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Welcome to Strata CS

Toshiba s Strata CS is dramatically improving the way business professionals
communicate. An intelligent phone system designed specifically for small- to
medium-sized businesses and branch offices, Strata CS combines the power of
the desktop computer with the most advanced communications technology
available. With Strata CS you have unprecedented call management that letsyou
maximize your productivity while controlling costs. Strata CS offers you more
functionality than a stand-alone PBX, and at alower price.

Significant Strata CS features
Thefollowing isapartial list of significant Strata CS features.

n

Fault Tolerant architecture is designed to keep your phone system up
and running. If the network or your desktop PC goes down, your phone
lines are unaffected. Even in the case of a Strata CS server malfunction or
power outage, your critical phone lineswill stay open.

Multi-line call control gives you an easy graphical way to place calls,
transfer, put on hold, send to voice mail, set up conference callsand more.

Verbal menus guide you through all call handling and user management
tasks, so you can use Strata CS even without a PC.

Full-featured voice mail lets you create caller-specific greetings, log in
remotely, and manage your voice messages graphically. Y ou can aso
easily call back the person who left you a message.

E-mail and pager notification of incoming voice mail, with or without
voice mail attachments.

Advanced caller identification viaPIN or caller ID letsyou easily screen
every call and message, either visually or by announcing the caller'sname
when you answer the phone.

Call recording letsyou record conversations of calls or conferences.

Personal Status lets you create vacation, out-of-the-office, and other
status settings for ringer, greeting, and routing list behavior when you are
not able to answer calls.

The Strata CS Web Client enables users with a browser to access voice
mail or manage personal settings from anywhere in the world over the
Internet or from non-Windows platforms in the office.

“Follow-me” call forwarding features routing lists that try severa
locationsto find you. Y ou can set different routing listsfor the callersyou
choose.

Call logging lets each user see arecord of his or her own calls, while
giving administrators access to the company’s complete log.

1-2
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n Automatic call distribution (ACD) letsyou create call center
workgroups, keep acall log of workgroup activity, and usethe Call Center
Reporter to analyze workgroups, agents, hold time and more.

n Scheduled auto attendants allow greetingsto change and calls to be
routed to different extensions at different times of the day and days of the
week.

n Builtin Internet H.323 gateway saves money by routing calls over the
Internet or your intranet. It supports tie-lines between branch offices, and
even alows your customersto call you from a Web page.

n TAPI Service Provider and Contact Manager Assistant let you use
Act!, Outlook, GoldMine, or other TAPI-compliant applications,
including Front Office 2000, with Strata CS. Y ou can place calls and
receive screen-pop identifications when you receive calls.

n The Strata CS SDK letsyou extend Strata CS functionality. The VR
Plug-in API letsyou integrate I VR and call control applications that pass
caller input or database information to Strata CS users, place outbound
cals; processinitial command line arguments defined in the
Administrator; and, for security purposes, determine if the callerisa
Strata CS “logged in” user. Use the Client API for applications that
require a subset of the functions available in the Client (for example,
monitoring the status of stations and trunks).

n Multi-lingual system prompts let both users and callers select the
language of their choice for Strata CS's verbal commands.

n Support for CLASS feature phones with caller ID displays, caller ID on
Call Waiting and message waiting lights.

What’'s New in Strata CS 4.0
New features in Toshiba Strata CS 4.0 include the following:

n Completely Rewritten Client Application. The Strata CS Client has
been rewritten using a collection of COM objects that make it more
modular, internationalized, and flexible. Third-party developers can use
these COM objectsto build custom applicationsthat can harnessall of the
Client’ sdataand call information. Third-party applicationswill be ableto
do anything the Client does.

n Monitor Calls from Multiple Users and Queues. You can click the
appropriate tab in the Call Monitor and see any callsthat ring your phone,
callsin ACD workgroups, or call center queues. Y ou can also share your
Call Monitor with other users, so that they can cover your calls as needed.
Y ou no longer need to run multiple Clients to see and manage these calls.
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Call Center Queues. Call center queues can be configured to distribute
callsto agents using a variety of distribution algorithms. Agents can sign
infout of one or more queues, see callsin queues and take them before
being offered them, if they so choose. Queues can prompt callers for
Customer 1D numbers or other data. On-hold messages can be highly
customized or can change based on caller data.

Calling workgroups. You can call apublicworkgroup’ sextensiontoring
all of the users phonesin the workgroup at the same time.

More drag and drop. Drag amessage or Call Log entry onto the Call
Monitor to call it back.

Ringback numbers. Your callers can enter aringback number by
pressing a specific key while they listen to the voice-mail greeting. This
feature is useful when caller ID isinaccurate or is not available at all.

Dialing toolbar. Y ou can quickly enter anumber to dial using the optional
dia toolbar without opening

Drag and drop to make calls, transfers, conferences, and more. You
can drag a call onto an extension to transfer the call to that extension. To
call an extension, drag the extension from the extension pane onto the Call
Monitor. To create a conference, hold down the shift key drag and a call
onto another call and drop.

Integrated Call Monitor and Extensions panes . The optional
Extensions pane showsthe system’ sextensions (users, and so forth) along
with the Call Monitor’s calls. The optional Calls pane lets you manage
your callsin any Strata CS view, such as the VVoice Messages view. See
the View menu to turn the optional panes on or off.

Personal Status. You can indicate to your co-workers what you are
doing by setting your personal status to Available, In a Meeting, Out of
the Office, Do Not Disturb, and more. Y ou can see everyone' s personal
status in the extensions pane, just like they can see your personal status.
Y ou can create personal status settings that can change your forwarding
number, your active greeting, your routing list, or prevent your phone
from ringing. Y ou can also create custom personal statuses such as On
Sales Call, or At Client Presentation. Personal statuses can be selected
from the Client or from the phone while you are on the road. Personal
statuses replace Do Not Disturb in previous versions.

Workgroups. Workgroups are collections of extensions, such as al the

usersin Salesand Marketing. Workgroups appear astabsin theextensions
pane so that you can quickly find peoplein different departments. To pick
up aringing phone within workgroups you are a member of, pick up the
phone and press*99. Users can create persona workgroupsthat help them
quickly find people they work with. Workgroups can group related items
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together such as auto attendants, queues, VR plug-ins, and contacts.
Workgroups replace Contact Groups used in previous versions.

n Call Rules. You can changetheway calls are handled based on who calls
or aparticular date or time. For example, you can automatically send
specific callsto voice mail during lunch, change your personal greeting
after hours, or forward calls from your mother or special co-workersto
your cell phone. Call rulesreplace peoplerulesand Smart Do Not Disturb
used in previous versions.

n Hands-free Answering. Y ou can leave your phone off-hook while
waiting for callsand will not hear dial tone. When anew call arrives, you
hear a zip-tone and then you are connected to the call. Connect an
overhead speak to a station using hands-free answering to set up a paging
system.

n Permissions. User groups provide administrators away to assign
permissions to a group of people, similar to Class of Service. Users can
now inherit permissions from one or more groups, such as Administrators
or Users.

n Account Codes. You can use account codes to help track calls back to
oneor more*“accounts’ such asclients or customersyou may need to hill.
Account codes can be used for any call, are saved in the Call Log, and can
be reported on using the Call Center Reporter. Administrators can
optionally force that users enter account codes for every call on aper user
basis. Account codes can be optionally verified against alist configured
by the Administrator.

n New Call Center Reporter. The new Call Center Reporter does not
require any roll-ups or separate roll-up database. All reports are run
directly from the Strata CS server and get the latest data. Several new
reports alow better analysis of call center, trunk, and agent performance
and behavior.

n Custom greetings in Routing Lists. You can define special greetings
between routing list actions, such as“ Attempting to call my cell phone,
please stay on theline.” Y ou can also define special greetings for fina
actions.

n Streamlined Place Call To Dialog Box. The Place Call To dialog box
has been optimized so that in one place you can easily make calls to any
contact, extension or number, including your own home, mobile, and
other personal numbers.

n Easily forward your calls to your remote phone. If caller ID is
available, you can press*51 from the account menu to forward your calls
to aremote phone, such as your cell phone.
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n Voice Mail Bookmarks. Drag the green bookmarksto save the beginning
and end of an important segment of a voice message. After you set the
bookmarks, the message is only played between the bookmarks.

n Windows Performance Counters. Strata CS now includes several
standard Windows performance counters that can show you the number
of callsin use, total calls handled, and more.

n Custom folders and folder list. Y ou can organize your contacts,
messages and greetings in different folders. Display the folder list to
quickly jump between any folder or view.

n Share Contacts. Share any contacts folder to other users, just like you
can share any messages folder or your Call Monitor.

n Custom data easier to use. Custom dataitemsarenow centrally defined
in the Administrator so that it is easy to see alist of al custom variables
that can be associated with calls.

Miscellaneous new features

n Voicemessagesincludealist of al recipients, allowing you to reply to all
of them at once

n 5-Digit extensions are now supported

n Extensions and station | Ds are automatically suggested when you create
new users

n All Call Log entries are displayed at oncein the Client, instead of a page
at atime

What's automatically upgraded

The following items are upgraded automatically when you upgrade to Strata CS
4.0:

n Contact groups become workgroups
n Permissions

n Routing lists and greetings

n People rules become cal rules

n Personal status

n Phone settings

n Folders

n Custom data
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Before you begin

Before you begin to upgrade Strata CS or configure it for the first time, first
complete the following tasks as described in Srata CS Installation &
Maintenance Manual:

n Install the Dialogic hardware and driversin the Strata CS server computer.
n Physically connect your trunks and stations.
n Ingtall the Strata CS server and Strata CS Administrator.

This chapter outlines the tasks you must perform after installation. Detailed
instructions for each step are in subsequent chapters.

Changes in Strata CS from version 2.1 to 3.0 or later
The following administrative tasks have changed in this version of Strata CS:
n Licensing has changed. See “ About Strata CSlicenses’ on page 3-2.

n Outbound calls are now made via dialing services that you create and
configurein the Administrator. See“About dialing services’ on page 8-2.

n Dialing services provide away to restrict the numbers that can be dialed by
all users. Y ou can also define exceptions to further restrict or permit user
dialing. See “Permissionstab” on page 8-26.

n Location settings and diaing rules are now part of dialing services, and must
be defined separately for each service. See “Location Settings tab” on
page 8-20.

n Business hours and holidays are now defined centrally. This lets both users
and administrators set up features that change automatically according to
schedules. If you previously had auto attendants that included business
and holiday hours, those hours must be redefined in system settings. See
“Business Hours’ on page 4-5.

n Based on the business hours you defined, auto attendants can now include
scheduled greetings or transfers (to other auto attendants or IVR
Plug-ins). See “ Scheduling transfers and greetings’ on page 9-14.

n Robbed Bit T1 signalling is now defined using the Robbed Bit T1
Experimenter instead of the Administrator. See Installing Srata CSfor
more information.

n Fax routing is now set up at the trunk level. Several other trunk properties
have moved to dialing services. See“ Setting up fax routing” on page 5-7.

n An ACD workgroup user can be configured so that only supervisors can put
an ACD workgroup in Do Not Disturb. See the Srata CS Call Center
Administrator Guide for details.
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Changes in Strata CS 3.0 or later

n

Y ou can no longer enter # at the beginning of a phone number to bypass |east
cost routing for the call. Instead, create another dialing service that does
not use least cost routing.

*8900 to hear astation ID has been replaced with *0.

Wherever possible, Strata CS 2.1 settings are upgraded seamlessly to work with
new Strata CS features.

For example, dialing permissions—set for dialing services and users—have
replaced the old dialing exceptions, previously set only at the user level. When
you upgrade to this version of Strata CS, all Strata CS 2.1 users are assigned the
permissions setting Use dialing service permissions except the following, and
their preexisting dialing exceptions are carried forward.

The following administrative tasks have changed in this version of Strata CS:

n

Workgroups. Y ou can arrange users into specific workgroups (such as
Sales, Marketing, Gold Box Team, and so forth) to better manage calls, or
share specific information. Workgroups can also include auto attendants,
gueues, VR plug-ins, and contacts. Workgroups replace Contact Groups.
See Chapter 7, “Managing Workgroups.”

Account codes. Account codes can be entered on any call to help track
callsback to one or more*“accounts’ such asclientsor customersyou may
need to bill for. Account codes are saved in the call log and can be
reported on using the Call Center Reporter. Administrators can optionally
force account codes be entered for every call on aper user basis. Account
codes can be set up to be verified against alist of valid account codes.See
Chapter 10, “Using Account Codes.”

User permissions. Y 0u can now assign permissions to groups of users.
User groups provide administratorsaway to assign permissionsto agroup
of people, similar to Class of Service. Users can now inherit permissions
from one or more groups such as Administrators or Users. See“The
Permissions tab” on page 6-37.

New Call Center Reporter. AccessiblefromtheClient’sTools menu, the
new reporter does not require any roll upsor separateroll-up database. All
reports are run directly from the Strata CS server and get the latest data.
Several new reports allow better analysis of call center, trunk, and agent
performance and behavior.

Windows Performance Counters. Strata CS now includes several
standard Windows performance counters that can show you the number
of callsin use, total calls handled, and more.
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Custom data easier to use. Custom dataitemsarenow centrally defined
in the Administrator so that it's easy to see alist of al custom variables
that can be associated with calls.

Miscellaneous new features and changes.
n Five-digit extensions are now supported

n Extensions and station | Ds are automatically suggested when
creating new users

n Personal Status has replaced Do Not Disturb (DND)
n Call Rulesreplace People Rules and Smart DND

n Inthe Client, Extensions view replaces User view

Wherever possible, Strata CS 3.x settings are upgraded seamlessly to work with
new Strata CS features.

Configuring Strata CS for the first time

When you are configuring your Strata CS system for the first time, you must
complete the following tasks, which are explained in detail in the remainder of
this manual:

1.

Add licenses.

To configure Strata CS, you must first enter the license codes that your
system requires. See “About Strata CS licenses’ on page 3-2.

Configure system settings.
For more information, see “ About system settings’ on page 4-2.
Configure your trunks.

In addition to physically connecting your trunks, you must define them
in the Trunks view in the Administrator in order to use them, and
configure the trunk behavior. Thisistrue for every kind of
trunk—analog, T1, E1 or Internet. See “ Adding trunks’ on page 5-3.

Create users.

Define your Strata CS users, assign them stations, extensions and
passwords, record their voice titles, set up their voice mailboxes and
define their permissions. See “ About adding a user” on page 6-7.

Set up outbound call handling.
See Chapter 8, “Managing Outbound Calls.”
Set up call routing for inbound calls.

Y ou can have calls sent to an operator or directly to users via direct
inward dial (DID) without going through the main auto attendant. See
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Where to get help

“About call routing” on page 9-2.

Optionally, you can route calls to an auto attendant that answers
incoming callsautomatically and letscallers enter extensionsto connect
with users. If you want to use auto attendants, record a greeting and
prompts for each one, and set up any options that your menu should
offer the caller. Apply scheduling to your auto attendants to have them
change with your business hours. See “ About auto attendants’ on page
9-4.

Y ou can get help from Strata CS documentation and from your Strata CS
provider.

Strata CS documentation
Strata CS includes the following documentation:

n

Srata CS Administrator Manual—This manual contains instructions for
configuring and managing your Strata CS system, including Strata CS
Administrator system settings, licenses, trunks and stations, users, dialing
services, auto attendants, inbound and outbound call routing, and system
prompts.

Srata CSClient User Guide—This manual describes how to use Strata
CS'sClient Web Client, Contact Manager Assistant, TAPI Service
Provider features, and the telephone commands.

Srata CSCall Center Administrator Guide—This manual contains
completeinstructionsfor setting up and maintaining acall center in which
multiple agents answer callsto asingle number, such asasales or
customer support department.

Srata CS Quick Reference Card—This wallet-sized card is a convenient
reference for the Strata CS tel ephone commands.

Srata CSQuick Reference Guide—This quick-start guide for new users
describes basic Strata CS commands for the Client and tel ephone.

Srata CSSDK and API Programming Guide—This manual describes
how to extend Strata CS's built-in features using the Client API, the VR
Plug-in API, and Device Status API.

Online Help—Context-sensitive Help isavailable in all Strata CS
applications. To access Help in the current dialog box, click the Help
button or press F1.
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Thistable list the available componentsin the Strata CS documentation set and

the presentation format:

Document Printed Online Acrobat (PDF)
Book
Strgta CS Installation & Yes Yes Yes
Maintenance Manual
Strata CS Administrator Yes Yes Yes
Manual
Strata CS Client User Guide Yes Yes Yes
Strata CS Call Center
Administrator Guide Yes Yes Yes
SD.K and API Programming Yes No Yes
Guide
Strata CS Quick Reference Yes Yes Yes
Card
Notes:

n Theonline books are availablein HTM L-based format. To access an
online book, click Help > Online Books from any Strata CS application.

n The PDF-formatted books are available on the Strata CS CD, in the

Manuals directory. Use Adobe Acrobat Reader—al so available on the

Strata CS CD—to view and print these files.

Your Strata CS provider

Contact your Strata CS provider for technical support. To view your provider's
contact information, choose Help > About from the Strata CS Client or

Administrator.

CHAPTER 1. OVERVIEW OF UPGRADING AND CONFIGURING STRATA CS

BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL

1-11






CHAPTER 2

THE STRATA CS ADMINISTRATOR

CHAPTER CONTENTS
About the Strata CS Administrator . . . ......................

The Administrator interface .............. ... ... -

Performing basic actions in the Administrator ................ -

BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



About the Strata CS Administrator

The Strata CS Administrator is a Microsoft Windows program that lets you
configure, monitor, and manage your Strata CS system. Through the
Administrator you can control the following items:

n System settings (see Chapter 4)

n Trunk configuration (see Chapter 5)

n User configuration and permissions (see Chapter 6)

n  Workgroups (see Chapter 7)

n Dialing services (see Chapter 8)

n Auto attendants (see Chapter 9)

n System prompts (see Chapter 12)

n VR Plug-ins (see Chapter 14)

n Queues (see Srata CSCall Center Administrator Guide)

This chapter describes logging on to the Administrator, using the interface of the
Administrator, and performing basic actions in the Administrator.

Linking computers and phones
Strata CS runs simultaneously on two communication systems:

n Your internal telephone wiring. Connectsthe Strata CS Server to users
telephones around the office.

n A Microsoft TCP/IP Local Area Network. Connectsthe Strata CS Server
tousers Windows PC workstations. This network isrequired if userswill
be running the Client or the Administrator on a computer other than the
Server. Thisisthe typical setup in most installations.

For information about the network and phone wiring in your office, consult the
appropriate vendor. For details on configuring the network for Strata CS, see
Srata CSInstallation & Maintenance Manual.
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Logging on to the Administrator

1.
2.

7.

Choose Start > Strata CS Administrator. The Log on dialog box opens.

If you want to change your default Server or station ID, click Options
to view the expanded dialog box. Y ou also can log on as adifferent user
to access this dialog box.

Toshiba Strata CS Administrator Log On

Usger name; IADMIN

Pagzword: I

Server: [sTRATALS _|
Station 1D; |2ua

Press *0 on your phone ko hear your station [0
DK I Cancel | Help | Options << |

Typeyour User name.

A user called “Admin” existsby default. To create other administrators,
you must add users to whom you give Administrator permissions (see
“The Permissions tab” on page 6-37).

Type your Password. The Administrator password is set to 100 at
installation. Change the password for the Administrator user after you
log on for the first time (see “ Creating a password” on page 6-14).

If you want to log on to adifferent Server than the one already selected
under Server, choose a Server name on the drop-down list.

If you want to change your station 1D, enter avalid station ID in the
Station ID field.

Click OK.

For information about logging on to the Administrator using command line
options, see Appendix B.

The Administrator interface

The Strata CS Administrator interface is composed of views (see “Working in
views’ on page 2-5). Views are used in Strata CS to configure, manage, and
monitor the components of the Strata CS system.
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This section introduces the Strata CS Administrator’ s views, explains how to
work in views, and showsyou how to perform basic tasksin them. It also explains
how to work with voice files.

View Description See

Add, edit, and delete Strata CS users.
Includes changing passwords and Chapter 6,

Users allotting users disk space for voice ~ “Managing Users and Stations
mail messages and greetings.

Create and manage workgroups
Workgroups (9roups of related extensions or
contacts).

Chapter 7
“Managing Workgroups”

Manage the phone lines that connect
Trunks your Strata CS system to the public
phone network.

Chapter 5,
“Managing Trunks and Spans”

Create and manage dialing services,

Dialing which define outbound trunk Chapter 8,

Services allocation and dialing behavior for “Managing Outbound Calls”
groups of trunks.

E O B o

Device View and manage Strata CS stations Chapter 11,
Monitor and trunks. “Monitoring & Backing Up”
= Auto Create, modify, and delete auto E:hapte_r 9, )
1] Attendants  attendants. Handling Inbound Calls

Create and manage groups of agents Strata CS Call Center
Queues in Strata CS call center queues. Administrator Guide

Listen to and change recordings used
System for standard system prompts and
Prompts auto attendants.

Chapter 12,
“System Prompts”

— View a record of the calls made on Chapter 11,
@@; Call Log the system. “Monitoring & Backing Up”
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View Description See

Manage Strata CS IVR Plug-ins, the
interactive voice response Chapter 14,

IVR Plug-Ins  gppiications that share the Dialogic ~ “Extending Strata CS”
hardware with the Strata CS Server.

2

Create, modify, and delete IP

Gateways, by which you can Chapter 13
@ IP Gateways €xchange calls with remote Strata CS “Configuring Internet
Servers over the Internet or an IP Telephony Support”
network.
| Maintenance Tracks specific actions and presents Chapter 11
7 Log details about each action “Monitoring & Backing Up”
Working in views
To open aview, click its button in the vertical view bar on the left side of the
Administrator window. To change the location of a button on the view bar, drag
and drop it.
File Edit Wiew Tools Users Help
g 0 =
& Admin 3 Local
1 Administrators Role
ﬂ Cecilia St. John 227 47 Local v 1.5%
ﬂ Cynthia Caylor im 2 Local 124.7%
3 ﬂ Dick Y annopoulos 126 26 Local v 1.5%
@ Dingo Fiye 222 0 Lacal 15%
% Doc group Role
ﬂ Frank. Smith 125 25 Local 21%
& John Sargent 107 7 Local 1.4%
ﬂ Joshua Fields 172 5 Local 22%
& Kenneth Deimoch BEE 8 Local @ 0.2%
ﬂ K.evin Flaherty 102 10 Local @ 1.4%
ﬂ Miri Anatolia jaala) 0 Local 11%
# NedBrown 104 1 Laocal 15%
P Oecesbor n 11 ansl n e
Y ou can a'so open aview by clicking one of the choices under View onthe main
menu bar.
The main part of aview contains rows of the items that pertain to that view. For
example, in the Users view, each Strata CS user appears as an item on arow. In
some views, such as the Users or the Trunks view, you can double-click an item
to open the related dialog box for the item. For example, in the Users view,
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double-clicking an item opens the User dialog box for that user. This dialog box
contains Strata CS settings for that user. Some views, such as the Call Log and
Device Monitor, display read-only information that cannot be expanded or
changed.

Using commands in a view

A command always affects the item or items that are selected. Y ou can access
commandsin aview by the following methods:

n Selecting an item or items and choosing a command from the view’s
menu. For example, in the Trunks view, click the Trunks menu and
choose acommand.

n Selecting anitem or items and clicking a toolbar button (see the next
table).

n Right-clicking an item in aview and choosing a command from the
shortcut menu. Right-clicking an item selects it and opens the shortcut
menu, so it is often the fastest way to perform an action.

Using the Administrator toolbar

The Administrator toolbar islocated on the main menu bar in each view. It gives
you quick access to Administrator commands that are also available through the
Administrator menus.

Some toolbar buttons change depending on the view. For example, the buttonsin
the next table for new itemsin Strata CS each appear as the first button in their
respective views.

m New User Create anew user.
New Workgroup Create a new workgroup.
P
EI New Trunk Create a new trunk or digital span.
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New Auto Attendant

! New Queue

New Dialing Service

@I New IVR Plug-in

% Print
}( Delete
rlr Refresh
+
Help

Create a new auto attendant.

Create a new queue.

Create anew dialing service.

Create anew IVR Plug-in.

Print the contents of the current view.

Delete the selected item.

Refresh and update the current view.

Open the Strata CS Administrator Help.
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Performing basic actions in the Administrator

This section showsyou how to perform thefollowing basic actionsin most views:
n Creating items
n Deleting items
n Renaming items
n Copying and pasting items

n Customizing columns

Creating items

In any view, clicking the first toolbar button opens adialog box for a new item
associated with that view. For example, in the Users view, clicking the first
toolbar button opens a User dialog box with the title Untitled - User.

Y ou can aso click the small arrow to the right of the first toolbar button and use
the menu that opensto create any new Administrator item. Thearrow isavailable

in every view.
LIRS IR
& User Ctrl+Ll
A Workgroup Crl+k
[z] Trunk »
/?El Auto Attendant Clrl+T
M Queue Ctrl+i3
E& Dialing Service 3
Bl R Plugdn ChilsZ
@ 1P Gateway Clrl+v
7 Uszer Group Crl+J

You also can create al items from any available view. To create anew item,
choose File > New.

To create a new item that is based on an existing item

1. Select theitem on which you want to base anew item, such asauser in
the Usersview.

Choose Edit > Copy.

Choose Edit > Paste. A User dialog box opens. Copy of <item that you
copied> appearsin thetitle bar of the dialog box. It containsaduplicate
of the selected item’sinformation. Y ou can use the this information as
abasisfor creating a new item.

Enter the information about the new item in the dialog box.

Click OK to save the changes as a new copy.
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Deleting items

1. Right-click theitem. To select more than one item, use SHIFT-click or
CTRL-click.

2. Choose Edit > Delete. In the confirmation dialog box that opens, click
Yes or No.

Renaming items

Itemsin some views cannot be renamed, for example, Call Log items cannot be
renamed.

To rename an item
1. Double-click the item to open its dialog box.
2. Inthe Name field, type anew name for the item.
3. Click OK.

Copying and pasting items
Copying arow in any view places the information about the item in that row on
the clipboard astext, for easy pasting into other applications. Use this method to
paste Call Log entries and voice message information into the Problem Report
Wizard (See “Using the Problem Report Wizard” on page 11-22.).

Customizing columns

Click acolumn header to sort by that column. Click again to sort in the reverse
order. Thetrianglein the column header shows by which column and in what
direction the display is currently sorted.

Y ou can resize column widths by dragging the sides of the column headers.

For each view in the Administrator, you can choose the columns that you want to
see and the columns that you want to hide. Some views do not show al the
available columns by defaullt.

To show or hide columns in a view

1. ChooseTools > Columns, or right-click acolumn header. The Columns
dialog box opens.

From the View drop-down list, choose the view you want to change.

3. Check acolumn to show it. Uncheck a column to hideit. For an
explanation of the various columns, click Help.

4. Click OK.
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Working with voice files

A voicefileisan audio recording that is stored as afile. Strata CS stores system
prompts, greetings, voice messages, and recorded conversationsin voicefilesthat
you can play over your computer speakers or on the telephone. Y ou can record
voice files using the telephone.

Strata CS supports the following file formats for voice files:
n WAV
n .VOX (alaw and p-law formats)

The Strata CS Server natively uses 8-bit PCM .VOX format.

Changing the voice file format
Y ou can change the format of your Strata CS .V OX voice filesfrom a-law to
p-law, or from p-law to a-law by using the TV Convert utility. To do so:

1. RunthefileTvConvert.exe inthe Strata CS Server directory on the
Strata CS Server computer. The default pathis:

C:\Program Files\Strata CS Server\CSConvert.exe.

2. Click OK to convert al your Strata CS voice filesto the other format. If
the voicefiles are alaw, they become pi-law. If they are p-law, they
become a-law.

In most cases you will not need to use this procedure, because your voice file
format will have been correctly set by your Strata CS provider.

Using the audio controls

Strata CS makesit easy to create and listen to recordings. The following controls
appear in Strata CS wherever you can make arecording.

;
av |

o|>|l o~

To create recordings, use the buttons on the recording control as shown in the
following table and speak into your phone.

Record When you are ready to record, pick up your phone, and
ot then click this button. A beep signals that recording has
begun.
Stop When you are done recording, you can either hang up or
u click this button.
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Play To hear the recording, click this button.

To move forward and backward within the recording, drag the slider bar.

j I 4,00 seconds

Importing and exporting voice files

Toimport or export avoicefile, usetheimport or export buttons on the recording
control, as shown in the next table.

N Import Y ou can import avoice filein WAV or .VOX format to
= usefor any Client recording (greetings, voicetitles, and so
on).

Strata CS can import WAV files with afrequency of
8Khz, 11.025 Khz, 22.05 Khz, or 44.1 Khz. Y ou can aso
import an 8 kHz PCM .VOX file (p-law format for North
America and Japan, a-law format for other countries).

~ Export Y ou can export any of your Client recordings, including
B voice messages and recorded conversations, to a WAV
file.

Changing audio output

Strata CS can play audio files over your telephone. Y ou can aso play them on
your computer if it has a sound card and speakers.

To hear audio output over the phone, click the telephone button on the
ﬂ| status bar, or choose Tools > Audio Output > Phone.

To hear audio output over your computer speakers, click the speaker
m button on the status bar, or choose Tools > Audio Output > Speakers.
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About Strata CS licenses
The following types of licenses are required for your Strata CS system:

n

Server license. One license for each Strata CS Server. A Server license
is provided when you purchase Strata CS. The Server license authorizes
you to run one copy of the Strata CS Server. Only one Server licenseis

required per Strata CS Server regardless of the number of trunks or users.

Trunk licenses. Onelicensefor each analog, T1, E1, or BRI trunk that is
connected to the Strata CS Server.

IP Port licenses. Onelicense for each Internet trunk that is connected to
the Strata CS Server.

Station licenses. One license for each internal telephone that is
connected to the Strata CS Server. A station licenseis also required for
each running instance of an 1 VR Plug-in. For moreinformation about how
to enter licensesfor IVP Plug-ins, see Chapter 14, “ Extending Strata CS.”

Client licenses. One license for each computer that is using Strata CS.
One Client license alows a user to log on to multiple Clients or to have
multiple Client API sessions using a single user name and password. An
additional Client license isrequired each time a user logson using a
different user name and password.

Call Center Agent licenses. Each agent in acall center queue must have
alicense. A single licensed agent can participate in multiple call center
gueues. Call Center Agent licenses are also used by the Strata CS Call
Center Reporter. If you want to use the Reporter, even for non-queue
reports such as call activity on trunks, you need a minimum of four Call
Center Agent licenses.

To see alicense summary that shows the total number of each type of license
currently installed on the Server, in the Administrator choose Tools > System
Settings, and then click the Licenses tab.

TheStations field under License summary displaysthetotal number of licenses.

Y ou must supply the appropriate license serial numbers and verification keysto
the Server before you can use the corresponding trunks, stations, and Strata CS
Clients. For this reason, you may want to purchase additiona licenses for
expected system growth so that you do not haveto wait for alicense the next time
you expand your system.

Entering licenses

Y ou must enter your Strata CS Server license, as follows, before you enter any
other licenses and before you configure the Server.
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To enter your Strata CS Server license

1. Select Tools > System Settings, and then click the Licenses tab.

Spstem Settings

General Licenses | Call Log' Sloragel Dialingl Emergenc:yl Dtherl

Show license categany:

Serial number: | 58500000001
Werification key: |4FD6-01EG-B1ES

Licensze summary
Stations: 48 Trunks: 48 Clignts: 48

IP Ports: 48 Call Center Agent: 48

Qk I Cancel Help

Select Server from the Show License Category drop-down list.

3. Enter the Serial number and Verification key in the corresponding
fields.

4. Click OK.
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To enter all other license types

1. Onthe Licensestab, select the license type from the Show License
Category drop-down list.

System Settings

General Licenses | Call Logl Storage' Dialingl Emergenc_l,l' Dtherl

Show license categaon: IEIienl j

Add... Delete
— License surmary
Stations: 48 Trunks: 48 Clignts: 48
IP Ports: 48 Call Center Agent: 48

0K, I Cancel Help

Click Add. The Modify License dialog box opens.

Enter the license serial number and verification key and click OK.

If you are entering more than one license, repeat the procedure until you
have finished entering all licenses.

5. Click OK onthe Licenses tab of the System Settings dial og box.

Removing licenses

Y ou can remove installed licenses and use them on another Strata CS Server as
long as you do so according to the following rules:

n BeforeyouremoveaTrunk, IPPort, or Client license, you must deletethe
trunk or user that had used the license from the system configuration (see
“Deleting trunks’ on page 5-3 and “Deleting auser” on page 6-42).

n Before you remove the Server license, make sure that you have removed
al Trunk, IP Port, Station, Client, and Call Center Agent licenses.

3-4 STRATA CS ADMINISTRATOR MANUAL
BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



To remove all licenses

1. Choose Tools > System Settings. The System Settings dialog box
opens.

2. Onthe Licensestab, select the license type from the Show License
Category drop-down list.

Select the license that you want to remove.
Click Delete and then click OK to close the System Settings dialog box.

To remove the Server license
1. Verify that you have removed all other licenses.

2. Onthe Licensestab of the System Settings dialog box, select Server
from the Show License Category drop-down list.

3. Délete the serial number and verification key that are displayed in the

fields.
4. Click OK and then click Yes or No when the system prompts you for
confirmation.
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About system settings

System settings control overall system behavior. Before you can add Strata CS
trunks or users, you must define your system settings using the tabsin the System
Settings dialog box. Y ou can use system settings to customize Strata CS as your
system develops.

To open the System Settings dialog box, choose Tools > System Settings.

This chapter assume you have already entered the required licenses (see
Chapter 3) and describes how to create system settings by using the following
tabs in the System Settings dialog box:

n

General. Use to set number of rings before answering, set hold audio,
generatetones using software, select default languagefor system prompts,
set up Windows NT Event Log notifications, and define business hours.

Call Log. Useto set configuration and archiving optionsfor the Call Log
(see “Using the Call Log” on page 11-7).

Storage. Useto view current disk usage and set locations for backups of
voicefilesand the database (see “Monitoring database and disk usage” on
page 11-11).

Dialing. Use to set up access codes for the dial-by-name directory and
trunk access. Also useto set default access codes and dialing timeouts.
Emergency. Use to configure emergency dialing options.

Other. Useto configure the dial-by-name directory, present a
confirmation menu before sending callersto voice mail, set up Microsoft
Exchange synchronization, and set the minimum password length.

Customizable settings
Here are some frequently referenced settings that you can customize:

n

n

n

Set minimum password length (see page 4-20).
Use hold audio (see page 4-4).

Specify the number of rings before Strata CS answers acall (see
page 4-3).

Select the default language for system prompts (see page 4-4).
Set special access codes (see page 4-12).

Configure Microsoft Exchange synchronization (see page 4-19).
Set up business hours and holidays (see page 4-5).

Set up 911 and E-911 dialing (see page 4-14).

Set dial-by-name directory options (see page 4-17)
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Changing Windows NT/2000 registry settings

Some Strata CS settings are maintained in the Windows NT/2000 registry. These
are low-level settings that are rarely changed, or settings that cannot be changed
from the Administrator. For a complete description of these settings, see
Appendix A, “ Strata CS Configuration Settings.”

Rerecording voice prompts

For information about how to rerecord the Strata CS system prompts or trandate
them into another language, see Chapter 12, “ System Prompts.”

The General tab

Choose Tools > System Settings and then click the General tab to set general
Server options.

System Settings

Licensesl Call Logl Storage' Dialingl Emergenc_l,l' Dtherl

— Server configuration

Murber of rings befare answering a call: |2
[ Use hold audio from station number: IU

[~ Generate tones using saftware

Default systemn prampts: [ 5. English j

v allow voicefirst answering

—Windows Event Log Motification:

E-mail phone system exents for: IN:. avehts j

E-mail tor % Al phone systern administrators

€ E-mail address(es): |

Buginesz Hours... |

0K, | Cancel | Help |

Server Configuration
n Number of rings before answering a call. For analog trunks only, this
field setsthe number of times Strata CS allows the phone to ring before it
answersthe call.

Thedefault of 2 ringsallowsfor the capture of caller ID on analog trunks.
In the U.S. thisinformation appears between the first and second ring. In
other areas, such asthe U.K., or when using digital trunks, where caller
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ID appears before the first ring, this setting can be changed to 1 so that
calls on an inbound trunk are answered after the first ring.

Use hold audio from station number. Check this box to play music for
callers on hold. The music can be played on a CD player or other
music-on-hold device that is attached to the specified station. It is highly
recommended that you use music on hold for systems with ACD
workgroups or follow-me call forwarding.

Strata CS plays whatever is on the specified channel. It does not monitor
the channel. If the music device stops, callers on hold hear nothing.

Generate tones using software. Check this box to generate dia,
reorder, ringback, and stutter dial tones using Strata CS software. This
feature supports Dialogic boards that do not generate these tonesin
hardware.

U.S. customers should leave this box unchecked, because U.S. Dialogic
hardware generates the tones. International customers who use the
D/41ESC board must check this box.

Default system prompts. Use this drop-down list to select the language
version of system prompts presented to callers and users on the Strata CS
system.

U.S. Englishisinstalled by default. Y ou must reinstall Strata CSto access
additional languages, such as U.K. English or Latin American Spanish.
For moreinformation, see Srata CSInstallation & Maintenance Manual.

Allow voice-first answering. Check this box to enable voice-first
answering for users who have Toshiba Strata (digital) phones (see Srata
CSClient User Guide for details about voice-first answering).

Windows Event Log notifications

When a Strata CS-related event islogged in the Windows NT/2000 Event Log, a
notification is sent based on the settings described in this section.

n

n

E-mail Strata CS events for
Select one of the following from the drop-down list:

n All events.

n Errors and warnings.

n Errors only.

n No events. Thisisthe default. No notifications are sent.
E-mail to

Identify to whom the notifications are sent. The users you identify here
must also have e-mail notification set to receive Windows Event Log
notifications (see “ Setting e-mail notification” on page 6-18).
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n All Strata CS Administrators. Notificationsgo to al Strata CS
users with Administrator permissions who have e-mail notification
turned on. Thisisthe default setting.

n E-mail address(es). Type the e-mail addresses of users whom you
want to receive notifications, separated by semicolons.

Business Hours

Click Business Hours to schedule specific Strata CS behavior for particular
hours and on specific dates.

Y our settings are used by Strata CSto schedule the following:

n Transfers and greetings. See “ Scheduling transfers and greetings’ on
page 9-14.

n E-mail and pager notifications. See “Scheduling notifications’ on
page 6-19.

n Business hours and holidays for call rules. See “Defining business
hours and holidays” on page 4-5.

Strata CS uses the following categories to define business hours and holidays:

n  Work days and work hours for each work day

n Full or partia holidays

n Custom work days, hours, and dates
Strata CSincludes adefault set of businesshoursthat you can customize. Y ou can
create as many sets of business hours as you need. For example, you can create a

set of business hours for the company as awhole, and then create additional sets
of business hours for individual departments, shifts, and so forth.

Note: When you define business hours and holidays, you can type dates and
times in most formats. Your entries are converted to a standard format that is
based on your Windows regional settings.

Defining business hours and holidays

Business hours and holidays are used by Strata CS to schedule transfers and
greetings, notifications, and call rules.
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To define business hours and holidays

1. Onthe Generd tab, click Business Hours. The Business Hours dialog

box opens.
Mame: IDefauIt j Save Az | Delete |
I Holidays I
The following days and times define work, hours:
“Work, daps; Work hours:
[ Monday |3:00 AM - B:00 P
¥ Tuesday |3:00 41 - E:00 PM
¥ Wednesday |3:00 AM - E:00 PM
v Thursday |S:DD Ak - B:00 Phd
[V Friday |3:00.2M - E:00 PM
™ Saturday |
[ Sunday |
ak. | Cancel Help

2. If you have more than one set of business hours defined, select the
Name of the set to edit from the drop-down list.

On the Work Hours tab, check each day that isawork day.

4. Set Work hours for each work day by entering the starting and ending
times for that day in your organization.
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5. Todefine holidays, click the Holidays tab.

Mame: IDefauIt j SageAs...l Delete |

“whork Hours |

The following dates and times define holidays:

Date Times
12/24/1999 All day except 3:00:00 Ak - 72:00:00 Pk

12/25/1933 All day

Add.. | Edit.. | Delete |

ak. | Cancel | Help |

6. Click Add to add anew holiday. Click Edit to edit an existing one.

Heliday date: [12/31/1533

Al day haliday @+ Partial day halidap

Partial day hours

‘wiork hours begin at: IS:UD:UU A
‘wiork hours gnd at: |1 -00:00 Phd

0k I Cancel | Help |

Typethe Holiday date.

Chooseif thisisan All day holiday or Partial day holiday. For apartial
day holiday, enter:

n Work hours begin at. Starting time for work on the holiday.
n Work hours end at. Ending time for work on the holiday.
9.  When you finish creating holidays, click OK.
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The Call Log tab

The Call Log tab contains settings for logging internal calls and for archiving the
Call Log.

System Settings

General | Licenzes : L

| Storagel Dialingl Emergenc_l,ll Dtherl

— Configuration

W Loginternal calls

W Archive Call Log daily

Archive callz alder than IBD ill days

Archive filename [on T _GA40):
|C:‘LPrugram Files\Strata C5 ServerArchive'\CallLog.csv

Dwenwrite archive every IBD j‘ days

Archive will be ovenwitten on;

|B£?HD1 1:00:00 Abkd Archive Mow I

QK | Cancel | Help |

Logging internal calls

By default, Strata CSlogsonly external calls. If Call Log informationisimportant
to you, and you can afford the additional disk space, you can log internal calls as
well.

To log internal calls as well as external calls

1. Choose Tools > System Settings and then click the Call Log tab.

2. Under Configuration, check Log internal calls.

Archiving the Call Log

Over time, Call Log information will beginto fill up your Strata CS database (see
“Monitoring database and disk usage” on page 11-11). Torecover database space,
you can archive old Call Log information that is no longer needed to alocation
outside the database.
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Archived information is permanently removed from the Strata CS database. Use
the Export command (see “ Exporting the Call Log” on page 11-11) to create afile
containing Call Log information without removing the information from the
database.

Call Log information iswritten to a comma separated value (.CSV) text file that
can be read by most spreadsheet and database programs. The default path for this
fileis

C:\Program Files\Strata CS Server\Archive\Calllog.csv

Y ou can archive Call Log datain the following ways:
n Set up automatic archiving, which takes place at 1:00 am. every day.

n Automatically overwrite the Call Log after anumber of days that you
specify.
n Perform amanual archive on an as-needed basis, in addition to daily

automatic archiving. Y ou can do a manual archive whether or not
automatic archiving is turned on.

Y ou do not need to stop the Strata CS Server or any other Strata CS components
to perform an archive. However, because archiving is database-intensive you may
want to perform it during off-peak hours so as not to affect normal system
operation.

To archive Call Log information

1. Choose Tools > System Settings. The System Settings dialog box
opens.

2. Click the Call Log tab and specify how you want to perform archiving:

n Archive Call Log daily. If checked, the Call Log isarchived
automatically at 1:00 am. every day. Callsare archived according to
the settings you make in the following fields. If unchecked, the Call
Log will continue to grow unless you manually archiveit.

n Archive calls older than ___ days. Number of days a call remains
inthe Call Log until it is archived.

n Archive filename. Location of the Call Log archivefileon the Strata
CS Server. Thisfileisin .CSV format and can be viewed with most
spreadsheet or database programs.

n Overwrite archive every __ days. Number of days worth of
automatically archived information that will be appended to the Call
Log archivefile. At the end of that time, information in the file will
be deleted and the file will be reused.
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n Archive will be overwritten on. Date and time when the Call Log
archive file will next be overwritten and the datain it deleted. To
preserve the archived data, back up the file just before it will be
overwritten.

3. Click Archive Now to manually archive the Call Log according to the
settings specified above. The archive beginsimmediately and may take
several minutes to complete. Y ou cannot perform any other
Administrator functions until the archive completes. Y ou can perform a
manual archive at any time whether or not automatic archiving isturned
on.

4. Click OK to save your archiving settings.

The Storage tab

The Storage tab controls how Strata CS's database stores your system
configuration settings and voice files.

System Settings

Generall Licensesl Call Log

I [Dialing I Emergenc_l,ll Other I
— Dizk uzage

Database: 8% ugzed (8128 KB out of 102400 KB
Meszages: 1% uzed (2494 KB out of 173375 KE)

Greetings: 3% uged (2835 KB out of 93760 KB)

CallLog: B83KE Befresh |

r— Special directaries [on TV_0440]

Yoice files:
[C:1Program Files\Strata CS Serverviiles Move. |
Database backup:
|C:\Program Files\Strala CS ServerDala Move. |
Ok, Cancel | Help |
Disk usage

n Database. Percentage of disk space alocated for the Strata CS database
that iscurrently used, also shown in kilobytes used out of thetotal number
of kilobytes allocated. The size of the Strata CS database is set and the
required disk space allocated when the Strata CS Server isinstalled. The
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default database size is 100 MB. This space is allocated automatically if
necessary.

When you start the Administrator, Strata CS displays awarning message
if the Strata CS database is80% or morefull. Y ou must check the database
usage periodically to make sure you are not running out of space.

n Messages. Percentage of disk space allocated for all users' voice mail
messages, aswell asany call recordings users have made, that iscurrently
used.

n Greetings. Percentage of disk space allocated for all users' greetingsand
voicetitles that is currently used.

n Call Log. Amount of space currently used in the Strata CS database for
Call Log records, in kilobytes. Some or all of this space can be recovered
by archiving Call Log information if total database usage is high (see

page 4-8).

Allocating disk space

When you set up new users, you specify the maximum size of each user’svoice
mailbox and the maximum space permitted for each user's greetings and voice
titles.

If thereis not enough free disk space for all mailbox and greeting allotmentsto be
full at the same time, the Administrator displays awarning, but allows you to
continue. When you see a disk space warning message, you must take steps to
reduce disk space usage, such as reducing the space allocated to users or having
users delete their stored messages.

See page 6-15 for more information about allocating disk space for new users.

Note: When users log into the Client or use the telephone commands, they may
get a warning if their voice mailboxes are more than 80% full. You can check
available message and greeting space on a per-user basis using the Users view.

If the free disk space on the Server drops below 50 MB, a verbal message alerts
you when you pick up a Strata CS phone.

Moving voice files

If you are running out of disk space on the drivewhereyou installed Strata CS but
have space available on another local drive, you can move your voice message
and prompt filesto the other drive. To move voicefiles, the user name with which
you logged into the Administrator must have write access to both the source and
destination directory.
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To move voice message files

1.

a > e

The Dialing tab

Shut down the Strata CS Server. Y ou cannot move voicefileswhilethe
Server isrunning.

Start the Strata CS Administrator.
Choose Tools > Systems Settings and then click the Storage tab.
Click Move.

Chooseanew location for your voicefiles. Thedrive you select must be
alocal drive on the Strata CS Server, not a network drive.

Click OK.

System-wide settings for special access codes and dialing timeouts are made on
the Dialing tab.

Choose Tools > System Settings and then click the Diaing tab (see the next
illustration).

Defining special access codes
Enter the access codes that users must dial to reach the following:

n

Dial-by-name directory. Number to access the Strata CS dial-by-name
directory. The default is411.

Select a trunk. Number to dial to place acall on aparticular trunk. The
default is 88.

To place acall on a specific trunk, dial the access code and the trunk
number. Only users with Administrator permissions can select atrunk
before placing a call. If you must allow usersto select atrunk, create
dialing services for the appropriate trunks. See “ About dialing services’
on page 8-2 for more information.

Y ou also enter default access codes on thistab. Default access codes are used for
ringbacks from the Client. For more information, see “ Setting default access
codes for ringbacks” on page 8-9
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System Settings

_i@_lit]g__}l Emergenc_l,l' Dtherl

General' Licensesl Call Logl Starag

— Special access codes

Dial-by-name directon: |4‘I1

Select a trunk: ISS + tiunk number
Default phone number access code: Ia j
Default Internet address access code: I j

— Dialing timeouts

Internal dialing jpcomplete lmeout [ma): IBDDD—
Internal dialing ambiguous timeout [ms]: I?.EIDU—
Dialing service incomplete timeout [me); IEEIDD—
Dialing service ambiguous timeout [ms]: IEDDD—

0K, | Cancel | Help |

Setting dialing timeouts

Strata CS uses timeouts that you specify to determine the end of a number that
was entered by a user. If users press# after entering the final digit of a number,
Strata CS dials the number immediately and does not wait for the timeout period
to elapse.

n Internal dialing incomplete timeout. Number of milliseconds before
Strata CS times out on an internal call if not enough digits were entered.
The default is 8000 milliseconds (8 seconds).

n Internal dialing ambiguous timeout. Number of milliseconds before
Strata CS times out on an internal call if the digits entered cannot be
resolved into a recognized number. The default is 3000 milliseconds (3
seconds).

n Dialing service incomplete timeout. Number of milliseconds before
Strata CS times out on an external call if not enough digits were entered.
The default is 8000 milliseconds.

n Dialing service ambiguous timeout. Number of milliseconds before
Strata CS times out on an external call if the digits entered cannot be
resolved into a recognized number. The default is 3000 milliseconds.

Note: The default dialing timeouts work in most installations, and they should be
modified carefully.
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The Emergency tab

Y ou may want to consider increasing the dialing service ambiguous timeout by
half-second intervalsif users report intermittent problems hearing “ Number not
available” when they dial out on analog or Robbed Bit T1 trunks (thisis not a
problem for ISDN or IP lines).

If you increase thistimeout by too much, you can introduce other problems, such
as users missing the beginning of the audio signal at the target, for example, the
beginning of an auto attendant that answers callsimmediately. If this problem
occurs, you can do any of the following:

n Reduce the dialing service ambiguous timeout.
n Instruct usersto enter # after dialing a number.
n Collect al digits before dialing (see page 8-10).

Strata CS supports two kinds of emergency dialing services—standard 911 and
Enhanced 911 (E-911).

Using standard 911 service with Strata CS

A standard 911 call does not require any additional hardware. All standard 911
calls use a Strata CS trunk and go through the local phone company to the
emergency dispatching center.

To support 911 callsin Strata CS, you must provide an emergency access code
for usersto dia.

Using extended 911 service with Strata CS

An extended 911 (E-911) call includesthe calling station’s ANI information (the
Strata CS station ID). Thisinformation hel ps the phone company’ s E-911 center
identify the location of the person who made the emergency call, for example, the
specific floor and office in alarge building.

An E-911 call does not use a Strata CS trunk. Typically, a dedicated trunk
connects the E-911 device directly to the emergency dispatching center.

All E-911 cals go through an E-911 device. For information about obtaining,
installing, and configuring an E-911 device, see Srata CS|nstallation &
Maintenance Manual.

After the E-911 deviceisinstalled and configured, you must enable E-911 and
assign E-911 stations. Y ou assign one or more Strata CS stationsfor the exclusive
purpose of handling E-911 calls. An E-911 station is physically connected to a
port on the E-911 device, and can be any station that is not already assigned and
that has avalid station license.
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Note: When you select stations to connect to the E-911 device, do not use the
first 4 stations on the BCP connection panels. The Strata CS Watchdog mode uses
these stations to maintain phone service during a power or Windows Server failure.
For more information about Watchdog mode, see Strata CS Installation &
Maintenance Manual.

How emergency numbers are handled
Users can make an emergency call from any station, including a station that has

not yet been assigned to a user. Users can make an emergency call even if they
are blocked from making external calls.

If E-911 is enabled and the E-911 device has been installed and configured
correctly, the emergency call isrouted to one of the stations connected to the
E-911 device. As soon as the E-911 station takes the call, the station ID of the
caller’ sstation is passed to the device. The E-911 device then callsthe emergency
center directly over adedicated trunk.

If for any reason the emergency call cannot be placed using E-911 service, Strata
CSautomatically places astandard 911 call to the emergency center using the
local carrier. Reasons why an E-911 call cannot be placed include:

n All the E-911 stations are busy.
n The E-911 devicefails.

n The dedicated trunk from the E-911 device to the emergency center is
down.

n Thetrunk does not respond within a certain time period.
n E-911isnot enabled in Strata CS.

To set emergency dialing options

1. ChooseTools > System Settings and then click the Emergency tab (see
the next illustration).

2. Check Emergency number can be dialed at internal dial tone if you
want users to be able to dial the emergency number without dialing an
access codefirst. If unchecked, users must dial the access code and then
the emergency number. This setting only affects emergency calls.

3. If you have configured an E-911 device and service (as described in
Srata CSinstallation & Maintenance Manual), check Enable support
for E-911 service, and then go to the next step.

If you leave this option unchecked, calls to the emergency number are
made using standard 911 service.
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System Settings

General' Licensesl Call Logl Storage' Dialing i Emergency ;

— Emergency Settings

Emergency nurmber: IEI‘I‘I

¥ Emergency number can be disled at internal dial tone

~ [ Enable suppart for E-317 service

The following stations are connected to an E-9171 device:

fdd | Dl |

0K, | Cancel | Help |

Click Add to add each station that is connected to the E-911 device.

Add E-911 Station

An E-311 device is attached to station number:

Qk I Cancel | Help |

Inthe Add E-911 Station dialog box, choose a station from the list of
available stations, and then click OK.

If thelist in this dialog box is empty, make more stations available by
unassigning usersthat are no longer used, or purchase additional station
licenses (see “About Strata CS licenses’ on page 3-2).

Repeat steps 4-5 until all E-911 stations have been added. Click OK
when you are done.
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The Other tab

Choose Tools > System Settings and then click the Other tab to set the options
that appear in the next figure.

System Settings

Generall Licensesl Call Logl Storagel Dialingl Emergency ;.

— Dial-by-name directorny settings

Search directory by: ILast name

=
=

Eresent names using: IExtension number

I~ Prezent a confirmation menu before transfeming

—aice mail option

™ Prezent a confirmation menu before woice mail

T Swunchronize messages with Microzoft Exchange

Exchange zerver name; |

Senchronization jnterval [minutes): |1

— Pazzword options

Minimum password length; ID

QK | Cancel | Help

Setting dial-by-name directory options
Specify the method by which callers can search the dial-by-name directory:
n Last name. Caller enters“ Smith”. Thisis the default.
n First name. Caller enters“John”.
n Last name or First name. Caller enters “Smith” or “John”.
In Present names using, select one of the following methods for presenting
users namesto callers:

n Extension number. Callershear an extension number after each name,
asin “For John Smith, press 175". Thisis the default.

n Numbered list. Callers hear a sequence number after each name, asin
“For John Smith, press 1”.

By default Strata CS connects a caller immediately to the user that was chosenin
amenu of multiple names. Similarly, when the system finds one match only, the
call isimmediately transferred to the user.
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Select Present a confirmation menu before transferring if you want callersto
confirm their choices before they are transferred to the extension that matched the
namesthey entered. For example, acaller would hear, “For Cecilia St. John, press
1. Totry again, press*.”

Presenting a confirmation menu before voice mail

Check Present a confirmation menu before voice mail so that callers hear the
message “ To leave amessage press 1, or press* to return to the menu” after they
hear a user's voice mail greeting. If unchecked (the default), callers go directly to
voice mail.

Setting up Microsoft Exchange synchronization

If your organization is using Microsoft Exchange Server for e-mail, you can
choose this option to synchronize Strata CS voice mail messages with the
corresponding e-mail notifications in Exchange on a per-user basis.

Synchronization behavior depends on whether e-mail notifications have voice
attachments or not, asfollows:

n If avoice message is attached to an e-mail notification, the following
ocCurs:

n Moving avoice message from the Inbox folder to the Deleted fol der
(or thereverse) in either system moves the voice message on the
other system aswell. For example, messages deleted from the Strata
CSInbox are deleted from the Exchange Inbox as well.

n A voice message in Strata CSis deleted permanently when the
associated e-mail notification in Exchange is deleted or is moved to
any folder other than the Inbox or Deleted folder in Exchange.

n Ane-mail notification in Exchange is del eted permanently when the
associated voice message is deleted permanently in Strata CS.

n |If the voice message is not attached to an e-mail notification, the
following occurs:

n Ane-mail notification in Exchange is deleted permanently when the
associated Strata CS voi ce message is del eted, either viathe Client or
telephone commands.

n Deleting an e-mail notification in Exchange has no effect on the
voice message in Strata CS. V oi ce messages therefore cannot be
deleted in Strata CS before a user has the opportunity to listen to
them.
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Exchange Server Mailbox Permissions

In order to synchronize with Microsoft Exchange, the Strata CS account must be
adomain account that has User role permissions to all Exchange mailboxes that
are to be synchronized.

One way you can do thisis by assigning the Strata CS User role permissions to
each individual mailbox. This method is secure but time-consuming.
Alternatively, you can assign the Strata CS User role permissionsto all mailboxes
at the site level. This method isless secure, but it requires less intervention by
system administrators. For more information about assigning User role
permissions, see your Exchange Server documentation.

With Exchange Server version 5.5 or later, note that depending on how Exchange
Server isconfigured, it may take up to two hoursfor mailbox permission changes
to take effect, because changes are cached before they are applied. For more
information and details on how to change the cache interval for Exchange Server
5.5, see:

http://support.microsoft.com/support/kb/articles/ql79/0/65.asp

To set up Microsoft Exchange synchronization for a user

1. Inthe System Settings dialog box Other tab, check Synchronize
messages with Microsoft Exchange to synchronize message deletions
between Strata CS and Microsoft Exchange. Then enter:

n Exchange Server name. Name of the Exchange Server on your
LAN.

n Synchronization interval. How often the synchronization takes
place, in minutes. The default is one minute.

2. Setupe-mail notification for the user (see“ Setting e-mail notification”
on page 6-18).

3. Enable Exchange synchronization for the user (see“ Enabling Microsoft
Exchange Server synchronization” on page 6-16).

Note: The user’s Microsoft Outlook client must be configured to deliver messages
to a mailbox on the Exchange Server. Exchange Server synchronization does not
work if the user’s Outlook client is configured to deliver messages to a PST file on
the local computer.
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Setting the minimum password length

Enter theMinimum password length, the shortest permissible passwordto login
to Strata CS (the maximum password length is 12 numeric digits). Set thisfield
to0if you want to allow usersto log in without using apassword. Thedefault isO.

When you change the minimum password length, existing passwords shorter than
the new minimum length continue to work until they are changed.
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About trunks

Trunks are the outside phone lines that connect your business to the telephone
company and other providers.

Adding atrunk to your Strata CS system is a three-step process:

1. Connecting the physical trunk line to the Dialogic voice board in the
Strata CS Server computer. Y ou can find instructions for this step in
Srata CSInstallation & Maintenance Manual.

2. Defining the trunk in the Strata CS Administrator’s Trunks view. See
“Adding trunks’ on page 5-3.

3. Including thetrunk inadialing service, so that users can place outbound
calsonit. See“About dialing services’ on page 8-2.

For information about required hardware and how to order services from your
phone company, see Srata CS|nstallation & Maintenance Manual.

Trunk types
Strata CS supports analog and digital trunks.
The analog trunks supported are the following:

n Standard analog trunks. Anaog Direct Inward Dial (DID) trunks. For
Strata CSto support analog DID trunks, they must be properly configured
following the instructionsin Srata CS|nstallation & Maintenance
Manual.

n Centrex trunks or analog extensions from another PBX. In Strata CS,
these are referred to collectively as Centrex/PBX extensions.

The digital trunks supported are the following:

n Robbed Bit T1 trunks

n ISDN PRI over T1 trunks

n ISDN PRI over E1 trunks

n ISDN BRI over BRI trunks

n E1 CAStrunks
Note: Strata CS supports Internet telephony and does not require any additional
telephone company trunks. A Dialogic Internet telephony board connects directly

to your network and accesses the Internet over your company’s normal Internet
connection.
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Adding trunks

This chapter containsinstructions for adding new trunks of each type, asfollows:
n “Adding an analog trunk” on page 5-10
n “Adding adigita Robbed Bit T1 span” on page 5-13
n “Adding adigital ISDN or CAS span” on page 5-17
n “Adding an Internet span” on page 5-21

Before you perform the stepsin each section of this chapter, make sure you have
installed and configured the Dialogic boards and drivers that are necessary to
support your trunks. See Srata CSInstallation & Maintenance Manual for
instructions.

Aslong as the Dialogic boards and drivers have been properly installed and
configured, you can start using a trunk as soon as you add it according to the
instructions in this chapter. Note that if you add a trunk in the Administrator
beforeit is physically installed or configured, the trunk has a status of “Not
Installed” in the Device Monitor.

Naming trunks

Give your trunks names that convey important information about them, so that
you can identify trunks quickly and easily. Information to use in atrunk name
includes:

n The telephone number of an analog trunk
n ThelP address of an Internet trunk
n The name of the digital or Internet span to which the trunk belongs

Monitoring trunks

For instructions on how to monitor the activity on atrunk, enable or disable a
digital trunk, or restart atrunk that is experiencing problems, see “Using the
Device Monitor” on page 11-3.

Deleting trunks

Deleting atrunk removesit from your Strata CS system configuration, but does
not affect the telephone line or hardware, or the trunk license.

Although you can delete a single analog trunk, you cannot deleteaT1, EL, or
Internet trunk from the span it belongs to. If you must permanently remove a
digital line, you must delete the entire span. To disable an individual trunk in a
span temporarily, edit the trunk and uncheck the options for receiving inbound
and placing outbound calls.
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A deleted trunk appearsin the Device Monitor as“NA” if atelephonelineisstill
connected to the BCP Connection Panel.

For information about deleting itemsin Strata CS, see “Deleting items’ on
page 2-9.

Configuring trunks

Y ou can configure trunks as inbound-only, outbound-only, or both inbound and
outbound. In most Strata CS systems, trunks are configured for both inbound and
outbound use.

If itiscritical that aphonelineisawaysavailablefor inbound calls (for example,
if you have an emergency hatline), you can set up an inbound-only trunk.
Similarly, if it iscritical that thereis aways atrunk available for outbound calls,
you can set up an outbound-only trunk.

