervisor.

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

Enhanced Password Security - allows administratorsto lock

extensions that have been “ attacked” with fal se password

attemptsand to set default system passwordsfor newly created
or newly assigned extensions (more secure than the default of an exact
extension/password match). Password requirements are al so stricter.

Auto Attendant Configuration File - lets you export your
# complete Auto Attendant configuration to an html file.
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Split Area Code Support - allows you to identify area codes and
prefixes that are exceptions to the standards of how area codes and
long distance prefixes are normally used. For example, this
configuration allows the system to treat callsto certain areas as local
calls. See“ Setting Area Code Toll Definitions’ on page 127 for more
information.

Tenant Service - allows certain trunks to be shared among multiple
groups. In this manner, for example, an AltiServ system in alarge
building can be shared among smaller offices, or tenants. A tenant
table can be created to list the tenants who share an AltiServ system
usage. Each extension can be assigned a tenant entry to which it
belongs. Each trunk can be associated with a tenant entry.

Voice Mail Distribution List - allows you to create a group of
extensions for forwarding voice mail. Up to 100 distribution lists can
be created. Each distribution list can have up to 64 entries, and each
entry can be another distribution list.

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

T1/PRI Features
T1/PRI features include:

ANI/DNIS Transport over T1/PRI Tie Trunks- ANI (Automatic
Number Identification) and DNIS (Dialed Number Identification
Service) digitsfor calls can be forwarded and transmitted between
extensions at remote AltiServ systems.

Collecting Caller ID/DID Digitsfor T1 - allowsyou to configure the
format and sequence of caller ID and DID digitsusing DTMF for aT1
connection. See “Triton TL/PRI Trunk Properties’ on page 183 for
more information on this feature.

Support for up to 6 TI/PRI lines.

Voice over IP Features

Voice over | P features include:

AltiAdmin Remote Administration - remote AltiServ locations
running AltiWare IP can be managed using AltiAdmin.
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e AltiServ-to-AltiServ Networking Capability - multiple AltiServ
systems at the same or remote locations can be linked through an IP
network. Also, thisfeature providestoll savings on long distance calls
by alowing usersto dial aremote AltiServ system viaan IP trunk and
then the destination phone number through PSTN. See Vol P Hop Off
Call Support” on page 23.

e AltiServ Feature Support - many of the AltiServ features are also
available when using IP trunks. See “V ol P Hop Off Call Support” on
page 23 for more details.

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

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

» Dialing Prefix Filter - usersmay select aPSTN or | P trunk when
making outgoing calls by dialing a configurable access code.

» Echo Cancellation - due to bandwidth limitations and device loading,
long delays may occur during packet delivery process, which worsens
the echo effect of recorded and live voice speech. Echo cancellationis
provided to maintain reasonable voice quality.

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

e (5.723.1 Codec - adual rate audio encoding standard, which provides
near toll quality performance under clean channel conditions. VAD
(Voice Activity Detection) capability is also included to suppress
silence packets.

* H.323 Standard Support - AltiWare IP is based on the H.323
protocol, which is an emerging ITU standard for multimedia
communications over |P.

| P Extensions(enhanced) - thel P Extension feature allowsan

H.323 compliant terminal device to connect to AltiServ. IP

extensions have the same functionality as an analog station. I n
OE 4.5, workgroup agents can log in from a remote location using 1P
extensions.

22 AltiWare OE System Installation & Administration Manual



Overview

ports. The system supports up to six (6) Triton | P boards, with
each board supporting eight (8) IP ports.

Integrated Administration - cals through both PSTN and IP
networks can be managed using a single point of administration.

# | P Port Support - AltiWare | P port density isincreased to 78

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

Jitter Removals - due to various delays in the | P network, audio
packet streams may be delivered late or out of order. AltiWare IPis
ableto buffer incoming packets and re-sequence them by maintaining
aqueue. This queue is adjustable to accommodate different network
environment characteristics.

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

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

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

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

Vol P Hop Off Call Support - allows an extension to accessa T1 or
CO trunk on the remote system and “hop off’ to dial an outside
telephone number. This“hop off’ feature can be enabled or disabled
on the remote system. Outcall restrictions for hop off calls are
configurable.

Voice over IP Session Support AltiServ Features

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

* Incoming and Outgoing Trunk Calls
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Call Transfer To and From IP Trunk (Blind & Supervised)
One Number Access
Message Notification
Reminder Calls

Multi-L ocation Conferencing
Call Park

Call Waiting

Call Forwarding

Automatic Call Distribution
Auto Attendant

System Call Back

Calling Out from Voice Mail
Zoomerang

Dial Last Caller

Speed Dialing

Call Accounting

Cdler ID

Voice Mall

MS Exchange Integration
AltiConsole Client Support
AltiReach Support
AltiView/AltiView |P Extensions

Altiware Tools

AltiWare OE comes with useful toolsfor testing, diagnosing and operating

your AltiWare configuration.
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AltiDBReader - allowsyou to view historical datafrom a database,
which can be saved to afile.

Basic CallRouter - acall-handling tool that uses the AltiGen system
to route incoming calls based on compounded business rules and on
caller information contained in a separate customer business database.

An optional, licensed-required version, Advanced

CallRouter, runsasacall router service. Users can write SQL
to query an external database and provide “If-Else” logic to
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handle non-compliant comparisons and exceptions. Requires the
purchase of alicense.

*MultiSite Configurator - an application that allowsasystem

administrator to configure several distributed Alti Serv systems

from asingle system. Thetool can be run on any server (local
or remote) to an AltiWare system that has a connection for accessto
all the serversto be managed.

e MVIP Test Tool - detects one-way connection, crosstalk, bad MVIP
cable, and static noise problems.
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Optional Add-On Software

Additional new featuresfor these applicationsare
# described throughout this chapter.

¢ AltiConsole™ - a personal, computer-based Attendant console
connected to the AltiServ over a network; emulates a standard,
hardware-based Attendant consol e through software; has the
flexibility of adding new features through software without changing
the hardware. In OE 4.5, the following enhancements have been
made:

A message waiting indicator is added.

The workgroup call queue is displayed (operator cannot retrieve
calls from the display).

Supports multiple operators.

Operator can receive an alert via a beep or screenpop when a new
call comesin.

e AltiView/AltiView | P Extension - a Windows-based desktop call
control and window popup application that interacts with AltiServ
through AltiLink Plus and provides easy-to-use call control,
monitoring and logging capability. In OE 4.5, the following
enhancements have been made:

Outlook and Outlook Express integration is available, enabling
single-click dialing from a Contacts folder.

Convenient right-click functionality is added.
A Do Not Disturb button is added.
Program exit from the main window is enabled.
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QuickNet integration is added.
An optional add-on recording feature (NOVO) is added.

e AltiAgent™ - aworkgroup user version of AltiView; in addition to
AltiView features, also provides call statistics, call wrap up with data
entries, logon/logoff with reason codes and agent ready/not ready
status.

e AltiSupervisor™ - asupervisor version of AltiView; in addition to
AltiView features, also provides workgroup statistics, silent
monitoring and barge-in features.

Basic CallRouter - acall handling tool that usesthe

AltiAdmin Auto Attendant and the AltiAPI Data Directed

Routing features to match incoming trunk call data against
customer records that you build using the Call Router GUI. In OE 4.5,
the Advanced CallRouter license gives you additional features
including dynamic searching of DNS data to match against incoming
call data, and workgroup call queue announcements.

* CDR Search - alows administrators to search CDR files for records
that meet selected criteria, and allowsworkgroup supervisorsto search
both CDR files and workgroup CDR statistics. In OE 4.5, the
following enhancements have been made:

CDR Search has been redesigned to provide a separate interface
that captures workgroup statistics from the real-time monitoring
function used in the AltiSupervisor client application. New settings
in AltiAdmin let you specify time intervals for saving RTM data.

All calls are logged, including station-to-station calls, accessto
voice mailbox, and transferred calls.

Results windows offer data sorting.

Storage isimproved; CDR data can be saved to multiple smaller
files, instead of one largefile.

*NOVO Recording Module - allows for on demand
% recording, continuous recording, recording through AltiAgent
and AltiSupervisor, playback from AltiAgent, AltiSupervisor,
and NOVO client.
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Optional Kits

*SDK 4.5 Tool Kit - offersa complete set of toolsincluding

APIs, documentation and sample programs, to enable a devel-

oper to begin programming rapidly and efficiently. The SD
4.5 Tool Kit package includes:

o Sdf-installing CD-ROM containing AltiGen SDK software
» Basic Call Control Server License

¢ Rea Time Monitoring (RTM) Server License

e DataDirected Routing (DDR) Server License

The same Tool Kit CD-ROM alsoincludestwo optional API products,
which will be licensed per server:

o
<
@
=
@
=

e Application Programming Control (APC) Server License

« Voice Recording (VR) Server License
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Key AltiServ Characteristics
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CHAPTER 2

System Requirements

Hardware Requirements

AltiServ hardware requirements depend on the number of extensions
(lines) and trunks your site requires. Refer to Table 4 on page 36 for
AltiServ platform selection.

System Key Requirement

AltiWare OE 4.5 (and higher) isintegrated with a system key, a hardware
security devicethat allowsthe softwareto run ONLY when that system key
is attached to the parallel or USB port of the server that OE is running on.
The system key isrequired for initial installation, software upgrade
process, and upon system reboot.

One pre-assigned, DB25 parallel port system key isincluded with every
copy of AltiWare OE 4.5 (upgrade or original). Each system key hasa
unique key designated for aparticular AltiWare software package - system
keys cannot be shared among systems. System keys are also availablein
USB form factor. USB system keys must be special ordered.

Selecting the AltiServ Platform

In order to maintain your Alti Serv system integrity and plan for future site
expansion, you should take into consideration the following points before
selecting the AltiServ platform:

» Reliability
« Expandability
e System performance

Microsoft Windows 2000 and NT Support

The AltiServ platform can be installed on a Microsoft Windows NT 4.0
(Service Pack 6aor higher) or a Microsoft Windows 2000 operating
system. See “Installing Altiware OE on Windows 2000” on page 42 for
more information.
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Minimum System Requirements
To read the AltiAdmin online help, you must have a 4.0 or higher browser.

To accommodate Quantum and Triton telephony boards with AltiWare
software, AltiServ reguires the following minimum system configuration:

» IBM/PC compatible system with adequate number of full-size ISA
and PCI dlots.

» Microsoft WindowsNT Server 4.0 with Service Pack 6a (or higher)
installed or Microsoft Windows 2000 Server.

» Microsoft Internet Information Services (version 5 or higher for
NT, version 3 or higher for Windows 2000 [web server software
that is supplied with Windows]) must beinstalled prior to installing
AltiWare. Thisis necessary if you want AltiReach, the web-based
call handling application, can run.

e Channel Service Unit for TI/PRI.

Hardware selection may have to be adjusted based on the following
variables:

» The number of AltiGen telephony boards required
» The maximum AltiServ extension and trunk traffic anticipated
* The number of simultaneous client software connections

Table 5, “Individual Board Power Requirements,” on page 36 shows the
AltiServ system requirements guidelines depending on the number of
AltiGen boards that will be installed.

Proper Grounding and Loop Current

Proper grounding is essential for any PBX system. Thisisa simple but
very important step and is highly recommended. Run awire from the
server chassis to earth ground. Don't wait for a problem to arise before
taking this step. Make sure thisis one of thefirst things you do before
turning the AltiGen system on.

Also, check the loop current onincoming trunks before connecting to any
AltiGen boards. The desired |oop current measurement is 25mA—-28mA.
Thisis another essential step to ensure proper operation of AltiGen
systems. For more information on loop current issues, please refer to the
toolbox in the tech support section of AltiGen’sweb site at
http://www.altigen.com/I T Corner.html.
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System Requirements

Uninterruptible Power Supply (UPS)

Using a UPS prevents power fluctuations and surges on power sources
from utilities. Windows NT files can be corrupted as a result of power
failure or improper system shutdown.

Caution: Corrupted filesmay not berepairable and may requirere-
installation of WindowsNT and AltiWare. To protect your
system from surges and power outages, it isstrongly
recommended that an adequate UPS (providing between
600V A and 1000VA) and power surge protector isused
with the system.

Operating Environment

Before you set up and use the system, consider the environment in which
the system will reside:

¢ Choose awork surface large enough to accommodate the entire
system.

walsAs
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* Useaflat, stable work surface with enough space around it for proper
air circulation. For proper heat dissipation, afan isrecommended in
front of the AltiGen telephony boards to ensure sufficient airflow. Be
sure the fan filter is clean and does not block the airflow.

The following table contains the operating specifications for the AltiGen
telephony board.

Table1l. AltiGen Board Operating Environmentals

Description Specification
Operating Temperature 0°to+50°C
Storage Temperature -20°to +70° C
Relative Humidity 10% to 80% non-condensing
AltiGen Telephony Boards

AltiGen telephony boards are installed into the Alti Serv motherboard
expansion slots or can be used individually as a third-party developer
application platform. To obtain maximum performance reliability and
long-term, fault-free operation, you must maintain power and
environmental conditions specified at the end of this section.
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Functional Specifications

Quantum Board

The Quantum telephony board has the following functional characteristics:
e MVIP compatible

e 256 Port Non-Blocking Switch Matrix

e Audio Peripheral Input & Output

e Jumper-Free Configuration

e On-Board Telephony Power Supply for Quantum D Board

*  Automatic Power Failure Transfer

* ISABus

Triton Analog Station Board

The Triton Analog Station telephony board has the following functional
characteristics:

e MVIP Compatible

e 256 Port Non-Blocking Switch Matrix
e Jumper-Free Configuration

* PCIBus

e Compliant with EIA464

Note:  When the board is configured for audio input, the first port cannot
be used for an extension.

Triton Analog Trunk Board

The Triton Analog Trunk board has the following functional
characteristics:

*  MVIP-compatible

» 256 Port Non-Blocking Switch Matrix
e Jumper-Free Configuration

*  32-bit, 5v PCI Bus

» Compliant with EIA464
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System Requirements

Triton VolP Board

The Triton Vol P telephony board has the following functional
characteristics:

MVIP-compatible
256 Port Full-Duplex Switch Matrix
Jumper Free Configuration

PCl Bus

Triton T1/PRI Board

The Triton T/PRI telephony board, which supports either T1 or PRI
through software configuration, has the following functional
characteristics:

MVIP Compatible
256 Port Non-Blocking Switch Matrix
Jumper-Free Configuration

PCl Bus

Triton Resource Board

The Triton Resource board has the following functional characteristics:

MVIP Compatible
Jumper-Free Configuration
12 ports for silent monitoring and barge-in

PCl Bus

AltiGen Board Installation

For instructions on how to install Triton and Quantum boards, please refer
to the Quick I nstallation Guide, which is provided with every AltiGen
board package.

TritonDef.inf

When anew PCI board isinstalled in a Windows 2000 system, the OS will
detect the board and ask for a driver. The driver file for the boards
(TritonDef.inf) can be found in the following locations:
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» Beforeinstalling AltiWare OE: on the root directory of the AltiWare
OE CD-ROM; thisfilewill beinstalled when you install the software.

 After installing AltiWare OE: in the \AltiServ\SP directory on your

hard drive.

AltiGen Board Options

Table 2 lists the AltiGen telephony board modules. This selection allows
you to optimize your system based on the trunk/extension mix required at

your site.
Table2. AltiGen Telephony Board Options
Board Model Number Description
Quantum ALTI-CD0408UD- 4 trunks and 8 extensions
SPHOO01
Quantum ALTI-CD0804UD- 8 trunks and 4 extensions
SPHOO01
Quantum ALTI-CD0012UD- 12 extensions
SPHOO01
Quantum ALTI-DID0408UD- 4 DID trunks and 8 extensions
SPHOO01
Triton ALTI-TTAS12 12 extensions (stations)
Triton ALTI-TTIP-4 4 VolP trunks or extensions
Triton ALTI-TTIP-8 12 or 30 VolIP trunks or
extensions*
Triton ALTI-T1E1 1T1,1Elor1PRI
Triton ALTI-TTRS 12 portsfor supervisor monitoring
Triton ALTI-TTAT-12GS 12 trunks, ground start/loop start
Triton ALTI-TTAT-12 12 trunks, loop start only

* When you upgrade to AltiWare OE 4.5, al 8-port boards are automati-
cally upgraded to 12-port boards. With a 30-port upgrade license, the 12-
port board can be upgraded to a 30-port board (one board upgrade per
license). The original portsretain their configurations, but you must con-
figure the new portsif you want to use them.
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System Limitations

Notethefollowing limitationsfor board installation and Triton Vol P board
and port combinations.

Table3. Board Installation

System Requirements

Maximumina Board ID
Board Type System Range Total Ports
Triton VoI P 4- 6 05 o1
port
Triton VoI P 12- 6 05 72
port
Triton Vol P 30- 2 05 60
port
6 78 max in one
system, viaany
i combination of
T\(/)-IiéILTr Ifjon boards that com-
° oares plies with the sys-
tem limitations
shown here
Triton Analog 16 0-15
Trunk
Triton Analog 16 0-15
Extension
Quantum 16 0-15
Triton TU/PRI 6 05
Triton Resource 2 0-1
TOTAL TV 10
PRI, Vol P, and
Resource
Combined
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Recommended AltiServ System Configurations*
Table4. System Selection Guidelines

8 g - =
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1-3 333MHz | 128 IDE/ Single 300W | 15A 6A or
MB SCsl better
46 700 MHz | 256 IDE Single400W | 20A 16A
MB ATA- or Dua
100/ 400W load
SCsl sharing rec-
ommended
7-16 850+ 512 IDE Dua 400W | 40A 20A
MHz MB ATA- with load
100/ sharing
SCsl required

*Individual requirements may vary depending on particular applications. Please contact
AltiGen Sales Engineering or Technical Support for assistance on selecting the most
appropriate system configuration for your installation.

Power Requirements
The power requirements are as follows for each individual board:

Table5. Individual Board Power Requirements

Board 5v 12v Slot Type
Quantum 1.6 14A ISA
Triton Analog Station 16 1A* PCI
Triton Analog Trunk 16 0.25A PCI
Triton Vol P 16 0 PCI
Triton TUY/PRI 16 0 PCI
Triton Resource 16 0 PCI

*1A@12V is provided by power connector.
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System Requirements

Operating Environment

Before you set up and use the system, consider the environment in which
the system will reside:

¢ Choose awork surface large enough to accommodate the entire
system.

* Useaflat, stable work surface with enough space around it for proper
air circulation. For proper heat dissipation, afanisrecommended in
front of the AltiGen telephony boards to ensure sufficient airflow. Be
sure the fan filter is clean and does not block the airflow.

The following table contains the operating specifications for the AltiGen
telephony board.

Description Specification -
Operating Temperature 0°to+50°C _(Sl_) &)
Storage Temperature -20° to+70° C o &
Relative Humidity 10% to 80% non-condensing § %

(%]

Heat Factor

Internal system temperature must not exceed the specified operating
temperature. If morethan two AltiGen telephony boardsareinstalled in the
system, then additional cooling fans are suggested. These fans need to
effectively reduce heat and increase airflow to the AltiGen telephony
boards to ensure system reliability.

Installing a Cooling Fan

If more than two AltiGen telephony boards are installed in the AltiServ
system, then an additional cooling fan will be required. This fan needsto
effectively reduce heat and increase airflow to the AltiGen telephony
boards to ensure system dependability and reliability. To install a cooling
fan into the AltiServ system, read the instructions included with the fan
unit.
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Altiware Conference Resource Limits

The following table defines conference resource limits for boards used in
an AltiWare system.

Table6. Conference Call Resource Limits

Maximum
Maximum Number of
Members Total
Number of
Board Conferences Con’fjgence gg:;gzngg Support of Conference
Supported (Internal Resources Memberson Other Boards
(Conference E ; Availabl
Bridge) xtensions vailable
and External
Parties)
Quantum 3 up to 6l 12 Yes, limited to 4 members.
Triton Analog 3 6 18 :)(es Ifimitid by maximum nurrg
: er of conference resources an
Extension maximum number of members
per conference
Triton Analog 0 0 0 0
Trunk
Triton Vol P 0 0 0 0
4/ 12 Port
Triton Vol P 2 6 12 Yes, limited by maximum num-
30 Port ber of conference resources and
maximum number of members
per conference
Triton TU/PRI 0 0 0
Triton Resource 12 upto 6 36 Yes, limited by maximum num-
ber of conference resources and
maximum number of members
per conference

1 The Quantum board can support up to 3 conference bridges with up to 6 members each. However, this
does not imply that you can have a total of 18 conferenced members (external + internal) per board, as it
only has 12 conference resources.

2 The Quantum board can only support up to 4 members located on different boards on a conference call
initiated by a local extension, even isthere are (12-1=11) resources available. For example, if Ext 101
(located on the Quantum board) wants to host a conference call with Ext 200, Ext 201, Ext 202, Ext 203
and Ext 204 (located on different boards), the last extension to be brought into the conference will not be
conferenced, even if there are no other ongoing conferences on this Quantum board. Therefore, a total of
5 (1+4) conference resources have been used. However, it is possible for Ext 101 to bring in Ext 102 into
the conference, if Ext 102 is located on the same Quantum board as Ext 101. Once Ext 102 joins the
conference, no other members can join this conference call, as the 6 conference member limit has been
reached.

3 The Triton Resource board can support up to 12 conference bridges with up to 6 members each. However,
this does not imply that you can have a total of 72 conferenced members (external + internal) per board,
asit only has 36 conference resources.
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CHAPTER 3

Softwar e I nstallation

The AltiWare OE softwareis provided on a CD-ROM and contains the
following components or folders:

AltiWare OE. Contains the AltiWare Administrator as well asthe
switching service, SMTP/POP3 server, messaging agent, Exchange
Integration, AltiBackup, AltiGatekeeper, AltiWeb that can beinstalled
on any Windows NT Server with Service Pack 6a (or higher) or on
Window 2000 Server.

AltiAdmin. Containsthe AltiWare Administrator that can beinstalled
on any Windows NT with Service Pack 6a (or higher) or Windows
2000 on the LAN to control the AltiServ system(s).

CDR. Containsthe CDR Search Client that allowsyou to search aCall
Data Reporting database, along with documentation and external
logger service.

Documentation. Contains the AltiWare OE System Installation and
Administration Manual and the AltiView and AltiServ User Guide in
the Adobe Acrobat PDF format.

Reader. Contains the Adobe® Acrobat® Reader executable.

Readme.txt. Contains late breaking information about AltiWare OE.
Please be sureto take a moment to read thisbrief file, which
contains very important information you need to be awar e of
beforeyou install Altiware OE.

TAPI Gateway. Containsthe TAPI Proxy Server and TAPI Service
Provider that allow you to use AltiGen’s AltiLinkPlusto create TAPI
applications for your AltiWare configuration.

Tools. Contains useful toolsfor testing and diagnosing your AltiWare
configuration.
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AltiWareasan NT Service

AltiWare as an NT Service

AltiWare components such as the switching, messaging agent, and
AltiBackup are NT services that are automatically launched when
AltiWare OE isinstalled and the AltiServ system is restarted. Benefits of
AltiWareasan NT service:

* TheAltiWare Administrator user interface does not have to be tied to
the switching service so that if thereis a problem with the user
interface, the switching service is not affected.

* Remote administration is possible through AltiAdmin.

Important: Do not tamper with the startup settings of AltiGen servicesin
the Services applet of the Control Panel. Only the AltiGen
Switching Service should be set to Automatic; all other
AltiGen services should be set to Manual.

Preparing to Install Altiware OE

The following is a step-by-step procedure for installing or upgrading the
AltiWare OE software from the AltiWare OE Release 4.5 CD-ROM.

It should take about 15 to 20 minutesto install the AltiWare OE software
program. Before you begin installation, however, please note the
following:

e Backup prior toinstall. Before upgrading your system from
AltiWare Release 3.5 or above, you should back up all the
configuration information to a different location, such as the network
drive. (You can do this by using the backup utility OR by copying the
contents of the \altiserv\db\, \altiser v\Phrases\L angCustom, and
\postoffice\ folders to a backup location.) This backup information is
also required when rolling back to prior AltiWare versions.

e NT Service Pack 6a, Windows 2000 Server (or higher) is required
and must be installed befor e AltiWare OE 4.5 can beinstalled or
upgraded.

e User Account. During installation, a user account with local admin
right is created automatically to run AltiWare services. Do not delete
or modify this account. Y ou may change its password through
installation. The account nameisin the form:

(user name: AltiGen_<servername>)
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Software Installation

e Third party applications. AltiWare OE must be installed before any
third party applications on a Windows NT with Service Pack 6a (or
higher) or Windows 2000 system. Contact your third party application
vendor(s) to find out if an upgradeisrequired for their product to work
with the AltiWare OE release you are about to install.

e Installing over old versions. If AltiWare 3.5X or 4.X isinstalled,
there is no need to uninstall it before installing AltiWare OE 4.5.

If AltiWare 2.x or 3.0 isinstalled, first upgrade to 3.5, then upgrade to

4.5.

Firewall Considerations

If you are using afirewall in the AltiWare OE 4.5 environment, the
following are the network ports used:

Client Server TCP UDP
AltiAdmind AltiWare DCOM 135 135
AltiConsole AltiLink + 10025
AltiControl AltiLink+ 10025
AltiReach AltiLink 10015
AltiView/AltiAgent AltiLink+ 10025

VM Service 10028
Supervisor AltiLink+ 10025
Internal/External CDR | 10027
Logger
CDRSearch AltiLink+ 10025
Internal/External CDR | 10027
Logger
TAPI Client TAPI Gateway 10026
Gatekeeper 1718, 1719
VolP H.323/H.225 VolP H.323/H.225 1720
VolP Message Vol P Message Waiting | 49151
Waiting (Quicknet IP
ext only)
VolP H.245 VolP H.245 From 49152
to NP
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Preparing to Install AltiWare OE

Client Server TCP UDP
VolP RTP VoIPRTP From 49152
to NP
Web Client AltiLink+ 10025
NetMeeting Chat 1720
plus VolP ports
described above
Polycom Between
2222-2242
and 1718/
1719

a. [tisrecommended that thisberun only in an intranet.
b. N=49152+ (62* number of boards)—1

Installing Altiware OE on Windows 2000

e AltiWare OE 3.5 and later versions of AltiWare are supported on
Windows 2000 Server.

e [Ifingtaling AltiWare OE for the first time and you wish to use the
software with Windows 2000, you must aready be running Windows
2000 server prior to the AltiWare software install ation.
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Software Installation

Softwar e License Activation
and Registration

With AltiWare OE 4.5, anew licensing and registration processis
implemented to reduce software piracy. The new licensing is based on two
parts — licensing and registration.

Licensing

The new licensing hastwo components— asystem key whichisaphysical
device shipped with every copy of OE 4.5. This hardware key is equipped
with a DB 25 connector that is designed to be connected to the parallel
printer port on the AltiServ system running OE 4.5 or later releases of
AltiWare. Optionally, aUSB port version of the system key isavailablefor
use on systems ONLY equipped with aUSB port. The USB system key is
aspecial order item.

The second component are the license keys. These include, but are not
limited to Station/Sessions, AltiConsole, AltiView, AltiWeb, Center and
new, optional 4.5 software features such as Advance CallRouter, 30 port
IP, external logger, APC, Voice Recording and Contact Advantage.

For step-by-step instructions on the licensing process, refer to page 66.

Registration

Both licensing components must be registered with AltiGen for the system
to function at full, licensed capacity. This registration includes both
AltiWare systems information, as well as registering dedler, installer, and
end user (customer) datafor each AltiGen system installed or upgraded to
4.5 or beyond.

All software must be registered, including AltiServ Office products. No
AltiServ software comes out of the factory pre-registered. All licensekeys
must beregistered to the system key and without proper registration,
thesystem will function with only 8 extension portsenabled. To support
the new licensing and registration requirement, all copies of OE 4.5
software (new or upgrade) are shipped with a system key.
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Registration

Once registered, system keys have license keys associated with them. All
license keys are individually tracked and can only be registered to one
system key. Individual license keys cannot be reactivated or installed on a
different system once it has been registered the first time. The samelicense
key cannot be associated with multiple systems even on the same customer
site. Through registration, AltiGen tracks all licenses shipped, which
licenses have been installed and registered, and which license keys are
associated with each system key.

Dealer Installation ID

As part of theinstallation and registration process, the Dealer is associated
with the customer and the system installed. To facilitate this, anew Dealer
Installation ID will be provided to al dedlers. This Dealer Installation ID
will provide safe accessto theregistration system in the casewhere Deal ers
send their software and license keys direct to the customersto install. This
Dealer Installation ID is adealer-specific registration password and can be
given to customers without compromising the secure access to our
Authorized Dealer website and Tech Support site. The password ensures
the dealer information is tracked along with customer information as part
of the total system installation record. Y ou cannot progress through
registration without this new number. Current passwords, such asthe dealer
website password, will not work for registration

Registration Methods

There are two ways a system can be registered. These are based on the
ability of the Alti Serv system being installed and registered to have I nternet
access.

Manual Online Registration

If there is no access to the Internet from the server being installed, the
Installer must go to a PC with Internet access and manually register the
software. A registration tool alows the Installer to manually enter three
pieces of information as part of the registration process:

1. Deder Instdlation ID
2. Customer information
3. System key and associated license keys

The registration tool will validate the information and assign the license
keysto the system key as a part of this online registration process.
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Completion of the final step of this process generates an activation file that
will be used to populate the actual system with valid registration
information.

WARNING! Oncealicense key is associated with a system key, it
cannot bereassigned to another system.

Remember that all licenses for OE 4.5 are specific for that release. For
upgrades, all new licenses must be ordered and pre-4.5 licenses cannot be
registered with AltiWare OE 4.5

For step-by-step instructions on the manual online registration process,
refer to page 74.

AltiServ Online Registration

The second method for registering AltiWare OE, Seat licenses and optional
software features can be accomplished during installation of the system. To
accomplish this, an online connection is needed to the AltiServ system at
the time of registration. This online registration tool automatically
populates the license keys and system keysin the proper fields of installed
software on the AltiServ Office systems. Thistool aso requires the
Installer to register the three pieces of information tracked on all system:

1. Deder Installation ID
2. Customer information
3. System key and associated license keys

Completion of the final step of this process generates an activation file that
will be used to populate the actual system with valid registration
information.

WARNING! Oncealicense key is associated with a system key, it
cannot bereassigned to another system.

Remember that all licenses for OE 4.5 are specific for that release. For
upgrades, all new licenses must be ordered and pre-4.5 licenses cannot be
registered with AltiWare OE 4.5

For step-by-step instructions on the AltiServ online registration process,
refer to page 66.

Note: Internet Explorer 5.0 (or higher) isrequired for online registration.
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Upgrades

Upgrades

Previousrelease software licenseswill not work with Altiware OE 4.5. OE
4.5 will require al new licenses, so during the upgrade process, it is
important that all components are upgraded to OE 4.5 compatible versions.
The new AltiGen upgrade is designed to ensure that the proper compatible
seat licenses are provided with OE 4.5 upgrade software ordered. Other
optional software, such as AltiView, AltiConsole and Center must also be
upgraded to be compatible with 4.5 (4.5 compatible licenses).

For step-by-step instructions on the upgrade process, refer to page 54.

Lost Licenses

AltiGen viewsaregistered license key astheright for the system registered
under to have accessto the feature. If alicense key or system key islost, it
isthe responsibility of the party who purchased the item. The policy for
replacing any lost softwarelicensesor system keysisto repurchasethe
software.
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Software Installation

New | nstallation

Before New Installation

Note: TritonT1Rev A1/A2or VolPRev A1/A2 boardsarenot supported
in OE 4.5. These boards must be replaced with Rev A3 or later
boards.

Before you begin, have the following at hand:

e SystemKey
e The 20-digit software license key (located on the End User License
Agreement)

e The system home area code
e Theextension length

Note: The extension length, which isfrom 3-7 digits, is the number
of digitsfor all extension numbers. All extensionsin the
AltiServ configuration must be the same length.

Y ou cannot change the extension length once the first
extension is configured, which is something you do later
running the AltiWare Setup. To change the extension after
extensions are configured requires reconfiguring the entire
system or deleting all the extensions already configured.

e Internet Explorer 5.0 or higher (for online registration)

To Begin New Installation

To install AltiWare OE;

1. Make sure you have prepared for installation as described beginning
on page 40.

2. Install the System Key on the parallel or USB port.

Caution: Do not connect the system key to any AltiGen board as
damage may occur to the board or the system key.

3. LogintoWindows NT or Windows 2000 as a domain or local user
account that has local administrator privileges.
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To Begin New Installation

If your machine is a stand-alone server, you need to login as alocal
administrator account.

Note: If you planto run Exchange Integration, you must have domain
administrator rights.

Insert the AltiWare OE CD-ROM into the CD-ROM drive.
Select and read the Readme.txt file.

After reading the Readme.txt file, click on SETUP.EXE in the
AltiWare OE folder.

7. Atthe Welcome page window, exit all Windows programs before
continuing with the setup, then click Next.
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8. Setup will retrieve logon information to determine if the user has
corresponding privilege.

9. Setupwill retrieve system key and install itsdriver, if applicable. If the
system key is not available, you may still continue with setup.
However, you cannot perform the license registration process (to
activate your licenses) without the system key.
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10. Setup will check AltiGen boards on your system.

Note: Setup will terminateif T1 Rev. AL/A2 or VolP Rev. A1/A2
boards are found. These boards are not supported in OE 4.5.

11. Setup will create a user account for AltiWare services. AltiGen
recommends that you do not change the default password. If you still
wish to change this, you may enter a password (no longer than 14
characters) for this account and click Next.
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12. Setupis creating the user account.

13. Setupwill install Altiware OE into adestination folder. Click Next to
install to the folder, or click Browseto install to a different folder.
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14. Setup will use the following disk drives as noted for PostOffice,
AltiDB and AltiDB Backup or you may select another local drive.

Note: It isrecommended that the local drive used should have at |east
2GB of free space for PostOffice and 500MB each for AltiDB and

AltiDB Backup.
X
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15. Setup alows you to select the components you wish to ingtall. By
default, all components are checked, and it is recommended that you
do not uncheck any items.
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16. Click Next to have Setup begin copying the program files.
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17. Setup will perform the following:

Install Microsoft Data Access Components
Install AltiWare Services

Register AltiwWare COM components
Create program folder and icons

Upgrade AltiWare databases

18. Setup Window will prompt for the Country, System Home Area
Code and Extension Length. When finished, click OK.

Note: Oncethe Extension Length is set and you click OK, you

cannot change the extension length after this setup unless you
re-configure the entire system or delete all the extensions
already configured.
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19. Setupisamost complete. Make surethe MV P cable connections and
terminator setting are correct, then click Finish.
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20. Setup is complete. Reboot the system to finish the installation process
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21. (Recommended) After rebooting, run the MV IP test program from
Start>AltiWare>AltiWare Tools>MV I P test.

22. Use AltiAdmin to register your licenses. Follow the steps for “ Online
License Registration Procedures’ on page 66. | f you do not register
and activate your licenses, only eight (8) physical portswill be
availablefor use.
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Upgrading AltiwWare OE

Note: TritonT1Rev AL/A2orVVolPRev A1/A2boardsarenot supported
in OE 4.5. These boards must be replaced with Rev A3 or later
boards.

Before Upgrade

Before you begin, you'll need to have the 20-digit software license key
located on the back of the End User License Agreement and a System Key.

Backup Database

OE 4.5 supports direct upgrade from OE 3.5A Patch 4 or OE 4.0 only. If
your system is running an earlier release, you first upgrade to OE 3.5A
Patch 4 or later.

If AltiWare 3.5X or 4.X isinstalled, there is no need to uninstall it before
installing AltiWare OE 4.5. If AltiWare 2.x isinstalled, first upgradeto 3.5,
then upgrade to 4.5.

Back up all the configuration information to adifferent location, such asthe
network drive. (Y ou can do this by using the backup utility OR by copying
the contents of the \altiserv\db\, \altiser viPhrases\L angCustom, and
\postoffice\ foldersto abackup location.). To uninstall an earlier version of
AltiWare, click the Uninstall icon in the AltiWare program group. The
uninstall does not remove the AltiWare configuration and messages.

For addressing firewall considerations, refer to “Firewall Considerations”
on page 41.

IP Extension Protocol Change

When upgrading from release 4.0 to 4.5, all I1P extensions using static |IP
addressing will be defaulted to the G.711 codec. To change the codec of
any |P extension, see “ Setting an IP Extension” on page 196.
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VolIP Board Upgrade

When you upgrade to AltiWare OE 4.5, al 8-port Vol P boards are
automatically upgraded to 12-port boards. With a 30-port upgrade license,
the 12-port board can be upgraded to a 30-port board (one board upgrade
per license). The original ports retain their configurations, but you must
configure the new portsif you want to use them.

Shutting Down the AltiGen Switching Service

Beforeinstalling thisupgrade on the Alti Serv system, please make surethat
the AltiAdmin application and the AltiGen Switching Service are not
running.

You can shutdown the AltiGen Switching Service Com Server and the
AltiAdmin application at the same time by running AltiAdmin, logging in
and selecting Services —» Shutdown Switching.

Note:  Stopping the AltiGen Switching Service COM Server will
automatically stop all the auxiliary services.

These are the Windows 2000 / NT services distributed with AltiWare:
e AltiGen Switching Service COM Server

e AltiGen Messaging Service COM Server

e AltiGen SMTP Service COM Server

e AltiGen POP3 Service COM Server

*  AltiGen Exchange Integration Service COM Server

e AltiGen Backup/Restore Service

e AltiGen Keep Up Service
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e AltiGen Internal Logger Server
Shutting Down Switching as a Windows 2000 / NT Service

Optionally, if you're not running AltiAdmin, you can shut down the
services using Windows 2000 / NT Services.

1. Do oneof thefollowing:

¢ On the Windows 2000 desktop, select Start —» Programs —»
Administrative Tools —» Services.
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* Onthe NT desktop, Open the Control Panel and double-click
Services.

Highlight AltiGen Switching Service COM Server.
Stop the service.

If the status column is empty, proceed to the next step. If the status
column says Started, double-click the listing to open the Properties
dialog box, then click the Stop button followed by the OK button to
close the dialog.

To Begin Upgrade

To complete the upgrade:

1. Make sure you have prepared for installation as described beginning
on page 40.

2. Install the System Key on the parallel or USB port.

Caution: Do not connect the system key to any AltiGen board as
damage may occur to the board or the system key.

3. LogintoWindows NT or Windows 2000 as a domain or local user
account that has local administrator privileges.

If your machine is a stand-alone server, you need to login as alocal
administrator account.

Note: If you planto run Exchange Integration, you must have domain
administrator rights.

Insert the AltiWare OE CD-ROM into the CD-ROM drive.
Select and read the Readme.txt file.

After reading the Readme.txt file, click on SETUP.EXE in the
AltiWare OE folder.

7. At the Welcome page window, exit all Windows programs before
continuing with the setup, then click Next.
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8. Setup will retrieve logon information to determine if the user has
corresponding privilege.

9. Setup will retrieve system key and install its driver, if applicable.
WARNING! If the system key is not available, Setup will terminate.
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10. Setup will check AltiGen boards on your system.

Note:  Setupwill terminateif T1 Rev. A1/A2 or VolPRev. A1/A2 boards
are found. These boards are not supported in OE 4.5.

11. Setup will check existing licenses to seeif they are registered or
partially registered. Depending on these conditions, Setup will proceed
to either Sub-step 1A. — Noregistered Licensesor Sub-step 1B. —
Partially Activated Licenses.

Note: OE 4.0 license keys are not compatible with OE 4.5. Y ou need to
register all OE 4.5 license keys through registration process.
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Sub-step 1A:

No Registered Licenses- If no licenses are registered, you will see
the following Installation Options window.
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Y ou may choose the following options:

58 AltiWare OE System Administration Manual



Software Installation

a) Providetheactivated licensefile - if you select this option and
click Next, enter the path of the “exctl” file in the License Path
page, then click Next to proceed to Step 12.
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b) Register license now - if you select this option and click Next,
you will automatically launch AltiWare' s License Information
window. Click Online Register to activate your license(s) and
follow the steps for online registration on page 68.

Sub-Step 1B:

Partial Registered Licenses- If some of your existing licenses are
registered, you will see the following Installation Options window.

AltiWare OE System Administration Manual 59

2]
o
.
~+
=
o
o
o
=3
o
23
L
)
=
o
5




To Begin Upgrade

il .|
Tl wnn g el i LifTE 2 bodwrbas e nd Deet

iy e b Al Phgbe D te G ol Hhe Soloeang Dption;

I Theiuds bw actestnd kerin fie

L T Y A S R, e T

T detiviate lwnie s

Y ou may choose the following options:

a) Providethe activated licensefile - If you select this option and
click Next, enter the path of the “exctl” filein the License Path
page, then click Next to proceed to Step 12.

b) Look at partially activated licensesand continue - if you select
this option and click Next, you can view your existing licenses
and their activation status in the Information page, then continue
upgrading with activating these licenses by following the stepsfor
online registration on page 68.

Caution: If you do not register all your licenses and continue the
upgrade, some features may not function after the upgradeis
complete.
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¢) Activatelicense now - if you select this option and click Next,
you will automatically launch AltiWare's License Information
window. Click Online Register to activate your license(s) and
follow the steps for online registration on page 68.

12. Setup will check service status.

13. Setup will create a user account for AltiWare services. AltiGen
recommends that you do not change the default password. If you still
wish to change this, you may enter a password (no longer than 14
characters) for this account and click Next.
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14. Setup is creating the user account.

15. Setup will use the following disk drives as noted for AltiDB and
AltiDB Backup or you may select another local drive.

Note: It isrecommended that the local drive used should have at |east
500MB of free space each for AltiDB and AltiDB Backup.
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16. Setup alows you to select the components you wish to ingtall. By
default, all components are checked, and it is recommended that you

do not uncheck any items.
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17. Setup will begin copying the program files.
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18. Setup will perform the following:

Install Microsoft Data Access Components
Install AltiWare Services

Register Altiware COM components
Create program folder and icons

Upgrade AltiWare databases

19. Setup isamost complete. Setup will suggest running MV IP bus test
before rebooting.

sy wiE O AF T @ el orsess Fume eyt ne e
YT b el ey v vou add E e Boadl

' Ran WRAP fass T

e rehh nnd W [afd i ) el ol remaryis
spfirey g e pekee pheiveg Frae b oorpers AT
E A% S

=]

If the MVIP bus test option is checked, the test will begin when you click
Finish. Y ou can seethe passor fail informationinthe MVIP Test Tool test
log box.
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20.

21.

22,

Setup will complete, whether or not the MV IP test passes, if Setup
cannot get the results of the MVIPtest, or if the MVIP test is skipped.
Y ou can restart your computer now or later, then click Finish to end
Setup.
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If the MVIP test fails, it is recommended that you address the MVIP
failure before you reboot the system. Y ou can manually runthe MVIP
test program through Start>AltiWare>AltiWare Tools>MV I P test.

Reboot the system to finish the upgrade process.

License Activation and Registration Process

In AltiWare OE, a software license allows you to increase the capacity for
the following:

Physical and I P extensions. A Quantum board can provide 4, 8, or 12
extensions (depending on the type of Quantum board) and the Triton
Analog Station board provides 12 extensions. Y ou may increase the
number of software-supported extensions up to the maximum
available by adding station licenses. Each license you enter addsto the
previous total.

Each IP extension needs alicense. For example, if auser has astation
in the office, a station at home, and a station at the L ake Tahoe Con-
ference House, licenses for three stations are required.

AltiWare OE System Administration Manual 65

n
o
=
—
=
Q
=
D
=3
]
—
o
)
=
o
5



License Activation and Registration Process

e Sessions. AltiWare OE includes a single session license. Y ou may
increase the number of concurrent client sessions by purchasing
additional session licenses packages. Each license you enter adds to
the previous total.

In AltiWare OE 4.5, the Contact Advantage Server license allows you to
enable thisadd-on option for call center features. (For moreinformation on
the Call Center Option, refer to the Contact Advantage and AltiWeb User
Guide shipped with the option package.)

Online License Registration Procedures

To activate any license through online registration, follow these steps:

1. FromtheAbout Altiwarewindow in AltiAdmin, click ontheLicense
Infor mation button.
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2. Click the Registration button to open anew License I nformation
window.
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3. <Optional - you may add licenses here OR during online registration.

)
ip to Step 5 if you wish to add licenses later.> %
Click Add Licenseto add the license keys that you wish to add and 5
activate. (Licensekeysarelocated onthe End User License Agreement ®
sent with every License purchase.) %

4. IntheLicenseKey field of the Add License pop-up window, enter the ;zj
license key and click OK. =

5
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Continue adding licenses with the Add L icense button until all
licenses are entered.

5. Select the Online Register button. This automatically launches the
following web page to start online registration.
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6. Click the Proceed to Online Registration button.
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7. Thenext web page allowsfor inputting System and Dealer Installation
ID. The System Key field is automatically loaded. (This information
islocated on the End User License Agreement). In the Dealer
Installation 1D field, enter the ID number assigned to your Dealer.
This information can be obtained by contacting either your local
authorized AltiGen Dealer or AltiGen Technical Support.

