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Legal 

 
 
© 2014- 2016 Avaya Inc.  
All Rights Reserved. 

 
Notice  
 
While reasonable efforts have been made to ensure that the information in this document is 
complete and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya 
reserves the right to make changes and corrections to the information in this document without 
the obligation to notify any person or organization of such changes. 

 
 
For full support, please see the complete document, Avaya Support Notices for Hardware 
Documentation, document number 03–600759. 
For full support, please see the complete document, Avaya Support Notices for Software 
Documentation, document number 03–600758. 
To locate this document on our website, simply go to http://www.avaya.com/support and 
search for the document number in the search box. 

 
Documentation disclaimer  
 
"Documentation" means information published by Avaya in varying mediums which may 
include product information, operating instructions and performance specifications that Avaya 
may generally make available to users of its products and Hosted Services. Documentation 
does not include marketing materials. Avaya shall not be responsible for any modifications, 
additions, or deletions to the original published version of documentation unless such 
modifications, additions, or deletions were performed by Avaya. End User agrees to indemnify 
and hold harmless Avaya, Avaya's agents, servants and employees against all claims, 
lawsuits, demands and judgments arising out of, or in connection with, subsequent 
modifications, additions or deletions to this documentation, to the extent made by End User. 

 
Link disclaimer  
 
Avaya is not responsible for the contents or reliability of any linked websites referenced within 
this site or documentation provided by Avaya. Avaya is not responsible for the accuracy of any 
information, statement or content provided on these sites and does not necessarily endorse 
the products, services, or information described or offered within them. Avaya does not 
guarantee that these links will work all the time and has no control over the availability of the 
linked pages. 

 
Warranty 
 
Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales 
agreement to establish the terms of the limited warranty. In addition, Avaya’s standard warranty 
language, as well as information regarding support for this product while under warranty is 
available to Avaya customers and other parties through the Avaya Support website: 
http://support.avaya.com or such successor site as designated by Avaya. Please note that if 
You acquired the product(s) from an authorized Avaya Channel Partner outside of the United 
States and Canada, the warranty is provided to You by said Avaya Channel Partner and not by 
Avaya. 

 

http://www.avaya.com/support
http://support.avaya.com/
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"Hosted Service" means a hosted service subscription that You acquire from either Avaya or an 
authorized Avaya Channel Partner (as applicable) and which is described further in Hosted 
SAS or other service description documentation regarding the applicable hosted service. If You 
purchase a Hosted Service subscription, the foregoing limited warranty may not apply but You 
may be entitled to support services in connection with the Hosted Service as described further 
in your service description documents for the applicable Hosted Service. Contact Avaya or 
Avaya Channel Partner (as applicable) for more information. 

 
Hosted Service 
 
THE FOLLOWING APPLIES IF YOU PURCHASE A HOSTED SERVICE SUBSCRIPTION 
FROM AVAYA OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS OF USE 
FOR HOSTED SERVICES ARE AVAILABLE ON THE AVAYA WEBSITE, 
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO UNDER THE LINK "Avaya Terms of Use for 
Hosted Services" OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND ARE 
APPLICABLE TO ANYONE WHO ACCESSES OR USES THE HOSTED SERVICE. BY 
ACCESSING OR USING THE HOSTED SERVICE, OR AUTHORIZING OTHERS TO DO SO, 
YOU, ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE DOING SO 
(HEREINAFTER REFERRED TO INTERCHANGEABLY AS "YOU" AND "END USER"), 
AGREE TO THE TERMS OF USE. IF YOU ARE ACCEPTING THE TERMS OF USE ON 
BEHALF A COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT YOU HAVE 
THE AUTHORITY TO BIND SUCH ENTITY TO THESE TERMS OF USE. IF YOU DO NOT 
HAVE SUCH AUTHORITY, OR IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF USE, 
YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE OR AUTHORIZE ANYONE TO 
ACCESS OR USE THE HOSTED SERVICE. YOUR USE OF THE HOSTED SERVICE SHALL 
BE LIMITED BY THE NUMBER AND TYPE OF LICENSES PURCHASED UNDER YOUR 
CONTRACT FOR THE HOSTED SERVICE, PROVIDED, HOWEVER, THAT FOR CERTAIN 
HOSTED SERVICES IF APPLICABLE, YOU MAY HAVE THE OPPORTUNITY TO USE FLEX 
LICENSES, WHICH WILL BE INVOICED ACCORDING TO ACTUAL USAGE ABOVE THE 
CONTRACT LICENSE LEVEL. CONTACT AVAYA OR AVAYA’S CHANNEL PARTNER FOR 
MORE INFORMATION ABOUT THE LICENSES FOR THE APPLICABLE HOSTED SERVICE, 
THE AVAILABILITY OF ANY FLEX LICENSES (IF APPLICABLE), PRICING AND BILLING 
INFORMATION, AND OTHER IMPORTANT INFORMATION REGARDING THE HOSTED 
SERVICE. 

 
Licenses  
 
THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE, 
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS 
DESIGNATED BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES 
AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA 
AFFILIATE, OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE) UNDER A 
COMMERCIAL AGREEMENT WITH AVAYA OR AN AVAYA CHANNEL PARTNER. UNLESS 
OTHERWISE AGREED TO BY AVAYA IN WRITING, AVAYA DOES NOT EXTEND THIS 
LICENSE IF THE SOFTWARE WAS OBTAINED FROM ANYONE OTHER THAN AVAYA, AN 
AVAYA AFFILIATE OR AN AVAYA CHANNEL PARTNER; AVAYA RESERVES THE RIGHT TO 
TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE USING OR SELLING THE 
SOFTWARE WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING OR USING THE 
SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF YOURSELF 
AND THE ENTITY FOR WHOM YOU ARE INSTALLING, DOWNLOADING OR USING THE 
SOFTWARE (HEREINAFTER REFERRED TO INTERCHANGEABLY AS "YOU" AND "END 
USER"), AGREE TO THESE TERMS AND CONDITIONS AND CREATE A BINDING 
CONTRACT BETWEEN YOU AND AVAYA INC. OR THE APPLICABLE AVAYA AFFILIATE 
("AVAYA"). 
Avaya grants You a license within the scope of the license types described below, with the 

http://support.avaya.com/LicenseInfo
http://support.avaya.com/LicenseInfo
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exception of Heritage Nortel Software, for which the scope of the license is detailed below. 
Where the order documentation does not expressly identify a license type, the applicable 
license will be a Designated System License. The applicable number of licenses and units of 
capacity for which the license is granted will be one (1), unless a different number of licenses 
or units of capacity is specified in the documentation or other materials available to You. 
"Software" means computer programs in object code, provided by Avaya or an Avaya Channel 
Partner, whether as stand-alone products, pre-installed on hardware products, and any 
upgrades, updates, patches, bug fixes, or modified versions thereto. "Designated Processor" 
means a single stand-alone computing device. "Server" means a Designated Processor that 
hosts a software application to be accessed by multiple users. "Instance" means a single copy 
of the Software executing at a particular time: (i) on one physical machine; or (ii) on one 
deployed software virtual machine ("VM") or similar deployment. 