For instructions on configuring atrunk for inbound and outbound calls, see
“Adding trunks’ on page 5-3.

Inbound and outbound calls and hunt groups

The best arrangement for Strata CS isto ask the telephone company for a
terminated hunt group. In this arrangement, inbound calls try the lowest phone
number first and then the next lowest until afreelineisfound. When you are
adding trunksto your configuration in the Administrator, assign the lowest phone
numbers to the lowest Strata CS trunk numbers.

On outgoing calls, by default Strata CS starts searching for a free line with the
highest Strata CS trunk number. This behavior results in the fewest conflicts for
lines, since inbound calls are coming in on the lower-numbered trunks, and
outbound calls are going out on the higher-numbered trunks. This behavior is
defined by the dialing service used to place the call, and can be changed to
accommodate other configurations and needs. See “ About dialing services’ on
page 8-2 for more information.

Matching trunk settings with your phone company

Strata CS inbound and outbound settings control only how Strata CS treats the
line, and they do not affect how the telephone company treats the line.

For example, if you configure atrunk for inbound calls only, Strata CS does not
usethelinefor outbound calls. Y ou do not receive any calls on theline, however,
unless you have distributed the number to callers and instructed your telephone
company to include the trunk in your inbound hunt group.
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Similarly, specifying a trunk as exclusively outbound does not prevent inbound
calsif you have given the line's telephone number to outside parties or included
the trunk in your inbound hunt group. If calls arrive on atrunk designated for
exclusive outbound use, Strata CS plays a message indicating that the caller
dialed awrong number and then hangs up.

Note: The message played under these circumstances is the system prompt
“Wrong Number.” You can rerecord it to have the message give the caller the
correct number to reach your company. See Chapter 12 for more information about
recording system prompts.

Routing inbound calls on a trunk

If you set atrunk to accept inbound calls, you can route the calls to the following
placesin Strata CS:

n An auto attendant

n A user

n Anautomatic call distribution (ACD) workgroup
n A group of internal users simultaneously

n AnIVR Plug-in application

Placing outbound calls on a specific trunk

Administrators can place a call on aspecific trunk for testing purposes by dialing
88, the trunk number, and then the phone number. For example, to placeacall on
trunk #1, dial 8801 (you must use4 digits). To placeacall ontrunk #12, dial 8812.
When you are using specific-trunk dialing, you do not need to dial the access code
to make an external call.

Y ou can change the 88 code to other digits. See “Defining specia access codes”
on page 4-12.

Note: If you want to allow specific trunk access for users, create a dialing service
that allocates that trunk. See “About dialing services” on page 8-2.

ANI/DID digit collection

Thefollowing services from your phone company enable Strata CS to work with
maximum efficiency:

n Caller ID.

n ANI (Automatic Number Identification). Provides Caller ID
information about analog DID and digital trunks

n DID (Direct Inward Dial). Enables direct routing of incoming calsto
the individual stations
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n DNIS (Dialed Number Identification Service). Provides DID data
on toll-free lines such as 800, 877, and 888 numbers. Throughout Strata
CS, “DID" refersto DNIS as well.

DID information appearsin the following Administrator and Client views:

n The Usersview in the Administrator shows the DID number assigned to
auser in the DID Number column.

n The Auto Attendants view in the Administrator shows the DID number
assigned to an auto attendant in the DID Number column.

n  TheTrunksview in the Administrator identifies anal og trunks configured
to handle DID calls. Digital trunks will retrieve DID depending on the
configuration.

n TheCall Loginthe Administrator showsthe DID number associated with
acall inthe DID Number column.

n The Call Monitor in the Client shows the DID number associated with a
call inthe DID Number column.

Collecting ANI/DID digits

Some caller or number identification servicesthat you can order with your analog
or Robbed Bit T1 phone lines require that Strata CS collect information that
arrives with an inbound call.

Note: Strata CS automatically collects caller ID digits on analog trunks, and
ANI/DNIS digits on ISDN or CAS trunks if available. If your system is configured to
collect digits automatically, you can skip this section.

For Strata CS to collect DID/DNIS information when a call arrives on an analog
or Robbed Bit T1 trunk, or to collect ANI digits on a Robbed Bit T1 trunk, the
Server needs to know exactly how the datais signaled. Use the information
supplied by your telephone company or T1 carrier to define these signalsto Strata
CS. For detailed instructions, see:

n “Setting up digit collection on an analog trunk” on page 5-11
n “Configuring signaling using the Robbed Bit T1 Experimenter” on
page 5-13

See Srata CSlinstallation & Maintenance Manual for information about ordering
and installing DID/DNIS for analog or digita lines.
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Using DID with Robbed Bit T1 lines
1. Makesurethat your Robbed Bit T1 lines have been installed correctly.

2. Configuredigit collection signaling for the trunks (see “ Configuring
signaling using the Robbed Bit T1 Experimenter” on page 5-13 for step
by step instructions and examples).

3. Veifythat each trunk inthedigital spanisconfigured to accept inbound
cals, and that calls are sent to a user or auto attendant (see “ Entering
trunk defaults for aspan” on page 5-16).

4. Assign DID numbersto users or auto attendants (see “ The General tab”
on page 6-9).

Using DID with analog lines

1. Makesureyour analog DID lines and digital interface units have been
correctly installed and configured. See Srata CSlnstallation &
Maintenance Manual.

2. Configure analog digit collection signaling for the trunks (see “ Setting
up digit collection on an analog trunk” on page 5-11).

3. EnableDID for eachinbound analog DID trunk (see“Adding an analog
trunk” on page 5-10).

4. Assign DID numbersto users or auto attendants (see“ Assigning aDID
number” on page 6-13).

Setting up fax routing

Y ou set up fax routing on a per-trunk basis for the following trunk types:

n Analog
n Robbed Bit T1
n ISDN/CASTL/E1

Fax calls can be routed to an auto attendant, user, or IVR Plug-in. Usually you
route faxes to a user whose station is connected to afax Server or fax machine.
Whenever Strata CS detects afax signal on the trunk, the call is automatically
routed to this station.

Note: If a DID match occurs on an inbound call, the fax is not routed to the auto
attendant, user, or IVR Plug-in as described in the trunk. The fax instead is routed
directly to the DID target.

For instructions on how to configure specific trunk types to support fax routing,
see the sections on adding these trunk typeslater in this chapter.
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Customizing fax routing

To routeincoming faxesto apool of fax machines, set up arouting list for the user
that points to a series of users whose stations are attached to fax machines. To
handlefaxes differently based on time or date, route fax callsto an auto attendant,
and then schedul e transfers to the appropriate users.

The Trunks view

Click the trunks button in the view bar to open the Trunks view.

File Edit “iew Took Trunks Help ‘
Send cals (o

£ 1 Analog 5550014 Deetault Auto Attendant
2 Analog ' ' 5550019 Diefault Auto Attendant

3 Analog v Trunk 3

n 4 Analog Trunk 4
5 Intemnet v v ' 1 7714519503 Default Auto Attendant
Trunks E Irternet v v v 1 Internet Span 1 Default Auto Attendant
7 Inkemet v v v 1 Intemet Span 1 Default Auto Attendant
8 Intemet v v v 1 Intemet Span 1 Default Auta Attendant
1 | bl
[&Ttems [Admin [100) [Tv3G0ODKIT &P &

Each trunk you add appears as arow in the view. The following table show the
information that appears for each trunk.

Column Description

Number Port number on the Dialogic board associated
with this trunk.

Type Type of trunk: Analog, Robbed Bit T1, Internet, or
ISDN/CAS E1/T1.

Inbound If checked, this trunk is used for inbound calls.

Outbound If checked, this trunk is used for outbound calls.

Retrieve DID If checked, Strata CS retrieves Direct Inward Dial

digits from calls coming in on this trunk.

Centrex If checked, indicates a Centrex trunk.
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Column Description

Span For digital spans, the number of the span to which
the trunk belongs.

Name Descriptive name assigned to the trunk.

Send calls to Auto attendant, operator, user, or IVR Plug-in that
receives inbound calls on this trunk.

Send faxes to User to whom inbound faxes on this trunk are
routed.

IP Address IP address of the trunk.

Span Description Optional information provided when the span was
added.

Because you can add trunks to the configuration before the physical lines are
added to your system, the number of trunks shown in the trunks view may not
reflect the actual number of trunks available for Strata CS's use.

About digital and Internet spans

Strata CS represents digital and Internet trunks as a span of individual trunks,
corresponding to the number of available channels. For example, aRobbed Bit T1
trunk offers 24 channels, so when you add a Robbed Bit T1 trunk, 24 individual
trunks appear in the Trunks view. Y ou can set some properties for an individual
trunk in a span, and other properties for the span asawhole.

n To set propertiesfor an individua trunk, right-click the trunk, and then
choose Open Trunk.

n Toset propertiesfor aspan asawhole, right-click atrunk in the span, and
then choose Open Span.

When Strata CS dials out over a board, it reads the board configuration
information that was entered when the board was installed using the Dialogic
Configuration Manager (DCM). However, the Administrator does not read this
information when you add or configure a digital span that uses the board. When
you add a digital span, make sure that the span type matches the protocol type
specified using DCM.

Y ou cannot change aspan’ stype after you add it. If you create a span of thewrong
type, delete the span and add a new one of the correct type.

Note: After adding Internet trunks to a span, you must restart the computer. If the
trunks fail to appear, delete the span and add the span again.Then restart the
computer.
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Adding an analog trunk

Use the following procedure to add a new analog, analog DID, or analog Centrex
trunk.

1. ChooseTrunks > New Trunk > Analog Trunk. A new Trunk dialog box

opens.
MHumber: Ig—
Marne: |ITrunk 3

W Accept Inbound calls

Callz are zent to: IDefauIt.&.uto Attendant [ BDDELI

[~ Eaxes are sent to: |Default.6.ut0 Attendant (= BDDELI

[~ Betrieve DID digits from this analog line

v Allow Outbound calls

™| B eqistered|fon [east cash ratitg

[ Centren/PEX transters supported

Fre-tranzfer sequence: |

Fuost-transfer sequence; |

Ok, I Cancel Help

2. Enter the number and name of the trunk:

n Number. Identifiesthe hardware resource on the Server used for this
line. The number must correspond to the port on the Dialogic BCP
Connection Panel to which the trunk is connected.

If you have amix of analog and digital trunks, be surethat you assign
trunk numbers that reflect how trunks will be installed in your
system. Analog trunks always use the lower-numbered trunks, so
either add the analog trunksfirst, or bump up the starting trunk
number for the digital span to reflect the actual line number. See
“About digital and Internet spans’ on page 5-9 for information about
adding adigital span.

n Name. Descriptive name for the trunk. See “Naming trunks’ on
page 5-3.

3. Choose whether the trunk is used for inbound calls, outbound calls, or
both, using the following fields:

n Accept inbound calls. Check this box if the trunk is used for
inbound calls.
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n

Calls are sent to. Select the auto attendant, user or IVR Plug-in
that answers all inbound voice calls on this trunk. If you change
the target by time of day, send the callsto an auto attendant and
define the appropriate scheduled transfer action.

Faxes are sent to. Select the auto attendant, user or IVR Plug-in
that answers all inbound fax calls on this trunk. See “ Setting up
fax routing” on page 5-7 for more information.

Retrieve DID digits from this analog line. Check this box to
collect DID digits on the line. When checked, Strata CS routes
inbound calls directly to the user, auto attendant, or IVR Plug-in
associated with the DID number. See“ Setting up digit collection
on an analog trunk” on page 5-11 for more information.

n Allow outbound calls. Check this box if the trunk is used for
outbound calls.

n

Registered for least cost routing. Thisfeatureis not available
in this version.

n Centrex/PBX transfers supported. If thisis a Centrex trunk or a
trunk connected to an external PBX, check the box to enable usersto
transfer or forward calls using only Centrex or PBX extensions.
Whenthisoptionisselected (andif supported by your Centrex/PBX),
Strata CS can transfer or forward a call without using any Strata CS
trunks.

n

Pre-transfer sequence. Type the keys required before
transferring acall to a Centrex or PBX extension. Thevalid keys
are0-9, *, # and & (Flash). The default is &.

Post-transfer sequence. Typethe keysrequired after StrataCS
dialsthe pre-transfer sequence and the extension, to transfer acall
to aCentrex or PBX extension. Thevalid keys are 0-9, *, #, and
& (Flash). After the post-transfer sequence is dialed, Strata CS
hangs up.

4. Click OK to add the trunk to your configuration.

Before Strata CS can use the new trunk, you must start it from the Device Monitor
(see “Restarting stations or trunks” on page 11-6).

Setting up digit collection on an analog trunk

The format used to transmit ANI and DID/DNIS information on analog trunk
varies with the carrier, as follows:

n Fixed format. Each piece of information is always the same length. For
example, DID information istypically the last four digits that the caller

dialed.
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n

Variable format. Each piece of information can vary in length, with filler
digitsused asseparators, for example, 4 DID digitsand 5 ANI digitsinthe
format #DDDD#AAAAAH.

To collect the variable-format digitsin this example, you must specify 3 separate
actionsto Strata CS, using the procedure that follows:

n

Thefirst action collectsthefiller digit # that indicates the start of the DID
information. Thedigit typeisFiller, and the number of digitsto collectis
1

The second action collects the DID digits sent by the carrier. The digit
typeisDID. You collect avariable number of digits up to the separator
digit, #.

Thethird action collectsthe ANI digits sent by the carrier. The digit type
iSANI. You collect avariable number of digits up to the separator digit, #.

To collect digits on an analog trunk

1.
2.

In the Trunks view, select the trunk.

Choose Trunks > Analog Digit Collection. The Analog Digit
Caollection dialog box liststhe digit collection actions that have been
defined aready for thistrunk.

Analog Digit Collection

Wwiait |2DDD miligeconds before collecting digits

Current actions:
Get 7 DID digits e |
Get 10 DID digits

Get DID digits until & * digit - |

Edit... | Delete |

QK | Cancel | Help |

Typethe number of millisecondsthat you want Strata CSto wait for the
analog DID interface device to send digits.

Click Add to add an action to collect the digits that you expect, or Edit
to modify the highlighted action.
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5. Inthe Modify Action dialog box, select the Digit type to retrieve. You
canretrieve DID, ANI, or filler digits.

Modify Action k

Digit type: oD -

Digitlength: ¢ Exacty [7 | digits
& Yarable. up ta the first I" digit

(1] I Cancel | Help |

n Toretrieve fixed-format data, click Exactly __ digits, and then type
the number of digits to collect.

n Toretrieve variable-format data in which each piece of information
may vary in length, and filler digits are used as separators, click
Variable up to the first ___digit, and then type the separator
character.

6. Click OK.

Repeat steps 4-6 to add all the actions required to collect digits coming
in on the trunk.

8. Click OK.

After analog digit collection has been configured correctly, make sure that the
trunk is configured to accept inbound calls and retrieve DID digits. Both these
settings appear in the Trunks view and can be configured in the Trunks dialog
box.

Adding a digital Robbed Bit T1 span

This section explains how to add a digital Robbed Bit T1 span by configuring
signalling and adding the span to Strata CSin the Trunks view.

Configuring signaling using the Robbed Bit T1 Experimenter

Before you add a Robbed Bit T1 span in the Administrator, you must run the
Strata CS Robbed Bit T1 Experimenter on the Strata CS Server computer to
configure signaling on the T1 trunk. For information about installing and using
the Experimenter, see Srata CS Installation & Maintenance Manual.

Adding the Robbed Bit T1 span in the Trunks view

After you configure signaling on the span correctly using the Robbed Bit T1
Experimenter, you can add the span in the Administrator.
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1. Choose Trunks > New Trunk > Robbed Bit T1 Span. A new Robbed
Bit T1 Span dialog box opens.

Undefined - Hobbed Bit- T1 Span

Span number: |3_

Starting trunk number. Ig.-;_ Thig gpan mapg to trunks 84 through 107,
Wik, duratiorn: 150 millizeconds

Send and Receive m digits

Dezcription. |

..'Sigrraﬁngl 'Taur:k&l

2. Onthe General tab, specify the following information for the span:

n

Span number. The sequence number of this Dialogic T1 board as
installed in your Strata CS Server computer (the sequence number of
thefirst T1 board is 1, not 0).

Starting trunk number. The starting trunk number of the span. The
numbers of the 24 trunks belonging to this span are displayed. If your
system also has anal og trunks, the anal og trunks must have the lower
trunk numbers, so if you have not added them yet, leave room for
them in your numbering of the span.

Wink duration. The length in milliseconds of the signal Strata CS
sendsto your T1 carrier to indicate that it is ready to receive digits.
Y ou can also set the wink duration using the Robbed Bit T1
Experimenter.

Send and receive. For T1lineswith ANI or DID/DNISserviceonly,
the signaling type—DTMF or MF—used for inbound digit
collection. You can also set thisin the Robbed Bit T1 Experimenter.

Description. A description of the span, typically including the main
phone number of the span.

3. OntheSignaling tab, review the event definitionsfor your T1 trunk that
you specified using the Robbed Bit T1 Experimenter. The definitions
must match your carrier’ s definitions for the trunk to work. To change
adefinition, use the Robbed Bit T1 Experimenter (see “Configuring
signaling using the Robbed Bit T1 Experimenter” on page 5-13).
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Undefined - Robbed Bit T1 Span

General | Trunksl

Event Definition

Incoming call Wait for & high B high
Line drop Wit for by low B low
Inbound pickup Send & high B high
Outbound pickup Send & high B high
Hangup Send A low B low
Initialize Send A low B low
Drigit collection undefined

Thiz event defines what iz received from the central office when a call iz coming in. Ask your
phone comparny: ‘what are & and E bits zet to when | get an incoming call?

Apply Template... | Edit... |

(1] Cancel | Help |

Note: If you are running the Administrator on the Server, click Edit to
start the Experimenter. Otherwise, you must run the Experimenter on the
Strata CS Server.

4. Onthe Trunks tab, set the default values for the 24 trunks that will be
created in this span. Y ou can then change these values for each trunk
individually. See “Entering trunk defaults for a span” below.

5. Click OK to add the span to your configuration.

Using a signaling template
The Robbed Bit T1 Experimenter includes templates that contain Robbed Bit T1
signaling definitions that will be valid in many cases:

n E&MSignaling. Useif your Robbed Bit T1 line supports E&M
signaling.

n Locall. Usefor alocal Robbed Bit T1 line.

n Longdistance. Use for along-distance Robbed Bit T1 line.
To apply atemplate to aspan, click Apply Template on the Signaling tab. Select
the template to apply, click Open, and then click OK.

Note: If you have installed the Robbed Bit T1 Experimenter to a directory other
than the Strata CS Administrator’s directory, you must look for the template there.
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To edit signaling definitions applied from a template, use the Robbed Bit T1
Experimenter.

Entering trunk defaults for a span

When you create a new digital span, you can set the defaults for all the trunksin
the span on the Trunks tab.

Undefined - Robbed Bit T1 Span

General I Signaling

Trurks on this span will be created uzing theze settings.

To change the properties of an individual trunk, click OF to create this span and its trunks,
then select the trunk. and open it.

~ ¥ Accept Inbound calls

Callz are zent ta: |Default Auto Attendant j

[T Eawes are sent o |Default Auta Attendant j

v Allow Dutbound calls

™ | Hemstered an e st east rauting

0K Cancel Help

To enter trunk defaults for a span
1. Check Accept inbound calls if the trunk is used for inbound calls.

2. IncCalls are sent to, select the auto attendant, user or IVR Plug-in that
answers all inbound voice calls on this trunk.

In Faxes are sent to. Select the auto attendant, user or IVR Plug-in that
answersall inbound fax callson thistrunk. See* Setting up fax routing”
on page 5-7 for more information.

3. Check Allow outbound calls if the trunk is used for outbound calls.
Registered for least cost routing is not available in this version.

After you add the span, the Trunkstab is disabled. To modify the settings for an
individual trunk after the span has been added, edit the trunk in the Trunks view.
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Adding a digital ISDN or CAS span

Use the following procedure to add an ISDN T1, ISDN E1, or CASEL1 trunk. To
add I1SDN Basic Rate Interface (BRI) trunks, see “Adding adigital ISDN BRI
span” on page 5-18.

1. Choose Trunks > New Trunk > ISDN/CAS T1/E1 Span. A new
ISDN/CAS T1/E1 Span dialog box opens.

Undefined - ISDN/CAS T1/E1 Span

General I Trunks |

Board number: |3

Description; |
Protocal type: I ISDN T1 - l
Starting trunk. number: |84 Thiz span maps to trunks 84 through 106,

EIK — Help

2. Onthe General tab, specify the following information for the span:
n Board number. The sequence number of the span.

n Description. A description of the span, typically including the main
phone number of the span.

n Protocol type. Select whether thetrunk isan ISDN T1 or an E1 type.
The actual protocol used isdetermined when the Dialogic driversare
installed, as described in Srata CS Installation & Maintenance
Manual.

Note: If you are using an E1 board with the CAS protocol, and your
country’s E1 CAS protocols are different from the standard format, see
“Manually entering E1 CAS protocols” in Strata CS Installation &
Maintenance Manual.

n Starting trunk number. The starting trunk number of the span. The
numbers of the trunks that belong to this span are displayed. If your
system also has anal og trunks, the anal og trunks must have the lower
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trunk numbers, so if you have not added them yet, leave room for
them in your numbering of the span.

3. Onthe Tuning tab, optimize your ISDN settings as needed. See
“Optimizing your |SDN settings’ on page 5-19.

4. Onthe Trunks tab, set the default values for the 24 trunks that will be
created in this span. Y ou can then change these values for each trunk
individually. See “Entering trunk defaults for a span” on page 5-16.

5. Click OK to add the span to your configuration.

Note: ANI/DNIS is automatically retrieved by Strata CS for these types of digital
trunks.

Adding a digital ISDN BRI span

Usethefollowing procedure to add anew | SDN Basic Rate Interface (BRI) span.
To add Primary Rate Interface (PRI) spans, see “Adding adigital ISDN or CAS
span” on page 5-17.

1. ChooseTrunks >New Trunk >ISDN BRI Span. A new ISDN BRI Span
dialog box opens

2. Onthe General tab, specify the following information for the span:

Undefined - ISDN BRI Span

Genelall Tuningl Trunksl

ERI bioard nurber: Ih

Description: |

Mumber of channels: m

Eratocal |ATT 5E5S BRI El
Starting trunk number: |5— Thig zpan mapz to tunks 5 through 20,

— Service Pratocol |dentifier Murmber

Channel

(0] | Cancel | Help |

n BRI board number. The sequence number of the span.
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Optimizing your ISDN settings

n Description. A description of the span, typically including the main
phone number of the span.

n Number of channels. The number of trunks supplied by your
Dialogic BRI board. If you are using a BRI/80-SC board, select 8. If
you are using a BRI/160-SC board, select 16.

n Protocol. The protocol of your BRI span, as given to you by your
BRI supplier.

n Starting trunk number. The starting trunk number of the span. The
numbers of the trunks belonging to this span are displayed. If your
system also has anal og trunks, the anal og trunks must have the lower
trunk numbers, so if you have not added them yet, leave room for
them in your numbering of the span.

n Server Protocol Identifier Number (SPID). A unigue number
assigned to each trunk in the BRI span. Enter the SPID numbers
supplied to you by your BRI supplier. SPID numbersarerequired for
North American BRI installations only. If your BRI board is the
Dialogic BRI/2VFD, you do not need to enter SPID numbers.

Onthe Tuning tab, optimize your ISDN settings as needed. See the next
section, “Optimizing your ISDN settings.”

On the Trunks tab, set the default values for the 24 trunks that will be
created in this span. Y ou can then change these values for each trunk
individually. See “Entering trunk defaults for a span” on page 5-16.

Click OK to add the span to your configuration.

When you are adding an ISDN trunk, you can use the Tuning tab to change |SDN
board parameters. Changes you make while acall isin progress on the board are
not reflected until the current call ends and a new call begins.

To set your ISDN parameters

1.

Run the Dialogic Makecall Utility (DMU), supplied on the Strata CS
CD. For instructions, see Srata CSInstallation & Maintenance
Manual. The DMU wizard steps you through the process of testing your
ISDN board, and generates a file in the Output subdirectory called
Outbound_MCB.txt.
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2. Onthe Tuning tab, click Import and select the Outbound MCB.txt file.

Undefined - ISDN BRI Spani

General Tunl H Trunksl
Parameter alug| &
Bearer channel bransfer capacity
Bearer channel transfer mode Circuit zwitch
Bearer channel tranzter rate B4 kBps
Layer 1 protocol on bearer channel CCITT V. 100530
User rate on bearer channel E bitz in 1.470
Called party nurmber type En-block
Called party nuriber plan Uk non
Called party sub number type data element HSAP
Called party sub number plan data element 255
Called party sub number data element
Calling party number type En-block LI
1
/
™ Apply these settings to all ISDN BRI spans Import... | FHestore Defaults
(0] | Cancel | Help |

This method updates all ISDN parameters based on their optimum value as
determined by the DMU. To undo the update, click Restore Defaults to reset the
Tuning tab to itsinitial values.

Y ou can also change each parameter individually. Click Help for adescription of
each parameter and its possible values.

Enabling ISDN Megacom support

If you are using ISDN Megacom service, you must change the Strata CS Server
computer’ s registry in order to make outbound international calls. Without this
change, international calls will fail, because Strata CS does not provide the
parameter indicating national or international calls that ISDN Megacom service
requires.

For instructions on changing the registry for ISDN Megacom calls, see “1SDN
Megacom service settings’ on page A-24.
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Adding an Internet span

1. Choose Trunks > New Trunk > Internet Span. A new Internet Span
dialog box opens.

Undefined - Internet 5pan

Generall Codecs | Tuningl Trunks'

IP Board number: I‘I
IP address: I

Description: |
Mumber of brumnks: |4
Starting trunk number: I‘I— Thiz span mapz to tunks 1 through 4.

Send inbound calls to: IDefauIt Auto Attendant [x 2000) j

DK ~— Helo

2. Onthe General tab, specify the following information for the span:

n IP Board number. The sequence number of this Dialogic DM3
IPLink board asinstalled in your Strata CS Server computer (the
sequence number of the first DM3 board is 1, not 0).

n IP Address. The IP address of the IP Link board if it hasits own
built-in Network Interface Card (NIC), otherwise the |P address of
the Strata CS Server computer’s NIC.

n Description. A description of the span. Include the address of the
span in the description for easy reference.

n Number of trunks. The number of trunks contained in the span.
Enter the number of channels available on the Dialogic DM3 IPLink
board. To find the number of channels available on your board, refer
to the model number of the board and Srata CSInstallation &
Maintenance Manual.

n Starting trunk number. The starting trunk number of the span. The
numbers of the trunks belonging to this span are displayed. If your
system also has anal og trunks, the anal og trunks must have the lower
trunk numbers, so if you have not added them yet, leave room for
them in your numbering of the span.
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n Send inbound calls to. Select the auto attendant, user or IVR
Plug-in that answersall inbound voice calls on thetrunksin this span.

3. Click the Trunkstab to specify how trunks in this span are used:

n Accept inbound calls. If checked, the trunks are used for inbound
cals.

n Allow outbound calls. If checked, the trunks are used for outbound
calls.

4. Click the Codecstab to view the default codecs used by this span for all
inbound calls and as dialing service defaults for outbound calls. If you
must change Strata CS' s default codec list, see the next section,
“Modifying Strata CS I P codecs.”

Note: You can override the default span codecs when you set up a
dialing service that allocates trunks in this span (see “Codecs tab” on
page 8-21).

5. Click OK to add the span to your configuration.

Modifying Strata CS IP codecs

A codec isaprotocol used to compress and decompress voice signals for
transmission over an | P network. When an IP call is established between two
devices, the devices automatically choose which codec to use. This choiceis
based on whether the codec is availabl e to both devices and how highly the codec
ispreferred by both. Thistab lets you make codecs available to your device, and
arrange them in order of preference, with the topmost codec being the most
preferred. For example, you may prefer one codec over another for bandwidth
reasons.

Important: When you are connecting two Strata CS Servers over an IP Gateway
connection, the Servers must use the same codec lists, otherwise audio failure can
occur during calls. See “Connecting two Servers using IP Gateways” on page 13-7
for more information about IP Gateway connections.

The codecs you can make available are listed bel ow. Seethe Known Issuesin the
Administrator online Help for up-to-date information about the availability of
codecs.

n G.729a. Best for Strata CS-to-Strata CS connections. Offers a good
balance between sound quality and bandwidth. (8.8 kbs.)

n G.711 a-law, G.711 p-law. Supported by all H.323 gateways and
terminals, but high bandwidth. (64 kbs.)

n G.723.1. Best for NetMeeting and other H.323 terminals. (5.3 kbs. or 6.3
kbs.)

n MSGSM. (13.0 kbs.)
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» GSM. (13.0kbs)

To modify Strata CS IP codecs

1. IntheTrunksview, double-click thelnternet spanto openitsdialog box,
and then click the Codecs tab.

2. If necessary, click Add to add another codec, or select acodec and click
Edit to change any of the parameters used with the codec.

Add Codec
Codec name: 5 729
Frame size [mz): 10 ¥

Frames per packet: |3 vI
Bit rate [kbiz): I ] - I

[~ Transmit audio only when voice is detected

(0] 4 I Cancel | Help |

3. Inthe Add Codec dialog box, select a Codec name from the list of
codecs supported by the Dialogic IPLink boards in the drop-down list.

4. If youwant to modify any of the parameters used with the codec, enter
the new values. The fields you can change may vary depending on the
codec you select. If enabled for a particular parameter, select Any to
accept whatever parameter value the other device sends.

n Frame size. Frame buffer size, in milliseconds. A larger frame size
means more latency (time delay).

n Frames per packet. Number of framesin a packet.

n Bit rate. Rate at which dataiis transmitted over the network.

n Transmit audio only when voice is detected. If checked, only
actual voice audio signal is digitized for transmission, not silence.

Click OK to add the codec.

Click the up or down arrows to promote or demote a specific codec
withinthelist. Thetopmost codec isthe most preferred. Continue to add
codecs to the service.

7. Click OK to return to the Codecs tab.
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Fine-tuning your IP connection

Strata CS's | P Span dialog box includes a Tuning tab that you use to change any
of the IPLink board parameters between | P calls. Changes you make while acall
isin progress on the board are not reflected until the call completesand anew call
isinitiated.
Parameters are listed in the following groups:

n General

n Debug print levels

n DTMF parameters

n Echo canceler

n Level controls

n Miscellaneous

n Packet lossrecovery

n Redundancy

Parameters that may be useful to change include echo cancellation and volume
(located under Level Controls).

To change an IPLink board parameter

1. IntheTrunksview, double-click thelnternet spanto openitsdialog box,
and then click the Tunings tab.

2. Click aParameter to expand it.

Undefined - Internet Span

Genetall Codecs Tuningl Trunksl

Paramneter Value
= General
Reload parameters after each call
Debug print levels
DTMF parameters
Echo canceler
Level controls
Miscellaneous
Packet loss recovery
Redundancy

=

J
Bestare Defaults |
(0] 4 I Cancel | Help |
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3. Enter the new Value. Some fields are text boxes or drop-down lists.
Other fields enable the slider bar at the bottom of the dialog box.

4. Click OK to save your changes. Click Restore defaults to restore the
IPLink board defaults.

Note: If you dial out on an IP-to-Phone Number service and you cannot send
digits to external phone systems, increase DTMF Gain and DTMF On-time, under
DTMF Parameters on this tab.
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The Users view

The Users view presents information about individual users and rolesin your
organization. Roles appear in bold in the Users view. Roles are collections of
specific permissions that are used to grant permissionsto users. Y ou can grant
additional permissions to users by changing that user’s permissions (see “ The
Permissions tab” on page 6-37).

To add, edit, or delete Strata CS users, click the Users button in the view bar The
Usersview opens. Double-click auser in the view to open the User dialog box for

that user.
Elle Edit Wiew Tools Users Help |
e-olEx |7
£
ﬂ Admin 3 Local
0 Administrators Role
& Cecilia 5t John 27 47 Local v 18% 26%
& Cynthia Caylor m 2 Local 1247% 1%
| [# Dick annopoulos 126 26 Local v 15% 3%
® DingoFye 222 0 Local 18% 28%
€ Doc group Role
& Frank Smith 125 25 Local 21% 4.0
) John Sargent 107 7 Local 1.4% 26%
& Joshua Fislds 172 5 Local 22% 33%
@ Kenneth Deimoch 666 & Local @ 02% 31
€ Kevin Flaherty 102 10 Local @ 14% 29%
ﬂ Miri Anatalia H55 0 Local 11% 3.2%
ﬂ Med Brown 104 1 Local 15% 3.2%
€ Operator 0 1 Local 0.2% a.2%
! Richard Ruquist 12 12 Local 15% 3%
# Sharnon Rose Ryan 223 0 Local 15% 26%
@ Testl 103 3 Local 15% 1% e
€0 Test Admin Assistants Role
ﬂ test test test test test best 105 4 AC0 158% 3%
0 Test User Group Role
q User 11 132 33 Local 15% 31z _ILI
= |« | »
[ |28 Ttems [Admin [+100) [ TWGOODKIT At~

Each user that you add appears as arow in the Usersview. The following table
shows the information that is displayed for each user.

Column Description

Name Logged-on user’'s name.

Extension Extension number dialed to reach the user.

DID Direct inward dial number used to dial the
user directly.

Station Default station (phone device) assigned to
the user.
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Column Description

Type The type of user:
User. An individual with an extension on this
Server. Can also be a conference room.
ACD workgroup. An automatic call
distribution workgroup user.
IP Gateway. A user created to enable IP calls
to a user on a remote Server.

Title The job title entered for this user. You can
enter titles for users when you create them.

Mail Usage Percentage of allocated voice mail space
currently used. For details on how the
information in this and the following two
columns is calculated, see “Updating users’
mail, greeting, and disk usage totals” on
page 6-42.

Greeting Usage Percentage of allocated greeting and voice
title space currently consumed by the user.

Disk Usage Amount of disk space in megabytes
consumed by the user's voice message,
greeting, and voice title files.

Mailbox Size Total space allocated to the user for voice
messages, in minutes.

Greeting Size Total space allocated to the user for greetings
and voice titles, in minutes.

Forwarding To Number to which the user is currently
forwarding calls.

Listed If checked, the user is listed in the
dial-by-name directory.

Voice Title If checked, the user has a recorded voice
title. You can record titles for users or they
can record their own.

Announce Callers If checked, the caller's name is announced
on incoming calls.
Exchange Sync If checked, Strata CS and Microsoft
Exchange inboxes are synchronized.
Comments Comments added about the user.
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About users and roles

Users

Unlike atraditional PBX, Strata CS manages phone traffic by user rather than by
device. Adding a user alows that person to make and receive calls through the
Strata CS system. Roles are collections of permissions that you assign to users.
Y ou can add a user to an existing role and grant them the same permissions as
every member who aso has that role, and you can create new roles.

Usersin Strata CS are of the following types:
n User. A person using atelephone in your office.

n ACD workgroup. Thisspecial type of user sends callersto one or more
automatic call distribution groups. To create an ACD workgroup, select
ACD workgroup under Type. For more about setting up ACD
workgroups, see the Srata CS Call Center Administrator Guide.

n |IP Gateway. This special type of user represents a user on aremote
Strata CS Server that is linked to your Server by an IP Gateway
connection over the Internet or other |P network. With IP Gateway users,
the users on both Servers appear to be local, effectively creating asingle
large Strata CS site. To create an |P Gateway user, select IP Gateway
under Type. For moreinformation, see“ Connecting two Serversusing |P
Gateways’ on page 13-7.

The Admin and Operator users
Strata CS comes with two default Users already defined, Admin and Operator.

n Admin user. Allowed to run the Administrator and Device Monitor
program and to perform all administrative functions. Y ou cannot del ete or
rename the Admin user, nor can you remove the Admin user's
administrative permissions.

n Operator. The user to whom al calls go to by default if they cannot be
handled in any other way. For example, if acaller presses0, or auser's
mailbox cannot be found, the call is sent to the extension assigned to the
Operator. Y ou cannot delete or rename the Operator, but you can remove
the Operator user’s Operator permissions.

Y ou can assign Administrator and Operator permissions to other users (see“ The
Permissions tab” on page 6-37).

Configuring a system without an Operator

If you choose not to have aperson act asan Operator in your system, the Operator
extension still receives calls whenever callers press 0 from within the system.
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Even if the Operator extension has no station associated with it, voice messages
left by callers are saved in the Operator user’s mailbox.

If you do not want thisto happen, edit the Operator user’ s Standard routing list so
that its only action transfers callsto another extension. For instructions on editing
| routing lists, see Srata CSClient User Guide.

Understanding personal Operators

The Strata CS system has one Operator user, but each user can specify a personal
Operator. A user’s personal Operator isthe extension to which calersare
transferred if the caller presses 0 from within the user’ s voice mailbox or routing
list. By default, auser’s personal Operator isthe Operator user, but users can
specify any extension as their personal Operators. See “ Creating a password” on
page 6-14.

How callers are transferred to Operators

The following table shows to which Operator callers are transferred, depending
on their location when they press 0.

Caller presses 0 within Caller is transferred to

Auto attendant Operator user
Dial by name directory Operator user
User’s voice mailbox Personal Operator
User’s routing list Personal Operator
On hold Personal Operator

Note: If a user does not set up a personal operator, callers are transferred to the
Operator user in all cases.

Changing the Operator’s extension from O

Y ou can change the Operator’ s extension to a number other than the default of O
(for example, in order to use 0 as a dialing service access code). However, even
when the Operator’ s extension is something other than O, callers must press 0
fromwithin the systemto transfer to the Operator. For example, if acaller reaches
auser’ svoice mail, and wantsto transfer to the Operator instead of leaving avoice
message, the caller dials 0, even if the Operator’s extensionis 111.

Setting up workgroups for the Operator

To make the Operator’s job easier, you can set up a separate workgroup for each
department in your system. The Operator’s Call Monitor will then display atab
for each department, and the Operator will be able to see alist of peoplein a
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Setting user options

Y ou can set user optionsin Strata CS in the following ways:

Roles

specific department by clicking on the appropriate tab. See Chapter 7, “ Managing
Workgroups,” for details about setting up workgroups.

Roles are collections of specific permissions that are granted to users according

to theroles they perform in the organization. By default Strata CS contains two

roles—Administrators and Users. Y ou can edit these roles as needed and you can
also create new roles (see “ To create anew role” on page 6-39).

n Set options for all users. To set up all users with the same options,

create atemplate user, and then base all users on the template (see
“Adding a user by using atemplate” on page 6-9).

Set options for a group of users. Create atemplate user for each group
of userswith common characteristics, and then base each user inthe group
on the template.

Set options for individual users. Follow thestepsdescribedin“Adding
auser in the User dialog box” on page 6-8.

Also, users can customize many options themselves using the Client. You
control the options that they can customize by allowing or restricting
access to specific Options dialog box tabs in the Client.

Where to set user options
User options are set in both the Strata CS Administrator and Client.

n Some options can only be set in the Administrator. These options are

described in detail in this chapter.

Some options are set in the Client. To edit these options from the
Adminigtrator, click the Edit All Client Settings button inthe User dialog
box. Client options are described in detail in Srata CSClient User Guide.

Some options can be set in both places. Thisallows you to set up
users using standard defaults for your organization. Individual users can
then customize the settings further, or you can restrict the options that
users can customize. These options are described in this chapter and in
Srata CSClient User Guide.
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About adding a user

Adding a user to the system allows that person to make and receive calls using
Strata CS. Unlike other telephone systems, Strata CS assigns access permissions
to specific people rather than to devices. Users access the system using their own
identities regardless of the identity of the telephone device they use.

Generally, you must have a station license available for each user you create. It is
possible, however, to add a user who does not have astation (an actual telephone).
Such auser iscommonly created for ACD workgroups, voice mail-only users, or
remote users who always have their calls forwarded outside the office. Users
without stations do not require station licenses. For more information about
license requirements, see “Entering licenses’ on page 3-2.

Y ou can add a new user in the following ways:

n At the telephone. Thisisaconvenient way to quickly activate phones
when you are setting up a new Strata CS system. However, you must
physically go to each user’ stelephoneto activateit, and must still use the
Administrator to finish adding each user.

n Inthe User dialog box. Thismethod allowsyou to set up all user options
at one time from one location.

n Using atemplate. You can save time and reduce typing when adding
new usersin the Administrator by creating a template user with
characteristicscommon to all users. Thistemplate user can then be copied
and customized for each new user. Y ou can create different templ ate users
for various types of users who share specific properties, for example,
ACD agents, remote users, and so on.

Adding a user at the telephone

From the new user’ stelephone, press*0 and follow the promptsto create the user
and assign an extension. The user is created with default information.

For example, assigning the extension 123 creates a user with adefault first name
of “New”, adefault last name of “User123”, and a default password of “123".

Y ou are also prompted to record a voice title for the user or change user
preferences. Y ou must run the Administrator at alater time to modify the default
propertiesto reflect the new user’s real name and password and to set additional
user properties.

Note: This method does not work if the phone is already assigned to another
user. For a phone that has already been assigned an extension, dialing *0 plays
the extension and station ID.
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If for any reason Strata CS is unable to create the user at the telephone extension
(for example, a user with that name aready exists, or there are no more Client
licenses available), you must run the Strata CS Administrator, resolve the issue,
and add the user there.

Adding a user in the User dialog box

To create auser, choose Users > New User. Thetabsinthe User dialog box allow
you to add and modify user properties. These properties are described | ater in this
chapter.

n General tab (see page 6-9). Enter basic information that definesthe user
to Strata CS. Assign an extension, station ID, and DID number. Create a
password, specify apersonal operator, and select alanguage for telephone
prompts.

Y ou also use thistab to create auser for handling ACD agents (see Srata
CSCall Center Administrator Guide) or an |P Gateway user that allows I
usersto directly dia the extension of auser on aremote Strata CS Server
(see “ Creating Gateway usersto unify two Strata CS Servers’ on

page 13-17).

n Recordings tab (see page 6-15). Allocate space for the user’ s voice
messages, greetings, and voicettitle. Indicate where call recordings made
by this user are sent. Record a voice title. Set up Microsoft Exchange
synchronization.

n Notifications tab (see page 6-17). Set up and schedule e-mail and pager
notifications.

n Call Handling tab (see page 6-24). Set up call screening. Specify how
the user islisted in the dial-by-name directory. Set up call forwarding for
the user.

n Phone tab (see page 6-28). Enablefeaturesontheuser’ stelephone, such
as caller ID and message waiting indicator. Specify how long the phone
rings before continuing to voice-mail.

n Dialing tab (see page 6-33). Allow the user to make external calls, and
specify phone numbers the user is permitted or restricted from dialing.

n Permissions tab (see page 6-37). Control user permissionsto determine
the options or features that the user can access. Set the permission roles
that the user belongs to.

n Other tab (see page 6-40). Set hands-free options.
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Adding a user by using a template
Create auser, named, for example, “User Template” that hasthe settingsyou want
all usersto share, such as mailbox size and dialing permissions. Y ou can also set
up e-mail and pager notification optionsin the template, and you can enable
phone features that are applied to all users that are created using the template.

To add anew user based on the template, select the template user in the Users
view, and then choose Edit > Copy. Choose Edit > Paste to open the User dialog
box, in which you can customize the new user’s properties, such asfirst and last
name, extension and station 1D, e-mail address for notifications, and so on.

The General tab
Choose File > New > User in the Administrator, and then click the General tab.

£ Kevin Flaherty - User E

General FRecordings | Notificationsl EallHandIingI Phonel Dialingl Permissionsl Dtherl
— Mailbox - 0.27 minutes used [0.13 MB /1.4%)

* Mailbox with |2D minute max size [9.2 ME]
= Mo mailbox

™| Surichrariee with Exchatae seren maitog:

Send call fecordings to: | this user j

— Greetings and voice titles - 0.29 minutes used (013 MB / 2.9%)

M aximum gtorage: I‘I 0 minutes (4.6 ME]

Woice Litle:

.l}ll

.
B ‘lJ

[ Net connected to recard, press to connect

Previous | (] 4 Cancel Help

Identifying the user

In Type, choose User. Then enter the user’ sFirst name and Last name. At least
one of the name fieldsis required. Y ou can enter the user’s Title and any
Comments (such asthe user's department) that you want to be displayed along
with the user namein the User view.

It can be helpful to use the Title field for the user’s department, for example,
“Sales.” When acaller requests to be transferred to someone in Sales, the
Operator can see al the usersin the Sales department grouped together in the
Client’s Transfer Call dialog box.
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Assigning an extension

A user’ s extension is the number callers dia to reach the user. Extensions must
comply with the following restrictions:

n No longer than 5 digits
n Numeric characters only

n Must be unique

In addition, follow these recommendations when assigning extensions;

n Avoid extensions that begin with another extension or access code. For
example, if one user is given extension 17 and another extension 177,
userswho dial extension 17 will experience abrief delay while Strata CS
waits to see if another “7” isdiaed. See“ Avoiding dialing ambiguities”
on page 8-8 for more information.

n Avoid extensions that begin with frequently dialed area codes—if users
forget to dial an access code, they may unexpectedly dial the extension
instead. For example, if 1-617 isacommonly dialed prefix for your
location, do not assign extension 161.

When you create a new user, you can accept the extension suggested
automatically by Strata CS or you can assign a different one. Strata CS suggests
the next-highest extension number that has not yet been assigned, and it reuses
extensions that have been unassigned.

By default, new extensions are assigned starting with extension 100. If you want
all your extensionsto start in adifferent range, choose Tools > Options, and then
enter the Starting extension number under User auto suggestion.

—LCall Log
Dizplay |5U callz at a time

— Mame farmat
& First name Last name

" Last name, First name

— Uger auto suggestion

Starting extension number: |2DD
Starting station number: IS

QK I Cancel | Help |

Note: You can give the Operator user an extension other than the default of 0.
See “Changing the Operator’s extension from 0” on page 6-5.
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Assigning a station ID

The station assigned to a user of the type User isthe numeric identifier of the
telephone at the user’s default location. A station ID is not used for users of the
type ACD workgroup or IP Gateway.

Strata CS assumesthat auser islocated at the phone specified by theuser’ sstation
ID unless someone specifies otherwise.

n Inbound calls. Calsto the user’s extension ring that station, unlessthe
user routes calls elsewhere by using call forwarding or arouting list.

n Outbound calls. Callsfromthat station appear inthe Call Log asfrom the
user and are subject to the user’ s dialing restrictions and permissions,
unless another user logsin to that station.

Outbound calls from a station are identified by Strata CS as belonging to
one of the following:

n The user logged in using the telephone commands.

n If nooneislogged in using the telephone commands, the user who
last logged in using the Client.

n If nooneelseislogged in, the default user for that station.

When you create a new user of the type User, you can accept the station 1D
suggested automatically by Strata CS, or you can assign adifferent one. StrataCS
suggests the next-highest station 1D that has not yet been assigned, and it reuses
station IDs that have been unassigned. By default, new station IDs are assigned
starting with station ID 1. If you want to start with a different station 1D, choose
Tools > Options, and then enter the Starting station number under User auto
suggestion.

Station 1D corresponds to the interface on the M S| board to which the station is
connected. On systemswith analog trunks, this number is often the same number
asthat displayed on the BCP connection jack to which the phone is attached.

n If you are using analog trunks and the BCP panel, assign station ID 1 to
your operator and station 1Ds 2-4 to people who are assigned to answer
phonesin the event of asystem failure. With analog phone service, Strata
CS'sWatchdog mode provides limited tel ephone support if power failsor
the Windows NT/2000 server goes down. In Watchdog mode, the
Dialogic hardware routes the first 4 incoming analog trunks to the first 4
stations (station IDs 1-4).

n For auser without a physical telephone (for example, a voice mail-only
user, an ACD workgroup, or a user who works permanently off-site),
assign station 1D 0.
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All stations must be assigned to a user, even phones that are not associated with
an individual in the workplace, such as a conference room phone. To represent
such phones, createdummy userscalled “ Conference Room 1,” “Mail room,” and
so forth, and assign the stations to them.

Linking users and phones

In Strata CS, the computer—not the user—islinked to the telephone. Each Client
workstation has an assigned phone, whichisusually bethe phoneclosest toit. The
station 1D of the phone is specified during the Client installation and is stored in
the computer’ s Windows Registry. |

Mty Extension
is 115

User has an extension
that tells callers how to
dial him..

Default
(Station D)
Temporary
Station

| The User has a default
station that tells
Strata S where to

ring him ...

..hut he can change to a
temporary station with
call forwarding..

A Client computer also has a default
station, so that whoewver logs into the
Client from it can use its phone to
make recordings and place calls.

Itisimportant to understand the distinction between auser’ s extension and station
ID:

n Extension. The number that callersdial to reach the user, not the number
they dial to reach the telephone on the user’ s desk. Because users can set
up call forwarding or routing liststo route their calls elsewhere, acall to
auser’s extension might actually ring another phone in the office, their
home phone, a cell phone, and so on.

n Station ID. Thestation ID representsthe physical telephonejack assigned
tothe user. A station ID isnever dialed. The number corresponds to the
MSI board interface that the phoneis plugged into. To identify aphone’s
station 1D, pick up the phone and dial *0.
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Assigning multiple users to the same station. Y ou can give multiple users
the same station |1 D, which meansthey share the same phone. Outgoing callsfrom
the phone are attributed in the Call Log to the user who logged on most recently.

For example, Steve and Dorothy work different shifts, but they share the same
computer and phone. At the beginning of his shift, Stevelogs on to the Client. In
the Call Log, the From column for calls he makes contains “ Steve”. At the end of
his shift he logs off and exits the Client. Dorothy then starts work, and makes a
call using the telephone. Because sheforgot tologin, thiscall isalso identified in
the Call Log as having been placed by Steve. After Dorothy logsin, either viathe
Client or the telephone commands, the station isin her name and the calls she
makes are attributed to her in the Call Log.

Logging in at a station other than the assigned one. A user cantemporarily
log in to someone else' s default station, either through the telephone commands
or the Client. While logged in, Strata CS treats outgoing calls as coming from the
user, and appliesthe user’ sown dialing permissions and permissions. Calsto the
user appear in the Call Monitor. However, calls do not ring at this phone unless
the user forwarded callsto the new location or selected “ Take Call” from the Call
Monitor. Calls for the default user at the location still ring there, but are not
displayed in the Call Monitor.

When the user logs off, the station revertsto its default extension. To find out the
default extension for a phone, dial *0.

n Tolog off using the telephone commands, hang up the phone.

n Tolog off using the Client, exit the Client or log in as adifferent user.

Reconfiguring a station for a different phone. Each Strata CS Client is
configured to work with a specific station. For example, if you move auser's
Client workstation to a different office with a different phone, you must change
the station ID, as described in “ Assigning a station ID” on page 6-11.

Assigning a DID number

Y ou can assign aDID number to auser from the block of numbers provided by
your telephone company or T1 provider. When Strata CS recognizes this number
asthefina digitson aninbound call, the caller isautomatically connected to this
user, bypassing the main auto attendant.

To assign multiple DID numbers to a user, separate each number with acomma
(,). For moreinformation about DID, see“ANI/DID digit collection” on page 5-5.
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Creating a password

Enter a numeric Password used to access the user’s voice mail, options, and to
start the Strata CS Client. The minimum password length for your systemis
specified in the General tab of the System Settings dialog box. The password can
be changed either on thistab or in the Client.

Retype the new password in the Confirmation field.

Setting up a personal operator

By default, Strata CS dials the Operator user’s extension whenever acaller
presses 0 while listening to a user's greeting or leaving a message. To transfer
calls to another user instead (for example, a departmental operator, personal
assistant, or other auto attendant), select the user from the Operator drop-down
list on the General tab. For more information about operators, see “The Admin
and Operator users’ on page 6-4. A persona operator can be also be set in the
Strata CS Client.

Choosing a language for telephone prompts

On the General tab, in the Telephone prompts drop-down list, select the
language that you want to be used. When the user logsin or isidentified on the
telephone, Strata CS automatically switchesto this language for all subsequent
system prompts for that user. The language can be also be set in the Strata CS
Client. This setting does not affect the prompts that callers hear.

Editing a user’s Client settings

A user’s Contacts, Greetings, Routing list settings, and Call rules can only be
viewed or changed in the Strata CS Client.

To edit these settings from the Administrator, click Edit All Client Settings from
any tab. The Client starts, automatically logged in to the user’ s account without
your having to enter the user’s password. For privacy reasons, the Call Monitor
and V oice Messagesviewsare hidden. Using the Client you can view and edit any
of the user’s custom settings.

The Client must be installed on the same computer as the Administrator for you
to use this feature.
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The Recordings tab

Y ou allocate spacefor auser’ svoicefileson the Recordingstab of the User dialog
box. For existing users, thisdialog box displaysthe amount of allocated space (in
minutes) that is currently used for the user’s mailbox, recorded greetings, and

voicetitles. Thisinformation isalso shownin MB and as a percentage of the total

space allocated.

Motifications I Call Handling I Phonel Dialing I Permissionsl Other I
— Mailbox - 1.08 minutes used [0.50 MB / 5.4%)

+ Mailbox with |2D minute max size [9.2 ME]
= Mo mailbox

= | Surichrariee with Exchatae seren maitoy:

Send call fecordings to: | this user j

— Greetings and voice titles - 0.29 minutes used (013 MB / 2.9%)

M aximum gtorage: I‘I 0 minutes (4.6 ME]

Woice Litle:
°| 'l- B in‘lj
| Fieady to play
Frevious | Megt | QK | Cancel | Help

Allocating space for voice messages

InMailbox with __minute max size, enter the number of minutes worth of voice
messages the user can save.

Choosethe default setting of 20 minutes(9.2MB of storage) for typical users. You
may need to increase the default for users who record calls, because call
recordings (including those that were e-mailed to the user) are stored in the user's
mailbox.

To create an extension at which no messages are |eft, for example, a conference
room or an |P Gateway user, check No mailbox.

Allocating space for recorded greetings and voice titles

In Maximum storage, enter the number of minutes of recorded greetings and
voicetitlesthe user can save. The Maximum storage size can be also be set inthe
Strata CS Client.

CHAPTER 6. MANAGING USERS AND STATIONS 6-15
| BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



The default setting of 10 minutes requires 4.6MB of storage. The Administrator
posts awarning message if the total allotment of voice message and greeting
space for all users exceeds the available disk space on the Strata CS Server.

Voice titles can be recorded either from this tab or in the Strata CS Client.

Enabling Microsoft Exchange Server synchronization

Y ou can enable synchronization of a user’s Strata CS voice mail messages with
the corresponding e-mail notifications in Exchange.

To enable synchronization

1. Check Synchronize with Exchange Server mailbox. If thiscontrol is
disabled, first set up Exchange Server notification on the Other tab of
the System Settings dialog box. For more information, see “ Setting up
Microsoft Exchange synchronization” on page 4-18.

2. Enter the user’s Exchange Server mailbox. This can be obtained from
Microsoft Exchange.

Note: Exchange Server mailboxes must not be confused with the
e-mail address supplied when setting up e-mail notification for the user
(see “Setting e-mail notification” on page 6-18). One of the e-mail
addresses specified for the user for e-mail notification must route e-mail
to the Exchange Server mailbox that you specify here.

Setting up call recording

By default, call recordings are sent to the mailbox of the user who made them.
Select anamefromthe Send call recordings to drop-down list on the Recordings
tab to send recordings made by the user to another user’s mailbox.

Note: This option is disabled if the user has been prevented from making call
recordings.
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The Notifications tab

Y ou can set Strata CS to send an e-mail message or call a pager whenever a user
receives a new voice message. Thisfeatureis convenient for users who work at

remote locations and do not use the Client program.Y ou can receive notifications
for al voice messages or for urgent messages only.

£ Kevin Flaherty - User E

EallHandIingI Phonel Dialingl Permissionsl Dtherl

General I Fecordings |

— After receiving a message, notify this user via g-mail:

IDD not send e-mail notifications j

E-mail address(es]: |

IDD not attach voice message j

Sehedule. |

— After receiving a message, notify this user via pager:

Do not zend pager notifications j

Page using: IS - Phone nurmber j

Dial zequence: |

Click Help for inserting special codes such as caller 1D into your page.

Sehedule. |

Frevious Megt QK | Cancel | Help |

E-mail notifications can contain:
n Caler'sname
n Phone number at which call originated
n Strata CS extension at which message was | eft
n Voice message length
n Notes associated with the message

n Voice message as an attachment

Pager notifications can contain:
n Cdler ID for message
n Strata CS extension that was dialed
n Voice message length
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Setting e-mail notification

Make sure e-mail notification is configured properly as described in Srata CS
Installation & Maintenance Manual. See “ Configuring e-mail notification
support” in Chapter 10 of that manual for more information.

On the Notifications tab, under After receiving a message, notify this user via
e-mail, select one of the following options from the drop-down list:

n Do not send e-mail notifications. The user does not receive e-mail
notification of new voice messages.

n Send e-mail for all messages. The user receives an e-mail notification
whenever they receive a new voice message.

n Send e-mail for urgent messages only. The user receives an e-mail
notification whenever they receive avoice message marked urgent.

In the E-mail address(es) field, enter the e-mail address to which notifications
are sent. Separate multiple addresses by semicolons (;).

Note: Valid e-mail addresses must be in the format user@company . com or be
resolvable via the address book of the e-mail client configured on the Strata CS
Server. For example, the e-mail address “Bob Smith” will work if the address book
is configured to look up or resolve on that name.

In the next drop-down list, set whether the voice message isattached to the e-mail
asa.WAV file, by selecting one of the following:

n Do not attach voice message. The voice message is not attached to the
e-mail.

n Attach voice message. Messages are attached to the e-mail and also
appear in the user’s Strata CS Inbox marked as unheard.

n Attach voice message and mark as heard. Messages are attached to
the e-mail and appear in the user’s Inbox marked as already heard.

n Attach voice message and delete from Inbox. Messages are attached
to the e-mail only, and do not appear in the user’ s Inbox. Y ou cannot
select this option if Exchange synchronization is enabled for a user (see
“Enabling Microsoft Exchange Server synchronization” on page 6-16).

Setting pager notification

On the Notifications tab, under After receiving a message, notify this user via
pager, select one of the following options from the drop-down list:

n Do not send pager notifications. The user does not receive pager
notification of new voice messages.

n Send a page for all messages. Theuser receives apagewhenever anew
VOIiCe message arrives.
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n Send a page for urgent messages only. The user receives a page
whenever a voice message marked urgent arrives.

In the Page using field, select the dialing service that you want Strata CS to use
to dial the user’s pager.

IntheDial Sequence field, enter thedia string for the pager, including the phone
number of the paging service and the pager's PIN if required. The dial string can
contain any touch tone digit (0-9, *, #). Y ou can enter commas to indicate
1-second pausesin the dial sequence.

Y ou can also use the following specia characters to add information to the page:

n | orisendsthecaller ID number (for an external call) or Strata CS
extension (for an internal call).

n E or esendsthe Strata CS extension that the caller dialed.

n L or | sendsthe length of the voice message in seconds.

For example, the dial sequence 18007771000, ,,1245983#E causes Strata CSto
dia the paging service, pause for 3 seconds, enter the pager’s PIN (1245983)
followed by # to indicate end-of-PIN, enter your extension (where the voice
message was| eft), and then hang up. In thisexample, your pager displaysonly the
extension number.

If usersreceive only the last portion of the pager data specified, there are not
enough pauses between the pager number and the information. If this problem
occurs, add more commeas.

Note: Do not enter multiple stars (*) in a row in the pager string. Use only one star
to send a dash. Multiple consecutive stars can terminate the page message.

Scheduling notifications

Y ou can schedule notifications to occur at specific times, for example, during
business hours, after business hours on work days, and so on. Y ou can also set up
custom hours. Notifications can also be scheduled in the Strata CS Client.

For information about how to set up business hours to use when scheduling
notifications, see “Business Hours’ on page 4-5.

Note: When you turn e-mail or pager notification on for a user, by default Strata
CS sends notifications 24 hours a day, 7 days a week. If this is what you want to
do, you do not need to schedule notifications.

A schedule containsindividual timerulesthat are added together. For example, if
you want a user to be notified of new voice messages during business hours and
all day on holidays, you would add a time rule for “during business hours” and
another timerule for “on holidays.” Y ou (or users) can define custom time rules
for even greater precision.
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Y ou can enable or disable each time rule, as needed. For example, if you do not
want a user to be paged during a specific upcoming holiday, disable thetimerule
for “on holidays.” Y ou can enable the rule after the holiday has passed.

Defining a schedule for e-mail and pager notification

On the Natifications tab, click Schedule to schedule e-mail or pager
notifications. A Schedule button is provided in each area, but is disabled unless
you have chosen to send notifications. The Schedule E-mail Notifications or the
Schedule Pager Notifications dialog box opens.

Schedule E-mail Motifications
= Alwaps send a notification

+ Only send a notification during the following times:

Enabled| Description

During busi

Edi. | Delte |

QK | Cancel | Help |

The Schedule E-mail Notifications and Schedule Pager Notifications dialog
boxes list the schedules that have been defined so far, if any. Click one of the
following:

n Always send a notification. The schedule (if any has been set up) is
ignored, and the user receives notification of new voice messages at all
times.

n Only send a notification during the following times. The user receives
notification only during the times specified in the schedule.

6-20 STRATA CS ADMINISTRATOR MANUAL
BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



To add a schedule entry

1. Toadd ascheduleentry, click Add. The Schedule Notification dialog
box opens.

Schedule Notification

Thiz schedule entry occurs:

= During honbusiness hours

= After business hours on workdays

= On norworkdays Business Hours... |
" On holid
R [Eustanm Haurs. . |
= During custom hours
¥ Enable this schedule action

QK I Cancel | Help |

2. Toview or change the business and holiday hours used for scheduling,
or to create other setsof businesshours, click Business Hours. See“To
define business hours and holidays’ on page 4-6.