Click Next when finished.

8. The next web page allows for inputting of Customer and Installer
information.
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For the Customer Information and I nstaller Information sections, fill in
al fields (required) and click Next when finished.

9. The next web page allows for entering of new License Keys or for
adding any additional licenses.
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Click Add MoreKeysto add more licenses, or click Next to register
these licenses.

Note: All keys are case sensitive.

10. The next web page displays the licenses that have been activated and
are about to be registered.
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» Approved licenses are indicated by a green check mark and will
display adescription next to the approved license.

¢ Invalid licenses are indicated by ared X mark.
Possible reasons for “invalid” licenses include:

a) obsolete licenses (such as unsupported OE 3.5 or 4.0 licenses)
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b) not enough digitsin license number

¢) wrong license number
d) license number registered to another system key

Y ou may attempt up to three retries to validate licenses. If you click
Retry on the fourth attempt, the Web Registration will not continue
and you must begin the Web Registration process again from Step 5.

Click Next to continue.

11. Thenext web page displaysthefina results of thelicense activation to
show which licenses have been validated. Click Submit to continue.
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12. The next web page continues the registration by initiating a product
registry program.
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At the Security Warning prompt, click Yesto install and run the
program. If you click No or close this box, the Web Registration will

not continue and you must begin the Web Registration process again
from Step 5.
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Setup will create or update an “exctl” file in\altiserv\db\.

13. Thefinal web page displays a verification notice and number,
confirming that an email of the registration process results has been
sent to the customer and installer. Save the email for future reference.
Y ou may close thisweb page.
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14. Return to the AltiWare system. In the License Infor mation window,
click the Refresh button.
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License Activation and Registration Process

The licenses that have just been validated will appear in the license
field, along with an accompanying Registration K ey number and
Description of the license.

15. Closethe License Info window to finish the license registration.

Manual Online License Registration Procedure

To manualy register any license through onlineregistration, (where the
local AltiServ system has no Internet connection), follow these steps:

1. Fromthe About AltiWare window in thelocal AltiAdmin, click on
the License I nfor mation button.
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2. Click the Registration button to open anew License | nformation
window.
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3. <Optional - you may add licenses here OR during online registration.

)
ip to Step 5 if you wish to add licenses later.> %
Click Add Licenseto add the license keys that you wish to add and 5
activate. (Licensekeysarelocated onthe End User License Agreement ®
sent with every License purchase.) %

4. IntheLicenseKey field of the Add License pop-up window, enter the ;zj
license key and click OK. =
5
Al Lt mnmee
Licerse e ||
[ o ] Cancal |

Continue adding licenses with the Add L icense button until all
licenses are entered.

5. Click Save Register Form to save registration information as a
Register .htm file and copy to afloppy disk, or ashared file location
that can be accessed by the destination system.

6. From any PC with an Internet connection, open the Register .htm file.
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7. Onthe AltiGen Software License Registration web page, click the
Proceed to Online Registration.
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AltiGen Software License Registration
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8. Thenext web page allowsfor inputting System and Dealer Installation
ID. Inthe System Key field, enter your System Key (located on the
End User License Agreement). In the Dealer Installation ID field,
enter the ID number assigned to your Dealer. Thisinformation can be
obtained by contacting either your local authorized AltiGen Dealer or
AltiGen Technical Support.
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Click Next when finished.
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9. The next web page alows for inputting of Customer and Installer

information.
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For the Customer Information and I nstaller Information sections, fill in
al fields (required) and click Next when finished.

10. The next web page allows for entering of new License Keys or for
adding any additional licenses.
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Click Add MoreKeysto add more licenses, or click Next to register
these licenses.

11. The next web page displays the licenses that have been activated and
are about to be registered.
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» Approved licenses are indicated by a green check mark and will
display adescription next to the approved license.

¢ Invalid licenses are indicated by ared X mark.
Possible reasons for “invalid” licenses include

a) obsolete licenses (such as unsupported OE 3.5 or 4.0 licenses)
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b) not enough digitsin license number

¢) wrong license number
d) license number registered to another system key

Y ou may attempt up to three retries to validate licenses. If you click
Retry on the fourth attempt, the Web Registration will not continue
and you must begin the Web Registration process again from Step 5.

Click Next to continue.

12. Thenext web page displaysthefina results of thelicense activation to
show which licenses have been validated. Click Submit to continue.
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13. The next web page continues the registration by initiating a product
registry program.
14. Attheend of the Web Registration, save the exctl fileto afloppy disk.

Product Registratio ‘
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b o i e i e 1 1 i LT B T
i "

15. Returnto the AltiServ machine. Inthe License I nfor mation window,
click the L oad button and to load the exctl file from floppy into the
AltiServ system.
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16. Click Refresh to update the License I nfor mation window. Any
newly activated licenses through web registration will appear in the
licensefield.

Offline Registration Procedures

To register licenses through the Web (without AltiAdmin), go to the
following web URL: http://registrar.altigen.com/offliner egister/
login.asp. Then follow the online registrati on process (page 75) beginning
with Step 6.

Windows Emergency Repair Disk

After installing AltiWare, you should create the Windows Emergency
Repair Disk, even if you have previously created arepair disk. This repair
disk is needed to repair any corrupted Windows files.

¢ Tocreatethedisk on NT, choose Run from the Windows NT Start
button and type rdisk at the prompt.

e For Windows 2000, use the Accessories —» System
Tools —» Backup utility program and select Create an Emer gency
Repair Disk from the Tools menu.

Installing AltiAdmin on Remote Systems

AltiAdmin contains the AltiwWare Administrator application that can be
installed on any Windows NT Server or Workstation 4.0 system with
Service Pack 6a (or higher), or Windows 2000 and a network connection.
AltiAdmin does not support Windows 95.

When you install AltiAdmin on amachinethat isnot an AltiServ server, it
does not contain the switching, SMTP/POP3 server, messaging agent,
AltiBackup, Exchange integration services that are included in the full
AltiWare OE installation described above. Remote AltiAdmin does not
utilize the System Data Management or Shutdown Switching Service
functions on the AltiServ system.

AltiAdmin provides the ability to manage the AltiServ system from a
remote client system onthe LAN. If thereisno firewall onthe LAN where
AltiServ resides, AltiAdmin can beinstalled and used to manage AltiServ
over the Internet from aremote site as well.
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Shutting Down AltiServ when Changing or Adding Hardware

To install AltiAdmin on a non-AltiServ PC for the first time:
1. Insert the Altiware CD-ROM into the appropriate drive.
2. Run SETUP.EXE from the AltiAdmin folder.

3. Follow the instructions on the window.
4

To open AltiWare Administrator, refer to “Running AltiWare
Administrator” on page 82.

Running AltiWare Administrator

To run AltiWare Administrator:

1. Choose Programsfrom the Windows NT Start button and click on
AltiWare Administrator inthe AltiWare or AltiAdmin folder.

2. If you are opening AltiAdmin, enter the server name when prompted.
If you arelogging into AltiAdmin at aremote site to administer
AltiServ over the Internet, enter the | P addr ess(e.g. 100.100.100.100)
of the AltiServ system when prompted for the server name. Multiple
AltiServ systems can be managed at a single location with an
AltiAdmin open for each AltiServ system.

3. Login by Selecting the Services —» L ogin or clicking the
L ogin icon—the left-most icon in the Toolbar. The Login u
Password window prompts you to enter the password and
click OK. The system default password is*22222.” Y ou should
changethe system password as soon as possible to ensure system
security. For more information, refer to “Logging in for the First
Time” on page 89.

Once you arelogged in, you can configure the AltiServ system.

Shutting Down AltiServ when Changing or
Adding Hardware

When you add or change hardware, follow these procedures to back up and
shut down the AltiServ system. The best time to do thisis during off
hours—the system should beidle.
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Using the AltiAdmin application System Data Management function,
backup the AltiServ data, messages, and custom files using the
procedures in the chapter on ‘ System Data Management.”

In AltiAdmin, shutdown the AltiGen Switching Service and exit
AltiAdmin, as described in “ Shutting Down Switching as a Windows
2000/ NT Service’ on page 55.

Shut down and power down the Windows 2000/ NT system using the
standard Windows shutdown procedure.

After adding or removed hardware, it is recommended to run MVIP
test from Start>AltiWare>AltiWare Tools>M V| P test.

Transferring the AltiServ to Another Server
Chassis

If you transfer the AltiServ system to another platform—for example, to
upgrade or expand your system or for other reasons—you need to backup

the database, movethetelephony boards, install the AltiWare software, and
restore the database to the new platform.

The new platform should have accessviaaL AN to the system to which you
backed up the files from the old platform.

To transfer the system to another platform:
1

e

© N o O

©

Back up the system files, then shut down and unplug the Alti Serv
system computer, following the steps listed in “ Shutting Down
AltiServ when Changing or Adding Hardware” on page 82.
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Remove the computer cover, following the computer manual
instructions.

Disconnect the MVIP internal data cable.

Label and disconnect the DB-25 to 50 pin Telco cable(s) from the
board 1/0O connectors.

Remove the telephony board(s) from the original system.
Install the board(s) into the new system.
Install the system key to the parallel or USB port.

Install the Altiware OE software as described, beginning with
“Preparing to Install AltiWare OE” on page 40.

Restore the AltiServ system database as follows:
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a. Run AltiAdmin and select Services —» System Data
Management to run the data management utility.

b. Click the Restoreicon to open a dialog that allows you to choose
filesto restore.

Make sure all the Component check boxes are selected.

. Inthe Restor e From drop-down list, select the drive and directory
to which you backed up the filesin Step 1.

e. Click OK to start the restore.

f. Oncetherestoreis complete, click the Exit icon to exit the data
manager.

g. Shut down and exit the system by selecting Shutdown Switching
from the Services menu.

10. Reboot the system, then run the MV IP test.
11. Reboot the system.

AltiWare Uninstall

To back out the upgrade, be sure to stop all AltiWare-related services
before uninstallation. To do this, run AltiAdmin, log in, and select
Shutdown Switching from the Ser vices menu.

In the event that the auxiliary services were not stopped, stop them one at
atimeusing the Start —» Programs —» Administrative Tools —»
Services applet.

Then launch the Uninstall program by clicking the Uninstall AltiWare OE
icon in the AltiWare program folder.

Downgrade Procedure

To downgrade, you must have been running the earlier version prior to the
4.5 ingtallation. To downgrade to OE 3.5 or 4.0, you must have been
running OE 3.5 or 4.0 prior to the 4.5 installation. If you are downgrading
to 3.5, you'll also need to remove the new Triton boards and reinstall the
old ones, since the new boards are designed to run with AltiWare 4.0 or
higher.
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Downgrading from AltiWare OE 4.0 to OE 3.5 or lower requiresthat you
restore backed up filesfromthe prior release. Before you begin, you should
have backed up all the prior release configuration information as
described for installation preparation on page 40.

To downgrade, follow these steps:

1

10.

11.
12.

Stop the AltiGen services as described in “ Shutting Down Switching
asaWindows 2000/ NT Service” on page 55.

Uninstall OE AltiWare 4.5 as described on page 84.

If they areinstalled, uninstall AltiView, AltiConsole, AltiAdmin, and
CDR Search, following the manual procedures for those applications.

Delete the following components using the Control Panel —» Add/
Remove Program:

o AltiView VM Service

¢ Quantum SP

e Triton SP

e Triton Analog SP

e Triton TYPRI SP

e Triton VolP SP

Remove the “\altiserv” directory and any subdirectories.
Shut down Windows NT and power down the computer.

Install the previously removed older Quantum/Triton boards back into
the computer.

Reboot the computer.

Reinstall the previous OE and the previous version of other client/
server programs such as AltiView, AltiConsole, AltiAdmin, and CDR
Search.

Stop AltiGen Switching Services as described in “ Shutting Down
Switching as aWindows 2000 / NT Service” on page 55.

Restore your backups.
Reboot the computer.
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Software Installation Troubleshooting

Software Installation Troubleshooting

Use this table for troubleshooting error messages encountered during

software installation.

Error Message

Solution

Thisversion of AltiWare does not
support Triton T1 Rev A2 or VolP
Rev A2 boards. Please unplug these
boards, then run setup again.

Unplug Triton TLRev A2 or VolPRev A2
boards, then run setup again.

Copy activation file failed.

Activation file (exctl) is not in the
specified folder, ismissing, or is
corrupted. Make sure you select the
correct filefolder where the activation file
islocated and try again. If problem
persists, you can manually copy the
activation file to c:\Alti Serv\db directory
(if AltiServ isinstalled onthec: drive) and
run the installation program again.

An error occurred during the move
data process.

Make sure al AltiGen applications and
services are stopped/closed before
installing AltiWare OE.

Setup cannot detect your system
key. Y ou must plug your system key
into either aparallel or USB port for
upgrading to AltiWare OE 4.5.

Make sure your system key isfully
inserted into your parallel or USB port
prior to installing AltiWare OE. If error
persists, reboot the system, then run setup

again.

Setup has not detected your system
key. If you proceed the installation
WITHOUT the system key, only 8
physical portswill be available for
use after the OE 4.5 installation.

Make sure your system key isfully
inserted into your parallel or USB port
prior to installing AltiWare OE.
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Error Message

Solution

Setup cannot append the AltiServ
path because your existing system
environment is too long. Y ou must
manually append the AltiServ path
to your system environment path
after finishing AltiServ’'s
installation but before restarting
your system. You can find the
system environment path through
Control Panel>System
>Environment>path.

Manually append c:\AltiServiexe (if
AltiServ isinstalled on c: drive) to your
system environment path (through Control
Panel>System >Environment>path) after
finishing AltiServ’ sinstallation but before
restarting your system.

Unable to add AltiServ path to the
system.

Manually append c:\AltiServ\exe (if
AltiServ isinstalled on c: drive) to your
system environment path (through Control
Panel>System >Environment>path) after
finishing AltiServ’ sinstallation but before
restarting your system

Failed to upgrade AltiWare
databases.

The previous database may be corrupted.
Restore the last, known working database
andtry again. If error persists, contact your
Authorized AltiGen Dealer.
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CHAPTER 4

Getting Around AltiAdmin

AltiAdmin: the Altiware OE Administrator

This section describes how to configure and administer the Alti Serv system
using the AltiWare Administrator system application software.

AltiWare Administrator, or AltiAdmin, allows you to configure
sophisticated switching and messaging functions using windows that guide
you through the configuration steps for each feature.

AltiAdmin can be used at the Alti Serv system or on any other system on the
LAN for remote maintenance. On aremote WindowsNT or Windows 2000
client system on the LAN, AltiAdmin allows control of one or more
AltiServ systems. System Data Management, and Stop Switching Service
cannot be performed over the LAN.

Instructions for installing AltiAdmin are described in “Installing
AltiAdmin on Remote Systems’ on page 81.

Logging in for the First Time

— |-

To access AltiWare functions to configure and administer the Alti Serv
system, you must first log in as an administrator. Thefirst timeyou login,
use the system default password, “22222.”

Important: To ensure system security, change the system password as
soon as possible. See “ Changing the Password” below.
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AltiAdmin: the AltiWare OE Administrator

The AltiWare Administrator Main Window

Once you run the AltiWare Administrator, the first window you see isthe
AltiWare Administrator main window.
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Figure 1. AltiWare Administrator main window

At the top you see the Main Menu bar and below that, the Quick Access
Toolbar. At the bottom is a status bar that contains information on the
current runtime status.

The main window contains separate child windows, or different views of
the system. There are five default views: the boards, extensions, trunks,
workgroups and call traffic.

Additionally, if appropriate, you can also run aview of IP Trunk Traffic,
which is the 6th window, at the bottom in the above example.
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The Main Menu

The Main Menu functions are as follows:

e Services
Login and logout, change password, backup and restore functions, and
shutdown the switching service.

¢ Management
Opens windows to work with boards, trunks, extensions, out call

routing, Auto Attendant, MVIP clock, audio peripheral, Quantum
Board channels, and IP extension codec and configuration.

¢ Reports
System Summary, System Log, and |P Traffic Statistics.
« Diagnostic

Reserved for use by authorized technical personnel
e  View

Show, hide, or set default alignment of the windows, the toolbar, and
the status bar.

e Hep

Online help and AltiWare version and license information

Quick Access Toolbar

o= =2 1a O] O/

Figure2. AltiAdmin Quick Access Toolbar
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The toolbar contains icons representing shortcuts to frequently accessed
functions: logging on and off, opening board, trunk, extension, and Auto
Attendant configuration windows, displaying the system summary and
system log windows, and getting online help. From left to right, the tool bar
iconsare asfollows:
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m L ogout and login. Click the light blue monitor at the left
'l tologin. Whenyou do, themonitor graysout and thelogout

[=

monitor at the right turns black. The monitors provide a
— 1 clear indication of login status. While you're logged in,

=
&

EleEm v

anyone at the keyboard can modify system settings.

System Configuration. Opens the System Configuration window
to set system-wide options and parameters, the same function as
Management —» System Configuration....

Extension Configuration. Opens the Extension Configuration
window, the same function as M anagement —» Extension
Configuration....

Trunk Configuration. Opens the Trunk Configuration window,
the same function as M anagement —» Trunk
Configuration....

Auto Attendant Select. Opensthe Auto Attendant Select window,
the same function as M anagement —» Auto Attendant

System Summary. Opensthe System Summary window, the same
function as Report —» System Summary....

System L og. Opensthe System L og window, the same function as
Report —» System Log....

System Help. Opens the online help system main window, the
same function asHelp —» Help....

About. Opens the About AltiWare window, which displays
version, license and file information, the same function as Help
—» About AltiWare.... Also, administrators can add, activate

and register licenses from this information window.
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The View Windows

Asnoted in “The AltiWare Administrator Main Window” on page 90, the
AltiAdmin main window hosts a number of child windows, which are
called view windows in AltiWare because they provide various views into
theinternal system setup and active status.

Boards View Window

Here is an example of the Boards window. Thiswindow displays the
AltiServ Quantum or Triton boards hardware status. It displays the card
location in the ISA or PCI slots and board model numbers.

=100 x|

[0} tmAMOADBL-T

[1[TritamAL 1 ZEXT-0

[2[TritanT1/PFI-D

' [ TritomV ol P12FT-1

H|TritomilL 12 TRELS-0

' [S[TritonAL 1 2TREGSLS-1

Ll ¥

Figure3. Boardswindow

Each board isrepresented by a board icon, followed by the logical ID ([0],
the sequential location of the board), card model number (name of the
board) and physical ID (the ID set using the dial on the faceplate of the
board). For example, QtmAMO0408U-1 is a Quantum board with four (4)
trunk ports and eight (8) extension ports.
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The View Windows

Extension View Window

Here's an example of an Extension View window, which displays the
status of all assigned extensions.
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Figure4. Extension View window

The radio button to the left of each extension number is green when the
extension isidle, and red when the extension is not ready or in use. The

L ocation number (i.e. 01:04) identifies the card ID and port (channel)
number on the board. For example, in location 01:04, the card ID is 1 and
the port number is 4. If an extension user with |P Extension enabled has
logged onto an | P extension, thelocation will show the static |Paddressyou
have assigned. If you use dynamic | P addressing, thislocation will change
every time the user logs off and back onto an I P extension.

Y ou can double-click any extension number to open the Extension
Configuration window for the selected extension.
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The Reset button resets the selected extension to the idle status. When you
click the Reset button, a small dialog box opens, asking if you want to
continue with the reset and displays the sel ected extension number and the
name of the person assigned to the extension.

Y ou can click the Reset button without selecting an extension, and then
type in the extension number for the extension to reset.

Trunk View Window

Here's an example of the Trunk View window, which displays the status
of all assigned trunks.
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Figure5. Trunk View window
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The radio button to the left of each trunk location is green when the trunk
isidle, and red when the extension is not ready or in use. The location
format is slot: channel—for example, channel 3 onthe boardinslot 9is
location 09:03.

Y ou can double click any trunk location to open the Trunk Configuration
window for the selected trunk.

The Reset button resets the sel ected trunk(s) to theidle status. You'll be
asked to confirm the reset and a status message will tell you if the reset was
successful. You can select and reset multiple trunks.

Workgroup View Window

Here's an example of the Workgroup View window, displaying dataand
statistics for workgroups:
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Figure6. Workgroup View window

This window displays the following data:

»  Extension—the workgroup pilot extension number

*  Name—the workgroup name

» Agents—the number of agents assigned to the workgroup
* Logon—the number of agents logged into the workgroup

* Not Available—the number of agentswho are currently on the phone,
or who are unavailable with the Do Not Disturb or other status

*  Wait—the number of agents who are in wrapup mode
*  Queue—the number of callswaiting to be answered

» Waiting Time—the average waiting period before incoming calls are
answered

»  Service Level—displays the percentage of calls being answered
within an acceptable period of time

* In Calls—displaysthe number of incoming calls to each workgroup
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Call Log View Window

Here's an example of the Call L og View window, which displaysthe line
and trunk traffic history.

Prini | Char
| Calles | Calles ' Fiom Length =
B ioraasin: -] TH; 40 LN B AP
S 507 RTENT Jna TH: &4 0. ion- 78
& 1mi D 1REZ 2 N9 TG 10-446 On-nf- 47
Sp 10G 1034 0017 85
Sp e TH S LIL DL 552
& o IESIEFIYL3S TH 52 @ 356
& ¥ 1047 I -0
& I0SGARIS Fa k| 1841 00- 16 23
& M1 40508 15005 -0 05
S0 Failc] LB a1 43 —
& m TH{IHIFERATS 1915 TR -
f | N

Figure7. Call Log View window

The window displays, for the last 30 calls, the caller line or number, the
callee, the starting time in 24-hour format and the length of the call.

Y ou can select calls and click the Print button to print the selected log
entries for the call.

Y ou can click the Clear button to clear the window of all data.

IP Trunk Current Traffic Statistics Window

Here's an example of the IP Trunk Current Traffic Statistics window.
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Figure8. P Trunk Current Traffic Statistics window
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The information you see, which isfor currently active calls, is as follows.
The packet and byte datathat followsisfor data sent or received fromother
AltiServ systems over the public or private IP network.

*  Location—the Triton VolP board |D:channel ID

e Packets Sent—the number of voice packets sent

» Packets Received—the number of voice packets received

* Bytes Sent—thetota size (in bytes) of all voice packets sent

» BytesReceived—thetotal size (in bytes) of all voice packets received

»  PacketsL ost—the number of voice packets that have been lost dueto
prolonged delays, network congestion or routing failure

» AveragelJitter—displaysthe averagelength of delay per voice packet
in milliseconds. This number can be used to measure the quality of
service on the network that connects the source and destination sites.
Under 100 milliseconds is good, while a higher figure indicates a
longer than average delay.

Status Bar

Theinformation at the bottom of the window in the Status Bar displays
informational and status messages such as name of the operator, disk usage
status, status of external logging, current time, and other data.

Setting the Refresh Interval

ThelP Trunk Current Traffic Statistics window isupdated according to
the Refresh Interval configuration. By default, the Refresh Interval isset
to refresh the data in the window every 5 seconds. To change the refresh
interval, click the Refresh Interval button and use the slide rule to set the
timeto an interval to anumber of seconds up to one minute. Each tick on
the rule represents 5 seconds. To set thetime to 0 isto turn off refreshing
the data.

Logging In

To log in and use the AltiAdmin functions, click the L ogin icon (the left-
most icon in the toolbar) or select L ogin... on the Services menu. You'll
be prompted to enter the password and click OK.
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Tolog out, click the L ogout icon (second icon from the | eft of the toolbar),
or select L ogout from the Services menu.

Thelogout option in the Ser vices menu allows the system administrator to
logout of the system. Y ou should always log out after you have completed
the administrative or configuration tasks. Thiswill prevent unauthorized
persons from accessing the AltiWare configuration functions. AltiWare
telephony functions continue to run in the background on the AltiServ.

Changing the Password

Change the password frequently to prevent unauthorized access to the
system. Y ou can change the password only if you're already logged in.
Select Change Password from the Ser vices menu to open a Change
Password dialog box. Y ou'll be prompted type in and verify the new
password and then click OK.

Stopping the AltiGen Switching Service

Normally, when you exit AltiAdmin, the AltiGen servicesthat provide the
various telephony and data services remain active—they are needed to run
the system, of course. If you need to shut the entire system down, select the
Stop Switching Service option from the Services menu. This stops the
AltiWare system services, including the AltiAdmin application itself.
When you re-open AltiAdmin, the switching services are reactivated.

This option is available when you are logged in at the AltiServ system
computer; it is not available from aremote AltiAdmin client.
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Stopping the AltiGen Switching Service
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CHAPTER 5

System Configuration

=

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

Access System Configuration by selecting System Configuration... onthe
Management menu, or by clicking the System Configuration icon.

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

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

¢ Number plan—how the system responds to each first digit dialed.

¢ Business hours—used by system functions.

¢ Holiday—how calls are routed on designated holidays.

e System speed dial numbers.

e Call restrictions—prefixesto block, toll call prefixesand call control.

¢ Account Code—tablesfor creating and removing account codes.

e Call reports—CDR logging and data export.

¢ Messaging—basic parameters and settings for voice and email
messaging.

e Areacodesand required prefix setup—for exceptionsto toll call
standards.

walsAs

e |P Dialing Tables—tablesfor voice over IP.
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¢ DNIS—inbound call routing during different time periods.

¢ Tenants—sharing an AltiServ system among multiple companies.

e Distribution List—for voice message forwarding.

¢ Logout Reason Codes—for workgroups.
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Setting General Parameters

Setting General Parameters

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

To access the General settings, select System Configuration... on the
Management menu, or click the System Configurationicon. If the System
Configuration window is already open, click the General tab.
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Figurel. General window, System Configuration

Y ou can set the following parameters and options:;

Par ameter Description
System ID Reserved for future use.
Country Select alocation for the system.
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Parameter Description

Manager Extension Type the system manager’ s extension number.

The system manager has access to system
administrator functions.

For information on setting up extensions, see
Chapter 8, Extension and Workgroup
Configuration.

Distinctive Ring Enables users to distinguish between internal,
external, and operator calls by the way the phone
rings:

« Enable Distinctive Ring—establishes a short
double ring cadence for internal callsand a
normal, single ring for external calls.
Unselected, both rings are normal.

« EnableOperator Priority Ring—producesa
long single ring between short pauses on calls
to the operator.

System Home Area Code  Areacode for the system location.

System Main Number The main system telephone number, which is sent
to the pager’ s display when a user’ s messaging
options are configured to call apager. Thisisalso
the number subscribers call to access the AltiGen
Voice Mail System.

Conference Bridge Selected, conference calls will end when al
Option internal lines have disconnected from the
conference bridge.

Not selected, the conference connection can
continue between outside parties, even after all
internal parties have disconnected.

Note: For conference resource limits
information, refer to “AltiWare
Conference Resource Limits’ on page 38.
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Setting a System Number Plan

Par ameter Description
System Call Park Allowsthe user to park acall, then pick up the call
Timeout Ring Back in from another extension, forward the call, or take

some other action. If the call is forgotten or the
forward not picked up, the Ring Back time setsthe
number of minutes a call remains parked before
the user’ s extension isrung again. To the caller,
the call park sounds like being put on hold.

Operator Extensionand  Select the extension to be used by the system

Workgroup Members operator. For the extension you select, the
workgroup members show up in the Workgroup
Members box. For further information on
extensions, see Chapter 8, Extension and
Workgroup Configuration.

Setting a System Number Plan

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

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

To access the Numbering plan settings, select System Configuration... on
the M anagement menu, then click the Number Plan tab.
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Figure2. Number Plan window, System Configuration

Use the Number Plan window to specify the following parameters:

Parameter Description
Extension The number of digitsfor your extension numbering system.
Length Valid entries are from 3-6. For example, extension 2001
and 4020 are 4-digit extension numbers.
Note: Theextension length is not adjustable once the first g
extension is configured. To be more precise, the = &’
length cannot be changed without totally ‘8 Q
reconfiguring the system or deleting all the § %
extensions already configured. o
>
Default The default password for newly created extensions will be
Password randomly set; when changing the password, it must be four

to eight digitsin length.
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Parameter

DID Number
Length

First Digit
Assignment

Description

The number of digitsneeded to match aDID (Direct Inward
Dialing) number, with arange of 2 - 16.

Each extension can be assigned a DID number. A DID
number does not have afixed length. For example, the DID
number length is 4; the extension DID number - 2529299,

Depending on the service contract with the Central Office

(CO), the DID trunk can send al 7 digits (2522999) or just
thelast 4 digits (2999). If this DID Number Length option

is set to 4, the system always tries to match the last 4 digits
received to the last 4 digits of a DID number, regardless of
what is received.

Note: To accommodate future growth and minimize
disturbance, it is recommended that the length of the DID
numbers assigned to an extension be greater than or equal to
this DID Number Length. However, it is not necessary to
use the DID Number Length when routing viatie trunks.

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

The drop-down list options for each digit are asfollows:
— Extension
— Trunk Access
— Operator
— Invalid (no action)
— IP Trunk Access

— Route Access

Assigning Trunk, IP Trunk, & Route Access

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

Usually, 9isused asthe analog or PSTN trunk access code, and AltiWare
uses 9 asthe default for trunk access. Y ou can keep that configuration and
assign other digits such as 7 or 8 to Route Access and | P trunk access, or
you can change it. There are no defaults for | P trunk or Route Access.

IP Trunk Access

Only onelPtrunk accessoptionisallowed per AltiWare system. Itishighly
recommended that the same I P trunk access code (e.g. 8) be used for all
AltiWare systemsin the network. To use V oiceover | P, you must set up this
access and, in addition, configure the IP Dialing Table as discussed in
“Defining an IP Dialing Table” on page 129 and set the Vol P codecs as
discussed in “ Setting Vol P Codecs’ on page 197.

Note:  After setting the IP Trunk Access code here, you should set the
Trunk Access Codes of any 30-port Vol P boardsto “None” on the
General tab of the Trunk Configuration window (see “ Setting
General Trunk Attributes’” on page 173). Thiswill prevent users
from directly accessing the 30-port boards—which use the G.711
codec only—for callsto AltiServ serversor other | P gatewaysthat
may require the G.723 codec. If you still want users to have access to
thistrunk for outgoing calls, you can set it up through Outcall Routing (see
Chapter 9, Out Call Routing Configuration).

Route Access

The Route Access option can be assigned to one or more digits, to route the
call per the out call routing table. Out call routing, which is sometimes
called ARS (Automatic Route Selection) or LCR (Least Cost Routing
without carrier rate table), is described in Chapter 9, Out Call Routing
Configuration.

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

Note:  When making or editing these or other number plan assignments,
refer to the considerations on setting and editing discussed in
“Setting a System Number Plan” on page 104.
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Setting Business Hours

Setting Business Hours

The Business Hourstab contains group boxes for setting the business hours
and days of the week for which the business or organizationisin operation.
The business hours schedul es are used to set other AltiWare settings such
as trunk usage or routing DNIS calls to different extensions depending on
the time and day.

Note:  Because the business hours are used throughout the system, you or
the appropriate administrator must make surethe system time
has been set correctly. The system time can be changed using the
Date/Time utility in the Windows or NT Control Panel.

To access the Business Hour settings, select System Configuration... on
the M anagement menu, then click the Business Hour s tab.
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Figure 3. Business Hours window, System Configuration
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Set the business schedule parameters as follows:

Parameter Description

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

days should show check marks.
AM and PM For each day of the week, select the time periods
Schedules during which the company is available for business.

Thetime between the AM and PM times can be used
to indicate a lunch break or time between shifts.

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

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

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

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

Routing Calls on Holidays

Y ou can create special routesfor incoming DNIS and trunk callsthat come
in on designated holidays. For holidays that your organization treats as
half-days, you can create separate routes for business and non-business
hours.

Note:  Incoming DID and tie trunk calls will not follow holiday routes,
but go to the dialed extensions directly.
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Routing Calls on Holidays

To accessHoliday Routing settings, select System Configuration... onthe
Management menu, then click the Holiday tab.
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Figure4. Holiday window, System Configuration
Set holiday routing as follows:

1. Click Add to create anew holiday. In the popup that displays, select a
date from the dropdown and enter adescription to identify the holiday.

2. Setcal routing for “normal” holiday hours using the field group inthe
upper half of the Holiday window.

Thisisthe default route for calls coming in on the holiday.

3. Optionaly, select Special hoursand set call routing for special hours
using the field group in the lower half of the Holiday window.

This route will override the route for normal holiday hours, for the
hours you specify. Use this option, for instance, to route calls for the
working portion of aholiday that your organization treats as a half-

day.
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Configuring System Speed Dialing
Y ou can set up to 60 system speed dial numbers. The numbersavailableare
from 00 — 59, used following the system speed dial access code, #38.

Speed dial settings for individual extensions are set in Extension
Configuration. (See “ Setting up Station Speed Dialing” on page 210.)
To access the Speed Dialing settings, select System Configuration... on
the M anagement menu, then click the System Speed tab.
e, - |

CaliFusportn | Matsugreg | Asas Codes | PO Table | D05 | Terrtn | Diswbotion Lt | Lageal Reses
Darernd | Wurstes Pl | Busrss ogs | Hoidy  Spetenpeed | Dol Resrcion | Accos Code

Spea! [y

| Samken [ St .
o Sdnseas |

m e

i SEE{ITTAT

Il

[ =

=

-!

i

[ o | caes | |  hee |
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Defining System Call Restrictions

Editing Speed Dial Entries

To add or edit an entry, double-click the Station | D number you want to
work with, or select the number and click Edit. A dialog box appears:
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Typeinthe full number asyou would did it, with amaximum of 20 digits
per entry. For example, the phone number 914085551212 comprises of 9

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

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

Adding Names and Comments

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

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

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

Save the speed dial setup and Exit AltiView.

From the C:\Program Files\AltiGen\AltiView\<ext#>\, copy
sysspeedlist.dat directory to the same directory for every AltiView
user desktop.

Defining System Call Restrictions

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

The restrictions you set up here are global restrictions.
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Note: Thedialing restrictions set here are one of three ways of blocking
calls. See “ About Restricting Outgoing Calls’ on page 233 for a
discussion of the uses of the different functions.

To access call restriction setup, select System Configuration... on the
Management menu, then click the Call Restriction tab.
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Figure6. Call Restriction window, System Configuration

Blocking Calls to Area Codes from All Extensions
To add or edit system prohibited area codes:

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

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

3. Click Apply.
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Setting Toll Call Prefixes

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

Thetoll prefixes set here should match the dialing plan prefixes for the
country set in the General window (see “ Setting General Parameters’ on
page 102). Y ou can set the following toll call prefixes.

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

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

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

Locking Attacked Extensions

If auser enters eight consecutive invalid passwords when logging on,
AltiWare considers this an attack. To protect your company from theft of
services, you can lock an attacked extension for the period of time you
specify (1-24 hours) in the Password Check field group.

To unlock an extension, use the Extension Checker tool that isinstalled
with AltiWare. See “Extension Checker” on page 337.

Blocking All Outgoing Calls

To block all outgoing calls—for example, when testing or modifying the
system—select the Block All Outgoing Calls check box.
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Enabling Hop Off for Tie Trunks

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

Outﬁoing Tie Trunk:
call on
T1/PRI or VoIP
PSTN Trunk System A System B

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

Figure7. Hop Off for Tie Trunks

The trunk configuration to allow this function is discussed under “ Setting
General Trunk Attributes’ on page 173.

The board must be configured to alow for tie trunks, as discussed in
“Setting up T1 or PRI Channels on the Triton T1/PRI Board” on page 165.
Restricting Tie Trunk Calls

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

Creating Account Codes

Account Codes let you enable or force users to assign incoming and
outgoing callsto particular account codes for billing, tracking, or
forecasting purposes.
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Creating Account Codes

To access the Account Code window, select System Configuration... on
the M anagement menu, then click the Account Code tab.
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Figure8. Account Code window, System Cc.)nfi guration

Adding and Deleting Account Codes

To create an account/code association, click Add. Enter an Account Name
and Account Code in the dialog box that appears.

*  The Account Code may contain 1-10 digits.
* You can assign the same Account Code to different Account Names.

To delete an account and its code, select it and click Delete. Y ou can select
multipleitemsfor deletion by using Ctrl-click or Shift-click. Click Apply
to save your changes and OK to save and close the window.

Y ou can now set optionsfor each extension that determine whether account
codes can be forced or bypassed. See “ Establishing Basic Extension
Attributes’ on page 193.
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Setting up Call Reports

You can set up call reporting if AltiWare and AltiAdmin areinstalled on
the same server.

In AltiWare OE Release 4.5, call reporting distinguishes between call
detail data, which records every call made to, out of, and within the
AltiServ system, and RTM data, which isworkgroup-rel ated statistical data
captured from the real-time monitoring function used in the Alti Supervisor
client application. Both types of data can be set up for call reporting, or
logging, although their storage systems are different.

e Call detail data can be logged to your local drive, to aremote server,
and/or exported viaa COMM port.

< RTM dataisaways logged to your local drive.

Dataloggedtoyour local driveisstoredin adirectory called AltiDB, which
islocated by default on the root of the drive where AltiWareisinstalled.
Files are stored in .mdb format.

Backups, if you choose to make them, are created in a subdirectory called
DBBackup, which in turn contains three subdirectories. M CDR for
Advanced Call Data, RTMCALL for Call Data, and RTMDATA for
RTM data. These three types of data have separate report screensin the
CDR Search client, and are described in the CDR documentation.

The CDR formats are described in “Call Accounting Report Formats’ on
page 375.
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Setting up Call Reports

To set up Call Reports, select System Configuration... on the
Management menu, then click the Call Reportstab.
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Figure9. Call Reportswindow, System Configuration
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Internal (Local) Logging of Call Data Data

To enable CDR collection to the local drive, select Internal CDR log -
MDB and click the Config button. A dialog box appears.

Internal CDR Config [ x| |

¥ Enatle
Retain Recordz |60

: Daps
% Save dbin backup directany
Renew Backup DB every | day -

" Femove db permenantly

] I Cancel |

Figure 10. Enablelocal call datalogging

To enable RTM data collection to the local drive, select Internal RTM
data - MDB and click the Config button. A dialog box appears.

RTM Statistics Config x| |

¥ Enatble
Retain Recards |60 - Daps
Save data every |1 day j

& Save dbin backup directony

Renew Backup DB evem Imﬂﬂth "I

™ Remove db permenantly

(] I Cancel |

Figure1l. Enablelocal RTM data logging
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Setting up Call Reports

Parameter
Enable

Retain Records

Save data every
(RTM Statistics only)

Save db in backup
directory

Remove db
permanently

Example:

Description
Check to enable internal (local) logging of call data.

Select the number of daysto retainrecords. This
can be any number of days from 1-365.

Specifieshow often to saveworkgroup call datafrom
the real-time monitor. This setting, with intervals
ranging from 15 minutes to 1 day (24 hours),
provides the minimum level of granularity at
which RTM data (“Workgroup Statistics”) will
be reported from the CDR Search client.

Select to save backup filesinto the AltiDB
>DBBackupfolder. Select aRenew option to specify
how often to save the backup files. AltiWare will
saveall datathat overflowsthe Retain Recordslimit
each day at midnight, into afile of format
<yyyymmdd>.mdb.

Select to remove data after the Retain Recor dslimit
is passed instead of backing it up. When the Retain
Recordslimit is reached, the oldest day’ sdatais
removed permanently.

* Retain Recordsis set to 60 days
» Savedb isselected
* Renew Backup is set to every month

With these settings, on day 61 a backup file is started in the DBBackup
folder. Each day’scall or RTM datais added to thisfile for one month. At
the end of amonth, anew fileis started in DBBackup, which is likewise
appended with each day’s call or RTM data every day at midnight.
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Backup files are dated and renewed according to the following schedule,
regardl ess of when you actually make the Renew selection.

Renew setting Renewal Dates

day daily, at midnight

week every Sunday

2 weeks the 1st and 15th of every month
month the first of every month

3 months December, March, June, September
6 months January and June

year January

External (Remote) Logging of Call Data

AltiWareallowsyou to output call accounting to aMicrosoft SQL 7 or SQL
2000 database or to athird party external application.

In either case, the database cannot be on the same server asthe AltiWare
system. A system integrator or database devel oper will need to write a
custom query to extract data from the SQL database.

Y ou can send reports from a number of different AltiServ systemsto the
same database.

Note:  Beforeyou enableexternal logging using thiswindow, you need to
set up and configure the database. It should be ready to receive the
reports before you enabl e the export here.
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To enable CDR collection to thelocal drive, select External CDR log, and
click the Config button. A dialog box appears.

External CDR Config Ed

[~ Enable lo

Sewer.i‘«ddrexxl 1 L |

% Altigen Esternal Server
™ Third Party Extemnal Server
Pleaze make zure external server iz in comect

rernote zite. if there iz any problem to connect to
zerver, this service iz automatically dizabled.

OF. I Cancel

Figure12. Enable external call data logging

Par ameter Description

Enable Check to enable external (remote) logging of call
data.

Server Address Enter server’s |P address.

Altigen External Select to use AltiGen’simplementation of the

Server Microsoft SQL database.
Third Party Select to export the datato a third party
External Server application.

Note:  AltiGen does not provide any SQL backup and restore utility. We
strongly recommend that you use SQL Backup and Maintenance
utility to perform daily backup and maintenance jobs, and use a
restore utility to restorethe database. If you need to reconstruct the
SQL server, run the External Logger Setup to create an empty
calldb database before restore.

122 AltiWare OE System Installation & Administration Manual



System Configuration

To enable RTM data collection to the local drive, select External RTM
log, and click the Config button. A dialog box appears.
Exbernal BT Conlig E

[T Enable

Server Addeess | [ 0. 0.0

¥ Aligen Extennal Senee
™ Third Party Extemial 5ereer

Save dala sveiy |1 oy -'l

Flease makes suie exbemal server is in comect
parnolE ale, d Feis s any pooblam G conrect 1o
server, thit seracs i sbomatcaly daabled

| 0OF. I Cancel

Figure13. Enable external RTM data logging

Parameter Description

Enable Check to enable external (remote) logging of call
data.

Server Address Enter server’s | P address.

Altigen External Select to use AltiGen’ s implementation of the

Server Microsoft SQL database.

Third Party Select to export the datato athird party

External Server application.

Exporting Through a Local Port

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

To do this, select the Enable Data Output box in the Accounting Data
Processing field group. Then select an Available Port and the Baud Rate.
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Managing Messages

Managing Messages

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

To access Messaging setup, select System Configuration... on the
Management menu, then click the M essaging tab.

Figure 14. Messaging window, System Configuration
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Setting Message Notification Retries

When amessageis sent to a user’s email in-box or voice mailbox and
outcall notification is configured, notification is sent to the user. Y ou can
set the retry setting for the notification as follows:

Parameter Description
Maximum Retry Can be between 0 and 16. Thisisthe number of times
Count the system will try to deliver a voice message

notification after the original attempt. For example, 5
retries means five tries after the original, or 6 total

attempts.
Retry Interval in The number of minutes between retry attempts. Five
Minutes minutes is the minimum and 60 minutesis the

maximum interval allowed. The default is5 minutes.

Setting Message Management Options

Set message confirmation and warning parameters:

Parameter Description
Confirm Message If checked, the system plays a voice message
Deletion instructing the user to confirm request for deletion by

pressing the # key. This prevents users from
accidentally deleting messages with asingle key

entry.
Warn Expiration of If checked, the system warns the user that saved
Saved M essages messages will be deleted due to their retention time

expiring. The message is given the day before the
messages are automatically deleted, and the user then
has the option to either keep or delete the message.
By default, this feature is enabled.

Note: If thisfeatureis disabled, saved messagesare
deleted automatically without warning when
they expire.
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Managing Messages

Setting Message Recording Options
Set message recording parameters:

Parameter

Minimum Recording

Pause Detect Length

Description

Sets the minimum length in seconds for any
recording (i.e., incoming voice mail message,
personal greeting, system prompts). Thiscan befrom
1-5 seconds, or 0, which means no minimum.

All recordings that are shorter than the designated
Minimum Recording length are deleted. Thisfeature
is recommended when users receive many empty
voice mall messages on aregular basis and would
like them automatically deleted.

Selected, thisfeature causes the deletion of pausesin
messages. The default pause detect length is 500 ms.
The pause detect can be disabled by deselecting the
check box, or thelength can be set to aval ue between
200-2000 ms (.2—2 seconds).
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Setting E-mail Messaging Options
To use the AltiWare email services, configure the following settings.

Parameter Description

Enable SMTP/POP3 Selected, this enables incoming and outgoing mail
E-Mail Service. services on AltiServ—Simple Mail Transfer
Protocol (SMTP) and Post Office Protocol (POP).

Allow Inbound This check box option is activated and selected by

Internet Mail. default if you enablethe SMTP/POP E-Mail Service.
Y ou can deselect this option if you don’t want to use
the AltiWare E-Mail service for inbound mail; for
example when you' re using another email server on
the AltiServ system.

Synchronize with Before selecting this option to use an Exchange

Exchange Server. Server, you should make sure the Exchange Server
and Windows/ NT configuration is established. See
the AltiGen document, Exchange Server Integration
in AltiWare OE.