 
License type(s) 
 
Designated System(s) License (DS). End User may install and use each copy or an Instance 
of the Software only on a number of Designated Processors up to the number indicated in the 
order. Avaya may require the Designated Processor(s) to be identified in the order by type, 
serial number, feature key, Instance, location or other specific designation, or to be provided by 
End User to Avaya through electronic means established by Avaya specifically for this purpose. 
Concurrent User License (CU). End User may install and use the Software on multiple 
Designated Processors or one or more Servers, so long as only the licensed number of Units 
are accessing and using the Software at any given time. A "Unit" means the unit on which 
Avaya, at its sole discretion, bases the pricing of its licenses and can be, without limitation, an 
agent, port or user, an e-mail or voice mail account in the name of a person or corporate 
function (e.g., webmaster or helpdesk), or a directory entry in the administrative database 
utilized by the Software that permits one user to interface with the Software. Units may be 
linked to a specific, identified Server or an Instance of the Software. 
Database License (DL). End User may install and use each copy or an Instance of the 
Software on one Server or on multiple Servers provided that each of the Servers on which the 
Software is installed communicates with no more than one Instance of the same database.  
CPU License (CP). End User may install and use each copy or Instance of the Software on a 
number of Servers up to the number indicated in the order provided that the performance 
capacity of the Server(s) does not exceed the performance capacity specified for the Software. 
End User may not re-install or operate the Software on Server(s) with a larger performance 
capacity without Avaya’s prior consent and payment of an upgrade fee. 
Named User License (NU). You may: (i) install and use the Software on a single Designated 
Processor or Server per authorized Named User (defined below); or (ii) install and use the 
Software on a Server so long as only authorized Named Users access and use the Software. 
"Named User", means a user or device that has been expressly authorized by Avaya to access 
and use the Software. At Avaya’s sole discretion, a "Named User" may be, without limitation, 
designated by name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail 
account in the name of a person or corporate function, or a directory entry in the administrative 
database utilized by the Software that permits one user to interface with the Software. 
Shrinkwrap License (SR). You may install and use the Software in accordance with the terms 
and conditions of the applicable license agreements, such as "shrinkwrap" or "clickthrough" 
license accompanying or applicable to the Software ("Shrinkwrap License"). 

 
Heritage Nortel Software 
 
"Heritage Nortel Software" means the software that was acquired by Avaya as part of its 
purchase of the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel 
Software currently available for license from Avaya is the software contained within the list of 
Heritage Nortel Products located at http://support.avaya.com/LicenseInfo under the link 
"Heritage Nortel Products" or such successor site as designated by Avaya. For Heritage Nortel 
Software, Avaya grants You a license to use Heritage Nortel Software provided hereunder 

http://support.avaya.com/LicenseInfo
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solely to the extent of the authorized activation or authorized usage level, solely for the 
purpose specified in the Documentation, and solely as embedded in, for execution on, or for 
communication with Avaya equipment. Charges for Heritage Nortel Software may be based on 
extent of activation or use authorized as specified in an order or invoice. 

 
Copyright 
 
Except where expressly stated otherwise, no use should be made of materials on this site, the 
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this 
site, the documentation, Hosted Service, and the product provided by Avaya including the 
selection, arrangement and design of the content is owned either by Avaya or its licensors and 
is protected by copyright and other intellectual property laws including the sui generis rights 
relating to the protection of databases. You may not modify, copy, reproduce, republish, 
upload, post, transmit or distribute in any way any content, in whole or in part, including any 
code and software unless expressly authorized by Avaya. Unauthorized reproduction, 
transmission, dissemination, storage, and or use without the express written consent of Avaya 
can be a criminal, as well as a civil offense under the applicable law. 

 
Virtualization 
 
Each product has its own ordering code and license types. Note that each Instance of a 
product must be separately licensed and ordered. For example, if the end user customer or 
Avaya Channel Partner would like to install two Instances of the same type of products, then 
two products of that type must be ordered. 

 
Third Party Components 
 
"Third Party Components" mean certain software programs or portions thereof included in the 
Software or Hosted Service may contain software (including open source software) distributed 
under third party agreements ("Third Party Components"), which contain terms regarding the 
rights to use certain portions of the Software ("Third Party Terms"). As required, information 
regarding distributed Linux OS source code (for those products that have distributed Linux OS 
source code) and identifying the copyright holders of the Third Party Components and the 
Third Party Terms that apply is available in the products, Documentation or on Avaya’s website 
at: http://support.avaya.com/Copyright or such successor site as designated by Avaya. You 
agree to the Third Party Terms for any such Third Party Components. 

 
 
THIS PRODUCT IS LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR THE 
PERSONAL USE OF A CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE 
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD 
("AVC VIDEO") AND/OR (ii) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER 
ENGAGED IN A PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO 
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS GRANTED OR SHALL 
BE IMPLIED FOR ANY OTHER USE. ADDITIONAL INFORMATION MAY BE OBTAINED 
FROM MPEG LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM. 

 
Note to Service Provider 
 
The product or Hosted Service may use Third Party Components subject to Third Party Terms 
that do not allow hosting and require a Service Provider to be independently licensed for such 
purpose. It is your responsibility to obtain such licensing. 

 
Preventing Toll Fraud 

http://support.avaya.com/Copyright
http://www.mpegla.com/
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“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized 
party (for example, a person who is not a corporate employee, agent, subcontractor, or is not 
working on your company's behalf). Be aware that there can be a risk of Toll Fraud associated 
with your system and that, if Toll Fraud occurs, it can result in substantial additional charges for 
your telecommunications services. 

 
Avaya Toll Fraud intervention 
 
If You suspect that You are being victimized by Toll Fraud and You need technical assistance 
or support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for 
the United States and Canada. For additional support telephone numbers, see the Avaya 
Support website: http://support.avaya.com or such successor site as designated by Avaya. 
Suspected security vulnerabilities with Avaya products should be reported to Avaya by sending 
mail to: securityalerts@avaya.com. 

 
Trademarks 
 
The trademarks, logos and service marks ("Marks") displayed in this site, the Documentation, 
Hosted Service(s), and product(s) provided by Avaya are the registered or unregistered Marks 
of Avaya, its affiliates, or other third parties. Users are not permitted to use such Marks without 
prior written consent from Avaya or such third party which may own the Mark. Nothing 
contained in this site, the Documentation, Hosted Service(s) and product(s) should be 
construed as granting, by implication, estoppel, or otherwise, any license or right in and to the 
Marks without the express written permission of Avaya or the applicable third party. 
Avaya is a registered trademark of Avaya Inc. 
All non-Avaya trademarks are the property of their respective owners. Linux

®
 is the registered 

trademark of Linus Torvalds in the U.S. and other countries. 

 
Downloading Documentation 
 
For the most current versions of Documentation, see the Avaya Support website: 
http://support.avaya.com, or such successor site as designated by Avaya. 