3. Under This schedule entry occurs, choose one of the following time
periods during which you want to notify the user of new voice messages.
The examples below assume that business hours are Monday through
Friday, 9:00 am. to 5:00 p.m. and that the setting shown in the previous
illustration has been made:

n During business hours. In this example, notifications are not sent
during business hours.

n During nonbusiness hours. Notifications are sent at all times other
than business hours, including early mornings, evenings, weekends
and holidays. In thisexample, notifications are sent Monday through
Friday, 5:01 pm to 8:59 am, and on Saturdays, Sundays, and
holidays.

n After business hours on work days. In this example, notifications
are not sent Monday through Friday, 5:01 pm to 8:59 am.

n On nonwork days. In this example, notifications are not sent on
Saturdays and Sundays.

n On holidays. In thisexample, notifications are not sent on holidays.

n During custom hours. Notifications are sent during specific days
and hours independent of the business and holiday hours already
defined. See “Setting up custom timerules’ below.

4. Besuretocheck Enable this schedule action, and then click OK. Now
the scheduleincludesthetimerule you just created and you are returned
to the Schedule E-mail Notifications or Schedule Pager Notifications
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dialog box. Add moretime rules as needed, and then click OK whenyou
arefinished.

Setting up custom time rules

Y ou can define a custom time rule that is not related to your office' s business
hours and holidays and use it to schedule natifications, auto attendant actions
(described in Chapter 9), and routing rules (described in Chapter 8). Custom time
rules use custom hours, which are specific to the user, auto attendant, or routing
rule for which you create them. That is, the custom hours you set up for a user do
not apply automatically to other users. Custom hoursfor auser can also be set up
in the Strata CS Client.

When setting a custom time rule, you can enter dates and times in most
formats—they are converted to a standard format based on your Windows
regional settings.

To set up a custom time rule

1. Click Custom Hours in either the Schedule Notification dial og box (for
users) or the Schedule Action dialog box (for auto attendants). The
Custom Hours dialog box opens.

Thiz schedule will be active on the following days:

Draps: Hours:
I Monday |
¥ Tuesday [5:00 Pid - £:00 PM

I~ Wednesday |
¥ Thursday |5:DD P - 8:00 PM
I~ FEriday |
I~ Saturday |
I~ Sunday |

QK | Cancel | Help |

2. OntheDaystab, check each day of the week when you want the custom
schedule to be active. If you leave the Hours field blank for a selected
day, the entire day isincluded in the custom schedule. To include only
part of aday, enter starting and ending hours for the included period.
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3. OntheDatestab, click Add if you want to apply the custom schedule to
a specific date.

Days Dates I

Thiz schedule will be active on the following dates:

Date Times

11/29/1993 2:00:00 AM - 12:00:00 PM
12/26/1933 All day

Edit.. | Delete |

ak. | Cancel | Help |

4. Inthe Custom Date dialog box, type the Custom Date, and then click
All day or Partial day. For apartia day, enter starting and ending times
to indicate the hours that are included in the custom schedule.

Custom Date

Custam date: [11,/29/1939

Al day Lo

Partial day hours

Active hours begin at: IDQ:UU b
Active hours gnd at; |1 200 P

0k I Cancel | Help |

5. Click OK to add the custom date.

CHAPTER 6. MANAGING USERS AND STATIONS 6-23

| BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



The Call Handling tab

Y ou set up call screening and call announcing for auser on the Call Handling tab.
These options can aso be set in the Strata CS Client.

£ Kevin Flaherty - User E

Phonel Dialingl Permissionsl Dtherl

Generall Hecordingsl Motifications §

— LCall handling
I Announce who the call is for

Screen and announce the caller for these types of calls:
W Intemnal ¥ Estemnal I~ Estemnal Direct

¥ sk callers without a voice title for their narme

[~ Ifcaller ID is present, do nat ask for their name

I Announce who is ransferring

i~ Dial-by-name optian:
¥ List in dial-by-name directorny

¥ | Elay extersion ta the caller

Call Eorwarding... |

Frevious | Megt | QK | Cancel | Help |

Check Announce who the call is for to have Strata CS announce who the call is
for when the user answers the phone. This feature is useful if the user shares a
phone. It isalso convenient to have call announcing turned on if the user receives
phone both personal and ACD workgroup calls. If call announcing is not turned
on, calls are connected directly without being announced.

Under Screen and announce the caller’s name for these types of calls, if you
want Strata CS to screen calls and announce the caller’'s name. Choose any of the
following types of calls:

n Internal. Callsfrom another Strata CS user.

n External. External calls routed to the user by an auto attendant or
operator.

n External direct. Calls dialed directly using the user’s DID number, or
callsthat comein on atrunk configured to send callsto this user.

Check Ask callers without a voice title for their name for Strata CS to prompt
callersto say their namesif no voicetitleshave been recorded for them. If the user
has a phone with caller 1D, check If caller ID is present, do not ask for their
name to avoid prompting callers to identify themselves unnecessarily.

Check Announce who is transferring for Strata CSto play the voicetitle of the
user who is transferring acall.

6-24

STRATA CS ADMINISTRATOR MANUAL

BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



Setting up call forwarding

Call forwarding directs the user’ sincoming calls to ring at another phone, either
another extension or an external number.

A changeto call forwarding automatically updatesthe Where | Am locationin all

the user’srouting lists. The Where | Am location is normally thefirst entry in a

routing list. When call forwarding isturned on, arouting list ringsthe forwarding

phone number instead of the user’'s default station. Call forwarding options can

also be set in the Strata CS Client. For more information about routing lists, see
| Srata CSClient User Guide.

Note: The call forwarding settings in this dialog box may be overridden if a user

changes the active settings directly or applies a personal status with different call

forwarding preferences. However, neither of these actions changes the settings in

this dialog box. For more information about personal status and the active settings,
| see Strata CS Client User Guide.

To turn on call forwarding

1. Fromthe Call Handling tab of the User dialog box, click Call
Forwarding. The Call Forwarding dialog box opens.

Call Fowarding

v Fonward Calls [change "where | am' )

to another extension... Lall using: Ig - Phone number

=
MHumber: I il

= | Esttermpt Cenfreq/FEE tarster

to my home number...

to my second home number. .
to my mobile phone. ..

ta another number...

—when forwarding calls to an external number
Call number for |30 seconds
I~ Prompt recipient for password

I~ Prompt recipient to accept or decline call

I lgnore call rules and use Standard routing list

QK I Cancel | Help |

2. Check Forward Calls (change “where | am”) and select one of the
following from the list of locations:

n Toforward callsto another extension, select to another extension
in thelist of locations and then select the extension from the
drop-down list.

n Toforward callsto an external phone number, Internet address or
other destination, select the appropriate category intheleft pane, and
then enter the dialing service in the Call using field and number in
the Number field.
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n  See“Forwarding callsover Centrex/PBX trunks’ on page 6-27 for an
explanation of the Attempt Centrex/PBX Transfer field.

Note: When you forward calls to a mobile phone, make sure that you
check Prompt recipient to accept or decline call. See “Mobile phone
issues with forwarded calls” on page 6-27.

3. Under When forwarding calls to an external number, choose any of
the following:

n Call number for __seconds. Determines for how long acall rings
at the forwarded phone before proceeding to the next step on the
user’srouting list (usually voice mail). If the option Prompt
recipient for password or Prompt recipient to accept or decline
call is checked (described below), you must allow at least 30
seconds. Otherwise the call might be sent to voice mail before the
user finishes listening and responding to the prompts.

n Promptrecipient for password. If checked, the person who picksup
the phone hears, “Call for <the user’ s voice title>. Please connect
me.” To be connected to the caller, the user must enter avalid Strata
CS password. Choosing this option ensures that only users can
receive their forwarded calls.

Thisoption is used only when calls are forwarded to an external
number and the user has a voice title recorded. See “Recording the
new user’s voice title and greeting” on page 6-41.

n Prompt recipient to accept or decline call. If checked, when the
user picks up the phone, Strata CS announcesthecaller (“Call from™)
and intended recipient (“Call for”) and offers the option to accept or
decline the call. Declined calls proceed to the next step in the user’s
routing list, usualy voice mail.

Thisoption is used only when forwarding calls to an external
number. When forwarding to an internal extension, the user’'s call
screening settings are used. See “The Call Handling tab” on

page 6-24.

4. Select Ignore call rules and use Standard routing list if you want to
sends all of the user’sincoming callsto the forwarded phone. This
setting disablesthe user’ scall rulesand usesthe Standard routing list for
al calls. See Srata CSClient User Guide for an explanation of routing |
listsand call rules.

Leaving thisfield unchecked keepsthe user’ sactiverouting list and call
rulesin effect, which means that some calls might ring el sewhere than
the forwarded phone.

5. Click OK.
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To turn the user’s call forwarding off, uncheck Forward Calls in the Call
Forwarding dialog box.

Mobile phone issues with forwarded calls

Callsto amobile phone are picked up by the mobile phone company first, and
then passed to the individual phone. When Strata CS detects the first pickup, it
stops proceeding down the routing list, whether or not anyone has actually
answered the mobile phone. For this reason, when forwarding calls to a mobile
phone, always check Prompt recipient to accept or decline call. Strata CSthen
relies on user input to signal a connection, and proceeds down the routing list
unless someone explicitly accepts the forwarded call.

Call forwarding and voice mail
If aforwarded call isnot answered, it is sent to the user’ s voice mail.

To completely transfer auser’ s callsto another user's phone, so that the other user
receives voice mail as well asthe calls themselves, do not use call forwarding.
Instead, use the Client to create arouting list whose final action is Transfer to

I Extension, and make it the user’s active routing list. See Srata CSClient User
Guide.

Forwarding calls over Centrex/PBX trunks

If your Server uses Centrex trunks or if it is connected to an external PBX, you
can forward calls using the option Attempt Centrex/PBX transfer, which
economizes Strata CS's trunk usage.

If this option is checked, Strata CS attemptsto route the user’ sincoming calls out
to the forwarding number on the sametrunk line using a Centrex or external PBX
transfer, thus saving two Strata CStrunks. Strata CS makes the attempt only when
the incoming call is on an analog Centrex/PBX line; it routes incoming calls on

other trunk typesto the forwarding number in the usual way, using asecond trunk.

Note: Forwarding calls with this method avoids tying up extra trunks. However,
when a call is routed out using a Centrex/PBX transfer, Strata CS loses control of
it and cannot send it to subsequent steps on the user’s routing list. For example,
after a call is transferred using Centrex/PBX, it does not go to voice mail.

Thisoption is also available when specifying external phone numbersin auser’s
| routing list. See Srata CS Client User Guide.

Listing a user in the dial-by-name directory

To include auser's name in the dial-by-name directory that callers can search,
check List in dial-by-name directory on the Call handling tab. This option can
also be set in the Strata CS Client.
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To play auser'sextension along with the user’'s name when call ers choose the user
from the dia-by-name directory, check Play extension to the caller. Thisoption
can also be set in the Strata CS Client.

Note: This checkbox is enabled only if Present names using numbered list is
selected in the System Settings.

The Phone tab

Certain anal og telephones support special features, known as CLASS features.
Not all phones support all features. For alist of phones that have these features,
see Srata CSlnstallation & Maintenance Manual. If a user has a phone that
supports one or more of these features, you activate them on the Phone tab.

£ Kevin Flaherty - User E

Generall Hecordingsl Notificationsl Call Handling

ialing I Permissionsl Other I

— Uze the following features on this user's phone
[~ Caller ID
[~ Caller ID on call waiting
I~ Message waiting indicator

¥ Stutter tone

— I Pad extensions when sent as Caller ID

Badding posiion: [ After extension El
Fadding character: IU j
— Setting:
Bing phone for |20 seconds
Send digits to station: IDU ot send digits j
Frevious | Megt | QK | Cancel | Help |

Activating features for CLASS phones

Under Use the following features on this user’s phone, check each of the
following features that is supported on the user’ s phone. These options can also
be set in the Strata CS Client.

n Caller ID. Strata CS sends caller ID name and phone number to the user's
phone on an incoming call, along with the date and time of the call. Caller
ID issent for Strata CS users and external callers, aswell asfor contacts
who can beidentified by Strata CS. Strata CS may also send:

“P”, indicating that the calling party blocked transmission of
caler ID

n “O", indicating that caller 1D information was not available.
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n Caller ID on call waiting. Strata CS delivers caller ID information while
the user ison another call, so the user can decide whether or not to accept
the incoming call.

When thisoptionisused, thefirst call waiting beep isadifferent tonethan
the second beep, that because thefirst beep isa special ADSI Alert Tone.
Y ou can change the volume of thefirst beep by modifying theregistry key
DXCH_ADSIALERT_AMPL. See “VoiceBoard channel settings’ on
page A-20.

n Message waiting indicator. Strata CS notifiesthe user when anew voice
message is received by activating the message waiting indicator on the
user’s phone.

n Stutter tone. Strata CS alerts the user to the existence of unheard
messages via a stutter dial tone when the user picks up the phone.

Padding extensions sent as caller ID on internal calls

For internal calls, Strata CS passes the user's extension as caller ID. Some caller
ID displays cannot handle caller ID strings of less than 10 digits. On the Phone
tab, check Pad extensions when sent as Caller ID to pad the short string so the
phones display extensions correctly. Choose a Padding position:

n Before extension. Pads before the extension with the padding character
you select, for example, ******* 186,

n After extension. Pads after the extension, for example, 186*******

Setting the number of seconds to ring the phone

Onthe Phonetab, inRing phone __seconds, enter the number of seconds Strata
CSrings auser’s extension before continuing with the user’ srouting list or
transferring to voice mail. This option can also be set in the Strata CS Client.

Note: In North America, caller ID is transmitted after the second ring. You must
increase this setting for caller ID phones in North America so that there is enough
time for caller ID to be displayed and read. See “Number of rings before answering
a call” on page 4-3.

Sending DTMF digits to stations

Usethisfeatureif you areintegrating athird-party device with Strata CS, such as
afax server or voice mail system. For more information, see “ Extending Strata
CSwith third-party devices’ on page 14-4.
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Activating features on Toshiba digital phone

If the user’ s phone is a Toshiba Strata (digital), the Phone tab displays a set of
options customized for the Strata’ s special features.

=10

.-'3_I Options

General | ‘oice Messages I Motification | Incoming Calls I Wigw

—Ring patkterns

Internal calls: ITwo second ring j i | |
External calls: ITwo second ring j i | |

—Phone settings

Button Feature Parameter =
Primary directory number

Primary directory number

< unassigned =

< unassigned =

< unassigned > ;l

1
2
3
4
]

LD idle message:

Ring volume: !

—Hands-free answering

[~ Enable hands-Free answering

Dial tone duration before going silent: Il seconds

Change Password, .. | OF I Cancel Help

Ring Patterns

In these fields, enter the number of seconds that you want Strata CStoring a
user’s extension before continuing with the user’ s routing list or transferring to
voice mail. You must allow enough time for caller ID to be displayed and read,
because caller ID information istransmitted after the first ring.

n Internal calls. Number of secondsto ring if the call isfrom another user.

n External calls. Number of secondsto ring if the call isfrom an external
number.

Phone settings

n Button settings list box. You can set each of the Strata’ s programmable
buttonsin thelist box under Phone settings. To set abutton, click onthe
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button number in the Button column, and then select afeature from the
drop-down list in the Feature column.

£ UserStrata 11 - User _'\'- x|

Generall Hecordingsl Notificationsl CallHandling ~ Phone | Dialingl Permissionsl Dtherl

r— Button setting

Bufton | Feature
Frimary directory number -

< unazzigned »
[0 not disturb
Primary directory humber
Secondary directory number
Park.

Send to voice mail

Parameter

Discornnect
Taka rall

Two of the selectionsin the feature column have parameters that must be
defined (See “ Secondary Directory Number parameters’ on page 6-32
and “Speed Dia parameters’ on page 6-31 for details).

There are two other fields in the Phone settings section:

RIS S

n LCD idle message. Enter the message that you want to appear on the
LCD display when the phone is not in use. This message usually shows
the user name and extension for the phone.

n Ring volume. This dider bar adjusts the default ring volume for the
phone.

Hands free answering
The Hands free answering section contains user options for hands-free mode.

n Enable Hands-free answering. Check this box to enable hands-free
answering for a user.

n Dial tone duration before going silent. Enter the time in seconds that
the user must wait between calls (before the dial tone ends). To end a
hands-free call, the user pressesthe Flash button or hangs up, but has to
wait for the phone to go off-hook again. During thistime the user hearsa
dia tone. Thissetting allows you to set the timeout to “0” so that the user
does not hear adial tone and returns to off-hook status immediately after
disconnecting from a call.

Speed Dial parameters

If you select the Speed Dial featurein the Button settings list box (see page 6-30)
and then click the button in the Parameter column, the Speed Dial window opens.
To speed-dial an extension, click Extension and select an extension from the
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drop-down list. To speed-dial an outside number, click Phone number, select the
number used to get an outside lineinthe Call using field, and then enter the phone
number that you want to dial in the Number field.

(" Eztension:
I Operator [ 0] j

(+ Phone number:

LCall using: IS - Phone number

=
Mumber:  [B540800 v

rng I Cancel | Help |

Secondary Directory Number parameters

If you select the Secondary Directory Number feature in the Button settingslist
box (see page 6-30) and then click the button in the Parameter column, the
Secondary Directory Number dialog box opens. In the Extension field, you can
select asecondary number from the drop-down list. If you check Ring this phone
when the extension is called, you can set your phoneto either ringimmediately,
or specify the number of seconds to wait before ringing.

Secondary Directory Number

Extension:

|+ Bing this phone when the extension is called

(+ Ring immediately %

(" Ring after |2D seconds
QK I Cancel | Help |
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The Dialing tab

Y ou can set up dialing permissions that allow a user to dial certain numbers and
that prevent the user from dialing certain other numbers on the Dialing tab.

£ Kevin Flaherty - User E

| Permissionsl Dtherl

Generall Fecordings I Matifications I Call Handling I Phaone

— Dialing permission

IUse dialing service permissions j

Mumbers beginning with Permizzion |

Add.. et | o

—Account code:

Inbound mode: I Optional non-verified j

Outbound made: IDptionaI non-verified j

I Allow automatic account code laokup

Frevious | Megt | QK | Cancel | Help |

Under Dialing permissions, specify the default behavior when auser dialsa
number:

n Use dialing service permissions. Appliesthe dialing permissions set up
for the dialing service used to place the outbound call.

n Allow all numbers except the following (ignore service permissions).
Allowsthe user to dial all numbers except those allowed or disallowed in
thelist.

n Disallow all numbers except the following (ignore service
permissions). Prevents the user from dialing any numbers except those
allowed or disallowed in the list.

n Use dialing service permissions except for the following. Appliesthe
dialing permissions set up for the dialing service used to place the
outbound call, except those allowed or disallowed in the list.

Numbers beginning with lists the beginning digits of phone numbers that this
user isalowed or not allowed to call. Click Add to open the Dialing Permission
dialog box and add a dialing permission. Click Edit to modify an existing dialing
permission.
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To set dialing permissions

1. IntheDialing Permission dialog box, chooseto Allow or Disallow calls,
and then enter the digits. The permission is applied whenever the user
dials a number beginning with the digits using the Phone Number
service.

2. InPhone numbers starting with, type a phone number or beginning
portion of a phone number. Include 1 before the number if it would
normally be dialed as part of the number, for example, 1800.

Untitled - Dialing Permission

IAIIDW vI phione numbers starting with I‘I and
(0] 4 I Cancel | Help |

3. Click OK to savethe dialing permission and return to the Dialing tab.

Global dialing permissions

Dialing permissions can be set on a per-user basis, or globally for al numbers
dialed using a Phone Number dialing service. It isrecommended that you first set
up dialing permissions at the dialing service level (see “Permissionstab” on
page 8-26). Then set user permissions only for those exceptions to the service
defaults when you need to allow or disallow additional numbers.

A user who attempts to dial arestricted number hears the message, “ Sorry, you
do not have permission to dial this number.” A user cannot include a restricted
number in arouting list, or forward callsto arestricted number. Commonly
blocked numbers include those listed in the following table.

Prefix Blocks

1 Long distance calls. Be aware that in some areas this may
block local calls as well.

011 International calls.

1550 Group conversation lines.
1554 Adult information services.
1900 Long distance programs.

1976 General information programs.

To block the same numbersfor all users, add a Phone Number dialing service that
blocksthe numbers (see“ Adding aPhone Number dialing service” on page 8-10).
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See “Permissions tab” on page 8-26 for more information about setting dialing
permissions, including a detailed example and an explanation of the order in
which dialing permissions are applied.

Setting account code modes

Account code modes determine when a user isto be prompted to enter an account
code. For more information, see “ Setting a user’ s account code modes’ on page
10-4.

If you select the Secondary Directory Number feature, the Secondary Directory
Number dialog box opens. In the Extension field, you can select a secondary
number from the drop-down list. If you check Ring this phone when the
extension is called, you can set your phoneto either ringimmediately, or specify
the number of seconds to wait before ringing.

Secondary Directory Number

Extension:

v Bing thiz phone when the extension is called

% Ring imrnediately %

" Rirg after |2D zeconds
(0] 4 I Cancel | Help |

If you select the Speed Dial feature, the Speed Dial window opens. To speed-dial
an extension, click Extension and select an extension from thedrop-down list. To
speed-dial an outside number, click Phone number, select the number used to get
an outside line in the Call using field, and then enter the phone number that you
want to dial in the Number field.

(" Extension:
IElperator [= 0] j

* Phane number:

LCall using: IS - Phone number

[ |
Mumber  [B540600 v

I\QK I Cancel | Help |
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Thelast feature in the list under Button settings iSCnf/Trn
(Conference/Transfer). Y ou can use thisfeature to set the Strata phone’ s Cnf/Trn
button for either a direct transfer or a menu assisted transfer.

Speed dial 354-0500

| 20 Speed dial
{0TEANGIN Crirect Transfer ;I
Diirect Transfer z

Menu dzsizted Transfer

Other settings
Three other settings are grouped at the bottom of the tab.

Seftings

Ring phane for |20 seconds

LCD idle message: IStrataUser‘I: 20

Ring wolume: ¥

InRing phone for __seconds, enter the number of secondsthat you want Strata
CStoring auser’s extension before continuing with the user’ s routing list or
transferring to voice mail. Y ou must allow enough time for caller 1D to be
displayed and read, because caller ID information is transmitted after the first
ring.

In LCD idle message, enter the message that you want to appear on the LCD
display when the phone is not in use. This message usually shows the user name
and extension for the phone.

TheRing volume dlider bar adjusts the default ring volume for the phone.
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The Permissions tab

The Permissions tab controls user access to Strata CS features. Users inherit

permissions from the roles to which they belong. To adjust individual

permissions, make changes in the Permissions pane. Changes take effect when

you click OK.

£ Operator - User

Generall Hecordingsl Notificationsl CallHandIingI F‘honel Dialing F'ermlsslonsl Dtherl

o
i

Access Call Center Reporter Use roles [Allow]
Place external call: when logged in wvia a trunk, Uze roles [Dizallow]

Place extemal calls fram a station Use roles [2llow)
Delete Call Log entries Usze roles [Disallow]
E=port of contacts Use roles [dllow]
Fanward or route calls to external numbers: Use roles [Allow]
Log on to the wieb client Usze roles [dllow]

|an an ba he Windows client 1 lze ralas o]

[~

~ Boles thiz user belongs to

_

Change... |

Previous | Meut | k. I Cancel

| her

Permissions are granted to users in the following categories:

n Standard
n Folder Visibility
n Administration

n Folder Access

When you add a user in Strata CS, the user inherits the permissions of therolesto
which that user is assigned. For example, in the previous figure, the user has

inherited permissions from the Usersrole.

Y ou can change a user’sindividual permissions, however, in the Permissions

pane, asfollows:

n Use roles (value). Permission for thisitem is determined by the user’'s
role memberships (described in the following section). The actual value

of the permission isdisplayed in parentheses.

n Allow. Thelisted feature (for example, exporting Contacts) isavailableto

the user.

n Disallow. Thefunction is not available to the user.
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n View and Edit. The specified tab or folder (such asthe Phone settings tab
or the Call Log folder) can be viewed and edited by the user.

n View only. The user can view the folder or tab, but cannot change it.
n No access. Thefolder or tab cannot be used or viewed by the user.

Individual permissions and roles

There are two types of permissions: individual permissions and roles. All users
have their permissions set to “use roles’ by default. This meansthat all users
inherit their permissionsfrom the rolesto which they have been assigned. If auser
belongs to more than one role, the highest level of permission is used.

By default, Strata CS creates the following two roles:

n Administrators. Thisrolehasfull permissions, and cannot be modified or
deleted. The Admin user isamember of the Administratorsrole group by
default and cannot be removed. The Admin user's permissions are set to
“useroles’ and cannot be changed. Each Administrator can use the
permissions as defined for the role, or can define other permissions that
override the current role permissions.

n Users. All new users automatically have thisrole.

Y ou can change apermission for arole by editing the Permissionstab inthe Role
dialog box of therole.

If afew people need different permissions, you can adjust their permissions
individually on the Permissions tab of the User dialog box of the user. Individual
permissions always override role permissions.

Adding a user to arole grants the same permissions to that user as any other user
with asimilar function. Removing a user from the role takes away the role's
permissionsfrom that user. Y ou can move users between roles and each time that
user inherits the permissions of the new role.

To change a user’ s role membership, on the Permissions tab of the User dialog
box, click Change. The Roles dialog box opens and in the left pane shows a list
of all roles. The user isamember of theroleslisted in Selected roles intheright
pane.

All roles: Selected roles:
Administrators Test Admin Assistants
Add > |
Doc group Test User Group
Users << Remove |
Mew Role... |
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Whenever auser’slist of rolesis changed, the “useroles’ values on the
Permissions tab are updated to reflect the new role configuration.

New Role

With Strata CS you can create anew role. A new role such asa Admin Assistant
isone or more usersthat have the same permissions (for example, cal or diaing
permissions). All users assigned to thisrole are automatically granted the same
permissions. There are two types of permissions: explicit and implicit. Explicit
permissions are those permissions granted directly to a user. No other users are
affected. Implicit permissions are those permissionsgranted to all the usersin that
role.

When auser attemptsto use the phone, that user's set of permissionsare based on
the intersection of that user's explicit and implicit permissions. A user's
permissions are awaysthe least restrictive of that user's explicit permissions and
the permissions of any role to which that user belongs. For this reason, the least
complicated way to administer usersisto create a new role and assign
permissions to those users rather than to individual users. Then you can change
individual users' permissions by adding or removing them from the role. Also, if
you need to grant new permissions, you can grant them to all membersin that role
in asingle operation.

To create anew role

1. IntheUsersview, choose User > New Role. A new Role dialog box
opens.

# Admin-Read - Role [ <]

General | Usersl Permissionsl Dialing Permissions I

Mame: |Admin-F| ead

Comments: Fiead-only Priv's ;I

QK I Cancel | Help |

2. Enter the name of the role and any comments about its function.

3. Select the Userstab to manage (add or remove) usersin therole.
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The Other tab

Click the Permissions tab to change the default permissions.

Click the Dialing Permissions tab to specify the types of numbers that
can be dialed based on the prefix. For example, 1-800 may be allowed,
while 1-900 may not allowed.

The Other tab contains user options for hands-free mode.

£ Kevin Flaherty - User E

Generall Hecordingsl Notificationsl EallHandIingI Phonel Dialingl Permissions

Hands free
I~ Enable hands free answering

I Allow dialing while hands free [requires dedicated voice resource)

Mumber of seconds to play dial tone before gaing silent: |1

Frevious | Megt | QK | Cancel | Help

To enable hands-free answering for a user, check Enable Hands-free
answering.

To alow dialing while in hands-free answering, check Allow dialing
while hands free (requires dedicated voice resource). If thisoption
isnot checked, a user must press Flash to get adial tone whilein
hands-free answering. When it is checked, the user can dial out directly
without having to press Flash.

InNumber of seconds to play dial tone before going silent, enter the
time in seconds that the user must wait between calls (before the dial
toneends.) To end ahands-free call, the user pressesthe Flash button or
hangs up, but hasto wait for the phone to go off-hook again. During this
timethe user hearsadial tone. This setting allows you to set the timeout
to “0” so that the user does not hear a dial tone and returns to off-hook
status immediately after disconnecting from acall.
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Managing users

For an overview of user properties, see“Adding auser in the User dialog box” on
page 6-8. Detailed procedures for setting these properties are described in the
sectionsstarting on page 6-9. This section describes other user management tasks.

Recording the new user’s voice title and greeting
After you create anew user, do the following:

n Record the user’s voice title. The voicetitleisused in many
call-screening features, for example, when an auto attendant transfers a
call. Thevoicetitle isarecording of the user's name that Strata CS fits
into its own prompts. It must not be along recording or greeting.

n You can record the user’ s voice title when you create the user at a
telephone extension or using the Administrator (on the Recording tab of
the User dialog box). A user can rerecord avoice title later using the
Client. For more information, see “Using the audio controls’ on
page 2-10.

n Record the user’s voice mail greeting. This greeting is the message
callers hear when they reach the user’ s voice mail. Y ou or the user must use the
Client to record the user’ s voice mail greeting.

Helping new users get started
To get new users up and running quickly on the system, give them copies of the
Srata CS Quick Reference Guide and the Srata CS Quick Reference Guide.

When you add a new user, a“Welcometo Strata CS” voice message is copied
automatically to the user’ s voice mailbox. This message helps the new user get
started by explaining how to record a voice title and create a custom voice mail
greeting using the telephone commands.

The information that new users must know includes:
n Their extensions and passwords.
n Their Direct Inward Dia numbers, if any.

n A list of your office's dialing services and access codes, along with
instructions about when to use each one.

n A list of special access codes, such as the codes for the Strata CS
dia-by-name directory and emergency services.
n Thepath they must usetoinstall Strata CS client applications, such asthe

Strata CS Client and the TAPI Service Provider. The default path is
<Servername>\NetSetup\Setup .exe.
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n For users who are automatic call distribution (ACD) agents, the
workgroup name to use when logging on and the password.

n Thetelephone key they must use at an auto attendant to log in from a
remote phone, if you have changed it from #.

n  Whether they have permission to make externa calls:

n From stations

n  When logged in from an outside phone

n Incall forwarding or routing list situations
n A list of any views or Optionstabsin the Client that they cannot access.
n  Whether they can record callsin the Call Monitor.

Updating users’ mail, greeting, and disk usage totals

The Users view displays the following for each user:
n Percentage of space alocated for mail storage that has been used

n Percentage of space allocated for greetings and voice titles that has been
used

n Total amount of allocated disk space (in MB) that has been used

To avoid slowing the opening and scrolling of the Usersview, Strata CS does not
dynamically recalculate the totals at any other time. Instead, thisinformation is
recalculated once aday at 1:00 am. Y ou can recalcul ate the totals at any time by
choosing Tools > Recalculate Disk Usage.

Moving a user

Each Strata CS Client is configured to work with a specific station ID. If you
move auser’s Client workstation to adifferent office, you must change the station
ID (see“Assigning astation ID” on page 6-11).

Deleting a user

Deleting a user prevents that user from using Strata CS and removes all of the
user’ svoice mail files from the system (unless the voice mailbox is being shared
with another user). A deleted user’s Call Log entries are left in place to maintain
an accurate and complete cal history on the system.

For information about deleting itemsin Strata CS, see “Deleting items’ on
page 2-9.

Note: You cannot delete the Administrator or Operator user.
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Managing stations

Thissection presentsinformation about adding a station and about phonesthat are
supported in Strata CS

Adding a station

To add a station to your Strata CS system

1. Using phone cable, connect the phone to the Dialogic MSI board or BCP
Control Panel at the Strata CS Server computer. See Srata CSlnstallation &
Maintenance Manual for instructions.

2. IntheUser’ sview of the Strata CS Administrator, assign the station to auser
(see “Assigning astation ID” on page 6-11).

Supported phones
Strata CS supports standard anal og touchtone tel ephones—called 2500 setsin

U.S. telephone terminology—for internal stations. Multi-line analog phones can
be used, but line use indicator lights may not perform correctly on some models.

Strata CS also supports phones with caller 1D displays and some phones with
message waiting lights. See Chapter 5 of Srata CSInstallation & Maintenance
Manual for alist of supported phones.

Supporting different types of CLASS phones
Two Strata CSregistry settings specify the format used to send caller ID or visual
message waiting indicator information to CLA SS phones. See“ M S station board
settings’ on page A-25 for more information.

Important: These two registry settings change the message format sent to all
phones connected to the specified MSI board.

Caller ID information
Caller ID information is sent to a display phone in one of the following formats:

n Single Data Message Format (SDMF), which sends the date, time, and
10-digit caller ID number.

n Multiple Data Message Format (MDMF), which sends the date, time,
10-digit caller ID number, and 15-digit caller name.

n United Kingdom message format (UK), which sends the date, time,
18-digit caller ID number, and 20-digit caller name. Thisinformation is
only delivered as caller ID on call waiting, that is, when the user ison
another call.
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The default format, MDMF, works for most display phones, as does SDMF.

Note: These formats specify only how Strata CS sends caller ID information to
CLASS phones. They do not affect how caller ID information is passed along with
a call by the phone company.

Visual message waiting indicator information
Visual message waiting indicator information is sent to adisplay phonein either
SDMF or MDMF.

The Strata CS default isthe SDMF format. |f the message waiting light on your
CLASS phone does not work, try changing the vMWI_FSK_FORMAT setting to
MDMF.

Viewing station activity

For information about how to view station activity and restart a station that is
experiencing problems, see “Monitoring station activity” on page 11-3.
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About Workgroups

A workgroup is agroup of related extensions or contacts. With Strata CS
workgroups you can manage how calls are directed to groups of users, IVR
Plug-ins, auto attendants, or queues. Workgroups appear inthe Workgroupsview.

Note: Workgroups replace Contact Groups, which were supported in prior
versions of Strata CS.

Strata CS provides two types of workgroups: public and personal.

Public workgroups are workgroups that callers from outside your company can
reach by dialing a number. Administrators and users with the appropriate
permissions can create public workgroups.

Personal workgroups are workgroups that users can create in the Client for their
personal use.

Strata CS workgroups offer the following benefits:

n The process of finding anindividual to take calls or to join a conference
is easier, because the Extensions view in the Client can be filtered by
workgroup.

n Any public workgroup member can pick up aringing cal within the
workgroup if an extension has been assigned.

n Callsto apublic workgroup simultaneously ring the phones of all the
extensionsthat are members of that workgroup (users, VR plug-ins, auto
attendants, queues, or contacts).

n  Whenworkgroup membersset their persona statusesto“ Do Not Disturb”
(see Srata CSClient User Guide) their phones do not ring when the
workgroup is called.

n  When workgroup members set their personal statusesto Where | Am (see
Srata CSClient User Guide) on their phones, callsto aworkgroup that
they areinring at the phone that has accepted the Where | Am from the
member.

n  When members set their personal statusesto Where | Am (see Srata CS
Client User Guide) on their phone to an external number, callsto a
workgroup that they are in do not ring the external number.
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Workgroups view

To add, edit, and delete public workgroups, click the Workgroups button in the
View bar to open the Workgroups view:
File Edit ew Tools workgroups Help

e & X 5|7

Workgroups

£

MName 4 | Extension| DID Comments
Group 1

23400 The limoz divisian,

‘wiarkgroups

Trunks

aum
300
Fnod
s

ing

[2Ttems [Admin (x100) [TvGOODKT &) & 4

Creating a Workgroup

To create a public workgroup, choose File > New > Workgroup and enter
information on the tabs in the Workgroup dialog box.

Using the General tab

On the General tab, you must enter the Name of the workgroup and at least one
member. Y ou can optionally add a note about the workgroup in the Description

field.
Server Test - Workgroup bs
General | Dialing I
Name: ISENE[ Test
Diescription: This is & workgroup with members who are on the Server test project.
— Member
Show:
IAII Vl
Awailable extensions: Members:
[ Cecilia 5t John -]
ﬂ Jaoshua Fields -
adlad | Y b Anatalia =
<< Bemaowe |
ak I Cancel Help
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To add members to the workgroup, select names from thelist of Available
extensions and click Add. Press CTRL to select multiple names from the list.

Use the up and down arrows next to the list of Members to arrange the order of
the members. The order in which the names appear can be used in conjunction
with aRouting List and the sequence can be either “top down” or “round robin”
for calling within the workgroup. Y ou can a so use the Remove button to delete
members from the list.

Using the Dialing tab

Use the Dialing tab to enter the workgroup's Extension number and its DID
number (for external calls). All of the information on the Dialing tab is optional.

Server Test - Workgroup E

Extension: |432

DID: I

Woice litle: .l )lll«l»l 5\L| ‘l e

¥ List in dial-by-name directorny

¥ | Ela extersiom to the caller

Calling this *orkgroup will ing all users' phone:

Ring time in seconds: |2D

If ho answer, ransfer: IDpe[atm [0 j

QK Cancel Help

Assigning an extension

Assign an Extension number that callers can dial to reach the workgroup. For
more information about extension requirements and restrictions, see “ Assigning
an extension” on page 6-10.

When no extension number is entered, the workgroup cannot be called by the auto
attendant or tel ephone commands, and users cannot use the Workgroup pickup
option (*99) to retrieve ringing calls within their workgroup. For more
information about extensions, see Srata CS Client User Guide.
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Assigning a DID number to a workgroup

Y ou can assign aDID number to aworkgroup from the block of numbers
provided by your telephone. When Strata CS recognizes this number asthe fina
digitson aninbound call, the caller is automatically connected to thisworkgroup,
bypassing the main auto attendant.

To assign multiple DID numbers to a workgroup, separate each number with a
comma.(,). For more information about DID, see“ ANI/DID digit collection” on

page 5-5.

Adding a voice title

After you create aworkgroup, you can add a voice title so the workgroup can be
listed in the dial-by-name directory. For more information, see “Using the audio
controls’ on page 2-10.

Transferring unanswered calls

Y ou can specify the number of seconds beforeacall istransferred to the operator.
By default, Strata CS transfers the call to the workgroup’ s operator (a person
designated to answer calls for the workgroup) whenever the time-out parameter
is exceeded. To transfer calls to another user, for example, a departmental
operator or other auto attendant, select the user from the if no answer, transfer
drop-down list on the Dialing tab.

Listing workgroups in the dial-by-name directory

Y ou can choose to have the workgroup displayed in the organization’s
dial-by-name directory or to play the workgroup’s extension when the extension
number is dialed after the time limit has expired for the phone to ring.
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About dialing services

Y our Strata CS Server can place outbound phone callsover several different types
of trunk. A Strata CS dialing serviceis used to manage calls over a specific type
of trunk. For example, a Phone Number dialing serviceis used to manage calls
over agroup of PSTN trunks, while an Internet Address dialing serviceisused to
manage calls over agroup of Internet trunks. A dialing service creates a
prioritized list of trunksthat can be used to placethecall. Thecall isthen alocated
to the highest priority available trunk.

Each dialing service has an access code that users must dial when they begin to
place acall. The access code tells Strata CS which dialing service to use. For
example, users might dial 9 plus a phone number to use a Phone Number dialing
service, or 71 plus an IP address to use an Internet Address dialing service.

Dialing service types

Strata CS supports the following types of dialing services:

n Phone Number service. Used to dial standard phone numbers over the
public telephone network. Y ou can specify long distance prefix, area
code, and other information to reflect the telephone company’ s dialing
plan. For many installations, a Phone Number service isthe only type of
dialing service needed.

See “Adding a Phone Number dialing service” on page 8-10.

n Centrex/PBX Extension service. Used to dia Centrex extensions, PBX
extensions, or other custom numbers over analog and digital trunks that
are connected to external switches such as the phone company’s Centrex
service or an external PBX. Y ou can specify the minimum and maximum
digits your Centrex/PBX service uses.

See “Adding a Centrex/PBX Extension service” on page 8-12.

n Internet Address service. Used to dial Internet addresses over Internet
trunks. With this service, users can pick up aphone and dial an |P address
(for example, a number such as 123*456* 78* 90) to connect to H.323
devices such as NetMeeting. Users can aso place such calls from the
Client using either IP addresses or domain names (for example, aname
such asvoip.mycompany . com).

See “Adding an Internet Address service” on page 8-14.

n Internet-to-Phone Number service. Gateway service used to dial a
phone number through another Strata CS Server at aremote location. The
call connectsto the remote Server using the Internet or a private TCP/IP
network, and then the phone number is dialed from that Server.

See “Adding an Internet-to-Phone Number service” on page 8-15.
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n Internet-to-Centrex/PBX Extension service. Gateway service used to
dia Centrex or PBX extensionsor other custom numbers through another
Strata CS Server at aremote location. The call connects to the remote
Server using the Internet or a private TCP/IP network, and the number is
dialed from that Server. With this type of service you can directly dia a
Strata CS extension on the remote Server, or 411, or # to log into an
account on the remote Server.

See “Adding an Internet-to-Centrex/PBX Extension service” on
page 8-17.

n Routing service. A diaing servicethat routes callsthrough other dialing
services.

See “Routing services’ on page 8-29 for detailed information.

The default dialing service

Y ou may not need to create any dialing services. Strata CS automatically creates
adefault dialing service named “ Phone Number,” with an access code of 9. Phone
Number includes al phone number trunks (analog or digital). With this diaing
service, auser can pick up the phone and dial 9 plus a phone number. Strata CS
then places the call on thefirst available trunk. Thisdialing service is often the
only dialing service that a company needs.

Using routing services to manage other dialing services

If you need to create severa different dialing services, you may be able to
simplify dialing for your users by creating routing services. A routing serviceis
a special type of dialing service that routes the number dialed to other dialing
services. A routing service prioritizes the dialing services by following rules
based on the phone number dialed and, optionally, on the time of day or day of
the week. A routing service can do the following:

n Allow usersto dial asingle access code for all their phone calls. Routing
rules can automatically determinethe best dialing servicefor agiven call,
and are not limited to a single type of trunk.

n Automatically route acall to trunks on an alternate dialing service when
all the trunks of the preferred dialing service are in use.

n Perform least cost routing by selecting the least expensive dialing service
for a given phone number and time.

For example, you might have two different carriers for long-distance calls. One
carrier istheleast expensive during business hours, and the other during evenings
and weekends. Y ou can set up adialing service for each of the two carriers. You
can then set up arouting service that can route the call through either dialing
service. The routing service automatically assigns the highest priority to the
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The Dialing Services view

dialing service of the least expensive carrier, based on the call’ s time and date.
Usersdo not have to remember separate access codesfor the two carriers because
they always dial the access code for the routing service.

For detailed information on routing services, see “Routing services’ on
page 8-29.

To add, edit, and delete dialing services, click the Dialing Services button in the
view bar to open the Dialing Services view.

File Edit View Tools Dialing Services Help |

H&8 X1 9P

807s

IP-to-Phone Through Tucson Gateway v v Bottom to top
Fhone Local calls 2076 v v Bottom to top
Phane Long Digtance 8077 v v Bottom to top
Phane Any Phone Trunk 8078 v v Bottom to top
Routing Uszer Routing Service 9 v v

[ B ltems [Admin (x100] | tvaoodkit alk= 1

Each dialing service appears as arow in the Dialing Services view. Double-click
alisted dialing service to see its properties in the Dialing Services view.

The following table describes the information displayed for each dialing service.

Column Description

Type Dialing service type. The available types are:

n Phone Number

n Centrex/PBX Extension

n Internet Address

n Internet-to-Phone Number

n Internet-to-Centrex/PBX Extension

n Routing

Name Name that you assign to a dialing service when you
create it.

8-4

STRATA CS ADMINISTRATOR MANUAL

BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



Column Description

Access Code Number that users dial to access this service. For
example, 9 to access a dialing service that routes all
phone number calls. See “Access codes” on page 8-7
for more information.
Note: You can see the access code for a call in the
From code and To code columns of the Call Log view.

Enabled If checked, Strata CS allows users to dial using this
service. See “Disabling dialing services while creating
them” on page 8-7.

Hidden If checked, Strata CS does not display this service in
the Client (see “Hiding dialing services in the Client”
on page 8-6).

Default If checked, this is a default service. See “Setting

default access codes for ringbacks” on page 8-9 for
more information.

Trunk Order Order in which the dialing service’s list of trunks is
prioritized (see “Trunks tab” on page 8-18 for more
information). This column is blank for routing services,
because they always get their lists of trunks from
other dialing services.

How you can use dialing services

By creating new dialing services, you can do any of the following:

n Segregate trunks for different uses. For example, you might want to
use your long-distance T1 trunks for al long-distance calls and restrict
your analog trunksto local calls only. Y ou can create one dialing service
that managesyour long-distance T 1 trunks and another that manages your
analog trunks. Each dialing service will have its own access code. Users
can dial those local and long-distance access codes manually or you can
set up aRouting dialing service (see“Routing services’ on page 8-29) that
can distinguish between local and long-distance numbers and will
automatically route them over the appropriate local and long-distance
trunks.

n Enable Internet calls. Any use of Internet telephony requires that you
create one of the Internet dialing services. Y ou can set up adialing service
that will place callsthrough remote Strata CS Servers over an Internet
connection in away that is transparent to users.
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n Use the same trunks in different ways. For example, you can send both
Centrex numbers and regular phone numbers over your Centrex trunks.
Y ou would create a Centrex/PBX dialing service (access code 6) and a
Phone Number dialing service (access code 9) that route callsto the same
group of trunks. Y ou would define the Phone Number dialing service to
automatically prefix another 9 to the number dialed by the user, so that the
user gets an outside line from the Centrex system.

n Automatically add prefixes and suffixes to the phone number dialed
by the user. For example, you can create a Cost Saving dialing service
that prefixes all numbers with the “10-10-xxx" code belonging to the
carrier of your choice. You can also create a Calling Card diaing service
that automatically dials the prefix of the calling card number, then the
user’s phone number, and then the suffix of a credit card number. In both
of these examples the user dias only the access code and the phone
number. Everything else happens behind the scenes.

Deleting or disabling a dialing service

Deleting adialing service means that users can no longer use that dialing service
when placing calls. If you delete the last remaining dialing service assigned to a
trunk, you have in effect disabled that trunk for outbound calls. Client contacts
and routing liststhat refer to the access code for the deleted service will not work
until you specify an alternate access code (see “ Updating phone numbers after
changing an access code” on page 8-8). For information about deleting itemsin
Strata CS, see “Deleting items’ on page 2-9.

To disable adialing service temporarily, edit the dialing service and uncheck
Enabled on the General tab.

Hiding dialing services in the Client

You can hide adialing service if you do not want users to access it directly (see
the Hidden column in “ The Dialing Services view” on page 8-4) through the
Client. The Hidden setting is useful when you want to hide dialing services that
you use for testing purposes, or services that you only want to make available to
users through a routing service.

For example, you can set up dialing services for each of several long-distance
carriers, and then set up a single routing service that chooses the least expensive
dialing service for each call. Y ou can then hide the dialing services for the
individual carriers so that users can only make long-distance calls through the
routing service.

Althoughitisnot visiblein the Client, ahidden dialing serviceis still availableto
phone userswho dial the access code for that service.
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Using dialing services to install and troubleshoot trunks

Y ou can also use dialing services to install and test new trunk lines without
interfering with live call handling on the Strata CS Server. Y ou add the new
trunks to a service that you use for testing. After the trunks work properly, you
can move them to the default Phone Number service or another dialing service
that users accessto place calls.

Y ou can also use dialing services to isolate problem trunks from your system
without interrupting service. Remove them from the dialing service and the
Server will no longer use them to place calls.

Disabling dialing services while creating them

Whileyou are creating adialing service, it can be helpful to uncheck Enabled on
the General tab. Doing this disables the dialing service, making it unavailable to
users. With the dialing service disabled, you can click OK to save your
information at any time during the creation process, without giving users access
to an incompl ete service. When you have finished creating the dialing service,
check Enabled again.

Access codes

Dialing services enable usersto select what kind of call to make and to choose a
dialing service before placing acall. Each dialing service has an access code that
users must dial when they begin to place a call. For example, users might dial 9
plus a phone number to use a Phone Number dialing service, or 71 plusan IP
address to use an Internet dialing service.

Tips on access codes and names for services

If your system has multiple dialing services that users will accessdirectly, itis
important to choose their names and access codes carefully, because these are the
points of contact for the users who place outbound calls. Typically, you set up
dialing services with names like “Phone number,” “ Centrex extension,” or
“Cambridge | P gateway” and access codes of 9 or 7, making it easy for usersto
remember the dialing service to use when they place acall.

For dialing servicesthat you do not want usersto access directly and that you may
have hidden (see “Hiding dialing servicesin the Client” on page 8-6), consider
using 4-digit access codes of the form 80xx. Doing this places the access codesin
the same numbering space as is used for auto attendants, which helps prevent
dialing ambiguities. It isimportant not to select access codes that begin with the
same digit as extensions.
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Avoiding dialing ambiguities

When setting up access codes and extensions, it is possible to introduce
ambiguitiesthat will delay dialing. For example, if you haveadialing servicewith
an access code of 9 and a user with the extension 901, a user who dials either one
to make an external call will experience adelay in getting adial tone while Strata
CSwaitsto seeif the number is complete.

Note: Users can bypass the delay by pressing # after dialing. You can change the
length of the delay by modifying the internal dialing ambiguous time-out system
setting (see “Setting dialing timeouts” on page 4-13).

If you enter an access code for adialing service, an extension for a user, auto
attendant, VR Plug-in, or aspecial accesscode (411, for example) that startswith
the same digits as one that already exists, Strata CS identifies the ambiguous
number and prompts you to click Cancel to go back and change the ambiguous
access code or extension, or OK to keep it. Choosing OK introduces a brief delay
whenever a user dials one of these numbers.

How Strata CS uses access codes

Strata CS saves the dialing service's access code with each phone number or
Internet address stored in the Strata CS database. When auser selectsanumber to
call inthe Client, the system uses the dialing service that is currently assigned to
the access code stored with the number.

Because Strata CS associates each number with an access code, instead of with
the service used to dial it, you can change the dialing service used by a number
without changing all the numbers stored in the Strata CS database. Y ou do this by
changing the access code or reassigning the access code to a new service.
Reassigning the access code to a new dialing service can be totally transparent to
users, because users need to know only the access code, which remains the same.

Updating phone numbers after changing an access code

If you need to change the access code used to dial a certain type of call after users
have entered phone numbersin Strata CS for contacts, routing lists, or call
forwarding, choose Tools > Update Phone Numbers.

This function will update all phone numbers ta a new
acces code.

LCunent access code: -
New access code: Ig - Phore nurmber vl
oK I Cancel | Help |

Choosethe Current access code and the New access code from the drop-down
lists, and then click OK. All the phone numbers that users have entered in the
Strata CS database with that current access code are changed.
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Creating a dialing service with access code O

By default, Oisthe Operator user’ sextension. To use 0 asadialing service access
code (for example, to have users dial 0 to get an outside line), you must first
change the Operator user’s extension to a number other than 0.

Even when the Operator user’ s extension is a number other than 0, callers must
press 0 from within the system to transfer to the Operator. For example, if acaller
reaches a user’ s voice mail and wants to transfer to the user’ s personal Operator
instead of leaving a voice message, the caller dials 0, even if the Operator user’s
extension is 111.

Setting default access codes for ringbacks

When usersreturn calls from the Strata CS Client, the system automatically uses
adefault access code that you set. Y ou can set one default access code for phone
numbers and one default access code for I nternet addresses. The defaultsare used
system-wide.

Y ou set the default access codes on the Dialing tab of the System Settings dialog
box asfollows:

n Default phone number access code. Select the access code for the
dialing servicethat will be used to return acall from aphone number from
the Call Log and Voice Messages views. The default is 9. Y ou can select
a Routing dialing service (see “Routing services’ on page 8-29) or any
dialing service that takes phone numbers as inputs. Y ou typically would
use a Routing dialing service or a Phone Number dialing service.

n Default Internet address access code. Select the access code for the
Internet Address dialing service that will be used to return an IP
call—typically aNetM eeting call—that did not come from aremote Strata
CS Server. When returning a call that came from aremote Strata CS
Server, the system automatically uses the correct access code required to
reach the remote Server.

Where the default access codes appear

In the Administrator, the Default column of the Dialing Services view showsthe
current defaults for phone number and Internet ringbacks.

In the Client, the Place Call To dialog box always opens with the current default
dialing service for phone numbers selected (the user can also choose a different

dialing service to place a call). When you import contacts, new phone numbers

and | P addresses automatically receive the default access codes.
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Adding a Phone Number dialing service

A Phone Number dialing service allows usersto dia standard telephone numbers

over analog and digital trunks.

1. Choose Dialing Services > New Dialing Service > Phone Number

Service.

- Untitled - Phone Mumber Service

General | Trunksl Location Settings I Dialing Exceptionsl Permissions

Mame: |

Access code: I

¥ Enabled [~ Hidden

I Collect all digits before dialing on trunk

Dial prefix: |
[ial zuffis: |

o]

Cancel | Help |

2. Onthe General tab, enter the following basic information about the
dialing service:

n

Name. Access code. Choose aname and access codethat will make
it easy for usersto select thisdialing service when placing acall. See
“Tips on access codes and names for services’ on page 8-7.

Enabled. To makethis dialing service available to users, leave
Enabled checked. Clearing the check box disablesthedialing service
so that users cannot select it. Disabling can be useful if you want to
click OK beforeyou arefinished defining the dialing service, or later
if you want to change or troubleshoot the dialing service.

Hidden. To hide this dialing servicein the Client, check Hidden.
This setting istypically enabled to hide dialing servicesthat you use
for testing purposes or only want to make available to users through
a Routing service (see “Routing services’ on page 8-29). A hidden
serviceis still accessible to Telephone users.

Collect all digits before dialing on trunk. Check this box to have

Strata CS play adial tone, collect digits, and then dial those digits
after the user has finished. Uncheck it to have Strata CS send digits
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to the phone company as the user dials them and | et the phone
company determine when the dial string is complete.

Digits are normally sent as the user dials them. In certain cases,
however, you can collect all digitsif you want to do either of the
following:

n Simulate adia tone for carriers that do not generate adial tone
after a Primary Interexchange Carrier (PIC) code (inthe U.S.,
you can create a dialing service that uses a PIC code prefix to
access aparticular carrier).

n Improve tone detection when users attempt to place an outbound
call while logged into Strata CS remotely from adigital cell
phone or other low-quality connection.

If you check Collect all digits before dialing on trunk, Strata CS
assumes that all digits have been dialed when the dialing service
ambiguous time-out elapses, and places the call (for more
information, see“ Setting dialing timeouts” on page 4-13). Users can
dia # when they are done dialing to skip the time-out and place the
call immediately. Also see“Routing services’ on page 8-29 for a
more advanced way to avoid timeouts.

n Dial prefix and dial suffix. Enter any digitsto be dialed
automatically before or after the phone number dialed by the user.

When you create a Phone Number dialing service, you can enter a
dialing prefix and suffix. A dialing prefix consists of digits dialed
automatically by the dialing service before the number that the user
diaed. Similarly, adialing suffix consists of digits dialed
automatically after the number the user dialed.

You can use adialing prefix or suffix asfollows:

n To create a Phone Number service (“Outside Line”) used to dial
phone numbers over a Centrex trunk. Enter adialing prefix,
typically 9, to get an outside line from Centrex. Y ou can also
support the dialing of Centrex/PBX extensions over the same
trunks by creating a Centrex/PBX Extension dialing service
without entering a dialing prefix.

n TocreateaPhone Number service (“Calling Card”) that makesit
easy for usersto charge callsto a calling card company. Enter a
dia prefix that isthe entire number used to accessthe calling card
company (including the calling card number), and then enter a
dialing suffix that isthe number of the credit card used to pay for
these calls.

When users need to charge acall, they dial the access codefor the
dialing service, and then dial the number they want to call. The
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Adding a Centrex/PBX Extension service

A Centrex/PBX Extension service allows usersto dial Centrex/PBX extensions
or other custom numbers over analog and digital trunks.

dialing service automatically dialsthe number of the calling card
(the prefix), and then dials the number the user dialed, and then
supplies the credit card number (the suffix).

Trunks tab. Click the Trunks tab (see “ Trunks tab” on page 8-18) and
choose the trunks that this dialing service will use to place calls.

Location Settings tab. Click the Location Settings tab (see “L ocation
Settings tab” on page 8-20) and specify the location of the Strata CS
Server. Location information enables Strata CS to determine whether it
needs to add along-distance prefix, international prefix, or area code to
the number before dialing.

Dialing Exceptions tab. Click the Dialing Exceptionstab (see“Dialing
Exceptionstab” on page 8-22) and define specific rules used to dial
numbersin a particular city, area code, exchange.

Permissions tab. Click the Permissionstab (see “Permissions tab” on
page 8-26) and specify any restrictions on the numbers that can be
called using this dialing service.

Click OK on any tab to add the dialing service.

Choose Dialing Services > New Dialing Service > Centrex/PBX
Extension Service.

-3 Untitled - Centrex/PBX Extension Service

General | Trunks I

Mame: |

Access code: I ¥ Enabled [~ Hidden

Minimum number of digits: |3—
M aximurm number of digits: |4

[ Collect all digits before dialing on trunk

Dial prefix: |
[ial zuffis: |

QK I Cancel Help
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2.  Onthe General tab, enter the following basic information about the
diaing service:

n Name, access code. Choose aname and access code that will make
it easy for the usersto select thisdialing service when placing acall.
See “Tips on access codes and names for services’ on page 8-7.

n Enabled. To makethisdialing service available to users, leave
Enabled checked. Clearing the checkbox disablesthe dialing service
so that users cannot select it. Disabling can be useful if you want to
click OK beforeyou arefinished defining the dialing service, or later
if you want to change or troubleshoot the dialing service.

n Hidden. To hide this dialing service in the Client, check Hidden.
This setting istypically enabled to hide dialing servicesthat you use
for testing purposes or only want to make available to users through
a Routing dialing service (see “Routing services’ on page 8-29). A
hidden serviceis still accessible to Strata CS users.

n  Minimum, Maximum number of digits. When auser dialsa
Centrex/PBX extension, Strata CSwaitsto collect al of the digitsup
to the minimum number of digits you specify here, and does not dial
them until one of the following occurs:

n A time-out occurs (see “ Setting dialing timeouts’ on page 4-13).
n The user presses# to signify that al digits have been entered.

n  The maximum number of digits (that you specify below) have
been entered.

If every Centrex/PBX extension that userscan dial isthe samelength,
you can expedite dialing by entering that information here. For
example, if the extensions are 3 digits long, set both valuesto 3.

n Collect all digits before dialing on trunk. Check to have Strata CS
wait until the user finishes dialing before sending the complete dia
string to the phone company. Uncheck to have Strata CS send digits
to the phone company as the user dials them, and let the phone
company determine when the dial string is complete.

Normally, digits are sent as the user dials them. In certain cases,
however, you can collect all digits:

n Tosmulateadial tonefor carriersthat do not generateadial tone
after a Primary Interexchange Carrier (PIC) code (in the U.S.,
you can create a dialing service that uses a PIC code prefix to
access aparticular carrier).

n Toimprove tone detection when users attempt to place an
outbound call whilelogged into Strata CS remotely from adigital
cell phone or other low-quality connection.
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Adding an Internet Address service

If you check this option, Strata CS assumes that all digits have been
dialed when the dialing service ambiguous time-out elapses, and
placesthe call (for moreinformation, see “ Setting dialing timeouts’
on page 4-13). Userscan dial # whenthey aredonedialing to skip the
time-out and place the call immediately.

n Dial prefix and dial suffix. Enter any digitsto be dialed
automatically before or after the phone number dialed by the user.

A dialing prefix consists of digitsdialed automatically by the dialing
service before the number that the user dialed. Similarly, adialing
suffix consists of digits dialed automatically after the number the
user dialed.

For example, you can create a Centrex/PBX Extension service
(“Voicemail”) that accessesaPBX that providesvoice mail. Enter a
prefix that takes usersinto voice mail. Enter asuffix that takes them
directly to their new messages.

3. Trunks tab. Click the Trunks tab (see “ Trunks tab” on page 8-18) and
choose the trunks that this dialing service will use to place calls.

4. Click OK on any tab to add the dialing service.

An Internet Address dialing service allows usersto place callsto IP (Internet
Protocol) addresses over Internet trunks. For example, you can use an Internet
Address service to place acall to a PC running Microsoft NetMeeting.

For complete information on setting up Strata CS for | P telephony, see
Chapter 13, “Configuring Internet Telephony Support.”

1. Choose Dialing Services > New Dialing Service > Internet Address
Service.

-3 Untitled - Internet Address Service

General | Trunksl Codecs I

Mame: ||

Access code: I ¥ Enabled [~ Hidden

2. Onthe General tab, enter the following basic information about the
dialing service:

n Name, access code. Choose aname and access code that will make
it easy for the usersto select thisdialing service when placing acall.
See “Tips on access codes and names for services” on page 8-7.

n Enabled. To make this dialing service available to users, leave
Enabled checked. Clearing the checkbox disablesthe dialing service
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so that users cannot select it. Disabling can be useful if you want to
click OK beforeyou arefinished defining the dialing service, or later
if you want to change or troubleshoot the dialing service.

n Hidden. To hide this dialing service in the Client, check Hidden.
This setting istypically enabled to hide dialing services that you use
for testing purposes or only want to make available to users through
a Routing service (see “Routing services’ on page 8-29). A hidden
serviceis still accessible to Telephone users.

3. Trunks tab. Click the Trunks tab (see “ Trunks tab” on page 8-18) and
choose the trunks that this dialing service will use to place calls.

4. Codecs tab. Click the Codecstab (see“Codecstab” on page 8-21) and
choose whether to default to or override the codecs specified for the
Internet span used by the service.

5. Click OK on any tab to add the dialing service.

Adding an Internet-to-Phone Number service

Y ou use an I nternet-to-Phone Number service to dial telephone numbers from a
remote Strata CS Server. For complete information on setting up Strata CSfor IP
telephony, see Chapter 13, “Configuring Internet Telephony Support.”