Select this option if you are using an Exchange
Server and want to synchronize it and the AltiServ
servers—that is, when emails or voice mails are
deleted from one service, they are automatically
deleted from the other server as well.

If you choose this option, you must typein the
Exchange Server Address. The name must bejust the
name of the machine or the fully qualified domain
name.

Setting Area Code Toll Definitions

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

e Local Call Definition. Calls that begin with 1 but are free (e.g., 800).
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Setting Area Code Toll Definitions

e 10Digit Dialing. Local callsthat require dialing area codes but do not
requiredialing 1 first.

e 1+10Digit Dialing. Callswithin the home area code that require 1 +
Area Code + Number.

Accessing Area Codes Setup

To access the Area Code window, select System Configuration... on the
Management menu, then click the Area Codes tab.
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Figure 15. Area Codes window, System Configuration

Adding and Deleting Entries

To add entriesto one of the threelists, click Add below the appropriate list
box. In the dialog box that appears, type a number and click OK.

Todedeteanentry, selectit and click Delete. Y ou can select multiple entries
for deletion by using Ctrl-click. Click Apply to save your changes and OK
to save and close the window.
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Y ou can type an area code alone, or an area code + prefix if needed. When
you type the area code and prefix, optionally you can connect them with a
single hyphen—for example, 510-487, or 212-677. The optional hyphenis
for your convenience and readability. Using the same examples, 510487
and 212677 are also valid entries.

Defining an IP Dialing Table

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

Note: Toenable VolP, you must have at |east one Triton Vol P board
installed and configured. (The IP Dialing Tableis disabled unless
thereis at least one Vol P board installed.) Y ou also must have
assigned an |P Trunk Access code, as discussed in “Assigning
Trunk, IP Trunk, & Route Access’ on page 106, and you must set
the Vol P codecs as discussed in “ Setting Vol P Codecs’ on page
197.

About the Location ID Digit Length

Inthe P dialing table, you define the addresses of the remote locations and
set aL ocation 1D Digit L ength. The dialing length sets the length of the
L ocation I D, the number you define in the dialing table to identify each
remote location.

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

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

Use Caution Before Changing the Dialing Length

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

If you increase thelocation ID length, the number 0 is added to the front of
thelocation I Ds. For example, if you changethelength from 2to 3, location
IDs 02 and 27 will become 002 and 027 respectively.

If you decrease the number of digitsin thelocation ID, the last digit is
dropped from location I1Ds. For example, Location ID 240 becomes 24.
There is an exception to this truncation method: if the leading digit is 0, it
is dropped. For example, 048 becomes 48.

Defining the IP Dialing Table

Toaccessthel P Dialing Tablewindow, select System Configuration... on
the M anagement menu, then click the | P Dialing Tabletab.
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Figure 16. Dialing Table window, System Configuration
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Setting the Location ID Digit Length

Set thelength in the Location I D Digit Length drop-down list, noting the
discussion about the length in the previous section.

Defining Remote Locations
To add alocation, click the Add button to open an entry dialog box:
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Define the attributes for the entry:

Parameter Description

Location ID A unique dialing number to connect to the remote
location. The length of the number is of course the
Location ID Digit Length described in “ About the
Location ID Digit Length” on page 129.

L ocation Name A descriptive name of up to 15 charactersto identify
the location. This name may be used by Caller ID.

Server |P Address The remote server’s address in one of the following
formats:

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

e Fully quaified DNS name (e.g.,
newyork.altigen.com), of up to 64 characters.
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Par ameter Description

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

Dialing Scheme Overlapping (ATGN) is best used with analog
trunks to alow the terminal to omit part of the digits
required to complete a call while buffering the
remaining digits.

Enbloc, used with digital (ISDN) trunks, allows the
terminal to include all of the digits required to
complete acall.

Configuring DNIS Routing

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

Note: DNISsupportsonly incoming T1, PRI, and analog DID trunks, and
in the case of T1 and PRI DNIS works with incoming trunks that
are not set up astietrunks.

In order to locate an entry in the DNIS table for an incoming call, afull
match is required. If thereis no match in the DNIS routing table set up in
this window, the system tries to match the number based on the DID
number entered in the General page of Extension Configuration (see
“Setting up Extensions” on page 191). If thereis still no match, the system
routes the call according to the In Call Routing page defined in Trunk
Configuration.
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To access DNISrouting, select System Configuration... on the
Management menu, then click the DNI S tab.
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Figure17. DNISwindow, System Configuration

Adding and Deleting DNIS Route Entries

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

The number and name entries have the following requirements:

e The DNIS Number must be devoid of all characters except the
numbers 0-9 (the hyphen is not accepted in this dialog box). For
example, 2529876 is a good entry, but 252-9876 is not.
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e The DNISNameisdescriptive and optional; it can be used to remind
you about the nature of the number and routing. For example, you
might give the 2529876 number the name, “Tech Support.”

To delete an entry, select it in the DNIS number list, then click Delete.
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Using a Tenant Table

Defining the Routing

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

For each number, you can set routing for three distinct time periods defined
inthe Business Hourswindow (see“ Setting BusinessHours” on page 108):

*  During Business Hours
*  Outside Business Hours
*  Non Workdays

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

* Routeto aparticular extension selected in the drop-down list

* Routetoaparticular auto-Attendant number selected in the drop-down
list

* Routeto the operator

Using a Tenant Table

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

The tenant | Ds are matched on the one hand to extensions and on the other
hand to trunks, so that extensions are matched to trunks, or, more precisely,
extension tenant IDs are linked to trunk tenant 1Ds. This configuration
eliminates the need to set up separate access codes for each tenant. I nstead,
all extensions can dial the Route Access code for outbound calls.

For information on Route Access, see “Assigning Trunk, IP Trunk, &
Route Access’ on page 106.
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To access the Tenants window, select System Configuration... on the
Management menu, then click the Tenants tab.
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Figure 18. Tenant window, System Configuration

Configuring the Tenant Table

Configuring the tenant table involves first adding entriesto the tenant list,
then using Extension Configuration and Trunk Configuration to assign
extensions and trunks, respectively, to tenant I1Ds.

To create tenant entries:

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

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

3. Repeat the above steps for al the tenants you want to add, then click
OK to close the System Configuration window.
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Using a Tenant Table

To assign extensions to tenant IDs:

1. Select Extension Configuration... onthe M anagement menu to open
the Extension Configuration General window.

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

a. Inthe Extensionlist, select and highlight the extension you want to
assign to atenant ID. Each extension can be assigned to only one
tenant ID.

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

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

1. Select Trunk Configuration... onthe M anagement menuto openthe
Trunk Configuration General window.

2. For each trunk you want to assign to atenant 1D:

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

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

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

Modifying the Tenant Table

To delete a tenant from the tenant window:
Highlight the ID number and click Delete.

If you delete atenant 1D that has been assigned to an extension or to a
trunk, the extension and trunk assignments are reset to N/A (no
assignment).

To edit the tenant name:

Double-click the name in the Tenant window (or select the name and
click Edit), then change the name in the dialog box that appears.
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To change the extension-to-tenant ID assignment:

Open the Extension Configuration General window, as discussed in
the steps on the previous section under “ To assign extensionsto tenant
IDs;,” and use the Tenant drop-down list to change the tenant ID
assigned to any extension.

If atenant ID is already assigned, you must change or remove the
assignment from the old extension before you can assign it to a new
one.

Note: If an extension is assigned to N/A in the Tenant drop-down
list, the extension is able to access all trunks, even though the
trunks have been assigned to tenants.

To change the trunk-to-tenant ID assignment:

Open the Trunk Configuration General window and use the Tenant
Selection drop-down list to change the tenant | D assigned to any trunk.

Note: If atrunk isassigned to N/A in the Tenant Selection drop-
downlist, thetrunk is accessibleto all extensions, even though
there are tenant assignments.

Creating Distribution Lists

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

Y ou can create up to 100 distribution lists, each composed of up to 64

extensions. The extension list member can represent another distribution

list.

Note:  The system distribution lists discussed here are different from the
extension distribution lists, which are configured through the
phone sets or the AltiView or AltiAgent user applications.

To accessthe Distribution List window, select System Configuration... on
the M anagement menu, then click the Distribution List tab.
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Figure 19. Distribution List window, System Configuration

Defining a Distribution List

1

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

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

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

To add a member, select the name(s) in the Non-Member list and
click the Add button to move it to the M ember list.

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

You can select multiple names by using Ctrl-Click.

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

In aworkgroup environment, logout reason codes allow agents to specify
why they are signing off from the workgroup, and the manager can view
that information. If logout reasons are required, the system requests a
reason at logout from the phone set and from the AltiAgent application.

The Logout Reason window allows you to enable or disable the required
entry of alogout reason, and it provides for defining up to 20 reason codes.
A logout history can be tracked and stored for future analysis.

To access the Logout Reason window, select System Configuration... on
the M anagement menu, then click the L ogout Reason tab.
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Figure20. Logout Reason window, System Configuration

To require logoff reasons, check the L ogout reason code required check
box. If you don’t want to require reason codes, deselect the check box.

To define reason codes, type the associated reason into the text box next to
the code you want to associate with the reason.
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Board attributes and functions are accessible in the Boards window in the

AltiWare desktop.

CHAPTER 6
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Figurel. Board window

For the board you want to configure, double click the board’siconin the
Boar ds window to open the Board Configur ation window.

Important: To implement some board configuration changes, you must
shutdown and restart AltiGen Switching Services by first
choosing Shutdown Switching on the Services menu, which
aso closes AltiAdmin, and then restarting AltiAdmin.
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Using the Triton Resource Board

The Triton Resource Board is a PCI bus telephony board that provides the
ability for one extension to monitor other extensions (as set up in the
Extension Configuration Monitor List, discussed in “ Setting Up Monitor
Lists’ on page 229), and the barge-in ability. The Resource Board requires
no complex configuration; you install it and run it. The Board ID must be
the range of 0 to 15, and each AltiServ system supports a maximum of 2
boards.

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

Without the Resource Board installed, supervisorswill hear an error toneif
they try to perform amonitoring or barge-in operation.

Configuring the Quantum Board

Double click the board’ sicon in the Boar ds window to open the Boar d
Configuration window.
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Figure2. Board Configuration window (Quantum Board)
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Use the Board Configuration window for the Quantum board to view the

following attributes:

Parameter

Board Info

Channel Mapping
List

Span Info

Board Configuration

Board Configuration

Description

Board Logical 1D: assigned by AltiServ.

Board Name: the type of board installed in the
system and board ID.
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Note: For Quantum boardsin a Windows 2000
system:

» thephysical board ID 0 is not supported
¢ thevalid physical board IDs are 1-15

Logical Channel, Physical Span, and Physical
Channel for the entire board.

To reset the channel, select the channel to reset and
click the Reset Channd button, then click OK.

Note: Depending on whether the channel isalineor
atrunk line, double clicking a channel in this
window invokes either aLine Properties
window (see “Quantum Line Properties’ on
page 200, or aTrunk Line Propertieswindow
(see “Quantum Trunk Properties’ on page
176).

Not available for Quantum boards.

Opens a diagnostic dialog box.
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Figure3. Quantum Board Debug

Y ou can send a debug string to the board, or you can
do a DSP Dump, Memory Dump, or FMIC Dump.
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Par ameter Description

Reset Board Resets the board, after you confirm by accepting a
warning that resetting a board will disconnect all
callsin progress on that board.

Important: Besuretoinform all users before
resetting a board.

Configuring the Triton Analog Station Board

Double click the board’ sicon in the Boar ds window to open the Boar d
Configuration window.
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Figure4. Board Configuration window (Triton Analog)

Use the Board Configuration window to view the following attributes:

Parameter Description

Board Info Board L ogical ID: assigned by AltiServ

Board Name: the type of board installed in the
system and board ID.

Note: Thisisinformationa only and cannot be
edited.
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Par ameter Description
Channel Mapping Shows the board L ogical Channel, Physical Span,
List and Physical Channel.

To reinitialize channels, select the channel to reset
and click the Reset Channel button, then click OK.

Note: Thisisinformationa only and cannot be
edited.

Note: Double clicking a channel in this window
invokes a channel configuration window.
Refer to the Line Properties button in
Extension Configuration. See” Triton Analog
Station Line Properties’ on page 201.
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Span Info Not available for Triton Analog Station boards.
Board Configuration Displays the board’ s serial number.

Reset Board Resets the board, after you confirm by accepting a
warning that resetting a board will disconnect all
callsin progress on that board.

Important: Besureto inform all users before
resetting a board.

Configuring the Triton Analog Trunk LS/GS and
LS Boards

New with AltiwWare OE 4.5isthe Triton Analog Trunk board. Thisisalong
form factor PCI telephony card that supports 12 trunks, and isavailablein
two models; loop start/ground start (LS/GS) and loop start (LS). Both
models have the samefeaturesregarding LS. The LS/GS board is required
when ground start trunks may be required.
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Configuring the Triton Analog Trunk LS/GS and LS Boards

Doubleclick the board’ sicon in the Boar dswindow (see Figure 1) to open
the Board Configuration window.
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Figure5. Board Configuration window (Triton Analog Trunk)

The Board Configuration window contains the foll owing attributes:

Parameter Description

Board Info Group Board Logical I1D: assigned by AltiServ

Board Name: the type of board installed in the
system and board ID.

Note: Thisisinformationa only and cannot be

edited.
Channd Mapping Shows the board L ogical Channel, Physical Span,
List Group and Physical Channel.

To reinitialize channels, select the channel to reset
and click the Reset Channel button, then click OK.

Note: Thisisinformationa only and cannot be
edited.

Note: Double clicking achannel in this window
invokesachannel configurationwindow. See
“Triton Analog Trunk LS/GSand LS
Properties’ on page 179.

Span Info Not available for Triton Analog Trunk LS/GS and
LS boards.
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Par ameter Description
Board Configuration Displays the board’ s serial number.

Reset Board Resets the board, after you confirm resetting by
accepting awarning.

Important: Resetting a board will disconnect all
callsin progress on that board! Be sure
to inform all users before resetting a
board.
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Configuring the Triton VolP Board

Voice over IP for Altiware OE

AltiWare OE includes the option for Voice over IP (Vol P) functionality,
which in previous rel eases required the installation of AltiWare IP
software.

VolPfor AltiWare OE runs on an H.323 platform that allows voice callsto
be made through an IP network. It includes an integrated Vol P gateway to
convert voice callsinto IP packets and transmit them through the IP
network. It also has the capability of networking multiple AltiServsinto a
virtual PBX network. Thisenablescallsto be made through the I P network,
which allows for significant savingsin toll charges.

Triton VolP Board

The Triton Vol P board is used to provide voice processing resources for
AltiWare OE, similar to the way Quantum telephony boards are used for
anal og trunks and extension lines. Unlike the Quantum telephony boards,
however, only IP trunks are provided on the Triton Vol P board. AltiWare
Vol P uses DSP engines residing on the Triton Vol P board to perform the
voice processing functions needed for H.323 devices. Quantum and Triton
boards are connected via MV I P connectors.

Features

The following features are automatically enabled during AltiWare OE
installation.
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PCI Plug and Play

Triton Vol P boards fit into standard PCI dots. Once installed, it is
recognized by AltiWare OE and appears on the Boards window of
AltiWare Administrator.

Device Driver

A kernel modedevicedriver isimplemented for the Triton Vol Pboard. The
device driver provides access to resources on the Triton Vol P board to
applications.

Port Specifications

See Chapter 2, System Limitations, for limitations on configuring Triton
Vol P boards and ports.

Network Configuration Guidelines for VolP

Real -time applications such as voice communications require anetworking
environment that meets certain requirements to deliver and maintain good
voice quality. The following network configuration guidelines are highly
recommended when using AltiWare’ s Vol P features.

ISP/Intranet Quality of Service (QoS)

e |f you subscribe to the public IP network or use your own Intranet,
make sure the maximum network delay is less than 150 milliseconds.

e Also, thetypical packet loss rate should be less than 5 percent.
WAN Bandwidth

* If youarerunning G.723.1 compression, you should reserve 17 kbps
WAN link bandwidth for each channel.

*  You should reserve aminimum of 75 kbps WAN link bandwidth for
each IP G.711 channel.

*  When asmall data application (e.g. one FTP transfer session) is
running across the same WAN as AltiWare | P, make sure bandwidth
isreserved for datatraffic. An example would be, if you have 64 kbps
WAN link, you can run one G.723.1 session concurrently with one
FTPfiletransfer session, provided that the router fragments each TCP
packet to 500 bytes.
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The Jitter Buffer should be adjusted according to the bandwidth
alocated to datatraffic. For example, along Ethernet packet
(approximately 1500 bytes) traversing through aWAN, which is
allocated with 256 kbps of data traffic bandwidth, will take about 50
milliseconds. The Jitter Buffer value should be set to this WAN link
transmission delay plus the typical network jitter delay. Refer to
“Triton Vol P Trunk Configuration” on page 181 for more information
on how to configure the Jitter Buffer.

If you have heavier data applications running concurrently, the
bandwidth reserved for data traffic should be increased.

If your router supports multilink or TCP fragmentation, configureyour
WAN router to user smaller packet sizes, e.g. 500 bytes.

WAN Router Configuration

The router which connectsyour LAN and the WAN should support priority
queuing.

Configuretherouter so that the | P/UDP packets being sent to and from
an | P station have higher priority than the packets generated by other
stations on the same network. Please consult your router manufacturer
for more information on setting up this configuration.

Firewall Configuration

Please note the following very important guidelines when working with a
firewall on your network:

If afirewall is used to protect your network access security,
reconfigure the firewall to open up the following TCP and UDP ports
tothe IP system’s IP address:

1. 49152 to 49159 for 1 board, or 49152 to N for more than 1 board
Note: N =49152 + (62 * number of boards) - 1
2. TCPPort 1720

Thisalows P s voice and H.323 packets to pass through the firewall
freely. If the firewall supports H.323 protocol, configure the firewall
using H.323 instead of opening up the specific ports.

Ensure that the rules to permit 1P s H.323 traffic are at the beginning
of your access filter list. Thiswill minimize the delay of latency-
sensitive voice packets. Thisis ESPECIALLY important with long
access lists and/or slow routers.
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Configuring the Triton Vol P Board

Network Using NAT

If you plan to connect to your AltiServ system viathe Internet and your
router or Internet access provider is using Network Address
Trandation (NAT), please ensure that your NAT implementation
supports H.323.

» Youare probably using NAT if both of the following conditions
apply:
— Your AltiServ server's | P address matches any of the following
numbers (where x is any number from 0-255):
e 10.X.X.X
e 172.16.X.X t0 172.32.X.X
e 192.168.x.x

— You are able to connect to the Internet directly WITHOUT
using a proxy or socks server.

» Contact your router/firewall vendor to obtain a software update for
your networking equipment, or obtain routable address space from
your Internet provider. If you are unsure whether or not you are
using NAT, contact your router/firewall vendor or Internet
provider.

AltiGatekeeper

* If there are two network cards on a multi-home host, when
configuring the network cards, you should only set the default
gateway for the public interface network card. L eave the default
gateway for the private network interface card empty.
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Setting Up an AltiServ-to-AltiServ IP Network

Two or more AltiServ systems can be networked together to provide
extension-to-extension connections via IP trunk calls. Users may dial a
remote AltiServ’ s auto attendant or direct dial to an extension, without
having to dial out through the PSTN. A diagram illustrating a multiple
Alti Serv-to-AltiServ connection is provided below and isreferred to as an
example throughout the configuration instructions below.
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Figure6. AltiServ-to-AltiServ Connection

Follow the steps below to configure IP trunks for an Alti Serv-to-Alti Serv
tie-trunk line connection:

1. Confirm that the correct number of Triton VolP boards are installed
and connected by checking the Boar ds window on the Main Window
of Altiware Administrator. Refer to “Boards View Window” on page
93 for more details about this window.

2. Assign the IP trunk access code on the Number Plan tab window of
System Configuration. See“IP Trunk Access’ on page 107.

3. Configure general trunk parameters on the General tab window of
Trunk Configuration. See “ Setting General Trunk Attributes’ on
page 173.

4. Configure the dialing plan for connection to remote AltiServ systems
on the | P Dialing Table tab window of System Configuration. Set
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the Number of Dialed Digitsto “None.” Refer to “Defining the IP
Dialing Table” on page 130.

5. Setthe Vol P codecs so that servers use the same codec. See “ Setting
VolP Codecs’ on page 197.

6. Repeat steps1through 5 for all local and remote AltiServ systemsthat
are to be networked viatie-trunk line connection.

This completes the Alti Serv-to-Alti Serv network connection. Y our
organi zation isnow ready to make and receive | P trunk callsthrough public
or private IP networks.

Note: Extension users should refer to the AltiView and AltiServ User
Guide for instructions on how to dial aremote AltiServ. Also, be
sure to distribute the Remote L ocations Dialing Chart with your
organization’s unique dialing plan. This chart is available in the
AltiView and AltiServ User Guide.

Board Installation

Double click the board’ sicon in the Boar dswindow (see Figure 1) to open
the Board Configuration window.
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Figure 7. Board Configuration window (\VVol P Board)

The Board Configuration window for the Triton Vol P board displays the
same options as the Quantum board, which are discussed in “ Configuring
the Quantum Board” on page 142.
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The Board Configuration button invokes the Triton Vol P Trunk
Properties window, which displays the board serial number and displays
line settings. Refer to “ Triton Vol P Trunk Configuration” on page 181 for
more detail.

Troubleshooting—Common Symptoms and Solutions

Thefollowing are some of the most common problems you may encounter
and alist of stepsto troubleshoot and resolve these problems.

Poor Voice Quality

When voice quality is poor, try the following:

1

Perform a Loop-Back Test. Call yourself by dialing out and dialing
back into yourself. If you don’t have any problems performing this
test, the problem is most likely in the network or at the remote site.

Check Traffic Between AltiWare | P Stations. Openthe IP Trunk
Current Traffic Statisticswindow and the AltiWare | P Cumulative
Traffic Statisticswindow in AltiWare Administrator or AltiAdminto
view network traffic.

Check the RTP and RTCP Settings. Make sure UDP port numbers
49152-49199 are not assigned to other applications. RTP/RTCPisthe
acronym for Real-Time Transport (Control) Protocol, a transport
protocol for real-time applications used to transport packetized voice
packets over the | P network.

Check Network Configurations. Follow all network configuration
guidelines provided under “ Network Configuration Guidelines for
VolP” on page 148. Make sure the router, WAN bandwidth, and Jitter
Buffer are configured properly.

Cannot Make a Connection

Check Network Connectivity using “ping.”

Check Network Firewall Settings. See “Network Configuration
Guidelinesfor VolP’ on page 148 for more details.

Check IP Address of Destination System

Check the RTP and RTCP Settings. Make sure UDP port numbers
49152-49199 are not assigned to other applications. RTP/RTCPisthe
acronym for Real-Time Transport (Control) Protocol, a transport
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Configuring the Triton T/PRI Board

protocol for real-time applications used to transport packetized voice
packets over the I P network.

5. Check the AltiWare|P Dialing Table for Dialed Digits L ength.
Refer to “Defining an 1P Dialing Table” on page 129.

6. Check if Called Extension isa Workgroup or has Multiple Call
Waiting Enabled. When the called party isaworkgroup pilot number
or has Multiple Call Waiting enabled, the caller is placed on hold and
hears ringback or music.

IP Trunk Does Not Appear in Trunk View

When an IPtrunk doesn’t appear in the Trunk View, there aretwo possible
Causes:

1. DeviceDriver isNot Running - check the device driver. Make sure
it'sinstalled and working properly.

Windows NT 4.0 does not support Plug and Play. Therefore, the PnP
I SA Enable Driver (PNPISA.SYS) must beinstalled if it is not
installed already. Refer to the Microsoft Web site for installation
instructions.

2. Triton VolP Board isNot Installed Properly - Refer to the Quick
Installation Guide for more details on proper installation of the Triton
VolP board.

Configuring the Triton T1/PRI Board

AltiWare OE 3.5 and higher includes the option for digital T1 or PRI
(Primary Rate Interface) functionality. Through AltiAdmin, the Triton T1/
PRI board can be configured for either T1 or PRI.

Both T1 and PRI carry 24 pulse code modulation (PCM) signals using
time-division multiplexing (TDM) at an overall rate of 1.544 Mbps. Voice
T1 provides twenty-four 64K channels with robbed bit signaling. PRI
provides twenty-three 64K channels, using one 64K channel for D channel
messaging.

The Triton TL/PRI board is used to provide voice processing resources for
AltiWare OE, similar to the way Quantum telephony boards are used for
anal og trunks and extension lines. AltiWare OE uses DSP enginesresiding
on the Triton TL/PRI board to perform the voice processing functions
needed for either T1 or PRI service. Quantum and Triton boards are
connected via MV P connectors.
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For information on how to install Triton T1L/PRI boards, refer to the Quick

I nstallation Guide provided with every board package.

Service Parameters for T1

To subscribe to T1 service, certain parameters are required to establish
service. The information provided below identifies the recommended and

supported parameters for T1 service.

T1 Service Request Information

When ordering T1 service, provide the following service request
information:

Equipment Information

Product Manufacturer - AltiGen Communications, Inc.

Product Name - AltiServ PBX Phone System

CSU/DSU - ADTRAN T1 ACE (recommended) or other CSU/DSU

Technical Information for T1 with Voice
Signaling Protocol:

e E&M Wink Start (recommended)

* E&M Immediate Start

» Ground Start

< Loop Start (not recommended)
Trunk Type:

 DID

¢ 2-Way DID (recommended)

+ DOD
Framing:

e Super Frame (SF)/D4

« Extended Super Frame (ESF) (recommended)
Line Coding:

¢ Alternate Mark Inversion (AMI)

e B8ZS (recommended)
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Configuring the Triton T/PRI Board

DNIS, Caller ID - DTMF (Dual Tone Multi-Frequency)
Physical Termination - RJ48X or RJ-48C

Wire: 4 wires

800 Service: you decide

Termination | mpedance - 100 ohms

Type of Registered Services Provided

BN 1.544 Mbps SF without power

DN 1.544 Mbps SF B8ZS without power

1KN 1.544 Mbps ANSI ESF without power

1SN 1.544 Mbps ANSI ESF, B8ZS without power (recommended)

Service Order Code
SOC 6.0PAS.2

T1 Channel Assignment
Trunk Type: In, Out, or 2-Way (recommended)

Channels Assigned: 24 (Enter partial channelsif you wish to subscribe to
both voice and data service.)

Hunting: Most Idle, Least Idle, Ascend, Descend

DNIS Digits/Signal: 3/IDTMF (can be 3 to 10 digits)

Caller ID Signal: DTMF, if available (Not every service provider provides
Caller ID over T1lines.)

CSU/DSU Requirements

The CSU (channel service unit) is adevice used to connect adigital trunk
line coming in from the phone company to the PBX. A CSU can terminate
signals, repeat signals and respond to loopback commands sent from the
central office.

Service Parameters for PRI

To subscribe to PRI service, certain parameters are required to establish
service. The information provided below identifies the recommended and
supported parameters for PRI service.
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PRI Service Request Information

When ordering PRI service, provide the following service request
information:

Equipment Information

Product Manufacturer - AltiGen Communications, Inc.

Product Name - AltiServ PBX Phone System

CSU/DSU - ADTRAN T1 ACE (recommended) or other CSU/DSU
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Technical Information for PRI with Voice
Switch Type:

* BESS (recommended)

¢ DMS (recommended)

¢ NI-2 (recommended)

e 4ESS

« MEGACOMM
Framing:

e Super Frame (SF)/D4

« Extended Super Frame (ESF) (recommended)
Line Coding:

¢ Alternate Mark Inversion (AMI)

« B8ZS (recommended)
Physical Termination: RJ}-48X or RJ-48C
Wire: 4 wires

PRI Channel Assignment
D Channels Assignment: 24th channel (channel ID 23)

Note: AltiServ can configure any channel in a PRI span to bethe D
channel. The default setting isthe last channel. Every span
should select aD channel within the span. OE 3.5A and higher
does not support shared D channel (NFAS) or back up D
channel.

Hunting: Most Idle, Least Idle, Ascend, Descend
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Configuring the Triton T/PRI Board

DNI S Digits: can be 3 to 10 digits

CSU/DSU Requirements

The CSU (channel service unit) is adevice used to connect adigital trunk
line coming in from the phone company to the PBX. A CSU can terminate
signals, repeat signals, and respond to loopback commands sent from the
central office.

Board Configuration

Double click the board’ sicon in the Boar dswindow (see Figure 1) to open
the Board Configuration window.
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Figure8. Board Configuration window (Triton T1/PRI Board)

The Board Configuration window for the Triton T1/PRI board displays
the same options as the Quantum board, which are discussed in
“Configuring the Quantum Board” on page 142, but there are additional
options available. The Board ID must bein the range 0-5.

» TheBoard Configuration button invokes a configuration dialog box
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This dialog box displays the board serial number and allows you to
reconfigurethe Clock Frequency, Digit Duration, and the Firmwar e
File Name.

e The Span Info window displaysthe Total Number of Spans on the
board and the status of the span in the Span Info window. To reset the
span, click the Reset Span button. Double clicking aspan in this
window will invoke a configuration window, as discussed in the
following section.

See“T1 Clocking” on page 164 and the Status M essagestable beginningin
the next section.
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Triton T1 Configuration - Triton T1/PRI Dialog Box

Double clicking the span line for a Triton T1 board in the Span I nfo
window invokes a T /PRI Configuration dialog box.
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Figure 10. Triton TY/PRI Configuration dialog box

Reading the Status Messages

If the span is working, the Status line displays OK. This status lineis
updated every 3 seconds. If there is an error, amessage is displayed. The
following tableliststhe types of error messages and the appropriate actions.

Table 1: Span Satus Error M essages

Error Message Meaning Action
HardwareFailure- NO | Major hardware prob- Set board asMVIP
ANSWER lem. Board is not master. Reset Board.

responding to com-
mands.
HardwareFailure- NO | Noclock signal is Reset Board. If this
CLOCKS detectedon T1linterface | does not work, board
drop. must be replaced.
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Table 1. Span Status Error Messages

Error Message

M eaning

Action

HDLC Failure- NO
HDLC FRAMES

HDLC = High level
Data Link Control. No
HDLC framingis
detected on the selected
D Channel. Thisisa
PRI-specific issue.

Check with COon D
Channel usage for pos-
sible mismatch between
your selection of D
channel and CO’s selec-
tion.

OR

CO may have locked D
Channel. Contact COto
unlock.

Line Failure- NO SIG-
NAL (ALOS)

ALOS = Anaog Loss
of Signal

Check TI/PRI cable
and change if neces-
sary. If cableis okay,
CO isnot sending any
signal. Contact CO.

Line Failure - BLUE
ALARM (AIS)

AIS = Alarm Indicator
Signal

COissending Blue
Alarm. Contact CO.

Line Failure- YEL-
LOW ALARM (RAI)

RAI = Remote Alarm
Indicator

Cableisbroken. If there
are no frame dlips, con-
tact CO. If frame dlips
exist, set this board as
the master.

Setup Failure - NO
VALID FRAME

No vaid framing is
detected.

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

Setup Failure - RED
ALARM (BPV)

BPV = Bi-Polar Viola-
tion

Location condition,
equipment problem. For
excessive BPV, check
AMI/B8ZS setting.
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Configuring the Triton T/PRI Board

Table 1: Span SatusError M essages

Error Message

M eaning

Action

Setup Failure - RED
ALARM (LCV)

LCV = Line Code Vio-
lation

Check the MVIP bus
master setting.

OR

Have CO performaline
test to check for afaulty
cableor line.

Setup Failure - RED
ALARM (OOF)

OOF = Out of Frame.
Excessive frame errors.

Check the MVIP bus
master setting.

OR

Have CO perform aline
test to check for afaulty
cableor line.

Clock Sync Failure -
FRAME SLIPS

Conflict between trans-
mit and receive clocks.
The MVIP bus master-
ship is set improperly.

Check MVIP bus mas-
ter setting.

Reading the Statistics

The Statisticsis an informational display of accumulated statistics
(counters) for the errors that have occurred since the last system reboot or
statistics clearing. There may be non-zero values when configuring the T1
span for the first time. Y ou can clear these fields with the Clear button.

FrameErrors- number of framing bit errors. In T1 mode, aframing
bit error is defined as an incorrect FS-bit value. The counter is
suppressed when framer |oses frame alignment.

OOF Errors- the Out Of Frame counter registers every timethe T1
chip isforced to re-frame when receiving a frame with severe errors.

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

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

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

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

Note:

Board Configuration

For ideally synchronized systems, Transmit and Receive
Frame Slips counters should be ‘0.” Continuous update of the
frame dlips counters means that transmit and receive
frequencies are not equal. In this case, you should check the
system and MVIP clock setup.
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Setting the Configurable Options

Y ou can set the Operating Modeto either T1 or E1.

Y ou can set the Frame Typeto either SF or ESF.

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

Y ou can set the Line Code to either AM| or B8ZS.

AMI (Alternate Mark Inversion) isthe line coding format in T1
transmission systems whereby successive ones (marks) are alternately
inverted and sent with opposite polarity of the preceding mark. B8ZS
(Binary 8 Zero Substitution) sends two violations of the bipolar line
encoding technique, rather than inserting a one for every seven
consecutive zeros.

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

ZeroCode Suppression insertsa“one” bit to prevent thetransmission
of eight or more consecutive “zero” bits; Jam Bit 8 forces every bit 8
to aone; GTE Zero Code Suppression replaces bit 8 of an all zero
channel byteto aone, except in signaling frames where bit 7 isforced
to aone. Bell Zero Code Suppression replaces bit 7 of an al zero
channel byte with aone.

If you click the T/PRI Configuration button you can set channelsto
either T1 or PRI, as discussed in “ Setting up T1 or PRI Channelson
the Triton T1/PRI Board” on page 165.

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

Depending on the configuration of the T1 boards and span for your
AltiServ system(s), the System Clock Master setup should be set
according to the follow conditions:

« |If all of the T1 boards are connected to an FXO (Foreign Exchange
Office) or CO, the System Clock Master check box must NOT be
checked for any of the T1 boards.

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

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

e |If four T1 boards arein the same AltiServ system, where each pair is
connected back-to-back with a T1 span:

— The System Clock Master check box must be checked for one of
the T1 boardsfrom thefirst pair, that has not been designated by the
MVIP setting as the system's master clock to drive the MVIP bus.

— The other two T1 boards of the second pair must have its System
Clock Master check box unchecked

Important: In all back-to-back cases, the MVIP Clock Configuration
should be set to “Manual,” and the board connected to the
board configured as the back-to-back clock master must be
designated at the MVIP bus master.
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Setting up T1 or PRI Channels on the Triton T1/PRI
Board

Usethe TY/PRI Configuration button (see Figure 10) to invoke the T1/
PRI Configuration window. The Triton T1/PRI Board can be configured
to either T1 or ISDN PRI through the configuration options within the
window.
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Note: Inatie-trunk configuration, set the trunksto “Out of Service”
before changing the trunk type from T1 to PRI or vice versa.
Otherwise, the system will generate garbage call records to your
internal or external logger service. See “ Setting General Trunk
Attributes’ on page 173 for details.
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Figure1l. T1/PRI Configuration window
The CH -> Type list displays the channel types.
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Setting the ISDN PRI Switch Mode

If you select a Span Type of Regular ISDN PRI or Custom ISDN PRI inthe
T1/PRI Configuration Window, use the following guidelines to set the
ISDN PRI Switch mode.
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Figure12. |ISDN PRI Switch Mode

The top four settings are used for a connection to a CO switch:
e AT&T4ESSPRI
e AT&TS5ESSPRI
e« NT DMS-100 PRI
¢ NI-2 PRI (default)

The bottom four settings are used for a PRI tie trunk configuration where
two AltiServ systems are connected back to back. In such a configuration,
one AltiServ system must be configured as Network and the other as User.
For example, set oneto US NI-2 PRI Network and the other to US NI-2
PRI.

* AT&T 4ESS PRI Network
* AT&T 5ESS PRI Network
* NT DMS-100 PRI Network
* NI-2 PRI Network
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Selecting Span Types

Board Configuration

CAS- select thisoption to associate all channel s on the span to channel
associated signaling.

Regular 1SDN PRI - select this option to indicate 23B+D ISDN PRI
span and to designate the last channel asthe D channel.

Custom ISDN PRI - select this option to set the D channel to the
desired location.
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For future use: Thefollowing two settings will be used in conjunction
with the Custom ISDN PRI setting in a future release:

— Set the D Channel using the drop-down list.
— TypeinaB Channel Logical Interface D

Enable Tie Trunk - check this box to enable atie trunk. Note that tie
trunks must terminate to a system also configured as atie trunk.
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Configuring an ISDN Numbering Plan

The ISDN Numbering Plan button invokes the PRI | SDN Numbering
Plan dialog box. This function allows you to select how AltiServ will
identify and code the Called Number for six different types of calls. This
coding instructs the CO on how to interpret the number being sent to it.
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Figure 13. PRI ISDN Numbering Plan dialog box

The PRI SDN Numbering Plan dialog box displays the six classes of
numbers (call type) that can be sent to a CO:

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

1+10-digit Numbers - for local and long distance calls that require

dialing 1 before the number.

10-digit Numbers - for local and long distance calls that do not

require 1 before dialing.

require an areacode or a 1 prefix.
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All Other Numbers - for calls that do not fall into any category
above, i.e. 911, 311.



Board Configuration

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

e Typeof Number:
— Unknown
— International
— National
— Network Specific
— Subscriber Number
¢ Numbering Plan:
— Unknown
— ISDN
— National
— Private

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

Setting the NSF

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

The choicesin thelist depend on the specific switch and your long distance
service provider. An example of such service includes AT& T Megacom.

Note:  If your CO requires specific NSF features to be present in the call
setup packet, please contact AltiGen’'s Technical Support
department with such information from the CO and they will help
you configure it.

Setting a TEI

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

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

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

» Assigned by CO switch - do not use this setting unless advised by
your CO.

Troubleshooting—Common Symptoms

The most common problems when installing T1 or PRI services:

1. Theservice provider misconfiguresyour T1/PRI service or terminates
your service improperly.

2. Tlisinstaled but not turned on because thereis no termination device
for aperiod of time.

3. Tlisturned on but channel isnot in service.

AltiAdmin provides basic troubleshooting information in the T1 Span
Configuration window, described in “ Triton T1 Configuration - Triton T1/
PRI Dialog Box” on page 160.

Several diagnostic tools are available that can help troubleshoot these

situations, such asa T1 watcher (“T-Berd") or amultimeter. For more
information, check the Communication Technology Corp. web site at

www.commtech.com.
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CHAPTER 7

Trunk Configuration

T

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

Trunksthat are out of service are automatically tested by the system every
15 seconds. Once the situation is corrected, the trunk will be brought back
to serviceautomatically. If none of the trunks are avail able when an outside
call isplaced, the caller will hear the system prompt: “All outside lines are
busy, please try again later.”
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There are three ways to access the Trunk Configuration window:

* Select the Management menu, then select Trunk Configuration...
or,

¢ Click the Trunk Configuration icon on the Quick Access toolbar or,

« Double-click atrunk listing in the Trunk View window.
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Figurel. Trunk View window
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However you open the Trunk Configuration window, the Gener al window

appears.

Gimrmaad | il Pty | (ot Col Btk |

At Do Doy
lecwen  Tppm  Sccemlom  FroiHe = r_—_l-.-.—.—.—j O
mm LE ] { e
O L5 g Bn Cole & Awh
mm L ‘] | I p‘-ﬂ'__|
i L& k] =
m L 1 Pl N s
frdaed Lk ] |
(T LS E]
o LB ]
(iR ia H Jrorpten
i L5 3 |
i L& ]
[ L5 a Tawi Dol Fredidd Sarsg
1508 [ M Tk Puduzeg [
w0 LS ]
L) = I p—
arm T T
e T I Frasis Casiws Towsis
[iigir L} | nargbe Foachal Sturg: |—
I E] T
:-u.l It Faples Fiaes el b giwel ¢ primhad dmgy i ml oo
] T Tasd Dihig of s drstass
e L
i T i Dvalp b Berus
o T I Frbs ™ Da 08 Servc
ain Tt T ovd bolmirome | Ten Tasi
arn T
iz T r' He '-'l C
ar1a m -
-l] . | || Tt Fropmsim
e | | [ | cwws | | v |

Figure2. General window, Trunk Configuration

Selecting Trunks to Set Attributes
Thetitle bar of the Trunk Configuration window displaysthe card and the

channel of the selected trunk.

Thelist on the left shows all the configured trunks. The location format is
thesameasin the Trunk View window, that is, slot: channel—for example,
channel 15 on the board in slot 1 islocation 01:15.

When you select atrunk in thislist, the options and parametersfor thetrunk
appear in the settings in the right of the window.
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Configuring One or Multiple Trunks

To customize trunk characteristics, you work on one trunk at atime. To
apply the same configuration to multiple trunks, use the Apply To...
button. This pops up alist of all trunks, with all of the trunks selected by
default. Deselect the trunks you don’t want to apply changesto, then click
OK. (Note that you cannot use the mouse to drag over and select multiple
items; you must use the Shift and Ctrl keys.) This applies changes to
multiple trunks for only the attribute or option that you changed.

Setting General Trunk Attributes

Select the channel to view itscurrent attributes, as discussed in the previous
section. Y ou can then set or change the following attributes. If an optionis
grayed out, it is not available for that type of trunk:

Attribute Description

Access Code Access code to the selected trunk. If you need to use
accesscodesother than 9, you must first set thisup on
the Number Plan window of System Configuration
(“ Setting a System Number Plan” on page 104). This
optionis not available for aDID trunk.

Note: It isrecommended that you set this value to
“None’ for trunks on 30-port Vol P boards.
Thiswill prevent users from directly
accessing the 30-port boards—which use
the G.711 codec only—for callsto
AltiServ servers or other IP gateways
that may require the G.723 codec. If you
still want usersto have accessto thistrunk for
outgoing calls, you can set it up through
Outcall Routing (see Chapter 9, Out Call
Routing Configuration).

Area Code Thelocal areacodefor each trunk. Enter athree-digit
area code. If left blank, the trunk assumes the home
area code defined in the General window of the
System Configuration window. This configurationis
for each trunkin the systemand will negatively affect
features such as Zoomerang if the area code is not
configured properly. Thisis not available for aDID
trunk.
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Setting Genera Trunk Attributes

Attribute

Direction

Phone Number

Description

Thetrunk direction can be Outgoing only, I ncoming
only, Both Outgoing and Incoming, or for Paging.

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

Note: When incoming calls are received on an
Outgoing only trunk, they are immediately
disconnected.

Paging is only available for analog (CO) trunks and
is used for paging or broadcasting purposes. This
option enables athird party paging device directly to
the trunk port.

When this option is selected, the system assigns a
default unused paging ID. Y ou can assign adifferent
ID inthe drop-down list. Therange of paging IDsare
from 00 to 99, which allows AltiServ to be connected
to up to 100 paging systems through trunks for multi-
zone paging applications. If the manually selected
paging I D isused by another trunk, the current paging
ID is not changed.

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

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

The Paging option and the Over head Paging option
(in*“Audio Peripheral Configuration” on page 255)
are different and independent of one another. The
Overhead Paging option isto set up the audio out port
of the Quantum board for use with the #44 overhead
option built into the system.

The phonenumber, without the areacode, assigned to
the location. If the wiring changes and a new phone
number is assigned to the location, you must update
the information in thisfield.
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Attribute

Description

Trunk Dialing
Scheme

Centrex Transfer

Attribute

Tenant Selection

Enable Tie Trunk

Trunk Configuration

Description

Descriptive information such as the company name
for the assigned Phone Number, or appropriate
agency if thistrunk provides 911 access.

Overlap or En-bloc dialing.

e Overlap dlowsthe termina to omit part of the
digits required to complete a call, while the
remaining digits are buffered. Use Overlap
Dialing for analog trunks and for T1 (robbed hit)
for best results.

* En-bloc alowsthe terminal to include al of the
digits required to complete a call. Use En-bloc
Dialing for digital (PRI-1SDN) trunks.

Appliesto analog and T1 trunksif the trunk is
supported by Centrex. Thisoption must be selected to
forward callsto an outside number through a Centrex
switch. If the Centrex provider requires a particular
string to be sent before the dialed number, enter the
string in the Transfer Predial String box. If no
string is set as a predial string, FLASH is used.

I'n Service makesthe trunk available for use. Out of
Service prevents the trunk from being used (for
example, while performing maintenance).

The Tenant group assignment for the trunk,
configured from the Tenant Table window in
System Configuration, discussed in “Using a
Tenant Table” on page 134. If no tenant is selected,
any extension can use this trunk to make an out call.

Allows hop-on and hop-off dialing for an ISDN/PRI,
or T1 trunk. When thisbox is checked, any incoming
call to the selected trunk can be sent with ANI/DNIS
information. To usethisfeature, Hop-off must also be
enabled under System Configuration Call
Restrictions, as discussed in “ Defining System Call
Restrictions” on page 112. Also, the board must be
configured to alow for tietrunks. See“ Setting up T1
or PRI Channels on the Triton T1/PRI Board” on
page 165.
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Setting General Trunk Attributes

Attribute Description

Trunk Properties Opensadiaog box that allows you to configure low-
level, hardware-specific properties for each trunk.
The options vary depending on the type of board and
trunk; thisis discussed in subsequent sections.