 
Contact Avaya Support  
 
See the Avaya Support website: http://support.avaya.com for product or Hosted Service 
notices and articles, or to report a problem with your Avaya product or Hosted Service. For a 
list of support telephone numbers and contact addresses, go to the Avaya Support website: 
http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom 
of the page, and select Contact Avaya Support. 

 

 
 

 
 

 
 
 
 
 
 

http://support.avaya.com/
http://support.avaya.com/
http://support.avaya.com/
http://support.avaya.com/
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IP Office Contact Center Telephony User Interface 
 
Overview 
 

This guide includes examples relating to the configuration of a Telephony Agents 
Telephony Interface. The configuration of Text Elements, List Elements, Graphics 
Elements and other elements is considered. 
 
This guide outlines the layout of the Telephony User Interface and the creation of 
Agent Profiles. 
 
It also examines and lists the Privileges and Authorizations that can be assigned to 
agents by an administrator. 
 
For details relating to the Reporting and the Supervisor interface, please refer to 
the IP Office Contact Center Reporting Task Based Guide. 
 
For details relating to the Dialer interface and configuration, please refer to the IP 
Office Contact Center Dialer Configuration Task Based Guide. 
 
For details relating to the Email and Chat interface and configuration, please refer 
to the IP Office Contact Center Email and Chat Service Task Based Guide. 
 
The IP Office Contact Center User Interface software must be installed on Agent 
and Supervisor PC’s. If an agent or supervisor does not have the application 
installed on their PC, they cannot sign on to IP Office Contact Center.  
 
There are three types of IP Office Contact Center Users 

 Agents – receive and make calls, they potentially receive emails and use 
Chat features. 

 Supervisor – Monitor agents call activity. Customize real time information 
and produce reports and call statistics. 

 Administrator – Administers the IP Office Contact Center system, creates 
and adapts Topics, Call Flows and IVR Scripts. They would also administer 
the Chat and Email capabilities of IP Office Contact Center. 

 
The same application is used for agents, supervisors and administrators of IP 
Office Contact Center. However, users can be assigned certain privileges which 
determine what features they can view, administer and configure from the User 
Interface. Profiles can be assigned to differing groups of users providing those 
users with assigned privileges. 
 
The IP Office Contact Center User Interface is used to produce historical reports 
and view Real Time call information. 
Depending on the privileges and authorizations assigned, the IP Office Contact 
Center User interface can provide Call Control, Email and Chat features. 
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IP Office Contact Center User Interface Required Information 
 
For a successful User Interface installation to a take place, there are a number of 
configuration parameters and details that should be obtained and checked with the 
customer. These include: 
 

 Does the user have administrative privileges to allow the User Interface to 
be installed on their PC? 

 Does the customer require that the IP Office Contact Center Software be 
associated with the user’s Windows account? i.e. so that they can 
automatically sign on to IP Office Contact Center  

 Will agents be assigned against IP Office Contact Center Profiles? 

 If so, which agents will be assigned to each profile? 

 What privileges will be assigned to the Profile? 

 If agents are not assigned to profiles, what privileges will be assigned to 
individual agents? 

 
The IP Office Contact Center User Interface is supported in the following 
languages: 
 

 Italian 

 European French 

 Latin American Spanish 

 German 
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IP Office Contact Center Agent PC Requirements 
 

IP Office Contact Center user’s PC’s must meet the following minimum 
requirements 
 

Agent PC Requirements  

Hardware  

RAM 
Min 4GB 
 

Hard Disk Free Space Min 10GB 

Connectivity  Ethernet Adapter 

Processor 

Minimum processor speed Intel Pentium 4 processor 2.2 GHz or higher 

Client Operating System 

Operating System Microsoft® Windows 7, or Windows 8.1 

Web Browser 

Microsoft® Internet Explorer 
8.x or higher 

Mozilla Firefox 3.6 or higher 

 
To add the server as a trusted site to Internet Explorer: 
 

1. Open Internet Explorer and select Internet Options. 
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2. Click the Security tab followed by Trusted Sites. 
 

 

 
 

3. Click the Sites button and add the hostname of the server in the following 
format: http://<hostname> 

 
Note: the server name in the screen capture below is for illustrative purposes only. 
 

 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    15 
 

Adding the Server’s Host Name to the IP Office Contact Center User PC’s 
Host File 
 
Each IP Office Contact Center User‘s PC must have the IP Office Contact Center 
server’s host file amended to reference the IP Office Contact Center server’s 
Hostname. 
 

The server’s hostname can be checked from the server’s command line by an IP 

Office Contact Center administrator: 

1. Login to the server and from the start menu type cmd in the search box and 

press enter. 

 

2. Type hostname after the prompt. 

 

3.  The server’s hostname is displayed. In this example the server’s host name 
is abcipocc 
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4. The host name of the server should be added to each IP Office Contact 

Center users PC. Navigate to C:\Windows\System32\drivers\etc. 

 

5. Right click on the hosts file and open with for example notepad. 

 

A. Right click 

 

6. Add the server’s IP Address and host name details in the following format, 

for example 192.168.42.50   abcipocc   abcipocc 
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A. IP Office Contract Center Server’s IP address. 

B. IP Office Contact Center Server’s Host Name 

 

7. Save the changes to the host file. 
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Installing the Contact Center User Interface on Agent PC’s 
 

The Contact Center User Interface has to be installed on each agent’s PC. If the 
software is not running on the agents’ PC the agent information will not be 
displayed in IP Office Contact Center Real Time screens or Reports. 
 

1. The software can be found on the IP Office Contact Center installation CD 
within the Client folder. 
 

 
 

2. Copy the software on to each agents PC.  
 

 
 

Note: It can also be downloaded from the IP Office Contact Center 
Administration Page Download Link.  Click the Download link, followed by IP 
Office Contact Center Client. Please refer to the IP Office Contact Center 
Installation Task Based Guide for further details. 
 

 
 

 
3. Double left click on the installation file. 
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4. The setup wizard is displayed. Click Next. 
 

 

 
 

5. Accept the License Agreement and click Next. 
 

 
 

6. Click the Complete button. 
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7. Enter the Host Name of the IP Office Contact Center server in the 

Hostname of IP Office Contact Center Server field. 
 

 
 

8. Enter the Host Name of the IP Office Contact Center server in the 
Hostname of License Server field. 
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9. All of the other settings can be left in their default state. Click Next. 
 

10. Click the Install button. 
 

 
 

11. The installation will proceed. 
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12. Click the Finish button. 
 

 
 
 

Logging into the User Interface 
 
To login to the User Interface: 

 
1. From the start menu, select Avaya IP Office Contact Center, open the 

User Interface folder and double click on the User Interface icon. 
 

 
 

2. The User interface sign in screen is displayed. 
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3. In the Username field, enter the user name that has previously been 
configured for this agent. 
 

 
 

4. From the Telephony Extension drop down box, select the extension to be 
used by this agent. 
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5. Enter the password for the user in the Password field.  
 