1. Choose Dialing Services > New Dialing Service > Internet-to-Phone
Number Service.

- Untitled - Internet-to-Phone Humber Service

General | Trunksl Codecs I Location Settings I

Mame: |Ehicago
Access code: |?1 ¥ Enabled [~ Hidden
IP Gateway: IEhicago j ﬁl

Femote zerver's Phone Mumber service access code: IS

"Place external callz on remate server uzing

Cancel | Help |

2. Onthe General tab, enter the following basic information about the
dialing service:
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6.

n Name, access code. Choose aname and access code that will make
it easy for the usersto select thisdialing service when placing acall.
See “Tips on access codes and names for services” on page 8-7.

n Enabled. To make this dialing service available to users, leave
Enabled checked. Clearing the checkbox disablesthe dialing service
so that users cannot select it. Disabling can be useful if you want to
click OK beforeyou arefinished defining the dialing service, or later
if you want to change or troubleshoot the dialing service.

n Hidden. To hide this dialing service in the Client, check Hidden.
This setting istypically enabled to hide dialing services that you use
for testing purposes or only want to make available to users through
aRouting dialing service. A hidden serviceisstill accessibleto phone
Users.

n IP Gateway. Select the IP Gateway that will direct callsfrom this
dialing service to aremote Strata CS Server. To create anew IP
Gateway, click the|P Gateway button. See* Creating an |P Gateway”
on page 13-9.

n Remote Server’'s Phone Number service access code. Use this
field to specify the dialing service that the remote server will use to
place outbound calls. Enter the access code of a Phone Number
dialing service on the remote Server (typicaly 9).

Trunks tab. Click the Trunks tab (see “ Trunks tab” on page 8-18) and
choose the trunks that this dialing service will use to place calls.

Codecs tab. Click the Codecs tab (see “Codecstab” on page 8-21) and
choose whether to default to or override the codecs specified for the
Internet span used by the service.

Location Settings tab. Click the Location Settings tab (see “L ocation
Settings tab” on page 8-20) and specify the location of the Strata CS
Server. Location information enables Strata CS to determine whether it
needs to add along-distance prefix, international prefix, or area code to
the number before dialing.

Click OK on any tab to add the dialing service.

Note: If you have problems sending digits to external phone systems when
dialing out on an Internet-to-Phone Number service, try increasing the DTMF Gain
and DTMF On-time parameters on the Tuning tab of the remote system'’s Internet
span. See “Fine-tuning your IP connection” on page 5-24.
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Adding an Internet-to-Centrex/PBX Extension service

Y ou use an I nternet-to-Centrex/PBX Extension service to dial any number such
asan extension or 411, or # to log in to Strata CS from the remote Server’s dia
tone. Y ou can also use an Internet-to-Centrex/PBX Extension service to dia
Centrex or PBX extensions or other custom numbers from aremote Strata CS
Server. For complete information on setting up Strata CS for 1P telephony, see
Chapter 13, “Configuring Internet Telephony Support.”

1. Choose Dialing Services > New Dialing Service >

Internet-to-Centrex/PBX Extension Service.

- Untitled - Internet-to-Centrex/PBX Extension Service
General | Trunksl Codecs I
Mame: |Ehicago
Acoess coder [74 [/ Enabled [~ Hidden
Minimum number of digits: |3
M aximurm number of digits: |4
IP Gateway: Chizago j @I
Flace Centrex/PEX callz on remate server uzing
{* Remote server's Centrex/PEX service access code: I?
= Remote server's interal dial tone
Cancel | Help |
2.  Onthe General tab, enter the following basic information about the
diaing service:

n Name, access code. Choose aname and access code that will make
it easy for the usersto select thisdialing service when placing acall.
See “Tips on access codes and names for services’ on page 8-7.

n Enabled. To make this dialing service available to users, leave
Enabled checked. Clearing the checkbox disablesthe dialing service
so that users cannot select it. Disabling can be useful if you want to
click OK beforeyou arefinished defining the dialing service, or later
if you want to change or troubleshoot the dialing service.

n Hidden. To hide this dialing service in the Client, check Hidden.
This setting istypically enabled to hide dialing services that you use
for testing purposes or only want to make available to users through
a Routing service (see “Routing services’ on page 8-29). A hidden
serviceis still accessible to Strata CS users.
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n  Minimum, Maximum number of digits. When auser dialsa
Centrex/PBX extension, Strata CSwaitsto collect all of the digitsup
to the minimum number of digits you specify here, and does not dial
them until one of the following occurs:

n A time-out elapses (see “ Setting dialing timeouts’ on page 4-13)
n The user presses# to signify that all digits have been entered

n  The maximum number of digits (that you specify below) have
been entered

If every Centrex/PBX extensionthat userscan dial isthe samelength,
you can expedite dialing by entering that information here. For
example, if all Centrex/PBX extensions are 3 digitslong, set both
valuesto 3.

n IP Gateway. Select the IP Gateway that will direct callsfrom this
dialing service to aremote Strata CS Server. To create anew IP
Gateway, click the|P Gateway button. See*“ Creating an |P Gateway”
on page 13-9.

n Place Centrex/PBX calls on remote Server using. Choose how
callsfrom this dialing service will connect to the remote Server:

n Remote Server’s Centrex/PBX service access code. The
remote Server places a call using the Centrex/PBX Extension
dialing servicewhose access code you enter here. Thisoption lets
usersdia Centrex/PBX extensionsexternal to the remote Server,
for example, to connect to alegacy PBX on the remote Server, or
dial a Centrex extension.

n Remote Server’s internal dial tone. Thecall isconnected to the
remote Server’sinternal dial tone, asif the user was dialing from
astation on that Server. Thisoption letsusersdial internal Strata
CS extensions on the remote Server, or log in to an account on
that Server.

3. Trunks tab. Click the Trunks tab (see “ Trunks tab” on page 8-18) and
choose the trunks that this dialing service will use to place calls.

4. Codecs tab. Click the Codecstab (see“Codecstab” on page 8-21) and
choose whether to default to or override the codecs specified for the
Internet span used by the service.

5. Click OK from any tab to add the dialing service.

Trunks tab

The Trunkstab is used by all dialing service types except routing services (see
page 8-29). Thistab specifies the trunks to which calls will be routed, and the
order in which those trunks will be allocated.
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1. Click the Trunkstab.

- Untitled - Phone Mumber Service

General | Location Settings I Dialing Exceptions Permissionsl

Usze trunks in this order: IBottom ta Top j

* Use all phone number tunks

= Use only selected tunks:

Axailable trunks: Selected trunks:

Humber[Name | Humber[Name |
1 2252065 M A|
2 225-2064 e | - |
3 Trunk 3
4 Trunk 4

N b N b

QK | Cancel | Help |

2. ldentify the trunks allocated by the service:

n Use trunks in this order. Choose the algorithm used to allocate
trunks from the dialing service:

n Bottom to Top. Trunksare allocated starting at the bottom of the
list each time. If atrunk is busy, the next trunk up is allocated.

n Top to Bottom. Trunksare allocated starting at the top of thelist
each time. If atrunk is busy, the next trunk down is allocated.

n Round Robin. Trunks are allocated in the same sequence as
Bottom to Top, but starting with adifferent trunk for each call.

3. ldentify the trunks that will be allocated by this service.

Note: The label of the next field, and the trunks available for allocation
will vary depending on the type of service you are creating.

n Use all phone number trunks. If selected, thisdialing service will
alocate al analog and digital trunks in the Strata CS system, using
the algorithm selected above.

n Use only selected trunks. If selected, only the trunksin thelist on
the right will be allocated, using the algorithm selected above.

Click Add to add atrunk to the Selected trunks list. Click Remove
to removeit.

n Available trunks. Listsall thetrunksinthe Strata CS system that
can be used by this type of dialing service:
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n

n

Phone Number service: analog and digita trunks
Centrex/PBX Extension service: analog and digital trunks
Internet Address service: Internet trunks
Internet-to-Phone Number service: Internet trunks

Internet-to-Centrex/PBX Extension service: Internet trunks

n Selected trunks. Liststhe trunksthat will be allocated from this
dialing service. Use the up and down arrows to move atrunk higher
or lower inthelist.

Location Settings tab

The Location Settings tab is used by Phone Number dialing services (see

page 8-10) and Internet-to-Phone dialing services (see page 8-15). Strata CS uses
location information to format and dial telephone numbers entered in the Client
or collected from caller ID information.

1. Click the Location Settings tab.

General I Trunks

Country / Region: IUnited States of America (1) j
Long distance prefis: I‘I
International prefix: ID‘I 1

Area code:

I | [heludelGre distatiee prefiz it area cade

-3 Untitled - Phone Number Service

| Dialing Exceptionsl Permissionsl

IB‘I 7 ¥ Dial local numbers withaut area code

QK | Cancel | Help |

2. ldentify the local and long-distance phone number formats used to dial
using this service.

Note: When using this tab to create an Internet-to-Phone Number
dialing service, these values must match those on the remote Strata CS

Server.

n Country/Region. Location of the Strata CS Server.
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n Long-distance prefix. Prefix required to dial along-distance number
from the Server location.

Inthe U.S,, enter 1. Outside of the U.S. and Canada, the
long-distance prefix istypically O.

n International prefix. Prefix required to dial an international number
from the Server location. In the U.S,, enter 011. Outside of the U.S,,
the international prefix istypically 00.

n Area code. City or area code for local phone numbers.

n Dial local numbers without area code. If checked, Strata CS strips
the area code from local numbers before dialing. In most areas, this
field should be checked, unless the service all ocates trunks that only
support long-distance numbers, or always expect numbersto include
area codes.

n Include long-distance prefix in area code. |f checked, Strata CS
assumesthat thelong-distance prefix isalwaysincluded with thearea
code, asin the U.K. for example, 0181. Thisfield isonly available
for a Phone Number service, and isdisabled in the U.S.

Codecs tab

When you add a dialing service of the type Internet Address (see page 8-14),
Internet-to-Phone Number (see page 8-15), or Internet-to-Centrex/PBX
Extension(see page 8-17), you can default to the codecs specified for the Internet
span or override the default and specify one or more codecs for this service. For
acompl ete discussion of codecs, including which onesto choose, see“Modifying
Strata CS IP codecs’ on page 5-22.

Y ou can create different | P services optimized for specific uses, for example, one
IP service with codecs optimized for Net Meeting, and another with codecs
optimized for Strata CS-to-Strata CS communication over |P.

Note: The defaultis to use the codecs set up at the span level. If you want to use
the default codecs, you do not need to make any changes on the Codecs tab. The
Codecs tab does not display the default codecs assigned at the Internet span level.
To view the default codecs, you must display the span properties in the Trunks
view.

If you decide to override the default codecsfor the span, arrange the codecsin the
order in which you prefer to use them. For example, you may prefer one codec
over another to get greater bandwidth or better voice quality.
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To change the codecs used by a dialing service
Click the Codecs tab.

1.

5.

-3 Untitled - Internet Address Service
Generall Trunksg |
* Use codecs from Interet span

= Use the following codecs:

Codec Mame Frame Size| Frames per packet| Bit Fate | Yoice Detect|

-
E
S e e
QK | Cancel | Help |

This dialog box lists codecs assigned to the service so far. It does not
display the default codecs assigned at the Internet span level. To view
the default codecs, you must display span propertiesin the Trunksview.

To override the codecs set up at the Internet span level, click Use the
following codecs.

Click Add to add another codec, or select a codec and click Edit to
changeany of the parametersused with the codec. For moreinformation
on how to use the Add Codec dialog box, see“ Adding an Internet span”
on page 5-21.

Click the up or down arrows to promote or demote a specific codec
within thellist.

Click OK on any tab to save the dialing service.

Dialing Exceptions tab

The Dialing Exceptions tab is used only for Phone Number dialing services (see
“Adding a Phone Number dialing service” on page 8-10). If Dial local numbers
without area code on the Location Settings tab is checked (see “Location
Settingstab” on page 8-20), Strata CSdiasall callsaslong-distance calls except
callsin your area code. Within your area code, al calsare dialed asloca calls.
Y ou can change this default behavior, or add other dialing rules to cover
exceptions for certain exchanges.
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Note: If you did not check Dial local numbers without area code, you usually
do not need to specify dialing exceptions.

1. Click the Dialing Exceptions tab. Thistab displays dialing exceptions
created so far. If these settings are incorrect, calls dialed automatically
to local exchanges will be dialed as long-distance calls.

- Untitled - Phone Mumber Service
Generall Trunksl Location Settings Permissionsl
City / Area Code | MHumber Dial &z |
Impaort... Export... Add... | Edi... | Delete |
QK | Cancel | Help |

2. Click Add to create a new dialing exception, or Edit to modify an
existing one. The Dialing Exception dialog box opens.

Please specily a dialing exception where Strata CS will tmnsform
a phone number with a unique city/area code and/or number inta a
rumber that can be dialed in this area.

City/brea code:  Mumber Dial as:

17 =] [ [—

For example, dialing 1-617-555-1234 will call 555-1234
akK. I Cancel | Apply | Help |
For information about importing and exporting dialing exceptions, see
“Exporting and importing dialing exceptions’ on page 8-25.

3. IntheDialing Exception dialog box, add a default dialing rule for each
city or area code for which you want to define exceptions.

n City/Area code. Enter the city or area code.

n Dial as. Select adial string from the drop-down list. This string will
beusedto dial al calsto thiscity or areacode that do not match any
of the exceptionsthat you define below. In this example, the default
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diaing rule for the 617 area code has been defined. Click Apply to
save the default dialing rule.

4. InNumber, enter the exchange within the selected City/Area code that
requiresadialing exception. Select the Dial string to be used for callsto
this exchange from the drop-down list. In the following figure, the
dialing exception for the 235 exchange has been defined.

Untitled - Dialing Exception

Fleaze specify a dialing exception where Starta CS will transform

a phone number with & unique city/area code and/or number into a
number that can be dialed in this area.

City/Area code:  Mumber: Dial as:

E17 | |235

For example, dialing 1-617-235-1234 will call 1-517-235-1234

QK I Cancel | Apply | Help |

5. Click Apply to save the dialing exception.

Y ou can define several dialing exceptionsfor acity or areacodeto cover
different exchanges. Continue to enter exchanges for which dialing
exceptions are needed. When you are done, click OK.

The Dialing Exceptions tab displays the default dialing rule and the
diaing exceptions you defined.

- Untitled - Phone Mumber Service
Generall Trunksl Lacation Settings  Dialing Exceptions | Permissions
City / Area Code |
E17 W
235 1-617-235-..
Impaort... Export... | Add... | Edi... | Delete |
QK I Cancel | Help |

Y ou can continue to add default dialing rules for other city or area
codes, or add additional dialing exceptions. Enter only thosecity or area
codes for which local calling applies. If acity or areacodeisnot in the
list, al callsto it are dialed as long-distance calls.
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Exporting and importing dialing exceptions

Y ou use these functions to copy dialing exceptions from one Strata CS Server to
another, or from one Phone Number service to another on the same Strata CS
Server, so you do not have to retype them on each system. Dialing exceptions are
exported into a comma separated value (.CSV) file.

To export dialing exceptions

1. Inthe Phone Number Service dialog box, click the Dialing Exceptions
tab.

2. Click Export. The Export Dialing Exceptions dialog box opens.

Export Dialing Exceptionz

Save exparted file as:

Ic:\F‘rogram Files' Strata CS Administrator\Exceptions. c3+ Erowse... |

Mote that the export operation may take several minutes.

Help | < Back | Finish I Cancel |

3. Enter afilename for the exported file. Click Browse to specify a
destination.

4. Click Finish to export thefile.

To import dialing exceptions

1. Inthe Phone Number Service dialog box, click the Dialing Exceptions
tab.
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2. Click Import. The Import Diaing Exceptions dialog box opens.

Filz ta impart:

Ic:\F‘rogram Files\ Strata CS Bdministratary® csv Browse... |

Help | < Back | Hext > I Cancel |

3. Enter thefilename. Click Browse to search for thefile.

4. Click Finish to import thefile.

Permissions tab

The Permissionstab isused only for Phone Number dialing services (see“Adding
a Phone Number dialing service” on page 8-10). Dialing service permissions
alow or restrict users from dialing certain numbers when using specified dialing
services. Y ou can set permissionsfor dialing servicesor for users. Dialing service
permissions can beinclusive (“alow al numbers except for...”) or exclusive
(“disallow al numbersexcept for...”). A user’s permissions can override those set
for the dialing service. For more on setting user permissions, see “ The Dialing
tab” on page 6-33.

Note: Dialing service permission settings apply to numbers dialed using a Phone
Number dialing service. Numbers dialed using a Centrex/PBX Extension service
are only restricted by your Centrex/PBX provider. Numbers dialed using an Internet
Address service are only restricted by your network.

A user who attempts to dial arestricted number using the service hearsthe
message, “ Sorry, you do not have permission to dial that number.” A user cannot
include arestricted number in arouting list or forward callsto arestricted number.
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To set dialing service permissions
1. Inthe Phone Number Service diaog box, click the Permissions tab.

“& Untitled - Phone Number Service

General' Trunksl Location Settings I Dialing Exceptions Permissionsl

By default | sllow all vl numbers except those starting with:

| Mumbers beginning with Permission

Edit | Delete |

oK. | Cancel | Help |

2. Specify the default behavior when users dial a number using this
service, by selecting one of the following options:

n allow all. Userscan dia al numbers over this dialing service except
the disallowed ones listed below.

n disallow all. Users cannot dial any numbers over thisdialing service
except the allowed ones listed below.

3. Click Add to add anew permission, or Edit to modify an existing one.

Untitled - Dialing Permission
IDiSaIIow vl phone numbers starting with I‘ISDD

QK I Cancel | Help |

4. Chooseto Allow or Disallow calls, and then enter the digits. The
permission is applied whenever a user selects this dialing service and
then dials a number beginning with the prefix.

Click OK to close the dialog box.

Click OK on any tab to save the Phone Number service.

An example of how to set dialing service permissions
The following example illustrates how to set up dialing service permissions:

n You want to allow usersto dia al local numbersin the 216 area code.
These callsare dialed without the area code because they arelocal callsas
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set up on the Location Settings tab (see “L ocation Settings tab” on
page 8-20).

n Youwant to allow callsto some exchangesin the 330 and 440 area codes,
which are dialed with a1 in front of them because they are long-distance
cals, for example, 1-330-531-1234 and 1-440-674-4321.

n Inaddition, you want to prevent calls to all other long-distance and
international numbers, but allow callsto 1800 and other toll-free numbers.

To do thiswith the fewest steps, set up the following dialing service
permissions;

n By default, allow all numbers except those starting with:
n Disallow 1. This prevents calls to long-distance numbers.
n Disallow 011. This prevents calls to international numbers.

n Allow 1330531. Thisallows calls to numbersin the 531
exchange of the 330 area code.Y ou enter a separate permission
for each valid exchange in the 330 area code.

n Allow 1440674. This alows callsto numbersin the 674
exchange in the 440 area code.

n Allow 1800. Thisallows callsto toll-free numbers.

: 3% Cleveland - Phone Humber Service
Generall Trunksl Location Settings I Dialing Exceptions

B default Iallow all vl numbers except those starting with:

| Mumbers beginning with Permizzion
1 Disallow
1330531 Allow
1440674 Allow
1800 Allow

aqd. | Edt. | Dee |
QK | Cancel | Help |
8-28 STRATA CS ADMINISTRATOR MANUAL

BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



In this example, the rules are applied in this order, longest to shortest:

1330531-allow
1440674—allow
1800—allow
0ll—disallow
1-disallow

The following numbers are allowed:

1 330 531 1234
1 800 123 4567
731 4521 (inthelocal area code)

The following numbers are disallowed:

1 347 555 1212
1 330 532 1212
011 44 181 555 1212

Routing services

A routing serviceisaspecial type of dialing servicethat routes callsthrough other
dialing services. It usesrouting rulesto identify the dialing servicesthat arevalid
for the number dialed. For example the following table shows a simple routing
rule that identifies local calls. If the dialed number matches the pattern in the
digits dialed column, thentheLocal calls dialing service can be used to place
thecall. Local calls isreferred to asthetarget dialing service for thisrule.

Schedule |Digits dialed |New digits |Action |Service/Reason |Notes

Always NXXXXXX NXXXXXX Route 76 - Local calls

This example showstherule asit would be displayed in the Routing Rules tab
(see “Routing Rules tab” on page 8-35). Columns in the Routing Rules tab
contain the following information:

n Schedule. Scheduled timesat which therulewill be applied. Thiscolumn
contains Always if no schedule is defined.

n Digits dialed. Pattern that matches the dialed numbers that you want the
routing rule to process. The pattern Nxxxxxx matches any seven-digit
number starting with digits 2 through 9. See “ Defining patterns to match
the dialed digits’ on page 8-38 for details.

n New digits. Pattern of the number to be passed to the target dialing
service. In this example, the number is unchanged.

n Action. Therule sactionisRoute to attempt to route the call through the
target dialing service, or Stop to stop processing of any further routing
rulesthat use this pattern.
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n Service/Reason. The example gives the access code and name of the
target dialing service for thisrule. If the rule’ s action was Stop, this
column would list the reason for stopping.

n Notes. Comments that you enter when you create the rule.

A routing service can have many different routing rules. The routing service
attempts to match the number dialed to each routing rule until it reaches the end
of therouting rulesor findsarulethat tellsit to stop processing the number. If one
or morevalid dialing services are found, the routing service attempts to route the
call through the first one found. If al trunks on the first dialing service are busy,
the routing service tries other valid dialing services in the order that they were
found until the call is placed or @l valid dialing services have been tried.

Before the routing service passes the number to adialing service, it modifies the
number according to the pattern specified in New digits (the number is
unchanged if New digits matches Digits dialed). The dialing service applies any
prefixes, suffixes, and dialing exceptions (see pages 8-11, 8-14, and 8-22) to the
modified number before the call is placed.

How you can use routing services

By setting up multiple dialing services and using arouting service, you could do
any of the following:

n Set up dialing services to roll over automatically. Set up multiple
routing rules that match the same type of number on the same schedule,
but route to different dialing services. The routing service identifies all
routing rules that match a phone number until it either encounters a stop
rule for that phone number or reaches the end of the routing rules. If all
trunks on the first rule’ starget dialing service are busy, the second rule’s
target dialing serviceistried, and so on until the call is placed.

n Route local calls and long-distance calls to different trunks. Write
routing rules that identify local calls and route them to dialing services
that offer the lowest cost for local calls. Write another routing rule that
identifies long-distance numbers and routes them to the trunks that offer
the lowest price for long distance.

n Route long-distance calls over an Internet gateway to be made as
local calls from a remote Strata CS Server. You areinthe New Y ork
office. Y our company also hasan officein Boston. Y our New Y ork users
make many calls to the Boston area code (617). Y ou would set up an
Internet-to-Phone Number dialing service named Call Through Boston
that routes calls over the Strata CS Server in Boston. Y ou would then
create arouting rule that matches numbers with the 617 area code
(1617Nxxxxxx) and routes the callsto the Call Through Boston dialing
service.
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n Schedule the use of different dialing services for the same number to
implement least cost routing. You have three different carriers for
long-distance calls. Oneistheleast expensive during business hours, one
during the evening hours of business days, and one during nights and
weekends. Y ou would set up three dialing services for the three carriers.
In your routing service, create three routing rules, al of which match
long-distance numbers but are in effect during the three different times.
Have each rule route the calls to the appropriate dialing service.

An example of routing rules

Arrange your routing rulesin the order you want them to be evaluated and
applied, top to bottom. There often are multiple rules to match the same phone
number. Thefirst routing rule might be the least expensive |ong-distance option,
for example, while subsequent rules route to progressively more expensive

options.

The routing service in the following example has four routing rules (rules 5
through 8) that match the same set of numbers.

Schedule |Digits dialed |NeW digits |Action |Service/Reason
1 |Always 011~ Stop  Invalid number
2 Always 1900~ Stop  Invalid number
3 |Always 411 411 Route 79 - Tl line
4 |Always 411 Stop  All lines busy
5 Weekdays INXXNXXXXXX 1010321NXXNXXXXXX Route 79 - T1 line
6 Always INXXNXXXXXX +1NXXNXXXXXX Route 79 - T1 line
7 Always INXXNXXXXXX +1NXXNXXXXXX Route 78 - All trunks
8 |Always 1NXXNXXXKKK Stop  All lines busy
9 |Always ~ ~ Route 79 - T1 line

These rules work as follows:

1. Usersarenot permittedto placeinternational callswith thisaccesscode.
Thiscould be useful if you only want international callsto be placed by
users who have been given a specia access code.

2. Stopscallsto 900 pay-per-minute numbers. (But see “Adding new
routing variables’ on page 8-38. Y ou could replace 900 with anew
routing variable that matches all pay-per-minute numbers).

Route 411 callsto the T1 line dialing service.

If al trunks are busy on T1 line, stop processing and play a message
saying all linesare currently busy. This stop rule causes amuch quicker
time-out when no lines are available.
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5. If acal isplaced during hours defined by the Weekdays schedule, use
the least expensive carrier. The PIC code 10-10-321 isadded to the
dialed digits before the number is passed to the T1 line dialing service.

6. Thisrulewill beused whenthecall isnot placed during Weekday hours.
The rule uses the same target dialing service asrule 5, but it doesn’t
append the PIC code.

7. Thisrule has adifferent target dialing service than the previous two. If
al of theT1 line dialing service trunks are busy, thisruleroutesthe call
tothe All trunks dialing service.

8. If thedialed digits match this rule, no more routing rules will be
processed. With the stop rulein place, if no trunksare available fromthe
previous rules, the routing service stops the processing of the call and
plays a system prompt to the user saying that no lines are available.
Without such astop rule, the routing service would search every routing
ruleinthelist.

9. All other numbers are passed to the T1 line dialing service unchanged.

Processing phone numbers received from the Client

The Client automatically reformats most phone numbers using the area code and
country code settings of the service being used. This means, for example, that
even if the user types a number as 3540600 in the Client’s Place Call To dialog
box, the number would reach arouting service as (617)3540600. Phone numbers
dialed from atelephone, on the other hand, reach the routing service exactly as
dialed.

When the Client sends a number to arouting service, it aso specifies whether or
not the number must be used exactly as dialed (see Srata CSClient User Guide
for information about entering a phone number by using adialing service). If this
information indicates that the number can be altered, area code and country code
information is stripped from the number before the routing service processesiit.
Putting local numbersfrom the Client and the tel ephone into the same seven-digit
form alows you to use the same routing rules for local phone numbers from both
sources.

Forlocal calls, area code
(61713540600 =gl is stripped frorm nurmber  je—3540600 —
supplied by Client.

Routing service
receives the same
dialed number fram

either source.

3540600
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A routing service does not have location settings of its own, but every routing
serviceis configured with a default dialing service (see “ Adding arouting
service” on page 8-33). Thelocation settings of the default dialing service supply
the information needed to convert a number to the local form.

Applying permissions in routing services

When arouting rule has a Phone Number dialing service asits target, the target

dialing service must check user permissions (see “ Permissions tab” on

page 8-26). If arouting rule matches the dialed digits, the target dialing service

checkstherule’ sNew digits against the permissionsdefined for the user, the user
role or roles, and the target dialing serviceitself. If the call is blocked, the target
dialing serviceis not used.

For information about permissions, see Chapter 6, “Managing Users and
Stations.”

Adding arouting service

1. IntheDialing Services view, choose Dialing Services > New Dialing
Service > Routing Service. The Routing Service dialog box opens.

: 3 Untitled - Routing Service

General | Routing Hulesl

Mame: ||

Access code: I— ¥ Enabled [~ Hidden
Default service: I?S - &y Available Trunk j ﬁl

QK I Cancel | Help |

2. Onthe General tab, enter the following basic information about the
routing service:

n Name, access code. Choose aname and access code that will make
it easy for the usersto select this routing service when placing acall.
See “Tips on access codes and names for services’ on page 8-7.
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n Enabled. To make thisrouting service available to users, leave

Enabled checked. Clearing the checkbox disablesthe routing service
so that users cannot select it. Disabling can be useful if you want to
click OK beforeyou are finished defining the routing service, or later
if you want to change or troubleshoot the routing service (see
“Disabling dialing services while creating them” on page 8-7).

When you disable arouting servicethat is currently being used, you
should assign its access code to adialing service or another routing
service that can handle all the types of calls that the routing service
normally handles so that users do not experience a service
interruption.

Hidden. To hide this dialing servicein the Client, check Hidden.
This setting istypically enabled to hide dialing servicesthat you use
for testing purposes or only want to make available to users through
arouting service. A hidden service is still accessible to Strata CS
users (see “Hiding dialing services in the Client” on page 8-6).

Default service. Dialing service whose location settings are applied
to numbers dialed from the Client. Select adialing service from the
drop-down menu, or click |2 | to create anew dialing service.

Click the Routing Rules tab and add routing rules (see “Add a new
routing rule’ on page 8-36) until you have provided coverage for al
numbers that you expect usersto dial.

Click OK to add the routing service.
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Routing Rules tab
The top pane on the Routing Rules tab displays routing rules for this service.

: 3 Untitled - Routing Service

Schedule | Digits dialed | Mew digits Action | Service/Reason Motes | A|

1 | |

Eariables...l aid. | e | oo |

u 01234567849

QK | Cancel Help

The columnsin the top pane contain the following information:;

n Schedule. Scheduled times at which the rule will be applied. Contains
“Always” if no schedule was defined.

n Digits dialed. Pattern that will match the dialed numbers you want the
routing rule to process.

n New digits. Pattern of the digitsto be passed to the target dialing service.

n Action. Therule saction isRoute to pass a number to the target dialing
service, or Stop to stop processing of any further routing rulesthat usethis
pattern.

n Service/Reason. Listseither the access code and name of the target
dialing service or the reason for stopping, depending on the Action.

n Notes. Comments that you enter when you create the routing rule.
To create anew routing rule, click Add (see“Add anew routing rule” on
page 8-36).

The bottom pane displays the routing variables that are currently available. Click
Variables if you need to create or edit routing variables for use in your routing
rules. See “Adding new routing variables’ on page 8-38 for more information.
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Add a new routing rule
Whenyou click Add Onthe Routing Rulestab, the Add Routing Rules dial og box

opens.

Add Routing Rule

— Uzge thiz rule under the following conditions:
Digitz dialed: I j
I Schedule: IAIways _I
— Execute the following action:
+ RBoute the call to anather dialing service:
Dialing service: |78 - Any Available Trunk =l _|
Mew number: I j
" Stop processing rules:
Stap reason: IND lines available j
Motes:
QK I Cancel | Help |

Use this rule under the following conditions

In this section of the dialog box, you can define which numbers the rule will
match and, optionally, set a schedule for when thisruleisin effect.

n

Digits dialed. Type the pattern that will match the dialed numbers you
want the routing rule to process. For example, Nxxxxxx would match any
seven-digit local number. See “Defining patterns to match the dialed
digits’ on page 8-38 for details. The pattern entered here is displayed in
the Dialed digits column of the Routing Rules tab.

Schedule. If youwant to apply therule only at scheduled times, click []
to change from the default Always, which indicatesthat theruleisalways
in effect. In the Custom Hours dialog box that opens, define the hours and
days of the week or the specific dates that this rule will bein effect. See
“ Setting up custom timerules’ on page 6-22 for moreinformation. If you
enter a schedule, it is displayed in the Schedule column of the Routing
Rules tab.
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Execute the following action

In this section of the dialog box, you can specify the action to be performed with
the dialed digits. Y ou have a choice of two actions: you can either Route to pass
the number to the target dialing service, or Stop to stop processing of any further
routing rules that use this pattern. The action you choose is displayed in the
Action column of the Routing Rules tab.

n Route the call to another dialing service. Select to pass the number to
the target dialing service.

n Dialing Service. From the drop-down list, select the target dialing
service for thisrule. The service you select appearsin the
Service/Reason column of the Routing Rules tab.

n New Number. Type the pattern that defines the number you want to
pass to the target dialing service. If you do not want to change the
number, use the same pattern that you entered in digits dialed. See
“Defining a new number for arouting rule” on page 8-40 for more
information. If you enter a pattern, it appears in the New digits
column of the Routing Rules tab.

n Stop processing rules. Select to prevent the routing service from
looking further for rules that match the dialed number.

If no rules have matched when the stop ruleisreached, or if no trunks are
available from the target dialing services of therulesthat matched, Strata
CSplaysan appropriate system prompt to the user. The avail able prompts
include “No linesavailable,” “No lines available for this number,” and
“Invalid number.” The name of the prompt you select isdisplayed in the
Service/Reason column of the Routing Rules tab.

Most routing services will include stop rules. Stop rules can be used for
the following purposes:

n Prevent numbers from being dialed over inappropriate trunks.
For example, create routing rulesthat dial 411 over the trunks that
support 411, and then add a stop rule so that Strata CS does not
attempt to use an inappropriate trunk from alater rule. Restrict 1800
numbers to specific trunks in the same way.

n Eliminate timeouts when the user is dialing from the telephone.
For example, with 911 calls, you could create one or more routing
rulesfor the trunks that can handle the call, and then add a stop rule
for 911. The stop rule will cause Strata CSto pass 911 to atrunk
immediately instead of evaluating al of the remaining rules for
matches before routing the call.

n Block calls to numbers. You can set up stop rules for 1900
numbers, for example, to prevent users from calling them.
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Defining patterns to match the dialed digits

You can include any of the characters listed below in the Digits dialed that the
routing rule uses to match digits received (see “ Use this rule under the following
conditions” on page 8-36).

Routing rules can match the exact digitsin phone numbers, such as 16173540600,
or use number patterns that include variables to match al dialed digits that fall
into amore general category. For example, using the pattern 161 7Nxxxxxx to
match the dialed digits would match all phone numbersin the 617 area code. The
pattern 1NxxNxxxxxx could be used to match any long distance number in the
North American Numbering Plan.

By default, the system defines the following routing variables:

n Nmatchesany digitfrom 2-9. Thesearetheinitial digitsusedin exchanges
and area codes.
n x matches any digits (0-9).
n ~ matchesany sequence of digits and asterisksto the end of dialed digits.
This creates an ambiguous timeout (see “ Avoiding dialing ambiguities”
on page 8-8).
Y ou a so can define your own routing variables to match combinations of digits,
as described in “ Adding new routing variables’ on page 8-38.

Here are some examples of match patterns and the phone numbers that these
patterns would match:

n 1617Nxxxxxx matches 16173540600 and any other seven-digit phone
number in the 617 area code.

n 1617~ matches1617,16173540600,16173540600123456789, or any other
set of digits following “1617”.

n Nxxxxxx matches3540600, 2000000, or any other seven digitsin which
the first digit is from 2-9.

Adding new routing variables

Routing rules use a set of variables to define the phone numbers to be matched.
By default, the system defines the routing variablesN and x (see “ Defining
patterns to match the dialed digits’ on page 8-38). Y ou may want to define
additional routing variablesthat match individual digitsor combinationsof digits,
such as area codes or exchanges.

For example, if you are in the 617 area code and calls to the 617, 781, and 508
area codes have the same low cost over certain trunks, you could create a new
routing variable AAA that matchesthe digit sequences 617, 781, and 508. By using
theaAA routing variable, for example, in a 1AAANxxxxxx match pattern, you could
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match callsto any seven-digit phone number in these three area codes. Doing this
would enable you to consolidate your handling of 617, 781, and 508 callsin a
single routing rule.

To add arouting variable

1. Click variables on the Routing Rules tab (see page 8-35).

2345878,
M 01234567849

Add... | Edit... | Delete |

QK I Cancel | Help |

Note: This dialog box can also be accessed by choosing Tools >
Routing Variables in the Dialing Services view.

2. Click Add. The Routing Variable dialog box opens.

Mame: 000
Data: £17.979

QK I Cancel | Help |

3. Enter anamefor the new variablein the Name field and the set of values
it will match in the Data field. The name must be a string of consisting
of arepeating upper case letter (for example, W, RRR or HHHHH).

The number of charactersin the Name of the routing variable must be

the same as the number of digits being matched. For example, you could
use a a variable named BBB to match the area codes 617 and 781, but

you could not use a variable named BBBBB.

4. Click OK to return to the Routing Variables dialog box. Click Add to
add another routing variable or click OK.
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Defining a new number for a routing rule

You can include any of the characters shown in the following table in the New
number defined for arouting rule (see “Add anew routing rule” on page 8-36).

Characters Digits placed in the new number

N, x Places the digit that the variable matched into the new
number. The position of the variable within the match
pattern is preserved in the new number. For example, If
the match pattern Nxxxxxx matches the dialed digits
5551212, including xxxx in the new number would yield
the digits matched by the first four x variables: 5512.

+ If + is the first character in the New Number field, the
routing rule’s target dialing service will apply area code
and country code rules to the basic number.

0-9*# Valid telephone digits.

/& A comma in the dialing sequence causes a 2-second
pause. An ampersand causes a Flash on analog trunks,
and is ignored on other trunks.

[n] The nth digit in the dialed digits.
[n-m] The nth through mth digits in the dialed digits.
[n-] The nth through the last dialed digit.

- All digits matched by the ~ in the dialed digits. (Can only
be used when the match pattern uses ~.)

n<string>"  Use quoted strings without modification. For example,
the following new number begins with the MyNetPhone
gateway as a quoted string, incorporates all the dialed
digits, then adds an account name and password as a
suffix: “gateway.mynetphone.net/” [1-]1%1234%1234.

Thefollowing tableillustrates some of the possibilities that exist for defining the
new number used by arouting rule. The first column shows number patterns and
dialed digits that match those patterns. The second column shows New Number
patterns that incorporate some or al of the dialed digits and the number that
results from applying the new number pattern to the dialed digits.
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Note: The last example in this table assumes that the U.S. is the country and 617
is the area code the Location Settings of the routing rule’s dialing service.

Match pattern/

New Number pattern/

Dialed digits Number produced by pattern
INXXNXXXXXX NxXXNXXXXXX
16173540600 6173540600
INXXNXXXXXX Nxx [5-11]
16173540600 6173540600
INXXNXXXXKX [5-11]
16173540600 3540600
1INxxNXXXKKK (5] [6]1 [7]1 8] [9] [10] [11]
16173540600 3540600
INXXNXXXXXX [1-]

18005551111, ,1211#E

18005551111, ,1211#E

INXX~ 18002255288, 1Nxx~, 4321
16173540600 18002255288,16173540600,4321
NXXXXXX 101032 1NXXXXXX

3540600 101032116173540600

NXXXXXX +1617NXXXXXX

3540600 +16173540600
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About call routing

This chapter provides an overview of call routing optionsin Strata CS and directs
you to the chaptersin this manual that explain in detail how to use them.

With Strata CS, you can routeincoming callsin the following ways—you can use
one of these options or several of them in combination:

n

Route calls to an auto attendant. Incoming calls go to an auto
attendant, at which callersenter an extension number. Auto attendants can
aso provideadial-by-namedirectory for callerswho do not know auser’s
extension.

Route a trunk directly to a user. All incoming calls on a specific
trunk go to a specified user’s phone. With this option you can send calls
to alive operator who then transfers them to users. You can also give a
user a dedicated private line.

Ring multiple users simultaneously. Incoming callssimultaneously
ring the phones of all usersin a specific workgroup. Thefirst user in the
workgroup who answers is connected to the caller. Workgroups can
contain an unlimited number of users.

Route calls to an automatic call distribution (ACD) workgroup.
Incoming callsareautomatically put on holdin aworkgroup until an agent
becomes available. Calls with the longest wait times are answered first.
See the Srata CS Call Center Administrator Guide for details of routing
within an ACD workgroup.

Give a user a direct inward dial (DID) number. Incoming calls
reach the user without going through an auto attendant. Callers dia a
specific number that directly connectsthem to the user. If your phoneline
supports DID, using this feature is away to give a user a private number
without dedicating atrunk. Y ou do not have to give DID numbers to all
users. For moreinformation, see“ANI/DID digit collection” on page 5-5.

Give auto attendants DID numbers. Incoming callson any trunk are
routed to the appropriate auto attendant using the DID number that the
caller dialed. Different departments can have different phone numbersand
auto attendants (the main office, sales, support, and so forth) without
requiring many separate trunks. By assigning DID numbersto auto
attendants, you can have severa auto attendants with their own phone
numbers without having to dedicate atrunk to each one.

Route calls to a fax machine or pool of fax machines. For more
information, see “ Setting up fax routing” on page 5-7.

Route calls directly to an IVR application. In addition, users can
route calls by setting up call forwarding or using routing lists. For more
information, see Srata CSClient User Guide.
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Using auto attendants

By default Strata CS uses auto attendants to route callsto users. Auto attendants
arepowerful toolsthat offer callersrecorded information, verbal menus, and other
features.

An auto attendant automatically answersincoming calls on atrunk line and plays
arecorded message that offers callers options for directing their calls. For
example, arecorded message might say, “Welcome to Barchetta Industries. Y ou
may dial an extension at any time. For sales, press 1.” The caller enters an
extension number or chooses one of the options presented by the verbal prompt.

To route incoming calls on atrunk to an auto attendant, you modify the trunk.
Different trunks can point to different auto attendants.

About auto attendants

Auto attendants automatically answer incoming calls and offer callers various
options for directing their call. For example, your main auto attendant might say:

“Welcome to Barchetta Industries. Y ou may dial an extension at any time. For
Sales, press 1. For Customer Support, press 2. To hear arecorded message about
our special offers, press 3. To speak to the operator, please hold.”

The preceding example message uses the default Strata CS method for routing
callsto users (see “ The Default Auto Attendant” on page 9-5). Auto attendants
can be powerful tools, asfollows:

n You can create additional auto attendants and assign them to different
trunks or DID numbers. For example, if you distribute different phone
numbers for your sales department and your accounting department, you
can create a custom auto attendant for each one.

n Strata CSletsyou nest auto attendants, so that one option can take callers
to amenu of other options. By creating multilevel auto attendantsyou can
offer callers a nearly unlimited number of choices.

n You can further customize an auto attendant by scheduling greetings and
call transfer behavior to change how it behaves during or after business
hours.

n You can createauto attendantsthat are recorded in different languages but
have the same menu choices. A master auto attendant tells callers, “To
continuein English, press 1. To continuein Spanish, press2.” Pressing the
appropriate choice transfers the caller to the auto attendant recorded in
that language. It aso changes the system promptsthat Strata CS presents
to the caller to the specified language.
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What callers hear

The auto attendant recording that callers hear is a series of short individual
recordings. Theindividual recordings are the following:

n A greeting. Thegreeting isthe first thing the auto attendant playswhen it
answersacall, for example, “ Thank you for calling Barchetta Industries.”

n Menu prompts. Each menu prompt recording tells callers about asingle
option. For example, “For Sales, press 1.” Y ou must record each such
prompt individually, and specify the sequence in which you want the auto
attendant to play them.

By default, the following options are turned on for al auto attendants:

n Callers can always enter an extension. At any time while listening to
an auto attendant’ s options, callers can enter an extension and be
transferred to the party at that extension.

n Callers can always log in by pressing #. Strata CS users who have an
extension and password can press # at any timeto log in to Strata CS.

Evenif these options are not mentioned in the recorded prompts played to callers,
they are available to them unless you turn them off.

The Default Auto Attendant

When Strata CSisinstalled, all incoming trunk lines are assigned the Default
Auto Attendant at extension 8000. The Default Auto Attendant isalso assigned to
any new trunk that you add. Y ou can change these assignments at any time.

The Default Auto Attendant plays a greeting and offers the caller the following
options:

n Enter 9 to access a dial-by-name directory.

n Enter O to transfer to the Operator.

n Enter #tologinto Strata CS.
If the caller enters something different than the auto attendant options (9, O, #),
Strata CS will treat what the caller enters as a user extension and attempt to

transfer the call. If three (3) seconds pass after the greeting has played without the
caller pressing akey, the call istransferred to the Operator.

Note: Although you can edit the Default Auto Attendant, it is recommended that
you leave it unmodified and create another auto attendant to customize for your
use. The Default Auto Attendant is used if another auto attendant is missing.
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The Auto Attendants view

To create and manage auto attendants, click the Auto Attendants button in the
view bar to open the Auto Attendants view.
File Edt iew Tools Autobttendants Help ‘

The Auto Attendant automatically assigned to a new trunk.

| |1 Item | &scdmin [+100) |Tvas00DRT B s

Each auto attendant that you create appearsasarow inthe Auto Attendantsview.
A nested auto attendant is considered a separate auto attendant and appears on its
own row. The following table shows the information that appears for each auto
attendant.

Column Description

Name Descriptive name assigned to the auto attendant.

Extension Extension number used to connect to the auto
attendant.

DID Direct inward dial numbers used to dial this auto
attendant directly.

Description Additional descriptive information about the auto
attendant.

Double-click an auto attendant in the view to open the Auto Attendant dialog box.

Auto attendantsthat you create are not used until you assign themto atrunk in the
Trunks dialog box, as described for the various trunk typesin Chapter 5. In this
way you can create different auto attendants for various situations and then
activate the one you want at the appropriate time.
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Setting up an auto attendant

To set up an auto attendant, you must perform the following steps:

1.
2.
3.

4.

Define the menu choices that you want to offer to callers.
Set up the menu prompts that explain each menu choice.

Optionally, schedule greetings and call transfer behavior to further
customize the auto attendant.

Assign the auto attendant to a trunk.

Creating a new auto attendant

1.

2.

Select Auto Attendants > New Auto Attendant. The Auto Attendant
dialog box opens.

Untitled - Auto Attendant

General | Menu Choices I Scheduled Actionsl Haold I

Mame: I

Extension; I

DID number: |

Dezcription: |

Play this greeting before offering menu choices:

-
[

h

o|>|.|«|» o

I —

| Play paused

ak I Cancel | Help

Enter the following information:

n Name (required). Descriptive name for the new auto attendant, for
example, “Sales auto attendant.”

n Extension (required). Extension used to reach the auto attendant.
Strata CS users can transfer callers to the auto attendant at this
extension. See “Assigning an extension” on page 6-10 for
recommendations and restrictions.

To test the auto attendant, dial the auto attendant’s extension. The
default auto attendant is assigned an extension of 8000.

n DID number. Assign one or more DID numbersto the user from the
block of numbers provided by your telephone company or T1
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provider. When Strata CS recognizes this number as the fina digits
on an inbound call, the caller is automatically connected to this auto
attendant, bypassing the main auto attendant. To assign multiple DID
numbers to an auto attendant, separate each number with acomma

().

n Description. Information that describes the auto attendant.

Record a greeting that plays before any menu choices are offered to the
caler. A typical greetingis, “ Thank you for calling Barchettalndustries.
If you know your party’ s extension, you can enter it at any time.” For
more information, see “Using the audio controls’ on page 2-10.

Click each of the remaining tabs to finish creating the new auto
attendant:

n Menu Choices (described in the next section).

n Scheduled Actions (described in “ Scheduling transfers and
greetings’ on page 9-14).

Click OK from any tab to save the new auto attendant. To activate the
auto attendant to handle incoming calls, assign it to a trunk (see
“Deleting trunks’ on page 5-3).

Y ou can save time and reduce typing when you want to create a new auto
attendant by right-clicking an existing auto attendant and clicking Copy on the
shortcut menu. Then right-click anywhere in the view and click Paste on the
shortcut menu. The Auto Attendant dialog box opens with a copy of the existing
auto attendant and you can now customizeit.

Defining menu choices

A Strata CS auto attendant contains a series of menu choices offered to the caller.
When a caller reaches an auto attendant, its menu choice prompts are played in
the order you specify.

In its most basic form, each menu choice consists of :

n

n

n

Prompt. A recorded message that explains the option to the user
Key. The telephone key the user must press to select the option.

Action. The action the system takes when the key is detected. If a menu
choiceactiontransfersthecall toauser or IVR Plug-in, you also can select
aprompt that announces the transfer to the caller.

Language. Thelanguagefor subsequent system prompts. Whenthecaller
enters the key associated with this menu choice, all subsequent prompts
arein the specified language. The languages that your system supportsis
part of the Strata CS Server installation. For more information, see Srata
CSinstallation & Maintenance Manual.
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An auto attendant must always contain an action to take when the caller does not
press any key at all, so that the caller is not abandoned. Thisiscalled the
“nothing” menu choice. Y ou specify how long the auto attendant will wait for a
key press (after thelast prompt finishes playing) before performing the “nothing”
action. The prompt associated with the “nothing” action plays only after the
time-out elapses, not with the prompts for other actions.

When you create a new auto attendant, the “nothing” action is defined for you as
a“Transfer to Operator” with atimeout of 3 seconds. Also by default, the auto
attendant processes all keysthat a caler entersthat do not match any of the auto
attendant options as an extension.

Note: Strata CS automatically disconnects a call if the caller fails to press a key
during three consecutive auto attendants. The caller is presumed to have hung up.
To change the number of auto attendants that can execute without the caller
pressing a key, see Server\MaxAutoAttendantLoops on page A-31.

The following table lists the actions that you can change. Y ou can also create
other actions that occur in response to other keys.

Action Description

Transfer to user Transfers the call to a Strata CS user

Send to voice mail  Transfers the call to a user’s voice mailbox

Play message Plays a message that you record
User login Offers the caller the Strata CS login prompt
Dial by name Offers the caller the dial-by-name directory
Jump to auto Transfers the call to another auto attendant
attendant
Transfer to IVR Transfers the call to an IVR Plug-in for
Plug-in processing
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To add or modify a menu choice:
1. Inthe Auto Attendant dialog box, click the Menu Choices tab.

Untitled - Auto Attendant

General ; ScheduledActionsl Holdl

Fey Dezcription "
nathing  Transfer to Operator

Add.. Edi.. | Delie |

[v Process all other digits as user estensions

Mumber of geconds before performing 'nothing' menu choice; |3

Ok | Cancel | Help |

The following table shows the information that appears for each menu
choice that has been defined for this auto attendant.

Column Description

Key Key that the caller presses (0-9, *, or #) to
perform the menu choice.

Description Action Strata CS performs when that key is
pressed.
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2. Click Add to create a new menu choice. Click Edit to modify the
selected menu choice. The Edit Menu Choice dialog box opens.

Edit Menu Choice

General I Advanced |

— Prompt to offer this menu choice:

OEEET

| Ready to play

when caller preszess | =l

Perform action: ITransfer ta user j

Joe Zimmer
Joshua Fields
F.evin Flaherity
t anfred Plath
b artin Rellik;

Announce:  [Mame and extension j

Cancel | Help

3. Onthe General tab, type the text of the Prompt to offer this menu
choice, for example, “For Sales, press 1.” Use the audio buttonsto
record the prompt. For moreinformation, see” Using the audio controls’
on page 2-10.

4. Typethekey that callers must press to select the menu choice. Valid
keysare 0-9, *, or #.

5. InthePerform action drop-down list, select the action to perform when
callers pressthe key.

For transfersto auser or IVR Plug-in, select an optional Announce
prompt:

n Nothing. Thecal istransferred with no announcement.

n Name and extension. Announcesthe name and extension of the user
or IVR Plug-in asthe cal istransferred.

n One moment please. Announces“Onemoment please” asthecall is
transferred.
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6. Click the Advanced tab.

General  Advanced I

[V Change the caller's telephone prompts to: |

™ Set custam data when this menu choice is pressed

“ariable name: |

“ariable value: |

DK — Help

7. ToChange the caller’s telephone prompts to another language that
was installed with Strata CS, select the language from the drop-down
list. When callers press the key associated with this action, all
subsequent prompts are in the language you specify here.

For example, to give callers the option of accessing a dial-by-name
directory in Spanish, set up adial-by-name menu choice on the General
tab, and then select Spanish on the Advanced tab.

8. Todisplay customdatainthe Client’sCall Monitor or send custom data
toan IVR Plug-in or to aqueue when a caller selects this menu choice,
check Set custom data when this menu choice is pressed. Enter the
Name and Value of the variable to send. The name of the variable must
match the name expected by the Call Monitor or VR Plug-in or queue
exactly.

For exampl e, your auto attendant might say, “For product ABC, press 1.
For product XY Z, press 3.” For the two menu choices, you could set
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these fields as follows:

Menu choice Variable Name Variable Value
1 Product ABC
2 Product XYZ

The Call Monitor would then indicate whether a call was regarding
product ABC or XY Z. For details on how to configure the Call Monitor
to display custom variables such as these, see Chapter 15 of Srata CS
Client User Guide.

For more information about 1VR Plug-ins, see Chapter 14, “ Extending
Strata CS.” For more information about queues, see Srata CS Call
Center Administrator Guide.

9. Click OK to save the menu choice.

10. On the Menu Choicestab, use the up and down arrow buttonsto change
the order in which menu choices are presented to callers.

Notice that menu choices that change the language of subsequent
system prompts identify the new language here.

Default Auto Attendant - Auto Attendant

General Menu Choices I Scheduled.ﬁ.ctionsl Holdl

Operatar

9 Dial by name - |
8 Dial by name - Latin American Spanish
# Uger login

nothing  Transfer bo Operator

Add. Edit.. | Delete |

W Process all other digits as uzer estenzions

Mumber of seconds before performing 'nothing' menu choice: |3

(1]4 I Cancel | Help |

If checked, Process all other digits as user extensions causes
anything that callers press that does not match an auto attendant action
key to be treated as an extension. Strata CS will attempt to transfer the
call to that extension.
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Y ou can also modify the Number of seconds before performing
‘nothing’ menu choice.

Note: A fax tone can take up to 7 seven seconds to be recognized. A
short auto attendant prompt (one that announces the company name
only, and then transfers the call to a user) combined with a short number
of seconds before performing nothing menu choice setting can result
in inaccurate fax detection results. The combined time for the auto
attendant prompts and the wait for nothing must be a minimum of 10
seconds.

11. Click OK to save the auto attendant, or continue to add menu choices.

Y ou can test an auto attendant without assigning it to atrunk by dialing its
extension.

Scheduling transfers and greetings

Y ou can further customize an auto attendant by scheduling an action that is
performed before any other auto attendant actions. Y ou can schedule the
following:

n A transfer to another auto attendant, IVR Plug-in, or user. Schedule a
transfer to change call flow behavior over time, for example, to send all
calls to the operator during business hours and to an auto attendant after
hours.

n A different main greeting, which replaces the one defined for the auto
attendant on the General tab. Schedule a greeting to play different
greetings to your callers during business hours or after hours.

This alows the same auto attendant to react and respond differently during
various time periods that you set. For example, in order to provide extended
coverage in your customer support organization, support calls that arrive after
your California office closesin the evening transfer automatically to the main
auto attendant at your facility in New Zealand.

Note: If you have a scheduled greeting and a scheduled transfer that occur at the
same time, the transfer always takes precedence and the greeting does not play.

For information about how to set up business hoursto use when scheduling jumps
to other auto attendants, see “Business Hours’ on page 4-5.
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To schedule transfers or greetings:

1. Createanew auto attendant or edit an existing one. Click the Scheduled
Actions tab.

Untitled - Auto Attendant

| o |

General I enu Choices

Immediately execute an action during the following times:
Enabled| D ezcription |Action | " |

Add.. | it | Delete |

Mote: Greetings are not played before scheduled transfers.,

0K | Cancel | Help |

The following table shows the information that appears for each
scheduled action aready defined for this auto attendant.

Column Description

Enabled If checked, the action will be performed as
scheduled. If unchecked, the action is
temporarily disabled.

Description Time period during which the action will be
performed.

Action Action that will be performed.

Y ou can view the actions scheduled for each set of work hoursyou have
defined using the Business hours drop-down list. Be sure to select the
appropriate set of Business hours before adding or editing ascheduled
action. For more about business hours, see “Business Hours” on page
4-5.
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2.

Click Add to schedule a new action. Click Edit to modify the selected
action.

Schedule Action

— Thiz schedule entry accurs:

= During o business hours

= After business hours on work days

= On non-work days Business Hours... |

' On halid
M EEDS (St Hiaums. |
€ During custom hours

— Thiz schedule entry:

& Transterstor |Default Auto Atterdart [+ 5000] 7

= Plaps greeting:
I |
=
=

A

o|>|-|«|» o

| Ready to play

¥ Enable this schedule action

(0] I Cancel | Help |

Select the time period during which the action will occur, asfollows:

n

To view or change the work schedule (the hours covered by thistime
period), click Business Hours. For moreinformation about setting a
work schedule, see “Defining a schedule for e-mail and pager
notification” on page 6-20.

To set custom hours to handle special situations, click Custom
Hours (see “ Setting up custom time rules’ on page 6-22 for more
information).

Select the action to perform immediately when the auto attendant takes
acall during the schedul e period:

n

Transfers to. Immediately transfers callers to the auto attendant,
operator, user, or IVR Plug-in that handles call s during the scheduled
time period.

Plays greeting. Immediately plays a greeting during the scheduled
time period. For moreinformation, see“Using the audio controls” on
page 2-10.
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5. Check Enable this schedule action to activate this action as soon as
you save the auto attendant. If unchecked, the action is temporarily
disabled.

6. Click OK.

Setting up hold music

Y ou can set up hold music for an auto attendant that is different from the
system-wide hold music. Callers hear an auto attendant’s hold music while the
auto attendant is transferring them to an extension, and they continue to hear it
while on hold until they reach a part of Strata CS that uses different hold audio.
Each auto attendant can have its own hold music.

If you do not specify hold music for the auto attendant, the auto attendant usesthe
system-wide hold music. To configure system-wide hold music, see “ Server
Configuration” on page 4-3.

Without hold music, callers hear silence while they are being transferred.

To set up hold music for an auto attendant
1. IntheAuto Attendant dialog box, click the Hold tab.

Generall Menu Ehoicesl Scheduled Actions  Hold |

Hold music:
’7 ™ Play hold music: from station nurmber: IU

Cancel | Help |

2. Check Play hold music from station number and enter the station
number of an attached CD player or other music-on-hold device.

3. Click OK.

Deleting auto attendants

If you delete a custom auto attendant, all trunks using that auto attendant will use
the Default Auto Attendant. Y ou cannot delete the Default Auto Attendant.
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Routing calls directly to a user

For more information about deleting itemsin Strata CS, see “Deleting items’ on
page 2-9.

Thismethod dedicatesatrunk to asingle user. All incoming calls on thetrunk are
sent to that user. If the user is busy or doesn’t answer, the callsfollow the user’s
routing list. The only outgoing calls on the trunk are those placed by the user’s

phone.

With this option you can do the following:

n

Send incoming callson the trunk to alive operator, who then transfersthe
calls to the appropriate destination. Y ou can do thison all your trunks.

Send incoming calls on the trunk to a user, giving that user a dedicated
private line. If your phone lines do not support direct inward dia (DID),
thisistheonly way tolet callersdial auser directly, without going through
an auto attendant.

If your phone lines support DID, give a user adirect-dial phone number
using that method instead, without sacrificing atrunk. However, there can
be users who require an actual dedicated line, for example, to generate
their own outgoing caller ID information.

Route calls on atrunk to aworkgroup and ring the workgroup’s phones
simultaneously. By doing so you can give a department its own phone
number. To make all incoming calls to your company ring everybody’s
phone at once, route your main number to aworkgroup that contains all
USers.

Give an automatic call distribution (ACD) workgroup its own phone
number by routing calls on a trunk to a workgroup (see Srata CSCall
Center Administrator Guide for details).

To route atrunk to a user (or to aworkgroup as described earlier), modify the

trunk.
Trunk type To modify trunk, open this dialog box
Analog trunk Trunk dialog box
Robbed Bit T1 Robbed Bit T1 Span dialog box, Trunks tab
span
Internet span Internet Span dialog box, General tab

ISDN/CAS T1/E1 ISDN/CAS T1/E1 Span dialog box, Trunks tab

span
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For more information about routing inbound calls on a trunk, see Chapter 5,
“Managing Trunks and Spans.”

Routing calls to workgroups

Y ou can have incoming calls ring the phones of all usersin aworkgroup at the
sametime. Thefirst user to answer the call is connected to the caller. Thisfeature
ishandy for departmentsor small officesin which it does not matter who answers
an incoming call.

Simultaneous ring is one of several distribution algorithms that you can use with
ACD workgroups. An ACD (automatic call distribution) workgroup distributes
callsto one or more ACD workgroups that handle incoming calls. See Srata CS
Call Center Administrator Guide for more information about routing calls to
ACD workgroups.
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About account codes

Strata CS allows you to track your phone traffic by having users enter an account
code for each call. Account codes can represent anything to do with your phone
traffic that you want to track. Users enter an account code on their telephone
keypads whenever they place acall or during acall. Y ou can define the available
account codes and tell your users the codes they must enter under specific
circumstances.

Some of the ways you can use account codes are as follows:

n For billing clients. With account codes you can track the callsto various
customers whom you bill for the phone time you spend with them.

n For internal accounting. If phone bills are a significant part of your
company’ s expenses, you can use account codes to perform detailed
expense analyses. For example, you can track phone use by department.

Account code information appearsin the Call Log (see “Using the Call Log” on
page 11-7), and you can generate reports using the Strata CS Reporter that show
calls by account code. For information about the Strata CS Reporter, see Srata

CScCall Center Administrator Guide.

Example: Your officeisworking on the Gould case and the Avellanos case. Y ou
givethe Gould case an account code of 88 and the Avellanos case an account code
of 55. Whenever users place or receive callsrelating to the Gould case, they enter
88. Whenever they place or receive callsrelating to the Avellanos case, they enter
55. Y ou can then run areport that sorts calls by account code and see the phone
traffic for the Gould and Avellanos cases separately. Y ou can also run areport
that sorts by user, so that you can see how much phone time a specific user spent
on each case.
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Setting up account codes

This section describes how to set up your Strata CS system to use account codes.

Setting general account code options

To set up the general behavior of account codesin your system, choose Tools >
Account codes. The Account Codes dialog box opens.

Default inbound rmode: IDptionaI hon-verified j
Default guthound mode: Iched verified j

¥ Collect account code before dialing nurmber

¥ Weiify account codes according to range

Minimum length: |2

b aximun length: |4

Cancel | Help |

1. Under Defaultinbound mode and Default outbound mode, choosethe
account code modes that you want to be the defaults for new users. The
default is“ Stations with no users assigned”. Y ou can always change a
user’s account code modes.

The account code modes are as follows:

n

Optional non-verified. The user is not prompted to enter account
codes. If the user does enter an account code by pressing *11, it isnot
checked against the list of valid account codes.

Optional verified. The user is not prompted to enter account codes.
If the user does enter an account code, it is checked against thelist of
valid account codes. If the account codeisinvalid, the user is
prompted to enter it again.