Quantum Trunk Properties

To configure a Quantum channel, select aQuantum channel from the trunk
channelslist in the Trunk Configuration window, then click the Trunk
Properties button or double-click thelist entry to view the Quantum
Trunk Line Propertiesdialog box.
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Figure3. Quantum Trunk Line Properties window

Note that you can use Apply to... on this dialog box to apply changesto
other trunks of the same type. See “Configuring One or Multiple Trunks’
on page 173.
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Trunk Configuration

Quantum Trunk General Configuration

Parameter

Interface Type

Impedance

Incoming Ring
Type

Centrex Flash
Duration (ms)

Detect Trunk
Status By L oop
Current

Enable Caller
ID Receive

Out of Service
With Trunk
Seizure

Description

Select from:

e Loop Start

e Ground Start

» DID (Wink Start)—available only if the
selected trunk isa DID trunk

The resistance of electrical current to alternating
current, measured in OHM s. Impedance occurs
when power or signal istransferred from onecircuit
to another. The setting options are;

e 600 OHMs (domestic setting)

* 900 OHMs (international setting, depending
on the country)

e External

Select single or double.

Specifies the Flash Duration time in milliseconds,
with arange from 50 msto 1000 ms. This setting
complements the Centrex Flash Support option in
the General window for the trunk.

When selected, causes detection of the Quantum
trunk status using aloop current.

Select for user to receive caller ID digits.

When selected, if the trunk is set to Out of Service,
the Quantum service provider will busy out (seize)
thetrunk. The CO will treat thistrunk asabusy line
and WILL NOT place acall to thistrunk. (By
default, this option is unchecked.)
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Setting Genera Trunk Attributes

Parameter

Trunk Seizure

Confirmation

Disconnect
Supervision

Receive Gain

Transmit Gain

Description

Select from:

Enable Dial Tone Detection (Outgoing)—
detection of outgoing dial tone.

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

Select from:

e Tone—busy tone (reorder tone, fast busy tone,
error tone, etc.) or dia tone (continuous tone,
etc.). This should be used in conjunction with
drop in loop current. For COs who cannot
guarantee loop break, this may be the only
option.

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

Slide setting adjusts the incoming volume from
-6 dB to 6 dB for every Triton Analog Trunk channel.

Thedefault settingis0dB, and it ishighly recommended
not to change this setting.

Caution:  Setting the volume too high will cause
distortion in voice quality and/or missed
DTMF digits.

Slide setting adjusts the outgoing volume from
-6 dB to 6 dB for every Triton Analog Trunk channel.

Thedefault settingis0dB, and it ishighly recommended
not to change this setting.

Caution:  Setting the volume too high will cause
distortion in voice quality and/or missed
DTMF digits.
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Triton Analog Trunk LS/GS and LS Properties

To configurea Triton Analog Trunk LS/GS or LS channel, select a Triton
Analog Trunk channel from the trunk channelslist in the Trunk
Configuration window, then click the Trunk Properties button or double-
click the list entry to view the Configuration dialog box.
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Figure4. Triton Analog Trunk Properties window
Note that you can use Apply to... on this dialog box to apply changesto
other trunks of the same type.

Par ameter Description

Interface Type For the LS/GS model, can be one of the following:
» Loop Start Trunk
* Ground Start Trunk
For theLSmodel, only Loop Start Trunk isavailable.

AltiWare OE System Installation & Administration Manual 179



Setting Genera Trunk Attributes

Parameter

Impedance

Incoming Ring Type

Enable Caller ID
Receiving

Centrex Flash
Duration (ms)

Enable Dial Tone
Detection (Outgoing)

Loop Break Duration
(ms)

Tone Disconnect

Receive/Transmit
Gain

Description

The resistance of electrical current to
aternating current, measured in OHMs.
Impedance occurs when power or signal is
transferred from one circuit to another. The
setting options are;

¢ 600 OHMs (domestic setting)

¢ 900 OHMs (international setting,
depending on the country)

e External
Can besingle or double.

Select this checkbox to receive caler 1D digits.

Specifies the Flash Duration time in milliseconds,
with arange from 150 msto 1000 ms. This setting
complementsthe Centrex Flash Support optioninthe
General window for the trunk.

Detects outgoing dial tone.

Disconnects signal if CO breaks loop current. You
can set the duration from 200 to 1000 ms.

Busy tone (reorder tone, fast busy tone, error tone,
etc.) or dial tone (continuous tone, etc.). This should
be used in conjunction with drop in loop current. For
COs who cannot guarantee loop break, this may be
the only option.

Slide setting adjusts the incoming volume from
-6 dB to 6 dB for every Triton Analog Trunk
channel.

The default setting is 0 dB, and it is highly
recommended not to change this setting.

Caution:  Setting the volume too high will cause
distortion in voice quality and/or

missed DTMF digits.
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Triton VolP Trunk Configuration

To configureaTriton Vol P channel, select a Triton Vol P channel from the
trunk channelslist in the Trunk Configuration window, then click the
Trunk Properties button or double-click thelist entry to view the Triton
Vol P Trunk Line Configuration dialog box.

Triton ¥oIP Trunk Configuration
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Figure5. VolP Trunk Configuration window

AltiWare OE System Installation & Administration Manual 181



Setting Genera Trunk Attributes

The primary configuration for the Triton Vol Pisthe H.323 Configuration,
with the following settings:

Parameter

G.711 Enable

G.723.1 Enable

FastStart Enable

MWI Enable

Silence Suppression

Jitter Buffer (msec.)

Description

Providestoll quality digital voiceencoding and isnot
configurable—that is, you cannot deselect it. It
guarantees interoperability when other voice
compression (e.g. G.723.1) is not available or when
better voice quality is desired.

Uses low rate audio encoding to provide near toll
quality performance under clean channel conditions.
This option is aso not configurable. On the 30-port
board, it cannot be sel ected; onthe 4-port and 12-port
board, it cannot be desel ected.

Fast connect feature allowing endpoints to establish
channels without waiting for an H.245 connection to
be opened.

Message Waiting Indication (MWI) feature which
activates a message waiting light on an IP phone to
inform a user of unheard voicemail messages.

Suppresses silence packets during Vol P sessions.
When silenceis detected during acall, Altiware IP
stops sending packetsto the other side. When silence
is detected during voice mail, the silence period is
not recorded.

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

Indicates the delay, in milliseconds, used to buffer
voice packets received from the | P network. VVoice
packets sent over the IP network may incur different
delays due to network load or congestion. The Jitter
Buffer helpsto smooth out the delay variation in the
arriving voice packets and maintain voice quality at
the receiving end. The default setting is 30
milliseconds.

The Jitter Buffer should be adjusted according to the
WAN bandwidth allocated to data traffic.
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Parameter Description

Type Lets you select between a 12-port G.723.1
configuration and a 30-port G.711 configuration.
Thisisavailable only with the 12-port board and 30-
port upgrade license.

Debugging the Triton VolP Configuration

Click the Debug button in the Triton Vol P Configuration dial og box(see
Figure 5)to open a small dialog box for typing and sending a debug string.

Triton T1/PRI Trunk Properties

ToconfigureaTriton TL/PRI channel, select aTriton T1L/PRI channel from
the trunk channels list in the Trunk Configuration window, then click the
Trunk Properties button or double-click thelist entry to view the Triton
T1/PRI Trunk Line Properties dialog box.
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Figure6. Triton T1 Configuration dialog box
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The following are the parameters for the Triton T1 Configuration dialog

box:

Parameter

Description

T1 robbed-bit signaling

Protocol

Dialing Delay

Y ou can set Protocol to one of the following:
e E&M Wink Start (default)

* E&M Immediate Start

e Ground Start

e Loop Start

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

Specifiesthe delay, in milliseconds, after trunk seizure and
before digit dialing. Do not change this value unless
advised.

Caller ID and DID Callection

Y ou can select the maximum time-out delays, in seconds and the appropriate
sequence of symbols to be collected for Caller ID and DID.

Max. seconds
beforethefirst
digit

Max. seconds
between digits

Maximum wait time before time-out for the system to
identify thisdigit after either thefirst ringin ground start or
loop start or the wink in wink start. The range is from 1-6
seconds, or None, with adefault value of 3 seconds. Do not
change this value unless advised.

‘None’ means no Caller ID or DID information will be
collected. All other optionswill be grayed out. Use this
option to disable Caller ID and DID collection.

Maximum wait time before time-out between two digits.
Default valueis ‘None.” Do not change this value unless
advised.

Selecting ‘None’ means the system will only wait for the
sequence of digitsthat are collected within the length of
time specified in the Max. seconds before the first digit
field.
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Parameter

Incoming
sequence

Or

Apply to...

Trunk Configuration

Description

Select up to five incoming symbols to collect from the
Caller ID or DID digits:

Selecting ‘Non€' inany field of the sequencewill terminate
the sequence and automatically disable subsequent entries
in the sequence.

The default sequenceis

None

#

*

#or*
Cdler ID
DID/DNIS
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# or * (and then) Caller 1D (and then) # or * (and then)
DID/DNIS

Sets up an additional, alternative sequence. Y ou can select
another set of up to five incoming symbolsto collect.

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

If appropriate, you can use this button, as described in
“Configuring One or Multiple Trunks” on page 173, to
apply the Caller ID Collection to multiple T1 trunks.
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Caller ID and DID Incoming Sequence Example

Thefollowing is an example of a Caller ID and DID/DNIS incoming
seguence window.
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Figure 7. Incoming Sequence window

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

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

e For the example, let’s say the system receives the #. It then waits 1
second between each digit for the next digit until all digitsarereceived.
The* symbol isadelimiter between Caller ID and DID digits.

In this example, the AltiServ system is expecting either the sequence
#CID*DID or only DID digitsfor incoming calls. If no matchisfound for
either sequence, no Caller ID or DID digits are collected.
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Trunk Configuration

Incoming Call Routing

To set incoming call routing for atrunk, select the trunk in the General
window, then click the In Call Routing tab in the Trunk Configuration
window to display the In Call Routing window. The trunk location
appearsin thetitle bar.
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Figure8. In Call Routing window, Trunk Configuration

For each trunk—or using Apply to... to apply the settings to multiple
trunks—you can set routing for the threetime periods defined in the System
Configuration Business Hours window (“ Setting BusinessHours” on page
108):

e During Business Hours
*  Outside Business Hours
¢ Non Workdays

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

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

Outgoing Call Blocking

To set outgoing call blocking for atrunk, select the trunk in the General
window, then click the Out Call BlockingtabintheTrunk Configuration
window to display the Out Call Blocking window with the selected trunk
location in the title bar.
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Figure9. Out Call Routing window, Trunk Configuration

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

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

You can use Apply to... to apply the settings to multiple trunks.
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CHAPTER 8

Extension and Workgroup
Configuration

&

There are three types of extensions:

Physical Extensions are associated with a physical port and device,
usually atelephone set. Thisiswhat most users think of asan
extension.

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

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

Workgroup pilot numbers. In AltiWare, thefirst step in setting up a
workgroup is creating aworkgroup pilot number, which is atype of
logical extension. You assign physical and virtual extensionsto the
workgroup pilot number, making them members of the workgroup,
and when the workgroup extension is dialed, the system huntsfor an
available member extension to whichto routethecal. AltiWareallows
up to 32 workgroupsto be configured. Each workgroup can have up to
128 members, and extensions can be assigned to multiple workgroups.

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

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

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

W or kgroup—adding and removing workgroup members.
Station Speed—extension speed dial numbers.

Mailbox Settings—capacity and features options for extension
mailboxes.
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* Notification—preferences and options for voice mail notifications.
* Restrictions—extension out-call restrictions.

* Answering—call forwarding, call waiting, and call handling
preferences and options.

e OneNumber Access—special handling for designated VIP calls.

* Monitor List—extension rights to monitor other extension calls.

Three Configuration Windows in One

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

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

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

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

Apply or Apply To...?

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

Clicking the Apply To... button pops up alist of al extensionsto which
the change can apply. All extensions are selected by default. Y ou then de-
select the ones you don’t want, or de-select all and then select the onesyou
want. Note that you cannot use the mouse to drag over and select multiple
items; you must use the Shift and Ctrl keys.
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Extension and Workgroup Configuration

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

Accessing Extension Configuration

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

Setting up Extensions

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

The General window is the default tab displayed when you open the
Extension Configuration window. If you’ re viewing another Extension
Configuration window, you can click the General tab to open the General
window.
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Setting up Extensions
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Figure1l. General window, Extension Configuration

Adding New Extensions

To add a new extension:

1. Click the Add button in the General window. The Add New Extension

dialog box opens.

Tt g Pl Ve

[ T

Figure2. Add New Extension dialog box
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Extension and Workgroup Configuration

2. Typeinan Extension Number.

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

“ Setting a System Number Plan” on page 104.

3. SdecttheTypeof extensionfromthethreeoptions, Physical, Virtual,
or Workgroup Pilot.

Note: Seethediscussion of thedifferent extension typeson page 189.
Note also that after the extension is created, you can change
Virtual extensionsto Physical, and vice versa, but you cannot
change Physical or Virtual to Workgroup pilot or vice versa.

The Physical Extension License displays the maximum number of
physical channels licensed to the user as well as the number of
assigned, licensed physical channels.

4. Depending on the type of extension you’ re creating, take one of the
following actions:
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« If you'resetting avirtual or workgroup pilot number, you' re done.
Click OK.

« If you're setting up a physical extension, select an available
physical location—slot and channel for the line—then click OK.

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

Establishing Basic Extension Attributes

After you create an extension, you can set other basic attributesin the
Extension Configuration General window:
To set the Personal Information:

Typein the User Name, Password, DID, Tenant Group, and optional
Description:

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

« Password for the extension user. The default is the system default
password set on the Number Plan tab of the System Configuration
window.
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A valid password cannot be the same asits extension number and must
be 4-8 digits (numbers or letters A—Z) in length. Basic password
patterns, such as repeated digits (1111), consecutive digit strings
(1234), or digitsthat match the extension (Ext. 101 using 1012, 9101,
10101, etc.) are not allowed. The letters map to numbers (on a phone,
for example) asfollows:

Numbers Letters

N

A,B,C ab,c
D,E Fdef
GH,I,g,hi
J K L, j, kI
M, N, O, m,n, 0
PR Sprs
T,U,V,t,u v
W, X, Y, w, X,y
QZqz

P © 00 N O O A~ W

»  DID Number—each extension can be assigned a DID number. This
number does not have a fixed length, but the length must be long
enough (range 2-16) for the system to match the DID incoming call.

It is recommended to use the full 10 digit DID number, not just the
last few digits. This full number guarantees the system can send the
correct number asthe Caller ID on PRI lines. With fewer digits, the
system sends the trunk’s configured phone number asthe Caler ID. If
the trunk number is not configured, the system main number is sent.

e Tenant—adrop-down list of Tenant IDs (groups) to which the
extension can beassigned. See“ UsingaTenant Table” onpage 134 for
more information on Tenants.

Note: If an extension is assigned to N/A in the Tenant drop-down
list, the extension is able to access all trunks, even though the
trunks have been assigned to tenants.

» Enable Dial-By-Name Service—select this box to allow callersto
search the extension list by employee name for this extension.

Note: The Tenant and Enable Dial-by-Name Service settings can
be applied to multiple extensions by using Apply To..., as
described in “Apply or Apply To...?" on page 190.
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e Description—Optional descriptive information such as cubicle
number or job title.

Forced Account Code

These settings determine how callers use any account codes you have
established when making outgoing trunk calls. For information on creating
account/code associations, see “ Creating Account Codes’ on page 115.

* Enable Forced Account Code—selected, forces the user to enter an
account code.

¢ Override Allowed—selected, prompts the user to enter an account
code, or the user can press # to bypass the account code.

* Account Code Validation—selected, forces the user to enter avalid
account code.

Setting Email Options

In the General window, you can set the email options for the extension:
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e Email Name—the user’s email name without the @domain. The
default email name is ext[ extension number], that is, the letters “ ext”
followed by the extension number. For example, the default email
name for extension 2497 would be ext2497.

¢ Retrieve Voice Mail by Email Client—selected, this sends voice
mail to the user extension as an email attachment. Deselected, voice
mail isretrieved as voice mail.

« Enable Mail Forwarding—selected, the user’s email will be
forwarded to the email address you specify in the Forward Email
Address box. The address should be a full address, including the
domain (for example, jsmith@thecompany.com.).

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

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

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

Thetype of extension isset when you create the extension: physical, virtual
or workstation pilot, described on page 189. After you create the extension,
the typeisdisplayed as a Typeradio button list in the General window.

Y ou can change aVirtual extension to aPhysical one, and vice versa, but
you cannot change either to aWor kgroup Pilot Number, nor can you
change a workgroup pilot number to another type after it is created.

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

Changing the Location

When you create aphysical extension, you assignit alocation or you accept
an automatically assigned location. If you have avail able extensions, you
can change the location in the General window.

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

Setting an IP Extension

The IP Extension option allows an H.323 compliant terminal device (IP
phone) to connect to AltiServ. |P extensions have the same features as
anal og stations. For system requirements and limitations on setting up IP
extensions, see Chapter 16, Setting Up IP Extensions.

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

The type of addressing you use affects users:

« Using static | P addressing, the extension user logsin from the station
having the | P address. An advantage for virtual extensionsisthat the
user doesn’t havetolog in at all; when the user connectsto the system,
the extension is immediately recognized as an | P extension. When
physical extensions connect, on the other hand, the system promptsthe
user to log in. Static addressing is more convenient for users and may
be preferred by users who work primarily at a specific location.
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Important: If you enter the server’s 1P address asthe L ogon, IP trunk calls
from another AltiServ system will receive adial tone rather
than the Auto Attendant. From the dial tone, callers can dia
extension numbers on this system.

e Using dynamic | P addressing, the IP extension can log in from any
IPaddress. However, thel P extensions must alwaysloginviathe Auto
Attendant and log into voice mail to activate the | P extension. Users
who travel may well prefer dynamic addressing.

Important: When you enable dynamic | P addressing, a physical extension
on one AltiServ system can effectively disable the Auto
Attendant for system-to-system IP calls to the second system.
This happens if a physical extension on one system callsa
second system via an IP trunk, logs into an extension, and
enables an | P connection. Aslong as the connection is active,
al IPtrunk callsfromthefirst to the second system will receive
adia tone rather than the Auto Attendant. From the dial tone,
callers can dial extension numbers on the second system.
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Setting VolP Codecs

The default codec for static IP extensionsis G.711, which givesa
bandwidth of approximately 64 kbps. Thisis appropriate for lease lines or
high-speed connections. The default codec for dynamic IP extensionsis
G.723, which gives a bandwidth of approximately 6.4 kbps. Thisis
appropriate for internet connections.

Y ou can change these defaults and set dynamic | P addressing ranges and
codecs for AltiServ-to-AltiServ connections using the Vol P Codec
Configuration window.

To open the VoIP Codec Configuration window:
e Choose Vol P Codec Configuration from the Management menu.
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Figure 3. VolP Codec Configuration window

Par ameter Description

Static | P Extensions Lists IP extensions with static |P addressing you
have created in the Extension Configuration window

Servers Lists other AltiServ servers you have entered in the
IP Dialing Table window, which have AltiServ-to-
AltiServ connections to your server

G711 1P Ranges Liststhe G.711 dynamic | P address ranges you
have created in the Add | P Codec Setting
dialog box, described below

To set the codec of an IP extension with static IP addressing:

1. Select the extension in the Static | P Extensions list.

2. Inthe drop-down below the list, select the codec to use for this

extension.
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To set the codec for a connection to another AltiServ server:
1. Select the server in the Serverslist.

2. Inthe drop-down below thelist, select the codec to use for a
connection to this server.

Note:  AltiServ-to-AltiServ | P connections between systems using OE
4.5 must use the same codec.
To set ranges and values for dynamic IP addressing:

1. IntheG7111P Rangesligt, click the Add button. The Add I P Codec
Setting dialog appears.

Add IP Codec Setting x|

Type——— [ IP Address
& Single Stat | o .o0 .0 .0
" Range End [ 0 0 .0 .0

Canicel

Figure4. AddIP Codec Setting

2. Inthe Add IP Codec Setting dialog, specify Single or Rangeto set a
single dynamic I P address or arange of addresses.

3. Enter aStart valueand, for aRange, an End valuefor the dynamic IP
addresses your | P extension users can access.

Y ou cannot use the minimum and maximum values (0.0.0.0. and
255.255.255.255).

Click OK.
Repeat these steps for every range or value you wish to make available
for users of |P extensions with dynamic addressing.

IP and Physical Extension Login/Logoff Interaction

When an | P extension associated with a physical extension logsin, the
physical extension isdisabled. When the | P extension logs off, the physical
extension is automatically enabled.
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While the IP extension islogged in, the user can activate the physical
extension on a phone using the #27 feature code. This logs off the IP
extension.

Setting the Line Properties

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

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

Quantum Line Properties

If you select a Quantum board extension and click Line Properties, you'll
see the Quantum Line Properties dialog box. Note that you can use the
Apply to... button to apply these hardware settings to one, some, or all
ports on the board. Using Apply to... isdiscussed in “Apply or Apply
To...?" on page 190.

Mezzage Wabrg Gegnd T_ppu]F'_'l- ﬂ
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Figure5. Quantum Line Properties dialog box for extensions
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Configure the following hardware extension-specific features:

Parameter Description
M essage Waiting Type of Message Waiting indicator for the phone set:
Signal Type .« None.

* Voltage—voltage-based indicator.
* FSK—Frequency Shift Keying indicator.

¢ Tone—tone-based indicator.

Caller ID Signal Message format with which to send Caller ID
Format information:
¢ None

* SDMF—Single Data Message Format for
supporting and sending asingle datatype, such as
phone numbers.

¢ MDMF—Multiple Data Message Format for
supporting and sending multiple data types, such
as name and number information.

Receiver Gain/ Incoming and outgoing volume for every

Transmission extension. Unlike the Quantum board, these

Attenuation dide settingshave positive and negative val ues.
Both defaults are 0 decibels.

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

Triton Analog Station Line Properties

If you select a Triton Analog Station Board extension and click the Line
Properties button, you'll see the Triton Analog Station Line Properties
dialog box. Note that you can use the Apply to... button to apply these
hardware settingsto one, some, or all portsontheboard. Using Apply to...
isdiscussed “Apply or Apply To...?" on page 190.
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Y ou can also access this window by double-clicking a span in Channel
Mapping List of the Triton Analog Station Board configuration window.

Triton Analosg Line( Tritonil | ZEET-6, charnmel=4) &

General Setiings
Message Wailing Signal Type  [FEES0MF =]
Coaler |00 Sigral Fomat: [womr =]
Ringing Frequency [= =l

Lire Disconnsct Signal
¥ Enabie Loop Cument Braak,

Loap Cuarerd Brask Duratiny | 500 =]

Figure6. Triton Analog Station Line Properties dial og box
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Configure the following hardware extension-specific features:

Parameter Description

M essage Waiting FSK or None.

Signal Type

Caller 1D Signal SDMF, MDMF, or None.

Format

Line Disconnect Theloop break desired for answering
Signal supervision, either 200 or 600 ms.

Note: If the extension uses a 390 phone with
Intercom service, set thisto 750 ms.

Ringing Frequency  Select the frequency in Hz that is necessary for
the equipment attached to thisline.

Receiver Gain/ Incoming and outgoing volume for every

Transmission extension. Unlike the Quantum board, these

Attenuation slide settings have positive and negative values.
Both defaults are 0 decibels.

Caution: If the Receiver Gain or the Transmission Attenuation
setting istoo high, the result will be distortion in voice
quality.

Setting up Workgroups

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

AltiWare alows up to 32 workgroups to be configured. Each workgroup
can have up to 128 members or extensions, and an extension can be a
member of multiple workgroups.

Note: If the workgroup pilot extension is configured to Ring All
Available Members, the maximum number of membersis 20. See
“ Setting Workgroup Handling” for details.

There are three sets of Extension Configuration stepsto set up workgroups:
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Establishing Workgroup Membership

Thefirst step is creating aworkgroup pilot number, atype of logical
extension, as discussed under “ Setting up Extensions’ on page 191.

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

Also, once the workgroup pilot number is created, you can use the
Workgroup window to assign physical extensions as members of the
workgroup, as discussed below.

Note: A feature of workgroup membership isthat all members are set to

the “Logout” state at system startup or reboot.

Establishing Workgroup Membership

There are two different ways to attach extensions to workgroups.

1

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

If you select an extension in the Extension Configuration General
window, then click the Workgr oup tab, you open the Extension view
of the Workgroup window, which provides for assigning wor kgroups
to the selected extension and for setting wrapup times.

This section discusses the first way first.

Important: Regardless of which way you add extensions to workgroups,

the order in which you add extensions can have consequences.
For example, one way of handling incoming workgroup calls
isto always send the call to thefirst extension, if available, the
second if thefirst is not available, and so forth.

When you add an extension to aworkgroup, the extensionisin
the“Logout” state. The workgroup member must manually log
in.
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Adding Extensions to Workgroups

Toadd extensionsto aworkgroup, select theworkgroup pilot number inthe
list of extensionsin the General window, then click the Workgroup tab.
The workgroup pilot number appears in the window title bar.
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Figure7. Workgroup view of Workgroup window, Extension Configuration
Adding or Removing Members

To add extension(s) to the selected workgroup:

1. IntheWorkgroup view of the Workgroup window, click the extension
number(s) in the Not Member list.

2. Click Add to move them to the Member list.

Note: If the workgroup pilot extension is configured to Ring All
Available Members, the maximum number of membersis 20.
See “ Setting Workgroup Handling” for details.
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To remove extension(s) from a workgroup:
1. Click the extension number(s) in the Member list.
2. Click Remove to move them to the Not Member list.

Setting the Audio Peripheral Options

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

The default audio peripheral setup is discussed in “Audio Peripheral
Configuration” on page 255. Custom configuration involves choosing
other phrases—a function set with the Auto Attendant as discussed in
Chapter 10, Auto Attendant Configuration.

You can also use Apply to... asdiscussed in “Apply or Apply To...?" on
page 190 to apply the configuration to one, some, or all workgroups.

Handling Queue Overflow

Inthe Workgroup view of the Workgroup window, you can al so set options
for handling long queues or long wait times for callers. When a queue
exceeds a set number of calls, or callers are waiting beyond a set length of
time, calls are automatically forwarded to an Auto Attendant, voicemail
box, extension, or outside number.

To set options for handling call overflow:

1. IntheQueue Over Flow Handling field group, set optionsfor queue
length and wait time. Y ou can set one or both of these.

Note: Theexpected waiting timeiscalculated by average queuetime
X queuesize + (average queuetime/2) / 60. The default average
gueue timeis 60 seconds.

2. Setacal forwarding destination if the queue length and wait time
settings are exceeded. If this option is not enabled, callswill go to the
workgroup’ s voicemail.

Note: If you choose an extension, this can be the same workgroup
extension or another workgroup.

You can use Apply to... asdiscussed in “Apply or Apply To...?’ on page
190 to apply the configuration to one, some, or all workgroups.
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Workgroup Ring No Answer Handling

In the Workgroup view of the Workgroup window, you can also set options
for RNA handling for an entire workgroup. If anincoming call encounters
RNA for every agent in the workgroup, the call will be forwarded
according to these settings. If you do not set options here, the call will go
to the workgroup’ s voicemail after ringing all agents.

To set options for workgroup RNA handling:

¢ InWorkgroup RNA Handling, select Enable Forward To, then
specify settingsfor an extension, outside number, or Auto Attendant as
necessary.

You can use Apply to... asdiscussed in “Apply or Apply To...?’ on page
190 to apply the configuration to one, some, or all workgroups.

Assigning Workgroups to Extensions

This isthe second of the two ways (see “ Establishing Workgroup
Membership” on page 204) to assign extensions as members of groups.

This method—selecting a physical or virtual extension and then clicking
the Workgroup tab—provides an extension view of workgroups. Y ou can
see all the workgroups to which the extension bel ongs, and you can change
those assignments.
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Establishing Workgroup Membership

To open the Extension view of the Workgroup window:

1. Select the Virtual or Physical extension number in thelist of
extensionsin the General window.

2. Click the Workgroup tab. The Extension view of the Workgroup
window opens, with the extension number appearing in the window
title bar.
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Figure8. Extension view of Workgroup window, Extension Configuration

Adding or Removing Workgroup Assignments

To assign workgroups to the selected physical or virtual extension:

1. IntheExtension view of the Workgroup window, click the Workgroup
pilot number(s) in the Not Member list.

2. Click the Add button to move them to the Member list.

Note: If the workgroup pilot extension is configured to Ring All
Available Members, the maximum number of membersis 20.
See “ Setting Workgroup Handling” for details.
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To remove workgroups assigned to a physical or virtual extension:
1. Click the workgroup pilot number(s) in the Member list.
2. Click the Remove button to move them to the Not M ember list.

Setting Wrapup Time

In the Extension view, you can set the Wrapup Time for the selected
physical extension. This option doesn’t appear for a virtual extension.
Wrapup timeisasystem delay before routing the next call to the extension,
and it givesthe agent time to finish up with notes, prepare for the next call,
log out of theworkgroup, or hit the“Wait” button in AltiView after putting
acall on hold and going back onhook. Y ou can set awrapup time of up to
29 minutes, 59 seconds.

To set the extension wrapup time:

1. Check the Allow Wrap Up Time box.

2. Using the drop-down lists, select the minutes and seconds for the
delay. Be sure to set at least enough time (e.g. 5 seconds) to allow an
agent to hit the “Wait” button in AltiView after putting the caller on
hold and going onhook.
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Setting Inter Call Delay

Like Wrapup time, Inter Call Delay can create time before the next call
comesin. It can be set for any extension.

If the system is delaying the next call to a user extension based on the
Wrapup Time setting, the Inter Call Delay setting is ignored.

However, if Wrapup Time does not apply—for example, if it isde-
selected—then Inter Call Delay acts as follows:

e |f the extension user hangs up and there are callers waiting in an
extension or workgroup queue, thering is delayed for the number of
seconds specified in the Inter Call Delay setting.

e |If the extension user hangs up, there is no one waiting in a queue and
acall comesin within the Inter Call Delay period, the call is put
through immediately; the Inter Call Delay period isignored.
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To set the extension Inter Call Delay time:
1. Check theInter Call Delay box.

2. Usingthedrop-down lists, select the secondsfor the delay. The default
is 15 seconds.

Setting an Outgoing Workgroup

In the Extension view, you can assign an agent to an outgoing workgroup,
which isuseful for call detail reporting and workgroup statistics. All cals
made by the agent whilethey arelogged in to theworkgroup will be tracked
as calls from the workgroup. The agent’ s outgoi ng workgroup can be
assigned to any workgroup to which he is a member of.

To set an agent’s outgoing workgroup:

Choose a workgroup from among the workgroups the agent belongs to. If
the “Allow agent to change” checkbox is checked, the agent can change
their outgoing workgroup from their phone set or from AltiAgent.

When auser isfirst assigned to aworkgroup, it is set as their default
outgoing workgroup and remains so no matter how many workgroups they
are subsequently assigned to. If an agent is unassigned from their outgoing
workgroup, their outgoing workgroup is automatically set to N/A.

Setting up Station Speed Dialing

For each physical extension, but not for workgroups or virtual extensions,
you can set up to 20 station speed dial numbers. The numbers available are
from 00-19, used following the extension speed dial access code, #77.
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Towork with Speed Dialing settings, sel ect the extension number you want
to work with from thelist in the Extension Configuration General window,
then click the Station Speed tab.
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Figure9. Sation Speed Dialing window, Extension Configuration
Editing Speed Dial Entries

To add or edit an entry:

1. Double-click the Station I D number you want to work with, or select
the number and click Edit. A dialog box appears:
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2. Typeinthefull number asyou would dial it, with a maximum of 20
digits per entry. For example, the phone number 914085551212
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comprises of 9 (trunk access code), 1 (long distance prefix), followed
by 408 (area code), and finally the seven digit tel ephone number.

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

Note: You canuseApply to... to apply speed dialing numbersto
one, some, or all physical extensions. See“Apply or Apply
To...?7" on page 190 for more information on using Apply
to....

Setting the Mailbox Options

The Mailbox Settings define how voice messages are handled for an
extension: whether the mailbox isinformation only or isfull-featured, how
messages are announced and processed, and how much capacity isallotted

to message storage.
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To work with mailbox settings, select the extension number you want to
work with from the list in the Extension Configuration General window,
then click the Mailbox Setting tab to open the Mailbox Setting window.
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Figure10. Mailbox Setting window, Extension Configuration

YoucanuseApply to... to apply mailbox settingsto one, some, or
all extensions. See“Apply or Apply To...?" on page 190 for more
information on using Apply to....

Note:

Setting an Information-Only Mailbox

Y ou can select the I nfor mation Only Mailbox check box to set virtual or
physical extension mailboxes to Information Only, then click Apply or
Apply to... to set one or more extension mailboxes.

An Information Only mailbox allows callersto listen to customized
recorded announcements but does not provide taking messages from the
caller. To repeat the message, callers are instructed to press the # key.

Y ou cannot set a workgroup pilot number mailbox to I nformation Only.
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Disabling a Mailbox

When you disable a mailbox, the normal greeting is played but callers
cannot |eave messages.

Synchronizing with Exchange Server

If your system is set up to synchronize with an Exchange Server, you can
select this check box to enable synchronization for voice mails. See
“Setting E-mail Messaging Options” on page 127, and “ Setting up an
Exchange Server” on page 276.

Setting Mailbox Playback Options

Y ou can use thefollowing checkboxesto turn on or of f optionsfor listening
to playback of recorded messages. These options apply to both new
messages and saved messages, and they can be applied to multiple
extensions using Apply to....

Par ameter Description

Announce Message  Selected, the user hears the name of the

Sender Before message sender (internal sender only) before

Playback listening to recorded AltiGen Voice Mail
System messages.

Announce Time Selected, the user hears the timestamp (time

Stamp Before and date) of each message before playback.

Playback

Confirm Callback Selected, system confirms the accuracy of the
Number caler’ s number.

Enable Distinctive Selected, the user hears three different call

Call Waiting Tone  waiting tone cadences to distinguish between
internal, external, and operator calls (see
“Distinctive Ring” on page 103).

Play the L atest Selected, voicemailsare played inreverse order
VoiceMessage First  of their delivery when the user retrieves them.
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Setting Mailbox Capacities

Y ou can set various mailbox capacities with the following options:

Parameter Description

Max Number of Maximum number of messages stored in the

M essages user’s mailbox. The rangeis 1-999, defaulting
to 100.

Mailbox Size Mailbox sizein MBs of stored messages. The

range is 1-500 M B, with adefault of 50.

Max Message Maximum length of voicemessagesin minutes.
Length The range is 1-30 minutes, with a default of 5
minutes.
<X
Retention Lengthof ~ Number of days saved messages are archived 20 6;5
Saved M essages by the system. The range is 1-90 days, with a Q >a,
default of 60. 3 o S
T 3
S o

These options can be applied to multiple extensions using Apply to....

Setting Message Notification Options

The Notification tab of Extension Configuration provides for setting
notification options on new incoming email as well as voice messages.

Towork with notification settings, select the extension number fromthelist
inthe Extension Configuration General window, then click the Notification
tab to open the Notification window.
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Figure11. Notification window, Extension Configuration

Individual users can also configure M essage Notification within the
AltiGen Voice Mail System.

Note: You can use Apply to... to apply notification settingsto one,
some, or al extensions. See“ Apply or Apply To...?" on page 190
for more information on using Apply to....

Setting the Message Types for Notification
Select the types of messages for which the extension user is notified:

* None—sdlected, the user is not notified with a call regarding newly
received messages. Selecting this option does not prevent the user
from getting message waiting indicators or stutter dial tone when new
messages are received.

e Urgent Voice Messages Only
* All Voice Messages

* All Voice Messages and E-mails
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Setting the Type of Notification

There are three options for sending the notification or reminder message:
phone, pager, or extension.

To use the Extension option, select the Extension radio button, then type
the extension number into the text box. For the Phone and Pager options,
first specify the trunk or route access code using the drop-down list next to
the Extension radio button. The Any option meansto locate any available
trunk. Then typein the number with all relevant dialing prefixes other than
the trunk code, using a maximum of 80 digits.

Note also the following considerations:

« Using the Phone option, see “Outcall to Cellular or PCS Phone
Numbers’ on page 217.

«  For the Pager option, the system calls the specified pager number and
then dial sthe system main number (as set in the System Configuration
General window), which is then displayed on the user’s pager.

For the operator-assisted paging function, the operator phone number
and the pager number must be entered in the <phone

number >*<pager number> format. For example, if the phone
number to call the pager operator is 7654321 and the pager number to
page the user is 12345678, the notification outcall number that needs
to be entered is 7654321* 12345678. When the pager operator answers
the Message Notification call, AltiServ announces the pager number
and the System Main Number (as configured on the General
window of System Configuration), which will be displayed on the
user’s pager. The operator is also given the option to repeat these
numbers by pressing ‘#'.

Outcall to Cellular or PCS Phone Numbers

When an outcall is made by the system (for One-Number-Access, Mes-
sage Notification, Zoomerang, Call Forwarding, etc.) to acellular or PCS
phone, it may ring the phone once but not necessarily present the call and
make a connection. Thiswill happen if the ringback tone played by the
cellular service provider does not confirm to standard ringback tones. To
work around this problem, instruct usersto append afew commas (,) to the
outcall (cellular) number when entering it. Each comma provides a one
second pause.
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Configuring Calling Restrictions

Setting Notification Timing

Y ou can set the type of delay detection and the duration (from 5 to 30
seconds) before the system sends the return phone number (the System
Main Number as set in the System Configuration General window) after
the system detects an answer when sending a notification:

»  Secondsafter Dialing—the delay (from 5 to 30 seconds) after dialing
before the system sends the return phone number.

e Seconds after Answered—the delay (from 5 to 30 seconds) after a
call is answered before the system sends the return phone number.

Setting Notification Business Hours

Y ou can choose one of three options for when the extension user isto be
notified of new messages:

*  Non-Business Hour s—notification only during non-business hours.
Business hours are set in the System Configuration Business Hours
window (“Setting Business Hours” on page 108)

»  From/To—noatification during a specified time of day. Select the
hours in the From and To time scroll boxes

e Any Time—noctification at all times (every day)

Enabling Message Notification

After configuring your message notification settings, to enable message
notification, check the “Allow Callsto be Transferred/Conferenced/
Forwarded to an Outside Number” field in the Restrictions page of

Extension Configuration.

Configuring Calling Restrictions

Available restrictions on outgoing calls from extensions range from no
restrictionsto alowing internal callsonly.

System calling restrictions, discussed under “Defining System Call
Restrictions’ on page 112, specify global restrictionsfor all extensions, and
you cannot override the system settings when you configure extensions.
Further, restrictions can be placed on out call routing calls, asdiscussed in
Chapter 9, Out Call Routing Configuration.
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To work with extension call restrictions, select the extension number you
want to work with from the list in the Extension Configuration General
window, then click the Restriction tab to open the Restriction window.
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Figure12. Restriction window, Extension Configuration

Note:  You canuse Apply to... to apply call restriction settings to one,
some, or al extensions. See“Apply or Apply To...?" on page 190
for more information on using Apply to....

Setting Call Restriction Options

Y ou can use one of the following optionsin setting restrictions on an
extension or on multiple extensions using Apply to....

¢ NoRestrictionson Outcalls.
e Internal Calls Only—extension-to-extension.

e Internal and Local Calls Only—extension-to-extension and local
callsonly.
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e Allow Internal/Local CallsAND Restrict Other Callsby Allowing
Certain Prefixes—internal calls, local calls and prefixes you specify
inthe Prefixes Allowed boxes. Include all relevant prefix numbers, for
example, starting with 1 + prefix.

e Allow Internal/Local Calls AND Restrict Other Calls by
Disallowing Certain Prefixes—disallows calls to outside numbers
with prefixes you specify in the Prefixes Disallowed boxes. Include
all relevant prefix numbers, for example, starting with 1 + prefix.

Setting Other Call Restrictions

Y ou can allow or restrict two other types of calls by using the following
check boxes. Y ou may choose to enable or disable these options—the
default isset to Allow Callsto be Transferred/Confer enced/Forwar ded
to an Outside Number and Allow Off-Premise Mailbox User to Make
or Return Call From VoiceMail. These default settings reduce the risk of
international toll fraud.

Caution: Allowing these options may increase the potential for toll
fraud if they are not properly administered.

e Allow Callsto be Transferred/Confer enced/Forwarded to an
Outside Number—selected, the extension user can transfer,
conference or forward callsto an outside tel ephone number. Checking
this box will enable Message Natification.

* Allow Off-Premise Mailbox User to Make or Return Call From
Voice M ail—sel ected, the extension user can make or return calls
from within voice mail (i.e. Zoomerang).

* Allow Off-PremiseMailbox User to Makelnter national Call From
Voice M ail—sel ected, the extension user can make international
outgoing calls from within voice mail (i.e. Zoomerang).

Setting Answering Options

Answering options include forwarding, handling busy calls, handling no-
answers, workgroup call handling, and other options. Which options are
available depends on the type of extension. Workgroup pilots, virtual and
physical extensions each use somewhat different answering options.
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You can use Apply to... to apply call restriction settings to one, some, or
al extensions. See“Apply or Apply To...?" on page 190 for more
information on using Apply to.... However, since the available options
vary with thetype of extension, you can only apply the choicesto the same
type of extension.

For example, If you are working with the settings for a virtual extension,
you can use Apply to... to apply changes to one, some, or al virtual
extensions, but not to physical or workspace pilot numbers.

To work with extension answering options, select the extension number
fromthelist in the Extension Configuration General window, then click the
Answering tab to open the Answering window.
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Figure 13. Answering window (Workgroup View), Extension Configuration

Forwarding All Calls

Call Forwarding is available to all three types of extensions.

Thisisthe Call Forwarding feature that is also accessible by the extension

user by dialing #36.
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Setting Answering Options

A One Hop Limit to Call Forwarding for a Transferred Call

Thereisaonehop limitto call forwarding when the call that isbeing passed
isatransferred call. For example, extension 100 receives atransferred call
and forwards this call to extension 101; extension 101 is set to forward all
callsto extension 102; extension 102 receivesthe call but CANNOT
forward this call to another extension.

A 10-Hop Limit to Call Forwarding for Direct Calls

For direct cals, thereisa®10-hop” limit to call forwarding. For example,
extension 100 forwards to extension 101, 101 forwards to 102, 102
forwards to 103, and etc. through extension 120. A call to extension 100
will be forwarded to 101, which will forward to 102, which will forward to
103, and etc. until the call has been forwarded 10 times. At this point, the
call will not be forwarded again; if the last extension in the forwarding
chain does not answer, the call is sent to extension 100’ s voice mail.

If thereisaloop condition in the forwarding chain (for example, 100
forwardsto 101, 101 to 102, and 102 back to 100), the call issent to thefirst
destination’ s voice mail.

To enable call forwarding, select the Enable Call Forward to check box,
then, using the drop-down list, indi cate the forwarding destination. Y ou can
use Apply to... to act on multiple extensions, with the restrictions
discussed in the previous section. The forwarding options are as follows:

e ToVoice Mail

* Toan Auto Attendant—select the Auto Attendant number to usein
the drop-down list under the option. Auto Attendant settings are
established in Auto Attendant Select... on the Management menu.

* Toan Extension—select an extension from the drop-down list.

* ToanOutsideNumber—thisoptionisavailableif itisallowed in the
Other Call Restrictions option in the Restriction window, as
discussed in “ Setting Other Call Restrictions’ on page 220. Also, see
“Outcall to Cellular or PCS Phone Numbers’ on page 217.

If you choose Outside Number, select atrunk or route access code to
use in the small drop-down list on the left, and type in the full prefix
and phone number.

* TotheOperator
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e ToaPaging Trunk—forwarding to a pager is available for virtual
extensions only. Select thetrunk to usein thedrop-down list. Thetrunk
must have been configured as a paging trunk in Trunk
Configuration... of the Management menu.

Forwarding calls to a pager is possible but not recommended since
callerswill only hear what is heard when calling a pager and will not
know to enter areturn phone number unless instructed.

Handling Busy Calls

Y ou have severa optionsfor handling callswhilethe extensionisbusy, and
again, the options vary depending on the extension type. If you do not
enable busy call handling, the caller smply hears abusy signal.

To enable the options, select the Enable Busy Call Handling check box,
then select from the following options:

e Forward to Extension—Select an extension number in the
drop-down list. See “A 10-Hop Limit to Call Forwarding for Direct
Calls’ on page 222.

* Forward to Voice Mail
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e PlaceCaller in Queue—for workgroup numbers and extensions with
Multiple Call Waiting, discussed in the next subsection.

e Forward to Auto Attendant—use the drop-down list to select an
Auto Attendant to which to route the call. Auto Attendant settings are
established in Auto Attendant Select... on the Management menu.