Note: To sign in as an Administrator, the default User name and Password 
is Administrator. IP Office Contact Center users do have a password by 
default (See IP Office IP Office Contact Center Installation Task Based 
Guide). The Administrator can change the default password for an Agent or 
Supervisor. 
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6. Click the Login button. 
 

 
 

7. The IP Office Contact Center user Interface is displayed. 
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IP Office Contact Center User Interface Layout 
 

 
A. Menu Bar 
B. Status Icons for Telephony, Email and Chat. 
C. Task Bar 
D. Work Area 
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Telephony View  
 

 
A. Menu Bar, 
B. The Task Bar can include Email and Chat Modules, if configured. 
C. Contact Bar 
D. Work Area 
E. Inbound Page 
F. Outbound Page (Used with the Dialer). 
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Home View 
 

 
A. Menu Bar 
B. The Task Bar can include Email and Chat Modules, if configured. 
C. Work Area. 

 

Customer Service Task Bar 
 

  
 

Home View Icon 
 
Telephony View Icon 
 
Email View Icon 
 
Chat View Icon 
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Supervision Task Bar 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Real Time Information Icon 
 
Reporting Icon 
 
Agent Evaluation Icon 
 
Contact Evaluation Icon 
 
Error List Icon 
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Administration Task Bar 
 

 
 

Menu Bar 
 

 
A. Current Work Time and Break Time 
B. Switch to Telephony 

 

 

 

 

 

 

 

 

 

 

 

 

Configuration Icon 
 
UI Configuration Icon 
 
Task Flow Editor Icon 
 
IVR Editor Icon 
 
Dialer Icon 
 
Email Configuration Icon 
 
Text Block Administration Icon  
 
Address Book Administration Icon 
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Logout/In 
 

 
 

A. To Log Out, click on the drop down arrow and select Logout 
B. Logged Out Status 
C. Click to Log back into IP Office Contact Center 
D. Logged in Status 
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Break Time 
 

 
 

A. To access Break Time, click the drop down arrow and select Break Time. 
B. Click Break Time 
C. Break Time Status 
D. To Exit Break Time, select Break Time 
E. Click Off Break Time 
F. Agent Available Status 
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Agent Group Selection 
 

 
 

A. To select which Agent Group to sign into, click Select AG. 
B. The Agent Groups that the agent has been assigned to are displayed. 

Select the Agent Group to which the agent will log into Click OK. 
C. Agent’s Logged in Status. 
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Additional Features 
 

 
A. To hide the Task bar, deselect Taskbar 
B. The Task Bar is hidden from view. 

 

IP Office Contact Center User Interface Administration 
 
There are many administrative features that can be used to configure IP Office 
Contact Center’s User Interface. Some of the more common features will be 
examined in this section. 
 

Agent/Supervisor Passwords 
 

IP Office Contact Center users do have a password by default (See IP Office IP 
Office Contact Center Installation Task Based Guide). The Administrator can 
change the default password of an Agent or Supervisor. 
 

1. Login to the IP Office Contact Center User Interface. (Please refer to the 
Logging into the User Interface section of this guide). 

 
2. Sign into the User Interface as an Administrator. (The default User name 

and Password is Administrator). 
 

3. From the User Interface Menu bar, select Go to followed by Configuration. 
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4. The Configuration Interface is displayed. 

 

 
 

5. Click the Agent tab. 
 

 
 

6. Select the Agent to which a password will be assigned, then click the Edit 
button. 
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7. The Edit Agent dialogue box is displayed. Click the Password button. 
 

 
 

8. In the New password field enter a password for this user. Then repeat the 
process by adding the same password to the Confirm password field. 
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Note: The password must have a minimum of 8 characters. The password 
can comprise of lower case letters, upper case letters, digits and special 
characters. The password must contain characters from at least two of 
these groups. 

 
9. Click the OK button. 

 

 
 

10. Then click the OK button on the Edit Agent dialogue box. 
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Auto ‘Sign on’ using an Agents Windows User Account 
 

IP Office Contact Center Agents can automatically sign on to the IP Office Contact 
Center User Interface by using their Windows user account details. This avoids the 
agent having to manually sign into the User Interface each time they login to the 
PC. 
 

1. From the Agents tab, select the Agent to which a password will be 
assigned, then click the Edit button. 
 

 
2. Click the Auto sign on through Windows user account check box. 
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3. In the User Name field, enter the agents Windows User Name. 
 

 
4. In the Domain/Computer field, enter the computer’s name. 

 

 
 

5. Click the OK button. 
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Ring timeout 
 
If the agent misses a call, they are signed off from the IP Office Contact Center 
after 15 seconds by default.  
 
If you do not want the agents to sign off when they miss a call, set the Group’s  
Ring Timeout setting to 0. Please note that with a Ring Timeout of 0, calls will be 
presented to the first available agent’s interface until the call is answered or 
dropped. They will not be distributed to other agents within the group. 
 
If an agent has a mailbox associated with their IP Office User account, the Groups 
IP Office Contact Center Ring Timeout setting must be less than the agent’s IP 
Office Voicemail No Answer Time setting, otherwise IP Office Contact Center 
unanswered calls may be directed to the agent’s mailbox rather than for example, 
to a mailbox associated with the agent Group. 
 

Additional Agent Settings – Edit Agent Dialogue Box 
 

There are further settings within the Edit Agent dialogue box that can be assigned 
to agents. 
 

Privileges and Authorization 
 
Privileges determine which modules in the IP Office Contact Center system an 
agent can use and which actions they can perform within the modules.  
 

 
 
Agents may also be assigned privileges that allow them to pass on privileges to 
other agents; such privileges are indicted by a letter P. 
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Privileges can be assigned directly to agents or assigned via a configured Profile. If 
an agent has privileges assigned via a configure Profile, subsequently they cannot 
be edited by the agent. 
 

 
A. Agent Privileges are ready(greyed out) when assigned via a predefined 

profile. 

Agent Privileges – Agent Tab 
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 - The agent can change their passwords 
 

 - The agent can change their alias. The alias can be used for 
anonymous reporting. 
 

 - This allows the agent to commence break time from 
their Telephony View and simultaneously set break time for their Email View or 
Chat View, if they are also a Multi Channel agent.  

 
 
Telephony Privileges  
 

 - Not supported with IP Office Contact Center. 
 

 - The agent is automatically signed on for call distribution. 
 

 - Not supported with IP Office Contact Center. 
 

 - The agent can add a job code against the call. 
 

 - Mandatory Job Code Input – The agent must enter a job 
code against every call they make or take. Until they enter a job code they stay in 
ACW (after call works) state.  
 

Note: To select the Mandatory Job Code Input, the Job Code Input check box 
must also be selected. 

 

 - The Agent can only enter a job code against outgoing calls. 
 

 - The agent has the capability to extend their after call work period. 
 
Chat Privileges 
 

 - The agent will be automatically signed on to all Chat Agent 
Groups to which they have been assigned. 
 