Forced non-verified. The user is prompted to enter an account code
when placing an outbound call. The account code is not checked
against the list of valid account codes. This option is available for
outbound mode only.

Forced verified. The user isprompted to enter an account code when
placing an outbound call, and the account codeis checked against the
list of valid account codes. If the account codeisinvalid, the user is
prompted to enter it again. This option is available for outbound
mode only.

2. UsethecCollect account code before dialing number check box to
specify when the account code prompt occurs during the dialing of an
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4.

outbound call. Check this option to prompt for an account code
immediately after the user dials an access code (for example, 9).
Uncheck the box to prompt for account code after the user completes
dialing the phone number.

Check Verify account code according to range to have the system
verify account codes by length. If an account code contains too many
digits or too few digits, the user is prompted to enter it again. Under
Minimum length and Maximum length, specify the acceptable range
for account code length. For example, if account codesin your system
can be two, three, or four digits, enter aMinimum length of 2 and a
Maximum length of 4.

Note: Itis more efficient to set Minimum length and Maximum length
to the same number and use account codes that are all the same length.
When set up this way, the system immediately recognizes when a user
finishes entering an account code, so the user does not need to press #
at the end of the account code. When account codes are of variable
length the user must press # to end the account code or there will be a
slight pause while the system waits for more digits.

If Minimum length and Maximum length are both set to 0, account
codes are not verified by length.

Click OK.

Setting a user’s account code modes

Whether or not users are prompted to enter account codes depends on the account
code modes for each individual user.

Note: You can set default account code modes after setting the account code
modes for new users. The default modes appear for each new user you create.
See “Setting general account code options” on page 10-3.
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To set a user’s account code modes

1. Double-click auserintheUsersview. The Usersdialog box opens. Y ou
can also set account code modes when you create a new user.

2. Click the Dialing tab.

£ Miri Anatolia - User [ %]
Generall Recordings I Motifications I Call Handling I Phone  Dialing | Permissionsl Other I
— Dialing permission
IUse dialing service permissions j
Mumbers beginning with Permizzion |
et e, | o |
—Account code:
Inbound mode: [ Optional verified =l
Outbound mode: IForced verified j
Cancel | Help |

3. Under Account codes at the bottom of the dialog box, select the user’s
account code modes for inbound and outbound calls. For an explanation
of the account code modes, see “ Setting general account code options”
on page 10-3.

4. Click OK.

Creating atext file of valid account codes

If you want to use verified account codes for some or all users, you must create a
text file that lists your valid account codes. The text file must be called
Accountcode. txt and must reside in the Accountcode directory on the StrataCS
Server computer. By default, the complete pathis:

C:\Program Files\Strata CS Server\Accountcode\Accountcode.txt

When a user whose account code modeis set to “Verified” enters an account
code, Strata CS checksthe code against the contents of thetext file. If the account
codeisnot listed in the text file, Strata CS prompts the user to enter it again.

For instructions on setting a user’s account code mode to “Verified,” see the
previous section, “ Setting a user’ s account code modes.”
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Formatting the text file

Type each account code asaseparate lineinthetext file. Blank linesare permitted
and are ignored by the system. If you want to add acomment line that isignored
by the system, begin the line with a semicolon (;).

& AccountCode txt - Notepad M=l E

File  Edit Search Help

:Gould case =]
|8

;Avellanos case
o

;Decoud case
ae

[-|

Account codes can contain only the numbers 0 through 9 and the two wild card
characters (see the next section).

Note: Account codes in the text file must meet your account code length
requirements. For example, if your account codes must be between 2 and 4 digits,
a 5-digit account code will be rejected even if it appears in the text file. See “Setting
general account code options” on page 10-3 for instructions on setting account
code length requirements.

Using wild card characters

Y ou can use two wild card characters when you enter valid account codes in the
text file:

n Question mark (?). Indicates any single digit. For example, an account
code entry of 12?would make 123, 124, and 129 al valid account codes.
In this case, however, neither 12 nor 1233 would be valid account codes.

n Percent sign (%). Indicates any number of digits, including none. For
example, an account code entry of 12% would make 12, 123, 1233, and
12789213120 all valid account codes.

Wild card characters, if they are used, must be the final charactersin an account
code. Y ou can use both wild card characters in the same account code, but if you
do so, the % character must be the final character.

Valid Invalid

1272 172
1277 1%2
12% ?12
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Valid Invalid

12?% %12

122?7???% 12%7

Note: Account codes that are identical except for wild card characters conflict
with each other. For example, 1234 conflicts with 12347, 123477, or 1234%. In the
case of conflicting entries, only the first entry is used to verify account codes.

Using a verbal account code prompt

By default, the account code prompt is a single beep. Y ou must explain to your
users that they must enter an account code when they hear the beep. Strata CS
provides an alternate account code sound file, with a verbal prompt that says,
“Please enter an account code.”

To use the verbal account code prompt instead of the beep

1. Find thefile AccountCodePrompt . vox in the user directory. Thisfile
contains the beep. By default the pathiis:

C:\Program Files\StrataCS Server\Vfiles\User\AccountCodePrompt .vox

2. Renamethefile, for example, to AccountCodePrompt . vox.old.
Users now hear the verbal prompt instead of the beep when they are prompted to
enter an account code.

Note: By renaming the beep file, Strata CS automatically uses another
AccountCodePrompt.vox file, which is found in your language directory and which
contains the verbal prompt. The default path for the English language verbal
prompt file is:

C:\Program Files\StrataCS Server\Vfiles\EN00\AccountCodePrompt.vox.

How users enter account codes

Users can enter an account code for a call in the following ways, depending on
when they enter the code:

n When prompted by the system while placing an outbound call. Only
users with an account code mode of “Forced” encounter this prompt.
Exactly where the prompt occursin the dialing sequence depends on
whether you checked Collect account code before dialing number (see
“Setting general account code options’ on page 10-3).
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n During a call. A user can press Flash to put acaller on hold, and then
press*11 to enter an account code for the ongoing call. Users can use this
command as many times as they want during a call to change or correct
the account code for the call. The last account code entered is the one
used.

This method is the way account codes are entered for inbound calls.

n Before dialing a call. A user can press*11 before dialing acall to enter
an account code for that call. The user picks up the phone and dials*11
<account code> <access code> <phone number>. In the following
example, spaces are shown for clarity:

*11 88779 212 123 4567

In this example, 8877 is the account code and 9 is the access code.

Indicating the end of an account code

A user indicates the end of an account code by pressing #. If the user does not
press #, the system automatically registers an account code as complete when the
account code reaches the maximum number of digits or atime out expires (see
“Setting general account code options” on page 10-3 for instructions on setting a
maximum number of digits). If you have a high maximum number of digits and
your account codes can be of variable lengths, you should encourage users to
press # when they reach the end of an account code.

A user can cancel an account code entry while entering it by pressing *.

Viewing account codes in the Call Log

The Call Log contains an Account Code column that shows the account code
associated with each call. If the Account Code column is blank, no account code
was entered for the call.

Click the Account Code column header to sort the Call Log by account code.

Generating account code reports

For information about generating reports that show account code usage, see the
Srata CSCall Center Administrator Guide.

Y ou can also export the Call Log, with its account code information, to a.CSV
file that you can view in most spreadsheet programs. See “Exporting the Call
Log” on page 11-11.
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About monitoring and backing up your Strata CS system
Y ou can monitor your Strata CS system by using the following Strata CS features:
n Device Monitor. View current station and trunk status.
n Call Log. Review cdl history.

n Storage tab in the System Settings dialog box. Monitor available
space in the Strata CS database and keep track of how much space
individual users are using for voice messages and greetings.

n Windows Event Log. Monitor Server disk usage and system-wide event
logs.

n Administrative Maintenance Log. View system changes made by
administrators, such as new passwords, by action or entity type. Provides
you with a higher level of security and fault recovery.

Y ou can also use the Strata CS Call Center Reporter to run comprehensive reports
on queue, agent, caller, system, and billing activity. For moreinformation, seethe
Srata CSCall Center Administrator Guide.

Y ou must perform the following backups on aregular basis:
n Online backup

n Offline backups

See“Backing up Strata CS’” on page 11-11 for information about backing up and
restoring your Strata CS system.
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Using the Device Monitor

The Device Monitor view shows current station and trunk activity on the system.
Thisinformation is useful for monitoring current usage and identifying potential
bottlenecks.

File Edit Wiew Tools Device Monitor Help |

LMEERE

: r
Statws  lhssignment [
17 Ide Operator [« 0] / 01)
2 & Ide user bwo [x 102)
3 Ide user three [x 103)
4 & Ide user four [x 104]
5 & Ide user five [x 108) -
J | of
Tunk /4 | |Status | In | Out |Enabled|Name |;|
2 ™ Mo loop curent v v Trunk 2
34 Ide v v Tunk3
4 &™* Mo loop curent v v Trunk 4
5 & Ide v vV Tunks
6 ™ Mo loop curent v v Trunk B
7 & Mo loop cument v v Trunk 7
Se 3 ™ Mo loop curent v v Trunk 8 LI
| Server status: Started |16 Items | i (1007 [ Tv_0a40 m—ﬂ v

Note: You can view the same information and perform the same tasks using the
Device Monitor utility, which runs independently of the Administrator. The Device
Monitor utility (TVDevmon.exe) is installed on the Strata CS Server.

Monitoring station activity

Thefollowing table shows the information that is presented in the upper pane for
each Strata CS station (internal telephone).

Column Description

Station Number that corresponds to the MSI board
resource to which a phone is attached.

Idle station or trunk. (Also known as on-hook.)

Active station or trunk. (Also known as off-hook.)
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Column Description

Status Current station activity. Station status codes
include:
n Startup. Strata CS system is starting.

n ldle. Station isfree (on-hook). #~
» In Call. Station isin use (off-hook). o

n Playing hold music. Station is used for music
on hold.

n Reorder. Station has been left off-hook for too
long, or isin an error condition.

n Navigating TUI. User islogged in on the trunk
and listening to the auto attendant menu.

n Not responding. Station is not responding to
device status queries.

The Status column can also show custom status
information set by an IVR Plug-in that has been
called by a station.

Assighment Name and extension of the user permanently
assigned to this station. This column may also
contain:

n Not assigned. Station isnot currently used.

n Not installed. Station has been configured for a
user, but the supporting hardware hasnot yet been
installed.

Logged In Name of the user currently logged in at the station.

Monitoring trunk activity

The following table shows the information that is displayed in the lower pane of
the Device Monitor for each trunk configured in Strata CS.

Column Description

Trunk Trunk number that corresponds to the resource on
the trunk board to which the line is connected.
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Column Description

Status Current trunk activity. Some of the trunk status
codes are:
n Idle. Trunk is free (on-hook). ™

n In call. Trunk is in use (off-hook). ,&

n Dialog Node. Caller islistening to the auto
attendant menu.

n Calling. Strata CSisringing the trunk.

n No loop current. Trunk isnot connected to the
telephone company.

n Reorder. Trunk isin an error condition.

n Navigating TUI. User islogged in on the trunk
and listening to the auto attendant menu.

n Not configured. Trunk isnot currently used.

n Not installed. Trunk has been configured, but
the supporting hardware has not yet been
installed.

The Status column can also show custom status
information set by an IVR Plug-in that is connected

to a trunk.
In If checked, the trunk is used for inbound calls.
Out If checked, the trunk is used for outbound calls.
Enabled If checked, the trunk is enabled for use by Strata
Cs.
Name Optional descriptive name for the trunk.

Enabling and disabling trunks

For testing purposes, you can enable or disable adigital span (RBT1 or ISDN)

without shutting down Strata CS. Choose Device Monitor > Toggle Enabled to
change the enabled state of all selected trunks. If a selected trunk isenabled when
you choose the command, it will be disabled, and if isdisabled it will be enabled.
The Enabled column in the view will aways reflect the current state of atrunk.

When adeviceisdisabled, Strata CS does not process any events for the device.
No calls, either inbound or outbound, can be placed on the disabled device. While
the deviceisdisabled and Strata CSisrunning, you can perform tasks such asthe
following:
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n Run the Robbed Bit T1 Experimenter, modify signaling information (for
example, Pickup, Hangup, Digit Collection), and then enable the device
to pick up the changes.

n Run ISDIAG to place an outbound call to determine the correct call
parameters. Y ou can then apply these parametersto the Strata CSregistry,
enable the device, and try it again.

Disabling atrunk does not alow you to modify Dialogic settings. The following
restrictions on modifying Dialogic settings still apply:

n You cannot modify Dialogic .PRM file settings and have them take effect
without restarting the Dialogic drivers.

n You cannot modify Dialogic DCM settings while the drivers are running.

n You cannot disable a Dialogic board viathe DCM without first stopping
all devices.

Restarting stations or trunks

The Strata CS Server periodically test stations and trunks to seeif they are
responding. It automatically restarts stations and trunks whenever necessary. The
default testing interval is5 minutes. For information on modifying that setting or
to turning it off, see Monitor Interval in the section “ Strata CS Configuration
Settings” in Appendix .

Someerror conditions may make atrunk or station unusable, and you must restart
the device manually. For example, if asingle station shows the status “ Reorder,”

restart it to re-establish the connection to Strata CS. Generally, if the status of a

device does not seem to reflect its actual status, you must restart the device.

Similarly, you can manually restart a trunk that has become unstable because of
an error condition. You also restart atrunk using the Device Monitor to detect
loop current on a newly added trunk before Strata CS can useit.

Both automatic and manual restarts are logged in the Windows NT Event Log.
Note: Be aware that restarting a device may take up to 30 seconds. During that
time, you cannot perform any other operations in the Device Monitor.

To restart a station or trunk

1. Do one of thefollowing:

n Torestart asingle device, select the device and choose Device
Monitor > Restart Station or Restart Trunk.

n Torestart multiple devices, press CTRL or SHIFT while you select
trunks or stations, and then choose Restart Devices on the shortcut
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menu. Y ou cannot restart both trunks and stations in the same
operation.

2. Click Yes to confirm the restart.

Starting a new Server log

Using the Call Log

Choosing Device Monitor > Start new Server log createsanew Strata CS Server
log file. Perform this option only under the direction of your Strata CS provider.

The Call Log view displays arecord of the calls placed and received on the
system. Each call appearsasarow inthe view. Y ou can usethe Call Log view to
analyze system usage patterns, and you can export Call Log records to generate
traffic analysis reports.

To usethe Call Log view, click its button in the view bar.
File Edit “iew Tools CallLog Help |
6341 09

Tao From Murmber | To Mumber | Start Time
%> Kevin Flaherty Unknawn 102 2344500 01/418/2001 11:24:09 Ak
%> Kevin Flaherty Unknown 102 [617) 333-34E 01117/2000 8:0312 PM
T Unknown Unknown <MA> <MA> 01/17/2000 8:01:53 PM
%> Unknown Unknawn <M <M 01A17/2001 8:01:37 PM
%> Kevin Flaherty Unknawn 102 3540600 0A7/2001 7:53:47 PM
T Kevin Flaherty Unknown 102 3540600 MA7/2000 7:56:08 P

CallLog Frank Smith John Sargent 125 107 01/11/2001 2:53:03 PM
g{‘ Frank Smith Dick Yannopoulos 125 126 01A1/2001 2:52:26 PM
H'ﬁ Frank Smith Dick vannopoulos 125 126 M/11/2000 2:51:35 P
) Dick Y annopoulos Fratk Smith 126 125 011142001 2:50:21 PM
Frank Smith John Sargent 125 107 01A1/2001 2:41:09 PM
Frank Smith Joshua Fields 172 172 011142001 8:34:56 AM

Unknawn Unknawn <MA <MA 01/10/2001 45652 PM 75
Kl | »

. IEaIIs from 07/10/2001 4:56:52 PM to 01/13/2001 6:47:11 PM
[ [ 50 Items [Admin (:100)  [TVGOODKIT | &| 4

The following table shows the information that is displayed for each call.

Column Description

Inbound call.

Outbound call.
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Column Description

From Name of the person who placed the call. On incoming
calls, “Unknown” appears unless the user identified
the caller as a contact. On outgoing calls, this column
contains the user’s name.

To Name of the party who received the call. On incoming
calls, the user’'s name appears. On outgoing calls,
“Unknown” appears unless the user identified the
person as a contact.

Answered By  Name of the user who answered an incoming call.
Useful for analyzing data for ACD workgroups.

Number On incoming calls, caller ID name and number if
available. On outgoing calls, the number the user
dialed. On a call to or from another Strata CS user,
this field contains <NA>.

From Number On incoming calls, the caller’s extension or external
phone number. On outgoing calls, the user’s
extension.

To Number On incoming calls, the user’s extension or, if the user
called into Strata CS externally, the external number.
On outgoing calls, the external number or extension
the user called.

DID On incoming calls, the user’s Direct Inward Dial
number if the caller used it to call the user. DID is not
applicable for outgoing calls.

Start Time Date and time that the call started.

Wait Time On incoming calls, the length of time between dialing
the user’s extension and the call being answered. On
outgoing calls, Wait Time is always 00:00.

Duration Length of time that the parties are connected.
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Column Description

Result How the caller’'s wait ended. The assigned values for
the possible outcomes are:
n 0-Abandoned. Caller hung up before call was
answered.

n 1-Connected. Caler was connected to a party.

n 4 - Left message. Caller went to voice mail, but
did not necessarily leave a message.

n 5-Blind transfer. A blind transfer sent the caller
to another party.

n 6 - Supervised transfer. A supervised transfer
sent the caller to another party.

n 7 -Unknown. Strata CSwas unableto identify the
outcome of the call.

n 8-Login. Caller logged in to correct Strata CS
account.

Message If checked, the caller left a voice message.

From Device On incoming calls, the trunk or extension from which
the call originated. On outgoing calls, the user’s
station number.

To Device On incoming calls, the user’s station number. On
outgoing calls, the trunk used for the call. If an
incoming call was transferred, this column shows the
last station that took the call.

Parties Number of people who took part in the call, including
the caller, the called party, anyone to whom the call
was transferred, and any conference call participants.

Dial String Digits that Strata CS actually dialed over the trunk,
which may be different than the digits Strata CS
displays in a contact's phone number. For example, a
dial string may contain an international or
long-distance access code, least cost routing
information, or dialing prefix or suffix.

From Type Type of incoming call: Phone, Centrex, or Internet.

From Code Access code of the dialing service that will be used to
return this call. Only applicable to calls coming in from
remote Strata CS Servers over an Internet trunk.
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Column Description

From Rules If checked, Strata CS'’s dialing rules will be applied
when returning this call.

To Type Type of outgoing call: Phone, Centrex, or Internet.
To Code Access code used to dial an outbound call.
To Rules If checked, dialing rules were used to make an

outbound call.

Custom Data  Custom data, if any, associated with the call. For
most systems this contain only “Notes=", meaning
there were no call notes on the call.

Displaying a specific number of Call Log entries

The Call Log can become very large over time and its size can causeadelay inits
display. To reduce this delay, you can view fewer entries of the Call Log at one
time and not |oad the entire database.

To set the number of calls displayed in the Call Log

1. Choose Tools > Options.

2. Inthe Options dialog box, enter the number of entries that you want
displayed at atime, using the following as a guide:

n A highsetting will likely cause adelay while the specified number of
entries are copied over the network, but you can navigate within the
information easily using the scrolls bars after the entries have been
retrieved.

n A low setting minimizes the delay before information is displayed,
but you must retrieve entries more often to scroll through the entire
Call Log.

3. Click OK.

Note: This option controls how many entries are transferred in one request, but
does not limit the entries available for view. All Call Log entries are always available
by choosing Call Log > Next __ Calls or Previous __ Calls, or using the buttons
on the toolbar.

By default, only external callsarelogged. For information about logging internal
calls, see “Logging internal calls’ on page 4-8. For information about archiving
the Call Log, see “Archiving the Call Log” on page 4-8.
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Exporting the Call Log

Y ou can export system call records to a comma separated value (.CSV) file that
can be read by most spreadsheet and database programs. Exported Call Log
entries are not deleted from the Strata CS database, and the size of the Strata CS
database does not change after an export.

1. ChooseFile > Import and Export. The Import and Export Wizard
opens.

2. Under Select an import or export action, select Export Call Log and
click Next.

3. InSave exported file as, enter the filename and path for the exported
file or click Browse to specify a destination.

Under Options, enter the Start date and End date.

Click Finish to export the file. Depending on the size of your Call Log,
an export may take several minutes to complete.

Monitoring database and disk usage

Strata CS' sdatabase stores your system configuration settings (information about
trunks, users, auto attendants, and so forth), the Call Log, and an index to voice
prompts, greetings, voice titles, and voice message files in adatabase. The voice
files themselves are stored separately on disk.

Tasks associated with monitoring database and disk space include:
n Allocating database space
n Allocating disk space

See “The Storage tab” on page 4-10 for information about how to perform these
tasks.

Backing up Strata CS

Y ou must perform two kinds of backups on the Strata CS database on aregular
basis. Both the information stored in the Strata CS database, and the voice files
stored separately, are vital to the proper operation of Strata CS. It is critically
important to back up both the database and voice files regularly by creating the
following:

n Online backup. Creates acopy of the Strata CS database. This backup
protects against problems caused by database corruption. The Strata CS
Server registry settings are also saved.

n Offline backup. Copies the Strata CS database to another location. This
backup protects against disk crashes and other problems.
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Y ou must also regularly back up the Strata CS voice prompts and user voice
message files by copying the files to another location.

Important: To successfully restore Strata CS data, you must have created
synchronized backup sets of the database and voice files. The best way to
accomplish this task is to perform an offline backup of both the database and the
voice files, as described in the procedures that follow.

To perform an online backup of the Strata CS database
1. Choose Tools > Backup Database.

2. Click OK to confirm the backup. The Strata CS Administrator createsa
backup copy of your Strata CS database and also copies your current
Strata CS registry settingsto a TvServer. reg file.

Y ou can aso perform an online backup by starting the Administrator with a
command line option (see Appendix B).

To perform an offline backup of the Strata CS database

1. Perform an online backup of the Strata CS database, as shown in the
previous procedure.

2. Copy thefollowing filesto tape or to another disk. The default location
is:

C:\Mssql\Toshiba\Backup\Tvdb.dmp
C:\Mssqgl\Toshiba\Backup\TVServer.reg

To perform an offline backup of the Strata CS voice files

Copy the contents of the following directory and all its subdirectoriesto tape or
to another disk. The default location is:

C:\Program Files\StrataCS Server\Vfiles\

Note: Be sure to include Temprecs and its files.

Restoring Strata CS data

Y ou can restore the database from the online backup maintained on the Server or
from an offline backup you have created previously.

For asuccessful restoration, the backup used to restore the Strata CS database
must match the backup voice files exactly. For example, you must not use a
backup of the database made on Monday and abackup of the voice files made on
Tuesday. The best way to insure a successful restoration is to use database and
voice file backups made at the same time.
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To restore the Strata CS database from an online backup

1. Makesurethat the Strata CS Server has been shut down (see
page 11-14) and that there are no copies of the Strata CS Client or
Administrator running (except the one you are using).

2. Choose Windows NT/2000 Servicesin the Control Panel to stop and
restart the MSSQL service (doing this ensures that no one is connected
to the database Server).

From the Strata CS Administrator, choose Tools > Restore Database.
Click Yes to confirm that you want to restore the database.

If afile (TVServer.reg) containing backed-up Strata CS Server registry
settings is present when you restore the database, click Yes when you
are prompted to restore the registry settings as well.

The Strata CS database is restored using the copy stored by the database Server
the last time you backed up your data. The system prompts and voice mail
messages are not affected.

To restore the Strata CS database from an offline backup

1. Makesurethe Strata CS Server has been shut down (see page 11-14)
and that no copies of the Strata CS Client or Administrator are running.

2. Choose Windows NT/2000 Servicesin Control Panel to stop and restart
the MSSQL service (doing this ensures that no one is connected to the
database Server).

3. Copy the most recent version of the Tvdb. dmp file from your backup
deviceto:

C:\Mssql\Toshiba\Backup\
If the file already exists, overwriteit.
Start the Administrator, and then choose Tools > Restore Database.

Click Yes to confirm that you want to restore the database. This
procedure restores the database, but does not restore the actual system
prompts and voice mail messages (see the next procedure).

To restore voice files from an offline backup

1. Deletedl thefilesinthe \vVfiles directory. The default location for
thisdirectory is:

c:\Program Files\StrataCS Server\Vfiles
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2. Copy thelatest version of the files from your backup device to the
\Vfiles directory. Besuretoincludethe \Vfiles\Temprecs directory
and itsfiles.

Shutting down the Strata CS Server

ChooseTools > Shutdown Server. Select one of the following options, and then
click OK:

n Immediately shut down and terminate all calls. Shuts down the Server
when you click OK, terminating any calls currently in progress.

n Prevent new calls in __ minutes, then shutdown when existing calls
are finished. Preservescallsin progress by waiting the number of minutes
you specify before starting to shut the Server down. When you click OK,
all Client users receive a message that states that the Server is shutting
down. After the timeis up, Strata CS prevents any new calls from
beginning and waits until all current calls have ended. At that point, the
Server shuts down.

While the Server isin the process of shutting down and blocking new
calls, incoming callers hear ringing. The sameis true after the Server has
shut down.

n Cancel scheduled shutdown. Cancels a shutdown that was scheduled
using the previous option. Y ou can cancel only the shutdown before the
time that you specified expires. After the Server has begun the process of
blocking new calls and shutting down, you can no longer cancel the
shutdown.

Moving a Strata CS Server to another machine

Y ou can restore the Strata CS database from an online backup to another machine.
The backup/restore function copies all Server registry settings and automatically
resolves different source and target path namesto simplify the process of moving
a Strata CS Server.

Viewing the Windows Event Log

The Windows Event Log contains informational messages from Windows
NT/2000 and from applications running on the Server. Both Strata CS and the
database Server post startup and shutdown messages and error messages to the
Applications Event Log.

Y ou can examine the Windows Event Log on the Strata CS Server locally or
remotely from any machine running Windows NT/2000.
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Y ou can set up Strata CS to send e-mail notifications when Strata CS-related
events are logged to the Event Log. For more information, see“ The General tab”
on page 4-3.

To view the Windows Event Log

1. Choose Start > Programs > Windows NT Administrative Tools
(Common) > Event Viewer. If you are not running the Event Viewer on
the Strata CS Server, choose Log > Select Computer.

Choose Log > Application.
3. Review thelog for Strata CS or the database Server messages.

Strata CS-related Windows Event Log messages

Messages are identified in the Event Log by application and message number.
Double-click a message to see itstext.

The following messages are posted to the Event Log by Strata CS:

100 - Informational
Strata CS Server Started -- Version ##

An informational message indicating when the Strata CS Server started.

101 - Informational
Strata CS Server Stopped

An informational message indicating when the Strata CS Server was shut down.
This message indicates an orderly shutdown, not a shutdown caused by a
problem.

102 - Informational

Connecting to SQLServer -- Version ##

An informational message indicating when Strata CSis connecting to the SQL
Server.

103 - Informational

Disconnecting from SQLServer -- Version ##

An informational message indicating when Strata CSis disconnecting from the
SQL Server.
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104 - Error
DSSQL Error: xxxx

This message contains an error message returned to the Strata CS Server by SQL
Server. These message are often useful to Strata CS providers or Toshiba support
for assessing a Strata CS problem and must not be discarded.

105 - Error
No Voice Resource Available

This message indicates that the trunk boards in your Server were unable to
provide avoice resource for arequested operation. This error should not be
encountered in normal operation and may indicate that you need additional voice
board resources for your current load. Contact your Strata CS provider.

106 - Warning
Device # Restarted

This message indicates a trunk or station was restarted to recover from an error
condition. The restart may have been initiated automatically by the Strata CS
Server or manually by the administrator. If this message appears only
infrequently, it can beignored. If it is seen often, contact your Strata CS provider.

107 - Warning
Inbound call detected on outbound trunk #

This message indicates a call was received on atrunk allocated for outbound
calling only. The Strata CS Server played a wrong number message and
disconnected the call. If this message is seen frequently, it may indicate that the
number for the line in question has been distributed to potential callersor that the
lineisincluded in an inbound hunt group.

108 - Warning
Inbound gateway call failed to provide correct password -- Trunk ##,
Account ##

This message indicates that an inbound gateway call failed to provide the correct
password.

109 - Warning
Warning: Low Voice Resources Detected

This message indicates that the trunk boards in your system had to use avoice
resource normally reserved for another purpose for arequested operation. This
message is a less severe version of message 105.
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If this message occurs only occasionally when the system is under heavy load it
can beignored. If the error occurs frequently, however, it may indicate you must
purchase additional resources for your current load. Contact your Strata CS
provider.

111 - Warning
Unable to start Strata CS Mail Server. Voice Mail notifications via
Email will be disabled.

On startup, the Strata CS Server was unable to establish alink with your e-mail
post office. Mail notification will be disabled until the problemis resolved.
Contact your Strata CS provider.

112 - Informational

Started Strata CS Mail Server.

This message indicates the Strata CS Mail Server started successfully when the
Server started. Thisisan informational message.

113 - Warning

No loop current detected on outbound trunk n.

Thismessage indicates the Strata CS Server was unable to use the indicated trunk
line for an outbound call even though it registered loop current the last time the
Server was started. This could indicate the line was unplugged from the Server or
it might indicate a problem on the line.

114 - Error

Thread performing least-cost routing is not responding

If the error recurs, kill TVLCRhst . exe from the Task Manager. It will restart the
next time Strata CStriesto dia along-distance call.

115 - Error

Strata CS Server Restarted

Strata CS Server had to be restarted by the Strata CS Watchdog process.

116 - Error

Strata CS cannot accept more voice messages: disk space is low.

Strata CS cannot accept voice messages because the disk space on the voice files
disk islow.
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117 - Error
Stopped using trunk ##: the trunk may have been disconnected.

Strata CS Server has stopped using atrunk.

118 - Error

Failed to Restart Strata CS Server: Total Restarts Exceeded
Strata CS Server failed to restart after trying several times.

119 - Error

Failed to Stop Device Handle ##

Strata CS Server failed to stop a Dialogic device. Y ou may need to manually

restart this device in the Device Monitor.

120 - Error
Unable to start Strata CS Exchange Server synchronization.
Exchange Server synchronization will be disabled.

Unable to start Strata CS Exchange Server synchronization.

121 - Informational

Started Strata CS Exchange Server synchronization.

Strata CS Server started Microsoft Exchange Server synchronization.
122 - Error

Unable to open device: ##

Strata CS Server was unable to open the Dialogic device.

123 - Error

Unable to delete temporary message file for device ##.

Thisis recorded when there is a problem deleting atemporary message file for a
device. The temporary message file for station 2 is S2-m.vox. If thisfile cannot
be deleted, an invalid message will be left for the recipient.

124 - Error
T1 Alarm: ##

A T1 alarm occurred on the trunk.
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125 - Error
Unable to start IVR Plugin: License count exceeded.

Unableto start the IV R Plug-in because the number of your station licensesisless
than the total number of stations assigned to users plus the total number of IVR
Plug-ins currently running (every running VR Plug-in uses 1 station license).

126 - Error
Insufficient licenses: ##

Strata CS Server detects an insufficient number of trunk, IPtrunks, user, or Server
licenses, and the Server was unable to start. Make sure that you have Strata CS
licenses for every user, trunk, and | P trunk you have added in the Administrator.

127 - Error
Notification via pager failed; user '<Username>’, number
'<pagernumber>’

An attempt to send a pager notification of a new voice message failed. The error
message shows the user’ s name and the full dial string of the pager number that
wasdialed unsuccessfully. Alert the user that the pager number might beincorrect
or that pause characters should be added to the dial string.

129 - Error
Disabling Exchange Server synchronization. Unable to connect to
database.

Strata CS could no longer accessthe SQL Server database and disabled Exchange
Server synchronization.

T1 alarms
The following two T1 alarms are written to the Windows NT Event Log:
n Red Alarm. Signalsthat the Robbed Bit T1 line haslost synchronization
with the switch to which it is connected. Strata CS disables all channels

on the affected digital span, so that spurious signals are not processed as
incoming calls.

n Red OK. Signalsthat synchronization has been restored. All channelson
the affected digital span are re-enabled.

All T1 alarms are written to the Strata CS Server logs.
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Using the Maintenance Log view

Reporting problems

The Maintenance Log view displays tracked actions and presents detail s about
each action. Information contained in the log is stored in the database. To view
the Maintenance Log, click its button in the view bar.

The Maintenance Log tracks the following actions:
n Restarting adevice
n Starting the Server
n Stopping the Server
n Scheduling a Server shutdown
n Changing a user’s password
n Changing a queu€e's password
n Logging on to the Administrator or Device Monitor
n Logging out of the Administrator or Device Monitor

n Enabling or disabling adevice

The following columns appear in the Maintenance Log view:
n Action taken
n Item that was acted upon (if applicable)
n Date and time of the action
n Name of the user who was logged on when the change was made

n Name of the computer from which the change was made

Use the Problem Report Wizard to report any problems you experience with your
Strata CS system to your provider. Y our provider has the expertise to debug,
correct, and expand your Strata CS system, aswell asaccessto ToshibaTechnical
Support resources for further assistance.

The Problem Report Wizard asks you to describe the frequency, patterns, and
circumstances of the problem you are reporting. Based on the information you
supply, the Problem Report Wizard isolates exactly when and where the problem
occurred and automatically collects the appropriate Strata CS log files and other
information from your computer. By assembling all the relevant information, the
Wizard helps your technical support representative quickly identify the problem
and begin to solveit.

Note: For information about known issues and workarounds for currently
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reported problems, see the Known Issues topic in the online Help for the Strata CS
Administrator.

The problem report package

The problem report package isasingle .CAB file. It contains all the information
gathered about the problem by the Problem Report Wizard. The Wizard savesthe
problem report package to thelocation you specify. If you savethe problem report
package to the default location—your Desktop—it is represented by the
following icon:

WestFleet
Ltd._007.cab

The Wizard summarizestheinformation reported, including the date and time the
report was created, inaProblemInfo. txt filewithinthe .CAB file. Y ou can open
a.CAB filewith any zip utility (for example, WinZip).

To prevent problem report packages from being overwritten, the Wizard gives
each one aunique name based on your company name and a sequence number, as
in the previous example.

The Problem Report Wizard is ready to create wour Problem Report Package, Click
Finish ko create the Problem Report Package.

Problem Repaort Package location:
|C:'l,WINNT'l,Proﬁles'l,MiriA'l,DeskJ:u:up\,WestFIeet Lkd, 001 .cab

Please contact wour technical support conkact For Further assiskance,

Help | Cancel < Back [t = Firish

The Wizard increments the sequence number in the filename each time it creates
anew problem report package.
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Send the problem report package to your technical support representative by
attaching it to an e-mail message or transferring thefile. Because aproblem report
package can be large, after you send it to your technical support representative,
delete it from your system to regain disk space.

To e-mail a problem report package

1. Right-click the packageicon on your desktop (or the .CAB filename if
you saved the problem report package to a different location.)

Choose Send To > Mail Recipient. Your e-mail program opens.

3. Address the message and send it.

Using the Problem Report Wizard

Use the Problem Report Wizard according to the following guidelines:

n For Strata CS Server problems, run the Wizard on the Strata CS Server.
See “Reporting Strata CS Server problems’ on page 11-23.

Examples of Server problemsinclude:
n The Strata CS Server stops unexpectedly.
n Caler ID isnot sent correctly.
n Thereisno dial tone.

n A call-handling problem that does not involve the Client or the
Administrator Call Monitor is present. For example, Strata CS does
not answer incoming calls, calls are being disconnected, or calls are
handled improperly (calls cannot be transferred, held, and so forth).

n For problems with any of the workstation applications—Client,
Administrator, or TAPI Service Provider—run the Wizard on the
computer that is experiencing the problem. See “ Reporting workstation
application problems’ on page 11-24.

Examples of workstation application problems include:
n  Workstation application behaves unexpectedly.
n User cannot connect to the network.
n User cannot connect to the Strata CS database.
n  Workstation application does not start.
n  Workstation application closes unexpectedly.
n For distributed problems (problems that occur with both a workstation

application running on auser’ scomputer and the Strata CS Server) run the
Wizard on the user’ scomputer. Then run the Wizard on the Server so that
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you create a single problem report package. See “Reporting distributed
problems’ on page 11-24.

Examples of distributed problems include:

n Problemswith specific callsin the Client or Administrator Call
Monitor.

n Problemswith specific voice messagesin a Client voice messages
folder.

n Call-handling problemsthat involvethe Client or Administrator Call
Monitor (calls cannot be conferenced, for example).

n User cannot make outbound calls from the Client.

Reporting a problem with a specific call or voice message

When you need to report a problem with a specific call or voice message, locate
the problem call (or the call that left the problem message) in the Call Log and
before you begin to create the problem report package. Y ou will need to paste the
call record into the appropriate Wizard window.

Reporting Strata CS Server problems

If you experience a problem with the Strata CS Server, run the Problem Report
Wizard onthe Server. The Wizard automatically collectstherequired information
from the Server, including the appropriate Server logs.

Server log files are critical to successfully identifying and solving many
problems. Because these files can be large, by default the Wizard collects Strata
CS Server log information only for the period of time during which the problem
occurred.

Important: You can choose to include all the available Server log information

when you run the Problem Report Wizard. Be aware that doing this can result in a
very large problem report package. A large package can make it more difficult for
your technical support representative to identify the problem. Therefore, use this
option (described in the following procedure) on a case-by-case basis and only if
you need to capture as much history information as possible before the log files are
overwritten. Be sure to delete the problem report package from your system as

soon as you send it to your technical support representative to regain disk space.

To report a Strata CS Server problem

1. OntheStrataCS Server, choose Start > Programs > Toshiba Strata CS
Server > Strata CS Problem Report Wizard. The Problem Report
Wizard opens.

2. Answer the questions presented in each Wizard window.

Toincludeall theavailable Server loginformation in the problem report
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package, uncheck the Limit logs to the following time frame.

Reporting workstation application problems

For a problem with any of the Strata CS workstation applications—Client,
Administrator, or TAPI Service Provider—run the Problem Report Wizard on the
computer that isexperiencing the problem. The Wizard automatically collectsthe
required information.

To report a workstation application problem

1. Onthecomputer that is experiencing the problem, choose Start > Run.
Enter the following path and then click OK. The path on your system
may be different.

C:\Program Files\Common Files\Toshiba\Strata CS\
TVPRwizard.exe

The Problem Report Wizard opens.
2. Answer the questions presented in each Wizard window.

Reporting distributed problems

For a problem that involves both a workstation application running on auser’s
computer and the Strata CS Server (a distributed problem usually involves the
Client Call Monitor), you should gather information from both computers before
contacting your technical support representative. The Problem Report Wizard
assembles al the information so that your technical support representative
receives all the necessary information about the problem in one .CAB file.

To report a distributed problem

1. RuntheWizard ontheuser’scomputer to collect information about that
computer and create a problem report package (follow the instructions
for reporting aworkstation application problem on page 11-24).

2. Check This problem involved a specific call or message, and then
copy and paste the call record from the Call Log on the user’ s computer.

When this box is checked, the Wizard automatically saves the problem
report package in the shared folder called Packages on the Strata CS
Server. If the Packages folder is not found or you want to save the
problem report package to a different location, click Browse to select
the location.

3. RuntheWizard on the Strata CS Server to gather all the necessary
Server information (follow the instructions for reporting a Server
problem on page 11-23).

To report a problem with a specific call or voice message, check This
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problem involved a specific call or message, and then copy and paste
the call record from the Call Log on the Server.

4. Check This report includes a Problem Report Package from the
Strata CS Client.

TheWizard automatically browsesthe Packagesfolder on the Server so
that you can select the .CAB file that was produced on the user’'s
computer. The Wizard then includes that file in the problem report
package it creates on the Server.

If the Packages folder is not found, or the file was saved to another
location, click Browse to select the .CAB file that was produced on the
user’s computer.
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About system prompts

This chapter explains how to play and rerecord the system prompts used
throughout Strata CS.Y ou can use the standard promptsincluded with the system
or record over them to create customized prompts.

The System Prompts view

The System Promptsview inthe Administrator allows you to listen to and change
the recordings used for standard system prompts and auto attendants. For
example, when you are setting up your Strata CS system, you typically go to this
view to change the default Greeting prompt so that it contains your company
name. Click the System Prompts button in the view bar to open the System
Prompts view, shown in the next figure.

File Edit ¥iew Tools System Promptz Help |

=N A v|?|

aadshn. vox Far a name directory, press 9. 04/19/1993 5:50:10 F
aadz vou For the letter 2, press the nine key. 04/19/1999 55010 F
aachapsw. vos Ta manage your pasaword, .. 114121939 12.03:46
saclosed. vox Our offices are clozed at thiz time. |f you know the exten 04/19/1999 B:50:10 F
AACUITYE VR “our current voice title is ... 04/19/1333 5:50:00 F
aadeal. vox I'm somy, | didn't hear you. 11/23/1998 2.00:02 &
aagenmsg. vox To leave a message in our general mailbox ... 04,/19/1999 5:50:00 F
aagreet.vou To manage your greetings, ... 1141241993 120346
aahi.vox Hella. Thank you for calling. If you know the extension r 04/13/1933 55012 F
aaltrnow. vox Please enter the lethers now. 04,/13/1939 5:50:00 F
Aafedine wow Tn leave the directon 11/17/1959 17-11% 4F 2
i | ]
b | ]e ﬂ J
| Fready to play

[ 398 Items [adminfs100)  [TVROODDKIT [ @ 4

Each system prompt appears asarow in the view. The information in the
following table is displayed for each system prompt.

Column Description

File name File name of the prompt.

Text Contents of the file in text form.
The text displayed here is accurate only if it is
updated each time the file is changed. If you are
unsure of the accuracy of the text, play the file to
confirm what it says.

Last modified Last time that the file was modified.
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Column Description

Comment How the prompt is used in Strata CS. Applies to
custom prompts and auto attendant prompts only,
blank for all other prompts.

Language The set of language prompts this system prompt
belongs to.

Controlling the prompt display

By default the System Prompts view displaysall system prompts on the StrataCS
Server. Use the control on the toolbar if you want to display only the custom
prompts you have recorded or only the prompts for a single language.

Al |=

System - Latin Amencan Spanizh
System - LK. Englizh
System - .5, Englizh

Note: To install additional language prompts, you must run the Strata CS Server
installation again and select the languages you want.

Managing system prompts
This section explains the following aspects of managing system prompts:

n Playing system prompts

n Exporting system prompt text

n Importing system prompt text

n Exporting and importing system prompt audio files
n Changing the encoding format of system prompts

Playing system prompts

Y ou can play system promptsto confirm that they contain the correct information.
System prompts play over the telephone or through your PC speakers. If you
choose to play aprompt over the telephone, your phone rings and the prompt
plays when you answer. See “Using the audio controls” on page 2-10 for more
information.
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To play a system prompt:
1. Select the name of the prompt that you want to play.
2. Choose System Prompts > Play.

Exporting system prompt text

Select File > Import and Export to export system prompt text into a.CSV filefor
processing by a professional recording studio or for maintenance purposes.

Importing system prompt text

Select File > Import and Export toimport system prompt textintoa.CSV filethat
was processed by a professional recording studio or was modified.

Exporting and importing system prompt audio files
Y ou can export a system prompt from your Server for use on another Strata CS

Server. You aso can import an existing sound file and useit as a system prompt.
For more information, see “Importing and exporting voice files’ on page 2-11.

Changing the encoding format of system prompts

Strata CS supports two .VOX file formats, p-law format for use in the United
States and Japan, and a-law format for use in other countries. When StrataCSiis
installed, the correct format is used based on the location of the Strata CS Server.

Onrare occasions, it may be necessary to convert the voice files on a Strata CS
system from one encoding format to another, for example, if you are staging a
Strata CS system in one location that will be deployed in another.

To change the encoding format of all .VOX files in the system

1. Choose Tools > Shutdown Server to temporarily stop the Strata CS
Server.

2. Runtheutility TvConvert .exe, which islocated in the directory in
which the Strata CS Server was installed.

3. Choose Tools > Start Server to restart the Server.

TVConvert .exe checksthe Windows NT registry for the current . VOX file
format, converts al files to the other format, and updates the registry.
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Recording system prompts

Y ou may want to record over system prompts for some of the following reasons:

n You want your custom prompts and system prompts to be recorded with
the same voice.

n You want to change the message text of a prompt, for example, the
Welcome message.

n You have accessto voicetalent that you prefer over the existing Strata CS
voices.

n You havelocalized the telephone commands for alanguage not provided
with Strata CS (see“ L ocalizing the telephone commands’ on page 12-12)
and want to record al the promptsin that language as well.

Recording options
Y ou can record in the one of the following ways:

n Record the system prompts professionally using a voice vendor
experienced in telephony recordings.

n Record over the system prompts yourself using the Strata CS
Administrator, your telephone, and a VAP tool.

About the sentence file

Thesentencefileisatext filethat contains all the voice promptsand the sentences
they form. The American English sentence fileislocated in:

C:\Program Files\Strata CS Server\TVLEN0O.INI

Note: “ENO00” identifies American English files. Strata CS includes two other sets
of system prompts. EN10 identifies British English files. ESO0 identifies Latin
American Spanish files

About the .VAP and .VOX files
Strata CS prompts are contained in:

n The.VAPfile, anindexed file containing individual .vVOX recordings of
variable information. Variable information, for example, numbers and
dates, is used to build more complex prompts.

n .VOX files. Thereisaseparate .V OX filefor each sentence and phrasein
the Strata CS TUI.

The .VAPand .VOX filesare used together to produce the compl ete promptsthat
callersand usershear. For example, in the sentence prompt, “Y ou have three new
messages, and twelve saved messages’, the words “three” and “twelve” come
from the VAP file.
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The American English VAP and .VOX filesare located in:

C:\Program Files\Strata CS Server\Vfiles\EN0O

The American English .VAPfileiscaled TVLENOO.VAP.

The recording process
To record a complete set of system prompts, you must do the following:

n

n

n

n

n

Record the VAP file.

Build the indexed .VAPfile.
Record the .VOX files.

Test the new prompts.
Deploy the new prompts.

Recording system prompts professionally
If you choose to obtain professional recordings, you are responsible for:

n

n

n

n

n

Choosing a voice vendor that is experienced in telephony recording.
Evaluating samples of voice talent and selecting avoice
Providing the appropriate files to the vendor in formats they can use

Testing the new prompts for voice quality, usability, file-naming
accuracy, and indexing accuracy.

Deploying the new prompts

Selecting a voice

The vendor will often provide you with 44kHz, full-bandwidth voice samplesto
choose from. Ask your vendor to provide voice samples that have been
re-sampled to p-law PCM Mono 8 kHz, the format used in Strata CS. This will
ensure that your selection is based on how the voice will actually sound when
used in your Strata CS system.

Keep in mind that high-pitched voices and high frequency sounds degrade more
as aresult of thistype of re-sampling, resulting in considerable change in higher
frequency sounds at telephony bandwidth.
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Using the standard Strata CS voices

To add or modify prompts using one of the standard Strata CS voices, contact
these companies that provided the original set of prompts. They can record new
voice files using the standard voices:

Language Voice Contact

U.S. English “Ellen” Marketing Messages
51 Winchester Street
Newton, MA
U.S. 02461

800-486-4237 (phone)
617-527-3728 (fax)
http://www.marketingmessages.com

Latin American  “Claudia” Marketing Messages

Spanish

U. K. English “Helen” Marketing Messages
51 Winchester Street
Newton, MA
U.S. 02461

800-486-4237 (phone)
617-527-3728 (fax)
http://www.marketingmessages.com

Providing a script for the vendor

After voice selection has been made, you must provide your vendor with the
“script”—the list of prompt files and the text of each prompt. The list of prompt
filesisavailablein the System Prompts and Prompts section of the TVLENOO.INI
file.

Y ou also need to provide the TVLENOO.VAP file, so that your voice vendor can
match the indexing of the new .VAP file to the existing one.

Testing the recorded prompts

It isimportant that you thoroughly test al voicefiles that you receive back from
the vendor to ensure:

n Accuracy of file names
n Synchronization of written and spoken prompt content
n Quality of voice recording

n Accuracy of index order and format of the VAP file
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See “Testing system prompts” on page 12-10 for information about using the
Sentence Tester to assist with some of these tasks.

Deploying the new prompts
After al files are tested, you can replace the existing prompt files with the new
ones. Place al new .VOX files and the VAP filein the following directory:

C:\Program Files\Strata CS Server\Vfiles\User
The following auto attendant prompts must also be copied to the User directory.

AACLOSED.VOX
AAHI.VOX
AA4SBN.VOX
AAOPORWT.VOX

The default location is:

C:\Program Files\StrataCS Server\Voice Files\EN0O

Recording over system prompts yourself

When you record over system promptsyourself, you canrecord al the .VOX files
aswell asthe.VAPfile, aswith professional recording, or record just the .VOX
files, and use the .VAP file included with Strata CS.

If you don’t record over al thefiles, be aware that since prompts are combined
with other prompts when presented to callers or users, recording some but not all
prompts may result in a mismatch of voices.

Recording over .VOX files
Y ou use the Strata CS Administrator to record over thesefiles.
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To record over a prompt
1. Inthe System Prompts view, double-click the prompt name.

2. Inthe Edit System Prompt dialog box, type the text of the new prompt
in the Contents box. Use thistext as a script when recording the prompt.

& Edit Prompt E

Mame: IDefaulmutnAttendant- D't recorded: |D?£31£199911:DD:DDF‘M

LCanterts: [Hello, Thank you for calling. If yau knaw the extension number of the ﬂ
person you are tying to reach, you may enter it at any tine.

||

Audio
o | 3 | n | “ | »
| Ready ta play or record

Previous | Mext | 0k I Cancel Help

3. Record the prompt. See “Using the audio controls’ on page 2-10 for
more information.

A

a |

4. Click OK to save the new version of the prompt.

Recording over the .VAP file

Y ou can record over the .VAP file using a variety of recording tools and VAP
tools. If you do not aready have such atool, you should consider VFEdit, which
isavailable on the Internet.

Testing the new prompts

Use the Sentence Tester to test the new prompts. See the next section, “Testing
System prompts.”

Deploying the new prompts

After al files are tested, you can replace the existing prompt files with the new

ones. Place al new .VOX files and the VAP filein the following directory:
C:\Program Files\Strata CS Server\Vfiles\User

The following auto attendant prompts must also be copied to the User directory.

AACLOSED.VOX
AAHI.VOX
AA4SBN.VOX
AAOPORWT.VOX
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The default location is:

Program Files\Strata CS Server\Vfiles\User

Testing system prompts

Y ou can use the Sentence Tester included with Strata CS to listen to system
promptsin context over your tel ephone. By concatenating individual promptsinto
sentences and playing them asthey are used in Strata CS, the Sentence Tester lets
you evaluate intonation, emphasis, and consistency.

Note: The Sentence Tester is available only on computers running
Windows NT/2000.
To use the Sentence Tester

1. Start the Administrator using the /sentence command line option (see
page C-1 for more information).

2. ChooseTools > Test Sentences.

Current sentence:

Greetdctive, vox,v 1l
skMame
BackToOrnigCallPress1 Name Data Type Value
CallerH azHungup
Eaulﬁof‘& “ariable 1 [Number =
allFro
CallFrome<Fory Wariable 2 Mumb > |2
CalFramiFar 2 Mumber =il
CallFromi<Forr2 Variable 3 [Number RANE
CallFwdCanceled )
CalHandled Variable & [Number =l s
Callncompatible . 5
CallNodnzwer Wariable 5: INumber j |5
CallDut0fQrder . )
CallParked Vaable £ [Number Elle
CalRejected . X -
CallsreDND Variable 7. [Humber = |
CallsFrwrdT oE stat ‘ariable & ~| [z
CallsFrwrdT oE sthum - INumber J I
CallsFurdTaThisE st Variable & [Number =lis
CallJnazsigned .
CancelFonwardPress4 LI W ariable 10: INumber j I‘ID

Test I LClear | Cloze | Help

3. Sedlect theLanguage to test.
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4, Select asentence from thelist.

Language tatest [U1.5. Engish =l

Sentences: Current sentence:

TolistenPress1 ;I |TOPurgeMsg1.vox,the.vox, w1, IF %1 =1 THEM mmsg.wox ELSE mm
ToListenPrewt sgPressh

TolistenS avedPress2 N DataT Val
ToListenT hiskdsgPress1 ame a8 g alue
TokdanageCalOnHoldPressd *\fariable 1- >
ToManageGrestingPressd Al INumber J |1
ToManaget sghcctPress9 ‘Variable 2 Mumbs - |2
ToManaget zghcctPressStar - I umber J I
TakdarkPrivatePressh Wariable 3: INumber j |3

ToMarkLirgentPresss

Variable & [Number =l
ToRecoverDeletedPress8 .
ToReplyPress1 Wariable 5: INumber j |5
ToReplyThistsgPreszd . )
ToRerecordM sgPress3 Wariable £: INumber j IB
ToReviewt sgPress2 . X -
ToSaveThishzgPresst J Ve B L INumber J I?
ToSendMsgPress3 ‘ariable & ~| [z
To5endThisMagPress1 - INumber J I
ToSpeakTolperator Wariable 3: INumber j IS
ToStartACalPressPound .
ToUnDeIeteMsgPressS LI Wariable 10: INumber j I‘ID

Test I LClear | Cloze | Help |

The Current sentence box displays how that sentence is described in
the sentences.ini file. Many sentences consist of asingle .VOX file.
Other sentences are made up of several concatenated .V OX files, and
may contain variables aswell.

5. Doubleclick on asentenceto play it, or select it and press Test. When
your phonerings, pick up and listen to the sentence in the language you
selected. Y ou can continue to play messages, and even change
languages without hanging up your telephone.

6. If the sentence contains variables, they are indicated in the Name
column with an asterisk. Y ou can enter anew Value for avariable, and
optionally select a different variable Data Type.

For example, by default the sentence ToPurgeM sg sentence plays as.

“To permanently delete the 1 message in your Client’s Deleted
folder, press 3, otherwise press 4.”

By changing the Value of Variable 1 to 6, the sentence plays as:

“To permanently delete the 6 messagesin your Client’s Deleted
folder, press 3, otherwise press 4.”

Click Clear toreturn all Values to their original setting.
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Localizing the telephone commands

The Strata CS Localization Kit isavailableif you want to localize and record the
telephone commands in another language. The Localization Kit includes all the
necessary documentation and tools for localization.

Although the process for recording system prompts is the same for localized
system prompts, the localization process requires several more steps, which are
described in the L ocalization Kit.

For moreinformation about the Strata CS L ocali zation Kit, contact your StrataCS
reseller.
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About IP telephony and Strata CS

Strata CS seamlessly supports Internet telephony through an integrated Internet
gateway that eliminatesthe need for external IP Gateway devices. Combined with
dialing services, Strata CS's Internet telephony support makesit as easy to place
and receive Internet calls as regular telephone calls—whether you are calling
from a station phone, remote phone, or using the Strata CS Client.

Strata CS'sintegrated Internet gateway supportsthe following Internet telephony
features:

n Placing and receiving calls from H.323 terminals, for example, Net
Meeting (see page 13-2) or Phone Dialer (see page 13-6).

n Enhancing a Web page with a Call Us! button (see page 13-6).
n Connecting Strata CS Servers over the Internet or private | P networks
(which can guarantee quality of service). See page 13-7.
Over aproperly configured IP Gateway, users can:
n Call extensions on aremote Strata CS Server.
n Place calls to phone numbers from a remote Server.

n Placecalsonaremote Centrex/PBX servicethrough aremote Strata
CS Server.

Internet telephony requirements
Before using any of Strata CS's Internet telephony features, you must first:

n Install the hardware and software required to support Internet telephony.
See Srata CSInstallation & Maintenance Manual for more information.

n Inthe Strata CS Administrator, add and configure one or more Internet
spans (see “ Adding an Internet span” on page 5-21).

n Ensure that the |P address of the Internet span on each Server is
completely accessible by the other Server. To do this, you may haveto
configure firewalls at each |ocation appropriately.

Thischapter explainsin detail how to configure and use Strata CSto make various
types of Internet telephony connections.

Placing calls to H.323 terminals such as NetMeeting

Y ou can use Strata CSto place and receive | P calls from H.323-based terminals
like Microsoft NetMeeting, areal-time conferencing and collaboration tool. The
diagram on page 13-4 shows how this process works.

Note: Users who calls NetMeeting terminals might hear an echo on the line. To
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avoid this effect, the NetMeeting user must use an echo-cancelling microphone.

NetMeeting isincluded with Windows 2000. To download NetMeeting for other
operating systems:

1. Gotowww.microsoft.com/downloads.

2. Select NetMeeting from the top list, select your operating system from
the bottom list, and then click Find It!

To allow Strata CS users to place calls to Microsoft Net Meeting or
other H.323 terminals

1. Inthe Strata CS Administrator, create an Internet Address dialing
service (see page 8-14).

2. Assign the service aname and an access code, for example, “Internet”
and “71".

Placing calls to Net Meeting from the Strata CS Client

Internet calls can be made from within the Strata CS Client anywhere users can
enter phone numbers, for example, from the Place Call To dialog box, when
adding a contact, in arouting list action, when forwarding calls, and so forth.
Users select an Internet Address dialing service and then enter the IP address or
DNS machine name of the PC running Net Mesting.

For example, entering either of the following in the Address field of the Call
Forwarding dialog box forwards all callsto NetMeeting at that location:

DNS machine name: namemycomputer . mycompany . com
IP address: 123.45.67.89

Call Fowarding

w Forward Calls [change "where | am'' )

to another extension... Call using: |?2 - Interret j
to my home rumber. ..

to my gecond home number. .. .

to my mobile phone. .. i |123'45'E?'89 ﬂ

to another number...

= | Attt Centien/FRE trarster

Placing calls to Net Meeting from a Strata CS phone

After configured, users can place callsto PCs running Net Meeting from any
Strata CS phone by dialing the accesscodefor an Internet Addressdialing service,
followed by the | P address of the PC running Net Meeting.
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IP addresses are dialed with each part of the IP number separated by an asterisk
(*). For example, dialing 71 123*45%67*89 calls the PC running NetMeeting at
the IP address 123.45.67.89.

Strata CS to NetMeeting Calls

User dials Strata CS
T1123745°67°89 Server

Dialing Service: Methveeting
Access Code: 71

Internet
Span

=

Methdeeting at IP address
123.45 67 89 receives call

Calling Strata CS from H.323 terminals such as Net Meeting

Depending on how your Strata CS Internet span and company firewall is
configured, Strata CS can receive calls from any H.323 terminal such as Net
Meeting.
1. Configureyour firewall to allow accessto the | P address of one or more
Strata CS Internet spans.

2. Inthe Strata CS Administrator, edit the Strata CS Internet span to allow
incoming calls.

3. Optionaly, do one of the following:
n Send Internet callsto the desired user, auto attendant, or IVR Plug-in.
n Assign DID numbersto any user, auto attendant, or IVR Plug-in that
you want to allow H.323 terminalsto call directly.

Note: For the purpose of receiving Internet calls, you can give users DID
numbers in Strata CS only. You do not need to order DID service from your
telephone company.

Internet trunks behave amost identically to regular trunks, including providing
inbound caler ID and direct inward dialing (DID). Internet calls are routed and
processed just like regular callsto ACD workgroups, routing lists, and so forth.

Note that the name of the Strata CS system is displayed when Net Meeting calls
Strata CS. To change the name, edit the following registry key:

HKLM\Software\Toshiba\Strata CS\Company
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Calling a Strata CS Server from Net Meeting

To call a Strata CS Server from Net Meeting, enter the | P address or DNS name
of the Strata CS span in Net Meeting’s phone dialer dialog box. Callerswith Net
Meeting 3.0 or later can navigate Strata CS using Net Meeting' s built-in
touch-tone keypad.

#¥ NetMeeting - Not in... [l &1 E3
Cal View Tools Help

EREREE

Motina cal 1=}

Calling a Strata CS DID number from Net Meeting

If you configure Net Meeting to use a Strata CS Server as a gateway, Strata CS

interprets numbers dialed by Net Meeting as DID. Therefore, Net Meeting users
can call any Strata CS user, auto attendant, ACD workgroup, or IVR Plug-inwith
aDID number.

To configure Net Meeting to use a Strata CS Server as a gateway

1. Start NetMeeting

2. Select Tools > Options.

3. Click Advanced Calling Options to display the Advanced Calling
Options dialog box.

4. Check Use an IP Gateway to call telephones and video conferencing
systems.

5. Enter the |P address or DNS name of the Strata CS span, for example,
123.45.67.89 Or myiplinkaddress.mycompany.com.

6. Click OK.
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Enhancing a Web page with a“Call Us!” button

Now any numbers entered in Net Meeting are sent to the Strata CS Gateway as
DID. For example, placing acall to 1234 in Net Meeting will call the Strata CS
auto attendant, user or IVR Plug-in with aDID of 1234.

Using Windows 2000 Phone Dialer as an H.323 terminal

A standard installation of Windows 2000 includes Phone Dialer, which hasH.323
capabilities similar to those in NetMeeting. Phone Dialer allows you to make
voice calls, video calls, and conference video callsfrom your personal computer.
Callsto and from Phone Dialer are set up as previously described in this section
for NetMeeting (see “Placing callsto H.323 terminals such as NetMeeting” on
page 13-2).

Y ou can use Phone Dialer to test the setup of computer telephony hardware, such
asvoice modems or phone switches on your local areanetwork (LAN), by dialing
the number and seeing if a connection can be established. Phone Dialer lets you
make calls over atelephone connected to your computer, through a modem, over
a network, or through a telephone switch connected to your LAN.

To makeavoice cal, al you need isthe recipient's phone number, I|P address, or
DNS (Domain Name System) name. The active call window has buttons that | et
you place the call on hold and access a keypad to manually dial numbers.

Toreceivecals, you must have Phone Dia er running. When you make or receive
acall, adialog box opens. If the person you are talking to has a video camera
installed, the dialog box displays the video image.