Setting Call Waiting Options

Call waiting options are available only if the Enable Busy Call Handling
check box has been selected, and this option is not available to workgroup
pilot numbers. However, the workgroup pilot number does use the Place
Caller in Queue option discussed in the preceding subsection.

« EnableSingle Call Waiting—setsup single call waiting. Thisfeature
gives an alert tone (audio beep) to indicate that acall iswaiting.

« Enable Multiple Call Waiting—enables a*“ personal queue’ of
multiple calls waiting. Y ou must also select the Place Caller In
Queue option under Busy Call Handling to enable this option. This
allowsthe user to transfer or park the current call before picking up the
next call in queue.
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Enabling “Do Not Disturb”

Thisis not available for workgroup pilot numbers. Select the Do Not
Disturb checkbox option to send all calls for the selected extension(s) to
the extension’ svoice mail. Thisfeatureisalso accessible by the user at the
user’s station by dialing #33. Note that this overrides any One Number
Access settings for the extension.

Handling Unanswered Calls

TheNo Answer Call Handling function provide optionsfor handling calls
when no one answers the extension within a specified number of rings.

Except for Enabling One Number Access, these options are not available
to virtual extensions. The options are somewhat different in the physical
and wor kgroup extensions of the window.

To enable these options, select Enable No Answer Handling box.

Usethe Number of Rings Before Handling scroll box to select anumber
between 2 and 20 for the times the telephone ringsbeforethe call ishandled
by the system.

Select one of the following options for no answer call handling:

e Forward to Extension—Select an extension number in the
drop-down list. See“A 10-Hop Limit to Call Forwarding for Direct
Calls’ on page 222.

e ForwardtoVoice Mail (physical extensions only)
e Forward toWorkgroup Voice Mail (workgroup extensions only)

e Forward to Member Voice Mail (workgroup extensions only)—
forwardsthe call to the voice mail for the extension that didn’t answer
the call.

e Forward to Next Workgroup Member (workgroup extensions only)

e Forward to Auto Attendant—use the drop-down list to select an
Auto Attendant to which to route the call. Auto Attendant settings are
established in Auto Attendant Select... on the Management menu.
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Enabling One Number Access

This check box option is available to all extension types, but with
qualifications:

« Itisavailableto physical extensionsonly whenthe Forward to Voice
Mail option is selected.

e Itisavailabletoworkgroup pilot numbers when the Forward to
Workgroup Voice Mail, Forward to Member Voice Mail, or
Forward to Next Workgroup Member is selected.

* |tisnot available when Forward to Auto Attendant or Forward to
Extension is selected.

Enabling RNA Log Out

This“Ring No Answer” check box option isavailable only to workgroups,
and only when Enable No Answer Handling is selected. When a
workgroup member's extension is rung and there is no answer, that
member’s extension is automatically logged out of the workgroup.

Setting Workgroup Handling

For workgroups pilot numbers, the Extension Configuration Answering
window lets you set the handling of normal inbound calls: how to route the
incoming call to an extension, using one of the following options:

¢ Ring First Available M ember—first available extension in a
workgroup. For example, if there are three member extensionsin a
workgroup, the call isalways sent to thefirst member configuredinthe
workgroup. If thismember isbusy, the call goesto the second member
configured and so forth.

e Automatic Call Distribution—around-robin method that attemptsto
evenly distribute calls among the workgroup members. This method
sends the call to the next member configured in the workgroup
(regardless of whether the previous member is busy or not).

¢ Ring Longest Idle Member—the agent who has been off the phone
the longest.

* RingAll Available Members—all extensionsin aworkgroup.
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Configuring One Number Access

Note: When this option is enabled, a single workgroup can have no
more than 20 membersset to Ring All. If membersareusing IP
extensions, the system will require an equal or greater number
of available I P ports than the number of |1P extensions. For
example, with 15 |P extensions set to Ring All in asingle
workgroup, the system needs to have at least 15 IP ports
available at any given time.

In addition, calls to workgroups that have this option enabled
have higher priority than other workgroup calls. Therefore, if
an agent bel ongsto multipleworkgroups, one of which hasthis
option enabled, a call to that workgroup will be picked up
before others, regardless of its Wait Time in the queue.

Setting a Service Level Threshold

For workgroup numbers only, you can use the Service Level Threshold
scroll box to select the length of timein seconds that a call can bein queue
before the call islogged in workgroup performance statistics as having
exceeded the allowable service level limits. Y ou can set the value to any
number between 1-1200 seconds.

Configuring One Number Access

One Number Access (ONA) allows you to identify specified callersto be
connected to the user without having to dial more than one number. The
system searchesfor the caller and, if amatch isfound, searchesfor the user
through specified forwarding numbers and connects the call if possible. If
the system is unable to connect the call, it is sent to the extension user’s
voice mail.

Note: Optionsin the window are disabled unless One Number Access
has been enabled asaNo Answer optioninthe Answering window
as discussed in “Enabling One Number Access’ on page 225.
Furthermore, if the Enable Do Not Disturb optionis selected in
the Answering window, the call is forwarded to voice mail
regardless of ONA settings.
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To configure ONA, select the extension number from the list in the
Extension Configuration General window, then click the One Number
Access tab.
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Figure 14. One Number Access window, Extension Configuration

Note: YoucanuseApplyto... toapply some ONA settingsto one, some,
or al extensions of the same type—physical to physical,
workgroup to workgroup, etc., but only if the extensions are ONA
enabled in the Answering window. See “Apply or Apply To...?"
on page 190 for more information on using Apply to....

Enabling One Number Access

In the One Number Access window, you enable the function by selecting
one of the following options:

e Enabled at any time

e Enabled during business hoursonly

« Enabled during non-business hoursonly
« Enabled based on the following schedules
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If you select this last option, Enabled based on the following schedules,
you can then select and set up to four different time periods—Schedules 1
through 4—using the From and T o time drop-down lists.

After choosing any of the enabling options, you set the Verify Caller 1D
and Forwar ding choices, and these are discussed below.

Note:  You can aso enable and set up One Number Access remotely
through AltiReach.

Disabling One Number Access

Y ou can disable ONA for the extension by clicking the Disable option.
Disabling access in this window does not destroy the data you might have
entered. For example, if you entered agroup of Caller IDsto useto identify
the caller, these will be available if you enable access at afuture time.

Setting Caller ID Verification

Y ou can select the Verify Caller I D based on the following checkbox and
then typein up to 10 phone numbersin thetext boxes. Whenever the system
detects a call from one of the numbers entered here during the selected
schedule, the system searchesfor you by dialing the numbers configured in
the Forwarding Number fields.

Caution: If ONA isenabled and no numbersareentered for Caller ID
Verification, ONA is availableto all callers.

Caller ID verification entries should be complete phone numbers.

e Domestic long distance should be the area code + a seven digit
number.

e Local numbers should be the seven digit number alone.

Using a Password Verification

Y ou can also enter arandom “password” number such as“5555” so that
any caller who knows this password can use ONA to find you, regardliess
of wherethey are calling from. Onceyou’ ve set thisup, you need to instruct
thecaller to dial 1 during your personal greeting then enter the * password”
to use ONA.
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Specifying Forwarding Numbers

The Forwarding Number s are used by the system to find the user when
ONA isactive. You can set up to four different numbers. When ONA is
active, the system dials the forwarding number(s) in the order from
Forwarding Number 1 through Forwarding Number 4. The Forwarding
Number order does not correspond to the Schedul e order—Forward
Number 4 is not used first during Schedule Number 4.

Y ou can forward to another extension, or to an outside number. Y ou can
use an outside number only if the extension is set to allow for Transferred/
Conferenced/Forwarded calls, an Other Call Restrictions option in the
Extension Configuration Restriction window.

When you use the outside number option, select atrunk or route access
code in the drop-down list and type in the phone number as it would be
dialed after keying the access code.

Enable the Check Password option to force users to enter their extension
password when acall isforwarded to them viaONA.. Thisensuresthat only
the owner of the forwarding extension can answer the call.

Note: If you disablethisoption, acall forwarded viaONA that is picked
up by avoicemail box or answering machinewill connect, and will
not try any subsequent Forwarding Numbers.

Setting Up Monitor Lists

TheMonitoring List window providesfor setting up lists of extensionsfor
which call processing events can be monitored by the user of aselected
extension. Once this monitoring list is established, the application logging
into the extension can receive AltiLink Plus events for the monitored
extensions. The monitored list is available in the AltiView and AltiAgent
Change Monitor windows.

Restrictions and Defaults

« Monitoring is effective for physical extensions only; only physical
extensions can have monitoring rights, and only physical extensions
can be monitored. If you place avirtual extension in aMonitor List,
that extension will not show in the client user’s Change Monitor
window.
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Setting Up Monitor Lists

 If you add an extension (1001, for example) that bel ongs to
Workgroup A to the Monitor List for amember of Workgroup B, the
Workgroup B member will only be able to pick up personal callsto
1001, not workgroup calls.

» In AltiSupervisor, the user can monitor only the workgroup(s) he or
shelogsinto, regardless of the monitoring rightsassigned to hisor her
extension in AltiAdmin.

»  Workgroup pilot numbers in the Monitor list have no effect in
AltiAgent or AltiView; regardless of the AltiAdmin settings, a user
cannot monitor aworkgroup to which he or she does not belong, and a
user always has monitoring rights to every member of aworkgroup to
which he or she does belong.

Note: These restrictions can be overridden by third-party applications
that make calls through AltiLink Plus.

Configuring a Monitor List

To set up amonitoring list, select the extension number to receive the
monitoring rights from the list in the Extension Configuration General
window, then click the Monitor List tab.
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Figure 15. Monitor List window, Extension Configuration
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To add members to the list:

1. Fromthe Monitor Available list, select the extensions to add to the
extension user’s AltiView Change Monitor window.

2. Click Add to move the extensionsto the M onitor List.

To remove members:
1. Select the extensionsin the Monitor List.
2. Click Remove.

Select the Trunk Monitor Enable check box to allow monitoring of the
AltiLink Plustrunk events at the selected extension.

Click the Default button to return the settings to the default—the extension
can monitor its own calls.
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CHAPTER 9

Out Call Routing Configuration

Out Call Routing Configuration allows you to define default routes for
outgoing calls aswell as special routing for specific prefixes.

A route definition consists essentially of a name and a group of trunks,
listed in the order accessed for outgoing calls. Y ou can assign different
routing configurations—Iists of route definitions—to local, national,
international, and 911 outgoing calls. Accesstothecall routing trunksis set
up through the System Configuration Numbering Plan, discussed in

“ Setting a System Number Plan” on page 104.

If you intend to use Out Call Routing for 911 calls, see the note, “About
Call Routing and 911 Calls’ on page 237.

Further, you can use the Out Call Routing Configuration window to create
and assign exceptions to the normal routes for particular dialing patterns.
That is, you can assign or restrict routing to specified dialing patterns.

About Restricting Outgoing Calls

Before using Out Call Routing to restrict outgoing calls, note that there are
three AltiWare functions dealing with restricting outgoing calls.

e TheDialing Pattern function, discussed in this section in “ Setting
Dialing Pattern Routing” on page 238, is used to set up blocks with
specific exceptions. It also provides the ability to easily turn
restrictions on or off.

e TheCall Restriction function of System Configuration, described in
“Defining System Call Restrictions” on page 112, provides for setting
up global blocksto outgoing calls and global parameters, such as toll
call prefixes, used for other restrictions.

e Outcall restriction by extension isdiscussed in“Configuring Calling
Restrictions” on page 218.

The global restrictions established in the Call Restriction window take
precedence over Dialing Pattern settings. You can't set allow calling a
number inthe Dialing Pattern window if it isblocked in the Call Restriction
window of System Configuration.
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Working with Route Definitions

Accessing Out Call Routing Configuration

To access Out Call Routing Configuration, select Out Call Routing

Configuration... on the Management Menu.

Working with Route Definitions

The Route Definition tab is the default view on the Out Call Routing

Configuration window.
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Figure1l. Route Definition window, Out Call Routing Configuration

234 AltiWare OE System Installation & Administration Manual




Out Call Routing Configuration

Adding Route Definitions

To add a route definition:

1. Click Add under theroutedefinitionlist. The Add an entry dialog box
appears:

[add an ey i
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Figure2. The Add an entry dialog box
2. Typeinaname and index number:

¢ The Route Index determines the position of the definition in the
index list of the Route Definition window.

¢ The Route Name can be descriptive.
After adding theroute, you then defineit as described in the discussion
that follows.

Editing a Route Definition

To define a route definition:
1. Sedlect and highlight the route in the definition list.

2. Make changesto the definition attributes. Y ou can change the
following attributes:
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* RouteName
Y ou can change the name but not the index number.
« Digit Manipulation

For each route, you can insert extra digits or remove prefix digits
from the number dialed by the user. The number sent to the trunk
will then have these digits added or removed.

— Insert toHead inserts a string of digitsto the number before it
issent tothetrunk. Typethedigitsintothe String to I nsert box.

— Deélete from Head removes prefix digits from the number
beforeit is sent to the trunk. Select the number of digitsto
remove in the Number of Digitsto Delete box.
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Member and Non Member Trunks
Use this to define the trunks and trunk order for the route.

Member Trunks—displays the trunks assigned to the selected
route. The order in which member trunks are added determines the
order in which the trunks are accessed. (i.e. thefirst trunk listed is
used first, the second trunk is used next, and so forth).

Not M ember —displays the trunks, along with trunk location and
type, which are not assigned to the selected route.

To add trunks to a route definition group, highlight the trunks you
wish to add in the Non Member list, then click the left arrow to
move the trunks to the Member Trunkslist. Similarly, you can
move trunks to the Non Member list to remove them from the
definition.

Use the Up and Down buttons to set the order in which the trunks
are accessed. Highlight the member trunk you wish to move, then
click Up or Down to place the trunk in the desired position.

3. Click Apply.

Deleting a Definition

To delete a route definition:
1. Highlight the definition you want to delete in the route definition list.
2. Click the Delete button beneath the list.

Setting Default Routes

The Default Routes function allows you to create default routes for four
types of outgoing calls: local, long distance, international, and 911. The
default routes are used for all Out Call Routing dialing except for special
routing defined on the Dialing Pattern window described later.
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Click the Default Routes tab in the Out Call Routing Configuration
window to display the Default Routes window.
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Figure3. Default Routes window, Out Call Routing Configuration

For each of the four typesof calls, you can use the drop-down liststo select
up to six route definitions. The order you set, from 1 to 6, isthe order used
by the system when placing the call.

About Call Routing and 911 Calls

Important: If you use Call Routing for 911, make sure that the default 911
route is configured to the route that can accept 911 calling
capability. Failing to do so may cause 911 direct dialing
failure. You can leave the 911 default, in which case you need
to let al extension users know that they need to dial 9+911 to
call 911. It might beagood ideato havethem signa911 dialing
disclaimer stating that they understand and accept the 9+911
configuration.
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Setting Dialing Pattern Routing

Y ou can use the Dialing Pattern window to create or disallow routing for
specific dialing patterns.

Asnoted in “About Restricting Outgoing Calls’ on page 233, there are
three AltiWare functions to restrict outcalls, of which the Call Restriction
setup of System Configuration takes precedence.

The Dialing Pattern window provides for setting up blocks with specific
exceptions. For example, you could use this window to block calls that
begin with 767, but to accept and route callsto 767-2676, by disallowing a
“767" entry while setting up and providing routing for a separate
“767-2676" entry.

Click the Dialing Pattern tab on the Out Call Routing Configuration
window to display a Dialing Pattern window.
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Figure4. Dialing Pattern window, Out Call Routing Configuration
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Adding a Dialing Pattern Definition
1. Click Add to open the Add an entry dialog box.
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2. TypeinaPrefix number, select the pattern length, then click OK.

Note:  The pattern length tellsthe system to wait for n number of digitsto
be dialed before executing the route or disallowing the call.
Selecting N/A createsa’?” symbol in place of number of thedigits,
and this indicates an unspecified number of digits.

After arouteis added, you can edit to further define it as described in the
following discussion.
Editing a Dialing Pattern

To edit, or define, a pattern, select and highlight the routein the prefix list,
make changes to the attributes, then click Apply.

Y ou can change the following attributes:

e Prefix and Pattern length. If desired, you can change the prefix
number and pattern length for a prefix.
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« Disallow thisdialing patter n check box. Select thisto block callsthat
match the dialing pattern.

« RoutePriority boxes. These specify the trunk route(s) and the order
of routes assigned to the prefix. Use the drop-down list to select the
desired route used when the selected dialing patternisfound. Up to six
routes can be assigned, and they are accessed in order from 1-6.

Note: The SIP Redirect Server fields are reserved for future use.

Deleting a Pattern

To delete a pattern, highlight the one you want to delete in the prefix list,
then click Delete.
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Example: 10-Digit Dialing

A sample use of dialing patternsis enabling 10-digit dialing, which some
geographical areas require. Normally, AltiServ prependsa“1” to 10-digit
numberswhen users use single-click calling features such as zoomerang or
calling from a Contacts list in AltiView or a TAPI-enabled application.
This could cause some callsto fail. Here is how you would enable 10-digit
dialing.

1. Onthe Route Definition tab, define aroute that deletes one digit from

the head.

2. Onthe Dialing Pattern tab, create a dialing pattern with Prefix set to
<l+areacode>, suchas”1408,” and Pattern length setto“11,” where
area code is different from the AltiServ system but requires 10-digit
dialing.

3. Assignthe Route Priority for this dialing pattern to the Index of the
route definition you created above.

4. Repeat steps 2 and 3 above for other area codes requiring 10-digit
dialing as necessary.
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CHAPTER 10

Auto Attendant Configuration

2

Auto Attendants perform simple call processing tasks such as transferring
callsto extensions to the AltiGen Voice Mail System or the operator, or
giving information and secondary options. It can aso provide general
information that is frequently asked, such as company address. Auto
Attendants allow multiple incoming calls to be answered simultaneously.
In a call-heavy environment the Auto Attendant can greatly reduce the
number of callsthat need to be handled by the operator. Calls that do not
reguire an operator’ s assistance can be handled effectively and
appropriately.

In AltiWare OE 4.0 and higher, the Auto Attendant can handle more
complex call processing tasks such as handling web-based calls (in addition
to PSTN calls).

It can also accept text or digits input by the user. For example, if the Auto
Attendant prompts the caller to enter an account number, the call and
associated data can be quickly forwarded to an agent’ sdesktop using athird

party application.

Y ou can set up to 255 different Auto Attendants, each using all the number
keysaswell asthe* and # key and atimeout option. Each of the Auto
Attendants provides for expanding and nesting—a menu choice leading to
another menu—up to any number of levels.
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Planning is Essential
Follow the steps below before you set up an Auto Attendant.
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1. Before you configure tasks for one or more Auto Attendants, you
should plan the entire setup. Decide how many optionsyou will provide
at each menu and how many menu levels you will use. Based on the
action choicesin each menu, write down the appropriate prompts or
phrases that are to be played at each menu level.

2. Record phrasesfor each menu level or usethe pre-recorded phrasesthat
are available to you. See “Phrase Management” on page 251 for more
details on how to record custom phrases, use pre-recorded phrases and
use professionally recorded phrases.
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Example: Auto Attendant Planning
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Auto Attendant ID: 100, Phrase 10
Main Menu for XYZ Office

Auto Attendant ID: 110, Phrase 20

— 3 Express Support

Digit | Meaning Action Digit | Meaning Action
1 Reserved Collect 1 Installation |Call Extension
for Extension (Workgroup
2 |Extensions [Collect 350)
(no Extension 2 |Board Call Extension
3 (PromptY) egject Support | (Workgroup
Extension 360)
4 |Express Expand Tree 3  |Version5 |Call Extension
Support (No. 110) Support (Workgroup
5 |Sales Expand Tree 370)
(No. 120) 4  |Version6 |Call Extension
6 |Technical |Expand Tree Support gggr kgroup
Support (No. 130) )
7 Phone Expand Tree 5
FAQs (No. 140) 6
8 7
9 8
0 |[Operator |To Operator 9
0 Operator To Operator

Planning is essential in organizing
an Auto Attendant menu structure
that makes sense. Planning also
helps you to identify needs for
custom prompts.

Thissimple example, using sample
work formsfor each menu, showsa
beginning structure: amain menu
and two of the four expansions.

When callers are routed to
workgroup extensions, the
workgroups have their own call
handling settings for greetings,
update phrases, rulesfor sending to
voice mail, etc.

Timeout (not shown on forms):
after 7 seconds on first level, call
the operator; on any other level, go
to top level by default.

Auto Attendant 1D: 120, Phrase 30

e Sales

Digit | Meaning Action

1 Hardware |Call Extension
(Workgroup
310)

2 |Application |Call Extension
s (Workgroup

320)

3 |Check GoTo ltem 127
Order (Collect Order
Satus #)

4 | Other: Call Extension
Ques-tions, | (Workgroup
etc. 31)

5

6

7

8

9

0
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Auto Attendant Configuration

Adding Auto Attendants

Thefirst 16 Auto Attendants are provided by default with the menus blank.
Y ou can edit these as described in “ Editing Auto Attendants” on page 246.
Y ou don't need to add a new Auto Attendant if you're going to use 16 or
fewer.

To add an Auto Attendant beyond the first 16:
e Seect Auto Attendant Select... from the Management menu, or

* select Auto Attendant Select from the Quick Access Toolbar.

Rukn tterdant Select
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Figurel. Auto Attendant Select window ‘EE
= D
¢ Add—opensthe Add Auto Attendant dialog box. 22
53
Add Auto Attendant |
ID =]
M ame I

(]9 I Cancel |
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Editing Auto Attendants

Select an ID in the drop-down list and type in a descriptive Name for

Auto Attendant, then click OK.

«  Edit—opensthe Auto Attendant window, whereyou can edit the Auto
Attendant as described in “ Editing Auto Attendants” on page 246

e Clear—clearsal editsto the selected Auto Attendant, restoring

system defaults

»  Close—closesthe Auto Attendant Select dialog box

» Export—exportsal Auto Attendant settingsto an html file

Editing Auto Attendants

To edit an Auto Attendant, select Auto Attendant Select... from the
Management menu, or select Auto Attendant Select from the Quick

Access Toolbar.

When the Auto Attendant Select window appears, select an Auto Attendant

in thelist and click the Edit button.

This opens the Auto Attendant window with the Auto Attendant you

selected in the title bar.

o Vin dww —

Figure2. Auto Attendant window

Tip: Y ou can use the Hide ‘No Action’ Items check box to hide items
that are setto ‘no action.” Thiswill giveyou acleaner view of your

various action items.
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Auto Attendant Configuration

Configuring Menu Items

For any menu item you want to use, you make an action assignment. If you
want the assignment to expand the menu to the next level, choose the
assignment, L evel—Expand Tree.

Tomake an assignment, sel ect amenu item in the menu tree at the | eft, then
configure it using the entries at the right.

e Item—an informational display of the level and item you’ re working
with. The number gives the following information:

Digit .
Position M eaning Example
First Root level, On —root level. It Isfollowed by a digit
aways0 if amenu item on the menu is selected.
If itis not followed by adigit, thereis
no expanded menu tree, only asingle
prompt and a single action such as rout-
ing to the operator.
Last Currently 06 —Menu item 6 is selected at the root
Selectedmenu  level
item
Inside Item & Level 058 —Menu Item 5 at the root level is

expanded, and Menu Item 8 is selected
on the expanded menu.

Thiskey is easier to read when you’ re also viewing the expanding
menu tree in the display at the left. To use alonger example: 09375
would mean that at theroot level (0), menu item 9 isexpanded, and on
the expanded menu, item 3 is selected. In turn, item 3 is expanded and
on that expanded menu, item 7 is selected. Item 7 is selected and on
that expansion, item 5 is selected.
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¢ Item Name—the name you wish to assign to the menu item.

AltiWare OE System Installation & Administration Manual 247



Editing Auto Attendants

»  Prompt—select the prompt number that isto be played for incoming
calls. Promptsare numbered in therange of 0—-300. The default prompt
is 1, ageneric greeting. See “Using Pre-Recorded Prompts’ on page
251 to see the script of this prompt and other AltiGen supplied pre-
recorded prompts. Discussions on using customized and
professionally recorded prompts follow the section on using the
AltiGen supplied greetings.

*  Push URL—aURL associated with the menuitem. When thisentry is
selected, the web page and datais pushed to theweb client and theweb
client browser displaysthe page. Type aweb addressinthe Push URL
text box if you wish to prompt a URL to the user.

» Actions—the event triggered by the caller pressing the digit for the
menu item. This drop-down list contains the available actions, which
are asfollows:

Table11. Auto Attendant Actions

Action Description

No Action An “invalid” message plays and the menu is
repeated.

Level - Expand Tree Plays the prompt for the next menu level down.

Level - Repeat Cur- Repeats the current prompt.

rent Level

Level - Goto Top Repeats the first prompt at the root level and returns
Level the options to the root level options.

Level - Goto Goes to selected menu item at any level. A drop-
Specified Item down appears from which you select the item.

Call - To Ext./Work- Goes to the extension or workgroup number you
group select in the drop-down list that appears.

Call - To Operator Routes the call to the operator.

Call - Dia By Name Prompts the caller to enter the name (first, or last, or
both in any order) of the person they wish to speak
with and dials the extension that matches the name.
Callers may enter just the first letter of the last name
to hear alist of all users with last names that begin
with the letters entered.
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Table11. Auto Attendant Actions

Action

Description

Call - Collect Exten-
sion

Call the extension entered by the user.

Call - Directory Ser-
vice

Liststhe system users and their extensions to the
caller. For thisto work properly, users need to record
their directory names.

Call - Disconnect

Disconnects the call.

VM - Record Mes-
sage

Records the caller’'s message. A drop-down list
appearsfrom which you select the extension to which
to route the voice message.

VM - Mailbox Access

Routesthe call to the AltiGen Voice Mail System
voice mailbox after successful login. Thisisnor-
mally assigned to the # digit.

Adv. - System Call
Back

Callsthe user at aremote location, only after the
caller logs in with extension and password. The
caller should enter a1 and the area codeif itisalong
distance number, or 011 and the country codeif itis
an international number. You must be using a Cen-
trex system to use this feature.

Adv. - Collect Digits

See the discussion below on “ Callecting Digits”.

Adv. - Data Directed
Routing

Promptsthe caller to input digits or text and use the
data entry to route the call. This allows third party
applications to route incoming calls based on caller
information.

Collecting Digits
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When you select the Collect Digits action, the caller is prompted to enter
more digits. Once a minimum number of digits are entered, the system
proceedsto open asingleitem expansion of the Collect Digitsaction. Inthe
item tree at the left, you can seea“ & -" appear asan expanded item action.
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To use the Collect Digits action:

1. Selecting the Collect Digit action, first set the following additional
parameters:

Lo ECSEE T |
te g [
i Lt rﬂﬂ:mﬂl ﬁﬁ_j

PETMCEIne D Tied [T =

Figure3. Collect digits

Text Tag—aname for this set of options.
Min. Length—the minimum Iength of digitsto be collected.
Max. L ength—the maximum length of digitsto be collected.

PSTN Call Inter-Digit Timeout—the length of time the system
will wait between collecting of digits before timing out.

Web Call Response Timeout—the length of time the system will
wait for digits after responding to a web-based call before timeout.

2. Click the expanded & - menuitemintheitemtreeandtreat it asa
normal item—that is, give it aname, a prompt, a push URL if
appropriate, and an action to take.

Making Auto Attendant Assignments

Once the Auto Attendants are set up, you can use them in variousin-call
routing situations—trunk configuration, answering for extensions or
workgroups, and so forth.

For example, for trunk /Auto Attendant assignments, see “Incoming Call
Routing” on page 187. For extension or workgroup assignments, see
“Setting Answering Options” on page 220.
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Phrase Management

Y ou might want to record unique phrases to customize an Auto Attendant
or aworkgroup. When the system is configured to answer incoming calls
by the Auto Attendant, callers hear a customized greeting. For example;

“Thank you for calling ABC Company.

Enter the extension number of the person you wish to speak with.
Press 1 for sdles,

Press 2 for technical support,

Press 3 for accounts payable,

Press 0 to reach the operator,

To repeat this menu, press star (*).”

An example of aworkgroup greeting phrase:
“Please hold; someone will be with you shortly.”

This section covers information using pre-recorded phrases, recording
custom phrases, and using professionally recorded phrases.

Using Pre-Recorded Prompts

AltiWare provides ready-to-use pre-recorded phrases. Phrase 0001 is the
default Auto Attendant greeting at the root menu level. Phrases 0291
through 0297 are phrases used for workgroup queue prompts.

Phrase # Phrase

0001 Thank you for calling. If you know the extension of the person
(default) you wish to speak with, please enter it now. To reach the
operator, press 0 or simply stay on the line.

0291 Please hold; someone will be with you shortly. For your
(defauilt) convenience, you may leave a message if you wish by pressing
the # key on your telephone and we will get right back to you.
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0292 Please hold; someone will be with you shortly.

0293 We appreciate your call and will be with you as quickly as
possible.

0294 Thank you for your patience. We should be with you soon.
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Phrase # Phrase

0295 Thank you for your patience. We should be with you soon. For
your convenience, you may leave a message if you wish by
pressing the # key on your telephone and we will get right back
to you.

0296 We apol ogize for the extended delay, but our current call load is
abnormally high. Remember, you may leave a message by
pressing the # key on your telephone and we will get right back
to you.

0297 You may still wait if you prefer, but we suggest you leave a
message by pressing the# key on your telephone and wewill get
right back to you.

Recording Custom Phrases

When you create custom phrases, you should keep arecord of phrase
numbers and the corresponding phrases so that if a phrase needs to be
changed, the correct phrase number isreadily available.

To record a custom phrase:

1. Loginfrom any telephone on the system with the system manager’s

extension and password.

This brings you to the AltiGen Voice Mail System Main Menu.
Press 6 for the Phrase Management option.

Press 2 to record a phrase.

Enter afour-digit phrase number between 0001 and 0999.

o o M w DN

Record the phrase after the tone. Press # at the end of the recording.

The system will replay the recorded phrase. Press#if therecording is
acceptable.

At the Phrase M anagement menu, press 2 to record additional prompts
or star (*) to exit Phrase Management.
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Using Professionally Recorded Phrases

Recording studios such as Worldly Voices (see AltiGen’ s Support Page at
http://www.altigen.com/IT Corner.html for more information) provide
professionally recorded prompts as el ectronic filesthat can beinstalled and
used on AltiServ.

AltiGen provides a utility to convert these files into the proper Alti Serv
format. Some recording studios provide the conversion service for an
additional fee. The converted file can then be used for Auto Attendant or
Workgroup setup.

To install professionally recorded phrases or prompts:

1. Assignaprompt number (between 0001 to 0999) to each prompt you
would like recorded.

Submit your prompt script and prompt number to the recording studio.

Instruct the recording studio to record promptsin either 8KHz or
11.025KHz mono in the WAV E format.

4. Ask the studio to convert the WAV E file(s) into the proper AltiWare
format.

« If using Worldly Voices, this conversion is done for you.

« If you are using astudio other than Worldly V oices, the conversion
utility isavailable from AltiGen’s Support Web site at http://
www.altigen.com/IT Corner.html. This utility allows you to
convert an audio file recorded at either 8K Hz or 11.025KHz in the
WAVE format to an AltiWare playable audio file.

5. The prompt should be saved in the following file name format:
e 0001.wav for phrase #0001
« 0002.wav for phrase #0002, etc.

6. Onceyou receive the prompts in the AltiWare format, place themin
the altiser viphrases\L angCustom directory on the AltiServ.

Y our prompts are now ready to be used in Auto Attendant or Workgroup
setup.
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CHAPTER 11

Additional Setup

This section describes additional system features that must be configured
through the Management menu or through AltiWare Tools.

Audio Peripheral Configuration

The Audio Peripheral Configuration window (see Figure 1) is used to set
up:

e Music-On-Hold

e System Default Beginning and Update Prompts for Callersin Queue
e Overhead Paging

Y ou can access Audio Peripheral Configuration by selecting it from the
M anagement menu.
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Figurel. Audio Peripheral Configuration window
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Audio Peripheral Configuration

Configuring Music On Hold and Recorded
Announcements

Callerswill hear the music or recorded announcement configured in Audio
Peripheral Configuration only if the user places the caller on hold by
pressing FLASH or LINK. If the user presses HOL D, the caller hears
nothing.

To configure music on hold:

1. Openthe Audio Peripheral Configuration window as discussed in the
previous section.

2. Select the check box, Enable Callerson Hold or in Queueto Listen
to Music or Recorded Announcement.

3. Select the Quantum or Triton Analog Station board number to which
the audio equipment is attached.

Setting Greeting and Update Prompts

To play a prompt before placing the caller into a hold queue:
1. Select the Play Prompt Before... checkbox.

2. Usethedrop-down list to select the prompt number you want to usefor
the greeting message. (Creating promptsis discussed in previous
sections.)

To play an update prompt every thirty seconds:

1. Select the Play Update Prompt ... checkbox.

2. Usethedrop-down list to select the prompt number you want to usefor
the greeting message.

Configuring Overhead Paging

To configure overhead paging:

1. Connect overhead paging equipment to a Quantum or Triton Analog
Station board audio out jack.

2. Accessthe Audio Peripheral Configuration window and select Enable
Overhead Paging.
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3. Usethedrop-down list to sel ect the Quantum or Triton Analog Station
board to which the overhead paging is attached.

MVIP Clock Configuration

TheMVIP Clock Configuration option inthe M anagement menu allows
you to manually set the master clock for the system. By default, the system
isset on“Auto,” which meansthat the board provides the most stable clock
reference (by the system’s own parameters) and is automatically

designated as the master clock by which all other boards set their clock to.

The Clock Configuration dialog box (see Figure 2) dlows the system
administrator to automatically or manually choose the master board.

Gl WVIF Dhacl

[T B 2

Vigrul | =i
| 0, | : Cancel |

Figure2. Clock Configuration dialog box

By default, the setting of the clock configurationisset to Auto. Thismeans
that the system automatically checksall the boards for the most stable clock
and designates that board as the master reference clock by which all other
boards reference their clocks.

Note: It isrecommended to use the Auto setting. Do not select Manual
unless one of your digital spansis connected to equipment other
than the PSTN (your regular phone network). It is also
recommended that you select the Auto setting if thereis only one
T1/PRI board present in the system.

Y ou can select M anual to choose the board to serve asthe master clock for
the other boardsin the system. Click on the arrow to scroll down through
the list of boards. It is recommended that you select the Manual setting
when there are two or more T1/PRI boards present in the system.
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Feature Tips

Feature Tips

Each time a user logs into the AltiGen Voice Mail System, the user will
hear aFeature Tip, helpful tips and reminders of the most useful features
for optimal use of AltiServ. There are atotal of eleven tips and a different
tipisplayed eachtimethe AltiGen Voice Mail Systemisaccessed. Another
way to listen to Feature Tipsis by pressing #55 on the telephone. Y ou can
listentojust onetip at atime or listen to all the tips at once.

Individual users may turn this feature off (stop AltiServ from playing
Feature Tips at the beginning of the AltiGen Voice Mail System login) by
pressing 6 at the Personal Options menu. Thisis atoggle feature, so
pressing 6 at the Personal Options menu will turn it back on if it is off.

Y ou may, however, want to completely disable this feature for all users.

To disable Feature Tips system-wide:

1. Select Run from the Start menu and enter regedit to open the
Registry Editor.

Caution: Changing theregistry can affect the configuration of your
system! We recommend making a backup copy of the
registry before making any changes.

2. Gotothefollowing location:

\HKEY_LOCAL_MACHINE\ SOFTWARE\AltiGen
Communications, Inc.\AltiWare\

3. Createanew DWORD Value (select DWORD Value from the New
option under the Edit menu) called Featur eTipEnabled.

4. SettheValuedatato Oto disable Features Tips. (Set the Value data
back to 1 to enable Feature Tips again.)

5. Open the System Configuration window of AltiWare and click OK
without making any changesin the datafields. It is not necessary to
restart AltiWare.
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CHAPTER 12

System Data M anagement

AltiWar e System Data M anagement providesfor backing up datato, and
restoring files from, a system hard disk drive or a network drive. This
option can only be accessed at the AltiServ system; it is not available from
aremote AltiAdmin client.

<
)
5
D
Q
[¢)
3
[¢)
S
~—

rleg WalsAs

Using Backup and Restore

Y ou can also access this feature by selecting the AltiWare OE Backup
and Restor e Utility program from the AltiWare folder accessiblefrom the
Start menu.

To access the feature, click System Data M anagement on the Service
Menu.
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Figurel. System Data Management window
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Backing up Files

To backup files immediately:

1. Open the System Data Management window as described in the
preceding section, then select the Backup icon to view the Backup
Configuration dialog box.
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Figure2. Backup Configuration dialog box

2. Inthe Components box, select the files you want to back up.

3. Inthe Backup To drop-down list, select the day of the week you want
to use as the starting date for back up files, or select Advanced.

Advanced means that you select the folder or drive to back up.
Selecting Advanced displays afolder icon. Click the folder icon to
pop up abrowse dialog box that |ets you select the folder to backup.

When you click OK to close the dialog box, the selected drive or
directory isdisplayed in the box below the Backup To drop-down list.

Note: You cannot select Advanced to choose adirectory and at the
same time select a starting day. Y ou need to use one or the
other for a particular backup operation.

4. Onceyou are satisfied with the selection of files to back up, and with
the date and target location, click OK to start the backup. This closes
the dialog box.

In the AltiWare System Data Management window, the progress and
status of the file backup is displayed.
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Scheduling Backups

Y ou can set up automated backup on a schedule, and you can select the
days, the times, and the target drives and folders for the backup.

To set backup schedules:
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1. Openthe System Data Management window as described above, then
select the Schedule icon to view the Backup Schedules dialog box.
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Figure3. Backup Scheduleswindow
2. Settheoptions:

» Select the checkbox for each day of the week you want run the
backup.

» For each day, use the drop-down lists to specify the time. These
time settings use a 24-hour clock.

* You can accept the default target directories, or you can click the
Folder to open the Browse for Folder to select the destination or
the backup files.

e Under Backup Selection, select the file components you want to
back up: Configuration files, Custom Phrases, Extension Messages,
Call Detail Records, and/or SP Configuration files.

3. Click OK.
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Restoring Backed up Files

To restore the backed up files:

1. Open the System Data Management window as described in “Using
Backup and Restore” on page 259, then select the Restoreiconto view
the Restor e Configuration dialog box.
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Figure4. Restore Configuration window
2. Under Components, select the file groups you want to restore.

3. Using the Restor e From drop-down list, select the day you want to
restore from, or select Advance to choose the restore folder.

Clicking Advance displays afolder icon that you can click to open a
dialog box that allows you to select the directory you want to restore
from.

Selecting aday of theweek or manually choosing therestoredirectory,
the directory specification appears in the text box below the drop-
down list.

Note: The componentsyou select for restore must have been backed
up into the directory you selected. For example, if you didn’t
back up configuration files on Thursday, you won't be able to
restore them from the Thursday directory.

4. Click OK to start the restore process.
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CHAPTER 13

System Report Management

AltiServ provides system management reports that contain information on
system configuration summary, traffic, system log, call detail summary,
and IP cumulative traffic statistics.

System Summary Report

The System Summary report provides summary information on extensions,
trunks, and workgroups configured in the system.
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To open the System Summary report window, select the Report menu from
the Main Menu Bar and then select System Summary from the drop-down
list, or select the System Summary icon from the Quick Access Toolbar.
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Figurel. System Summary window
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The system configuration summary data includes basic attributes on
extensions, workgroups and workgroup members (click aworkgroup to
display the workgroup’s members), trunk location and access, and
messaging usage by extension.

Y ou can Print this report using the Print button.

System Log

The System Log window displays information on system operating status.
Thiswindow is designed for use by system engineers and certified
personnel only.

To view the System L og, select the Report menu from the Main Menu bar,
then select System L og from the drop-down list, or select the System L og
icon from the Quick Access Toolbar. Y ou can aso view the system log by
running the L ogViewer .exe program in the \altiser viexe fol der.
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Figure2. System Log window

The Summary box displays information on each channel for each card.
Select a channel in the Summary box to see data about the channel in the
Comment area and additional technical datain the Additional
Information box.

Click Clear System L og to clear the information in all the windows.

Click Display Archived Log/ Display Current Log to toggle the view
between the current and the most recently cleared system log.
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Usethe Log L evel dropdown list to view the level of severity for system
errors. Level 0 displays the most obvious system errors, Level 5 displays
al system errorsin specific detail.

IP Cumulative Traffic Statistics

To view areport of all cumulative IP traffic, click Altiware I P Traffic
Statistics from the Reports menu. The P Cumulative Traffic Statistics
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Figure3. P Cumulative Traffic Satistics window
This window displays the following data:

Parameter Description

Internet Address Displaysthe IP address or fully qualified DNS name
of the remote location.

Packets Sent Displays the number of voice packets sent to other
AltiServ systems over the public or private IP
network.

Packets Received Displays the number of voice packets received from
other AltiServ systems over the public or private IP
network.

Bytes Sent Displaysthetotal size (in bytes) of all voice packets

sent to other AltiServ systems over the public or
private | P network.

Bytes Received Displaysthetotal size (in bytes) of all voice packets
received from other AltiServ systems over the public
or private |P network.
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Par ameter Description

Packets L ost Displays the number of voice packets that have been
lost due to prolonged delays, network congestion, or
routing failure.

Average Jitter displaysthe average length of delay per voice packet
in milliseconds. This figure should stay under 100
milliseconds. A higher figure indicates alonger
average delay. This number can be used to measure
the quality of service on the network that connects
the source and destination sites.

The difference between the I P Trunk Current Traffic Statistics window
and the | P Cumulative Traffic Statisticswindow isthat the former shows
figures only for the active call (Current Traffic) on a particular P trunk of
thelocal AltiServ system whilethe other window showsfiguresfor all calls
combined (Cumulative Traffic) to and from remote AltiServ locations.

Resetting Cumulative Statistics

Y ou can reset the AltiWare | P Cumulative Traffic Statistics by clicking
the Reset button. Also, this window automatically resets al fieldsto 0
when the AltiServ system is shut down and restarted. Statistics gathered
before the reset are not saved.
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CHAPTER 14

Data and Internet I ntegration

This section describes how to integrate Alti Serv with the Internet and data
communications. It will cover the following areas:

o Email

e Mail forwarding

« Exchangeintegration
« AltiReach Setup

Network Protocol and Addressing

The AltiServ system integrates telephony functions with the LAN and
Internet to provide a state-of -the art communication facility with local and
remote access to email mixed-media messaging.

Before you begin, you should be familiar with the following LAN and
Internet protocol and addressing information.

Network

A network is a distributed interconnection of multiple voice and data
communication devices utilizing network protocol software to
communicate and exchange information.

Protocol

A protocol isaset of rules and methods by which tel ephone equipment and
computers exchange information across a network. Networking software
generally implements multiple levels of protocols in the process of
interconnecting two or more devices on the network and enabling them to
exchange information.

Transport Protocols

Among thevarioustransport protocolsavailable, AltiServ usesthe TCP/IP
transport protocol.
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Network Protocol and Addressing

TCP/IP - Transmission Control Protocol/Internet Protocol (TCP/IP) isthe
protocol used on the Internet.

A protocol stack isacollection of actual protocol layers used to establish a
connection across the network that allows dissimilar network devicesto
exchange information.

SMTP/POP3

SMTP—Simple Mail Transfer Protocol. As seen by the client side of the
network, is an Internet email sending protocol software format.

POP3—Post Office Protocol Version 3. As seen by the client side of the
network, POP3isan Internet email retrieving protocol software format that
allows usersto retrieve mail from its stored location.

I M AP4—Internet Message Protocol Version 4. An enhanced version of
POP3 that, among other things, allowsthe user to view message headers of
each message before retrieving the complete message.

Network Address

A network addressis an identifier for anode, station, or unit of equipment
in a network. There are many methods of accessing the network, such as
email or Hyper Text Transport Protocol (HTTP), Gopher, etc.

AltiServ uses the email client/server access method.

A sample email client/server network address might look something like
the following example:

jsmith@earth.science.berkeley.edu

Thisaddresstellsthe routers and the Internet Service Provider (I1SP) where
to deliver this message. Thisis an extended address. The addressis read
from the right to the left:

edu = first level domain
berkeley = second level domain
science = third level domain
earth = fourth level domain
@=a
jsmith = user name

Or it might be as simple (and short) as:
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altigen.com
com = first level domain name
altigen = second level domain name

Local Address

When you are sending messages among usersin a LAN, the local address
isused in place of the extended network address. Local addressing is used
in a peripheral node or station and is transformed to or from an extended
addressfor delivery purposes. Often within aL AN, the domain is assumed
to be thelocal domain if no @domain is added to the address.

Mixed-Media Messaging

Messaging includes many options other than just text. Messages might
include all of the following types of information or any combination
thereof:

e Text - (includes word processing files, spreadsheets, database listing)
* Voice

e Fax

* Video

If you include more than one attachment or media type in your email
messages (such as graphics, video, or sound), you must employ a method
called MIME (Multipurpose Internet/Mail Extensions). MIME isa
technique designed to bundle attachments within individual email
messages.