 - The agent has the option to use the chat archive. 
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Server Specific 
 

  - When this privilege is granted, data must be viewed by more 
than one person. A password is required for the second person to retrieve the 
data. This password is set during the agent’s configuration. 
 

Note: If the Four Eye Principle check box is selected, an agent can’t login 
individually. They must login with the second person, i.e. the person granted the 
second password. 

Agent Privileges – UI Tab 

 

 
 

Home Privileges 
 

 - Permits the agent to select which Real Time View to be 
visible as their home page. 
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 - Permits the agent to configure Real Time information. 
 

 
 
Telephony Privileges  
 

 - The agent can select a Telephony view. 
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 - The agent can configure their Telephony view.  
 

 
 

- The agent can change their contact bar. 
 

 
 

A. Contact Bar 
B. Right click. 

 

 - The agent can change other agent’s contact bars. 
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 - When selected, the Quick Bar is displayed. 
 

 
A. Quick Bar 

 

 - When selected, the agent can select the Quick Bar file to be 
displayed. 
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A.  Right click. 

 
User Interface Configuration Privileges  
 

 - If selected, the agent can configure their own User Interface. 
The Configuration option will also be displayed in their User Interface Task Bar. 
 

 
A. With UI Configuration Privileges 
B. Without UI Configuration Privileges. 
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 - The Agent will view the default interface. 
 

 - Allows the agent to select the active view to be displayed by 
default.  
 

 
A. Without UI config application privileges 
B. With UI config application privileges 

 
For example, when an Agent signs into the User Interface, they may require the 
Telephony View to be their default view rather than the Home View. 
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 - When selected, the agent can change the background 
colors and text colors of their user interface. 
 

 
A. With Configuration Grid Color Privileges 

Without Configuration Grid Color Privileges 

Agent Privileges – Email Tab 

 

 
 

 - The agent can configure email settings. 
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A. With Email Configuration Privileges 
B. Without Email Configuration Privileges 

 

 - This privilege allows the agent to configure email 
scripts that allow emails to be searched for specific text. 
 

 - This allows the agent to create text blocks for commonly 
used text and phrases that can be included in email messages. 
 

 
A. With Text Block administrator privileges 
B. Without Text Block administrator privileges 

 
 
 

 - Assigns email supervisory privileges to the agent. 
 

 - Allows the agent to use configured Text Blocks. 
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 - Allows the agents to store email messages in a “held” folder for 
later use. 
 

 - Allows the agent to view any emails in the queue, for the Topics 
that he/she is assigned. 
 

 - Allows the agent to print emails. 
 

 - Allows the agent to delete any active emails. Note: Once an email 
has been deleted it cannot be retrieved. 
 

 - Allows the agent to be automatically signed on to the agent 
groups to which they are assigned. 
 

 - Allows the agent to view mailboxes of deleted agents or topics 
contained within the Archive folder. 
 

 - Allows the agent to select whether they reply to emails as an 
agent or from the topic. The email address used in the message will be changed to 
the agent’s email address or the topics email address depending on their selection. 

Agent Privileges – Configuration Tab 
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 - The agent can use the Configuration Module. 
 

 
A. With Configuration privileges. 
B. Without Configuration privileges. 

 
 

 - Allows the agent to configure topics. 
 

 -  Allows the agent to configure block periods. 

 - Allows the agent to configure agent groups. 
 

 - Allows the agent to configure settings for other agents. 
 

 - The agents can configure their alias.  
 

 - The agent can edit the settings in the IP Office Contact 
Center User Interface relating to their Windows user account.  
 

 - The agent can change their IP Office Contact Center 
User Interface password.  
 

 - The agent can configure Agent Profiles. 
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 - The agent can configure IP Office Contact Center teams. 
 

 - The agent can configure IP Office Contact Center workplaces. 
 

 - The agent can configure IP Office Contact Center skills. 
 

 - The agent can configure and assign recorded announcements. 
 

 - The agent can configure and assign announcement scripts. 
 

 - The agent can configure IVR scripts. 
 

 - The agent can configure chat scripts. 
 

 - The agent can enter and edit data that can be used for 
customer recognition purposes. 
 

 - The agent can create and enter external destination details. 
 

 - Allows the agent to configure system wide settings. 
 

 
A. With System privileges 
B. Without System privileges 

 
 

 - The agent can configure the staff planning interface. 
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 - The agent can configure the IP Office Contact Center 
Configuration report. 
 
 

 
 

A. With Configuration Report privileges 
B. Without Configuration Report privileges 

 
 

 - Allows the agent to configure the Shift Plan utility. 
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 - Allows the agent to delete statistical data. 
 
Service Privileges 
 

 - The agent can configure Reporting Filters. 
 

 
 

 - Allows the agent to configure Special Settings. 
 

 

 - Allows the agent to configure the default Telephone Settings. 
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 - No supported with IP Office Contact Center. 
 

 
 

 - Allows the agent to configure IP Office Contact Center PBX 
Settings. 
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 - Allows the agent to configure IP Office Contact Center Country 
Settings. 
 

 

 - Allows the agent to configure Queue Devices. 
 

 
 

 - Allows the agent to configure Telephone and Telephone 
Group settings. 
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 - Allows the agent to configure CHAP Server settings. 
 

 
 

 - Not applicable to IP Office configurations. 
 

 
 

 - Allows the agent to configure Access Codes for Topics. 
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 - Allows the agent to configure Email settings. 
 

 
 

 - Allows the agent to configure Chat Server settings. 
 

 
 

 - Allows the agent to configure Chat settings. 
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Agent Privileges – Variables Tab 

 

 
 
The Variables screen displays a number of privileges that determine whether the 
agent can configure variables relating to certain configuration parameters including 
Global variables, Topics, Agent Groups, Agents, PBX’s, IVR Scripts and External 
Destinations.  To give an agent Configuration privileges in relation to variables, the 
Configuration check box must be selected. 
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You can also determine whether the agents can assign  or change the values of 
variables, by selecting the Assign Values check boxes as indicated below. 
 

 

Agent Privileges – Reporting Tab 

 

 
 
Team Privileges 
  

 - The agent can access and use the Reporting module. 
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A. With Reporting Privileges 
B. Without Reporting Privileges  

 

 - The agent can create reports relating to Topics. 
 
As with the Topic privilege, the agent can be given additional privileges to create 
other reports when the relevant check box is selected. In similar manner, privileges 
to generate reports can be removed by selecting the required check box. 
 

- The agent can create reports relating to Agent Groups. 
 

 - The agent can create reports relating to Agents. 
 

 - The agent can create and view reports relating to Agents, the 
alias rather than the agents name will be shown in the generated report. 
 

 - The agent can create reports relating to Teams. 
 

 - The agent can create Telephone reports. 
 

 - The agent can configure automatic reports. 
 

 - The agent can adjust the report period of predefined reports. 
 

 - No supported with IP Office Contact Center. 
 

 - The agents can create reports relating to outbound ACD calls. 
 

 -  The agent can create reports relating to IVR. 
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 -  The agent can create reports relating to assigned Agent and Topic 
skills. 
 