By using a CallTo: URL on your Web page, any Internet user with Net Meeting
installed can click on a“Call Us” link on your pageto place acall to any Strata
CSDID number. If you assign a DID number to a Strata CS ACD workgroup
user, you can send Internet users directly into your ACD workgroup for
processing by an ACD agent.

For example, you insert the following Call To: tag on your Web page:
<A HREF="callto:600+gateway=123.45.67.89+type=phone”>Call Us!</A>

Note: The CallTo: tag is supported in Internet Explorer, but is not supported in the
current version of Netscape (4.7).

When a user with Intimating installed clicks the Call Us! link, Intimating starts
and callsthe Strata CS user who hasaDID of “600” using the Strata CS I nternet
span with an P address of 123.45.67.89.

Note: Itis agoodideatoinclude alink to the NetMeeting download page for those
users who do not have NetMeeting installed (www.microsoft.com/downloads).
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Connecting two Servers using IP Gateways

Y ou can configure Strata CS' sintegrated Internet gateway to connect two Strata
CS Serversover the Internet or a private | P network (sometimes called atie-line
connection). Doing this allows users on one Server to make cals asif they were
on the other Server.

When two Strata CS Serversare properly configured, users can do the following:

n Place calls to extensions on the remote Server. In addition to
calling extensions, users can dial # to log in and check remote voice
mailboxes, or 411 for the remote Server’s dia-by-name directory.

n Place external phone calls through the remote Server. Userscan
call remote phone numbers asiif they were local phone numbers, such as
calling directory assistance in another city.

n Place outbound Centrex/PBX calls through the remote Server.
Users can dial remote Centrex/PBX extensions asif they werelocal, such
as extensions on alegacy PBX system connected to the remote Server.

n Unify two Servers into a single user environment. By creating
users of the type IP Gateway on each Server, you can make all users
appear to be of the user type User. Users on each Server can dial each
other directly or select extensions for call forwarding and routing lists
regardless of whether they are local (of the user type User) or remote.
Local and remote users appear together in the Client’s Users view, Place
Call To dialog box, and other user lists.

Note: Assembling larger networks of more than two Strata CS Servers is
technically possible, but if a call is transferred to a remote Server, and then
transferred back to the original Server, two IP trunks are used on each Server.
Because the call is originating and ending on the same Server, this setup can
waste resources and bandwidth.

Placing calls involving a remote Strata CS Server

To make an IP Gateway call, users must choose the appropriate dialing service
when placing the call, either by dialing the access code over the phone, or by
selecting it in the Client. See “Creating | P Gateway dialing services’ on

page 13-13.

By creating usersof thetypeIP Gateway, you can also enable usersto dial remote
extensionsdirectly, without dialing an access code, or place callsto them from the
Client. See “Creating Gateway users to unify two Strata CS Servers’ on

page 13-17.
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Receiving Internet calls from a remote Strata CS Server

Incoming calls from aremote Strata CS Server appear like alocal call. For
example, caller ID name and number are delivered just as for regular internal or
external calls, allowing users to identify and call back remote users easily.

Codec use with IP Gateway connections

When connecting two Strata CS Servers over an | P Gateway connection, the
Servers must use the same codec lists. Otherwise, audio failure can occur during
calls. See “Modifying Strata CS IP codecs’ on page 5-22 for more information.

Overview of creating an IP Gateway connection

Setting up an | P Gateway connection involvesthe following steps. It isimportant
to do them in the correct order:

1. OneachServer, createan | P Gateway that pointsto the other Server. See
“Creating an |P Gateway” on page 13-9.

2. Oneach Server, create one or more | P gateway dialing servicesto cover
the types of Internet calling you want to perform. See “ Creating |P
Gateway dialing services’ on page 13-13.

Y ou can create anew | P Gateway while defining a
gateway dialing service, by clicking the P Gateway
button (shown at right) in the dialing service dialog box.

3. Tounify two Servers so that al users appear to be local
users, create an | P Gateway user for each remote extension. See
“Creating Gateway usersto unify two Strata CS Servers’ on
page 13-17.

Using the IP Gateway Configuration Worksheet

Appendix C of thismanual providesaworksheet to help you set up multiple Strata
CS Serversfor an IP Gateway connection. Use the IP Gateway Configuration
Worksheet to help you plan consi stent access codesfor dialing services, and avoid
conflicts such as overlapping extensions or passwords.
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lllustration of an IP Gateway

The following diagram illustrates Strata CS Serversin London and Boston,
connected using an |P Gateway.

@® @ &
London phone at
Uszer in Boston disls 71 (access code for an Internet-to- The Lon.don Se:rver P P
o i automatically dials 54-22-00 G4-22-00 receives
Phaone Mumber dialing service) and 54-22-00 (& London N the call
telephone number). using & Phone Mumber .
disling service.
P Boston e London
%, 8 Server Internet ar Server
privcte P || I
e | -
4 — b
j e
@ 3
k2 i
User in London disls 74 (access code for an
Boston extension 110 The Boston Server automatically Internet-to-Centrex/PBX disling service) and
receives the call. disls extension 171, 171 (an extension on the Boston Server).

In the top example, the administrator at the Boston Server set up an
Internet-to-Phone Number dialing service with an access code of 71. The London
Server has a Phone Number dialing service. Usersin Boston can now dial phone
numbers in London by dialing 71 followed by the phone number.

In the bottom example, the administrator at the London Server set up an
Internet-to-Centrex/PBX Extension dialing service—configured to connect to the
Boston Server’sinterna dial tone—with an access code of 74. Usersin London
can now dial extensionsin Boston by dialing 74 followed by the extension.

Note: You can enable users to dial remote extensions directly, without dialing the
access code. See “Creating Gateway users to unify two Strata CS Servers” on
page 13-17.

To establish the TCP/IP connection, each administrator creates an |P Gateway
that points to the other Server. The administrator can use the |P Gateway on his
local Server to control dialing permissions for incoming calls. For example, the
London administrator can prevent Boston users from making long-distance calls
through his Server, by changing the dialing permissions of the Boston IP
Gateway.

Creating an IP Gateway

To connect two Strata CS Servers over |P Gateways, administrators on each
Server must create an | P Gateway that pointsto the other Server. For example, on
an | P Gateway connection between Boston and London, the Boston Server hasan
IP Gateway called “London,” and the London Server has an |P Gateway called
“Boston.” Each IP Gateway has an extension and password that the other 1P
Gateway uses to log in when connecting | P Gateway calls.
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The IP Gateway’ s extension is not meant to be dialed directly; it does not appear
in the Client or the dial-by-name list, and calls to that extension will not go
through. The extension is merely used behind the scenes to let remote Servers
connect.

Y ou can use the |P Gateway to control remote users' dialing permissions when
placing callsthrough your Server. For example, if you are the administrator of the
London Server, and you want to prevent Boston users from placing long-distance
calls through your Server, you edit the dialing permissions of the IP Gateway
“Boston.”

Each remote Strata CS Server that you connect to over the Internet requires a
separate | P Gateway. For example, if your Server connectsto Serversin London
and Chicago, you create two | P Gateways, called “London” and “Chicago.”

The IP Gateways view

To add, edit, and delete | P Gateways, click the P Gateways button in the View
bar to display the P Gateways view:

File Edit Yiew Tool: IP Gateways Help |

Call Log

G
"I

Flugns

IP

Gateways

[ [1Ttem [Admn (100)  [TY3GOODKT & &)

Each of your IP Gateways is shown as aline in the view. The following table
shows the information that is displayed for each |P Gateway.

Column Description

Name Name of the local IP Gateway, usually the name
of the remote Server’s location, or the name of
the remote Server computer itself.
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Column Description

Extension Extension of the IP Gateway on the local Server,
used by IP Gateways on remote Servers to log in
when connecting IP calls.

Password Password of the IP Gateway on the local Server,
used by IP Gateways on remote Servers to log in
when connecting IP calls.

Remote Address IP address or hosthame of the remote Server.

Remote Extension of the IP Gateway on the remote

Extension Server, used by the local Server to log in when
connecting IP calls.

Remote Password of the IP Gateway on the remote

Password Server, used by the local Server to log in when

connecting IP calls.

Comments Any comments pertaining to the remote Server.

Double-click an IP Gateway in the view to seeits properties.

Creating an IP Gateway

The following graphic illustrates an | P Gateway created on a Boston Server, for
purposes of connecting to aremote London Server:

o% Untitled - IP Gateway

General | Permizsions I

—Local

Mame: |L0nd0n

Estengion: |???

FPaszword: |???

Commerts: |

Opegator: |Dperator [« 0]

Lol L |

Telephane prompts: |U.S. English

— Remate

Femote Server's IP address: |1 24 64.77.68

Fiemote |P Gateway's extension |888

Femote |P Gateway's password |8851

0K I Cancel Help
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To set up an IP Gateway

1.

10.

11.

Have the following information ready:
n The Internet address of the remote Server

n Theextension and password of the |P Gateway on the remote Server.

In the IP Gateways view, choose IP Gateways > New IP Gateway.

Enter aName for the |P Gateway. Typically the name describes the
remote Server’s location, for example, “London.”

Assign the IP Gateway a unique extension. The extension is not meant
to be dialed, and does not appear in the Client or the dial-by-name
directory. Callsto the extension will not be connected. The IP
Gateway’ s extension is used behind the scenes to connect to the remote
Server to complete IP Gateway calls.

Enter aPassword for the IP Gateway, and enter it again in the
Confirmation field.

Add Comments to further identify the IP Gateway.

Under Operator, select the extension to which callers using this IP

Gateway aretransferred when they pressO from within thelocal system.
For example, auser on theremote Server might call auser on this Server
using this Gateway, and press 0 while in the local user’ s voice mailbox.

Under Telephone prompts, select the language of the Telephone
Commands as heard by users on the remote Server who log in to the
local system using this|P Gateway.

Under Remote, specify the following information about the remote
Server:

n Remote Server’s IP address. Enter the IP address in the format
nnn.nnn.nnn.nnn. Y ou can also enter the DNS name.

n Remote IP Gateway’s extension. Enter the extension of the IP
Gateway on the remote Server that points to this Server.

n Remote IP Gateway’s password. Enter the password of the IP
Gateway on the remote Server that points to this Server.

On the Permissions tab, assign dialing permissions that limit the types
of callsthat can be made by remote users who make calls through this
IP Gateway. For example, you might edit the local IP Gateway’s
permissions to prevent London users from making unrestricted
long-distance calls from London. See “The Dialing tab” on page 6-33.

Click OK.
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Important: The administrator on the remote Server needs to know the extension
and password of your IP Gateway, to be able to correctly configure the IP Gateway
on their Server that points to yours.

Creating IP Gateway dialing services

To use an IP Gateway connection, you must create at |east one dialing service of
the Internet-to-Phone Number or Internet-to-Centrex/PBX Extension type. For
complete information about dialing services, see Chapter 8, “Managing
Outbound Calls.” This section covers only the key points necessary to set up |P
Gateway connections.

Note: Before creating an IP Gateway dialing service, make sure you have
created an IP Gateway that points to the remote Server. See “Creating an IP
Gateway” on page 13-9.

Thetype of dialing service you must create, and how to create it, depends on the
type of IP Gateway calling you want:

n Calling Strata CS extensions on the remote Server. See page 13-13.

n Placing phone calls through the remote Server. See page 13-15.

n Placing Centrex/PBX calls through the remote Server. See
page 13-16.

Y ou must create aseparate dialing servicefor each typeof |P Gateway calling you
want to perform with aremote Server.

Calling Strata CS extensions on the remote Server

To call the remote Server’s extensions over |P, you must create an
Internet-to-Centrex/PBX Extension dialing service, selecting theremote Server’'s
internal dial tone.
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1. ChooseFile > New > Dialing Service > Internet-to-Centrex/PBX
Extension Service.

:7% Unlitled - Internet-to-Centrex/PBX Extension Service

General | Trunks I Codecs |

Mame: IChicago

Access code: |?5 [V Enabled
Minimum number of digits: |3
M aximum number of digits: Iai

IP Gateway: IChicagO j @

Place Centrex/PEx calls on remaote server using

= Remate server's Centres/PB service acoess code; I

& Remote server's internal dial tone

Cancel | Help |

2. Onthe General tab, enter the following information about the remote
Server:

n IP Gateway. Select the IP Gateway that will direct calls from this
dialing service to aremote Strata CS Server. See “Creating an |P
Gateway” on page 13-9. To create anew |P Gateway, click the IP
Gateway button.

n Remote Server’s internal dial tone. Selecting this option enables
users to connect to the remote Server itself, rather than having the
remote Server place an outbound Centrex/PBX call.

3. Enter al other information necessary to create the dialing service. For
instructions, see “ Adding an Internet-to-Centrex/PBX Extension
service” on page 8-17.

4. Click OK on any tab to add the dialing service.
Users can now dial extensions on the remote Server by dialing the access code
plus the extension, for example, 75-123.

To configure Strata CS so that users can dial remote extensions directly—without
dialing the access code—see “ Creating Gateway usersto unify two Strata CS
Servers’ on page 13-17.
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Immediately connecting to dial tone on the remote Server

Y ou can configure the dialing service to allow users to actually hear the remote
Server’sdial tone, so they can log in and check remote voice mail boxes, or press
411 to access the dial-by-name directory on the remote Server.

1. Createadialing service exactly like the one described above.
2. Set Minimum and Maximum number of digits to O.
With these settings, Strata CS connectsto the remote dial toneimmediately after

the access code is entered (for example, 71), rather than waiting for digits to be
collected by the local Server and then passed to the remote Server.

Note: Another way of accomplishing the same thing—without changing the
minimum and maximum digits—is to instruct users to press # immediately after
dialing the access code, as in 75#.

Placing phone calls through the remote Server

To place outbound calls through a remote Server over IP, you must create an
Internet-to-Phone Number dialing service.

1. ChooseFile > New > Dialing Service > Internet-to-Phone Number
Service.

: 22 Untitled - Internet-to-Phone Number Service

General | Trunksl Codecs | Location Settings I

Mame: |Chicaga
Accese code: |71 [V Enabled [~ Hidden
1P Gatewsay: ICh\cagD j @

"Placa external calls on remote server using

Remate server's Phone Mumber service access code: IS

Cancel | Help |

2. Onthe General tab, enter the following information about the remote
Strata CS Server:

n IP Gateway. Select the IP Gateway that will direct calls from this
dialing service to aremote Strata CS Server. See “Creating an |P
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Gateway” on page 13-9. To create anew |P Gateway, click the IP
Gateway button.

n Remote Server’'s Phone Number service access code. Enter the
access code of a Phone Number dialing service on the remote Server
(typicaly 9). Thisfield specifies the dialing service that the remote
Server uses to place calls originating from your local Server.

3. Enter al other information necessary to create the dialing service. For
instructions, see “ Adding an Internet-to-Phone Number service” on
page 8-15.

4. Click OK on any tab to add the dialing service.

Userscan now place outbound phone callsasif from the remote Server by dialing
the access code plus the phone number, for example, 71-555-1212.

Note: If when dialing out an IP to Phone Number dialing service you have
problems sending digits to external phone systems, try increasing the DTMF Gain
and DTMF On-time parameters in your Internet span’s Tuning tab. See
“Fine-tuning your IP connection” on page 5-24.

Placing Centrex/PBX calls through the remote Server

Usethistype of dialing service to connect to alegacy PBX system on the remote
Server, or dial a Centrex extension.

For thistype of call, you must create an Internet-to-Centrex/PBX Extension
dialing service, selecting the remote Server’s Centrex/PBX Extension dialing
service.
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1. ChooseFile > New > Dialing Service > Internet-to-Centrex/PBX
Extension Service.

:3x Untitled - Internet-to-Centrex/PBX Extension Service

Generall Trunksl Codecs |

Mame: |Eh\cago
Access code: |?4 [V Enabled [~ Hidden

Minimum number of digits: |3
I aximum number of digits: |4

IP Gateway:  |Chicago [~ @

Flace Centrex/PEX calls on remate server using

' Femote server's Centren/PBi service access code: I?

= Femote server's intemal dial tone

Cancel | Help |

2. Onthe General tab, enter the following information about the remote
Server:

n IP Gateway. Select the IP Gateway that will direct calls from this
dialing service to aremote Strata CS Server. See “Creating an |P
Gateway” on page 13-9. To create anew |P Gateway, click the IP
Gateway button.

n Click Remote Server’s Centrex/PBX service access code. The
remote Server completes the call by using the Centrex/PBX
Extension dialing service whose access code you enter here.

3. Enter al other information necessary to create the dialing service. For
instructions, see “ Adding an Internet-to-Centrex/PBX Extension
service” on page 8-17.

4. Click OK on any tab to add the dialing service.

Users can now place outbound Centrex/PBX callsasif from the remote Server by
dialing the access code plus the Centrex/PBX extension, for example, 74-5252.

Creating Gateway users to unify two Strata CS Servers

IP Gateway usersare away to connect two Strata CS Serversover the Internet or
an | P network, so that users on both Servers appear to be of the type User. From
the users’ perspective, the two Servers become asingle Strata CS site.

When you configure two Serversin thisway, users can:
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n Dia any user’s extension directly, without an access code.

n Seelocal usersand remoteuserslisted together inthe Client’ sUsersview,
Place Call Todialog box, and all other placeswherealist of users appears.

n Select any user when placing acall, transferring acall or creating a
conference call.

n Search for any user in the dial-by-name directory.

n Forward callsto any extension, or include any extension in arouting list.

From the users' perspective, |P Gateway users appear identical to local users (of
the type User), except that |P Gateway users hook states do not appear in the
Client’ s Users view.

By connecting two Servers over a private IP network and unifying them with I[P
Gateway users, you can effectively double the number of stations your StrataCS
system supports.

Overview of IP Gateway users

An IP Gateway user is a special type of user that you create to mirror a user on
the remote Server. For each user on the remote Server, you create an | P Gateway
user on thelocal Server. For example, if the remote Server has a user named Pete
Storpin, you would create a user of the type IP Gateway named Pete Storpin on
thelocal Server that points to the remote user.

The administrator on the remote Server performs the same action, creating an IP
Gateway user on the remote Server to mirror each User on your Server.

When alocal user (of thetypeUser) dialsan |P Gateway user’ s extension, behind
the scenesthe | P Gateway user automatically forwardsthe call over your Server’'s
Internet-to-Centrex/PBX Extension dialing service to the matching user on the
remote Server.

Before creating IP Gateway users

To create an | P Gateway user, you must have already done the following on each
Server:

n Created an | P Gateway to point to the remote Server. See “Creating an |P
Gateway” on page 13-9.

n Created an Internet-to-Centrex/PBX Extension dialing service that
connectsto the remote Server’sinternal dial tone. See “Calling StrataCS
extensions on the remote Server” on page 13-13.

n Made sure that no extensions on one Server conflict with extensions on
the other. To avoid conflicts, you might have all the extensions on one
Server begin with 1, while all the extensions on the other Server begin
with 2.
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The |P Gateway Configuration Worksheet in Appendix C can help you plan your
IP Gateway connection so that no conflicts occur.

To create an IP Gateway user

1. FromtheUsersview, choose Users > New User.

£ Untitled - User
General I Recordings I Muatifications | Call Handling I Clignt |
- General
Type: IGateway Lser j
First name: |F'ete
Last name: |St0l|:|in
Title: |
Extension: |222— Station 1D IU—
DID number: |
Pasaward: I"""— Lonfirmatian: I"""—
Comments: ;I
[
Operator: IDperator [« 0) ﬂ
Telephone prompts: ILI_S_ English j
1P G abesay: IChicago j @I
Edit All Client Settings... | Cancel | Help |

Under Type, select IP Gateway.

3. Under IP Gateway, select the IP Gateway that points to the remote
Server where this user resides. To create anew |P Gateway, click the
IP Gateway button.

4. Make sure that the Gateway user’'s Extension matches the user’s
extension on the remote Server. Thisfield isthe only field that must be
identical to the remote user’ s setup. However, you must make Name the
same as well, to reduce confusion.

5. FromtheNotificationstab, select thetype of e-mail notification the user
will receive. If the IP connection is disrupted, messages will have been
collected and saved. Enter the e-mail address or addresses to which
notificationswill be sent. Select an option for attaching avoice message
tothee-mail notification. Click Schedule to always send anotification,
or to only send a notification during specific times. For more
information on e-mail notifications, see “ The Notifications tab” on
page 6-17.
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6. Fromthe Call Handling tab, click Call Forwarding. Click To another
number. Under Call using, select the Internet-to-Centrex dialing
service with which you connect to the remote Server. Under Number,
enter the extension of the user on the remote Server.

7. Enter therest of the user information, which governs how the Gateway
user behaves on the local Server. For complete instructions on adding
users, see “The General tab” on page 6-9.

8. Click OK.

Using Contact PINs with IP Gateway users

When a contact employs a Contact PIN to dial an |P Gateway user, the Contact
PIN islost when the call istransferred to the actual user on the other Server. The
contact might then appear in the Call Monitor as an unknown caller.

To make sure that Contact PINs are recognized in all cases, users must duplicate
their contacts on the Gateway user account. For example, if Pete Storpin has

defined hiswife asacontact with aPIN of 55, hemust log in to his Gateway user
account on the remote Server and define hiswife again, using the same PIN of 55.

Note: The first time a user receives a Contact PIN call over the IP Gateway
connection, the user must associate the call with the contact. Then the contact will
be recognized on subsequent calls.

An easy way to duplicate contactsis to export them from the local Server's
account and import them to the remote Server’ s Gateway user account. For afull
description of Contact PINs, and instructions on exporting and importing
contacts, see Srata CSClient User Guide.

Fine-tuning your IP connection

Strata CS's | P Span dialog box includes a Tuning tab that you use to change any
of the IPLink board parameters between | P calls. Changes you make while acall
isin progress on the board will not bereflected until the call completes and anew
cal isinitiated. See “Fine-tuning your IP connection” on page 5-24.
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About extending Strata CS

Versatility iswhat makes Strata CS so powerful, and that versatility is enhanced
evenfurther by the ability tointegrate other applicationsinto the StrataCS Server.
Y ou can extend a Strata CS system in the following ways:

n In-band signaling applications. Software designed to interact with PBX
or Centrex systems can be configured to work with Strata CS, providing
custom VR or call-handling functions (fax back, touch tone data
retrieval, and so on).

n TAPI applications. TAPI-compatible phonedialersand contact managers
such as Act!, Goldmine, and Outlook can be integrated into Strata CS
through the Strata CS TAPI Service Provider.

n Third-party telephony devices. Devices such as fax servers and voice
mail systems can be integrated into the Strata CS Server.

n Custom software. If you have arequirement that cannot be met by one of
the many off-the-shelf applications available from third-party vendors,
programmers can use the Strata CS Software Development Kit (SDK) to
integrate custom-built software with your Strata CS system.

The next section of this chapter discusses extending Strata CS with off-the-shelf
applications. The rest of the chapter will give you an overview of what
programmers can accomplish using the Strata CS SDK. This chapter includesthe
following topics:

n "Extending Strata CS with off-the-shelf applications” (page 14-3).
Discusses how in-band signaling and TAPI applications can beintegrated
into the Strata CS Server.

n "Extending Strata CS with third-party devices” (page 14-4). Discusses
how to integrate third-party telephony devices.

n "The Strata CS SDK” (page 14-8). Givesanoverview of the SDK, which
contains the following tools:

n "The IVR Plug-in API” (page 14-9). A powerful way to integrate
virtualy any interactive voice response or voice processing
application with your Strata CS system.

n "The Device Status API” (page 14-11). A software component that
gives custom applications the ability to get detailed information
about trunks and stations from the Strata CS Server.

n "The Client API" (page 14-12). A set of software components that
gives custom applications the ability to access all functionsfound in
the Strata CS Client.
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Extending Strata CS with off-the-shelf applications

Many off-the-shelf applications produced by third-party vendors can be
integrated into the Strata CS Server without any custom programming. These
applications are integrated in one of the following ways:

n In-band signaling applications can be configured to work with most
Centrex and PBX systems, including Strata CS.

n TAPI applications can use the Strata CS TAPI Service Provider to
communicate with the Server.

In-band signaling applications

A human caller can send commands to any PBX, including Strata CS, by
generating a flash hook command by quickly pressing and releasing the hang-up
button (or hook) on atelephone handset cradle. The flash hook command signals
the PBX that special instructions will follow, such as placing a call on hold or
transferring a call to another extension. For example, a Strata CS user can
generate a flash and then press 1 to transfer acall.

This method of sending instructionsis called in-band signaling. Many telephony
applications use this same method, communicating with PBX or Centrex systems
through flash hook commands.

Most PBXs use their own proprietary sets of flash hook commands. An
application that uses in-band signaling will usually provide you with away to
configure it for a specific set of flash hook commands, such as those used by
Strata CS. For example, &3 (aflash followed by a 3) is the flash hook command
that Strata CS uses to disconnect from a call, so you can configure the in-band
signaling application to use &3 asitsdisconnect command. For acomplete list of
the Strata CS tel ephone commands, see the “Telephone Commands Quick
Reference” in Srata CSClient User Guide.

TAPI applications

TAPI applications can communicate with the Server through the Strata CS TAPI
Service Provider (TSP). The TSP can beinstalled on the Strata CS Server and on
any workstation networked to the Server. When it isinstalled, users can use
TAPI-enabled phone dialers, contact managers, and similar applications. No
modem isrequired, and the Strata CS Client does not need to be installed on the
user’s computer.

The TSP runs in the background, establishing a connection between the TAPI
application and the Strata CS Server. Whenever acall istransferred to the station
being monitored by the TSP, any TAPI-compatible application running on the
same PC is natified of the call. The application can then perform functions such
asgetting caler 1D or DID, transferring the call, putting the call on hold, parking
the call, or hanging up. TAPI applications can aso place new calls.
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Extending Strata CS with third-party devices

While any TAPI-compatible application should work with Strata CS, the
following contact managers are actively supported:

n Act! 3.0, 4.0, and 2000
n GoldMine 4.0 and 5.0, and FrontOffice 2000
n  Microsoft Outlook 98 and Outlook 2000

For detailed instructions on how to install the TSP and use it with the supported
contact managers, see the chapter on “Installing the Strata CS Workstation
Applications’ in Srata CSlnstallation & Maintenance Manual. If you arewriting
aTAPI compliant application, see the online Srata CS SDK and API
Programming Guide (TV SDK.PDF) for adiscussion of the TAPI featuresthat the
TSP supports. (The developer’ s guide is installed with the SDK.)

Many telephony devices produced by third-party vendors, such asfax servers or
voice mail systems, can be integrated into the Strata CS Server. This optionis
only available for devices connected to M S| boards.

To use athird-party device with Strata CS, attach the device to a Strata CS station
and configure it using the tabs in the User diaog box.

When you integrate a third-party device, you may need to indicate how to send
DID, or extension numbers, to the station as touchtone digits (DTMF). Consult
the documentation for your third-party device for more information on the kind
of DTMF information that is required.

Note: Some third-party devices require a delay before DTMF digits are sent to the
device. To specify this delay, change the SendDigitsToStationDelay registry
setting (see “Modifying other supported Strata CS settings” on page A-28).

To send DID information to adevice as DTMF, on the Phone tab select one of the
following methods from the Send digits to station drop-down list.

n Do not send digits. If you are not integrating a third-party device, accept
the default method. No DTMF digits are sent.

n Send DID from PSTN. Send the DID number as DTMF digits from the
trunk on which the call arrived.

n Send user’s extension number. Send the extension number of the
calling user as DTMF digits.

n Send call type and extension number. Send the call type and extension
number as DTMF digits. This method is described in detail in the next
section.
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£ Untitled - User E

Generall Fecordings | Matifications | CallHandling ~ Phone I Dialing I Permissionsl Other |

— Uze the following features on this user's phone
I Caller ID
I~ Caller ID on call waiting
I Message waiting indicator

I Stutter tone

— I Pad extensions when sent az Caller ID

Padding position: IAfter extenzion LI
Fadding character: IU LI
— Setting

BRing phone for |2D seconds

Send digits to station: IDU not send digits LI
Lo not send digi

iSend DD from PS TR

Send uzer's extension number
Send call type and extenzion number

Note: If you choose any setting except the default Do not send digits, all call
screening options are disabled for the station.

Sending call type and extension number to a device

The Send call type and extension number method sends DTMF digits that
represent the call type and one or more extension numbersto help the third-party
device determine where the call came from. Using thisinformation, the
third-party device can customize call handling for individual calls.

For example, athird-party voice mail system can use the extension number to
preselect a specific user’ s voice mailbox. Using the call type, the system can then
customize how the call is handled. When usersdial in from their desks, they are
connected directly to their voice mailboxes and offered a “retrieve voice mail”
menu. For external callers, the voice mail system offersa“leave message” menu
with the user’ s voice mailbox already selected.
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The possible combinations of DTMF digits that are sent to the device are
described in the following table.

Type of call DTMF digits sent
Direct call to this extension from an external “1”

caller.

Direct call to this extension from an internal “2{source extension}##"

caller at another Strata CS source extension.

Call from an external caller to a different "b{target extension}#"
target extension.

The call was sent to this extension via a
routing list action because the target
extension was busy or the call was not

answered.
Call from an internal caller at another source "6{target extension}#
extension to a different target extension. {source extension}#"

The call was sent to this extension via a
routing list action because the target
extension was busy or the call was not
answered.

The following example illustrates one way that Strata CS can be configured to
send DID digitsto stations:

n Frank Smith is assigned extension 101. Miri Anatoliais assigned
extension 102.

n A third-party voice mail system is attached to several Strata CS stations.
The system administrator creates auser for each device and assigns each
onean extension, asin“Voice Mail Port 1” at extension 301, “Voice Mail
Port 2" at extension 302, and so forth. When setting the Send digits to
station option for each user, the system administrator selected Send call
type and extension number. Finally, each voice mail port isadded to a
workgroup called Voice Mail, at extension 300 (for more on setting up
workgroups, see “Creating a Workgroup” on page 7-3).

n Both Frank and Miri have arouting list that rings them first at their own
extensions, and then sends callsto the workgroup Voice Mail at extension
300. Any callsfor Frank and Miri that they do not pick up go directly to
the first available voice mail port in the workgroup.
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Note: Itis highly recommended that you use more than one voice mail device in
a scenario such as the previous example. A single device at extension 300, for
example, can only handle one call at a time—either a user checking for voice
messages or an external caller leaving a message. If a second call comes in to the
device while it is busy, the second call goes to the final action of extension 300’s
routing list, which may be Strata CS’s voice mail, or any other final action that you
configured.

Using the previous example again for illustration, the possible DTMF
combinations that may be sent to one of the voice mail systems are described in
the next table. In all cases, the call is handled by the first available voice mail
device in the workgroup Voice Mail.

Type of call DTMF digits sent
An external caller calls Voice Mail directly at “1”
extension 300 in order to leave a message for a

user.

For a direct external call, the DTMF digits do not
contain any information about the extension that
was dialed. The caller follows the prompts offered
by the device to identify the user who will receive
the message.

Frank Smith at extension 101 calls Voice Mail “2101#"
directly at extension 300 in order to retrieve his
voice messages.

For a direct internal call, the DTMF digits identify
Frank’s extension. The voice mail device can send
Frank directly to his own voice mailbox.

An external caller calls Miri Anatolia at extension "5102#"
102. If there is no answer or a busy signal at
extension 102, the call rings Voice Mail at
extension 300.

For an external call re-routed by a routing list, the
DTMF digits contain Miri’'s extension. The voice
mail device can send the caller directly to Miri's
voice mailbox to leave a message for her.
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Type of call DTMF digits sent

Frank Smith at extension 101 calls Miri Anatolia at | "6102#101#"
extension 102. If there is no answer or a busy
signal at extension 102, the call rings Voice Mail at
extension 300.

For an internal call re-routed by a routing list, the
DTMF digits contain Frank’s and Miri's extensions.
The voice mail device can send Frank directly to
Miri’s voice mailbox where he can leave her a
message, and he may be identified as the sender.

The Strata CS SDK

The Strata CS SDK is apowerful set of software libraries that programmers can
use to achieve thetightest possible integration between their applications and the
Strata CS Server. A programmer can use the SDK to integrate custom voice and
call processing applications such as:

n Order processing systems with interactive voice response (IVR)

n Customer identification and screen pop applications

n Smart operatorsthat transfer calls based on caller ID or other information
n Automatic customer support call handling

n Custom applications that monitor the status of Strata CS devices

Applications that use the Strata CS SDK can be created by programmers who
have experience with a Windows programming platform such as Visual Basic,
Visual C++, or Delphi. Toshibamaintains alist of consultants qualified to
develop applications using the Strata CS SDK.

Most custom applications can use in-band signaling (as described in “In-band
signaling applications’ on page 14-3) to perform caller ID and call control and do
not need any other software. However, applications that need to perform
interactive voice-processing tasks (collecting and interpreting touch-tone digits,
playing and recording voicefiles, generating spoken messages, and so on) require
atelephony toolkit (see “ Developing IV R Plug-ins with a telephony toolkit” on
page 14-10 for details).
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Installing the Strata CS SDK

The Strata CS SDK consists of sample programs and help files aswell as the
software libraries that programmers will use to integrate their applications with
Strata CS. Y ou can print the Srata CS SDK and API Programming Guide
(TVSDK.PDF) and provideit to programmers.

To install the Strata CS SDK

1. RuntheTVSDK.exe programlocatedin\Strata €S onthe StrataCSCD.
2. Follow the ingtructions in the Strata CS SDK Setup window.

The Strata CS SDK Application Programming Interfaces

The StrataCS SDK consists of three APIs (Application Programming | nterfaces)
that can be incorporated into custom applications. Each API isa software library
that the application can use to access specific functions and datawithin Strata CS.
The following APIs are provided:

n The IVR Plug-in API. Using the IVR Plug-in API, programmers can
tightly integrate acustom application with the Strata CS Server to perform
complex call-handling or voice-processing tasks (order entry, customer
service, e-mail readers, and so on). The application (called an IVR
Plug-in) isavirtual extension on the Strata CS Server. The IVR Plug-in
can be dialed from a phone or auto attendant, called from an internet
trunk, or have calls forwarded or transferred to it, just like aregular
extension assigned to a user.

n The Device Status API. Using the Device Status API, an application can
monitor the status of all devices on the Strata CS Server. For example, it
can monitor current users on the system, obtain the name of a user
currently logged on at a station, or identify the trunk to which astation is
connected. The application can generate custom reports concerning the
calls handled by Strata CS.

n The Client API. Using the Client API, applications can interact with the
Strata CS Server database.

The remainder of this chapter provides an overview of each API. For more
detailed information, see the Srata CS SDK and API Programming Guide.

The IVR Plug-in API

The IVR Plug-in API enables a custom application to function as a virtual
extension on the Strata CS Server. The application (called an 1VR Plug-in) can act
just asif it were using aregular extension assigned to auser. VR Plug-insrun on
the Strata CS Server and are assigned an extension in the Strata CS
Adminigtrator's VR Plug-in view. Programmers use the VR Plug-in API to get
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notification of new callsfrom the Strata CS Server, retrieve caller 1D, DID, or
other call data, and then optionally perform any voice processing (get digits, play
or record greetings, perform database |ookups, and so forth) using a telephony
toolkit. After an IVR Plug-in finishes processing the call, it can hang up or
transfer the call back to any Strata CS extension, auto attendant, voice mail box,
or even another IVR Plug-in. IVR Plug-ins can also make outbound calls, which
can be useful for predictive dialing applications.

IVR Plug-in sample programs
The following IVR Plug-in sample applications are included with the API:

n CustomerID Plug-in. A Visua Basic project that demonstrates how to
transfer customersto different agents automatically, based on the
customer’s area code. Programmers can install and run the compiled
sample program on a Strata CS Server without modification, or they can
use Visual Basic to customize it as desired.

n CustomerlD database manager. A small program to maintain the
Customer and Agent databases accessed by the CustomerID Plug-in. The
program can be used to customize the customer and agent data for your
Strata CS Server site.

n OutBound Calling Plug-in. A Visual Basic project that demonstrates
how a Plug-in can place outbound calls, send data, and then return control
to the Server. The compiled sample program will run on a Strata CS
Server without modification, but you must have Visual Basic and a
telephony toolkit (such as CallSuite) to modify and recompile the sample
program.

Developing IVR Plug-ins with a telephony toolkit

The Strata CS SDK allows a programmer to integrate an application with the
Strata CS Server, but it does not provide tools to perform tasks such as dialing a
phone number, interpreting touch-tone digits, playing or recording voice files, or
generating spoken messages. These tasks require a telephony toolkit such as
Callsuite.

Telephony toolkits can be used to build applications such as:
n Order entry systems
n Benefits enrollment hotlines
n Resal estate fax lines
n Voice mail and paging systems
n Product literature fax-on-demand systems
n Movierating and information lines
n Taking classifieds

14-10 STRATA CS ADMINISTRATOR MANUAL
BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



n Predictive dialers
n Golf tee reservation systems

n Ski condition hotlines

IVR Plug-in licensing

IVR Plug-insarelicensed at runtime and count against your station licenses. Y our
system may be configured to support an unlimited number of Plug-ins, but each
simultaneous call to an IVR Plug-in will consume one station license for the
duration of the call.

For example, if you have a system with 16 station licenses, and 15 of those
stations are assigned to users, you have one free station license that can be applied
tocaling an IVR Plug-in. If one person makesacall to aPlug-in, and during the
call another user makes acall to the same or adifferent IVR Plug-in, at that point
the caller hears a message that the extension is not available, and an error is
logged to the Strata CS Server’ s Windows NT Event Log saying that the license
count has been exceeded.

The Device Status API

TheDevice Status API providesfunctionsthat allow an application to monitor the
status of all devices (stations and trunks) on a Strata CS Server. The application
can obtain the device name, number, hook state, current activity, and extensions
for each device on the system. Each extension can be examined for the extension
number, the user’ s name, and whether the extension isin a Do Not Disturb
personal status. Using these functions, the application could:

n Monitor current users on the system and maintain acall log in aformat
customized for your special needs.

n Obtain acurrent list of users permanently assigned to a station.
n Obtain the name of a user currently logged in at a station.
n ldentify the trunk to which a station is connected.

All Device Status information is read-only. The API can be used in combination
with the IVR Plug-in API to provide I VR applications with device information.

The Device Status sample program

The Device Status sample program is a Visual Basic project for asimple device
monitor that displays a constantly updated list of status reports on each devicein
the system. Programmers can use this sample program as a starting point for their
own applications, expanding and customizing it as desired. It requires no
hardware or software beyond what is aready required for the Strata CS Server
and Visual Basic.
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The Client API

The Client API is an extensive collection of the COM objects used to write the
Strata CS Client. It contains objects that are typically used to interact with the
Strata CS Server database and the call-processing engine. Using the objects

available in the Client API, your applications can use any function found in the
Strata CS Client.
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About Strata CS configuration settings

This appendix lists the Strata CS configuration settings that store low-level
information that is rarely changed, or that cannot be changed using the
Administrator.

Many configuration settings are stored in the Windows registry on the Server
computer and on client computers where one or more Strata CS workstation
applications areinstalled. Some settings are stored at the machine level and apply
to all userson that machine while others are stored for the current user. The
Windows registry settings can be edited using Regedit .exe Or Regedt32.exe.

Other configuration settings are stored in the Strata CS database. These settings
can be edited with the Strata CS Settings program as described in “Using the
Strata CS Settings program” on page A-26.

Note: In this chapter, HKLM is the abbreviation for HKEY_LOCAL_MACHINE
and HKCU is the abbreviation for HKEY_CURRENT_USER.

Strata CS Server registry settings

Many registry settings are set at installation time. In this appendix, the “default
values’ listed for registry settings refer to the values that will be used when there
isno registry entry, not to defaults set by the Strata CSinstaller.

One Strata CS Server registry setting isfound (or can be created) under the
following registry key:

HKLM\Software\Toshiba\Strata CS\

.\Toshiba\Strata CS\

COMPANY

STRING value sent to incoming | P callers who are directed to an auto
attendant or IVR Plug-in. Some terminals such as NetMeeting will be
able to display thisnamein their user interface. Calls that go directly to
users will use the user’s name instead. Note that this value is written by
theinstaller. This setting takes effect when SendDisplayOnAnswerCall
(see page A-6) is non-zero. See also Q931DefaultSourceName ON

page A-6.

Defaultis“Strata CS”.

These Strata CS Server registry settingsin the following table are found (or can
be created) under the following registry key:
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HKLM\Software\Toshiba\Strata CS\Server\Settings

AnalogMinTrunkOnhookTime

DWORD value specifying the minimum on-hook time in milliseconds
before the trunk will be used for another outbound call.

Default is 3000 milliseconds.
BCPComPort

DWORD value specifying the COM port used to connect to the BCP
panel for Watchdog mode. The watchdog signal istransmitted by Strata
CSover aserial cable that connects the PC COM port to the “RS-232
Watchdog Signal” port on the connection panel.

Default is 1, indicating that the serial cable is connected to the COM 1
port. If you are using the COM 1 port for another device, such asamouse,
change this setting to 2 and use the COM2 port.

ConferenceMgrl and ConferenceMgr2

In an environment that has both Strata and M S| station boards, these
values specify whether Strata CS uses al of the available conference
managers on the Strata boards before using the conference managers on
the M SI boards, or vice versa.

The following case-sensitive codes are used to refer to the M S| and
Strata boards: TvMsi.TerminalMgr and TvStrata.TerminalMgr.

Default settings use the conference managers on the M Sl boards first:
ConferenceMgrl = “TvMsi.TerminalMgr”,
ConferenceMgr2 = “TvStrata.TerminalMgr”

DbCachelInterval

DWORD value specifying the number of minutes between database
cache refreshes.

Default is 5 minutes. Setting to zero to turns off cache refreshes.
DisableDevices

See “Disabling Dialogic devices’” on page A-13 for detalls.

Defaultiso.
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EmptySentItemsFolder

DWORD value specifying whether or not to purge the Sent box in a

L otus Notes-based e-mail system each time an e-mail notification
includes an attached voi ce message. If you arenot using an e-mail system
based on L otus Notes, you do not need to define this setting. For more
information, see”Using LotusNotesfor e-mail notification” in Srata CS
Installation & Maintenance Manual.

Default valueis 0, specifying that the Sent box should not be purged. A
value of 1 indicates that the Sent box should be purged.

ExternalCallOfferingDelay

DWORD value specifying the wait (in milliseconds) before Strata CS
starts call offering on atrunk for routing lists and call forwarding. This
setting appliesto normal PSTN calls (analog, RB T1, and ISDN). For IP
calls where a positive indication of connection isreceived, use
ExternalCallOfferingDelayConnected.

Defaultis8000 milliseconds.

ExternalCallOfferingDelayConnected

DWORD value specifying the wait (in milliseconds) before Strata CS
starts call offering on atrunk for routing lists and call forwarding. This
setting applies to | P calls where a positive indication of connectionis
received. For normal PSTN calls (analog, RB T1, and ISDN), use
ExternalCallOfferingDelay.

Defaultis100 milliseconds.

LogPath

STRING value specifying the subdirectory in which Strata CS Server log
files (Tvlogxxx . TXT) will be created. If thisregistry value does not exist,
or pointsto an invalid directory, Server logging will be disabled.

Default pathis: *” (empty string).

LogSize

DWORD value specifying the maximum size of each Strata CS Server
log file (Tvlogxxx.TXT) in megabytes.

Default valueis IMB. A value of 0O will disable logging.
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Mail

DWORD value specifying whether or not Strata CS e-mail functionality
will be available. Thisincludes e-mail notification and Exchange
synchronization.

Default valueis 1 (e-mail functionality isavailable). A value of 0
specifies that e-mail functionality is not available.

MaxNonSilence

DWORD value specifying the maximum length of uninterrupted sound
(in 20 ms units) that will be recorded before the recording isterminated.

Default is 0 (no time-out).

MinDiskFreeSpace

DWORD value specifying the minimum amount of disk space (in
megabytes) that must be available for logging and saving voice
messages. |f the minimum amount is not available, no logging will occur
and no voice messages will be saved.

Default valueis 50MB.

MonitorInterval

DWORD value specifying the interval in minutes between Strata CS
Device Monitor checks. At each interval the Monitor goes through al
current devicesto seeif they are responding, and restarts them if they do
not respond within 10 seconds.

Default is 5 minutes.

MonitorTimeout

DWORD valuein minutes. Thisisthelength of timethat Strata CSwaits
before automatically restarting a non responding device. When an
automatic restart isinvoked, a message is added to the Windows Event
Log: “Device %1 is not responding, restarting...”

Defaultis5 minutes.

MonitorRestart

DWORD value. If thisis non-zero, when the system detects a
nonresponding device it will attempt to restart it. A non-zero setting can
cause problemswhen adeviceis not responding, becauseit can result in
slow database access.

Defaultis 1.
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NumLogs

DWORD value specifying the number of Strata CS Server log files
(Tvlogxxx.TXT) kept before they are overwritten.

Defaultis 1.
PartyCustomDataMax

DWORD value specifying the maximum size alowed (in bytes) for
custom data attached to each party. If aClient attemptsto set custom data
for aparty that exceedsthis size, the attempt will be disallowed.

Defaultis10000 bytes.
Q931DefaultSourceName

STRING value used when forwarding incoming PSTN calls without
caler ID to an Internet Address or gateway service. The IPLink drivers
will substitute the string “Name” unless another string is provided in the
in source address. Thiskey should have the same value as the Company
setting (see page A-2).

Default is “Strata CS".
RefreshVMWI

DWORD value specifying the number of milliseconds to wait before
refreshing the CLASS phone message waiting lights.

Defaultis5000 milliseconds.
RequireLoginForTUIOnTrunk

DWORD value specifying whether or not Strata CS will require a user
login after pressing ** on a remote phone.

Default valueis 1 (login isrequired). A value of 0 specifiesthat loginis
not required.

SendDisplayOnAnswerCall

DWORD value specifying whether or not to display the company or user
name to inbound Internet callers. Y ou may need to disable this setting to
use certain | P boards that do not support this feature.

Default is 0 (automatic), specifying that al boards except the |P041
boards provide adisplay string when answering acall. A setting of 1
always provides a display string, which will cause Dialogic Farallon
boardsto fail oninbound calls. A setting of 2 never provides adisplay
string.
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TruncateRecordings

DWORD value specifying whether or not Strata CS should truncate extra
silence at the end of voice message recordings.

Default is 1, specifying that silence is truncated. A value of O specifies
that extra silence is not truncated.

UnknownCallerName

STRING value specifying the name to display in the call log when the
actual caller nameis unknown.

Default is “Unknown”.
UserVoxPath

STRING value specifying the path for local user voice prompts. Path
string must end in a backslash.

Default is set during installation.
WaitLoopCurrentTimeout

DWORD value specifying the number of milliseconds to wait for loop
current before dialing an outside number. Set thisto zero to skip loop
current checks when making outbound calls.

Defaultis1400 milliseconds.
WrapupTime

DWORD value specifying the number of milliseconds (for an ACD
workgroup) between when an agent hangs up a call and when the caller
waiting the longest is notified that the agent became available.

Defaultis4000 milliseconds.

Strata CS Workstation applications registry settings

All supported Strata CSworkstation registry settingsarefound (or can be created)
under the registry keys presented in this section. The workstation application
settings are divided into those that apply to the current user (following section)
and those set for the local machine (beginning on page A-9).
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Current User Settings

The workstation application settings in this section are located in
HKEY_CURRENT_USER.

HKCU\Software\Toshiba\Strata CS\Client\Admin\App

J\Client\Admin\App

LoggedInUserId
STRING value indicating the ID of the user who last logged in.
Defaultis*” (empty string) on installation.

HKCU\Software\Toshiba\Strata CS\Client\Logon

.\Client\Logon

Extension
STRING value specifying the user's extension.
Defaultis “0”.

Server

STRING value specifying the name of the Strata CS Server computer.
May be either a NetBios name (for example, “Strata CS”) or an IP
Address (for example, “123.12.76.102").

Defaultis " (empty string).
PingTimeout

DWORD value specifying the ping timeout duration. If thisis not set to
0, users who log on to the Terminal Server remotely will need
administrator permissionsto run the Client (see“Installing the Client on
Microsoft Terminal Server” in Srata CSlnstallation & Maintenance
Manual).

Defaultis “0”.
Address
STRING value specifying the user's station ID.
Defaultis “0”.
Username
STRING value specifying the user's Strata CS login name.
Defaultis*” (empty string).
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Local Machine Settings

The workstation application settings in this section are located in
HKEY_LOCAL_MACHINE.

HKLM\Software\Toshiba\Strata CS\Client\Client\App

.\Client\Client\App

LoggedInUserId
STRING value indicating the ID of the user who last logged in.
Defaultis*” (empty string) on installation.

HKLM\ SOFTWARE\Toshiba\Strata CS\Client\TSP

\Client\TSP

HangUpCalls

DWORD value specifying whether or not the current user can hang up
calsinaTAPI client application that isusing the Strata CSTAPI Service
Provider (“TSP"). This setting isimportant for GoldMine users.

Default is 1 (Clients can hang up callsusing TAPI functions). A setting
of O will prevent Clients from hanging up callsvia TAPI.

TraceMaxRevisions

DWORD value specifying the maximum number of backup log filesthat
will be generated on this machine before the Strata CS TAPI Service
Provider (“TSP") starts overwriting the oldest files.

Default is 10 log files.
TraceToFile

DWORD value specifying whether or not the TSP will log activity for
this user to adisk file.

Default is 1 (TSP will log).
TraceDirectory

STRING value specifying the path to the TSP log file folder.

Default isthe \Logs subdirectory of the Strata CS Client install folder.
TraceLevel

DWORD value specifying a number used to limit logging output from
the TSP. The higher it is, the more events will be logged.

Default is 10 events.
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HKLM\SOFTWARE\Toshiba\Strata CS\Client\TSP\Logon

Address

STRING value specifying the station ID that the TAPI Service Provider
(“TSP") will monitor for incoming calls. TAPI client applications are
notified of al calls to this station.

The user can set and change this value using the Strata CS TAPI
Configuration Wizard.

No default. Must be set before the TSP can run.

Server

STRING value specifying the name of the Strata CS Server computer to
which the TSP will call. May be either a NetBios name (for example,
“Strata CS”) or an IP Address (for example, “123.12.76.102").

The user can set and change this value using the Strata CS TAPI
Configuration Wizard.

No default. Must be set before the TSP can run.

UserName

STRING value showing the name that appears in the Call Log for
incoming and outgoing calls that use the TSP.

The user can set and change this value using the Strata CS TAPI
Configuration Wizard.

No default. Must be set before the TSP can run.
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Strata CS Server language locale settings

Strata CS currently uses the following locale codes:

ENOO U.S. English
EN10 U.K. English
ES00 Latin American Spanish

HKLM\SOFTWARE\Toshiba\Strata CS\Server\TUI

.\Server\TUI

DefaultLocaleCode
STRING value specifying the default locale code.
Default value is determined during installation.

Locale definitions
Each installed locale code has its own set of registry entries, as follows:

HKLM\SOFTWARE\Toshiba\Strata CS\Server\TUI\<LocaleCode>

\Server\TUl

Description
STRING value specifying the language description for thislocale code.

Defaultsare: ENOO ="US English”, EN10 = “UK English”, ES00=
“Latin American Spanish”.

LocaleDLL
STRING value specifying the DLL to use for thislocale code.

Defaults are; ENOO = “TVLEN00.DLL”, EN10 = “TVLEN10.DLL",
ES00 = “TVLES00.DLL".

SentenceFile
STRING value specifying the Sentence file for thislocale code.

Defaults are: ENOO = “TVLEN00.INI”, EN10 = “TVLEN10.INI”,
ES00 = “TVLES00.INI”.

VapFile
STRING value specifying the system voice file for thislocale code.

Defaults are: ENOO = “TVLEN00.VAP”, EN10 = “TVLEN10.VAP”,
ESOO = “TVLES00.VAP” .
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Defining custom tones

Custom tones can be defined for incoming fax detection and disconnect detection.
Y ou can define one incoming fax tone and up to ten different disconnect tones
under the following Windows NT registry keys:

HKLM\SOFTWARE\Toshiba\Strata CS\Server\ToneDefinitions
\IncomingFaxTone

HKLM\SOFTWARE\Toshiba\Strata CS\Server\ToneDefinitions
\DisconnectTone<n>

where <n> isadigit from 1 through 9 (for example, \DisconnectTonel,
\DisconnectTone2, and so forth).

After you enter custom tones, you must restart the Strata CS Server. At startup,
Strata CS will read the definitions for all custom tones and define them to the
Dialogic drivers.

Each custom tone is defined by the DWORD keys shown in the next table.

Custom Tone Keys

Key Description

freql First frequency (in Hz) for the tone

fregldev Allowable deviation for the first frequency (in Hz)

freq2 Second frequency (in Hz) for the tone

freg2dev Allowable deviation for the second frequency (in Hz)

cadence 1 = cadenced tone, 0 = noncadenced tone

minrep Number of repetitions for the cadence (that is, the number of
times that the on/off signal is repeated)

dualtone 1 = dualtone, 0 = single tone

cadenceon Length of time for which the cadenceis“on” (in 10ms units)

cadenceon dev  Allowable deviation for “on” time (in 10ms units)

cadenceoff Length of time for which the cadenceis*“ off” (in 10ms units)

cadenceoff dev Allowabledeviation for “off” time (in 20ms units)
leadingedge 1 = tone detection on leading edge, 0 = on trailing edge
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Example: Defining a disconnect detection tone

Custom trunk disconnect detection tones are used in installations where a PBX
sitsbetween the central office and Strata CS, and wherethe PBX doesnot provide
afast busy tone to indicate trunk hangup.

The keysin the next table are DWORD values that define a disconnect tone with
the following characteristics:

n A Dua Tone Frequency of 400Hz — 450 Hz (that is, 425 +/- 25)
n On between 460ms — 500ms (that is, 480ms +/- 20ms)

n Off between 440ms — 480ms (that is, 460ms +/- 20ms)

n Cadence must repeat 2 times

n Cadence begins on the leading edge of the tone

Custom Tone Keys

Key DWORD Description

freql 425 First frequency (in Hz) for the tone

fregldev 25 Allowable deviation for first frequency (in Hz)
freqg2 425 Second frequency (in Hz) for the tone

freg2dev 25 Allowable deviation for second frequency (in Hz)
cadence 1 1 = cadenced tone, 0 = noncadenced tone

minrep 2 Number of repetitions for the cadence

dualtone 1 1 = dualtone, 0 = single tone

cadenceon 48 Time for which cadenceis“on” (in 10ms units)
cadenceon_dev 2 Allowable deviation for “on” time (in 10ms units)
cadenceoff 46 Time for which cadence is “off” (in 10ms units)
cadenceoff dev 2 Allowable deviation for “off” time (in 10ms units)
leadingedge 1 Tone detection: 1 =leading edge, 0 = trailing edge

Disabling Dialogic devices

By default Strata CS allocates and opens all Dialogic devices that are present on
the Server for itself. If you do not want Strata CSto allocate all of the available

devices (for example, if you are connecting fewer linesto a Dialogic board than
the board can support), use the procedure described later in this section to disable
the Dialogic devices.

Y ou might need to disable Dialogic devices for any of the following reasons:

n To allow non-Strata CS applications to run on the Strata CS
Server
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For example, you may have another CT application installed on the Strata
CS Server that needsto own some Dialogic devicesfor itself. Y ou would
identify the specific Dialogic devices and channels required by the CT
application, and then disable those devices. When Strata CS opens
Dialogic devices at startup, it will ignore the disabled devices, making
them available to the CT application.

Note: You do not need to reserve devices when developing an IVR
Plug-in, which will automatically share Strata CS’s Dialogic resources as
needed.

To connect afractional T1 or E1 line to Strata CS

For example, you may have a T1 line with 12 channelsinstead of 24. To
connect this T1 line to Strata CS, you still connect it to a Dialogic card
with 24 channels, but you disable half of the channels. When Strata CS
starts, it will see 12 instead of 24 trunks, which will match the fractional
T1line. You must be sure to disable the correct half, for example, trunks
1-12 or trunks 13-24, whichever matches the fraction of the T1 line you
have.

To ignore several trunks on a voice board and use its voice
processors only

For example, you may want to support a 1T1-by-24-station configuration
in the minimum number of slots. The best way would be to install a
D480SC-2T1 card that supports two T1 lines and 48 voice processorsin
onesdlot, and an M SI1240 board to support 24 stationsinasecond slot. You
would install the 2T1 line card even though you only have one T1 line
because the D480SC-2T1 card has 24 extra voi ce processors that you can
useto provide dial tone and voice promptsfor the 24 stations. Installing a
D240SC-T1 card and a D240SC card for the voice processors would
require more slots. For this configuration, you would disable the network
resourcesfor the second T1 line on the D480SC-2T1 card. Strata CS will
not see them when starting up, but it will see all the voice processors.

To disable Dialogic devices in the Windows NT/2000 registry

1.

Using the conventions described in “ Dialogic device names’ (in the
next section), determine the device names for the Dialogic devices you
want to disable.

Run Regedit.
Create the following key (if it does not aready exist):
HKLM\SOFTWARE\Toshiba\Strata CS\Server\Settings

Create a string value under Settings named DisableDevices.
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5. Set the contents of DisableDevices to a comma-separated list of the
device names you are disabling.

For example, to disable the third and fourth channels on the first voice
board in a system, set the contents of DisableDevices asfollows:

DXXXB1C3,DXXXB1C4

Todisableall the channelson aboard, set DisableDevices totheboard
name without any channel, for example:

DXXXB1
6. Savethechangesto theregistry.

Note: If you add or remove Dialogic boards, you must update the DisableDevices
list.

Dialogic device names

Dialogic system software creates standard namesfor devices and channelswithin
devices. These names are used to open the devices to receive device handles,
which are used in all subsequent Dialogic driver functions.

Dialogic voice board device names

A Dialogic voice board device name has the form DXXXBnCn, where Bn isthe
board number and Cn isthe channel number. For example, Channel 1 on Board 1
would be named DXXXB1C1. If multiple voice boards have been installed, the
board number 1 is assigned to the Dialogic voice board that was installed in the
Strata CS Server with the lowest board ID. (For information about setting
Dialogic board IDs, see Srata CSInstallation & Maintenance Manual.) The
board number is then incremented by 1 for every four voice ports. The channel
number is assigned sequentially starting with 1 each time the board number
changes and incremented by 1 for each voice channel. Whenever al the devices
on one Diaogic voice board have been named, the board-numbering sequence
continues on the Dialogic voice board that was installed with the next lowest
board I1D.
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For example, if youinstalled aDial ogic D/80SC-4L Sin the Strata CS Server with
the board ID set to 0 and a D/41ESC with the board ID set to 1, the devices on
these boards would have the names shown in the following table.

Board Board ID Channel

DXXXBIC1 - LSI/VOX
DXXXB1C2 - LSI/VOX
DXXXB1C3 - LSI/VOX
DXXXB1C4 - LSI/VOX
DXXXB2C1 - VOX
DXXXB2C2 - VOX
DXXXB2C3 - VOX
DXXXB2C4 - VOX
D/41ESC 1 DXXXB3C1 - LSI/VOX
DXXXB3C2 - LSI/VOX
DXXXB3C3 - LSI/VOX
DXXXB3C4 - LSI/VOX

If you assigned thelower board I D to the D/41ESC board, the deviceson the same
boards would have the names shown in the following table.

Board Board ID Channel

D/41ESC 0 DXXXB1C1 - LSI/VOX
DXXXB1C2 - LSI/VOX
DXXXB1C3 - LSI/VOX
DXXXB1C4 - LSI/VOX
D/80SC-4LS 1 DXXXB2C1 - LSI/VOX
DXXXB2C2 - LSI/VOX
DXXXB2C3 - LSI/VOX
DXXXB2C4 - LSI/VOX
DXXXB3C1l - VOX
DXXXB3C2 - VOX
DXXXB3C3 - VOX
DXXXB3C4 - VOX
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Dialogic modular station interface (MSI) device names

Thedevice name for aDialogic modular station interface hasthe form MSIBnCn,
where Bn is the board number and Cn is the channel number. For example,
Channel 1 on Board 1 would be named MSIB1C1. The board number is assigned
sequentially starting with 1 and isincremented by 1 for each board. Board number
lisassigned to the MSI board installed in the Strata CS Server with the lowest
board ID. Board number 2 is assigned to the M S| station board installed with the
next lowest board ID, and so on. (For information about setting Dialogic board
IDs, see Srata CSlnstallation & Maintenance Manual.) The channel number is
assigned sequentially starting with 1 on each board, incremented by 1 for each
channel.

For example, if a Strata CS Server had a single M SI/80SC Diaogic MS| board
installed, the MSI devices would have the names shown in the following table.

Board Channel

MSI/80SC MSIB1C1
MSIB1C2
MSIB1C3
MSIB1C4
MSIB1CS5
MSIB1Cé6
MSIB1C7
MSIB1C8

For moreinformation, see the Device Name Assignment technical bulletin on the
Dialogic support site at:

http://support.dialogic.com/tnotes/tnbyos/winnt/tnl88.htm

Dialogic Internet telephony board device names

Y ou can disable Dialogic Internet telephony boards to make them available for
non-Strata CS use, but you cannot disable individua channels on the boards.
Board names use the form DM3Boardn, wheren isthe board number. The board
number is assigned sequentially starting with zero and isincremented by 1 for
each board.

Toshiba device names

The mechanism for disabling a Strata board so that it is available for non-Strata
CSuseisthe same as described for Dialogic boardsin the previous sections. Y ou
can disable Strata boards, but you cannot disable individual channels on the
boards.
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A Strata board device name hasthe form DKTBn, where Bn isthe board number.
For example, Board 1would be named DKTB1. The board number is assigned
sequentially starting with 1, incremented by 1 for each Strata board.

Dialogic voice board settings

Dialogic voice board settings consist of VoiceBoard keys (applied to al channels
for a specified board number) and VoiceBoard Line keys (applied to individual
channels on the board).

VoiceBoard settings
VoiceBoard keys are located under:

HKLM\ SOFTWARE\Toshiba\Strata CS\Server\VoiceBoard<n>

where <n> isthe Dialogic board number (see “Dialogic voice board device
names’ on page A-15 for an explanation of board numbering conventions).