When aMIME file with attachments arrives at your workstation,
additional processing beginsimmediately. As the various attachments
arrive, the client or browser identifies these attachments by file type or by
description information in the attachment tag (as specified by the MIME
format). After the client or browser identifies afile, it can handle the file
playback or display. Sometimes the client or browser itself handles
playback or display (including .GIF and .JPG files).

When other kinds of files show up and need special handling capabilities
(beyond the scope of most client/browsers), the client hands off the filesto
other Helper Applications for playback or display. Helper Applications
are designed to read and process the files and to present the file contents on
demand.
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Setting Up Email Service

AltiWare provides users with the ability to record a voice annotation and
attach it to an email mixed-media message. This voice recording must be
done before the user sends the email in order to send the voice annotation
as an attachment to the email. After the voice recording is complete, the
user can send the email. AltiWare then combinesthe voice message and the
email into asingle MIME message and sendsit to the recipient. The ability
to send and receive MIME messages isincluded as part of AltiWare email
capabilities.

Setting Up Email Service

There are some basic requirements that must be met in order to access
Mixed-Media Messaging using email over the AltiServ system.

Before You Begin

To set up email for the AltiServ system, you need to have the following
installed on the AltiServ:

* Windows NT network interface card installed and Windows NT
network capability enabled

» Network TCP/IP installed and configured

* Internet connection (if sending and receiving emails over the
internet)

* Multi-media stations/PCs as clients

Setting Up LAN and Internet Email on the Server
To set up the server side of the network, follow the steps below:

Step 1: Selecting Your ISP and IP Addresses
Y ou will need to obtain the following to setup Internet email:

1. Select your Internet Service Provider (ISP). There are numerous
| SPs to choose from. There is afee associated with these services. For
details, please contact an ISP that serves your area.

2. Fromyour ISP

» ObtainaDomain Name Server (DNS) Address. AltiServ address
should be added to the DNS database by your |SP.
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e Select and give your ISP aunique Domain Name. Each domain
must have a unique name associated with it, such asthe address for
AltiGen, which is “altigen.com”.

e Obtain aBlock of P Addressesand assign a unique IP address to
each client on the LAN.

¢ Obtain the Subnet Mask. Y ou will need to enter this address later
in the TCP/IP configuration setup for both the server and client
stations.

Step 2: Setup the Router

Install the router on the LAN. Therouter isthe gateway to another LAN or
to the Internet.

1. Specify arouter that is on the same LAN as the AltiServ server, such
asISDN or T1.

2. Assign an IP address (one of the block of |P addresses obtained from
the ISP to the router). This becomes the gateway router address.
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Step 3: Configure TCP/IP Properties
Configure the TCP/IP protocol parameters.

1. Openthe Control Panel and select the Network icon. The Networ k
Setting window is displayed.
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Figurel. Network Setting window
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2. Click the Protocols tab, then double click on TCP/I P Protocol from
the drop-down list box. The TCP/IP Protocol window appears (see
Figure 2), where you configure the IP Address, Subnet Mask, and
Default Gateway (router).
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Figure2. TCP/IP Configuration

» |P address—enter the assigned I P address (from the block of IP
addresses obtained from your 1SP) to the AltiServ.

* Subnet Mask—enter the Subnet Mask obtained from your | SP.
» Default Gateway—enter the email Gateway (the router address).

3. Select the DNS tab at the top of the TCP/IP Properties window (see
Figure 3) to configure Domain Name System.

Note: You must configurethe DNStab if you want to exchange
email through the Internet.

Configure the following:
» Host Name—enter the name of the server (for example: melody)
» Domain—enter the domain name (for example: altigen.com)

» DNS Service Search Order—enter the IP address of either your
own or your |SP’'s Domain Name Server.
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4. Click OK.
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Figure3. DNS Configuration window

5. Refer to Microsoft Windows NT configuration documentation to
complete the TCP/IP network setup.

Step 4: Notify Your ISP of the Following:

1. Your AltiServ Host Name (host name of the server or server name)—
your AltiServ isthe server that actually receivesthe mail or messages.
For example, AltiGen has named its server “global_cti.” Thistellsthe
DNS to route all mail or messages for altigen.com to the global_cti
server.

2. Your AltiServ's P address (e.g., 200.133.204.2).

Step 5: Configure Email in Altiware Administrator

Important: If you haveaWindowsNT or Windows 2000 server, you must
stop the Default SMTP Site server, or it will conflict with
AltiWare's SMTP server. Do the following:

1. InAltiWare, go to the Management menu, select System
Configuration... and click the M essaging tab to open the Messaging
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Setting Up Email Service

window. Be sure that Enable SM TP/POP3 Service (in the E-Mail
Messaging Options field group) is deselected.

2. Open the Windows Internet Information Services window by right-
clicking the My Computer icon and choosing M anage from the
popup. Expand Servicesand Applicationsinthetreetoview I nter net
Information Services.

Select Default SMTP Sitein thetree.

On the toolbar, click the Stop button.

Y ou can now proceed with the steps given below.
To configure the AltiServ for email service:

1. Onthe Management menu, select System Configuration... and click
the M essaging tab to open the Messaging window:
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2. Configure the E-Mail M essaging Options group as follows:

* Select Enable SM TP/POP3 Ser vice to enable email and Mixed-
Media Messaging on the AltiServ system.
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e Select Allow Inbound Internet Mail if AltiServ isthe only mail
server running on the system. If you are running another SMTP
server on the same system (such as Exchange) and you do not want
AltiServ toreceiveinbound Internet mail, you should leave this box
unchecked.

3. Assign aunique Email Nameto extension usersin the General
window of Extension Configuration.

« Select the extension number (or select Add Extension and then
enter the extension number in the field provided if thisisanew
extension).

e Enter the email name in the E-mail Name data entry field (see
Figure 1).
4. Allocate the system storage capacity for extensions in the M ailbox
Setting window of Extension Configuration.

Each user’ s needs might be different. The default is 50 MB of storage,
which on the average, will give each user room for 100 messages.
Refer to “ Setting the Mailbox Options” on page 212 for more details.
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Setting Up LAN and Internet Email on the Client

To set up the client side of the LAN:

1. Configurethe following client TCP/I P Properties (see Figure 2):
e |IPAddress
* Subnet Mask
e Default Gateway

2. Onthe DNStab of TCP/IP Properties, enter the following (see
Figure 3):

¢ Host Name
¢ Domain
¢ DNS Service Search Order

3. Configure the following mail server parameters of the email client
application:

e Enter theMail Server (POP3) User Name. (Thisisthe samename
entered as the email name on the AltiServ General page of
Extension Configuration).
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» Enter thelncoming Mail (POP3) Server address.
» Enter the Outgoing Mail (SMTP) Server address.
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Figure4. Netscape Mail Server Setup

4. Set up helper applications and general preferencesfor the email client
application (i.e., associates the WAV fileswith sound recorder
application).

Setting up an Exchange Server

This section provides you with step-by-step instructions to configure the
Exchange Integration feature in AltiWare OE, for the Microsoft NT 4.0
server and the Microsoft NT 2000 server.

Exchange Server Windows NT 4.0 Integration

Inthe examplethat follows, the AltiServ systemiscalled TELESY STEM,
and the Exchange Server is called MAIL SERVER, and both systems
belong to the NT domain called ALTICHINA.
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Prerequisites
Two NT servers:
¢ OneNT server with the AltiWare OE software

e OneNT server with Exchange Server software

AltiServ System Prerequisites
¢ WindowsNT 4.0 with Service Pack 6aor higher
e AltiWare OE software version OE 3.5 or higher

e TheAltiServ system and the Exchange server system must belong to
the same NT domain.

e AltiGen Services should be started with the user account
<Domainname>\AltiGen_<AltiservSystemName>. For example,
ALTICHINA\AItiGen_TELESYSTEM.

To check the Windows NT version:
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Click the Start button, select Run, and type winver in the Run dialog
box.

Thisopensan About WindowsNT dialog box that displaysthe version
of NT running on your system. It should say:

Version 4.0 (Build 1381: Service Pack 6)...Revised
Service Pack 6a

If you have an older version of NT, upgrade to the latest version.
Check http://www.micr osoft.com/ntser ver to get the latest service
pack for Windows NT.

To check the AltiWare version:

Select About from the Help menu of AltiWare Administrator. The
version displayed should be AltiWare OE 3.5 or higher.

If you have an older version, contact AltiGen Technical Support to
find out how to upgrade to the latest version of AltiWare.

To check the domain:

On the Alti Serv system, go to Start=» Settings= Control Panel =
Network. In the Identification tab of the Network dialog box, verify
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that you see two text boxes, Computer Name and Domain. Note
down the value in the Domain field.

Repeat the same steps on the Exchange server system and make sure
the domain names are the same.

To verify AltiGen Services:

1. Select Start=PControl Panel = Services. A Windows Services
dialog box will be shown, asin this example.
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Figure5. Windows Service window

2. Select AltiGen Switching Service COM Server from the control
panel of AltiServ.

3. Highlight the AltiGen Switching Service Com Server and click the
Startup button. A Service startup options dialog box will popup:
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Figure6. Service Sartup options dialog box
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4. Completethe entriesin this dialog box as follows:

* IntheLog On Asgroup, select This Account and set
<DomainName>\AltiGen_<ServerName> as the account. In this
example, it isSALTICHINA\AItiGen_telesystem.

If thisis not the case, you need to re-install AltiWare while logged
in as adomain administrator with local administrator privileges.

« Repeat the previous step, but thistime, check the Log On As
account for AltiGen Exchange I ntegration Service COM Server.

Exchange Server Prerequisites

e Exchange Server 5.5 with Service Pack 3

e Successful ping to the AltiServ and vice versa
e Exchange Server Services must be started

To check the NT version:
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Click the Start button, select Run, and type winver in the Run dialog
box.
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To check the Exchange Server version:
Click About in the Exchange Administrator.

To ping the Exchange Server from AltiServ and vice versa:

From the AltiServ system, open aM S-DOS window, and type ping
<exchange server names, then pressenter.

For example, type ping mailserver. You should see Reply
from. .. astheresponse. If you see Request timed out, thereis
something wrong with your network settings or connectivity.

Similarly, ping the AltiServ system from the Exchange server. For
example, from the command prompt in Exchange Server, type ping
telesystem, then pressenter. You should get proper reply.
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To check that all Exchange Server Services Have Started:

1. Open the Control Panel and click the Servicesicon to view the
Services window.
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Figure7. Exchange Server Services Window

2. Check the status of the following servicesto seeif they are started:

Microsoft Exchange Directory

Microsoft Exchange Event Service

Microsoft Exchange Information Store
Microsoft Exchange Message Transfer Agent
Microsoft Exchange System Attendant

If any of these services are not started, select the service and click
Start in the Services window to start it.

If a service cannot be started, please contact Microsoft technical
support.
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Exchange Server Configuration

Now that you have verified that the AltiServ and the Exchange Server
systemsare properly installed, you can start configuring the two systemsto
enable the Exchange Integration feature. In this section, we describe the
configurations to be performed in the Exchange Server.

For testing purposes, create an Exchange mailbox for NT account
<Domain>\AltiGen_<AltiservSystemName> (e.g.
ALTICHINA\AItiGen_TELESYSTEM).

Open the Exchange Administrator on the Exchange Server and do the
following:

1. Select New Mailbox from the File menu.

2. Input amailbox name, for example, first name AltiGen, last name
Assigt, display name AltiGen Assist and alias name AltiGenA.

3. Click Primary Windows NT Account and in the dialog box, select
<Domain>\AltiGen_<AltiservSystemName> (e.g.
AltiGen_telesystem). After setting the primary NT account, your
dialog box should look the example that follows (see Figure 8). Click
Apply to create the mailbox.
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Figure8. Adding a mailbox to Exchange Server
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4. Click the primary NT account and select Use Existing Account. This
account can then be added from the user manager window. Remember
that this can only be achieved if AltiGen has an account in the same
domain as the Exchange Server or atrusted domain.

5. GiveServiceAccount Admin rightsto AltiServ service account inthe
Exchange server. (See Note 3 on page 293.)

Microsoft Exchange Administrator Configuration

1. InMicrosoft Exchange Administrator, highlight the Organization
container. (Organization is the top item in the hierarchy on the left of
the Exchange Admin window.)
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Figure9. Microsoft Exchange Administrator

2. Select Propertieson the File menu, then click Permissionsto get a
window such as the following:
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Figure 10. Properties window, Exchange Object

3. Add <Domain>\AltiGen_<AltiServSystemName> (e.g.
AltiGen_telesystem) account to the account list.
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4. Change the accountsrole to Service Account Admin from the Roles
combo box (see Figure 10).

5. Repeat the above two steps for the Domain and Configuration
containers. The name of Siteis| TGTEST 1. The name of
Configuration is Configuration.

6. Stop and restart all the services of Exchange Server, or reboot the
Exchange server.

Installing Outlook 2000 Client on the AltiServ System

Outlook 2000 has two modes: I nternet Only mode and Cor por ate or
Wor kgroup mode. To enable the Exchange Integration feature, you
MUST configure it to use Cor porate or Workgroup mode.

If you have aready installed Outlook 2000 in the AltiServ system, make
surethat you haveinstalleditin the Corporateor Workgroup mode. This
is discussed on page 285.
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To install Outlook 2000 to Corporate or Workgroup mode:

1

Install Outlook 2000 from the Outlook 2000 or Office 2000 CD.
During installation, you will be prompted to choose amode (I nter net
Only vs. Corporate or Workgroup). Make sure you choose the
Corporate or Workgroup mode.

After installation is complete, start Outlook 2000 from Start =
Programs. In the Microsoft Installer wizard, select Micr osoft
Exchange Server toinstall, then click Next to move to the next
window.
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Figure11. Outlook setup, Exchange Server Name and Mailbox

3.

In the above dialog box, type in values for the Micr osoft Exchange
Server and M ailbox. Enter the name of the Exchange server, and enter
the test mailbox we created (AltiGen Assist) in the Mailbox field.

Click the Next button to bring up the next dialog box, which asks a
Travel question, to which you should answer No, then click Next.

Once you have completed the Setup Wizard, afinal dialog box
appears, indicating that the information services that have been added
to your profile. Then aDone! dialog box appears; click Finish to end
this part of configuration.

If the values you entered for Microsoft Exchange Server and
Mailbox are correct, you will be ableto use Outlook 2000 now. If they
are not correct, you'll be asked to re-enter the Micr osoft Exchange
Server and Mailbox names. Make sure you enter the correct values.
Y ou can verify your input by clicking the Check name button.
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To check the Outlook 2000 mode:
1. Start Outlook 2000. Select T ools from the menu options.
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Figure 12. Outlook Tools menu

2. If thereisamenu item Service, it means Outlook 2000 is in the mode
of Corporate or Workgroup. You can move on to the next set of
steps. If thereis amenu item Accounts, it means Outlook 2000 isin
the mode of Internet Only. Perform the following steps to change
Outlook 2000 to the mode of Corporate or Workgroup.

3. Click Options... to open the Options dialog box, and select Mail
Delivery.
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Figure13. Outlook Options
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4. Click Reconfigure Mail Support... to open the E-mail Service
Options dialog box.
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Figure 14. Email Service Options

5. Select Corporate or Workgroup and click Next. When a dialog box
pops up, click Yes.
To configure an Outlook 2000 profile:

1. Start Outlook 2000. Select Services... on the Tools menu to open the
Services dialog box.
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Figure 15. Outlook Services

If Microsoft Exchange Server isinthelist of servicesin this profile,
proceed to “Enabling the Exchange Server” on page 288.

If Microsoft Exchange Server isnotinthelist of services, proceed as
follows.

286 Altiware OE System Installation & Administration Manual



2.

Data and Internet Integration

Click Add to open the Add Service to Profile dialog box. Add
Microsoft Exchange Server, Outlook Address book and Per sonal
Foldersto profile.
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Figure 16. Add Servicesto Profile

3.

In the Microsoft Exchange Server dialog box that opens, type the
Exchange Server name in the Micr osoft Exchange Server field and
the test mailbox name (e.g. AltiGen Assist) in the Mailbox field.

Click Check Name. If you entered valid values, the names will be
underlined and the Check Name button will be grayed out. Click
Apply and then OK.

You will see Microsoft Exchange Server in thelist in the Services
window.

Optional: Select Micr osoft Exchange Server inthelist box, and click
Propertiesto seeits configurations. The Micr osoft Exchange Ser ver
dialog box appears. If you need to, you can use this Properties dialog
box to change the name of Micr osoft Exchange Server and M ailbox.

To Test the configuration:

1

Restart Outlook 2000 at least once. Test the configuration by sending
an email, then check if you receiveit.

When thereboot iscomplete, |og on using the AltiGen service account.
Open Outlook, and from the T ools menu, select Services.

Click Add and select Exchange Server. The Mailbox field should
aready be populated with the Name entered above.

Enter the Exchange Servers hostname and click the Check Name
button. Both the Mailbox and Exchange Server should now be
underlined.
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This completes setting up AltiServ and Exchange server systems properly,
and you are ready to enable the Exchange Integration feature. Please
remember you MUST have completed the previous steps before moving
ahead.

Enabling the Exchange Server
1. Delete obsolete files from \altiser\Aexe directory.

a. From Windows NT Explorer, go to the \altiserv\exe folder. If
mapi32.dil and gapi32.dll remainin this folder, delete them.

2. InAltiWare Administrator (AltiAdmin), configure the extensionsthat
are to be synchronized with their corresponding mailboxesin
Exchange server.

a. From the Extension Configuration General window (example
below), select an extension that needs to be synchronized with
Exchange.

b. TypetheFirst Nameand L ast Name exactly asthey appear in the
corresponding Exchange mailbox in the Global AddressList of
the Exchange Server.
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Figure17. General window, Extension Configuration

Make sure that the E-mail Name field contains alphanumeric
characters only and does not contain other characters such as spaces
() orperiods(.).

3. InExchange Administrator, ensure that for each mailbox in Microsoft
Exchange Server to be synchronized, the First Name and L ast Name
are exactly asthey appear in their corresponding extensionsin
AltiAdmin.
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Important: The Middle I nitial field should be empty for Exchange
Server mail accountsin order for Exchange Integration to
work properly.
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Figure 18. Mail account configuration in Exchange Administrator

4. Usethese preceding steps to double check the synchronization of all
mailbox names used jointly by AltiServ and Exchange Server.
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Enable the Exchange Integration feature in AltiAdmin

1. InAltiAdmin, select System Configuration from the System
M anagement menu.

2. Select the Messaging tab, and under the E-mail M essaging Options,
check the Synchronize with Exchange Server box only.
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Figure 19. Messaging window, System Configuration

3. Enter the name of the Exchange Server (e.g. MAILSERVER) in the
space provided and click Apply.

This completes the configuration for the Exchange Integration feature.

Testing the Exchange Server Setup

Y ou can use some simple procedures to make sure that the Exchange
Integration feature is working correctly.

To test the integration, set up an extension in AltiServ (e.g., 100) and its
corresponding mailbox in Exchange server. Also, set up a PC with Outlook
2000 configured for this user.
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To Test Message Delivery to Exchange:
1. Leaveavoice mail for extension 100. The message light illuminates.

2. Log on to the Exchange Mailbox from Outlook and check for the
message in the inbox. The message should be titled VoiceM ail from
xxx and include the voice mail as a.WAYV attachment.

To check Message State Change Notification:

1. Loginto extension 100's voice mail from a phone. The message you
left in the preceding step should be there as a new message.

2. Savethe message by pressing 3. Within approximately a minute, the
message in Outlook will become a saved message as well—it will no
longer appear in bold.

To Listen to VM in Outlook:

Open the message in Outlook, and open the WAV attachment. It
should be the same message.

To check Deletion Notification:
1. Delete this message from Outlook.

2. Wait for acouple of minutes, and then log on to extension 100’ s voice
mail from a phone. The voice mail should no longer be there.

If any of these tests fail, consult the “ Troubleshooting Tips” section.

Troubleshooting Tips

To check profiles:

1. Logonto the AltiServ system as the AltiGen service account (e.g.
AltiGen_telesystem).
Select the Mail 1con from the Control Panel.
Click Show Profiles. For the test mailbox there should be profiles

named such as AltiExch<ServerName><FirstName><LastName>
(e.g. AltiExchM AILSERVERAmMyL eg).

If you don’t see any such profile, make sure that \altiserv\exe folder
does not contain the files mapi32.dll or gapi32.dll. If these files exist,
delete them, then stop and start the Exchange Integration Service.
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To delete old profiles:

If an error occurred while AltiWare was creating mail profiles, the
damaged profileswould remain there until removed manually. After there-
configuration, the new profiles can't be created since the old ones still exist.

Y ou can remedy this as follows:
1. Logon asAltiGen Service Account

2. Shutdown Altigen Exchange Integration Service from Control Panel \
Services, then open the Control Panel\Mail (or Mail and Fax) and
click Show Profiles. Remove all the profiles such as
AltiExch<ServerName><FirstName><LastName> (e.g.
AltiExchM AIL SERVERAmMyL ee).

3. Deleteadl the files under \Altiser vidb\SynchStorage* (e.g.
SynchStorageExt100).

4. Startthe AltiGen Exchange I ntegration Service from Control Panel
\ Services.

If thisdoesn’t work, contact AltiGen Technical Support (see“ Registration
& Technical Support” on page 395.
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Notes

«  Email client confirmed to work on the AltiServ system is Outlook
2000 (using Cor porate or Workgroup mode). Note that thisisthe
client installed on AltiServ host. The client running on the end user
computer isirrelevant.

*  Prevent attempts by the Exchange Administrator to use the existing
service account for the AltiGen Exchange Integration Service. Using
the AltiGen service account will provide you an audit trail that is
invaluable while troubleshooting.

*  Depending on the number of emailsyou have on the Exchange server,
the initial mailbox synchronization may take along time.

For example, if you have 10GB emails on the Exchange server and are
enabling Exchange Integration for all the mailboxes, it may take up to
24 hoursto initialize the Exchange Integration service.

On the other hand, if you have less than 100MB of email on the
Exchange server, the initialization will take less than 5 minutes.
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*  When checking the profiles using the mail icon in the control panel of
AltiServ, you should see one account for each mailbox. Y ou will see
these profiles only if you arelogged on as the AltiGen service account
(eg. AltiGen_telesystem).

Exchange Server 2000 Integration

Inthe examplethat follows, the AltiServ systemiscalled ALTIWARE4 1
and the Exchange Server is called GOLDMINE. Both systems belong to
the NT domain called HAPPINESS.

Important: The Windows 2000 server must be the Primary Domain
Controller.

Prerequisites

Two Windows servers:

+  OneWindows NT server with the AltiWare OE software

e One Windows 2000 server with Exchange Server 2000 software

Important: When you install the Exchange Server, you must log in as the
Domain Administrator, NOT the Local Administrator.

Also note that the Windows 2000 server must be the Primary
Domain Controller.

AltiServ System Prerequisites
*  WindowsNT 4.0
» AltiWare OE software version OE 4.5 or higher

» TheAltiServ system and the Exchange server system must belong to
the same NT domain.

» AltiGen Services should be started with the user account
<Domainname>\AltiGen_<AltiservSystemName>. For example,
HAPPINESS\AItiGen_ALTIWARE4 1.

To check the Windows NT version:

Click the Start button, select Run, and type winver in the Run dialog
box.

This opens an About Windows dialog box that displays the version of
Windows 2000 running on your system. It should say:
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Version 4.0 (Build 1381: Service Pack 6)...Revised
Service Pack 6a

If you have an older version of NT, upgrade to the latest version.
Check http://www.micr osoft.com/ntser ver to get the latest service
pack for Windows NT.

To check the AltiWare version:

Select About from the Help menu of AltiWare Administrator. The
version displayed should be AltiWare OE 4.5or higher.

To check the domain:

On the AltiServ system, go to Start=» Settings= Network and Dial-
up Connections. In the left panel of the Network and Dial-up
Connections window, click the Network I dentification link. Verify
that you seetwo text entries, Full Computer Nameand Domain. Note
the value in the Domain field.

Repeat the same steps on the Exchange server system and make sure
the domain names are the same.

To verify AltiGen Services:

1. Select Start=PPrograms=P Administrative Tools= Services. A
Windows Services dialog box will be shown, asin this example.
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Figure20. Windows Services window
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2. Double-click AltiGen Switching Service COM Server to launch its
Properties dialog.
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Figure21. Service Properties dialog box

3. IntheLog On tab, set <DomainName>\AltiGen_<ServerName> as
the account. In thisexample, itis
GOLDMINE\AItiGen_ALTIWARE4 1.

If this account is not available, you must reinstall AltiWare while
logged in as a domain administrator with local administrator
privileges.

Exchange Server Prerequisites

»  Exchange Server 2000 software

Important: When you install the Exchange Server, you must log in as the
Domain Administrator, NOT the Local Administrator.

Also note that the Windows 2000 server must be the Primary
Domain Controller.

e Successful ping to the AltiServ and vice versa
e Exchange Server Services must be started
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Data and Internet Integration

To check the Windows 2000 Server version:

Click the Start button, select Run, and type winver in the Run dialog
box. It should say:

Windows 2000 Server Version 5 (Build 2195: Service
Pack 1)

Service Pack 1 is the minimum required.

To check the Exchange Server version:
Click About in the Exchange Administrator.

To ping the Exchange Server from AltiServ and vice versa:

From the AltiServ system, open aMS-DOS window, and type ping
<exchange server names, then pressenter.

For example, type ping mailserver. You should see Reply
from. .. astheresponse. If you seeRequest timed out, thereis
something wrong with your network settings or connectivity.
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Similarly, ping the AltiServ system from the Exchange server. For
example, from the command prompt in Exchange Server, type ping
ALTIWARE4 1, then pressEnter. You should get the proper reply.
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Setting up an Exchange Server

To check that all Exchange Server Services Have Started:

1. Open the Control Panel and click the Servicesicon to view the
Services window.
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F.i gure22. Exchange Server Services Window
2. Check the status of the following servicesto seeif they are started:

» Microsoft Exchange Event

e Microsoft Exchange IMAP4

» Microsoft Exchange Information Store

» Microsoft Exchange MTA Stacks

* Microsoft Exchange POP3

» Microsoft Exchange Routing Engine

* Microsoft Exchange Site Replication Service

» Microsoft Exchange System Attendant

If any of these services are not started, select the service and click the
Start arrow in the Services window to start it.

If a service cannot be started, contact Microsoft technical support.
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Data and Internet Integration

Microsoft Exchange Administrator Configuration

1. From the Windows Start menu, launch Programs= Miicr osoft
Exchange= System Manager to open the Exchange System
Manager window.

2. Inthe Exchange System Manager window, expand the Serversto
locate the Exchange 2000 server. Right-click its name to pop up a
menu; select the Proper ties command to open the Properties dial og.

3. Inthe Properties dialog, select the Security tab and click the Add
button to open a Select dialog.

4. Inthe Select dialog, highlight the AltiWare server name and click the
Add button below.
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Figure23. Adding the AltiWare server

5. Click OK to close thisdialog and return to the Security tab of the
Properties dialog. Select the AltiWare server and assign Full Control
in the Permissions. Select the Allow inheritable permissions...
option.
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Figure24. Assigning permissionsto the AltiWare server
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Checking the AltiGen Service Account

Check to see that the AltiGen Service account has been added properly.

1. From the Windows Start button, launch Programs= Micr osoft
Exchange=P Active Directory User and Computers.

2. Intheleft panel of the Active Directory User and Computers window,
expand the domain name, then open the User sfolder. Locatethe server
name as the AltiGen Service account in the list of Users.
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Figure 25. The AltiGen Service Account

300 AltiWare OE System Installation & Administration Manual



Data and Internet Integration

Installing Outlook 2000 Client on the AltiServ System

(Same as settings for Exchange Server for Windows NT 4.0 Integration,
follow stepsunder “Installing Outlook 2000 Client on the Alti Serv System”
on page 283.)

Enabling the Exchange Server

(Same as settings for Exchange Server for Windows NT 4.0 Integration;
follow steps under “ Enabling the Exchange Server” on page 288.)

Testing the Exchange Server Setup

(Same as settings for Exchange Server for Windows NT 4.0 Integration;
follow steps under “ Testing the Exchange Server Setup” on page 291.)

Troubleshooting Tips

(Same as Exchange Server for Windows NT 4.0 Integration; refer to
“Troubleshooting Tips’ on page 292.)
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Notes

(Same as Exchange Server for Windows NT 4.0 Integration; refer to
“Notes’ on page 293.)

Exchange on Windows 2000

To set up Exchange Server integration with Windows 2000:
First, on the machine running Exchange server:
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Exchange on Windows 2000

1. Run Program> Exchange> System Manager>Server
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2. Right-click on the name of Exchange Server to integrate.
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3. Goto Properties> Security > Add > name of AltiGen Server
linked up.

302 AltiWare OE System Installation & Administration Manual



Data and Internet Integration

T e N | - |
Lok i |:|.|: THAMT L 300 -|

ey [ |_-:|

oo g 1 i T S

il Ee i A b
= (e EsT i T e
B [pme A T sl =l

| [E k]

In AltiWare, enablethe“ Exchange M essage Synchronization” check box
inthe Mailbox Setting of the user in Extension Configuration. Then, enable
the " Synchronize With Exchange Server” checkbox and add the name of
the Exchange server in the Messaging window of System Configuration.

To troubleshoot thisintegration, you may 1) run an Exchange Server Trace
or 2) login to AltiWare as Domain Administrator. Open Outlook and right-
click to Properties, and ook for show profiles.

About AltiReach Configuration

The AltiReach Call Management system allows AltiServ to provide remote
and local desktop call management to users using the Intranet or Internet
viaastandard Web browser.

AltiReach isinstalled and configured automatically when you install
AltiWare. The configuration settings differ depending on the version of the
Microsoft Internet Services Manager you are running and whether AltiServ
isrunning on Windows NT or Windows 2000.
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About AltiReach Configuration

To troubleshoot or double-check the server configuration:

* Internet ServicesManager (11S) 2.0 and 3.0: In the Microsoft
Inter net Services M anager ® WWW (Running) settings, the Home
directory is set to c:\altiserviwebmgmnt (where c:\ isthelocal driveon
which AltiWareisinstalled). In the Properties for this directory, the
access privileges allow Read and Execute.

* Internet ServicesManager (11S) 4.0 and higher: In Internet
Services Manager =P Default Web Site=» Propertiesweb Site tab,
the | P Addressis set to the address of the AltiWare server.

Under the Properties®Home Directory tab, the following configu-
ration is established:

— The Local Path shows c:\altiserviwebmgmt (where c:\ isthe local
drive where AltiWareisinstalled). On thisloca path, Read and
Directory Browsing (NT) or Directory Browsing Allowed
(Windows 2000) are both selected.

— Inthe Application Settings group:

* InWindows NT, under Per missions, the Execute (including
script) radio button is selected. On the Execute is selected.

* InWindows 2000, Scripts and Executablesis selected in the
Execute Per missions drop-down list.

Using AltiReach

For instructions on how to use AltiReach and descriptions of al the
functions within AltiReach, please refer to the AltiServ User Guide.
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CHAPTER 15

Using TAPI

If your office has an off-the-shelf application for calling contacts without
manually dialing the telephone's keypad that supports the Telephony
Application Programming Interface (TAPI), you can install AltiGen's
TAPI gateway to use thisfunctionality through your AltiServ installation.
An example of such an application would be Microsoft Outlook.

AltiWare implements its service provider based on TAPI 2.1, so
applications written to TAPI 3.0 can make full use of all the telephony
functions implemented by AltiWare.

AltiGen's TAPI implementation has two components:
e TAPI Proxy Server - installed on the AltiServ server system.

e TAPI Service Provider - installed on each client system.

Note:  With AltiWare OE 4.5, only outbound dialing functions are

System Requirements

supported in the TAPI gateway. Users can make outbound calls
from their extensions, but call control functions such as transfer,
hold, and park, are not supported in OE 4.5.

Also, users cannot make callsthrough TAPI with an P phoneasthe
source phone.
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Server

Windows NT Server 4.0 with Service Pack 6a or Windows 2000
Server

Note: For Windows 2000 Server, the TAPI client must beinstalled on
a separate PC. Otherwise, it won't be able to detect your
devices.

Network connection with TCP/IP enabled
Contact Advantage (Option Pack) license

One session license for each concurrent TAPI client connection
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Installing TAPI Services

Client
*  Windows 98, WindowsNT 4.0 with Service Pack 6aor Windows 2000
» Network connection with TCP/IP enabled
« A TAPI application (Phone Dialer, Outlook, etc.)

Installing TAPI Services

Note: Install the TAPI services (TAPI Proxy Server and TAPI Service
Provider) after physically configuring your AltiServ system. The
TAPI Service Provider will automatically load the AltiServ
configuration. If you change the AltiServ configuration after
installing TAPI, by physically adding, removing, or moving
extensions, you will have to uninstall and reinstall the TAPI
Service Provider to reload the AltiServ configuration.

Note: For Windows 2000 Server, the TAPI client must be installed on a
separate PC. Otherwise, it won't be able to detect your devices.

To install TAPI Proxy Server on the server:
1. Locatethe TAPI Gateway folder on your AltiWare OE CD-ROM.
2. Inthe Tapi_Server subfolder, run SETUP.EXE.

The serviceis started automatically. No configuration parameters need be
set on the server.

To install TAPI Service Provider on the client system:
1. Locatethe TAPI Gateway folder on your AltiWare OE CD-ROM.
2. Inthe Tapi_Client subfolder, run SETUP.EXE.

3. When prompted, enter the Server |P address, the client’s Extension
Number, and client’s Password.

To test TAPI Service Provider on the client system:

1. Launch Phone Dialer from Start > Programs > Accessories >
Communication.

2. Enter anumber to call in the Number to Dial box and then click on
Dial.

Y our extension should ring. When you pick up the phone, the system
will dial the number you entered and connect you. If this does not
work, see “Changing TAPI Configuration Parameters’.
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Changing TAPI Configuration Parameters

To change TAPI Configuration Parameters:

1

On Windows NT, select Start > Settings > Control Panel >
Telephony.

On Windows 2000, select to Start > Settings > Control Panel >
Phone and M odem Options.

On Windows NT, click on the Telephony Driverstab.
On Windows 2000, click on the Advanced tab.

Choose AltiGen (TM) Communications Service Provider and click
Configure.

Inthe AltiGen TAPI Device Detect dialog box, click Configure.
Inthe AltiGen TAPI Configuration dialog box, click Extension.

Enter the extension number and password of the entry you want to
change and click Remove.

Enter the extension number and password of an entry to add with new
values and click Add.
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CHAPTER 16

Setting Up | P Extensions

I P extensions communicate with the AltiServ system using | P-based
protocols to carry voice and signaling data. Instead of PSTN, they use a
data networking connection such as an Ethernet 10-Base-T (RJ-45). In
AltiWare OE Release 4.5, AltiServ supports only those devicesthat are
based on H.323 protocol.

From the end-user's perspective, an | P extension works exactly the same as
an analog extension with the added advantage of being able to work
remotely and without any cabling requirements. Thereisalso no functional
difference in AltiWare features and client applications such as rea -time
monitoring, AltiView, and AltiConsole, with the following exceptions
which are unavailable on an IP extension — #81 Hands free—| ntercom
mode, #82 (Handsfree-Manual answer mode), Distinctiveringing (double
ring for internal calls, single rings for external calls).

In addition, the L ocation columninthe Extension View in AltiAdminwill
show the IP address used by any extension currently logged onto an IP
extension.

IP Connections and Voice Quality

Voice quality can degrade when multiple | P connections use DSL ; the
exact numbers will depend on your bandwidth and the number of IP
connections active at one time. If you encounter this problem, you may
need to reduce the number of IP extensions.

System Requirements
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Server
e AltiWare OE 4.0 or higher

e Triton VolP board(s)—one Vol P port per simultaneous IP extension
user is required.

¢ High-speed WAN connectivity to support remote users (minimum
64kbps per remote user)

«  One Station license per |P extension user
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Configuration

e  Static IP address assigned to each extension configured for an IP
connection (recommended, but not required)

Client

* AnAltiGen-certified IP phone device (see “Clients’ on page 311 for
details)

»  High-speed data connection to the Alti Serv system (minimum 64kbps)

Configuration

Y ou must configure AltiAdmin and, in some cases, your client hardware or
software for using | P extensions.

AltiAdmin

1. Ensurethat the VolP gateway is configured properly and works.

For details on configuring the Triton Vol P board and the I P trunks,
refer to“ Configuring the Triton Vol P Board” on page 147 and “ Setting
General Trunk Attributes’ on page 173.

2. Ensurethat you can make callsover IP by creating an entry (at least an
entry with the | P address of the AltiServ system) inthe P dialing table
and then dialing <IP Trunk access code> + <IP dialing table entry
code> + <extension number>. Make sure you can have a two-way
conversation on this Vol P call.

For details on using the IP dialing table, see “ Defining the IP Dialing
Table” on page 130. Also see “ Setting Vol P Codecs’ on page 197.

3. For each extension for which you are enabling | P extensions, check
Enable | P Extension on the General tab of the Extension
Configuration window.
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Figurel. General Window, Extension Configuration

a. If you have static IP addressing (recommended), choose Static and
then enter the | P address of the IP phonein the L ogon field.

b. If you do not have static | P addressing available, choose Dynamic.

Note that dynamic | P addressing will show a different IP addressin
the L ocation column of the Extension View every time the
extension user enables an IP extension.

Clients
Currently, AltiGen certifies the following four |P phone/adapter devices:

¢ Quicknet—PhoneJack™ PCIl adapter and PhoneCard™ PCMCIA
adapter with Internet SwitchBoard™ software

e Siemens HiNet LP5100 IP Phone
¢ Polycom® SoundPoint® 500 IP Phone
« AltiView integrated with NetMeeting

For detailson configuring thefirst three options, see the documentation that
AltiGen provides with each.
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Configuration

AltiView Integrated with NetMeeting

AltiView (versions 4.0 and higher) providesan option called | P Extension
Integrated with NetM eeting that allows it to use NetMeeting asthe IP
extension.

dwem U F]

Deerpen F

Fyrrmany

- Flasses raged - lHesem

o ]

In addition to the AltiView software, the client requirements are asfollows:

A sound card

A headset connected to the sound card (Plantronics LS1
recommended, available from retail outlets or from the Plantronics
website at http://www.plantronics.com/computer/Isl.html).

A microphone and speakers should not be used, since the speaker's
output would be fed back to the microphone and cause severe echoes.

NetM eeting 3.01, which is automatically installed with Windows
2000. Users can check to seeif NetMeeting is installed by looking
under Programs>A ccessories>Communication from the Windows
Start button. If not, it is available for download from the Microsoft
website at http://www.microsoft.com/windows/netmeeting/downl oad/
default.asp.

Additional system requirementsaslisted on the Microsoft website at
http://www.microsoft.com/windows/NetMeeting/
SystemRequirements/default. ASP.

Note also that processor-intensive applications will affect voice quality.

Instructions on using this option are also provided in the AltiView and
AltiServ User Guide.
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CHAPTER 17

AltiwWeb

AltiWare OE 4.5 integrates Vol P, Auto Attendant, and Microsoft I nternet
Information Services (11S) to provide the AltiWeb feature, which allows
internet usersto talk to an extension via Vol P and share web pages.

System Requirements

e Client/Server System only: AltiWare OE Release 4.5 or higher
running on Windows 2000 or Windows NT

¢ Client System: Microsoft Internet Explorer 5.5 or better, or Netscape
4.7 or better, NetMeeting 3.01, and Sound Card

e Web Server: Microsoft Internet Information Services (11S) 4.0/5.0

Altiweb Components
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Figurel. Altiweb Component Overview
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Installing Altiweb

Make sure AltiWare OE Release 4.5 has been installed on the Alti Serv

system and the link to TCP/IP is enabled before continuing with CDR

Search setup.

1. Loginto the client machine using a domain account and make sure it

is connected to the network on which AltiServ is running.
Exit all Windows applications.

Insert the AltiWeb CD into the CD ROM drive of the I1Sweb server.

Run the Setup.exe program by selecting Start —» Run and typing D:/
Setup.exe, where D isthe letter of your CD ROM drive. Follow the
step-by-step installation instructions as they appear on the screen.

5. AltiWeb installsinto the Home directory of the 1S server. To verify

installation, start 11S, and select Default Web Site. The WebCall
directory appears at the bottom of the directory, as shown below.
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Figure2. Logical AltiWeb installationin IIS
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AltiWeb

6. Verify thephysical location of the AltiWeb directory by right-clicking
the Default Web Site, and sel ecting Properties. Onthe Home Directory
tab of the Properties dialog, the Local Path field shows AltiWeb's
physical location on the drive (in this case
C:\Inetpub\wwwroot\altiweb).

I pixd
i A=k
EnE g == [im X 3
| ]
W |===s igr
[ - g | = A
L] F Ee LU e bl |
e rrmme
o Gl el Tirmir iwaf 10 b mwmame e
B e rar— | Faww P T [ HEE
E o A T Y T P Y il L B
« 1 3 o ]
- - " —
- e & [’ [
-
i e =
Ll
=1 " o
a - -
e 2
5 i T LRy
i Smmem rErwm
o i urwe e

iy Lt .

Figure3. Local PathinIISPropertiesdialog

AltiWeb Directory Structure

The AltiWeb directory contains the following subdirectories:

¢ Applet—Samplefiles you can use to set up AltiWeb. Refer to the
following sections for details.

*  Docs—Documentation on AltiWeb.

¢ Images—Graphics used in the html files residing in the Applet
directory.
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AltiWeb Directory Structure

Applet Subdirectory Files

The Applet subdirectory contains sample pages you can use to set up Web
Call, aswell asfiles necessary for proper AltiWeb functioning.

Contact.htm—Customer Information page for use with Auto
Attendant

contactaltigen.hntm—Customer Information page for use without
Auto Attendant

customerid.htm—~Page where caller enters customer ID

directory.htm—Templatefor creating an in-house AltiWeb directory
(for internal use only)

IVR_top.htm—Frameset for top.htm and 1VRApplet.htm

I VRApplet.ntm—Sends connected information to the main AltiWeb
applet

NetM eeting.ntm—Error message indicating NetM eeting not found
and providing opportunity to download

Nsapplet.zip—Contains files necessary for the proper functioning of
AltiWeb (Do not modify thisfile.)

Nsplugin.zip—Contains files necessary for the proper functioning of
AltiWeb (Do not modify thisfile.)

productid.ntm—~Page where caller enters product 1D
sales _cid.htm—~Frameset for customerid.htm
sales pid.htm—Frameset for productid.htm

Top.htm—Collects caller input and sends the result to the next
IVRApplet.ntm

Altiweb.cab—Contains files necessary for the proper functioning of
AltiWeb (Do not modify thisfile.)

Altiweb.htm—~Page displaying Altiweb window

AltiWeb.js—JavaScript file necessary for the proper functioning of
Altiweb

Wizard.htm—Error message advising caller to run the initial
configuration for NetMeeting
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AltiWeb

Collecting Form Data, IVR Data, and URL History

Y ou can configure AltiWeb to display Form Data, IVR Data, and URL
History when aweb call is answered by an extension with the AltiAgent
application.

The IVR data comes
from the Auto

Attendant/Collect \ S =
W i | B e gy Sl
L N
Prmnai Ol R

L [ aier Cown
The Form Data come e vt g
from the <form e e
name=infoForm> — @ [ao
fields in the source E"._:_.-....—.
code of Contact.htm T T s 1 -

or Contactaltigen.htm / TR AT W et

The URL History shows _
all URL paths to tagged 3 5 5 5 5
html pages the caller

visited prior to the call.

Figure4. Caller Data window in AltiAgent

Tagging Pages for URL History

To appear in the URL history, the pages the caller visits prior to the call
must be tagged, as shown below:

<head>
<script language="JavaScript" src="altiweb.js"></script>
<script language="JavaScript">
tagURL (location.href)
</script>
</head>
For more information on configuring:

¢ |VR Data: Refer to “Configuring Auto Attendant for Scenario 2" on
page 328.

e Form Data: “Customizing Contactaltigen.htm” on page 321 or “ Cus-
tomizing Contact.htm” on page 326.
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Tagging Pages for URL History

Scenario 1—Caller Data from Web Page

The following scenario, based on contactaltigen.htm, exemplifies the

simplest implementation of AltiWeb.

1. A web caller browses the company web site and has a question

regarding some product information.

2. Theweb caller clicks the "contact us" link on the web page. The

Customer Information page (contactaltigen.htm) opens.
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Figure5. Contactaltigen.htm page
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3. Theweb caller entersthe required information, then clicks the Submit
button. The Altiweb window (altiweb.htm) appears.
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Figure6. The AltiWeb window

Note:

Note:

Thisscenario directly dialsapreset extension. Y ou can al so set
the Altiweb window to display aDialPad the caller can useto
dial any extension. For details, refer to “Customizing
Contactaltigen.htm” on page 321.