 - The agents can create system reports. 
 

 - The agent can create reports on configured PBX’s. 
 

  - The agent can delete reporting data covering a defined period. 
 
Supervisor Privileges 
 

 - The agent can use file manager to configure new reports. 

Agent Privileges – Realtime Information Tab 

 

 
 
Agent Privileges 
 

 - The agent can use the Call back function. 
 

 - The agent can delete calls from the call list. 
 

 - The agent can use the Pickup call function. 
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 - The agent can use the Call Redirect function. 
 

 - The agent can distribute waiting calls from the queue to a free 
agent. 
 
Team Privileges 
 

 - The agent can use the Realtime Information module. 
 
 

 
A. With Realtime Information Privileges. 
B. Without Realtime Information Privileges. 

 

 - The agent can use Remote Functions 
 

- The agent can configure the Out Of Hours’ notice for another 
agent for whom he/she is authorized.  
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 - Not supported with IP Office Contact Center. 
 

 - The agent can view agent history settings from another agent. 
(Authorization required). 
 
Supervisor Privileges 
 

Note: To utilize Supervisor privileges the IP Office Contact Center user must be 
assigned a Supervisor license. 

 

 - The agent can configure system wide and individual real time 
information. 
 

 
A. Without Supervisor Configuration privileges 
B. With Supervisor Configuration privileges 
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 - The agent can utilize the Silent Monitoring function in the 
telephone contact bar. 
 
 

 
A. The Silent Monitoring element has to be manually added to the Contact bar. 

 

 - The agent can use the Supervisor Emergency function. 
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A. The Supervisor Emergency element has to be manually added to the 

Contact bar. 
 

 - The agent can use the supervisor Assistance and Silent 
Monitoring functions. 
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A. The Supervisor Assistance element has to be manually added to the 

Contact bar. 
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Agent Privileges – Task Flow Editor Tab 

 

 
 

 - The agent can use Task Flow Editor. 
 

 
A. With Task Flow Editor privileges. 
B. Without Task Flow Editor privileges. 

 

 - The agent can edit a Task Flow. 
 

- Allows the agent to activate a Task Flow.  
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 - Allows the agent to define the default task flow set. If there 
is a system failure or reboot, the default Task Flow Set is utilized. 
 

 - Allows the agent to edit predefined conditions. 
 

 - Enables Task Flow Editor’s Advanced mode.  
 

Note: This privilege is required to use the following elements.  

Logic , Distributor (equal) , Distributor (cyclically)  

Agent Privileges – Others Tab 

 

 
 

 - The agent can use the Dialer module. 
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A. With Dialer privileges 
B. Without Dialer privileges 
 

 

 - The agent can use IVR Editor. 
 
 

 
A. With IVR Editor privileges 
B. Without IVR Editor privileges 

 
 
 

 - The agent can administer the Address book. 
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A. With Address Book Admin privileges 
B. Without Address Book Admin privileges 

 
 

 - The agent can utilize the Agent Status Report. 
 

- The agent can utilize the Contact Details Report. 
 

- The agent can start and stop reports. 
 

Authorizations  
 
Authorizations are used to determine which Topics, Agents, Agent Groups, 
Workplaces and Teams an agent can view and potentially configure from their 
agent profile.  
 
They also determine which Topics an agent can dial from to make an external call. 
 
Note that an agent may require additional privileges to configure authorized 
features of IP Office Contact Center. For example, the authorization can determine 
which agents groups an agent can configure, if they have the Agent Group 
configuration privilege.  
 
In the example below, the agent can view and configure the Marketing and Sales  
Agent Group but they do not have Authorization to view the Admin, Support or 
Warehouse groups. 
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Authorizations are important in relation to supervisor views, for example as an 
Email Supervisor in the folder overview. Only emails for authorized agents and 
topics are viewed and can be selected for example.  
 
To view the Authorizations for an agent: 
 

1. From the User Interface Menu bar, select Go to followed by Configuration. 
 

 
2. The Configuration Interface is displayed. 
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3. Click the Agent tab. 
 

 
 
 

4. Select the Agent to which a password will be assigned, then click the Edit 
button. 
 

 
 

5. The Edit dialogue box is displayed, click the Authorization button. 
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6. The Authorizations dialogue box is displayed. 
 

 
 
7. All or individual authorizations types can be viewed. 
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8. In this example, All has been selected from the View drop down list. 

 

 
 
9. To assign an Authorization to an agent, select the required tab. In this 

example the Agent Group tab has been selected. 
 

 
 
10. Then select one of the View radio buttons. 
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11. When the View radio buttons are selected, they show those groups that 

have been assigned or are available to be assigned to the agent. 
 

 
 

A. Assigned 
B. Available for assignment 
C. Both assigned and Unassigned 

 
12. To assign an Agent Group, Topic etc to the agent, first click the All or Free 

radio button, then select the parameter (in this example the Agent Group) to 
be assigned.  
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13. Click the Add button.  
 

 
 

14. The Group will be assigned, as indicated by a tick adjacent to the Group’s 
name. Click the OK button. 
 

 
 
15. The above process can be repeated to assign additional authorizations to 

agents. 
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Additional Agent Settings  
 
Last Name First Name  
 

 
 

1. By entering a Last name and First name for the agent, the agents name 
will be displayed on the User Interfaces menu bar. 

 

 
 

2. The System name is a system wide setting that identifies the agent. 
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3. The Login name identifies the name that the user must enter in the User 
Name field to sign on to the user Interface. 
 

 
 

4. The Predefined profile option allows the Agent to be assigned against a 
previously configured profile. The profile contains settings that can be 
applied to a specific group of agents. For example, a profile for the sales 
department may have different assigned privileges than a profile for the IT 
Support department.  
 
An agent profile can include settings relating to group authorizations, 
privileges, assignment, and the Task Type; Telephone, Email or Chat. 
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Creating Profiles  
 

1. To create a Profile, from the Configuration interface select the Profile tab. 
 

 
 
2. Any existing profiles are displayed including the Task Type assigned to this 

profile. 
 

 
A. Task Types 
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3. Click the Create button. 
 

 
 
4. The Create Profile dialogue box is displayed. In the Name field, enter a 

name for the profile. 
 

 
 

5. Agents and the Profiles, to which they can be assigned, can be granted with 
Privileges and Authorization rights. Please see the Privileges and 
Authorization section of this guide for further details.  
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6. Select the Task Type(s) to be assigned to this profile. 
 

 
 
7. In this example, all three Task Types have been selected. Click the 

Telephony tab. 
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8. Click the Add button. 

 
 
9. Select the Group to be assigned to this profile. Then click the OK button. 

 

Note: Groups must have been previously configured, before they will 
appear in the Select AG for Agent dialogue box.  
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10. The assigned Group is displayed.  
 

 
 

11. A priority can also be given to the groups assigned to the Task Type 
Telephony, from priority 1 the highest priority, to 60 the lowest priority.  The 
default priority is 60. To change a priority, click the Prio drop down box and 
select the required priority. 
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12. If more than one group is assigned, the groups can be moved to their 
required order by selecting the group and clicking the Up or Down arrow. 
 