.\Server\VoiceBoard<n>

Key Default Description

DXDB_CHNUM - Channel number. Number of channels on the
board.

DXBD_FLASHCHR & Flash Character. Character that causes a hook
flash when detected.

DXBD FLASHTM 50 Flash Time. Length of time onhook during
flash.

DXBD MAXPDOFF 50 Maximum Pulse Digit Off. Maximum time

loop current may be off beforethe existing loop
pulse digit is considered invalid and reception

isre-initialized.
DXBD MAXSLOFF 25 Maximum Silence Off. Maximum time for
silence being off, during audio pulse detection.
DXBD_MINIPD 25 Minimum Loop Interpulse Detection.

Minimum time between loop pulse digits
during loop pulse detection.

DXBD_MINISL 25 Minimum Interdigit Silence. Minimum time
for silence to be on between pulse digits for
audio pulse detection.

DXBD_MINLCOFF 0 Minimum Loop Current Off. Minimum time
before loop current drop message is sent.
DXBD_MINPDOFF 2 Minimum Pulse Detection Off. Minimum

break interval for valid loop pulse detection.
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.\Server\VoiceBoard<n>

Key Default

DXBD_MINPDON

DXBD_MINSLOFF

DXBD_ MINSLON

DXBD MINTIOF

DXBD_MINTION

2

Description

Minimum Pulse Detection On. Minimum
make interval for valid loop pulse detection.

Minimum Silence Off. Minimum time for
silence to be off for valid audio pulse detection.

Minimum Silence On. Minimum time for
silence to be on for valid audio pulse detection.

Minimum DTI Off. Minimum time required
between ring-received events.

Minimum DTI On. Minimum time required for
rings received event.

DXBD_OFFHDLY 50 Off-hook Delay. Period after off-hook, during
which no eventsare generated (no DTMF digits
detected during thistime).

DXBD_PAUSETM 200 Pause Time. Delay caused by acommain the
dialing string.

DXBD P BK 6 Pulse Dial Break. Duration of pulse dial
off-hook interval.

DXBD P IDD 100 Pulse Interdigit Delay. Time between digitsin
pulse dialing.

DXBD P MK 4 Pulse Dial Make. Duration of pulse dial
off-hook interval.

DXBD R_EDGE 2 Ring Edge. Detection of ring edge:

1- Beginning of ring
2-Endof ring

DXBD R _IRD 80 Inter-ring Delay. Maximumtimetowait for the
next ring (100ms units). Distinguishes between
cals. Setto 1 for T-1.

DXBD R OFF 5 Ring-off interval. Minimum timefor ring not to
be present before qualifying as“not ringing”
(100 ms units).

DXBD R ON 3 Ring-on Interval. Minimum time ring must be
present to qualify as aring (100ms units).

DXBD_S BNC 4 Silence and Non-silence Debounce. Length
of achanged state before Call Status Transition
message is generated.

DXBD_TTDATA 10 Duration of DTMF digits for dialing.
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.\Server\VoiceBoard<n>

Key Default Description

DXBD_MFMINON 0 Minimum MF On. The duration to be added to
thestandard MF tone duration beforethetoneis
detected. The minimum detection duration is
65msfor KPtonesand 40msfor all other tones.
This parameters affects all the channels on the
board (10ms units).

DXBD MFTONE 6 MF Minimum Tone Duration. Theduration of a
dialed MF tone. This parameter affects all the
channels on the board. Max value 10 (10ms
units).

DXBD MFDELAY 6 MF Interdigit Delay. The length of silence
period between tones during MF dialing. This
parameter affects al the channels on the board
(10ms units).

DXBD_MFLKPTONE 10 MF length of LKP Tone. Thelength of the LKP
tone during MF dialing. This parameter affects
all the channels on the specified board. Max

value 15 (10ms units).
DXBD T IDD 5 DTMF Interdigit Delay. Time between digitsin
DTMF dialing.
DXBD MINOFFHKT 250 Minimum Off-hook Time. Specified in 10ms
M units.

VoiceBoard channel settings

Channel-level settings are controlled by the VVoiceBoard Line registry keys,
which are located under:

HKLM\SOFTWARE\Toshiba\Strata CS\Server\VoiceBoard<nl>\Line<n2>

where <n1> isthe Dialogic board number and <n2> is the channel number (see
“Didogic voice board device names’ on page A-15 for an explanation of board
and channel numbering conventions).

.\Server\VoiceBoard<nl1>\Line<n2>

DXCH_ADSIALERT AMPL

DWORD value that specifies the volume of the ADSI alert tone, which
isthefirst caller ID beep when sending caller ID with call waiting. The
Dialogic default is-13, which islouder than the Strata CS setting.

Strata CS default is -23.
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.\Server\VoiceBoard<nl1>\Line<n2>

DXCH D FLAGS
DWORD value for DTMF detection edge select.
Defaultiso.

DXCH DTINITSET

DWORD value that specifiesthe DTMF digits on which to initiate play
on. You can OR values of different DTMF digits to form the bit mask.
Legal valuesare asfollows:

ValueDigitValueDigit

-DM 11 -DM 9 9
-DM 2 2 -DM 0 0
-DM 3 3 -DM § *
-DM 4 4 -DM P &
-DM 55 -DM A a
-DM 6 6 -DM B b
-DM_7 7 -DM_C c
-DM 8 8 -DM D d

Defaultiso.
DXCH_DTMFTLK

DWORD value for DTMF Talk. Setsthe minimum time for DTMF to be
present during playback to be considered valid. Increasing the value
provides more immunity to talkoff/playoff. Set to -1 to disable.

Defaultiss.
DXCH_DTMFDEB

DWORD value for DTMF debounce time. Maximum length of timein
which DTMF can be absent and then come back on again and still be
considered the same DTMF tone.

Defaultiso.

APPENDIX A. STRATA CS CONFIGURATION SETTINGS A-21
| BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



.\Server\VoiceBoard<nl1>\Line<n2>

DXCH MFMODE

DWORD value for MF Mode. A word-length bit mask that selects the
minimum length of KP tones to be detected. Possible values:

n 0 - detect KPtone > 40ms
n 2 - detect KPtone > 65ms

n Greater than 2 - KPtone returned to application during MF
detection. Ensures only standard length KP tones (100ms) are
detected. If set to 0 any KP tone greater than 40ms will be detected.

Defaultis2.
DXCH_MAXRWINK

DWORD value for Maximum Loop Current for wink. Maximum time
loop current needs to be on before recognizing awink (10ms units)

Default is 20.
DXCH_MINRWINK

DWORD value for Minimum Loop Current for wink. Minimum time
loop current needs to be on before recognizing awink (10ms units)

Defaultis10.
DXCH_WINKDLY

DWORD valuefor Wink Delay. The delay after aring isreceived before
issuing awink (10ms units)

Defaultis1s.
DXCH_RINGCNT

DWORD value for Ring Count. Number of rings to wait before
returning aring event.

Defaultis 4.
DXCH_WINKLEN

DWORD valuefor Wink Length. The duration of awink in the off-hook
state (10ms units).

Defaultis1s.
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El and T1 board settings

In the following tables, Board<n> refersto a Dialogic board number. See
“Didogic voice board device names’ on page A-15 for an explanation of board
numbering conventions.

HKLM\ SOFTWARE\Toshiba\Strata CS\Server\DTIBoard<n>\GlobalCall

.\Server\DTIBoard<n>\GlobalCall

DumpCallInfo

DWORD value specifying whether or not to include raw call-event
information elements from E1 and T1 trunks (ISDN PRI, robbed-hit,
CAYS) inthe Strata CS Server log (Tvlogxxx.txt).

Default is 0, which suppresses the information element logging. Set to 1
to include the information elementsin the log.

InProtocol and OutProtocol

These values define the CAS protocol on E1 boards. For details, see
“Manually entering E1 CAS protocols’ in Srata CSlnstallation &
Maintenance Manual.

DNISLength

DWORD value specifying the number of expected DNIS(DDI) digits(in
milliseconds) to bereceived by the Strata CS Server before attempting to
process the inbound call.

No default, but the Strata CS server attempts to get the DNIS 9 digit
string upon notification of an inbound call.

DNISWaitTime

DWORD value specifying the expected DNIS (DDI) time (in
milliseconds) that the Strata CS Server will wait for digitsto bereceived
before attempting to process the inbound call.

No default, but the Strata CS server expects to wait 2000 milliseconds
after it receives the notification of an inbound call.
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HKLM\SOFTWARE\Toshiba\Strata CS\Server\BRIBoard<n>\ISDN

.\Server\BRIBoard<n>\ISDN

DumpCallInfo

DWORD value specifying whether or not to include raw call-event
information elements from BRI trunks in the Strata CS Server log
(Tvlogxxx.txt).

Default is 0, which suppresses the information element logging. Set to 1
to include the information elementsin the log.

ISDN Megacom service settings

These settings enable you to make outbound international calls using ISDN
Megacom service. Thefirst setting is required, and the last two settings are
optional.

For each outbound call, Strata CS checksthedial string to seeif it isprefixed with
the number specified in InternationalPrefix.

If it does not contain the international prefix, the call proceeds like a normal
domestic call, and no further steps occur.

If it does contain theinternational prefix, Strata CS strips the prefix from the dia
string, and then checks whether International Type and InternationalPlan are
present. If they are, Strata CS usesthem to override the called number and calling
number call parameters.

HKLM\SOFTWARE\Toshiba\Strata CS\Server\DTIBoard<n>\GlobalCall\
MakeCall

.\DTIBoard<n>\GlobalCall\MakeCall

InternationalPrefix

STRING value for your international dialing prefix. For example,
InternationalPrefix="011".

Defaultis“011”.

InternationalType
DWORD value used to override the called number call parameter.
Defaultis 1, INTL NUMBER.

InternationalPlan
DWORD value used to override the calling number call parameter.
Defaultis 1, ISDN NUMB PLAN.
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MSI station board settings
HKLM\ SOFTWARE\Toshiba\Strata CS\Server\MSIBoard<n>

.\Server\MSIBoard<n>

CID FSK_FORMAT

DWORD value specifying the format used by MSI board <n> to send
Caller ID information to CLASS phones.

Vaid settings are:

n 0 - SDMF (Single Data M essage Format) sends the date, time, and
10-digit caller ID number.

n 1- MDMF (Multiple Data Message Format) sends the date, time,
10-digit caller ID number, and 15-digit caller name.

n 2 -UK_MDMF (UK Multiple Data Message Format) sends the
date, time, 18-digit caller ID number, and 20-digit caller name.

Defaultis 1 (MDMF format).
MSG_DBONTM

DWORD specifying the length of time (in 50 ms. units) or stations on
MSI board <n> to be on-hook before a hangup is registered. Thisvalue
should usually be equal to MSG_MAXFLASH + 1.

Default is21 (1050 milliseconds).
MSG_MAXFLASH

DWORD specifying the maximum length of time (in 50 ms. units) for
stationson M Sl board <n> to be on-hook before ahook flash isdetected.

Default is20 (1000 milliseconds).
MSG_MINFLASH

DWORD specifying the minimum length of time (in 50 ms. units) for
stationson M Sl board <n> to be on-hook before ahook flash isdetected.

Default is 6 (300 milliseconds).
VMWI_FSK_FORMAT

DWORD specifying the format used by MSI board <n> to send visual
message waiting indication to CLASS phones. Valid settings are:

n 0 - SDMF (Single Data M essage Format)
n 1- MDMF (Multiple Data Message Format)
Default is0 (SDMF format).

APPENDIX A. STRATA CS CONFIGURATION SETTINGS A-25
| BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



Using the Strata CS Settings program

The Strata CS Settings program (TVSettings.exe) isautility that you can useto
view and alter settings for both the Server and individua users. The Strata CS
Server uses a database to store numerous settings. Other Strata CS settings are
stored in the Windows Registry of each machine. The Strata CS Settings program
can be run on either the Server or aclient workstation. Y ou must have
Administrator permissionsto run it.

Use this utility with extreme caution, preferably under the direction of Toshiba
Strata CS Technical Support engineers.

Logging in
The Strata CS Settings program islocated in the Administrator or Client directory
(default locations are \Program Files\Strata CS Administrator and

\Program Files\Strata CS Client), but no shortcut toitis created during
installation.

To use TVSettings

1. Double-click Tvsettings.exe inthe Strata CS Administrator or Strata
CSClient directory.

Uzernarne: IAdmin j

Password: I

1] I Cancel | Help |

2. Loginasan Administrator.
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Viewing current values

Themainwindow of the program displaysalist of all available settings, as shown
in the next illustration.

n

Settings

User IS_I,Istem1 j

Application IAdmin j
Key | Stare | Per &pp | alue | Diefault -
AppiActive Compan..,

AppFowardingPram...  User Falze 0 0 e
AppiLoggedinlserdD  Registy True 37 1

audiottemp file dir Registry True ChTemp CATemp

audiohTimeDut Registry Falze 20 20
audiotWolumePercen.. Registy False kL KL p
o 0 b ) o ’ v

In the User drop-down list, select a Strata CS user. In the Store field,
“User” refersto the user specified here.

Application isadrop-down list that specifies an application. If akey
displays “True” in the Per App field, the key value applies only to the
application specified here.

Key indicates the path and name of the key.

Store indicates where the key value will be stored. “User” and “ Server”
keysare stored in a database on the Strata CS Server. “ Registry” keysare
stored in the Windows Registry of the machine on which you are running
the Strata CS Settings program.

Per App indicates whether or not the setting applies only to the
application listed in the Application field. For the keys discussed in this
appendix, the Per App field is False unless specified otherwise.

Value indicates the current value of this key. Y ou can change the value
by double-clicking the item and entering anew value in the Setting Value
dialog box (as described in the next section).

Default indicates the Strata CS default value for this key.
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Changing key values

When you double-click on akey listed in the main window, the Setting Value
dialog box opens:

Walug name:

ISewer'\MinimumMessage

Walue data:

2000

ak. I Cancel

Stared in;
DBReaqiztry PhoneBooklD=1 Mame=Server\Minimumbd ezsage

Woicemall messages shorter than this (in mzec] are discarded

n Value name displays the name of the key.

n Value data allows you to change the value of the key by typing a new
value and clicking OK.

n Description displays the location and description of the key.

Modifying other supported Strata CS settings

Toshiba support is available for the settings described in this section. These
settings are stored either as Registry keys on the current computer or as System
items on the Server database. Support is not available for other settings except
when your Strata CS provider has specifically instructed you to ater them.

Registry keys on the current computer

audio\temp file dir

STRING value that specifies the directory in which to store temporary
files. This setting affects only the application currently displayed in the
Application field (Per App=True).

Default valueis“C: \Temp”.

audio\VolumePercentage

DWORD valuethat specifiesthe percentageto increase the current wave
volume on playback or recordings or greetings.

Default valueis 35 percent.
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Registry keys on the current computer

Database\ConnectionTimeout

DWORD value that specifies the amount of time (in seconds) to wait
before timing out when connecting to the database.

Default valueis 15 seconds.

Device Monitor\RefreshInterval

DWORD value that specifiestheinterval (in minutes) between Device
Monitor application refresh cycles.

Default valueis 5 minutes.

System items on the Server database

ACD\NoAnswerTime

DWORD value that specifiesthe how long to wait after an agentinacall
center queuefailsto answer acall before offering that agent another call.

Default value is 30 seconds.
CPAConnectDelay

DWORD valuethat specifiesthe delay in milliseconds after call progress
analysis returns the connected result before marking an outbound call as
connected. Increasing this value may help discriminate between
abandoned and connected calls.

Default value is 1000 millseconds.

Call Monitor\Hold Conference Parties

DWORD value that specifies whether or not external conference parties
may be put on hold.

Default valueis1 (true). A value of 0 would specify that parties may not
be put on hold.

Server\AllowCallsWithoutUsers
DWORD value that specifies whether or not to allow conference calls

with no users (that is, al parties have left the conference) and external
transfers of externa cals.

Default valueis1 (true). A value of 0 would prevent conference calls
with no users and external transfers of external calls.
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System items on the Server database

Server\AllowGatewayUserLogin

DWORD value. If thisvalueisnon-zero, the system will allow Gateway
usersto log in from an auto attendant or internal dial tone. Gateway users
inherit the permissions of their |P Gateway and usually have the ability
to dial external numbers while logged in on atrunk.

Default valueis 1.
Server\AudioControlRingTimeout

DWORD value that specifies the maximum time (in milliseconds) that
the TV Audio Control will spend attempting to connect before returning
with atimeout.

Default valueis 30000 milliseconds.
Server\CheckRecipientCallForSetting

DWORD value. Check both callee and recipient “call for” setting. The
calleeisthe person whom the call isfor. The recipient isthe person who
answers the phone, or, to be more precise, the person who most recently
logged in at that station. Note that these can be different people.

Default valueis 1 (yes). With this setting (or if the setting is not present),
“call for” will be announced if either the callee or the recipient has“ call
for” turned on. Can be set to 0 (no.)

Server\DefaultGreetingSize
DWORD valuethat specifiesdefault size (in minutes) for greeting space.
Default valueis 10 minutes.
Server\DefaultMailboxSize
DWORD value that specifies default size for a new mailbox.
Default valueis 20.
Server\Dial911AtDialtone

DWORD value that specifies whether the emergency number can be
dialed at the internal dial tone.

Default valueis 1 (yes). Can be set to 0 (no).
Server\E911RingDuration

DWORD value that specifies the number of millisecondsto ring E-911
stations before dialing out of trunk.

Default value is 15000 millseconds (15 seconds).



System items on the Server database

Server\InternalDialtoneTrunkFirstTimeout

DWORD value that specifies the dialtone duration (in milliseconds)
before the trunk goes to reorder when a user islogged in remotely.

Default valueis 180000 milliseconds.

Server\InternalDialtoneTrunkSecondTimeout

DWORD valuethat specifiesthe dialtone duration (in milliseconds) after
aremote party hangs up before the station goesto reorder when auser is
logged in remotely.

Default valueis 180000 milliseconds.

Server\InternalDialtoneStationFirstTimeout

DWORD value that specifies the dialtone duration (in milliseconds)
before the station goes to reorder.

Default valueis 25000 milliseconds.

Server\InternalDialtoneStationSecondTimeout

DWORD valuethat specifiesthe dialtone duration (in milliseconds) after
aremote party hangs up before the station goes to reorder. If thereisa
PBX behind Strata CSthat usesthe reorder tone as adisconnect tone, you
may want to decrease thisvalue.

Default valueis 5000 milliseconds.

Server\LongIdleTime

DWORD value that specifies the minimum duration (in seconds) of a
function call or Plug-in before aWindows NT event is generated.

Default valueis 21600 seconds.
Server\MaxAutoAttendantLoops

DWORD value that specifies the maximum number of auto attendantsto
which acall will be routed without the caller pressing a key.

Default valueis 3.

Server\MaxRingDuration

DWORD value that specifies the maximum ring duration (in
milliseconds) for internal and external callsin routing lists.

Default valueis 60000 milliseconds.
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System items on the Server database

Server\MinimumMessage

DWORD valuethat specifiesthe minimum duration (in milliseconds) for
voice mail messages. Messages shorter than this are discarded.

Default valueis 2000 milliseconds.

Server\MinRingDurationForExternalCallOffering

DWORD value that specifies the minimum ring duration (in
milliseconds) for external callsusing call offering in routing lists.

Default valueis 12000 milliseconds.

Server\MinRingDurationForExternalPadding

DWORD value that specifies the extratime (in millseconds) that the
system adds to ring durations for external callsin routing lists.

Default value is 3000 millseconds.

Server\MinRingDuration

DWORD value that specifies the minimum ring duration (in
milliseconds) for internal and external callsin routing lists.

Default valueis 6000 milliseconds.

Server\SendDigitsToStationDelay

DWORD value that specifies the delay (in millseconds) before sending
digitsto a station, for example, DID digits.

Default valueis 0 milliseconds.

Server\TrunkAllocationInterval

DWORD value that specifies the amount of time (in milliseconds) that
Dialing Serviceswait beforetrying to alocate another trunk. Thisisonly
used when atrunk is not responding. If you decrease this value, you aso
need to decrease WaitLoopCurrentTimeout (See page A-7).

Default valueis 1800 milliseconds.

System\MinAdminBuild

DWORD value that specifies minimum build version number of the
Administrator program that is allowed to log on to the Server.

Default valueiso.
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System items on the Server database

System\MinClientBuild

DWORD value that specifies minimum build version number of the
Client that is allowed to log on to the Server.

Default valueiso.
System\MinDevMonBuild

DWORD value that specifies minimum build version number of the
Device Monitor that is alowed to log on to the Server.

Default valueiso.
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APPENDIX B

COMMAND LINE OPTIONS

Starting Strata CS from the command line

Y ou can use optional command line arguments to log on to the Strata CS
Administrator or Client using the Run command of the Start menu, from within
an application, or from a Desktop shortcut, for example:

"C:\Program Files\Strata CS\Test Admin\TVAdmin.exe" /Server=TVTest /station=17

Use the command line options shown in this section when logging in.

/Server=<Server name>

Name of the Strata CS Server on your network that you want tolog in to.
Useful for running a Client or Administrator against atest Server.

If you do not use this option, Strata CSlogsyou in using the name of the
Strata CS Server stored in the Windows NT /2000 registry, set when you
install Strata CS.

/station=<station number>
Station ID assigned for this session.

If you do not use this option, Strata CS logs you in using the station
number stored in the Windows NT/2000 registry, set when you install
Strata CS, or when you run TvConfig. exe.

/allowmultiple
Allows more than one Administrator or Client to run simultaneously on
amachine. Useful for agentsin an ACD workgroup who share a

computer, or who want to log in to one Client to answer queue calls and
another Client to manage personal calls at their extensions.

If you do not use this option, Strata CS allows one instance of the
Administrator or Client to run on a machine.

/user=<user name>
User name under which you want to log on.

If you do not use this option, the Administrator or Client promptsyou for
your user name at startup.

BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



/password=<password>
Password for the user account you use to log on.

If you do not use thisoption, the Administrator or Client promptsyou for
your password at startup.

/backup

Administrator only. Performs an immediate online backup of the
Strata CS database using the current System Settings, and then exits the
Administrator when the backup iscompl ete. See “Backing up StrataCS’
on page 11-11.

/sentence
Administrator only. Enablesthe Tools menu selection Test Sentences,

which allows you to listen to system prompts in context over your
telephone. See “Testing system prompts’ on page 12-10.
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APPENDIX C

IP GATEWAY CONFIGURATION
WORKSHEET

This appendix provides aworksheet to help you create a unified dialing plan
before connecting Strata CS Servers over |P Gateway connections. Using this
worksheet you can avoid conflicts between connected Servers, such as

overlapping extensions or auto attendant numbers. Y ou can also plan consistent
access codes for dialing services.

For complete information about |1P Gateways, see Chapter 13, “ Configuring
Internet Telephony Support.”

Two worksheets are presented, an illustrated sample, and a blank worksheet that
you can copy for your use.
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|P Gateway Configuration Worksheet

Server 1 Server 2
Name New York Chicago
Contact Tom Rand 123-456-7890 Amy Lum 098-765-4321
Internet Span Address 10.45.67.89 10.65.43.21
Extensions begin with 1 2
Auto attendants begin with § 81 82
To Server 1 To Server 2
On Server 1 Name: Chicago
N/A Local Server 1 extension: 111
Local Server 1 password: 1212
On Server 2 Name: New York

Local Server 2 extension: 222
Local Server 2 password: 2121

N/A

To Server 1

To Server 2

From Server 1

N/A

Svr 1 access code: 71
Uses IP Gateway: Chicago

From Server 2

Svr 2 access code: 71
Uses IP Gateway: New York

N/A

Access Access
From Server Code To Server Code IP Gateway
Bell Atlantic &1P-to-Phone )
analog 0 IP-to Centrex Chicago 77 New York 9 New York
Bell Atlantic %J(IP-to-Phone )
Centrex o IP-to Centrex Chicago 78 New York 8 New York

o IP-to-Phone
o IP-to Centrex

o IP-to-Phone
o IP-to Centrex




|P Gateway Configuration Worksheet

Server 1 Server 2
Name
Contact
Internet Span Address
Extensions begin with
Auto attendants begin with
To Server 1 To Server 2
On Server 1 Name:
N/A Local Server 1 extension:
Local Server 1 password:
On Server 2 Name:
Local Server 2 extension: N/A
Local Server 2 password:
To Server 1 To Server 2
From Server 1 N/A Svr 1 access code:
Uses IP Gateway:
From Server 2 Svr 2 access code: N/A

Uses IP Gateway:

From Server

Access Access
Code To Server Code IP Gateway

o IP-to-Phone
o IP-to Centrex

o IP-to-Phone
o IP-to Centrex

o IP-to-Phone
o IP-to Centrex

o IP-to-Phone
o |P-to Centrex







APPENDIX D

USING QUICKNET AND E-TEL WITH
STRATA CS

CHAPTER CONTENTS

Using Quicknet hardware with StrataCS . ................... D-2
Using an E-tel FreeRide IP phone with StrataCS ............ D-12
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Using Quicknet hardware with Strata CS

Quicknet's Internet PhoneJACK, Internet LineJACK and Internet PhoneCARD
are standard H.323 terminals that enable you to use aregular analog telephone to
make or receive calls over the Internet or an IP network by using Strata CS's
Internet Telephony support. Y ou can set up aremote Strata CS extension that is
connected to your Strata CS Server over TCP/IP. If your Strata CS Server has a
Diaogic IPLink board installed, you can use a phone connected to a Quicknet
card to access Strata CS over |P.

Thisappendix containstwo sections, onefor Internet Switchboard version 3.5 and
onefor version 4.0. Refer to the section for the version you use.

n For Internet Switchboard 3.5, see the next section.
n For Internet Switchboard 4.0, see page D-6.

Using Quicknet with Internet Switchboard 3.5

Setting up Quicknet to dial Strata CS

1. Start Internet Switchboard if it is not aready running. Choose Start >
Programs > Internet Switchboard > Internet Switchboard.

Choose Phone > Switchboard Wizard. Click Next to continue.

On the Main Switchboard wizard screen, choose Telephone Gateways
from the Switchboard drop-down list. Click Next to continue.

= Internet SwitchBoard - Switchboard Wizard

Main Switchboard
Chooze a switchboard to be your Main Switchboard. You can edit,
rename, or delete a selected switchboard, or create new switchboards.

— Switchboard

elephone Gateways

— Properties

Falder: IE:\PHDGHAM FILES\IUICKENETMNTERMET 5 Broﬂse...l

Diak: |3

Type: |T elephone Gateways

MHew... I Eename...l [ElEte |
< Back I Mesit > I Cancel |
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4. Onthe Telephone Gateways wizard screen, right-click in the list of
connection types and choose New > Gateway. The H.323 Gateway
dialog box opens.

H.323 Gateway
L)
Q IBoslon Office
Murnber |5
Marme: IBoslon (Office
E-tail I
LComment: I
Phane: I
Gateway: IBoston Office ﬂ

Address:  [123.45.67.89

Tel/Ext.  [1234

Aocount I

PIM I

114 I Cancel | No dialing conflicts.

5. Enter the following required information:

n

n

Top unlabeled field. Enter aname for new H.323 Gateway.

Number. Enter one or more digits that you want to press at your
Quicknet phone's dial tone to reach your Strata CS Server.

Gateway. Enter the same name that you entered in the top unlabeled
field.

Address. Enter the Strata CS | P address. This addressis the IP
address of the Strata CS Server’s Internet span. Ask your Strata CS
system administrator for this number.

Tel./Ext. To be connected to aspecific party on the Strata CS Server,
enter the DID number of the party. The party can be auser, auto
attendant, or IVR Plug-in. If you leave thisfield blank, the call will
go to the party specified in the Internet span (by default the auto
attendant).
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6. Click OK toreturnto the Telephone Gatewayswizard screen. Y our new
Gateway appearsin thelist.

= Internet SwitchBoard - Switchboard Wizard

Telephone Gateways

This iz wour kain Switchboard, You can change the number bo be dialed
by typing in a new number. Y'ou can also create, rename, and delete
connections.

|There is 1 connection which cannot be dialed.

MNumber | ><| Iamme | Tvpe I
ICQ User Mumber Dial IC3 Mumber
Intermet Address Dial Internet Address
¥ SpeedDials SpeedDial Folder
Boston Office H.323 Gateway
# Net2Phone MHetzPhone Gateway
deltathres.com deltathree.com G ateway

I=| EreferediFll ) Hetline (HI |

< Back I Mesit > I Cancel

7. Click Next to continue.
8. Click Next on the SpeedDials wizard screen.
9. Click Finish.

When you pick up the phone attached to your Quicknet card, dia the number for
your Gateway, and press#, you are now connected to the Strata CS I nternet span.
Depending on how the span is set up to route the call, or if you specified aDID
number, you can be connected to the auto attendant, a user, or an IVR Plug-in.

Using a Preferred address to dial extensions directly

If the Strata CS Internet span routes callsto an auto attendant, you can make your
Strata CS Gateway preferred. Doing this lets you pick up your Quicknet phone
and dial a Strata CS extension immediately, without having to dial the Gateway
number to Strata CSfirst.

For example, if your Strata CS Gateway number is5 and your co-worker Steve's
extension is 123, you would normally reach Steve by dialing 5#, waiting for the
auto attendant to answer, and then dialing 123. By making the Gateway preferred,
you can reach Steve by picking up the phone and dialing 123#.
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To make a Gateway preferred

1. InlInternet Switchboard, click Speed Dials to show thelist of Gateways.

2. Right-click your Strata CS Gateway in the list and choose Preferred. A
check mark appears next to Preferred in the shortcut menu, and a“P”
appears next to the Gateway namein the list.

= Internet SwitchBoard | [C)=]

:l . . ﬂl E;Zlezgdo.ne Murnber: OQ
:l . il Cal:ijng II5 Address:
Zl _3I Intemet Phonel &Ck-F (50040348

G.711 u-Law [64 kbps] 10
:l . . My IP Address; 24.12 240,230 Connection; LAk

Diial | Meszsages | Show Stats
—I | =] Megsages | Show Stat|

|C:\PF|DGF|AM FILESAQUICKMNETAMNTERMET Sw/ITCHBOARD G ateways Back |

MHumber | Xl Mame | Type |
# ICQ User Number Dial 1CG Murnber
= |ntemet Address Dial Internet Address
EE] * SpeedDials SpeedDial Folder
ﬂ"ﬂ' Prefened P Boston Office H.323 Gateway
@ * Met2Phone MetZPhone Gateway
& 7 deltathree.com deltathree. com G ateway

Setting up the Strata CS IP address as a Hot Line

Y ou can use Quicknet Internet Switchboard to make your Strata CS Gateway a
Hot Line number. Doing this enables you to connect to Strata CS just by picking
up the receiver.

1. InlInternet Switchboard, choose Phone > Switchboard Wizard. Click
Next to continue.

2. OntheMain Switchboard wizard screen, choose Telephone Gateways
from the Switchboard drop-down list. Click Next to continue.
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3. Onthe Telephone Gateways screen, select your Strata CS Gateway .

= Internet SwitchBoard - Switchboard Wizard

Telephone Gateways
The Hotline connection will be made as soon as you pick up the receiver.
It will not be pozsible o make any other connections.

|There is 1 connection which cannot be dialed.

Mumber | ><| Mame | Type |
# IC0 Uzer Mumber Dial ICH Number
Internet Address Dial Internet Address
o % SpeedDials SpesdDial Folder
3 H Boston Office H.323 Gateway
@an # MNet2Phane Met2Phone Gateway
é T deltathree.com deltathree. com G ateway

I Preferied (F] ¥ Hot Line (H} |5

¢ Back I Hest > I Cancel |

If you have not created a Gateway yet, follow the instructionsin the
section, “ Setting up Quicknet to dial Strata CS’ on page D-2.

Check Hot Line.

Click Next to continue.

Click Next on the SpeedDials wizard screen.
Click Finish.

N o o &

ThelP address of Strata CS's Internet span isnow set up asaHot Line. Whenever
you pick up the receiver of the phone attached to the Quicknet card, acall is
automatically placed to Strata CS.

Using Quicknet with Internet Switchboard 4.0

Setting up Quicknet to connect to Strata CS

Thefollowing instructions explain how to create aPreferred Internet Switchboard
Gateway that enablesyou to dial outbound callsasif you were sitting at anormal
Strata CS station. Y ou do not need to dial * and Strata CS's | P address, or the
access code for the Gateway, in order to connect to Strata CS. Assoon asyou pick
up the receiver of the Quicknet phone you can dia Strata CS extensions, dia
access codes (such as9) to place outbound callsthrough the Strata CS Server, log
in to your account, and do anything else you could do from a remote station.

Whenever you place acall, the process of logging in to Strata CSis handled
automatically behind the scenes, using your extension and password as you enter
them in the following instructions.
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The following tasks are explained in the sections that follow:
n Creating the Gateway
n Eliminating access code conflicts

n Transferring and handling calls with a Quicknet phone

Creating the Gateway

1. Start Internet Switchboard if it is not already running. Choose Start >
Programs > Internet Switchboard > Internet Switchboard.

Click Show SpeedDials if the SpeedDials paneis not already showing.

3. Right-click in the SpeedDials pane and choose New > Gateway.The
H.323 Gateway dialog box opens.

=2 Internet SwitchBoard M= 3

E;Z:Ezzdozne Murmber: \?’

o][=][] =

E Intemet SwitchBoard [4.0,102.0] - Ready for Call

BnB -
Dial | || Hide SpeedDials | [Show Stats]

|C:\F'HDGFEAM FILESSQUICKNETHIMTERMET S'/ITCHEOARDAS peedDial Back

Murmber | ><| Mame | Type |
# IC3 User Mumber Dial ICE Mumber
" Dial Internet Address

Tl Custon Quicknet PC to Phone SpeedDial
T Prefened P PC o F S PCtoPC Phone
ﬁ? Huickr Rename PLC to Phone

Delete Gateway

Freferred Gatekeeper

Froperties Ea

I

4. Enter the required information in the following fields in the H.323
Gateway dialog box:

n Top unlabeled field. Enter aname for new H.323 Gateway.

n Number. Enter one or moredigitsthat you want to serve asthe access
code for this Gateway. Even though you will make this Gateway
Preferred, so that you will never have to dial the access code, you
must still enter a number. Do not enter a number that is the same as
a Strata CS dialing service access code.

n Gateway. Enter the same name that you entered in the top unlabeled
field.
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n Address. Enter thelP addressof the Strata CS Server’s|nternet span.
Ask your Strata CS system administrator for this number.

n Account. Enter your Strata CS extension.

n PIN. Enter your Strata CS password. The extension and password are
sent to Strata CS behind the scenes so that Strata CS automatically

logs you in when you make acall.

5. Click OK to return to the Telephone Gateways main screen. Y our new
Gateway appears in the SpeedDials pane.

= Internet SwitchBoard

MIE E3

:I E Telephone Mumber:

=

:I . . Elapzed:

Intemet SwitchBoard [4.0.102.0) - Ready for Call

A<

[2][e]
[=]lio]

| o |[F]

|| Hide Speedbials || Show Stats]

|C.\F'F|DGF|AM FILESAQUICKMETANTERMET SwITCHEOARDS peedDial B
MHumber | Xl Mame | Type |
# ICQ User Number Dial 1CG Murnber
* Intermet Address Dial Internet &ddress
& ] Boston Office H.323 Gateway
L1 Customer Care Quickret PC to Phone SpeedDial
T Prefered P PCto Phone Quicknet PC to Phone
Emi7 Quicknet Fax Quicknet Fax

6. Right-click your Gateway in thelist.

7. Check Preferred. Doing thisenablesyou to pick up the Quicknet phone
and dial numbers directly through Strata CS, without having to dia
Strata CS's I|P address first, or even the access code for the Strata CS

Gateway.

When you are done, the SpeedDials pane should appear as shownin the
following illustration, with a P next to your Gateway.
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Telephone Mumber: a—
Elapzed: \T’

-
Inkemet SwitchBoard (40,1020 - Ready for Cal =l
Binn 4
Dial f || HideSpeedDials | [Show Stats|

|C:\PF|DGF|.-’-‘«M FILESAQUICKNETAMNTERMET SWwITCHEOARDAS peedDial Back

| Xl Hame | Type |
IC3 User Number Dial 1C0Q Mumnber
Intemet Address Dial Internet Address

* Boston Office H. ateway
Cugtomer Care Quicknet PC to Phone SpeedDial
PC ta Phane Quicknet PC ta Phone
Guicknet Fax Guicknet Fax

Eliminating access code conflicts

If there are any Gateways with the same access codes as Strata CS dialing
services, you must change the access codes in Quicknet. For example, if thereis
a Quicknet Gateway with access code 9, and 9 is the access code you dia to get
anoutsidelinein Strata CS, you must change the Quicknet Gateway's access code
to anumber other than 9.

Look in the Telephone Gateways list under the Number column. If thereisa
conflict, right-click the Gateway and select Properties. Change the access
code—thefield will be called either Number or Extension, depending on thetype
of Gateway—and then click OK.

Transferring and handling calls with a Quicknet phone

Y ou must make aconfiguration changeto Quicknet in order to transfer and handle
calls using Strata CS's telephone commands. After the configuration changeis
made, you can transfer and handle StrataCS callsjust asyou would from anormal
phone.

The configuration change involves the Flash command. When using Strata CS
from aremote phone—IP or otherwise—you must press ** instead of Flash. In
order to use ** from Quicknet, you must first do the following:

1. Fromthelinternet Switchboard menu, choose Show Advanced
Features, if the advanced features are not already showing.

2. Fromthe Internet Switchboard menu, choose Properties. The Internet
Switchboard Properties dialog box opens.

3. Click the Cdlling tab.
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Click Audio.

Uncheck Allow Remote Volume Control. By default Quicknet uses**
asavolumecontrol hot key. Unchecking thisbox disables Quicknet's**
feature so your ** entries can be sent to Strata CS.

6. Click OK to return to the Properties dialog box.
Click OK to close the Properties dial og box.
Y ou can now press ** while in a call—from either the telephone keypad or your
PC's keyboard—and send a Flash command to Strata CS.

For complete information on call handling using Strata CS's telephone
commands, see Chapter 4 of Srata CSClient User Guide.

Important note about Quicknet Hot Lines

It is recommended that you do not set up a Quicknet Gateway to Strata CS as a

Hot Line. This Quicknet feature allows you to automatically send digits as soon
asyou pick up the receiver of the Quicknet phone, such asthe digits necessary to
log into Strata CS. If the digits you dial are entered too quickly, the call will fail.

Calling a Quicknet card from Strata CS
To call aphone attached to a Quicknet card from Strata CS, do the following:
1. From the Strata CS Client, choose File > New > Call.
2. Choose the Number tab in the Place Call To dialog box.

3. FromtheCall using drop-down list, choose an Internet dialing service.
Y our system must have an Internet dialing service available for you to
call aQuicknet card.

Inthe Address field, enter the |P address of the Quicknet card.
Click OK to place the call.
If auser’s calls are forwarded to a Quicknet phone, you can dia the user's

extension and your call will automatically be forwarded to the Quicknet phone.
See the next section.

Forwarding your calls to a Quicknet phone

Y ou can forward your calls to a Quicknet card, so that anyone who dials your
extension is forwarded to your Quicknet phone. To do so:

1. From the Strata CS Client, choose Tools > Call Forwarding. The Call
Forwarding dialog box opens.

2. Check Forward Calls.
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3. FromtheCall using drop-down list, choose an Internet dialing service.
Y our system must have an Internet dialing service available for you to
call aQuicknet card.

Inthe Address field, enter the |P address of the Quicknet card.
5. Click OK.

Using the Strata CS Client with a Quicknet card

Whileworking remotely, you can access most Strata CS Client functionsthrough
your browser, using the Strata CS Web Client. See Srata CSClient User Guide
for more information.

However, you cannot use the Strata CS Client to place or manage calls (transfer,
conference, and so on) while you are using a Quicknet connection. Future Strata
CSreleaseswill enable you to do so.

For More Information

See Chapter 13, “Configuring Internet Telephony Support” in Srata CS
Administrator Manual for more information.

Contacting Quicknet

For more information about setting up and using Quicknet cards and Internet
Switchboard, contact Quicknet using the following information:

Quicknet Technologies

520 Townsend Street, Suite D
San Francisco, CA 94103 USA
Phone: 415-864-5225

Fax: 415-864-8388

E-mail: sales@quicknet.net
Web: www.quicknet.net
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Using an E-tel FreeRide IP phone with Strata CS

E-tel’s FreeRide phone connectsto your PC and LAN and enables you to make or
receive calls over the Internet or a private | P network. Using the FreeRide phone
together with Strata CS's Internet Telephony support, you can set up aremote
Strata CS station that is connected to your Strata CS Server over TCP/IP. Y ou can
pick up the FreeRide phone and dia Strata CS extensions, dial access codes (such
as9) to place outbound callsthrough the Strata CS Server, log in to your account,
and do anything else you could do from anormal Strata CS station.

For instructions on connecting a FreeRide phone and installing Configuration
Builder, please refer to your e-tel documentation.

To set up a FreeRide phone as a Strata CS station, you must make the following
changes to the configuration of the FreeRide phone, using e-tel’s Configuration
Builder software.

Setting up a FreeRide phone to connect to Strata CS

The following instructions describe how to configure aremote e-tel FreeRide
phone to act as a Strata CS station.

1. Start e-tel’s Configuration Builder software.

=4 e-tel FreeRide Configuration Builder

Corporation”

General Configuration

Network Configuration

O

O O

Exit Config Builder




2. Click Settings and Support.

=4 e-tel FreeRide - Settings and Support M= 3=

—Debug

Click Debug File to save a printed copy of your configuration settings.
Email this file ta tech support along with & description of wour support

needs.
[ebug File |

— Restore Default

Click Restore to restore the default factory configuration to the
phone. Al configuration changes will be lost.

Restore Defaults |
— Communication

Connect Using: I hd l Test |
Cancel | Aol | [one I

= 2000 e-tel corporation. All rights reserved.

3. Make sure the Connect Using box matches the COM port into which
the FreeRide phoneis plugged. To check that your selection is correct,
click Test. After afew seconds, a message box appears with the test
results.

If the COM port is correct, but the test has failed, check the following
items:

n Make sure the phone has power. Check the LCD display screen for
characters.

n Check that the serial cableis properly connected.

n Check the COM port settings from Control Panel to make sure that
there are no problems with the port.

n Reboot the phone, wait 20 seconds, and then test communication
again.

4. When thetest is successful, click Done.
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5. Onthe main Configuration Builder screen, click Network
Configuration.

4 e-tel FreeRide - Network Configuration M= 3=

IP Address: IT IT IT |2_
Subnet Mask: lH lH lH IU_
Default Gateway: IF IT IT IB_

Cancel | Done I

@ 2000 e-tel corporation. Al rights reserved.

6. Enter the FreeRide phone's IP address and Subnet mask. For these
numbers contact your system administer or consult your LAN'’s
configuration.

7. Inthe Default Gateway boxes, enter the |P address of the gateway on
your LAN through which IP traffic to external addresses passes.

Click Done. When prompted to reboot your phone, do so.

Start Configuration Builder again, and on the main screen, click
General Configuration.

4 e-tel FreeRide - General Configuration (=[] =]

General Gatekeeper Dial Plan Time Duts

Woice Coding
My Phone Mumber: 205

My Phone Mumber 2: _

Chooze the preferred Audio Codec from
the drop dowr list.

I Use different phone number for line 2 EEG- 711 o 30ms j
ulti-Line
* Two-Line Config
One-Line Config - With [ Enable H.323 Fast Start
PSTH Hop-0Off
gigl;ﬁigg%]rfjo - [~ Enable YAD [Voice Activity Detection)

Cancel | Done I

2 2000 e-tel corporation. All rights reserved,

10. In My Phone Number, enter your Strata CS extension.

11. InCodec, select the codec that matchesthe codec used by the Strata CS
Server's Internet span. To find that codec, use the Strata CS
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Administrator asfollows: goto the Trunksview, right-click the Internet
span, choose Open Span, and click the Codecs tab. The codec used by
the span is displayed on that tab.

12. If the Strata CS Server uses VAD, then check Enable VAD. You can
check whether the Strata CS Server uses VAD by using the Strata CS
Administrator asdescribed in step 11. The VAD optionison the Codecs
tab.

13. Click the Dial Plan tab.

4 e-tel FreeRide - General Configuration (=[] =]
General Gatekeeper Dial Plan Time Outs
— Direct Dialing
Mumber Min Max  Stip Prefix &dd Destination Address

u} | 1] 1] o *Z08*2059* | 10.11.12.7

b4 | 21 £ o *Z08*2059* | 10.11.12.7

2 | 21 £ o *Z08*2059* | 10.11.12.7

4 | 21 £ o *Z08*2059* | 10.11.12.7

E | 21 £ o *Z08*2059* | 10.11.12.7

& | 21 £ o *Z08*2059* | 10.11.12.7

? | 21 £ o *Z08*2059* | 10.11.12.7

g | 21 £ o *Z08*2059* | 10.11.12.7

9 | 7010 o *Z08*2059* | 10.11.12.7

# | 1] 1] o *Z08*2059* | 10.11.12.7

Edt | adi | Femove |

OntheDia plan tab you configure how the FreeRide phone respondsto
each initial digit you can pressonit. To set up FreeRide as a Strata CS
station, you must configure each digit to connect to the Strata CS
Server's|P address and log in using your extension and password. Inthe
exampl e above, when you pick up the FreeRide phone and dial 333, the
dia plan readstheinitial digit, 3, and connects to the Destination
Address 10.11.12.7 (the Strata CS Server), then logsin using extension
208 and password 209, then dials extension 333 on the Server. All this
occurs behind the scenes; the result isthat you are connected
immediately to extension 333.

14. Click Add or Edit to configure each digit between 0 and 9, and the #
character. For each digit, do the following:

n Under Destination Address, enter the P address of your Strata CS
Server.

n Under Prefix Add, enter your Strata CS extension and password
separated by the star character (*) asfollows:
*<extension>* <password>*.

n  Specify aminimum and maximum length of the dial string as shown
in the illustration above. For most digits, thiswill be the length of a
Strata CS extension. For 0, specify aminimum and maximum length

APPENDIX D. USING QUICKNET AND E-TEL WITH STRATA CS D-15
BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



of 1, since O isalwaysdiaed aone. For 9 (or whichever digit isyour
Server'saccess code for an outside line, specify aminimum length of
7 and amaximum of 10, to cover the length of atypical externa
phone number. If you will be dialing longer numbers, for instance to
make international calls, set your maximum accordingly. For the #
character, specify a minimum and maximum of 1.

15. Click the Time Outs tab.

4 e-tel FreeRide - General Configuration (=[] =]

General Gatekeeper Dial Plan Time Outs

Total time allowed for dialing. ‘Wil cause
termination when time expires.

12000

Total dial time: [Secs]

Time allowed between going off-hook and
i ait For first digit; |3DDDD [Secs] didling the first digit. /ill causze lockup
failure when time expires.

Syt e s IBDDDD (Secs] Lilg?: allowed between digits after the first

Lo I . Immediately terminates dialing wh
Terminating digit: # [Optional] eﬂ?:eéa_ A G BRI

Cancel | Done I

2 2000 e-tel corporation. All rights reserved,

16. In Terminating Digit, delete the # character. By default, FreeRide
phones use # as an optional user input to signal the end of adial string
and commencediaing. In order for you to press#to log into your Strata
CSaccount, asyou would do from anormal station, you must delete the
use of # as FreeRide's Terminating Digit.

17. Click Done.

Transferring and handling calls with a FreeRide phone

When you are connected to Strata CS—either on acall you placed or onacall you
received from another Strata CS user—you can use Strata CS's Telephone
Commands to transfer, conference, or otherwise manipulate the cal, just as you
would from anormal Strata CS station. The exception isthat ** replaces Flash.
For example, to transfer acall you would normally pressFlash 1. From aremote
FreeRide phone, press ** 1.
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E-tel contact information
For more information about FreeRide phones and other e-tel products, you can
contact e-tel in the following ways:

E-tel corporation
207 Quaker Lane, Suite 200
West Warwick, Rl 02893

Phone: 401.826.1520
Fax: 401.826.4477
Web: www.e-telcorp.com
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APPENDIX E

USING PERFORMANCE COUNTERS

CHAPTER CONTENTS

The Strata CS performance counters. . ..................... -
Viewing performance counters in Windows NT/2000........... -
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The Strata CS performance counters

When the Strata CS Server isinstalled, the installer registers with Windows
NT/2000 a set of Strata CS-specific performance counters for tracking statistics
of the Server asit runs. The counters are organized into two groups: Strata CS
Calls and Strata CS Devices. The counters can be monitored by system
administration tools such as the performance monitoring utilities provided with
Windows.

The Strata CS Calls group has the following counters:

n Existing calls. Total number of active calls currently being handled by
Strata CS.

n Total calls. Total number of calls handled by the Server since it was last
started.

The Strata CS Devices group has the following counters:
n Stations. Total number of configured stations (phones) in the system.
n Station in use. Number of stations off-hook.
n % stations in use. Percentage of stations off-hook.
n Trunks. Total number of configured trunks in the system.
n Trunks in use. Number of trunks allocated to calls.
n % trunks in use. Percentage of trunks allocated to calls.

n Voice Resources. Total number of voice resources available to Strata
CS.

n Voice Resource in use. Number of voice resources currently being used.

n % voice resources in use. Percentage of voiceresourcescurrently being
used.

Viewing performance counters in Windows NT/2000

The performance monitoring utility that comes with Windows NT/2000 is the
application most commonly used to view performance counter information. Y ou
can add Strata CS counters to a performance monitor’s display just as you can
with the pre-installed Windows counters.

Note: This appendix does not describe the performance monitoring utility in
depth. See the utility’s Help if you need more detailed information.

In Windows NT, the utility is a stand-alone program called the Performance
Monitor. To start Performance Monitor, choose Start > Administrative Tools >
Performance Monitor.
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In Windows 2000, the utility is part of the Microsoft Management Consoleand is
called the System Monitor. To start the Management Console, choose Start >
Administrative Tools > Performance. The following examples use the System
Monitor from Windows 2000.

To add the Strata CS counters to the System Monitor display, right-click on the
display and choose Add Counters from the shortcut menu. In the Add Counters
dialog box, choose one of the Strata CS groups from the Performance object

drop-down list.
Add Counters HE
¥ Use local computer counters add
' Select counters from compter: Cloze |
STV Server |
E =plain |
Performance object;

Strata CS Calls =l

SOLServerReplication Logreader «
SOLServerReplication Merge
SOLServerReplication Snapshot %) Selech mstatees fm st
SALServerSHL Statigtics
SOLServerlser Settable
Syztem

TCP

Telephory

) Lllinstatzes

Strata CS Devices
Thread —
LUDF x

Asshown in the next illustration, Strata CS performance counters for the group
you have chosen are listed under Select counters from list. To add a counter,
selectit fromthelist and click Add. Repeat this processfor each counter that you
want to display. When you have selected al of the countersthat you want to view,
click Close.
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Add Counters HE

¥ Use local computer counters add
' Select counters from compter:
Cloze
[T _Servert |
E =plain |
Performance object;
| Strata CS Calls =l
Al counters ) Lllinstatzes
% Select counters from list & Selechimstatices fiam iz
Total Calls

The counters you have selected are listed below the performance graph in the
main System Monitor window.

:rformance
J@ Console  Window Help “ = | ‘-lﬁ'lﬂ
H Action  Miew Favorites |J = = ‘ | | @ |
—S““E"”““' 0l QIFF bl BwEl +xle] slelE olse
Consaole Root
"] System Monitor 00
ﬁ Performance Logs 90
&0
70
60
50
40
30
20
i
o
Last | 0.000 Average | 0.000  Minimurm | 0.000
Maximurm | 0.000 Duration | 1:40
| Cuolor | Scale | Counter | Ins... | Fa... | Object | Compu... | |
1.000 Existing Calls --- --- Strata CS Cal YWY Serve
alls = 5 e
1.000 Woice Resources --- --- Sirata CS Deni... WWTW_Senve
i E
\
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GLOSSARY

A and B Bits Signaling information onaT1 line. T1 carriers set the A and B bitson
or off to signal events and actions such as incoming call, line dropped, pick up, hang up,
and wink.

See also: robbed-hit signaling (p. G-22), T-1 (p. G-24), wink (p. G-27)

A-Law The voice amplitude compression/expansion standard that is used in Europe and
in areas outside of North American influence.

Access code When placing acall viaa Strata CS phone, the preliminary number to
dial to access aparticular dialing service. For example, dial “7” to access a Centrex/PBX
extension.

Account code Number that auser enters to accompany a phone call, that identifies
the call for billing or other purposes. Strata CS can be configured to prompt users to enter
account codes whenever they place calls. Users can aso enter account codes voluntarily
before or during calls.

ACD agent Member of An ACD workgroup.

See also: ACD workgroup (p. G-1), automatic call distribution (ACD) (p. G-3)

ACD workgroup Automatic call distribution method inwhich aworkgroup of agents
answers calls to a single extension, and callers wait on hold until an agent is available.
Examples of ACD workgroups include a sales or technical support department. An ACD
workgroup uses an ACD workgroup user with a special routing list to answer calls and

forward them to aworkgroup that contains the agents. The ACD workgroup method is not
as fully featured as the Strata CS call center method of call distribution.

See also: ACD agent (p. G-1), call center (p. G-4)

ACD workgroup user Specia typeof user for usein creating an ACD workgroup.
See also: ACD workgroup (p. G-1), ACD agent (p. G-1)
Active Stateinwhich aStrataCSgreeting or routing list is used to handleincoming calls

by default. Only one greeting and one routing list can be active at atime; therest arein
storage and are not used by incoming calls unless specified in a call rule.

See Also: Active greeting (p. G-1), Active routing list (p. G-1)

Active greeting Thegreeting that callers hear when they reach voice mail. Specified
callers can hear another greeting if you apply acall rule.

See also: greeting (p. G-14), cal rule (p. G-19)

Active routing list Therouting list that incoming calls to an extension follow.
Specified callers can follow another routing list if you apply acall rule.
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See also: routing list (p. G-22), call rule (p. G-6)

Active Settings Collection of Strata CS settings that together determine how
incoming calls are handled. Active Settings include the active routing list, active greeting,
Wherel Amlocation, and ringer status. Active settings change with personal status and can
also be changed directly. Changing active settings directly overrides personal status.

See Also: personal status (p. G-19), Where | Am (p. G-27), greeting (p. G-14), routing
list (p. G-22)

ActiveX Microsoft’s specification for language-independent modules that can be
imbedded in an application and accessed as if they were part of the application.

See also: ActiveX contral (p. G-2)

ActiveX Control Also called: control

The Windows-based software componentsthat can be embedded in applicationsto add new
functionality. Hundreds of controls are available to perform data access, imaging, host
connectivity, multimedia, and so forth.

Administrator Also called: Strata CS administrator, system administrator

The person who is primarily responsible for, or in charge of, the Strata CS system. The
Strata CS administrator can set up users, trunks, auto attendants, and modify all other
system settings.

See also: Administrator (Strata CS program) (p. G-2)

Administrator (Strata CS program) Also called: Strata CS Administra-
tor

The Windows-based software application that is used to configure, monitor, and manage
the Strata CS system.

See also: administrator (p. G-2)
Administrator User Any StrataCS user who has administrator permissions, which

alow the user to log on to the Strata CS Administrator. Also indicates the Admin user that
ships by default with Strata CS.

See also: Administrator (Strata CS program) (p. G-2), Operator user (p. G-18)
After Hours greeting Anaudio greeting that a caller hears after business hours,
usually accompanied by an invitation to leave a voice mail message.

See also: active greeting (p. G-1), grab-and-hold greeting (p. G-13), greeting (p. G-14)

Agent User who answers calls to acall center or ACD workgroup.

See Also: call center (p. G-4), ACD workgroup (p. G-1)
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Analog DID Direct Inward Diaing (DID) over special analog phone lines that do not
ring when a call arrives. Typically requires a special box such as those available from
Exacomm to connect to regular analog devices such as Dialogic boards.

See also: direct inward dial (DID) (p. G-11)

Analog Telephony A type of telephone transmission or switching in which the
transmitted analog signal consists of sound traveling over linesasvariationsin an electrical
current. The signal isin essentially the same format as the original spoken signal. Analog
signals are very vulnerable to interference and noise on the line. Over long distances,
anal og transmissions can fade, distort, or pick up static. They are aso limited to the
bandwidth of amplifiers, analog-to-digital converters, and other network equipment.

See also: digital telephony (p. G-10)

Analog Trunk Also called: analog line
A regular (nondigital) phone line from the telephone company.

See also: analog telephony (p. G-3), digital trunk (p. G-10), trunk (p. G-26)

Application Programming Interface (API) Alsocalled: API

A set of routines that an application program uses to access functions provided by another
application, device, or service. For example, the Windows Telephony API (TAPI) provides
adevice-independent means to access devices such as phones, modems, and fax machines.

See also: Messaging Application Programming Interface (MAPI) (p. G-17), Telephony
Application Programming Interface (TAPI) (p. G-25)
Archive A copy of information or datathat is placed into long-term storage.

Audiotex Generic term for a subset of interactive voice response equipment and
services. Audiotex typically presents telephony-based voice menus that offer selection
options. For example, “Press 1 to hear directions, or 2 for our latest specials.”

Auto attendant StrataCS item that automatically answers calls to a phone number,
enables callersto dial extensions, and offers callers other options that you define, for
example, “For Sales, press 1, For Support, press 2.”

Automatic Call Distribution (ACD) Also called: cal distribution
See: ACD workgroup (p. G-1), call center (p. G-4)

Automatic Number Identification (ANI) Alsocalled: ANI

The identification of the originating phone number of an incoming call. For example, if a
person callsan 800 number from 617 555 1212, the devicethat answersthecall canretrieve
the ANI digits (617 555 1212) and use that information to identify the caller.

See also: caller ID (p. G-6)

Backup A copy of information for redundancy, so that the information can be restored
if it islost, damaged or needed for other reasons.

GLOSS-3
BETA DOCUMENT - PRELIMINARY & CONFIDENTIAL



Blind Transfer A type of call transfer in which auser transfersacall to another
extension without first speaking to the recipient.

See also: external transfer (p. G-12), supervised transfer (p. G-24), transfer (p. G-25)

Blocked Number A phone number that cannot be accessed from any Strata CS
Client because it has been blocked by the Strata CS system administrator.

See also: blocking (p. G-4)

Blocking Also called: call blocking

A Strata CSfeaturethat enablesthe Strata CS system administrator to prevent Clientsfrom
calling a specific telephone number or certain types of telephone numbers. For example,
access to long-distance numbers, international numbers, and group conversation lines can
be blocked by the Strata CS system administrator.

See also: blocked number (p. G-4)

Browser A software application that is used to view HTML pages or Web sites. Strata
CS supports Netscape Navigator and Microsoft Internet Explorer browsers.

Business Communications Platform (BCP) Also called: BCP

The Dialogic hardware used to connect anal og telephone trunks and user extensionsto the
Strata CS Server. The BCP aso providestelephony functions such asrecording voicefiles,
playing voice files, and processing touch-tone digits.

See also: touch-tone digit (p. G-25), trunk (p. G-26)

Call A connection between two parties (people or machines). Also the actions and
operations required to establish and maintain a connection between two parties.

Call Accounting A system that stores and organizes call detail recording
information, which can then be used to generate reports.

See also: call detail recording (CDR) (p. G-5)

Call Announcing Also called: call screening, screening acall

A Strata CSfeaturethat verbally announces acaller before putting acall through, allowing
the recipient to decide whether or not to accept the call. Strata CS announces the name of
callersit recognizes, and can prompt unidentified callersto say their names before they hear
the recipient’s phone ring.

Call Center Anyworkgroup of agents (sales, support, and so forth) whose primary job
isto place or answer calls. Inbound call centers use automatic call distribution systemsand
outbound call centers use predictive diaers. These automate the handling of large volumes
of calls.

See also: automatic call distribution (ACD) (p. G-3), predictive dialer (p. G-20)
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Call Center Agent Alsocalled: agent

User, operator, or representative who participates in a queue. Typicaly a person handling
sales or customer service calls.

See also: automatic call distribution (ACD) (p. G-3)

Call Center Agent License A license purchased from Toshiba for each Call
Center Agentin aqueue. In an ACD workgroup, alicense purchased from Toshibafor each
agent on whom you want to run reports using the Call Center Reporter. If ACD workgroup
reports are made by trunk only, just one license is required.

Call Control Also called: cal handling

All of the options that can be used to control a call including answering, holding,
forwarding, transferring, and conferencing.

Call Detail Recording (CDR) Also called: call accounting, CDR

A feature that allows atelephone system to collect information and statistics about
incoming and outgoing calls. Typically collected by a PBX, call detail recording
information can be used to generate call usage reports that identify callers and recipients,
duration of calls, and on what station and trunk calls occurred. Strata CS Reporter and Call
Log provide CDR functionality.

See also: private branch exchange (PBX) (p. G-20)

Call forwarding Also called: “follow me” call forwarding, forwarding a call

A feature that, without answering an incoming call, routes it to an appropriate extension,
phone number, voice mail system, and so forth.

Call Log A view in Strata CS that displays a record of all calls made on the system.
Administrators can use the Call Log to analyze system usage patterns. Individual users can
view their own Call Log information to review what calls they have answered, placed, or
missed.

Call Monitor A view inthe StrataCS Client that displays a user’s current call activity,
and from which a user manages calls.

Call Pickup A strataCSfeaturethat allowsa Client to answer anincoming call that is
ringing on another phone.

Call Progress The series of events and states that occur during a call. These can
include dialing, ringing, busy signal, and so forth.

Call Pursuit Also called: “follow me” service

A Strata CSfeaturethat tracks down aperson at any of the phone numbersthat areincluded
on arouting list.

Call Recording A feature in the Strata CS Client that allows a user to record a
telephone conversation.
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Call Routing Also called: routing acall

The process of sending a call to a succession of destinations (extensions or external
numbers), or several destinations simultaneously. Also describes avariety of methods for
directing a call within an organization, for example, using an auto attendant, DID, or ACD
workgroup.