4. Once NetMeeting successfully connects to an AltiGen Vol P port, the
web caller is routed to the proper extension.

If NetMeeting is not installed on the caller’s computer (or it's
not configured correctly), an error message displays.
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5. Ifthecall goesto an AltiAgent user, the Caller Datawindow showsthe
Form Dataand URL history.

Caller Data

Figure7. Caller Data window in AltiAgent

6. From this point, in addition to voice communication, the agent can
push and share web pages with the caller. For procedures, refer to the
section on “Viewing, Sharing, or Pushing Data” in the Contact
Advantage manual.
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Customizing Contactaltigen.htm

Y ou can use the Contactaltigen.htm page to collect caller information, and
automatically direct the call to a specific extension. This collected
information is then displayed on the agent’s screen.

To alter form data:

Using Notepad or another html editor, modify Contactaltigen.htm source
code asfollows:

1. Change the ServerlP.

Set the value of the Server| P to the | P address of the server on which
AltiWare resides.

<input type="hidden" name="ServerlP" value="206.111.153.203">

2. Set DidPad visibility.

By default, the codeis set to hide the Dia Pad (value = "0") and to dial
a specific number (value = "300"). To show the Dial pad, change the
values as shown below:

Show DialPad, Let Caller Dial Extension

<input type="hidden" hame="Extension" value=""><input
type="hidden" name="DialPad" value="1">

Hide DialPad, Autoconnect to Extension 300

<input type="hidden" hame="Extension" value="300"><input
type="hidden" name="DialPad" value="0">

3. Alter thedatacollection fields.

Shown below is the form row that collects the caller’s first name.
Copy, modify, or delete variables to your company’s specifications.

<tr>
<td width="240" bgcolor="#CCFF99"><font size="2"
face="Verdana"><b>First Name&nbsp;</b></font></td>
<td width="282"><font face="Verdana"><input

type="text" size="20" maxlength="40" name="FirstName"

tabindex="1"> &nbsp;&nbsp;</font></td>

</tr>

AltiWare OE System Installation & Administration Manual 321



Tagging Pages for URL History

Scenario 2—Caller Data from Auto Attendant

The following scenario, based on contact.htm, exemplifies a customized
implementation of AltiWeb.

1. A web caller browses the company web site and has a question
regarding some product information.

2. Theweb caller clicks the "contact us" link on the web page. The
Customer Information page (contact.htm) opens.
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Figure8. Contact.htm page
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3. Theweb caller entersthe required information, then clicks the Submit
button. The Altiweb window (altiweb.htm) appears.
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Figure9. AltiWeb window with DialPad visible

Note: If NetMeeting is not installed on the caller’s computer (or it's
not configured correctly), an error message displays.

4. Once NetMeeting successfully connects to an AltiGen Vol P port, the
web caller sees the Customer Support page, and hears a prompt
reguesting the selection of Sales or Tech support.

_is x|

Customer Support

- S ey
» TeaCly Sipugsnat

Note: TheDialPadisvisibleto allow theweb caller to close the Auto
Attendant windows and dial a number directly, if so desired.
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5. Thecadler selects Sales, and the Customer ID window
(customerid.htm) appears.
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Figure 10. Customer 1D window

6. Oncethe caller entersthe customer ID and clicks Submit, the Product
ID window (productid.htm) appears.
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Figure11. Product ID window

7. Afterthecaler entersthe product ID and clicks Submit, the web caller
isrouted to the proper extension.
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8. If thecall goesto an AltiAgent user, the Caller Data window shows
Form data, IVR data, and URL history.

Caller Data

Figure12. Caller Data window in AltiAgent

9. From this point, in addition to voice communication, the agent and
caller can share web pages. For procedures, refer to the section on
“Viewing, Sharing, or Pushing Data” in the Contact Advantage
manual.
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Customizing Contact.htm

Y ou can use the Contact.htm page to collect caller information, and then
automatically direct the call to aspecific extension. Thiscaller information
is then displayed on the agent’s screen.

To alter form data:

Using Notepad or another html editor, modify Contact.htm source code as
follows:

1

Change the ServerlP.

Set the value of the Server| P to the | P address of the server on which
AltiWare resides.

<input type="hidden" name="ServerlP" value="206.111.153.203">

Set DialPad visibility.
By default, the code in contact.htm is set to show the Dial Pad (value

="1") and not to dia a specific number (value = ""). To hide the Dial-
Pad, change the values as shown below:

Hide DialPad, Autoconnect to Extension 300

<input type="hidden" name="Extension" value="300"><input
type="hidden" name="DialPad" value="0">

Show DialPad, Let Caller Dial Extension

<input type="hidden" name="Extension" value=""><input
type="hidden" name="DialPad" value="1">

Alter the data collection fields.
Shown below isthe form row that collects the caller’s full name.
Copy, modify, or delete variables to your company’s specifications.
<tr>

<td align="Ieft" width="128" bgcolor="#CCFF99">

<b><small><font face="Verdana">Customer Name&nbsp;</font></
small></b></td>

<td width=22 align=left></td>
<td align=left width=282>
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<font face=Verdana>

<input type="text" name="CustomerName" maxlength=40 size=20
tabindex=1> &nbsp;&nbsp;</font></td>

</tr>
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Configuring Auto Attendant for Scenario 2

Scenario 2 demonstrates how to use Auto Attendant in conjunction with
AltiWeb. For example, when the web caller clicks the Submit button (1),
Web Call connects and the Customer Support page appears. When the
customer clicks Sales (2), the Customer ID (3) and Product ID (4) pages
follow before the caller is put through.
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Figure 13. Using Auto Attendant to push pages to the caller
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Configuring Auto Attendant

Note:

For detailed instructions, refer to Chapter 7, "Auto Attendant
Configuration,” in the System Administration Manual.

1. Run Auto Attendant.

2. Select 0-expand tree.

YT ——— Jt
TR

Figure14. "0 - expand tree" window

3. Makethefollowing entries, then click Apply.

Type an Item Name, if desired.

To assign avoice message, check Prompt and select the number of
the appropriate message.
Check Push URL, and type the path of the page you want to display.

Select Level-Expand Tree in the Actions dropdown.
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4. Select 1-get digits.
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Figure 15. "1-get digits' window

5. Makethefollowing entries, and click Apply.
» Typean Item Name, if desired.

e Check Push URL, and type the path of the page you want to display

(e.g., sales _cid.htm).
e Select Adv.- Collect Digits from the Actions dropdown.
* Set the Min. and Max. Lengths that the caller must enter.

* Adjust the Web Call Response Timeout to give the web caller

enough time to provide all meaningful information.
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6. Select &-get digits.
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Figure16. "& - get digits' window

7.

Make the following entries, then click Apply.

Type an Item Name, if desired.

Check Push URL, and type the path of the page you want to display

(eg., sales pid.htm).
Select Adv. - Collect Digits from the Actions dropdown.
Set the Min. and Max. Lengths that the caller must enter.

Adjust the Web Call Response Timeout to give the web caller
enough time to provide al meaningful information.
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8. Select &-to extension.

EETTEIEEC T CIE
s w10 E =fra
e 30R L bR =i i TIEL
i g [Pmiam b8 PV T
ErcTumnewoes - =
-
|-\.-rl. N - I_J
2 ~pmapn
mbar
s L] B 1 e g ]
i
AT [ -
s
Pt
4l ] ‘X
™ i s ey I . v ||

Figurel1l7. "& -toextension" window
9. Make the following entries, then click OK.
» Typean Item Name, if desired.

e Select Cal - To Ext/Workgroup from the Actions dropdown.
» Select the Extension.
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If aweb caller cannot connect and an error message displays, the cause may
be one of the following:

AltiWeb

Error Message

Cause

Server connection failed.
Pleasetry again later.

AltiServ IP addressis not correct
AltiServ is not running
Firewall is not open

Option Pack is

Pleasetry again later.

not installed. | ¢

AltiServ does not have Contact Advantage
4.5 Option Pack License.

No moreavailable sessions. | ¢

Pleasetry again later.

All session licenses are used or thereare no
session licenses at all.

Uninstalling AltiwWeb

1. From the Windows Start menu, select Programs —» AltiWeb 4.5
—» AltiWeb 4.5.

2. Click OK when the dialog box asks if you want to uninstall the
program, and respond to any additional prompts.

Alternatively

1. Inthe Control Panel, select Add/Remove Programs.

2. Choose Altiweb 4.5 and click the Add/Remove or Change/Remove
button, depending on which version of Windows you’ re running.

3. Click OK inthedialog box to confirm you want to remove the service,
and respond to any additional prompts.

AltiWeb Security

AltiWeb (and AltiReach) uses Microsoft 11S as aweb server, which poses
web server security issues common to al Microsoft users. AltiGen
recommends the following basics steps to protecting AltiWare from

antiviruses and worms;

*  Update your virus definition every day
*  Enable real-time scan and exclude AltiServ and PostOffice folders

e Schedule Daily Full Scan
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Computer viruses can penetrate a PC in many ways, network shares,
emails, OS security holes, and more. Here are some common practices to
follow. If necessary, open shares for READ ONLY. Monitor Microsoft
security bulletins for updates. Open only the necessary ports on your
firewdll.

Symantec Norton AntiVirus Corporate Edition 7.5

Update your virus definition every day

For a Corporate Edition version, administrators can receive updates from
either adedicated local server or the Symantec LiveUpdate web site. Please
refer to Norton Administration menu on how to set up a dedicated local
server.

To receive updates from the Symantec LiveUpdate web site

1. Click on File menu and choose schedule updates

2. Check enable scheduled automatic updates and click Schedule button
3. Setitfor Daily at 8:00 PM
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To receive updates on the fly, Click on File menu and choose LiveUpdate
and get the latest virus definition.

Enable Real-Time scan

1. Click on Configuration menu and choose File System Realtime
Protection

Check Enable File System Realtime Protection

Choose All Filesfor File Types

Check Display message on infected computer

(optional) Click Advanced button and bring up advanced options

o o > w0 DN

(optional) Uncheck backup files before attempting repair if your
system disk spaceissmall.

Check Exclude selected files and folders and click Exclusions button

Enable Check file for exclusion before scanning and click Files/
Folders button

9. Find and check Altiserv and Postoffice folders and click OK

~

Schedule Daily Full Scan on all drives

Choose Edit menu and New Scheduled Scan

Edit the job name, ex, Daily Full Scan. Click Next

Set the frequency as Daily 9:00 PM and click Next

Check al the local hard drives and click Options

Choose All Files for File Types and set the CPU utilization for 50%
Click OK and Save

Now you have set it for daily scan for all files on your hard drives.

o o 0w NP
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CHAPTER 18

Tools

AltiWare OE comes with the following tools for testing, diagnosing and
configuring your system:

e Configuration Reader

*  Extension Checker

e  MVIPTest Tool

e AltiDBReader

e Multisite Configurator (available from AltiGen web site)

Configuration Reader

Configuration Reader isatool that creates a subdirectory in
\altiserV\EXE\AltiWareHtml\ of html files showing details of your
AltiWare configuration. Another file, altigen rc.dat, summarizes al this
information and can be sent to your dealer or to AltiGen Tech Support if
you have problems.

To use Configuration Reader:

1. Launch Configuration Reader from AltiWare>AltiWare Tools on the
Windows Start button.

A DOS window opens, indicating the progress of Configuration
Reader.

2. When the status window is complete, you can press Y to view the html
files showing your configuration.

Columns across the top of the opening page let you view statistics on
different components of your configuration.

Extension Checker

Extension Checker isatool checks the security status of every extensionin
your AltiWare system.
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Generally, an extension is considered secure if its password meets the
following conditions:

contains 4-8 digits

different from extension

different from default system password
does not consist of consecutive numbers

does not consist of arepetition of the same digit

Security characteristics of each extension are detailed in the application
window itself.

To use Extension Checker:

1

Launch Extension Checker from AltiWare>AltiWare Tools on the
Windows Start button.

Select the security characteristics you want to check in the Show field
group, described below.
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Figure1l. Extension Checker
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Satus Description
Secure Pwd + Internal Has secure password and cannot make outbound
Only trunk calls
Unsecure Pwd Password has unsecure elements described in

Unsecur e Elements window

Outbound-capable Can make outbound trunk calls
Unsecure Pwd + Password has unsecure elements described in
Outbound Unsecur e Elements window AND can make

outbound trunk calls

Password Expired Password is expired

Attacked 8 consecutive false password attempts have
been made

L ocked Extension has been locked by system due to

attack or by System Administrator

3. Click Refresh. Extensions with the selected insecure characteristics
will appear in the Extension List.

4. Make changes or advise extension user(s) to make changes.

« Right-click commandsfor each extension in the Extension List let
you send the following changes to AltiWare;

— lock the extension

— unlock the extension

— force the user to change the password
— clear an attack record

5. After changes have been made (for examplein AltiAdmin, AltiView,
or with right-click commands described above), click Reload to fetch
the new settings from AltiWare.

Security characteristicsfor extensionsyou select in the Extension List
display in the Unsecure Elements window.

6. (Optional) Click Export to export the datain the Extension List to a
text file.
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MVIP Test Tool

The MVIP Test Tool isatool that detects one-way connection, cross talk,
bad MV P cable and static noise problems.

To run MVIP Test Tool:

1. Stop AltiGen Switching Services before running this utility.
2. Launch MVIP Test Tool from AltiWare>AltiWare Tools on the
Windows Start button.
Click Start to begin test.
If the MVIP Test encountersan error, click Yesor Noto view theerror
report.
5. Attheend of thetest, the utility will provide pass or fail results.
AltiDBReader

AltiDBReader is atool that allows you to view and export historical CDR
data and Workgroup Statistics. Y ou can also convert 4.0/4.0a CDR files
(icc_cdr.dbf) for viewing in AltiDBReader.

To use AltiDBReader:

1

Launch AltiDBReader from AltiWare>AltiWare Tools from the
Windows Start button.

When launched, AltiDBReader automatically finds and displays DB
filesfrom the AltiDB folder into three folder directories (CDR 4.0,
CDR and WG Statistics) on the |eft side of the window.
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3. Search aparticular DB folder by clicking the mouse cursor on the
folder, thenright-click to open a Search window to perform the search
on the DB folder.
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For CDR DB searches, the Search window allowsthefollowing search
parameters:
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» From - setsthe desired start date to begin the search
e To - setsthe desired end date to end the search

» Type- specifiesthe call type to search: All Calls, Answered Calls
& Messages, Answered Calls, Messages, Unanswered Calls,
Messages, Unanswered Calls, All Trunks Busy, Agent Login/out

» Workgroup - allows user to specify workgroup number to search

» Caller - specifiesthe caller as All, Extension or Trunk; to further
specify this search field, you may add matching digitsin the empty
field and set to an exact, like or pat (pattern) match.

» Target - specifiesthe caller as All, Extension or Trunk; to further
specify the search this search field, you may add matching digitsin
the empty field and set to an exact, like or pat (pattern) match.

» DNIS-to further specify the search this search field, you may add
matching digits in the empty field and set to an exact, like or pat
(pattern) match.

» Tenant - tofurther specify the search thissearch field, you may add
matching digitsin the empty field and set to an exact, like or pat
(pattern) match.

» Acct Code - to further specify the search this search field, you may
add matching digitsinthe empty field and set to an exact, like or pat
(pattern) match.

» Primary Sort - specifiesthefirst sorting category the search results
will be put into; select: Session ID, SartTime, CallerNum,
CallerName, TargetNum, TargetName, AccountCode, DNIS or
ExitSate.

» Secondary Sort - specifies the second sorting category the search
results will be put into; select: Session ID, StartTime, Caller Num,
CallerName, TargetNum, TargetName, AccountCode, DNIS or
ExitSate.
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For Workgroup DB searches, the Search window allows the
following search parameters:

e From - setsthe desired start date to begin the search
e To - setsthe desired end date to end the search

« Interval - specifiesthesearchinterval; select 15 minutes, 1 hour, or
1 day.

« Search by - specifies the type of workgroup search; select
Workgroup Statistics, Agent Statistics per Workgroup, or Agent
Satistics.

« Workgroup -specifies the workgroup number
« Agent - specifies the agent number
Select the desired search parameters and click OK.

The search results appear in the fields on the right side of the main
window.
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6. TodeleteaDB folder, right-click on any DB folder (except “ Current”)
and select Delete DB.

To Show/Export/Print Search Results Data:

» To print the search results data, select the desired DB folder and click
the Print button.

* Toshow Advanced Call Infoor Call I nfo, right click on any datafield
and scroll to the desired option.

» Toexport thesearch resultsdataasa.CSV file, right-click on any data
field and select Export.

To Convert 4.0 or 4.0a DB files:

1. Select and highlight a DB folder from the CDR 4.0 directory.

2. Goto File>Convert Old DB.

3. The converted 4.0/4.0a file appears in the DBReader window fields.
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Multisite Configurator

Multisite Configurator is GUI-based tool designed to help a customer
configure several distributed AltiWare systems synchronously to work as
just one AltiWare system. The tool can be run on any server, local or
remote to an AltiWare system, which has a connection for accessto all the
serversthat are desired to be managed. The tool respects the individual
password protection by checking password access to each of the servers
that are desired to be managed before connecting to them. The tool will
synchronize extensions and workgroup pilot numbers. It can complete the
functions below for multiple systems from a single location and session:

« Createvirtual extensions with the correct forwarding parameters for
multiple servers for specific extensions desired to be managed.

¢ Synchronizethe extensionswith same number inall systemsso that all
calls to the extension will be presented to the appropriate AltiWare
system.

¢ Synchronizethe extensionswith same number inall systemsso that all
voice mailsto the extension will be presented to the appropriate
AltiWare system.

¢ Requires 4.5 software

Note:  Multisite Configurator isnotincluded with AltiWaretools, and can
be downloaded from AltiGen' s web site. For more information,
contact your Authorized AltiGen Dealer.
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CHAPTER 19

Basic & Advanced CallRouter

Basic CallRouter

Basic CallRouter is a call-handling tool included with AltiWare OE
software. Basic CallRouter uses the AltiAdmin Auto Attendant and the
AltiAPI Data Directed Routing (DDR) features to match incoming trunk
call data against existing customer records that you build using the Basic
CallRouter GUI. Callscan beintelligently routed before they are answered,
based on Basic CallRouter’ s routing “rules.”

Note:  The workgroup to which incoming trunk calls will be routed via
CallRouter must be assigned to the Auto Attendant whose Action
isset to “ Avd - Data Directed Routing, with Application set to the
virtual extension you use to start CallRouter. For further
information on configuring Auto Attendants, refer to the AltiWare
OE System Installation and Administration Manual and the
AltiAPI Programmer Guide.

To Install Basic CallRouter:

Run CallRouter, select the Basic CallRouter and click Next. Setup will
confirm the destination for the CallRouter application (default is
C:\Program Files\AltiGen\Call Router). Click Next to proceed. To select a
different location, use the Browse button to choose the new destination.

Note: Advanced CallRouter Service requires the purchase and
activation of the Advance CallRouter license.
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Basic CallRouter

To Configure/Run Basic CallRouter:

1. Launch CalRouter from Start>Programs.

| ramenter 21001 %
Cperation Vs Help
Lol Flvion Hoxtowy
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2. Select Operation>Preference.

Dalmad Vilusd Exdenaon:

|'n1

.

3. Inthe Preference window, enter the Server Name and Default
Virtual Extension that CallRouter will connect to, then click OK.
4, Click Start to run Basic CallRouter. Then, enter the default virtual

extension password. When Basic Call Router isstopped, you can create

customer records and configure the server and |
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Basic CallRouter Customer Records

To create customer records that will be used to route calls, select
Operation>Customer Record to open the Custom Record List window.
Thiswindow also allows you to view existing customer records, and
modify/del ete customer records.
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¢ Add - opens a Custom Record dialog box, where you can create a
new record and build the conditions for the record.

* Modify - opens the Customer Record dialog box to modify the
record selected in the Record List.

* Delete - deletes the record selected in the Record List.
* Delete All - deletes dll records in the Record List.

« TheDefault Extension field allowsyou to specify an extension that
CadllRouter will send acall to, if no match isfound in the records or
in the database.
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Creating Customer Records

To create a customer record:

1. Select Customer Record from the Operation menu. (If Customer
Record field is grayed out, stop CallRouter.)

2. Click the Add button to open a new customer record or M odify to
modify an existing record in the Record List window.
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3. Select the datato match against customer records.

« If therequest message contains - lets you select Call Router
Request data to match against the customer record.

a) Select “Match one” or “Match all” from the dropdown list.
b) Select the items you want.
¢) Click inthe Data column and type to specify the data.

Note: Caller Entered Digits must be numeric only.

¢ Select aDNIS number - letsyou enter a callee number to check
against customer records.
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4. SelectaTarget action for CallRouter to perform when Call Router
Request data matches this record.

Target action options: Goto Top Level, Goto Menu Item, Repeat
Current Level, Call to Extension/Workgroup, Call to Operator, Dial by
Name, Collect Extension, Directory Service, Record Message (specify
target data in accompanying text box), Mailbox Access, Disconnect,
System Callback, Collect Digits (specify fields in accompanying
Collect Digit dialog box, see note below), Other DDR Application
(specify target datain accompanying text box).
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Note: Collect Digit Dialog Box

x
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« Tagname- for example, “ password” (gathered from aresponse
to an Auto Attendant prompt or another AltiLink Plus
application)

e Minimum Digits and Maximum Digitsto collect
e PSTN and Web Timeout values

« |VR Data - for example, “username=Michael” (gathered from
aresponse to an Auto Attendant prompt or another AltiLink
Plus application)
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5. (futurerelease) Enter optional datato match against customer record:

e User Data (gathered from aresponse to an Auto Attendant prompt
or another AltiLink Plus application)

*  Push URL (AltiWeb only)

« the number of prompt to play to the callee
6. Enter aname for thisrecord.
7. Click OK.

Viewing CallRouter History

The Basic CallRouter window givesahistory of al incoming trunk callsto
Basic CallRouter.
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To specify CallRouter History window content:
1. Choose Select Column from the View Menu.

2. Inthe Select Columns diaog box, select the following columnsto
display in the CallRouter history window:

o CadlerlD

e Entered Digit
* |IVRData
 Form Data
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Call Route Request Data

The “Call Router Request” message sent by AltiServ to CallRouter
contains data about the incoming call, which CallRouter attemptsto match
against your routing rules. Call Route Request data consists of Caller 1D,
(Caller) Entered Digits, IVR data, Form dataand DNIS, all collected via
real-time monitoring.
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Note: Caller Entered Digits showsthe Auto Attendant assignment for the
workgroup that receives the call. If the workgroup’s AA
assignment is 5, thisitem shows“0 & 5”; isthe AA assignment is
3, theitem shows“0 & 3,” and so on. The“0” indicatestransfer to
an Auto Attendant.
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Call Route Response Data

The “ Call Route Response” message, sent from Call Router to AltiServ,
contains the search results of the Call Route Request Message. In the
CallRouter History window, this data shows how CallRouter handled each
call. Call Route Response data includes Matching Record (routing rule
CallRouter referred to for call routing) and Result (how and where the call
was routed), all collected via real-time monitoring.
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Note:  If no match isfound between the Call Route Request Dataand the
routing rules, the call is routed according to the business rules that
check monitored workgroups for the longest available agent,
maximum service level, and minimum expected delay.

Clearing Basic CallRouter History Data

To clear data from the CallRouter History window:

1. Inthedirectory where CallRouter.exe resides, locate the
CalRouter.csv file.

2. Open CallRouter.csv and delete all contents.
3. Save and close CallRouter.csv.

Show Monitor

To view real-time data on incoming trunks to workgroups, select Show
Monitor from the View menu. (If the option is grayed out, stop
CallRouter.)
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The main window box displays the following workgroup fields: ID,

Agents, Longest Idle Time,

Delay.

Service Level, Queue and Average

Add button - Click Add to log on to aworkgroup whose incoming
trunk call data you want to monitor. This opens aLog on Work Group

dialog box.

WokGroup ID: Passwsord

I |

Memnbe ID: Member Password
= |

Caariced

= ]

Enter the workgroup extension as the WorkGroup 1D and Password,
and enter the virtual extension’s password. (By default, the Extension

ID field is grayed out.)

the display.
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Note: The workgroup to which incoming trunk calls will be routed via
CallRouter must be assigned to the Auto Attendant whose Action
isset to “Avd - Data Directed Routing,” with Application set to
the virtual extension you useto start CallRouter. For further
information on configuring Auto Attendants, refer to the AltiWare
OE System Installation and Administration Manual and the
AltiAPI Programmer Guide.

To log on to multiple workgroups:

e Click Add again and enter the next Workgroup 1D and Password and
Virtual Extension password.

Advanced CallRouter

Advanced CallRouter is the standard CallRouter application plus call
router service. Advanced CallRouter requires the purchase and activation
of an Advanced CallRouter license.

Note:  The workgroup to which incoming trunk calls will be routed via
CallRouter must be assigned to the Auto Attendant whose Action
issetto“ Avd - Data Directed Routing, with Application set to the
virtual extension you use to start CallRouter. For further
information on configuring Auto Attendants, refer to the AltiWare
OE System Installation and Administration Manual and the
AltiAPI Programmer Guide.

To Install Advanced CallRouter:

Run CallRouter, select the Advanced CallRouter and click Next. When
prompted, enter the 20 digit license key for Advanced CallRouter in the
field and click Next. Setup will confirm the destination for the CallRouter
application (default is C:\Program Files\AltiGen\Call Router). Click Next
to proceed. To select adifferent location, use the Browse button to choose
the new destination.

Note: Advanced CallRouter Service requires the purchase and
activation of the Advance CallRouter license.
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To Configure/Run Advanced CallRouter:

1. Launch CallRouter from Start>Programs. Q
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2. Click the Connect button to enter the CallRouter Server Name or |P
address to connect to, then click OK .

To disconnect from this server, click the Disconnect button.

3. Select Operation>L ogon I nfo.
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4. IntheLogon I nfo window, enter the Server Name and Default
Virtual Extension and Password, that Advanced Call Router will
connect to, then click OK.

(Optional) Check Auto Start Serviceto have CallRouter start routing
callsautomatically, after the system restarts or after CallRouter service
has been stopped and restarted.

5. Click Start to run Advanced CallRouter. When Advanced CallRouter
is stopped, you can configure the server and login information.

6. Route Rules and Show Monitor can be configured while Advanced
CallRouter is started.

Advanced CallRouter Route Rules

To create route rules that will be used to route calls, select
Operation>Route Rule to open the Route Rule List window. This
window also allows you to view existing route rules, and modify/delete
route rules.
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e Add - opens a Custom Record dialog box, where you can create a
new record and build the conditions for the record.

« Modify - opens the Customer Record dialog box to modify the
record selected in the Record List.

Delete - deletes the record selected in the Record List.
Delete All - deletes dll records in the Record List.

« TheDefault Routing button opens a Default Routing Ruledialog
box, where you can specify the action for CallRouter to take if no
match is found in the rules or in the database.

||:|rC||:.|.-.:4|

Default Routing Action options: No Action, Goto Top Level, Goto
Menu Item, Repeat Current Level, Call to Extension/Workgroup,
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Call to Operator, Dial by Name, Collect Extension, Directory
Service, Record Message (specify target datain accompanying text
box), Mailbox Access, Disconnect, System Callback, Collect Digits
(specify fields in accompanying Collect Digit dialog box), Other
DDR Application (specify target datain accompanying text box),
Play WG Queue Status (specify target datain accompanying text
box).

Creating Route Rules
To create a route rule:

1. Select Route Rule from the Operation menu.

2. Click the Add button to open anew Route Rule or M odify to modify
an existing rulein the Rules List window.
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3. Enter or modify the Rule Namein thisfield.
4. Select the datato match against routing rules.
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« |If Calleelnfocontains- letsyou select Call Route Request datato
match against the customer record.

a) Select “Match one’ or “Match all” from the dropdown list.

b) Select the items you want.
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¢) Click inthe Data column and type to specify the data.

To manually specify data for an item, right-click the item, select
Input data and enter information in the column.

Notes:
« Caller Entered Digits must be numeric only.

« You can enter “*” asawildcard character for any length of digits,
or “?" for asingle digit.

For example, if you specify Call ID Data“510252,” thiswill match
al Caller IDs 510-252-xxxx. If you specify Call ID Data
“51025277?7?," thiswill match all Caller IDs 510 252-xXxxX.

To specify data from an existing database, right-click the item,
select From user database, and enter information in the
DataSour ce dialog box.

5. Select aTarget action for CallRouter to perform when Call Route
Request data matches this record.

Target action options: No Action, Goto Top Level, Goto Menu Item,
Repeat Current Level, Call to Extension/Workgroup, Call to Operator,
Dial by Name, Collect Extension, Directory Service, Record Message
(specify target datain accompanying text box), Mailbox Access,
Disconnect, System Callback, Collect Digits (specify fieldsin
accompanying Collect Digit dialog box, see Note below), Other DDR
Application (specify target datain accompanying text box), Play WG
Queue Status (specify target datain accompanying text box, see Note
below).

Note: Collect Digit Dialog Box
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Note:

Colect Digk x|

Fleade inpul lag name

lr Disla

[ o ] Cancel |

Tagname- for example, “ password” (gathered from aresponse
to an Auto Attendant prompt or another AltiLink Plus
application)

Minimum Digits and M aximum Digits to collect
PSTN and Web Timeout values

IVR Data - for example, “username=Michael” (gathered from
aresponse to an Auto Attendant prompt or another AltiLink
Plus application)

Play WG Queue Status - if you select “Play WG Queue
Status,” Advanced CallRouter must log on as a workgroup
extension with password and CallRouter’ s virtual extension
and password. Specify thisworkgroup extension in the textbox
that appears when you select Play WG Queue Status. (See
“Queue Announcements’ on page 368.)

If you want to apply the “Play WG Queue Status’ Target
actionto several different workgroups, you must create separate
rules for each.
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6. (futurerelease) Enter optional datato match against the routing rule:

e User Data (gathered from aresponse to an Auto Attendant prompt
or another AltiLink Plus application)

* Push URL (AltiWeb only)
» the number of prompt to play to the callee
7. Click OK.
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Viewing CallRouter History Menu

The Advanced CallRouter window gives a history of all incoming trunk
callsto Advanced CallRouter.

To specify CallRouter History window content:

1. Choose Select Column from the View Menu.

2. Inthe Select Columns dialog box, select the columnsto display in the
CallRouter history window the following:

« CdlerID

» Entered Digit
* VR daa

+ DNIS

Select Columns x|

Select columnz that will appear in the Call Fouter Histom List:

[V | TimeStamp [~ ¥R data
v CallerlD ™ Fom data
¥ Entered Digit v DMIS

¥ Hatching Fecord ¥ Trarget Action

ak I Cancel
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Call Route Request Data

The “ Call Router Request” message sent by AltiServ to CallRouter
contains data about the incoming call, which CallRouter attemptsto match
against your routing rules. Call Route Request data consists of Caller ID,
(Cdller) Entered Digits, IVR dataand DNIS, all collected viareal-time
monitoring.
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Note: Caller Entered Digits showsthe Auto Attendant assignment for the
workgroup that receives the call. If the workgroup’s AA
assignment is 5, thisitem shows“0 & 5”; isthe AA assignment is
3, theitem shows“0 & 3,” and so on. The 0" indicates transfer to
an Auto Attendant.

Call Route Response Data

The “ Call Route Response” message, sent from CallRouter to AltiServ,
contains the search results of the Call Route Request Message. In the
CallRouter History window, this data shows how CallRouter handled each
call. Call Route Response data includes Matching Record (routing rule
CallRouter referred to for call routing) and Result (how and where the call
was routed), all collected via real-time monitoring.
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Note:  If no match isfound between the Call Route Request Dataand the
routing rules, the call is routed according to the business rulesthat
check monitored workgroups for the longest available agent,
maximum service level, and minimum expected delay.

Show Workgroup Status

To view real-time data on incoming trunks to workgroup, select Show
Workgroup Status from the View menu.
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The main window box displays the following workgroup fields: ID,
Agents, Longest Idle Time, Service Level, Queue, Average Delay
and Default Wait Time.

Add button - Click Add to log on to aworkgroup whose incoming
trunk call data you want to monitor. This opens aLog on Work Group
dialog box.
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Enter the workgroup extension asthe WorkGroup ID and password,
and enter the virtual extension’s password. In the field for Default
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Wait Timein Queue, type in the desired minutes. (By default, the
Extension ID field is grayed out.)
« Delete button - click Delete to remove the selected workgroup from
the display.
e Change Default Wait Time (in Advanced CallRouter only) - click
this button to change the default wait time associated with the work-
group gueue.

Note: The workgroup to which incoming trunk calls will be routed via
CallRouter must be assigned to the Auto Attendant whose Action
isset to “Avd - Data Directed Routing,” with Application set to
the virtual extension you useto start CallRouter. For further
information on configuring Auto Attendants, refer to the AltiWare
OE System Installation and Administration Manual and the
AltiAPI Programmer Guide.

If you want to announce queue status to callers (T ar get action of
any routing ruleis* Play WG Queue Status,”) completethe Virtual
Extension ID and Virtual Extension password fields using the
workgroup agent extension (and its password) specified intherule.

To log on to multiple workgroups:
» Click Add again and enter the next Workgroup ID and Password.

Clearing Advanced CallRouter History Data

To clear data from the CallRouter History window:

1. Inthedirectory where CallRouter.exe resides, locate the
CalRouter.csv file.

2. Open CallRouter.csv and delete all contents.
3. Save and close CallRouter.csv.
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Additional Advanced CallRouter Features

Building SQL Queries

To build an SQL query that CallRouter will send to your database, use the
Datasour ce dialog box. The customer information retrieved from your
database will be used in the routing rule.
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To open the Datasource dial og box, right-click on adata ltem you want to
specify using information from an existing database. Select From user
database:

To build and SQL query:
1. Enter User Name and Password information for the database.

2. Enter information for the database you are querying against. For
example;
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DSN - BankAccount

Table Name - AccountBalance

Matched Field Name - CustomerPhoneNumber
Matched Field Data Type - char

Note: asyou build the query, the SQL query sentence will appear in
the window at the bottom.

Specify the condition for this query.

a. Select the Caller Match Item datafor this query - Caller 1D,
Caller EnteredDigits, Dnis, I1tem name or VR data.

b. Add any additional condition. For example Where - & &
Balance>1000

Click OK. You will bereturned to the Rule dialog box, where the SQL
query will be shownin the Data column and the database will be shown
in the DSN column.

Queue Announcements

Y ou can use Advanced CallRouter to inform callers of their positionin a
workgroup queue. There are two requirements:

1

In CallRouter, you must create arule with Target action “Play WG
Queue Status.” In addition, enter an Item Name that matches the name
of the Auto Attendant’ s* Data Directed Routing” name. Theworkgroup
extension information you specify in the rule must al so be entered when
CallRouter logs on in the Monitor window. Thus, it isarequirement
to use the same virtual agent extension if you are writing several
different queue announcement rules.

In AltiAdmin, you must configure one of the Auto Attendant numbers
to which Call Router is assigned to “Data Directed Routing.” 1) Enter
the same “Item Name” you use in the rule discussed immediately
above. 2) Replacethe “No Action” level with “Call —to Ext./
Workgroup,” and enter the workgroup extension number. For further
information on configuring Auto Attendants, see the AltiWare OE
System Installation and Administration Manual and the AltiAPI
Programmer Guide.

If your organization has multiple workgroups and you want queue
announcement for several or all of them, you must create separate rulesfor
each, with workgroup extension information pertinent to each workgroup.
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Example:
Y ou use virtual extension 700 to log in to Call Router. Y ou have two 9]
workgroups, Sales and Support, with the following agent and workgroup =
extensions: 5
[
Sales Support )
Workgroup extension number 500 600
Call Router virtual extension number 700 700

For both workgroups, you want CallRouter to check incoming calls for
Caller ID and Caller Entered Digits, and to play the WG queue status if a
match is found and all agents are busy.

In AltiAdmin, you configure the Auto Attendant to which Call Router is
assigned as shown below. (The example uses Auto Attendant 2.) Note that
you must enter adifferent Item Name for each level.
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For Sales, you create arule as shown below.
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Similarly, for Support, you create arule as shown below.
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In the Monitor window, click Add to log on to Sales, entering both the
workgroup extension & password and the virtual extension & password
you specified in the “ Auto Attendant Sales Queue Announcement” rule:
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In the Monitor window, click Add to log on to Support, entering both the
workgroup extension & password and the virtual extension & password
you specified in the “ Auto Attendant Sales Queue Announcement” rule;
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The Monitor window shows that Call Router is logged on to both
workgroups. Callsto each workgroup will be checked against the rules and
will trigger queue announcement if amatch is found and all agents are

busy.
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APPENDIX A

Call Accounting Report Formats

This appendix identifies the field codes for AltiGen’s CDR (Call Detail
Reporting) records and the formats for the Station M essage Detail
Reporting (SM DR) specification support by AltiGen.

Thefirst tables describe CDR and RTM database elements, while the
remainder of the section describes the SMDR format.
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CDR Data Schema

CDR Data Schema

Table 1: CDR Call Format

Database
Element

Definition

Type

Specification

Nodel D

Server ID (System D)
assigned to an
AltiServ systemin
AltiAdmin

ULONG

value: 1-100

SessionlD

Session ID: aunique
number, usually 9
digitsor larger,
assigned by AltiWare
toacal

ULONG

InternalCall

Internal or external
call

UBYTE

O=External
1=Internal

Direction

Direction of the call
(incoming or
outgoing)

UBYTE

1=None (logon/
off)

2=Incoming

4=0utgoing
(includes silent
monitor, barge-
in)

StartTime

QOutgoing call: Time
when caller receives
ringback, busy, or
connect signal

Incoming call: Time
when AA picks up

ULONG

EndTime

Timestamp when call
is disconnected

ULONG
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Table 1; CDR Call Format

Database Definition Type Specification Py g}
Element ° =
S >
CallerType Type of linefor an UBYTE 0=Unknown :_I g
incoming call o
9 1=Ext analog § E
2=Ext IP 23
" «Q
3=Ext PHS (not
used)
4=Ext virtual
5=Ext WG
11=trk analog
12=trk T1
13=trk IP
14=trk PRI
15=trk PHS (not
used)
CallerPad Line'sphysica UCHAR E.g. “0004",
addressfor an 5) where“00"=dot,
incoming call “04" =channel
Always“-1-1"
for WG or virtual
extension
CallerNum Caller phone number UCHAR
of an incoming call (41
(extension number or
off-net PSTN)
CallerName Caller namefor an UCHAR
incoming call (65)
(provided by CO for
trunk calls; as entered
in AltiAdmin for
extension calls)
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Table 1: CDR Call Format

Database Definition Type Specification
Element
TargetType Type of linefor an UBYTE 0=None
outgoing call 1=Ext analog
2=Ext IP
3=Ext PHS (not
used)
4=Ext virtua
5=Ext WG
11=trk analog
12=trk T1
13=trk IP
14=trk PRI
15=trk PHS (not
used)
TargetPad Physical address of UCHAR E.g. “0004,”
line for an outgoing 5) where “00"=slot
cal and
“04" =channel
TargetNum Target phone number | UCHAR
of an outgoing call (41)
(extension number or
off-net PSTN)
TargetName Target name for an UCHAR
outgoing cal (as (65)
entered in AltiAdmin
for extension calls)
WGNum Workgroup number UCHAR
for an incoming call (8)
OutGoingW G Workgroup number UCHAR
foranoutgoingcall,as | (8)
setin AltiAdmin or by
agent at logon
DNIS DNIS number for UCHAR
incoming call (33
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Table 1; CDR Call Format

Call Accounting Report Formats

Database
Element

Definition

Type

Specification

Tenant

Tenant name for trunk

UCHAR
(3D

AccountCode

Account code

UCHAR
(1D

1—10digitsin
length

AADuration

Duration in seconds
anincoming call is
connected to the Auto
Attendant; multiple
connectionstoAAina
single session
produces multiple
records

ULONG

WaitDuration

Duration in seconds a
cal isringing and in
workgroup queue

ULONG

VM Duration

Duration in seconds
after acall goesinto a
voicemail box;
includes greeting,
false attempts at
messages, successful
message, and review
of message

ULONG

VM RecordDur
ation

Durationin secondsof
recording timefor a
VM message that was
completed

ULONG

HoldDuration

Duration in seconds
whileacal ison hold

ULONG

TalkDuration

Durationin secondsof
talk time

ULONG

RecordDuratio
n

Durationin seconds of
NOV O recording

ULONG
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CDR Data Schema

Table 1: CDR Call Format

Database Definition Type Specification

Element

ExitState State when call is ULONG (see boxed inset)
terminated

Specification

[documented (HEX)] - [data output (Decimal)] - [exit state definition]
‘0x0001” - 1 - Auto Attendant
‘0x0002" - 2 - Ring No Answer
‘0x0003” - 3 - Queue

‘0x0004" - 4 - Voice Mail (no VM recorded)
“0x0005" - 5- VM (VM recorded)
‘0x0006" - 6 - Connect

‘0x0007” - 7 - Logon

‘0x0008" - 8 - Logoff

‘0x0009" - 9 - All Trunks Busy
‘Ox000A” - 10 - No session
‘0x000B” - 11 - VM Access
‘0x000C” - 12 - Forward
‘0x000D” - 13 - Transfer
‘OXO00E” - 14 - VM Notify
‘Ox000F" - 15 - WG Abandoned
‘0x0010" - 16 - Park

‘0x0011" - 17 - System Park
‘0x0012" - 18 - Conference
‘0x0013" - 19 - Call Monitor
‘0x0014” - 20 - Transfer Cancel
‘0x0015” - 21 - Call Redirect
‘0x0016" - 22 - Call Pick Up
‘0x0017" - 23 - Dia Cancel
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Table 1; CDR Call Format

Database Definition Type Specification
Element

L ogoffReason Logoff reason code UBYTE

URL URL when “call” is UCHAR
initiated by AltiWeb (255)

user clicking the
make-call button
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User Data Agent input UCHAR
(255)
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RTM Data Schema

Table2: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client
Field
Workgroup Data
Nodel D Server ID ULONG value: 1-100
(System ID)
assigned to an
AltiServ system
in AltiAdmin
Date Day information | ULONG mm/dd/yy
* Time
Time Timeinterval short hh:mm
* Period
WGNum Workgroup UCHAR (8)
Number
MaxWaitTimel | Longest waiting | short *Queueisnot an
nQ timein queue accumulated
during searched value; itis
time interval recorded at a
specific pointin
time.
PeakQL ength Maximum queue | short
length since
midnight
PeakWaitTimel | Maximum ULONG
nQ queued time

since midnight
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Table2: RTM Data For mat

Call Accounting Report Formats

Database Definition Type Specification/
Element * CDR Client
Field
QLength Number of calls | short * Callsin Queue
routed into the
queue; if acal is
recycled into the
queue after
RNA, the count
isincreased
DurationlnQ Timecals ULONG *|tisnot an
waited in queue accumulated
during searched value, itis
timeinterval recorded at a
before being specific pointin
abandoned or time.
answered
NumlInCall Calls answered short * Calls
by an agent; if a Answered
call isforwarded
to and answered
by multiple
agents, the count
isincreased
InCallDuration | Duration of ULONG * Calls
incoming calls Answer ed
(NuminCall), Duration
starting from the
time an agent
answers acal
until thecal is
disconnected or
transferred out of
the WG
NumOutCall All outgoing short * Outgoing
trunk and Calls
station-to-station
callsthat entered
“Connected”
state
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RTM Data Schema

Table 2: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client
Field
OutCallDuratio | Duration of ULONG * Qutgoing
n outgoing calls Calls Duration
(NumOutCall);
fromthetimethe
cal enters
“Connected”
state until
disconnect
NumCallTovM | Count of short * Calls
voicemail Transferred to
messages (calls Voice Mail
transferred to
VM from queue
by caller
pressing #, and
cals
automatically
transferred to
WG VM after
RNA for every
agent)
NumCallAband | Count of calls short A
oneDuringRing | abandonedwhile « Calls
ringing an agent Abandoned
During Ring
NumCallAband | Count of calls short B
onedInQ abquoqed while « Calls
waiting in queue Abandoned in
Queue
NumCallAband | Tota abandoned | short C
oneBeforeAnsw | calls (during C_A_B=
er VM, queue, and
RNA) * Calls
Abandoned
during VM
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Table2: RTM Data For mat

Call Accounting Report Formats

Database Definition Type Specification/
Element * CDR Client
Field
NumQueueOve | Calsrouted to short * Queue
rflow the WG but not Overflow
queued due to
AltiAdmin
settings that
specify
acceptable queue
length and/or
wait time
BeforeAnswerD | Timecalls ULONG * Wait Timefor
uration waited in queue Answered Calls
before being
answered
DurationlnQOf | Total wait time ULONG * Wait Timefor
CallAband of dl cals Abandoned
abandoned in Calls
queue
(NumCallAband
onedInQ)
Servicel evel Service Level number of cals

inqueue- X / #
of callsin queue

X = number of
callsin queue
exceeding
threshold

*ServiceLevel is
not an

accumul ated
value, itis
recorded at a
specific pointin
time.
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RTM Data Schema

Table 2: RTM Data For mat
Database Definition Type Specification/
Element * CDR Client
Field
Agent Data
Nodel D Server ID ULONG value: 1-100
(System ID)
assigned to an
AltiServ system
in AltiAdmin
Date Day information | ULONG mm/dd/yy
* Time
Time Timeinterval short hh:mm
* Period
AgentNum Agent extension | UCHAR (8)
number
NumInCall Calls answered; short * Calls
if acal is Answer ed
rerouted to and
answered by the
same agent, the
count is
incremented
InCallDuration Duration of ULONG * Calls
incoming calls Answered
(NuminCall), Duration
starting from the
time the agent
answers acal
until thecal is
disconnected or
transferred out of
the WG
NumOutCall All outgoing short * Outgoing
trunk and Calls

station-to-station
callsthat entered
“Connected”
state
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Table2: RTM Data For mat

Call Accounting Report Formats

Database
Element

Definition

Type

Specification/
* CDR Client
Fied

OQutCallDuratio
n

Duration of
outgoing calls
(NumOQutCall);
fromthetimethe
call enters
“Connected”
state until
disconnect

ULONG

* Outgoing
CallsDuration

NumWrapUp

Number of times
agent entered
Wrapup, where
Wrapup lasts
from agent-set
“Not Ready” to
“Ready” status

short

* Wrapup

WrapUpDur ati
on

The amount of
timefor Wrapup,
where Wrapup
lasts from agent-
set “Not Ready”
to “Ready” status

ULONG

* Wrapup
Duration

NumCallToVvM

Count of
voicemail
messages

short

* Voice Mail

VM Duration

Total duration of
voicemail
messages

ULONG

* Voice Mail
Duration

nGroups

Count of
workgroups
agentisloggedin
to.