 
 

13. The Telephone Settings relating to this profile can be configured by clicking 
the Settings button. 
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14. The Use Default Settings check box is selected by default. To change the 
setting, deselect the check. A number of settings can then be configured as 
required: 
For Incoming ACD Calls – When selected, this enables automatic answer 
rather than manual answer for agents assigned with this profile. 
For Outgoing ACD Calls – This setting is used with the Dialer facility. 
When selected, this enables automatic answer rather than manual answer 
for agents assigned with this profile. 
After ( ) Seconds – The period of time before the call is automatically 
answered is defined in seconds. The period of time can be between 0 and 
255 seconds 
 

 
 

15. If the Profile has been assigned an Email Task Type, click the Email Tab. 
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16. Click the Add button, and assign the required Agent Group to this profile. 
Once the Group has been selected, click the OK button. 
 

 
 

17. The assigned group is displayed. A priority can be assigned against any 
agent groups as described earlier. 
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18. If the Profile has been assigned a Chat Task Type, click the Chat tab. 
 

 
 

19. Click the Add button, and then select the Chat group to be assigned to this 
profile, then click the OK button. 
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20. The assigned group is displayed. A priority can be assigned against any 
agent groups as described earlier. 

 

 
 
21. The Task Server field will automatically populate with the name of the Task 

Server. 
 

Note: For this to occur. The Chat Server must have previously been configured 
on the IP Office Contact Center server. 
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22. A Welcome Text can be added. Click the Welcome Text browser button, 
and then select the Welcome Text to be assigned to this profile. Then click 
the OK button. 

 
 

Note: For Welcome text to be available for selection, it must have previously 
been added to the IP Office Contact Center server. 
 

 
 

23. The selected Welcome text will be displayed. 
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24. Click the OK button. 
 

 
 

25. The new Profile will be displayed. 
 

 
 

26. The Profile can also be assigned against individual agents. To assign the 
Profile to an agent, select the Agent tab, select the required agent and click 
the Edit button. 

 

 
 
27. Click the Predefined profile browser button. 
 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    93 
 

 
 
28. Select the required Profile and click the OK button. 
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29. The assigned Profile will be displayed. 
 

 
30. Any assigned agents are also displayed, within the created profile. 
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Configuring User Interface Views 
 

One of the major benefits of the IP Office Contact Center User Interface is its 
flexibility in allowing administrators to create profiles and specific interfaces relating 
for example, to the Telephony View and Home View. 
 

Note: For a user to change for example their Telephony view, they will require the 
necessary UI privileges. Please refer to the Privileges and Authorization section 
of this guide.  

 
Once the required privileges have been assigned, the User Interface can be 
edited. 
 
Creating a Duplicated File to be Edited 
 
In the following examples, the Telephony View will be edited from a duplicated file. 
 

1. From the Telephony View, select the Telephony menu followed by File 
View. The File View is used to select the real time information files to be 
edited. 

 

 
 

2. The File View is displayed. 
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A. New Folder – Click to create a new folder to store additional files 
B. New File – Click to create a new Telephony File 
C. New Quick Bar File – Click to create a new Quick Bar File 
D. Edit – Click to edit the Telephony File 
E. Duplicate – Click to duplicate a selected Telephony File 
F. Delete – Click to delete a selected Folder or Telephony File 
G. Preview – Click to preview changes to the Telephony File 

 
 

Other views include: 
 

 Telephony Inspector – To edit Real Time telephony information 

 Preview – To preview changes made to a duplicated Telephony File. 

 Default View – Displays the Telephony Real Time information assigned 
to the agent as their default view. 
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3. The default files are displayed relating to the main Telephony View and 
Quickbar. 
 

 
 
4. A new folder can be created to store files, or files can be created, 

duplicated, deleted or previewed. 
 

 
 

Note: The existing default Telephony_Standard or Quickbar_Standard files cannot 
be overwritten. To edit the interface, you must make a duplicate of the file from 
which changes can be made. 

 
5. To create a duplication of an existing file, select the required file and click 

the Duplicate button. 
 

 
 

6. The duplicated file is displayed and can be renamed as required. 
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7. To edit the file, select the file and click the Edit button. 
 

 
 

8. The Telephony Inspector is displayed. 
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9. The Elements available for selection are displayed on the left of the screen. 
These are broken down as: 

 Text Element 

 Lists 

 Graphics Elements 

 Other Elements. 
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10. The required Elements can be placed onto either the Inbound or Outbound 
Working Area screens. 
 

 
 

11. Individual Elements can be repositioned on the working area by selecting 
the element and dragging it to the required position. 
 

 
A. Click and drag. 

 
 

12. Elements can also be resized.  
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13. Additional Pages can be added as required, by right clicking on the tab and 

selecting Add Page. 

 
A. Right click. 
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Setting the Working Area’s Screen Size and Settings  
 

It is recommended that the size of the Working Area be configured to match the 
required resolution of the Agents PC monitor, upon which the User Interface will be 
displayed. 
 

1. To set the resolution, right click on the Working Area and select 
Properties.  

 
 

 
A. Right click. 
 

2. The Properties screen is displayed. 
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3. The Width and Height of the working area can be defined to match the 
resolution settings of the Agents PC. 
 

 
 

4. From the Settings tab, the grid lines can be removed or their display size 
amended. 
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5. From the Presentation tab, the font, background color and line width and 
color of the Working Area can be changed as required.  
 

 
 

6. When the settings have been configured, click the OK button. 
 

Adding Elements to the Working Area 
 

Text Elements 
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1. To add an Element to the Working Area, select the Element and drag it to 
the required position of the Working Area. In the example below, a Label 
Element has been selected and positioned as required. 
 

 
 

2. The properties of the Label Element can be configured by selecting the 
Element, then right clicking and selecting Properties. 
 

 
A. Right click. 

 
3. The background color, font size and color of the Element can be configured 

as required.  
 

 
4. Once configured, click the OK button. 

 
5. The changed Element is displayed. 
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6. To change the text of the Label, highlight the text and enter the new text. 
 

 
 

7. Save the changes. 
 

 
 

8. The changes can be previewed, by selecting the Preview button. 
 

 
 

9. A prompt is displayed requesting confirmation of the changes. Click Yes. 
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10. The preview of the new Working Area is displayed. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    109 
 

Selecting the File to Be Used in the Telephony View 
 

Once you have previewed the file and you are satisfied with its layout, you can 
select the file so it can be displayed when the Telephony View is accessed by the 
agent.  
 

 
 

1. To select the file to be used, click Telephony and click Select Telephony 
file. 
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2. Select the file as required. In this example, the duplicated file that was 
previously created and edited has been selected.  
 

 
 

3. Click the Select button. 
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4. Click Telephony, then click Default View. 
 

 
 
5. The selected file is displayed as the Telephony View. 
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6. When the agent clicks the Telephony View icon, the selected view will be 
displayed. 