See also: auto attendant (p. G-3), automatic call distribution (ACD) (p. G-3), direct
inward dial (DID) (p. G-11)

Call Rules A strata CS feature that allows users to automatically handle calls from
specific callersusing aunique routing list and greeting. For example, userscan create acall
rule for their spouses so that when the spouses call, they are routed first to a cell phone
number, then their home number, and finally to a unique voice mail greeting tailored
specifically for them.

See also: routing list (p. G-22)

Call Waiting A feature that aerts a user who is already on acall that another call is
arriving. If call waiting is not enabled, incoming calls are automatically sent to voice mail.

Caller ID An optiona service provided by Regional Bell Operating Companies
(RBOC's) on analog linesthat identifiesacaller by providing the originating phone number
and (if enabled) the caller’s name.

See also: automatic number identification (ANI) (p. G-3), caller ID on call waiting (p.
G-6), dialed number identification service (DNIS) (p. G-9), direct inward dial (DID) (p.
G-11), Regional Bell Operating Company (RBOC) (p. G-21)

Caller ID on Call Waiting A feature available on some phones that provides
identification of incoming callers when the recipient is aready on a call.

See also: call waiting (p. G-6), caller ID (p. G-6)

Carrier Any company such as a RBOC, long-distance phone company, or CLEC that
provides telecommunications circuits and services such as analog lines, T1 lines, local or
long-distance service and caller ID, ANI, or DID/DNIS services.

See also: automatic number identification (ANI) (p. G-3), caller ID (p. G-6), common
carrier (p. G-8), Competitive Loca Exchange Carrier (CLEC) (p. G-8), dialed number
identification service (DNIS) (p. G-9), direct inward dia (DID) (p. G-11), private carrier
(p. G-20), Regional Bell Operating Company (RBOC) (p. G-21), T-1 (p. G-24)

Central Office (CO) Alsocalled: CO

A telephone company facility where subscribers' phone lines are connected to switching
equipment.

Centrex A phonecompany servicethat provides PBX functionality such as extensions,
conferencing, call forwarding and transferring.

See also: call forwarding (p. G-5), conference call (p. G-8), private branch exchange
(PBX) (p. G-20), transfer (p. G-25)
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Channel Associated Signaling (CAS) Alsocalled: CAS
A type of robbed-bit signaling usually used on E1 lines.

See also: E-1 (p. G-11), robbed-bit signaling (p. G-22)

Channel Service Unit (CSU) Alsocalled: CSU

A devicelocated on the customer’ s premises that allows hardware such as Dialogic digital
network cards to connect to digital lines installed by adigital line provider, suichasaT1
lines.

See also: digital line (p. G-10), digital service unit (DSU) (p. G-10), T-1 (p. G-24)

Circuit A physical connection of computer, telephony, and network equipment over
which atelephonic conversation takes place.

CLASS Telephone An analog telephone that supports Bell Communications
Resource (Bellcore) Custom Local Area Signaling Services (CLASS) features such as
caler 1D, caller ID on call waiting, and message waiting. For alist of phonesthat have these
features, see Srata CSInstallation & Maintenance Manual.

Client A computer that requests information from a Server computer over a network.
The client runs an application that requests the information from the Server, and then
displaysit in ausable format.

See also: client/Server (p. G-7), Server (p. G-22)

Client (Strata CS Program) Also called: Strata CS Client (program)

A Strata CS software application employed by userson client computers. Used to make and
receive calls, access voice mail, create contact lists, and so forth. Also used to assign
customized routing lists and greetings for specific users.

See also: client (p. G-7),

Client License A license purchased from Toshiba for each Client logged on to the
Strata CS Server. For example, with five Strata CS Client licenses you can have a
maximum of five simultaneous Client applications logged on to the Server.

Client/Server A type of computing that splits processing between client computers
and Server computers over a network. Client computers manage the user interface, make
requests over the network to Server computers, and perform local processing of data.
Server computers process client requests and return only the results needed. Before
client/Server computing, clients were dumb terminals that displayed data that was
processed by a mainframe or minicomputer.

See also: client (p. G-7), Server (p. G-22)
Codec Thetechnology that compresses and decompresses voice signals for

transmission over an IP network. When an [P link is established, both devices negotiate a
mutually supported codec that will be used. Since one codec may be preferable to another
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for bandwidth or voice quality reasons, codecs are listed in the Strata CS Administrator in
order of preference. Strata CS supports the following codecs: G.729A, G.723.1, G.711,
MSGSM, ETSI-GSM.

Common Carrier Thelocal phonecompany or long-distance company that provides
telecommunications circuits and services to the general public. Common carriers are
regulated and licensed by state or federal agencies.

See also: private carrier (p. G-20)

Competitive Local Exchange Carrier (CLEC) Also called: CLEC

A company that competes with a LEC to provide local exchange service. CLECs are
allowed to buy access to the LEC network for resale, or they can build their own network.

See also: Loca Exchange Carrier (LEC) (p. G-16)

Computer Telephone Integration (CTI) Also called: CTI

The integration of computers with standard telephone switches (PBX’s) to allow more
sophisticated switching. For example, a switch could supply a computer with acaller ID
for anincoming call. The computer could then look up the caller ID in adatabase and
provide the switch with appropriate routing information. Computer telephone integration
isjust one aspect of computer telephony.

See also: caller ID (p. G-6), computer telephony (CT) (p. G-8), private branch exchange
(PBX) (p. G-20), switch (p. G-24)

Computer Telephony (CT) Alsocalled: CT

Computer technology applied to telephony. CT is an umbrellaterm for such diverse
technologies as computer telephoneintegration (CTI), interactive voiceresponse (IVR), IP
telephony, PC PBXs, and fax-on-demand.

See also: computer telephone integration (CTI) (p. G-8), fax-on-demand (p. G-12), inter-
active voice response (IVR) (p. G-15), IP telephony (p. G-16), PC PBX (p. G-19)
Conference Call A call that involves three or more callers.

Connection A “continuity of circuit” that enables two or more parties or devices to
communicate via a phone line.
Contact A record that contains a person's name, address and/or phone number.

See also: global contact (p. G-13), personal contact (p. G-19)

Contact Manager Also called: personal information manager (PIM), PIM

A software application that stores names, addresses, phone numbers, schedules, and other
personal information for contacts. Popular contact management software includes: Strata
CS Client, Act!, Goldmine, and Outlook.

See also: contact (p. G-8)
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Contact Manager Assistant Strata CS program that automatically displays
screen-pops with contact information when a contact from another contact manager calls.
Requires the Strata CS TAPI Service Provider.

See Also: contact manager (p. G-8), TAPI Service Provider (p. G-24)

Contact Voice Title Anaudio recording of a Strata CS contact’s name. When call
screening is enabled, this recording announces incoming calls from the contact.

Default Phone Number For acontact that has many phone numbers, the phone
number most frequently dialed to reach the contact. With speed dial, the default number is
dialed automatically.

See also: speed didl (p. G-23)

Device Monitor An application on the Strata CS Server and aview in the Strata CS
Administrator that displays the current status of all stations and trunks in the Strata CS
system.

See also: Administrator (Strata CS program) (p. G-2), station (p. G-23), trunk (p. G-26)

Dial-by-name directory A StrataCSfeaturethat givescalersthe ability to search
for auser by entering the first few letters of the user’ sfirst or last name using their
telephone keypads.

Dial Plan The setting that defines how to dial local, long-distance, and international
phone numbersin aparticular country or area.

Dial Tone The sound that callers hear after picking up atelephone indicating that they
can dial anumber. Dia toneis provided by the local telephone company or PBX.

See also: private branch exchange (PBX) (p. G-20)

Dialed Number Identification Service (DNIS) Also called: DNIS

A feature of 800 and 900 telephone lines that provides the number that was dialed to the
receiving telephony system. This enables the receiving system to accurately route the call,
and alows for many 800 or 900 numbers to be routed through a single telephony system.

See also: T-1 (p. G-24)

Dialing Exception Therule defined by the Strata CS administrator that tells Strata
CSwhen it should dial the areacode of a phone number, and when it should dial the number
asalocal call. Strata CSinvokesthese ruleswhenever it dialsanumber automatically, such
as when a user places acall to a contact or returns a call from avoice mail message.

Dialing service Mechanism for routing outbound calls to the trunk type appropriate
for that call. For example, routing phone callsto anormal telephone service trunk, | nternet
callsto an Internet trunk, and Centrex callsto a Centrex trunk. By default Strata CS comes
with one dialing service, Phone Number, that routes all callsto your telephone trunks.
When placing a call, users select the dialing service to use by dialing the access code for
that service before dialing the number, for example 9 to place an externa call.
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See also: Access code (p. G-1), routing service (p. G-22)

Dialogic Driver Thespecialized software provided by Dia ogic to allow applications
to run with Dialogic telephony boards.

Dialogic SCBus Device Alsocalled: SCBus

The Dialogic board resource for handling aspecific type of telephony data. Dialogic SCBus
devicesare atelephony handling resourcefor LS| devicesto connect to analog phonelines;
DTI devicesfor connectingto T1, ISDN and E1 phonelines, V OX devicesfor playing files,
recording files, getting touch-tone digits. and detecting or generating tones; and FAX
devices for sending and receiving faxes.

See also: analog line (p. G-3), E-1 (p. G-11), Integrated Services Digital Network
(ISDN) (p. G-15), T-1 (p. G-24), touch-tone digit (p. G-25)

Digit Collection The StrataCSconfiguration for T1linesthat enables recognition of
ANI or DID/DNIS information

See also: automatic number identification (ANI) (p. G-3), dialed number identification
service (DNIS) (p. G-9), direct inward dia (DID) (p. G-11), T-1 (p. G-24)

Digital Service Unit (DSU) Thedigital counterpart of aCSU. Typically used for
ISDN lines.

See also: channel service unit (CSU) (p. G-7)

Digital Signal Processor Also called: DSP

A specialized digital microprocessor that performs calculations on digitized signals that
were originally analog. In telephony, DSPs are used for call progress monitoring, voice
processing, and the compression of voice and video signals.

See also: telephony hardware (p. G-25)

Digital Span In StrataCs, 24 digital trunksthat makeup aT1 line, or 30 digital trunks
that make up an E1 line.

See also: digital trunk (p. G-10), E-1 (p. G-11), T-1 (p. G-24)
Digital Telephony Telephonetransmission or switching in which the original signal
is sampled and converted to binary data before transmission. Digital telephony is much

cleaner than anal og tel ephony because the signal can be reproduced precisely, and does not
fade or pick up distortion or static.

See also: analog telephony (p. G-3)

Digital Trunk Also called: digital line
A digital T1, E1, or ISDN phone line obtained from the telephone company.

See also: analog trunk (p. G-3), digital telephony (p. G-10), E-1 (p. G-11), T-1 (p. G-24),
trunk (p. G-26)
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Direct Inward Dial (DID) Also called: DID

A telephone company servicethat assignsup to 50 different numbersto asingleanalogline.
When answering calls, DID information is used to determine which number the caller
dialed and then to deliver the call to that number. Strata CS uses DID to assign each user a
unique 7-digit phone number, so callers can dial it to reach a user directly without having
to go through an auto attendant.

See also: anaog line (p. G-3), auto attendant (p. G-3)

Directory A list of names, phone numbers, and other related information.

See also: voice mail (p. G-26)

Driver Thelow-level software that provides an API to hardware. The driversfor the
Dialogic boards are required to run Strata CS.

See also: Dialogic driver (p. G-10)

Dual Tone Multi-Frequency (DTMF) Also called: DTMF
The touch-tone signaling format used by home or business touch-tone phones.

See also: Multi-Frequency (MF) (p. G-18)

E&M Signaling The most common supervisory signaling protocol used to
interconnect PBXs or to connect aPBX to aT1 carrier.

See also: private branch exchange (PBX) (p. G-20), T-1 (p. G-24)

E-Mail Notification A StrataCS feature that sends e-mail messages to users when

they receive new or urgent voice messages. E-mail notifications can include voice
messages attached as WAV files.

See also: WAV file (p. G-27)

E1 TheEuropeanversionof aT1line. Contains 30 channels (whileaT1 has24). Encoded
in A-law instead of p-law format.

See also: T-1 (p. G-24)

Emergency Number Thenumber to dial to access the emergency reporting service
in alocation, for example, is 911 in the United States.

ETSI-GSM TheIP codec supported by Strata CS. Largely superseded by G.729A, it
runsat 13.2 kbs.

Event Signaling How telephone actions (that is, pick up and hang up) and events
(that is, incoming call and line dropped) are communicated on arobbed-bit T1 line by
setting the A or B bits on or off. Defined in Strata CS Robbed Bit T1 Experimenter.

See also: A and B bits (p. G-1), robbed-bit signaling (p. G-22), T-1 (p. G-24)
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EXxport To prepare or convert information from one application so it can be used in
another. Strata CS allows users to export system prompts, Call Log, and contact
information in comma-separated value (CSV) format for use in spreadsheet and database
applications.

See also: import (p. G-14), private branch exchange (PBX) (p. G-20)

Extension A unique number where a Strata CS user may be reached. Auto attendants,
queues, workgroups, and IVR Plug-ins can also have extensions.

External call Any call to or from a phone number outside Strata CS. Calls between
extensions are not external calls.

See also: external direct cal (p. G-12), internal call (p. G-15)

External Direct call Any call to aStrata CS user from an external number in which
the caller did not dial an extension from an auto attendant. In other words, a call using a
DID number or atrunk that is set up to connect directly to a user.

See also: auto attendant (p. G-3), direct inward dial (DID) (p. G-11), external call (p.
G-12), interna call (p. G-15)

External Transfer A call transferred to a number outside the Strata CS phone
system.

See also: blind transfer (p. G-4), supervised transfer (p. G-24), transfer (p. G-25)

Fast Busy Tone An audible tone that indicates all trunks are busy processing other
calls.

See also: trunk (p. G-26)

Fax Server A server that is set up to send and receive faxes on behalf of networked
clients.

See also: dlient (p. G-7), Server (p. G-22)

Fax-On-Demand Also called: fax-back

A combination of fax and voice processing technology that alows a person to call a
computer and request that a catal og of available documents or one or more specific
documents be faxed to them.

Feature Phone A business phone that has features such as a display, message
waiting light, and specialized buttons for speed dial, transfer, conference, and so forth.
See also: speed dial (p. G-23)

Final action Anactionthat Strata CSinitiateswhen acaller reachesthefinal step of a
routing list. Final actions include send to voice mail, hang up, transfer, and so forth.

See also: routing list (p. G-22)
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Flash Quickly pressing and releasing the flash hook (hang up) button on atelephone
handset cradle or pressing the flash button. Signals a PBX or Centrex system that special
instructions will follow, such as placing a call on hold or transferring a call to another
extension.

See also: Centrex (p. G-6), private branch exchange (PBX) (p. G-20)

Flash Hook The button in the telephone handset cradle that hangs up the phone and
rel eases the phone to make another call. The flash hook can also be used to send a flash
signal to aPBX or Centrex system. Some phones refer to this as the Link Button.

See also: Centrex (p. G-6), private branch exchange (PBX) (p. G-20)

G.711 The P codec supported by Strata CS. It is supported by all H.323 gateways and
terminals, but uses high bandwidth. It runs at 64 kbs.

G.723.1 ThelP codec supported by Strata CS. The best codec for use with Intimating
and other H.323 terminals, it runs at 5.3 kbs. or 6.3 kbs.

G.729A The IP codec supported by Strata CS. The best codec for Strata CS
Server-to-Strata CS Server connections, providing a good bal ance between sound quality
and bandwidth. It runs at 8.8 kbs.

Global Contact A contact record (name, address, and so forth) that is accessible to
all Clientson a Strata CS Server.

See also: personal contact (p. G-19)

GlobalCall Diaogic’s protocol-independent technology that allows an application to
connect to avariety of T1 and E1 networks using various protocols (such as ISDN or
DPNSS) without changing code.

See also: E-1 (p. G-11), Integrated Services Digital Network (ISDN) (p. G-15), T-1 (p.
G-24)

Grab-and-Hold Whileon acall, if asecond call arrives, a Strata CS user can “grab”
the second call and put it on hold without interrupting the current call. While on hold, the
second caller hears a customizabl e grab-and-hold greeting and is then presented with the
option to continue to hold or leave a message. Using grab-and-hold, users can make sure
they never miss an important call.

See also: grab-and-hold greeting (p. G-13)

Grab-and-Hold Greeting Also called: hold greeting

A customizable message that a caller hears when grabbed and put on hold. For example, a
caller might hear, “1’m on the phone right now, but | know you’ re there and your call is
very important tome.” After playing the grab-and-hold greeting, StrataCS aways prompts,
“To leave amessage, press 1, or stay on the line to continue holding.”

See also: grab-and-hold (p. G-13)
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Graphical User Interface Alsocalled: GUI
The visud interface used in al Windows applications, composed of windows, dialog

boxes, menus, buttons, and tool bars that make the application easy to operate.
Greeting The recorded message that a caller hears, typically when sent to voice mail.

See also: active greeting (p. G-1), after hours greeting (p. G-2), grab-and-hold greeting
(p. G-13)
See also: call rule (p. G-19), voice mail (p. G-26)

H.323 The standard that defines how real-time voice and video are transmitted over |P
networks.

Hands-free Using telephony equipment without using the hands. Examples of
hands-free equipment include headsets, speakerphones, and voice recognition equipment.
In Strata CS, hands-free answering enables auser to keep aphone continually off-hook, and
be alerted to incoming calls by a short beep before they are automatically connected.

Handset The part of the phone that a person holds to speak and listen.

Hold To temporarily leave a phone call without disconnecting it.

See also: silent hold (p. G-23)
Hold Audio Also called: hold music

Hold prompts Call center recordingsthat callers hear while they are waiting on hold
for an agent. Hold prompts can play once, or repeatedly, or variably as determined by
conditions you define.

See Also: call center (p. G-4), welcome prompt (p. G-27)
Hunt Group A group of related trunks set up by the phone company. Incoming calls

to the first trunk, or main number, search the group until they find an available trunk. A
busy signal isreturned only if every trunk in the group is busy.

See also: trunk (p. G-26)
Import Toincorporate information from another application. Strata CS can import
contact names and related information created or stored in other popular contact managers.

See also: contact manager (p. G-8)

Inbound Call A call coming from a source external to the Strata CS phone system.
See also: outbound call (p. G-19)

Inbound Trunk A trunk on which a user can receive incoming calls.

See also: inbound call (p. G-14), outbound trunk (p. G-19)
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Incoming Call A call that has arrived in the Strata CS system.

Integrated Services Digital Network (ISDN) Also called: ISDN

An international standard for voice, data, and signaling that was designed to overcome
limitations in the PSTN by offering expanded bandwidth, digital circuits, a standard
out-of-band signaling system, combined voice and data networks, and special services.
ISDN isoffered intwo forms, Basic Rate I nterface (BRI) and Primary Rate Interface (PRI).

See also: Primary Rate Interface (PRI) (p. G-20), public switched telephone network
(PSTN) (p. G-20)

Interactive Voice Response (IVR) Also called: ASR, automatic speech
recognition (ASR), IVR, speech recognition

An application that users can interact with using a remote touch-tone phone. An IVR
program typically usesrecorded or synthetic speech to provide information and present the
user with options. The user selects an option by entering anumber on the touch-tone phone.
Some IR programs can use voice recognition to interpret the user's spoken responses.

See also: touch-tone digit (p. G-25)

Interconnect Vaue-added reseller (VAR) that sells, installs, and maintains one or
more brands of telephone systems, working with the phone company as needed. The word
interconnect comes from the process of connecting phone systems with the phone
company.

Internal Call A cal within the Strata CS phone system, a call between two users.
See also: external call (p. G-12), external direct call (p. G-12)

International Callback A business service that can provide dramatic cost savings
for international callersdialing U.S. phone numbers. Callback services take advantage of
thefact that international callstothe U.S. are many times more expensivethaninternational
calls placed from the U.S. International callers dial a special number in the United States.
The call is not answered, but the system dials the caller back immediately and places calls
to the U.S. on their behalf using U.S. instead of international rates.

International Prefix Thenumber dialed beforethe country codein order to makean
international call.

Internet The worldwide computer network, made up of thousands of interconnected
networks. A standard set of communications protocols makes it possible to route data
between any two computers on the Internet.

See also: Internet Protocol (p. G-15), intranet (p. G-16)

Internet Protocol Alsocalled: IP

The basic protocol for transmitting packets of data over the Internet. Data is parceled into
small chunks, and each chunk is combined with adestination address and other information
to create an | P packet. When a packet is transmitted over the Internet, the address
information is used by IP routers, which act as way-stations on the packet’s journey.
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Packets are passed from router to router until they reach the specified destination address.
Each packet travelsindividually: two packets sent consecutively can take entirely different
routes, travel at different speeds, and show up in adifferent order than when they were sent.
On the receiving end, higher-level protocols are used to reassemble the packets in the
correct order and request re-transmission of any missing packets.

See also: Internet (p. G-15)

Internet Protocol Address Also called: Internet address, |P address
Unique identifier that allows data to be routed over the Internet to a specific location.

See also: Internet (p. G-15), Internet Protocol (p. G-15)

Internet Protocol Telephony Also called: Internet telephony, IP tele-
phony, Voice Over IP

Transmission of voice over the Internet (or alocal computer network) in real time.

See also: Internet (p. G-15), Internet Protocol (p. G-15)

Internet Service Provider Also called: ISP, service provider
A company that provides dial-up or dedicated access to the Internet, typically for afee.

See also: Internet (p. G-15)
Intranet A “private Internet.” An intranet runs on a private network and can only be

used by people given access to that network, but it uses the same software and
communications protocols as the Internet.

See also: Internet (p. G-15)

IP Gateway Feature that enables two Strata CS Servers to communicate as one over
the Internet, so that users on one can directly dial extensions on the other.

IP Gateway user Special type of user used for creating an IP Gateway.

IVR Plug-In A custom application that extends the call-processing functions of Strata
CS by sharing the Diaogic hardware with the Strata CS Server.

Key System Phone system in which callers select a specific inbound or outbound
trunk by pressing a button on the phone before taking or placing a call.

Least Cost Routing System of routing along-distance call by using the least
expensive carrier for that call.

Local Exchange Carrier Alsocalled: ILEC, LEC

A local phone company. Also known as an Incumbent Local Exchange Carrier (ILEC), a
LEC has some legacy connection to the old Bell system.

See also: Competitive Local Exchange Carrier (CLEC) (p. G-8)
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Location Settings Settingsin the Strata CS Administrator that specify the country
and area code of the officein which Strata CSisinstalled, defined for each Dialing Service.

See also: Administrator (Strata CS program) (p. G-2)

Logging The act of saving event and status information to alog file or window. Logs
can be used to troubleshoot problems or produce activity reports.

Long-distance Prefix The number dialed to make acall outside the local service
area.

Loop Start Thetypeof trunk leased from thelocal phone company that can be attached
to aregular phone or used by other single-line installations and with key systems.

See also: key system (p. G-16), trunk (p. G-26)

Main menu A company’s primary auto attendant, the one that first handles incoming
callsto the company.

See Also: auto attendant (p. G-3)

Message Waiting A feature available on some phones that notifies the user when a
new voice message is received by activating the message-waiting indicator on the phone.
M essage waiting can be indicated by a LED indicator on the phone that lights up or blinks,
or by aspecia stutter dial tonewhen the station goes of f-hook. M essage waiting isavailable
on certain analog telephones that support CLASS features. For alist of phones that have
these features, see Srata CSInstallation & Maintenance Manual Installation Guide. An
Administrator setting tells Strata CS that auser has a phone that supports message-waiting.
The user enables or disables the feature from the Client.

See also: off-hook (p. G-18), station (p. G-23), stutter dial tone (p. G-24)

Messaging Application Programming Interface Also called: MAPI

Microsoft's set of functions and Component Object Model (COM) interfaces that let
Windows-based messaging clients (such as Microsoft Outlook) interact with message
service providers. MAPI-conformant mail clients, address books, and contact managers
from various manufacturers can be used together.

See also: application programming interface (API) (p. G-3), contact manager (p. G-8)

Microsoft Intimating An H.323-based conferencing and collaborative tool
supported by Strata CS, designed to run over |P networks.

Microsoft Windows NT Server Alsocalled: NT Server
The version of Microsoft Windows NT that is required by the Strata CS Server.

Modular Station Interface Also called: MS|

Dialogic board that allows applications to ring, switch, and conference a variety of local
analog devices such as telephones, modems, and fax machines.

See also: telephony hardware (p. G-25)
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MSGSM |P codec supported by Strata CS. Largely superseded by G.729A, it runs at
13.0 kbs.

Mu-Law The voice amplitude compression/expansion standard used in North America.

Multi-Frequency Also called: MF

A tone-signaling format used within telephone networks that uses different tones than
DTMF.

See also: Dual Tone Multi-Frequency (DTMF) (p. G-11)

Network Interface Card Alsocalled: NIC
Card that allows a computer to send and receive data on a computer network.

Notification E-mail or pagesent to auser toinform them that they have received anew
voice message.

See also: e-mail notification (p. G-11), pager notification (p. G-19)
Off-Hook When the telephone handset is lifted from its cradle, or when the phoneisin
use, the phoneis considered “off-hook.”

See also: on-hook (p. G-18)

On-Hook When the telephone handset is in its cradle, the phone is considered
“on-hook.”

See also: off-hook (p. G-18)

On call Statein which acall center agent receives calls from a queue when signed in.
The system administrator or call center supervisor determines whether an agent is on call
for agiven queue. When not on call, the agent does not receive calls from the queue even
when signed in, although the agent can still view incoming queue callsin the Call Monitor.

See Also: call center (p. G-4), Call Monitor (p. G-5)

Operator Person that assists in the answering, routing, and completion of telephone
calls. Computerized operators are called auto attendants.

See also: auto attendant (p. G-3)
Operator Intercept What happenswhen acaller dials a number that is not in
service. The phone company plays a sequence of three distinctive tones followed by a

message, for example, “The number you have dialed is not in service at this time. Please
check the number and dial again.”

Operator User Strata CS user with Operator permissions. In the Strata CS Client, an
operator user can view real-time status updates of users who are already on calls.

See also: Administrator user (p. G-2)
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Outbound Call Any cal made from Strata CS to an external number.
See also: inbound call (p. G-14)

Outbound Trunk A trunk on which auser can make outbound calls.
See also: inbound trunk (p. G-14), outbound call (p. G-19)

Overflow agents Backup call center agents that receive calls only if all primary
agents are unavailable.

Overflow skill Special skill used to distinguish overflow agents from primary agents
inacall center.

Pager Notification The process that pages users whenever they receive new or
urgent voice messages.

Parking a Call Also called: cal park

A feature similar to putting acall on hold. When acall is parked, the system returns the
number on which the call is parked. After acall is parked, the call can be picked up from
any phone by dialing the feature code followed by the number.

Party Line Telephoneline shared by several subscribers.

PC PBX Alsocalled: unPBX
A PBX that runson aPC.

See also: private branch exchange (PBX) (p. G-20)

Permissions Seriesof settings applied to usersthat control their access to individual
Strata CS features. Agentsin acall center queue a so have permissions that control their
access to call center features.

See Also: call center (p. G-4), roles (p. G-22)
Personal Contact A contact that appears only in a Strata CS user’s own Client, and
no one else’s.

See also: global contact (p. G-13)

Personal Information Number Also called: contact PIN, PIN

A number that a Strata CS user can assign to a contact. The PIN can uniquely identify a
contact’s calls. When the contact dials the user's extension + PIN, Strata CS identifies the
contact by matching the PIN to the contact.

Personal status Strata CS feature that enables users to indicate their location and
availability to other users, and handle incoming calls accordingly.

Plain Old Telephone Service Alsocalled: POTS
The basic telephone service that allows a person to place and take calls.
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Plexar A Centrex servicethat is offered in Texas.
See also: Centrex (p. G-6)

POP3 Version 3 of the Post Office Protocol, an Internet protocol used for retrieving
e-mail.

See also: Internet (p. G-15)

Predictive Dialer Anautomated diding system that allows asmall number of agents
to process an enormous amount of outbound calls by automatically dialing numbers from
a database until someone picks up. It then connects the call immediately to an available
agent who will handleit.

See also: call center (p. G-4)

Primary Interexchange Carrier (PIC) Code IntheU.S,, adialing prefix to
access a particular carrier, for example, 1010321.

Primary Rate Interface Also called: PRI

One of two interfacesin ISDN (the other isBasic Rate Interface). PRI isthe ISDN protocol
running on a T1 line. Also known as 23B+D, PRI consists of 23 bearer B-channels at
1.544mbps and one data D-channel at 2.048mbps. The B-channelsare used for voice, video
conferencing, fax, and so forth. The D-channel carries control and signaling information
about incoming and outgoing calls.

See also: Integrated Services Digital Network (ISDN) (p. G-15)

Private Branch Exchange Also called: PABX, PBX

A privately owned version of the phone company’s central switching office that processes
and directs phone calls. A PBX islocated on the premises of a telephone company
customer.

See also: PC PBX (p. G-19)

Private Carrier Private company that provides telecommunications circuits and
services. A private carrier is not regulated and can refuse to provide service.

See also: common carrier (p. G-8)

PTT Post Telegraph and Telephone administration that provides telephone and

telecommunications service in most countries (except the United States). PTTsare usually
controlled by the government.

Public Switched Telephone Network Also called: PSTN

The world wide phone network, including all carriers, switches, CO’s, and local and
long-distance lines.

See also: central office (CO) (p. G-6), common carrier (p. G-8), switch (p. G-24)
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Queue StrataCScall center element that automatically answersincoming callsto an
extension, puts the callers on hold until agents becomes available, and then forwards the
callsto those agents. A caller on hold is said to be “in the queue.”

See Also: call center (p. G-4)

Queue Monitor Client view that is only available to call center agents who have
permission to see it. Displays real-time statistics for call center queues.

See Also: call center (p. G-4)

Recovery Time Amount of time after an ACD agent completes a call in which no
new callsarereceived. Recovery time provides an agent timeto perform any work required
to complete the previous call before taking the next call.

See also: automatic call distribution (ACD) (p. G-3)

Redundant Array of Inexpensive Disks Also called: RAID

Protocol for combining several standard disk drivesinto an integrated, fault-tolerant unit.
If one of the disksin the array fails, its contents can be reconstructed from data stored on
the other disks.

Regional Bell Operating Company Also called: RBOC
One of the Bell operating companies set up after their divestiture from AT&T in 1984.

Remote Access Server Alsocalled: RAS

Computer and software that allows aperson to connect to anetwork from aremote location
by dialing a number.

See also: Internet (p. G-15)

Remote Office/Branch Office Also called: ROBO
The Remote Office/Branch Office telecom market.

See also: Small Office/Home Office (SOHO) (p. G-23)

Reorder Tone The*“Fast busy” dial tone indicating that a call cannot be compl eted,
for example, if all switching paths or trunks are busy.

Ring Pattern The pattern of sounds a telephone makes to indicate a call is arriving.
Ring patterns can be customized so that users can differentiate between internal and
external calls or identify their own phones from others in the immediate area.

See also: splash ring pattern (p. G-23)

Ringback Tone The sound acaller hears when the called party’ s phone is ringing.
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Robbed Bit T1 Experimenter The Strata CS utility that lets the administrator
define Robbed Bit T1 call events, test them, and save the correct definitions for Strata CS
to use. Using the Robbed Bit T1 Experimenter after installing the Dialogic hardware and
software—but before installing the Strata CS Server—can ensure that the T1 trunks are
functioning correctly before continuing with the installation.

Robbed-Bit Signaling Signaling mechanism used with T1 lines that replaces the
least significant bitsin specific locationsin the T1 transmission with signaling information,
for example, whether the caller’ s line is on-hook or off-hook. The specific locations that
contain signaling information arecalled A and B bits. T1 suppliers use different patterns of
A-bit and B-bit values to signal various events.

See also: A and B bits (p. G-1), Channel Associated Signaling (CAS) (p. G-7), T-1 (p.
G-24)

Role Permission set that can be applied broadly to many users at once. By default Strata
CSincludes two roles: Administrators and Users. Y ou can create new roles to represent
different permission sets, or modify the Usersrole.

See Also: Permissions (p. G-19)

Round Robin Call Distribution A method of evenly distributing callsto a
gueue or an ACD workgroup. Round robin call distribution sends each consecutive call to
the next agent on the list. If that agent is busy, the call goes to the next agent, and so on.

See also: ACD agent (p. G-1), ACD workgroup (p. G-1), simultaneous call distribution
(p. G-23), top-down call distribution (p. G-25)

Routing List A list of extensions or external numbers that Strata CSwill try in order
to connect incoming callsto the user. Each user has a default routing list and can also have
call rulesthat specify uniquerouting listsfor individual contacts. Routing liststypically try

auser's“Where | Am” location first, then alist of optional locations, and if unsuccessful,
the final action.

See also: active routing list (p. G-1), final action (p. G-12), call rule (p. G-19), Where |
Am (p. G-27)

Routing service Typeof dialing service that routes outbound calls to other dialing
services depending on the number dialed.

See Also: dialing service (p. G-9)

Screen Pop A small window that automatically opens on the computer screen when
acall arrives and shows information about the caller.

Server A computer that processes client requests and returns information to a client
computer over a network. The client computer runs an application that requests the
information from the Server, and then displays the results in usable format.

See also: client (p. G-7), client/Server (p. G-7)

Server License A license purchased from Toshiba for each Strata CS Server.
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Shift InStrataCS, aperiod that divides up call center statistics for easy comparative
viewing.

See Also: call center (p. G-4)

Silent Hold In Strata CS, when the user puts acaller on silent hold, the repeated
playing of Strata CS's call-handling prompts (“ Press 1 to transfer,” and so forth) are
suppressed. From the caller’s point of view, silent hold is identical to regular hold, asthe
caler gtill hears call-handling prompts and hold music, if it is used.

See also: hold (p. G-14)
Simultaneous ring The processin which asingle call is sent simultaneoudly to all
members of aworkgroup. All phones ring simultaneously, and the first user who answers

is connected to the caller. Simultaneous ring is one method of distribution for call centers
and ACD workgroups.

See also: ACD workgroup (p. G-1), call center (p. G-4), automatic call distribution
(ACD) (p. G-3), round robin call distribution (p. G-22), top-down call distribution (p.
G-25)

Small Office/lHome Office Alsocalled: SOHO

The Small Office/Home Office telecom market. Commonly comprised of consultants,
small businesses, and telecommuters.

See also: Remote Office/Branch Office (ROBO) (p. G-21)

Speed Dial A shorteut to afrequently dialed phone number.

Splash Ring Pattern A ring pattern in which 2 or 3 short rings are grouped
together, followed by a pause.

See also: ring pattern (p. G-21)

SQL Server A Microsoft database Server application. The Strata CS databaseis stored
in SQL Server and is accessible by the Strata CS Server and its clients.

Station Any phone connected to Strata CS.

See also: station ID (p. G-23)

Station ID The number that uniquely identifies a telephone connected to Strata CS.

Multiple extensions can share a single station I1D, which allows different users to receive
calls at the same phone.

See also: extension (p. G-12), station (p. G-23)

Station License A license purchased from Toshiba for each Strata CS phone
(station).

See also: station (p. G-23)
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Stutter Dial Tone A feature available on some phones that notifies a user of new
voice messages by means of a special dial tone. When a message has been received, the
user hears a stutter dial tone when the station goes off-hook. This feature is available on
specific anal og telephones that support CLASS features. For alist of phones that have this
feature, see Srata CSlnstallation & Maintenance Manual. An Administrator setting tells
Strata CS that a user has a phone that supports stutter dial tone message waiting. Users
enable or disable the feature from the Client.

See also: dial tone (p. G-9), message waiting (p. G-17)

Supervised Transfer A method of call transfer in which the user speaks to the
target party (“1 have Jimonthelinefor you.”) beforetransferring thecall. If thetarget party
informs the user that the call cannot be accepted, the user can return to the call or transfer
it to another party.

See also: blind transfer (p. G-4), external transfer (p. G-12), transfer (p. G-25)

Switch A PBX, CO, or any mechanical, electric, or electronic device that manages
communications circuits.

See also: central office (CO) (p. G-6), private branch exchange (PBX) (p. G-20)

System Prompt Anaudio prompt that Strata CSplaysto callersto offer instructions.
For example, “To log in, press pound.”

T1 A digita phoneline that carries 24 voice channels.

TAPI Service Provider Alsocalled: TSP

A Strata CS component that lets any TAPI-compatible application place outbound calls or
receive notification of inbound calls. Strata CS has been tested with several
TAPI-compliant contact managersincluding Act!, GoldMine, and Microsoft Outlook to
place calls to contacts and receive screen-pop notification of incoming calls.

See also: contact manager (p. G-8), Telephony Application Programming Interface
(TAPI) (p. G-25)

Telephone Commands The commandsthat control Strata CS's behavior through
any touch-tone phone. For example, pressing Flash 1 plus an extension on a station during
acall will transfer the caller to the dialed extension. A list of available commandsis printed
on awallet card and also verbally presented through the system prompts.

See also: flash (p. G-13), system prompt (p. G-24)

Telephony The science of transmitting and managing voice, fax, and other data over
the PSTN.

See also: public switched telephone network (PSTN) (p. G-20)
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Telephony Application Programming Interface Also called: TAPI

The Microsoft API for computer-tel ephone integration. TAPI presents acommon AP for
applications that is hardware- and telephone network-independent. Part of TAPI isthe
service provider interface (SPI), the component that all hardware vendors must implement
to be TAPI-compliant.

See also: application programming interface (API) (p. G-3)

Telephony Hardware Any voice-processing hardware, such as voice and fax
modems, voice boards, or digital signal processor (DSP) boards. Telephony hardware that
connects to the PSTN or local stations and can detect call progress signals, generate and
play tones, play and record voice files, and so forth.

See also: Business Communications Platform (BCP) (p. G-4), call progress (p. G-5), dig-
ital signal processor (DSP) (p. G-10), Modular Station Interface (MSI) (p. G-17), public
switched telephone network (PSTN) (p. G-20)

Strata CS Call Center Reporter StrataCS component that produces Microsoft
Excel reports on call center and ACD workgroup activity. For moreinformation, see Srata
CSlnstallation & Maintenance Manual.

Strata CS Server The computer on which the Strata CS Server software and
database reside.

See also: Server (p. G-22)

Terminal Server A software application that enables a system administrator to
monitor, troubleshoot, and control a remote computer system without being on-site.

Tip and Ring Anelectrical circuit that carries avoice or datasignal, derived from the
tip wire and ring wire of the old-fashioned switchboard operator’s plug.

Toll Bypass Avoiding the long-distance carrier network (and associated tolls) when
connecting to another subscriber outside of the local area, by means of the Internet, a
private network, tie lines, and so forth.

Top-Down Call Distribution Method of distributing calls to the best agentsin a
gueue or an ACD workgroup, by sending each call to thefirst agent on thelist. If that agent
is busy, the call goes to the next agent, and so on.

See also: ACD agent (p. G-1), ACD workgroup (p. G-1), round robin call distribution (p.
G-22), simultaneous call distribution (p. G-23)

Touch-Tone Digit A DTMF tone generated by pressing a button on a touch-tone
phone.

See also: Dual Tone Multi-Frequency (DTMF) (p. G-11)

Transfer Toredirect acaller to another extension or external number on aPBX or other
switch.
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See also: blind transfer (p. G-4), external transfer (p. G-12), private branch exchange
(PBX) (p. G-20), supervised transfer (p. G-24), switch (p. G-24)

Trunk An analog phone line or asingle channel of adigital line. Also, the Strata CS
representation of that line or channel.

See also: analog trunk (p. G-3), digital trunk (p. G-10)

Trunk License A license purchased from Toshibafor each trunk connected to Strata
CS.

Unified Messaging Also called: integrated messaging

The ability to access all messaging (for example, voice mail, e-mail, and fax) in one place,
such as the phone or an e-mail client such as Microsoft Outlook.

User A person using a software product. In Strata CS, a person with a Strata CS phone
who is added as a user in the Strata CS Administrator.

See also: Administrator (Strata CS program) (p. G-2)

Validation Process by which Strata CS checks a number that has been entered, and

does not proceed unless the number matches the correct criteria. Validation can be set up
for account codes entered by users, and custom data entered by callersto acall center.

See Also: account code (p. G-1), call center (p. G-4)

Voice File File containing an audio sample that has been digitized into a format such
asVOX or WAV.

See also: VOX file (p. G-26), WAV file (p. G-27)

Voice Mail Theaudio recordings left by callers and stored in an electronic mailbox.
See also: voice mailbox (p. G-26)

Voice Mailbox Thefolder or location in which avoice mail messages are stored.
Voice mailboxes typically have alimited amount of space for messages.

See also: voice mail (p. G-26)

Voice Title Therecorded name of a Strata CS user or contact. Voice titles are played
whenever acaller searches the Strata CS dial-by-name directory and to announce a call
from another user. Users can create voicetitles for their contacts and set Strata CS to play
them when the contacts call.

VOX File Oneof two major voicefile formats used in telephony. VOX files are highly
compressed and are designed for telephone lines where the frequency range is between 6
and 8KHz.

See also: WAV file (p. G-27)
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Watchdog Mode The Dialogic safety mode that monitors the system for a power
failure or Strata CS Server computer failure. When either is detected, the first four trunks
on the system are routed directly to the first four Strata CS stations.

WAV File One of two major voice file formats used in telephony. WAV files are used
primarily for multimedia devices. Because their frequency rangeisbetween 8 and 44 KHz,
they require considerably more disk space than VOX files.

See also: VOX file (p. G-26)

Welcome prompt Call center recording that callers hear once when they first reach
the queue, for example, “Welcome to the Technical Support Department. Please hold and
an agent will be with you shortly.”

See Also: call center (p. G-4), queue (p. G-21)

Where | Am A user's current telephone location, usually the station at the user’ s desk
or anumber to which calls have been forwarded.

See Also: call forwarding (p. G-5), active settings (p. G-2)

Wink Brief period of going off-hook and then back on-hook (the opposite of aflash). A
wink can be sent to the CO to request special services or signal readiness to receive DID
digits, ANI digits, or an incoming call. Also indicates that a person is about to dial a
number.

See also: automatic number identification (ANI) (p. G-3), central office (CO) (p. G-6),
direct inward dial (DID) (p. G-11), flash (p. G-13), off-hook (p. G-18), on-hook (p. G-18)

Workgroup A user-defined collection of users, contacts, or both. Users can share a
voice mailbox with groups, broadcast voice mail to workgroups, or create acall rule to
handle calls from anyone in a workgroup.

Wrap-up time Inacall center or ACD workgroup, the time an agent has after
finishing a call to process any work relating to that call, before another call arrives.

See Also: call center (p. G-4), ACD workgroup (p. G-1)
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INDEX

A

access codes
for dialing services, 8-8
reassigning to a new dialing service, 8-8
ringbacks, setting default for, 8-9
specia, 4-12
updating phone numbers after changing, 8-8
using O, 8-9
Access. see Microsoft Access
account codes
described, 10-2
entering for acall, 10-7
examples, 10-2
how users enter, 10-7
incal log, 10-8
setting for auser, 10-4
setting general options, 10-3
setting minimum and maximum length, 10-3
text file of valid codes, 10-5
where prompt occurs, 10-3
account codes, minimum/maximum length for, 10-3
ACD
routing callsto, 9-2
Admin user, 6-4
Administering Srata CS, 1-10
Agent license requirement, Call Center, 3-2
aarms, T1, 11-19
allocating space
for SQL Server database, 4-10
for voice files and greetings, 4-11, 6-15
analog trunks, 5-10
archiving
Cdll Log, 4-8
Attendant, Default Auto, 9-5
Attendants view, Auto, 2-4
audio recordings

changing file format, 2-10
creating, 2-10
fileformats, 2-10
voicefile formats, 2-10
VOX files, 2-10
WAV files, 2-10
audio recordings to new file format, converting, 2-10
audio, hold, 4-4
auto attendant
routing callsto, 9-2
Auto Attendant, Default, 9-5
auto attendants
about, 9-4
and DID, 9-2
creating, 9-7
creating menu choices for calers, 9-8
default, 9-5
defining menu choices for, 9-8
example, 9-4
routing cals, 9-2
scheduling transfers and greetings for, 9-14
setting up, 9-7
using, 9-4
what caller hears, 9-5
Auto Attendants view, 2-4

B
bar, view, 2-5
blocked numbers, 6-34
BRI, adding adigital span, 5-18
business hours
defined, 4-5
defining, 4-5
setting, 4-6
buttons
toolbar, 2-6
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view buttonsin the view bar, 2-4
views, 2-4
buttons, creating new items with, 2-8

C

Call Center Agent license requirement, 3-2
call center agents
routing callsto, 9-2
call forwarding
to amobile phone, 6-27
to another extension, ?7—6-26
turning off, 6-27
turning on, 6-25
with voice mail, 6-27
call forwarding, follow me, 6-27
call handling
ACD, 55
fax routing, setting up, 5-7
inbound calls
on atrunk, 5-5
routing, 5-4
multiple users at one station, 6-13
outbound calls
managing, 8-1
on atrunk, 5-5
restricting, 8-26
routing, 5-4
Call Log
archiving, 4-8, 4-9
setting Strata CSto log internal calls, 4-8
Call Log view, 2-4
call routing
about, 9-2
flowchart
for Administrator, 9-3
for Client, 9-3
to asingle ACD workgroup, 9-2
toasingle user, 9-18
to an auto attendant, 9-2
toan IVR Plug-in, 9-2

to groups, 9-2
trunk directly to a user, 9-2
using DID, 9-2
call screening, setting up, 6-24
cals
entering account codes, 10-7
CAS, adding a digital span, 5-17
Center Agent license requirement, Call, 3-2
Centrex/PBX Extension dialing service
adding, 8-12
Centrex/PBX transfer, 6-27
changing
default Server, 2-3
station ID, 2-3
CLASS, 6-28
Client license requirement, 3-2
codecs
for Internet transmissions, 5-22, 8-21
specifying for an Internet dialing service, 8-21
codes for acall, entering account, 10-7
codes, minimum/maximum length for account, 10-3
columns
showing or hidingin aview, 2-9
columns, in Administrator views, 2-9
commands
shortcut menu, 2-6
using in views, 2-6
using toolbar, 2-6
confirmation menu, voice mail, 4-18
converting audio recordings to new file format, 2-10
CS2.1, Upgrading from Strata, 1-7
CSV files, for system prompts, 12-3, 12-4

D

Default Auto Attendant, 9-5
defaults
0 for extension of Operator user, 8-9
access codes
viewing in the Administrator, 8-9
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viewing in the Client, 8-9 disabling while creating, 8-7

access codes for ringbacks, 8-9 entering location settings, 8-20
auto attendant, 9-5 for IP Gateways, 13-13
database size, 4-11 identifying trunks allocated by, 8-18
diaing service, 8-2, 83, 8-7 Internet-to-Centrex/PBX Extension, 13-13
dialing timeouts, 4-13 Internet-to-Phone Number, 13-15
for caller ID, 4-3 permissions
Operator user’s extension always O for calers, 8-9 example, 8-27
search method in dial-by-name directory, 4-17 Phone Number dialing service

Device Monitor, 11-3 using a prefix and suffix, 8-11

Device Monitor view, 2-4 setting permissions, 8-26

dial-by-name directory specifying codecs used by an Internet service, 8-21
listing user in, 6-27 types, 8-2

types supported, 8-2

dialing exceptions -
using to troubleshoot trunks, 8-7

importing and exporting, 8-25

specifying, 8-22 Dialing servicesview, 2-4
dialing permissions, setting, 8-26 dialing timeouts, setting, 4-12
dialing service, Internet-to-Centrex/PBX Dialogic devices
Extension, 13-13 disabling, A-13
dialing service, Internet-to-Phone Number, 13-15 DID
dialing services sending digitsto stations, 14-4
about, 8-2 digit collection
access code, defined, 8-2, 8-7 about, 5-5
access code, example, 8-2, 8-7 setting up on analog trunk, 5-11
adding, 8-4 digital spans, 5-9
Centrex/PBX Extension dialing service, 8-12 Direct Inward Dialing (DID)
exporting and importing dialing exceptions, 8-25 assigning number to auser, 6-13, 7-5
Internet Address dialing service, 8-14 routing calls to auto attendants, 9-2
Internet-to-Centrex/PBX Extension dialing routing callsto users, 9-2
service, 8-17 disabling
Internet-to-Phone Number dialing service, 8-15 dialing services while creating them, 8-7
Phone Number dialing service, 8-7, 8-10 Dialogic devices, A-13
setting up dialing exceptions, 8-22 digital spans, 11-5
and access codes, 8-8 record of in Maintenance L og view, 11-20
avoiding dialing ambiguities, 8-8 disconnect tones, A-12
Centrex/PBX Extension dialing service tones
using a prefix and suffix, 8-14 fax detection, A-12
choosing names for, 8-7 disk space
default, 8-3

alocating for users, 4-11

defined, 8-2 display phone format, MDMF, 6-43

deleting, 8-6
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display phones, changing format from MDMF to file formats, for voicefiles, 2-10

SDMF, 6-43 files
documentation moving voice files, 4-11
online Help, 1-10 VOX, 2-10
SDK Help, 1-10 WAV, 2-10
duration, wink, 5-14 folders, working with, 2-9
follow me call forwarding, ??7—6-27
E format, converting audio recordingsto new file, 2-10
e-mail format, MDMF display phone, 6-43
NT Event Log notifications, 4-4 forwarding, follow me call, 6-27
e-mail synchronization, Microsoft Exchange
Server, 4-18 G

emergency calls, settings for, 4-14
English language prompts

Gateway users, 13-17
Gatewaysview, IP, 2-5

UK., 44 greeting, recording for a user, 6-41
Us, 44 .
i desfor acall, 107 grestings
entering acco.unt.co es , 10- creating, 2-10
Event Log, viewing, 11-14 group
Excel. See Microsoft Excel hunt, 5-4
Exchange Server. see Microsoft Exchange Server terminated hunt, 5-4
exporting group conversation lines, blocking, 6-34
Cdll Log, 11-11
Phone Number service dialing exceptions, 8-25 H
system prompt files, 12-3, 12-4
voicefiles, 2-11 help, whereto find, 1-10
extension hold aUdiO, 4-4
and station 1D, 6-12 hours
assigning to aworkgroup, 7-4 business, defining, 4-5
assigning to users, 6-10, 7-4 hunt group, 5-4
Extension dialing service, terminated, 5-4
Internet-to-Centrex/PBX, 13-13
I
F icons
fax machine clicking for views, 2-6
routing callsto, 9-2 creating new itemswith, 2-8
fax routing, 5-7 importing
fax server Phone Number service dialing exceptions, 8-25
integrating, 14-4 voicefiles, 2-11
file format, converting audio recordings to new, 2-10 inbound-only, configuring, 5-4
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indicator, visual message waiting, 6-44
integrating
third-party devices, 14-4
internal calls, logging, 4-8
Internet Address dialing service
adding, s-14
Internet calls
enabling, 85
Internet span, adding, 5-21
Internet telephony, 13-1
Internet, using to connect to Servers, 13-7
Internet-to-Centrex/PBX Extension dialing
service, 13-13
adding, 8-17
Internet-to-Phone Number dialing service, 13-15
adding, 8-15
Internet-to-Phone Number service
entering location settings for, 8-20
IP Gateways
calling extensions on aremote Server, 13-13
Centrex/PBX calls through a remote Server, 13-16
creating, 13-9
dialing servicesfor, 13-13
outbound calls through a remote Server, 13-15
overview, 13-7
view, 13-10
IP Gateways view, 2-5
IP network
codecsfor, 5-22
IP network, using to connect two Servers, 13-7
IP port license requirement, 3-2
ISDN BRI, adding a digital span, 5-18
ISDN, adding adigital span, 5-17
items
copying and pasting into the Problem Report
Wizard, 2-9
creating, 2-8
creating a new item based on an existing item, 2-8
deleting, 2-9
inviews, 2-5

using commands on, 2-6
items, working with, 2-6
IVR Plug-in

licensing, 14-11

routing calsto, 9-2
IVR Plug-insview, 2-5

L
language prompts
English, 4-4
Spanish, 4-4
U.K. English, 4-4
U.S. English, 4-4
language, system prompts, 4-4
length for account codes, minimum/maximum, 10-3
license requirement
Call Center Agent, 3-2
Client, 3-2
IP port, 3-2
Server, 3-2
Trunk, 3-2
license requirement, Station, 3-2
licenses
adding, 1-9
entering, 3-4
Server, 3-2
light, message waiting, 6-44
location settings
entering, 8-20
Log view, Call, 2-4
Log view, Maintenance, 11-20
logging in
at another station, 6-13
options, ?77—c-2
using command line arguments, C-1

M

mailbox permissions, with Microsoft Exchange, 4-18
Maintenance Log view, 11-20
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MDMF display phone format, 6-43
me call forwarding, follow, 6-27
menu, shortcut, 2-6
message waiting indicator, visual, 6-44
message waiting light, 6-44
messages
moving files, 4-11
Microsoft Exchange Server, synchronizing with Strata
CS, 4-18
Microsoft NetMeeting
caling DID number from, 13-5
calling Strata CS Server from, 13-5
minimum/maximum length for account codes, 10-3
mobile phones, issues with forwarded calls, 6-27
Monitor view, Device, 2-4
Monitor, Device, 11-3
moving
voicefiles, 4-11
multiple users, 6-13
music, on-hold, 4-4

N

NetMeeting. see Microsoft NetMeeting
new file format, converting audio recordings to, 2-10
notifications
scheduling, 6-19
setting, 6-17
NT Event Log
notifications, setting up, 4-4
T1aarms, 11-19
Number dialing service, Internet-to-Phone, 13-15
numbers, blocked, 6-34
numbers, blocking specific, 6-34

O

on-hold, playing music while, 4-4
Operator user, 6-4
options

setting for user, 6-6

outbound-only, configuring, 5-4

P

PBX

customizing trunk disconnect tones, A-12
permissions

setting dialing service permissions, 8-26
phone format, MDMF display, 6-43
Phone Number service

adding, 8-10

dialing permissions, setting, 8-26

entering location settings for, 8-20

local areadiaing exceptions, 8-22
phones

changing format from MDMF to SDMF, 6-43
playing system prompts, 12-3
Plug-insview, IVR, 2-5
port license requirement, IP, 3-2
prefix and suffix

in Centrex/PBX Extension dialing service, 8-14

in Phone number dialing service, 8-11
prompts

English language, 4-4

Spanish language, 4-4

U.K. English language, 4-4

U.S. English language, 4-4
prompts view, System, 2-4
prompts, playing system, 12-3
prompts, transglating system, 12-5

Q

Queuesview, 2-4

R

recording

system prompts, 12-8

user’svoice title and greeting, 6-41
recordings

changing file format, 2-10
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creating, 2-10
fileformats, 2-10
voicefile formats, 2-10
VOX files, 2-10
WAV files, 2-10
recordings to new file format, converting audio, 2-10
registry keys
tones for disconnect detection, A-12
tones for fax detection, A-12
registry settings
changing in Windows NT/2000, 4-3
requirement, Call Center Agent license, 3-2
requirement, Client license, 3-2
requirement, P port license, 3-2
requirement, Server license, 3-2
requirement, Station license, 3-2
requirement, Trunk license, 3-2
restricted numbers for outbound calls, setting, 8-26
right-click menus, using, 2-6
ringbacks, setting default access codes for, 8-9
rings, setting number of, 4-3
Robbed Bit T1
adding adigital, 5-13
signaling
configuring, 5-13
template for, 5-15
roles
users, 6-4
routing calls
directly to auto attendants, 9-2
directly to users, 9-2
to call centers, 9-2
to fax machine, 9-2
toIVT Plug-in, 9-2
routing services
adding, 8-33
defining patterns, 8-38
adding new routing variables, 8-38
defined, 8-3
defining a new number for arouting rule, 8-40

defining stop rules, 8-37
using for least cost routing, 8-31
using for long-distance calls over an IP
gateway, 8-30
routing variables
adding new, 8-38
example, 8-38
routing, fax, 5-7

S

SDMF, changing display phone format to, 6-43
Server license requirement, 3-2
service, Internet-to-Centrex/PBX Extension
dialing, 13-13
service, I nternet-to-Phone Number dialing, 13-15
servicesview, Didling, 2-4
settings
access code for dia-by-name directory, 4-12
audio outpub over your computer speakers, 2-11
audio output
over the phone, 2-11
business hours, 4-6
changing Windows NT/2000 registry settings, 4-3
confirmation menu before voice mail, 4-18
database space, 4-10
diaing service permissions, 8-26
example, 8-27
dialing timeouts, 4-12
disk space, 4-11
e-mail synchronization, Microsoft Exchange
Server, 4-18
emergency cals, 4-14
generating tones, 4-4
in the status bar, 2-11
permissions, dialing services, 8-26
recipient of Windows Event Log Natifications, 4-4
view currently installed licenses, 3-2
viewing database and disk usage, 4-10
workgroup extension, 7-4
shortcut menu, 2-6
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Spanish language prompts, 4-4
spans, digital, 5-9
SQL Server database
alocating space, 4-10
station ID
and user’s extension, 6-12
assigning to auser, 6-11
Station license requirement, 3-2
stations
monitoring activity, 11-3
restarting with Device Monitor, 11-6
sending DID digitsto, 14-4
stop rules
defining in routing services, 8-37
Strata CS 2.1, Upgrading from, 1-7
support, technical, 1-10, 1-11
system prompts
changing encoding format of files, 12-3, 12-4
customizing, 12-2
editing, 12-3
exporting text for CSV files, 12-3, 12-4
importing and exporting audio filesfor, 12-3, 12-4
playing, 12-3
recording, 12-8
testing, 12-10
trandating, 12-5
System prompts view, 2-4
system prompts, playing, 12-3
system prompts, translating, 12-5
system settings
access codes
for dial-by-name directory, 4-12
allocating disk space, 4-9
archiving the Call Log, 4-9
business hours, 4-6
changing Windows NT/2000 registry settings, 4-3
confirmation menu before voice mail, 4-18
database space, 4-9
dial-by-name directory, 4-17
dialing timeouts, 4-12

e-mail synchronization, Microsoft Exchange
Server, 4-18

emergency cals, 4-14

generating tones using software, 4-4

hold audio, 4-3

language for prompts, 4-3

logging interna calls, 4-8

number of rings before answering (analog only), 4-3

Server configuration, 4-3

viewing database and disk usage, 4-10

Windows Event Log Natifications, 4-3

T

T1aarms, 11-19
technical support, 1-10, 1-11
telephone receiver, using computer speakersfor, 2-11
telephony, Internet, 13-1
terminated hunt group, 5-4
third-party devices

sending DID digitsto, 14-4
tie-lines. see IP Gateways
timeouts, dialing, 4-13
tones

disconnect detection, A-12
tones, disconnect, A-12
toolbar, 2-6
transfer

between two Centrex/PBXs, 6-27
transfer, Centrex/PBX, 6-27
trand ating system prompts, 12-5
troubleshooting

trunks, 8-7
Trunk license requirement, 3-2
trunks

adding, 5-2

analog, adding, 5-10

ANI/DID, 55

configuring, 1-9

configuring signaling on, 5-13

deleting, 5-3
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digit collection, setting up, 5-11
digital, 5-9
disconnect tones, customizing, A-12
identifying those allocated by dialing services, 8-18
Internet, 5-9
Internet span, adding, 5-21
number of, 5-10
restarting with Device Monitor, 11-6
Robbed Bit T1, 5-13
routing to a user, 9-2
setting defaults for, 5-16
setting properties for, 5-9
view, adding Robbed Bit T1in, 5-13
Trunksview, 2-4
trunks, analog, 5-10
TVConvert.exe, 12-3, 12-4

U
U.K. English language prompts, 4-4
U.S. English language prompts, 4-4
Upgrading from StrataCS 2.1, 1-7
user, Admin, 6-4
user, Operator, 6-4
users
account code modes, 10-4
adding, 6-7, 6-9
Admin, 6-4
and DID, 9-2
management tasks, list of common, 6-41
managing, 6-1, 7-1
moving, 6-42
Operator, 6-4
ringing multiple users simultaneoudy, 9-2
roles, 6-4
routing calls directly to, 9-18
routing trunks directly to, 9-2
setting options, 6-6
Usersview, 2-4
users, Gateway, 13-17
users, multiple, 6-13

Using Strata CS, 1-10

V
view bar, 2-5
view, Auto Attendants, 2-4
view, Call Log, 2-4
view, Device Monitor, 2-4
view, Dialing services, 2-4
view, |P Gateways, 2-5
view, IVR Plug-ins, 2-5
view, Maintenance Log, 11-20
view, Queues, 2-4
view, System prompts, 2-4
view, Trunks, 2-4
view, Users, 2-4
view, Workgroups, 2-4
viewing
Windows Event Log, 11-14
views
buttons, 2-4
customizing columnsin, 2-9
deleting, 2-9
description of, 2-4
Maintenance Log, 11-20
referencetable, 2-4
using commandsin, 2-6
working with, 2-6
visual message waiting indicator, 6-44
voicefiles
alocating space for, 4-11
converting, 12-3, 12-4
importing and exporting, 2-11
moving, 4-11
supported formats, 2-10
working with, 2-10
voice mail
with call forwarding, 6-27
VOiCce messages
playing from computer speakers, 2-11
urgent, 6-18
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voicetitle, recording for auser, 6-41
VOX files, 2-10
converting, 12-3, 12-4

w
waiting indicator, visual message, 6-44
waiting light, message, 6-44
WAV files, 2-10
Windows Event Log
viewing, 11-14
wink duration, 5-14
workgroups
adding members, 7-4
assigning a DID number, 7-5
assigning an extension, 7-4
benefits of, 7-2
creating, 7-3
entering general information, 7-3
listing in dial-by-name directory, 7-5
public and personal, defined, 7-2
specifying timeout parameter, 7-5
Workgroups view, 2-4
Workgroups, About, 7-2
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