Agent Per Workgroup
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RTM Data Schema

Table2: RTM Data For mat
Database Definition Type Specification/
Element * CDR Client
Field
Nodel D Server ID ULONG value: 1-100
(System ID)
assigned to an
AltiServ system
in AltiAdmin
Date Day information | ULONG mm/dd/yy
* Time
Time Timeinterval short hh:mm
* Period
AgentNum Agent extension | UCHAR (8)
number
WGNum Workgroup UCHAR (8)
number
Login Log state UBYTE O=Logout
1=Login
LogTimeStamp | Login/logout ULONG
time stamp
ReasonCode Logout reason UBYTE
code
NuminCall Calls answered; short * Calls
if acal is Answer ed

rerouted to and
answered by the
same agent, the
count is
incremented
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Table2: RTM Data For mat

Call Accounting Report Formats

Database
Element

Definition

Type

Specification/
* CDR Client
Fied

InCallDuration

Duration of
incoming calls
(NuminCall),
starting from the
time the agent
answersacall
until thecal is
disconnected or
transferred out of
the WG

ULONG

* Calls
Answered
Duration

NumOutCall

All outgoing
trunk and
station-to-station
callsthat entered
“Connected”
state

short

* Qutgoing
Calls

OQutCallDuratio
n

Duration of
outgoing calls
(NumQutCall);
fromthetimethe
call enters
“Connected”
state until
disconnect

ULONG

* Qutgoing
CallsDuration

NumWrapUp

Number of times
agent entered
Wrapup, where
Wrapup lasts
from agent-set
“Not Ready” to
“Ready” status

short

* Wrapup

WrapUpDur ati
on

The amount of
timefor Wrapup,
where Wrapup
lasts from agent-
set “Not Ready”
to “Ready” status

ULONG

* Wrapup
Duration
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SMDR Reporting Format

Table 2: RTM Data For mat

Database Definition Type Specification/
Element * CDR Client
Field
NumCallToVM Count of short * VVoice Mail
voicemail
messages
VMDuration Total durationof | ULONG * VVoice Mail
voicemail Duration
messages

SMDR Reporting Format

Besides the CDR format, AltiServ reports telephone information in the
Station M essage Detail Reporting (SMDR) format to an application
through the COM port. The SMDR format and sample entries for the
specification are described bel ow.

In AltiWare sreports, internal extension-to-extension calls are not logged;
neither are outbound calls of lessthan 15 seconds duration.

Trunk Calls In Format:

09/01 07:04P 00:00:25 0200 5102526354 109 12345678:
(Sart, Length) Field Format Notes
©,1) space
1,5) date mm/dd
6,1 space
(7, 6) start time hh:mmP P=pm,A=am
(13,2) space
(14, 8) duration hh:mm:ss
(22,1) space
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Call Accounting Report Formats

(Start, Length) Field Format Notes
(23, 4) trunk PAD num- XXyYy X = board numb.
ber y = channel
numb.
(27, 34) caling party
(61, 4) caled party
(65,7) space
(72, 8) account code 1to 10 digits
(80, 1) delimiter line feed
Extension Calls Out Format:
09/01 08:12P 00:00:33 109 2526352 0411 12345678:
(Start, Length) Field Format Notes
©, 1 space
1,5 date mm/dd
6, 1) space
(7,6) start time hh:mmP P=pm,A =am
(13, 1) space
(14, 8) duration hh:mm:ss
(22,1) space
(23,4) calling party
(27, 6) space
(33, 26) called number
(59, 2) space
(61, 4) trunk PAD num- XXYYy X = board numb.

ber

y = channel
numb.
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SMDR Reporting Format

(Start, Length) Field Format Notes
(72, 8) account code 1to 10 digits
(80, 1) delimiter line feed

From Extension A
Extension A: 100
Extension B: 111
Outside #: 3210002:
CallsInitiated by Extension A (Column A)
1 Dial out 11/18 05:53P 00:00:28 100 3210002
0100
2 Ext B fwdto Trk Y 11/18 05:55P 00:00:21 100 3210002
0001
3 ExtB ONA to Trk Y 11/18 05:57P 00:00:17 100 3210002
0100
4 VM make call to Trk Y 1/18 05:58P 00:00:15 100 3210002
0001
5 #HH#to Ext B (WG B, | 11/1805:59P00:00:23111 3210002
Virtual B) and VM 0100
make call
6 Ext B Stransfer to 11/18 06:00P 00:00:22 111 3210002
Trk Y* (see exam- 0001
ples)
7 Ext B B-transfer to 11/18 06:01P 00:00:18 100 3210002
Trk Y* (see exam- 0100
ples) 11/18 06:01P 00:00:05 0001100
100
8 To Trk Y then trans- 11/18 06:02P 00:00:27 100 3210002
fertoExt B 0001
9 Outcall Log time only, no lines logged
10 | Zoomerang 11/18 06:06P 00:00:27 100 3210002
0100
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CallsInitiated by Extension A (Column A)

0
1 System Speed Dial 11/18 06:07P 00:00:18 100 3210002 o 2
0001 o >
=3
12 Ext Speed Did 11/18 06:08P 00:00:25 100 3210002 Jo
0100 35
» =
13 | #35privilege over- 11/18 06:09P 00:00:31 100 3210002 73
writeto Ext B (WG 0001
B, virtua B)
14 BisWGB N/A
15 Ext B transfer toWG | N/A
C
16 | Conferencewith 11/18 06:10P 00:00:25 100 3210002
Trunk 0100

From Trunk B

Extension B: 100
Trunk X: 3210001
Trunk Y: 3210002:

CallsInitiated by Trunk X to Extension B (Column B)

1 Did in 11/18 06:11P 00:00:07 0100 3210001
100

2 Ext B fwdto Trk Y 11/18 06:13P 00:00:350100 3210001
100
11/18 06:13P 00:00:25 TRKO 3210002
0001

3 Ext B ONA to Trk Y 11/1806:15P00:00:120100 3210001
100
11/18 06:16P 00:00:00 0100 3210001

4 VM make call to Trk 11/18 06:18P 00:00:29 100 3210001
Y 100
11/18 06:18P 00:00:58 0100 3210001
100
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CallsInitiated by Trunk X to Extension B (Column B)

5 ### to Ext B (WG B, N/A
Virtua B) and VM
make call
6 Ext B Stransferto Trk | 11/18 06:19P 00:00:21 0100 3210001
Y* (see examples) 100
11/18 06:20P 00:00:41 0100 3210001
TRKO
11/18 06:20P 00:00:23 3210 3210002
0001
7 Ext B B-transferto Trk | 11/18 06:22P 00:00:24 3210 3210002
Y* (see examples) 0001
11/18 06:22P 00:00:40 0100 3210001
3210
8 ToTrk Y thentransfer | N/A
to ExtB
9 Outcall Log time only, no lines logged
10 | Zoomerang 11/18 06:24P 00:00:38 100 3210002
0100
11/18 06:24P 00:01:08 0001 3210001
100
1 System Speed Dial N/A
12 | Ext Speed Dia N/A
13 | #35 privilege over- N/A
writeto Ext B (WG B,
virtua B)
14 | BisWGB 11/18 06:25P 00:00:09 0100 3210001
100
15 | ExtB transfer to WG 1/18 06:26P 00:00:17 100 100
C 0100
11/18 06:26P 00:00:24 0100 3210001
111
16 Conference with Trunk | 11/18 06:27P 00:00:15 0001 3210001
100
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APPENDIX B

Registration & Technical Support

This appendix describes Alti Serv technical support policy and procedures.
It also coversrepair and replacement proceduresthat the user should follow
when returning or replacing defective equipment.

Registration

Register your product to receive software updates and new product
announcements.

To register your AltiGen product, fill out the “ Product Registration Form”
on page 398 and return the form to AltiGen Communications, Inc. by fax
to 510-252-9738.

Technical Support

Before contacting Technical Support, always have the following
information on hand:

e Your name

e Company name

e Product serial number

* AltiWare version number

« Number of boards in the system

* Server brand and model

* The telephone number where you can be reached

« A brief description of the problem and the procedure to
reproduce the problem

Having thisinformation ready will allow us to better assist you.

Eligibility
AltiGen provides technical support to Authorized AltiGen Dealers and
Distributors only.
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Technical Support

End User customers, please contact your Authorized AltiGen Dealer for
technical support. Direct AltiGen support isavailableto End User
customersthrough E-mail only, when addressing problems that
cannot beresolved by referring to theinstruction manuals or by your
Authorized AltiGen Dealer.

Technical Support Hours

During AltiGen’ sbusinesshours (7:00 A.M. to0 5:30 P.M., Pacific Standard
Time, Monday through Friday except holidays), your call will be returned
in the order it was received (on afirst come, first serve basis), within two
(2) hours under normal circumstances. Outside AltiGen business hours,
only emergency callswill bereturned within eight (8) hours. All other calls
are returned on the next business day.

How To Reach AltiGen Technical Support
Contact AltiGen technical support by any of the following methods:

e CALL 510-252-9712 and follow the prompts. Thisisavailableto
Authorized AltiGen Dealers and Distributorsonly. Your call
will be answered by one of AltiGen’s Technical Support
Representatives or routed to the Technical Support M essage Center
if no oneisavailableto answer your call. Y our call will be returned
promptly, within two (2) hours under normal circumstances. Please
see “Tech Support on AltiGen's Web site.”

e SEND EMAIL TO: support@altigen.com. Messages are checked
on adaily basis.

* SEND A FAX TO 510-252-9738, ATTENTION: Technical
Support.

Tech Support on AltiGen’s Web Site

AltiGen offers tech support on the web at http://www.altigen.com/IT
Corner.html.

Unresolved Problems Escalation Procedure

The following escalation steps should be followed to report unresolved
problems. Please contact the following parties in the order listed:
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Registration & Technical Support

Local Authorized Dealers Service Department.
2. AltiGen’'s Technical Support Manager at support@altigen.com.

. For remaining unresolved problems or complaints, send an email to
AltiGen’s CEO at ceo@altigen.com, or call 510-252-9712 x 120.

Repair and Replacement

This policy addresses the procedure for return of any materialsto AltiGen
from Authorized AltiGen Dealersonly. It covers material sreturned for any
and all reasons.

All materials being returned to AltiGen must have an associated RMA
number. RMA numbers are issued by AltiGen Customer Service and can
be obtained by calling 510-252-9738. AltiGen reservesthe right to refuse
return of any material that does not have an RMA number. The RMA
number should be clearly marked on the outside of the box in which the
material is being returned. For example:
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—
(1]
(¢]
>
=
o
=R
n
o
o
©
o
=
—

Attn.: RMA #123
AltiGen Communications, | nc.
47427 Fremont Blvd.
Fremont, CA 94538

Upon authorization of return, AltiGen will decide whether the
malfunctioning product will be repaired or replaced.

Replacements

If the defective product isto be used until replaced, AltiGen will ship the
replacement product with an invoice. If the defective product isreceived by
AltiGen within 30 days of shipment by AltiGen, the amount of the returned
product will be credited to the account.
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Registration Fax Form

Registration Fax Form

Product Registration Form
DATE:

TO: AltiGen Customer Service
FAX: 510-252-9738

NAME:

COMPANY::

ADDRESS:

PHONE NUMBER:

COMPANY TYPE/INDUSTRY:

ALTIWARE (OE) PRODUCT SERIAL #:

DATE OF PURCHASE:

PURCHASED FROM:

FOR ALTIGEN USE ONLY

RECEIVED BY: DATE:

398 AltiWare OE System Installation & Administration Manual



Glossary

A
AC - Alternating Current.

ADPCM - Adaptive Differential Pulse Code Modulation. A sophisticated
compression algorithm for digitizing audio that stores the differences between
successive samples rather than the absolute value of each sample. This method of
digitization also reduces storage requirements from 64K bits/second to as low as
24K bits/second.

AltiConsole - a personal computer-based Attendant console connected to the
AltiServ over the network that emulates a standard hardware-based Attendant
console through software and has the flexibility of adding new features through
software without changing the hardware.

AltiSpan - link from the AltiServ base to the system extension that allows for
passing Caller ID.

AltiWare - the system software that is used by AltiGen’s Quantum products.
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AltiServ - an advanced, highly integrated business and computer telephony
platform that consists of a Quantum card and AltiWare software working in a
PC/Server running under Windows NT.

analog - amethod of telephony transmission in which the information from the
source (for example, speech in ahuman conversation) isconverted into an el ectrical
signal that varies continuously over arange of amplitude values.

API - Applications Programming Interface. A set of routines that an application
program uses to request and carry out lower-level services performed by an
operating system.

ASCII - American Standard Code for Information Interchange.

B

blocked calls- calsthat cannot beimmediately connected to the number dialed. A
call is defined as blocked when access paths to the called station are unavailable.
Thisis not applicable to AltiServ.

BPS - Bits Per Second. The number of bits transmitted per second.

C

card - printed circuit assembly.

CCIS- Common Channel Interoffice Signaling. A method of carrying telephone
signaling information along a path different to the path used to carry voice.
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Central Office (CO) - aswitching system that connectslinesto lines, linesto
trunks, and trunks to trunks. These systems are operated by local telephone
companies. The term sometimes refersto atelephone company building in which a
switching system is located and sometimes includes other equipment (such as
transmission system terminals).

Centrex (CTX) - abusiness telephone service offered by alocal telephone
company from alocal central office. Centrex is asingle line telephone service,
delivered to individual desks or telephones with added features such asintercom,
call forwarding, call transfer, toll restriction, out call routing, and hold onsingleline
telephones. These features are provided by the local phone company’s central
office. Centrex is aleased business service serving as an option to owning a PBX
or key telephone system.

channel - the smallest subdivision of acircuit capable of carrying communication
service.

circuit - the physical connection of channels, conductors and equipment between
two given points. Includes both transmitting and receiving capabilities.

client - a process whose threads call services provided by either aloca or remote
server process. In Windows NT, communication between aclient and server occurs
through the local procedure call (LPC) or remote procedure call (RPC) facilities.

CO - Central Office.

conferencecall - acall inwhich two or more persons speak together. Stations may
be internal or external.

configure - to determine and assign the egquipment cabinet or chassis contents and
location of each card, as well as software parameters.

configuration databases - those databases that represent unique customer
specifications relating to system and station features.

console phone - emulates a standard Attendant Console through software. It
provides al the call handling features provided by a standard hardware-based
console and has the flexibility of adding new features through software without
changing the hardware (i.e. AltiConsole).

conver sation path - the route from originating port to terminating port of atwo-
way communication. A conversation requirestwo such port-to-port paths. Transmit
and receive.

CTI - Computer Telephone Integration. Or in the case of an AltiServ, Computer
Telephony Internet.

D

database - acollection of related data that can be immediately accessed and
operated upon by a data processing system for a specific purpose.
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DC - direct current. The flow of free éectronsin one direction with an electrical
conductor, such aswire.

Default - the preset value from the factory or the software writer that the program
or equipment comes with. In the absence of any other command from the user, it
will work with default values.

DID - Direct Inward Dialing.
digit - asingle whole number between 0 and 9.

disk duplexing - the procedure of copying data onto two hard drives, each using its
own hard drive controller. If any component (hard drive controller card, cable, boot
hard drive) on thefirst channel fails, then the second channel will boot and operate
normally.

disk mirroring - the procedure of duplicating data written to two identical hard
drives, where both hard drives are connected to one disk controller card. If one hard
drivefails, then the data can be retrieved from the second hard drive.

DNIS (Dialed Number Identification Service) - is atelephone service that
identifies for the receiver of acall the number that the caller dialed. It'sa common
feature of 800 and 900 lines. If you have multiple 800 or 900 numbers to the same
destination, DNIStellswhich number was called. DNISworks by passing the touch
tone digits (DTMF or MF digits) to the destination where a special facility can read
and display them or make them available for call center programming.

Do Not Disturb (DND) - when thisfeature is selected, all incoming calls to the
user’s extension are denied. If the station has system forwarding instructions, the
callswill be automatically redirected to another extension, Attendant, or operator.
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DTMF - Dua Tone Multi Frequency are the low and high frequency tones that
comprise touch tone signals.

drop-down menu - alist of options that display below a menu option.

DSP - Digital Signal Processor. A microprocessor with an architecture that is
particularly optimized to perform mathematical algorithms that manipulate digital
signals.

Dual Tone Multi Frequency - see DTMF.

E

en-bloc dialing - dialing scheme that allows the terminal to include all the digits
required to complete acall.

environmental subsystem - A protected subsystem (server) that provides an
application programming interface (API) and environment - such as Win32,
MS-DOS, POSIX, or OS/2 - on Windows NT.

escalation - to expand step-by-step from alimited or local issue to higher level.
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Ethernet - acommunications protocol used in local area networks to connect
computers, terminals, printers, etc., typically located within the same building.
Ethernet operates over twisted wire and over coaxial cable at speeds up to 10
megabits per second. Ethernet isaphysical link and datalink protocol reflecting the
two lowest layers of the DNA/OSI model.

Exchange Server Integration - provides unified messaging by synchronizing the
mailboxesin an AltiServ and Exchange Server, so that a user can access messages
in either server. If amessage is added to one server, it is automatically sent to the
other server, similarly, if amessage is deleted in one server it is automatically
deleted from the other server.

extension number - an arbitrary number of two to five digitsthat matches astation
to aparticular user.

F

FCC - Federal Communications Commission.

feature - aspecia or specific capability.

field - aunit of datain arecord or message and designated for a particular purpose.
file - an organized collection of related information treated as a unit.

file server - anintegral part of amulti-user computer network such asalocal area
network (LAN). It typically is a combination of a computer, data management
software, and large capacity hard disk drive. A file server directs all movement of
files and data on a multi-user communications network and gives each user on the
network access to files stored on the file server. It allows the user to store
information, leave electronic mail messages for other users on the system and
access application software on the file server such as word processors or
spreadsheets.

FLASH - asudden brief signal. Activated by depressing the flash key on the
telephone pad if one has been configured, or by a quick press and release of the
receiver button (switch hook).

FSK - Frequency Shift Keying. A modulation technique for data transmission.

function - a specific purpose of an entity, or its characteristic action. In computer
programming, a synonym for procedure.

FXS - Foreign Exchange Subscriber. An analog interface for direct connection of a
telephone set to adigital multiplexer.

G

GMT - Greenwich Mean Time. Mean solar time of the meridian at Greenwich,
England, used as the basis for standard time throughout the world.
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ground start - atype of start signaling on a subscriber’ s trunks in which the ring
(minus side) is grounded (ground start) to get dia tone.

GUI - Graphical User Interface.

H
hard disk - a sealed mass storage unit used for storing large amounts of data.

hardwar e - aterm used to describe the physical components of a machine,
particularly computer equipment, and devices containing logic elements used in
data processing or communication equipment.

Hertz - cycles per second. Abbreviated as Hz.

http or HTTP - Hypertext Transfer Protocol. The Internet protocol used to manage
communications between Web clients (browsers) and servers.

Hunt group - see Workgroups.

Hz - see definition for Hertz.
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Impedance - occurswhen power or signal istransferred from onecircuit to another.
Thisis known as the resistance of electrical current to alternating current and it is
measured in OHMs.

IMAP4 - Internet Message Access Protocol - Version 4.

inter face - the interconnections between two separate systems or pieces of
equipment.

ISA - Industry Standard Architecture.
I1SO - International Standards Organization.
ISP - Internet Service Provider.

J
jack - the mate for aplug. Used to connect two pieces of equipment together.

K

keyboard - system interface for communication. A group of numeric keys,

aphabetic keys, or function keys used for entering information into aterminal and
into the system. Usually patterned after the QWERTY keyboard layout. This term
is derived from the sequence of the first six keysin thefirst row of alphabetic keys.
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L

Language Server - allowstheability to record and play phrasesin different foreign
languages without requiring any software changes.

L ocal addr ess- an address used in aperipheral node or stationin place of anetwork
address and transformed to or from a network address for delivery purposes.

L ogoff - the procedure by which a user disconnects from a program or session.

L ogon - the procedure by which a user begins a program or terminal session and
gains access to the AltiServ or Quantum system.

Loop Start - atype of start signaling. A closed path or circuit over which asignal
can circulate. When used on atelephone line, it tests the line, the circuit is closed
and reflects received signalsto the sender.

M

maintenance - any activity intended to retain afunctional unitin, or torestoreit to,
astatein which it can perform its required function. Maintenance includes keeping
afunctional unit in a specified state by performing activities such astest,
measurements, replacements, adjustments, and repairs.

MAPI (Messaging API) - aComponent Object Model (COM)-based API that
supports message-rel ated components such as message stores, address book, and

message transport.
MDMF - Multiple Data M essage Format.

menu - adisplay of alist of available machine functions for selection by the user.
MHz - Megahertz.

MIME - Multipurpose Internet Mail Extension. A technique designed to bundle
attachments within individual email files. Microsoft email protocol software
format.

module - acompact assembly that isacomponent of alarger unit in electronics. A
detachabl e section, compartment or unit with a specific purpose or function.

mounting pand - the panel used to mount the connection panelsto awall.
ms - millisecond.
MVIP - Multi-Vendor Integration Protocol.

N

network - A configuration of data processing and/or telecommunication devices
and software connected for information exchange.
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network address - An identifier for anode, station, or unit of equipment in a
network.

network domain - a set of workstations and servers that share a security account
manager database and can be administered as a group. A user with an account in a
particular network domain can log onto and access his or her account from any
system in the domain.

network server - networking software that responds to 1/0 or computes requests
from aclient machine. Windows NT network servers can beimplemented either as
server processes or asdrivers.

numbering plan - the method of assigning NNX codes to provide a unique
telephone address for each subscriber, special line, or trunk destination. In
AltiWare, the method of assigning extension numbers and trunk designations to
local premises.

North American Numbering Plan - also known as NPA. Refersto the assignment
and management of the area code system for North America. Administered by
Bellcore, presently being expanded due to high demand for new numbers and
services, requiring new area codes. Numbering sequence being changed from
traditional N 1/0 X area code (center digit a1 or a0) to NNX, where N = numbers
1to 9 and X = any number.

O

offhook - refersto atelephone set when thereceiver isnot resting in the base. This
usuadly initiates adial tone from the receiver.

One Number Access - afeature of AltiWare that allows users to create alist of
phone numbers that the system can use to track users and connect them with an
incoming call if they are not at their extension desk.

onhook - the term used to describe atelephonein theidle state or with the receiver
still resting in the base.

option - aselection from several possibilities.

OSl - Open Systems Interconnection. A software model defined by the
International Standards Organization that standardizes levels of service and types
of interaction for networked computers. The OSI reference model defines seven
layers of computer communication and what each layer is responsible for.

overlap dialing - dialing scheme that allows the terminal to omit part of the digits
required to complete a call, while the remaining digits are buffered.
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P

PABX - Private Automatic Branch Exchange. A private branch exchange (PBX)
that provides access to and from the public telephone network without operator
intervention.

PBX - Private Branch Exchange. A switching system providing telephone
communications between internal stations and external networks.

PCM - Pulse Code Modulation.

physical extension - is associated with aphysical port and device. An extensionis
created, by default, as a physical extension (as opposed to avirtua or workgroup
extension) unless there are no more physical ports available.

pilot number - the extension number that identifies a workgroup or distribution
group.

POP3 - Post Office Pratocol version 3. Protocol for retrieving email by remote
client.

port - acommunication channel through which aclient process communicates with
a protected subsystem.

POSI X - an acronym defined as “a portable operating system interface based on
UNIX,” refersto acollection of international standards for UNIX-style operating
systeminterfaces. Inthe mid-to-late 1980’ s, government agencies began specifying
POSIX as a procurement standard for government computing contracts.

Power Failure Backup - If your AC power fails, your telephone system can still
operate by switching to a backup battery power supply, often called an
(Uninterrupted Power Supply) UPS.

Power Failure Transfer - A telephone system feature. When the commercial AC
power fails and there is no backup power source such as a battery or a generator,
this feature switches some of the trunks connected to the telephone system to
severd singleline phonesthat do not need external power and can draw their power
from the telephone lines.

Power Supply - the part of the telephone system or a computer that converts the
normal 120 or 240 volts AC power to AC and DC at the various voltages and
frequencies as needed by various components and circuits of the system.

Private Network - A series of offices connected together by leased and non-leased
telephone lines, with switching facilities and transmission equipment owned and
operated by the user or by the carrier and leased to the user.

process - alogical division of labor in an operating system. In Windows NT, it
comprises a virtual address space, an executable program, one or more threads of
execution, some portion of the user’s resource quotas, and the systems resources
that the operating system has allocated to the process threads. It isimplemented as
an object.
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Protected subsystems - integral subsystems that perform important operating
system functions, such as security subsystems among others.

protocol - A set of rules and conventions by which two computers pass messages
across a network medium. Networking software generally implements multiple
levels of protocols layered one on top of the other.

Q

Quantum - an | SA standard computer telephony board of AltiGen’s AltiServ
product line. It is an al-in-one platform designed with open software standards to
facilitate use of enhanced applications.

queue - acollection of callswaiting to be served. Queued callsin AltiWare are
handled on afirst-in, first-out basis.

R

RAM - Random Access Memory. The primary memory in a computer that can be
written over with new information. The contents of RAM memory arelost when the
electrical power to the PC is switched off.

RAS - Remote Access Service.
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retry - to resend data a prescribed number of times or until the dataiis finally
delivered.

RJ-11 - The“common” telephone jack. Usually wired with four wires, the red and
green signify the tip and ring circuits.

RJ-45 - The“common” telephonejack. Usually wired with eight wires, the red and
green signify the tip and ring circuits.

ROM - Read Only Memory.

root directory - inan IBM or compatible PC, the directory that is created when the
user formats a diskette that may contain subdirectories. Synonymous with system
directory.

S

save - to retain data by placing it in memory or by copying it from one storage
device to another.

SDMF - Single Data Message Format.

server - aprocess with one or more threads that accepts requests from client
processes. It implements a set of services that it makes available to clients running
either on the same computer or possibly on various computersin a distributed
network.

slot - anumbered division of acomputer in which a printed circuit card is located.
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SMTP - Simple Mail Transfer Protocol. Protocol for sending Internet email.

station - any location wired to accept a telephone, sometimes referred to as an
extension. Also another name for a place where acall can be answered. It may bea
telephone, an Attendant console, a PC, or any other device.

subscriber - auser or connection. The line from atelephone to a switch.

System Speed Dialing - this feature allows the user to access a system wide
directory of commonly called numbers that have been “condensed” into a two- or
three-digit code on the telephone dial pad.

T

TAPI - Telephone Application Programming Interface. A call-processing software
that allows developers to implement telephony applications that control switches
from different vendors.

TCP/IP - Transfer Control Protocol/Internet Protocol. A full set of protocols used
on the Internet.

TDM - Time Division Multiplexing.

telecommunications - any transmission, emission, or reception of signals, writing,
images, or other information by wire, radio, or any other electromagnetic system.

Tip and Ring - the traditional telephony indication of plusand minusin electrical
circuits. (See Ground start and Loop start.)

toll call - acall to apoint outside of the local service calling area. |dentified by
greater distance and increased rates or by 1 plus dialing requirements.

toll restriction - afeature that allows the user to restrict certain station users from
placing toll calls, or other non-business related |ocations.

traffic - ameasure of the demand or use of facilities, circuits, or trunks. Measured
by converting seconds and minutesinto CCSs (Centum Call Seconds) and Erlangs
(hours of use per hour).

transfer - this feature redirects a call to another extension, the AltiGen Voice
Mail System, or operator.

trunk - one of the cablesthat contain numerous shared telephone circuits used to
interconnect telephone switching centers.

trunk access code - the prefix digit (i.e. 9) dialed to access atrunk line and dial an
external phone number.

trunk group - trunks of acommon type, given an identity to distinguish between
different types of connecting facilities.
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U

UCA - Universa Communication Architecture.

UPS - Uninterrupted Power Supply. A backup battery module attached to a
computer that allows memory contents to remain intact long enough for the
operating system to perform an orderly system shutdown if a power outage occurs.

USB - Universal Serial Bus.

user (s) - the person or persons accessing the features and functions of the AltiWare
product.

Vv

virtual extension - an extension not associated with a physical port that allowsfor
guest access to the AltiGen Voice Mail System features and telephone sharing
environments. Users of avirtual extension have to log in before accessing the
system features assigned to it.

wW

WATS - Wide Area Telephone Service. A leased service for direct long distance
diaing.
Wink - asingle supervisory pulse.

Windows NT (New Technology) - the high-end Windows operating systemin a
family of Windows operating systems.

wor kgroup - telephones arranged in groups within a particular organizational
function (for example, marketing, sales, service, etc.). Each workgroup is assigned
apilot number. When the pilot number is dialed, the system scans the list of
extensions comprising theworkgroup and connectsthe call tothefirst availableidle
extension number. If no extensions are available, the call is placed in that
workgroup’s queue.

wor kgroup pilot number - an extension designated to aworkgroup that is not
associated with aphysical port and may consist of up to 64 members. When thepilot
number is dialed, the call is distributed to the workgroup members.

World Wide Web - A network of Internet servers that can provide browser
information in the form of “web pages’ to web clients such as Netscape Navigator.
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helper applications 269
hold
musiconhold 9
Holiday Routine 101
Holiday Routing 12
home areacode 103
hop off
enabling 115
huntgroup, see workgroup 403

icons, toolbar 92, 98
images subdirectory 315
impedance 177, 403
incoming call handling 187
incoming ring type 177
information only mailbox 16, 213
install

previousversion 84
installation

AltiAdmin 81

coolingfan 37

hardware 29

heat factor 37

operating environment 31, 37
Windows NT Emergency Repair

Disk 81
installation requirements 313
installation, AltiWare 39
installing Altiweb 314
integrating Exchange Server 276 —
294
integration

administration 23

Exchange 18

VolP gateway 23
intercom

distinctive call waiting 8
handsfreemode 9
Internet 270

domain name 271

email 270

MIME 404

service provider 270
Internet integration

features 18
Intranet 148
IPaddress 272
IP Cumulative Traffic Statistics
window 265
IPdialingtable 151
IPextension 196
|P extensions 22, 189
IP trunk
accesscode 151
appearance 154
configuration 151
number code 106
IP Trunk Access 107
IP trunk current traffic statistics
screen 97
IP trunk traffic window 97
IP trunk, number plan 106
ISDN setting
TElI 169
ISP 148
Item Name 247
IVRdata 317
IVR_top.htm 316
IVRApplet.htm 316

J

Jam Bit8 163
jitter
average 98
average statistic 266
buffer 23, 182
Jitter Buffer 149

K

keys, CDR dataelements 375 — 393

L
liability  xiii
limitations 35
line properties
Quantum 200
link session ID number 376
location format 96
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log entries 97
loglevel 265
login

firsttime 98

workgroup 14
Login and Logout icons 92
login, logout 89
logout

workgroup 14
logout reason code 139
loop current 30
loop start 177, 404

M

mail forwarding 19
mailbox
information only 16, 213
size 215
mailbox capacities 215
main menu 90, 91
main number 103
making a connection
difficulty 153
making calls
from AltiMall 16
fromvoicemail 220
Management menu 91
management menu
audio peripheral
configuration 255
Manager Extension 103
managing
messages 125
manual online registration 44
MDMF (Multiple Data Message
Format) 201
menu, AltiAdmin main 91
message
length 215
maximum number of 215
notification 17, 216
for email messages 216
schedule 218
notification type 217
playback 214

Index

retention 215
message notification 24
message waiting
FSK-based 201
tone-based 201
voltage-based 201
messaging 124
management 125
mixed-media 269
Microsoft Exchange Server
integration 276 — 294
Microsoft SQL 121
MIME 269, 404
mixed-mediamessaging 269
helper applications 269
MIME 269
Monitor Available 231
monitor list 20, 229
mounting panel 404
moving system 83
multilink 149
multiple call waiting 9, 223
multiple data message format
(MDMF) 201
multiple workgroup membership 13
MultiSite Configurator 25
Multisite Configurator 345
musiconhold 9
configuration 256
MVIP 404
MVIP clock configuration 257
MVIP clock master, and T1
Clocking 164
MVIP Test Tool 25
MWI enable, message waiting indica-
tor enable 182

N

NAT 150
navigating AltiAdmin 89, 99
NetMeeting.htm 316
network
address 268
client setup 275
configuration 153
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definition 267, 404
domain name 271
email 270
Internet
service provider 270
local address 269
mixed-mediamessaging 269
helper applications 269
multiple AltiServ systems 22
multiple AltiServs 151
protocol 267
IMAP4 268
TCP/IIP 268, 271
transport 267
quality of service 148
server sidesetup 270
Network Address Trandlation
(NAT) 150

network configuration for VolP 148

networking
MIME 269
protocol
POP3 268
SMTP 268
new installations
AltiWare OE 47
no answer handling 224
nodeID 376, 382, 386, 388
North American Numbering
Plan 405
notification
message 216
email 216
schedule 218
notification typeand timing 218
NOVO 26
Nsapplet.zip 316
Nsplugin.zip 316
NT service
AltiWare 40
number plan 151
numbering plan 104

O

OE Installation

Windows 2000 42
offlineregistration 81
oldversons 41
One Number Access 10, 24, 225,

226, 405
onlinehelp 91
online license registration
procedures 66, 74
Operator Extension 104
operator workgroup 104
optional add-on software 25
options

boards 34
out call routing

configuration 233 - 239

diaing pattern 238
out call routing configuration

default routes 236
outgoing calls, blocking all 114
Outgoing Workgroup 210
overhead paging 10, 256

by trunk 174
overlap diaing 132, 175

P

PacketsLost 98
Packets Received 98
Packets Sent 98
pager notification 217
paging 10, 174, 256
PartylPAD 382
password 82, 89
changing 99
extension 193
password, change 99
PBX
features
account code 7
businesshours 7
cal forwarding 7
cal park 10
cal pickup 9
cal waiting 11
calerID 8
conferencecall 8
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distinctiveringing 8
donot disturb 9
FSK-based message
waiting 9
musiconhold 9
One Number Access 10
overhead paging 10
power failuretransfer 10
remote cal forwarding 7
schedule-based routing 11
system and station speed
dia 11
toll restrictions 8
virtual extension 11
workgroup call routing 13
PCI Plug and Play 148
phone number
trunk 174
phrase
for auto attendant 251
phrasesrecorded 252
physical and IP extensions
licenses 65
physical extension 189, 406
pilot number 406
ping 153
platform
for AltiServ 3
selection 29
selection guidelines 36
playback message 214
PM schedule 109
poor voice quaity 153
POP3 127, 268, 406
POP3 service 127
port 94
port specifications 148
power
backup 406
on-board telephony power
supply 32
power failuretransfer 10, 406
uninterrupted power supply 31

prefix
system prohibited 113
toll call 114
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pre-recorded prompts 252
PRI 156
channel assignment 157
equipment information 157
servicerequest information 157
servicerequirements 156
with Voice 157
PRI ISDN Numbering Plan 168
product registration 395
form 398
productid.htm 316, 324
prompt
auto attendant 248
prompts 251
greeting and update 256
multiple workgroup prompts 13
protocol 267
definition 267
IMAP4 268
POP3 268, 406
SMTP 268
TCP/IP 268, 271
TCP/IP configuration 271
transport protocol 267
PSTN 151
pushweb URL 248

Q

quality of service (QoS) 148
Quantum

line properties 200

trunk properties 176
Quantum Board

configuration 142
Quantum board

specifications 32

trunk seizure 177
Quantum card

overview 4
queue

multiple announcements 13
gueue announcements 368
queue overflow 206
Quick Accesstoolbar 92, 98
QuickNet 26
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Index

R

readmetxt 39
Realtime Transport Control Protocol
(RTP/RTCP)

definition 153
recorded announcements 256
recorded phrases 252
recording options 126
refreshinterval 98
registration

form 398

manual online 44

product 395
registration methods 44
reminder calls 17
remote

cal forwarding 7
remotelocations 132
remote systems 81
repair board 397
replacement of board 397
report

cumulative IP traffic

statistics 265

system summary 263
Reportsmenu 91
reports, call logs 117
reports, system 263 — 266
requirements

basic AltiServ platform 30
requirements, system hardware 29
Reset button 95, 96
resetting cumulative statistics 266
Resource Board 142
restorefiles 84
Restoring files 262
restricting tietrunk calls 115
restrictions

cal 219

outgoing call 218
return policy 397
ring al available members 225
ring back 104
ring first available member 225
ring longest idle member 225

ring no answer (RNA) 225
ring-back tone generation 23
ringing

distinctive 103
RMA 397
RNA Log Out 225
route access 107, 233 — 239
route access, number plan 106
route definition 233

router 149

RTP& RTCP 153

RTP/RTCP
definition 153

run AltiAdmin 82

S

safety  xvii

electricity  xviii
sales cid.htm 316
sdes pid.htm 316
scenarios 318, 322
scheduling backup 261
SDK 27
send notification 218
server

Exchange 127

Exchangeintegration 18

file 402
server IP address 131
ServerlP, changing 321, 326
servicelevel 96
service level threshold 226
service parameters 156
service provider

Internet 270
services

NT 40

SMTP/POP3 127
services menu

system data management 259
session

CDRrecords 393
session |D number 376, 382
Sessions

licenses 66
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settingup 210
businesshours 108
emall 270
LAN email 270
server side 270
system numbering plan 104
trunk attributes 173

setting up extensions 191

SF (Superframe Format) 163

Shutdown Switching 55

shutting down AltiServ 82

signaling protocol
Tl 184

silence detection 23

silence suppression 23, 182

single data message format

(SDMF) 201

dot 96

SMDR Report Format 390

SMTP 127, 268

SMTP service 127

SMTP/POP3 39

software license
activation 43
registration 43

Span Types 167

specifications
functional 32
Quantum board 32
Triton Analog Station board 32
Triton Resource board 33
TritonT/PRI board 33

speed dial 11
station 210

speed didling 24
configuration 111

split areacodes 21, 127

SQL 121

SQL queries 367

station speed dialing 210

statistics 153
IPtraffic 97

statusbar 98

Stop Switching Service 99

stop/start
AltiWare services 99

Index

Superframe Format (SF) 163
switching service 40, 55
switching, shutting down 82
synchronization
email servers 127
system
areacodes 21, 127
businesshours 108
cal pak 10
cal restrictions 112
callback from auto attendant 11
data management 259
distinctiveringing 103
DNISincall routing 132
email 127
extension length 105
home areacode 103
main number 103
messaging 124
numbering plan 104
summary report 263
work days 109
system administration
features 19
system call park 104
system callback 24
system clock master 163
System Configurationicon 92
System Helpicon 92
SystemID 102
systemkey 29
system limitations 35
System Logicon 92
system numbering 104
system password 82
system reports 263 — 266
system requirements 29, 313
System Summary icon 92

T
T1
cdler ID 21
channel assignment 156
DID 21
equipment information 155
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service parameters 155

service request information 155

signaling protocol 184
types of services 156
with Voice 155
Tlclock 164
Tlservice 155
T1lsignaling
diding delay 184
TUPRI
features 21
troubleshooting 170
T1/PRI configuration button 163
TV/PRI features
ANI/DNIS Transport over Tie
Trunks 21

hop off callsover Tie Trunks 9

TAPI
definition 408
support 6
TCP fragmentation 149
TCP/IP 268, 271
technical support
escalation procedures 396
TEI (terminal endpoint
identifier) 169
tenant selection
trunk 175
tenant service 21
tenant table 134
terminal endpoint identifier
(TEl) 169
Third party applications 41
tietrunk 175
tietrunks 115
toll call prefix 114
toll prefix 114
toll restrictions 8, 112
toolbar 92, 98
tools 337
Top.htm 316
traffic statistics 97, 153
Transfer Predial String 175
transfer system 83
transport protocol 267
Triton

Index

Tlboard 5
TL/PRI trunk properties 183
Triton Analog Station Board
configuration 144
Triton Analog Station board
specifications 32

Triton Analog Station Line Properties

dialog box 201
Triton Resource Board 142
Triton Resource board
specifications 33
Triton TUYPRI (seeaso TUPRI)
Triton TY/PRI Board
configuration 154
Triton VolP
trunk properties 181
Triton Vol P Board
configuration 147
Triton Vol P board (see aso VolP)
TritonT /PRI board
specifications 33
troubleshooting 333
cannot make connection 153
loop-back test 153
poor voice quality 153
VolPboard 153 - 154
troubleshooting T1/PRI 170
trunk
accesscode 173
atributes 175
Centrex 175
configuration

apply to multiple trunks 19

dialing scheme 175

direction of transmission 174

ground start 403
impedance 403
incoming call routing 187
loop start 404
phone number 174
tenant selection 175
type 378

trunk access 107

trunk access code 22

trunk configuration 171

Trunk Configurationicon 92
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Trunk Configuration window 96
trunk interface

loop/ground/wink start 11
Trunk Monitor Enable 231
trunk properties

Quantum 176

Triton TUYPRI 183

Triton VolP 181

VolP 181
trunk seizure

Quantum 177
trunk traffic, |P statistics 97
trunk view 154
Trunk View window 171
Trunk view window 95
trunk, number plan 106
trunks

setting up attributes 173
trunks, tie 115

U

UDP 149
unanswered calls 224
uninstall AltiWare 84
uninstalling Atliweb 333
uninterrupted power supply
(Ups) 31
update prompts 256
upgrading

AltiWare OE 54
UPS 31
URL history 317
User Account 40
user interface 89, 99

Vv

View menu 91
view window
cdl log 97
View windows 93, 98
virtual extension 189
definition 409
voice
compression 22

Index

encoding 22
quality 22, 153
voice mail

cal forwarding from 16
distribution list 17, 21
forwarding 19
making callsfrom 220
voicemessaging 124
features 16
message notification 17
reminder calls 17
zoomerang 18
voice over IP
features 21
voicemail playing order 214
VolP 181
integrated gateway 23
trunk properties 181
Vol P troubleshooting 153 — 154
voltage based call indicator 201

W
wait 96
waiting time 96
WAN
bandwidth 148

router configuration 149
warranty  xxiv

extended warranty  xxv

how to get service xxv
windows

view (boards, trunks, etc.) 93, 98
Windows 2000 42
Wink Start 177
Wizard.htm 316
work days 109
workgroup

agent login/logout 14

answer handling 225

bargein 14

cal pickup 13

cal routing 13

CDR Search 14

defined 189

log off reason codes 14
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multiple membership of 13
multiple queue
announcements 13
pilot number 189, 406
silent monitoring 14
workgroup configuration 189 — 231
Workgroup view window 96

Z

zero code suppression 163
Bell 163
GTE 163
JamBit8 163
Zoomerang 24
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Readers Comment Form

AltiWare OE Release 4.5
System Installation and Administration Manual

Please use this form to provide comments about this publication, its
organization, or the subject matter. Suggestions for improvement or
enhancements to our documentation are always welcome.

Onascaleof 1to5, listhelowest scoreand 5isthehighest score. Please
complete the following questionnaire.

Rating Scale

uestion
Q 1-5

Did you find the information to be:

WEell-organized by subject matter?

Organized for convenient use?

Accurate?

Well illustrated?

Written for your technical level?

Complete? (If not, what's missing?)

Your occupation or job title:

Do you use this publication as: Place an “X”
in the column.

A reference for hardware information?

A reference for software information?

Mixed-media messaging or network
information?

Other
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COMMENTS:

Mail to:

AltiGen Communications, Inc.
47427 Fremont Blvd.

Fremont, CA 94538

Or

Call usat: (510) 252 - 9712

Fax usat: (510) 252 - 9738

E-Mail usat: docs@altigen.com
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