 

 
 

Setting the Default View displayed after an Agent Logs into the User 
Interface 
 

It is recommended that the Telephony agents User interface is configured to open 
by default to Telephony View. 
 

1. Select Go to followed by  UI Config  
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2. Double click on the required profile. To select an individual agent, double 
click on the Agent and select the agents name as required. 
 

 
 

3. In this example Agent Karen has been selected. 
 

 
 

Note: If a newly created profile or agent is not visible in the displayed list,   right 
mouse click and select refresh.  
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4. Select the Application tab and deselect the Default check box.  
 

 
 

5. Click on the drop down box and select Telephony as the default view. 
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6. The file to be used can also be selected from the Telephony tab. Deselect 
the Default check box.  
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7. Click the browser button and select the required file. 
 

 
 

8. The selected file is displayed. Click the OK button. 
 

 
 

9. When the agent nexts signs into the User Interface, the Telephony view and 
the selected Telephony View file will be displayed. 
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Adding a Value Element & Longest Wait Time Element to the Telephony View 
 

In a similar manner to the Longest Wait Time [Telephony] and Queue (topics) 
[Telephony] elements, the Value Element & Longest Wait Time Element display 
real time information to the agent. However this information is displayed as text 
rather than being enclosed within a bordered table. 
 

a) In the example below, a Value text element has been added that has been 
configured with a counter to display the number of waiting calls. This will 
display the same real time information as the Queue (topics) [Telephony] 
Graphics element. 
 

b) A Longest Wait Time (topic) [Telephony] Text element has been added 
that is associated with Topic 1, which will display the same real time 
information as the Longest Wait Time (topic) [Telephony] Graphics 
element, which is also associated with Topic1. 
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To add a Value element: 
 

1. Select the Value element and drag it to the working area. 
 

 
A. Click and drag. 

 

2. The Object selection window is displayed. Select the required object and 
then click the OK button. In this example, the Topic option has been 
selected. 
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3. The Counter selection window is displayed, select the required Counter 
and click the OK button. In this example, the Number of waiting calls 
counter has been selected. 
 

 
 
4. Click the Select button. 
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5. Select the required Topic followed by the OK button. 
 

 
 
6. The selected Topic is displayed, click the OK button. 
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7. The configured element is displayed. 
 

 
8. Click the Save button. 
 

 
 

9. Click the Preview button. 
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10. The configured element is displayed. 
 

 
 

11. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 

 
To add a Longest Wait Time (topic) [Telephony] Text Element:  

 
1. Click on the Longest Wait Time (topic) [Telephony] element and drag it to 

the Working Area. 
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A. Click and drag. 

 
2. The Properties dialogue box is displayed. 

 

 
 

3. Click the Add button and select the Topic to be utilized. Click the OK button. 
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4. The selected Topic is displayed. Click the OK button. 
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5. The configured element is displayed. 
 

 
 
6. Click the Save button. 

 

 
 
7. Click the Preview button. 

 

 
 
 
 
 
 
 
 



IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    126
  

  

8. The configured element is displayed. 
 

 
 
9. To use this file in the Telephony view, please refer to the Selecting the File 

to be Used in the Telephony View section of this guide. 
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Adding an Out of Office Notice to the Telephony View 
 

Individual agents can have an Out Of Office Notice element added to their 
Telephony View. This may be required for example, if the agent has the Telephony 
View display as their default view, rather than the Home View.  
 
To add an Out Of Office Notice element: 

1. Select the element and drag it to the Working Area. 
 

 
A. Click and drag. 

 
2. The Properties dialogue box is displayed. Click the Select button. 
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3. Select the required agent and then click the OK button. 
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4. Click the OK button. 
 

 
 

5. The element is displayed. 
 

 
 

6. Click the Save button. 
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7. Click the Preview button. 
 

 
 

8. The Out of Office Notice is displayed. 
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9. To add message, click into the box and type as required. Then click the tick 
icon. 
 

 
 

10. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 

 
 

Adding a Variable Element to the Telephony View 
 

There are two Variable elements available: 
 

Variable (name and value)  

Variable (window display)  
 
 
These can be used in the same manner; the only difference between the two is the 
way that the element is displayed on the user interface. Variables can be 
configured to show minimum and a maximum values, display a slide control, or a 
text marquee.  
 
In the example below, a variable will be configured to display a text marquee on 
the users display. This could be used by for example a supervisor, who may wish 
to send important messages to, their contact center staff. 
 
To add a Variable: 
 

1. Select the required Variable element. In this example the Variable 
(window display) has been selected. Drag the element to the Working 
Area. 
 



IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    132
  

  

 
A. Click and drag. 
 

2. The Properties dialogue box is displayed.  
 

3. Click the browser button. 
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4. Select the required Variable. In this example, the Global Message Board 
variable has been selected. 
 

 
 

5. Click the OK button. 
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6. Select the Can be edited and Display as marquee check boxes.  
 

 
 

7. The font style, color and size can be changed as required from the 
Presentation tab. 
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8. Click the OK button. 
 

 
 

9. The element is displayed. 
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10. Click the Save button. 
 

 
 
The size of the element can be adjusted as required. 
 

 
 
 

11. Click the Preview button. 
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12. The element is displayed. 
 

 
 

13. To add text to the marquee, click into the element box, type in the text and 
click the tick icon. 
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14. The scrolling message will be displayed on the agent’s interface and for 
example the administrator’s interface. 

 
A. Administrator Interface 
B. IP Office Contact Center Agent Interface. 
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15. The global message will also be displayed on the Home View. 
 

 
 

Adding a Call Tag to the Telephony View 
 
A tag can be attached to a call and includes additional information that can be 
referenced during the call. The tag is therefore active for the duration of the call. 
Tags can either contain text or values.   The information contained in the tag which 
for example, could relate to a customer identification number or customer name 
can then be displayed on the Telephony View by using and configuring a Tag 
element. 
 
In the following example, Tags will be added to the Telephony View that will 
display the Customer’s Name and Customer Number. 
 
In order for these details to be displayed, they must first be added to the IP Office 
Contact Center as a Customer record. 
 
Adding a Customer Record 
 

1. To add a new Customer record select Goto followed by Configuration. 
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2. Then select the Customer tab and click the Create button. 

 

 
 

3. The Customer dialog box is displayed. 
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4. Enter the customer’s name in the Name field. 
 

 
 

5. Enter a Customer Number in the Customer no field. This is a unique 
number, telephone number or email address that can be used to identify this 
customer. 
 

 
 

6. A priority can be assigned to this customer record.  This can be referenced 
within a call flow to route the call on a prioritized basis. 
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7. The Company Entry determines how the customer will be recognized via 
number or email address.  A company number can be added or an 
individual employee’s full number can be added. If the full number is added 
this is displayed when the full number is recognized by IP Office Contact 
Center. If the check Company Entry check box is selected, the company 
number is displayed if there is a match to the leading digits of the company 
number. 

 

 
 

8. Click the Create button. 
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9. In the Number/email field, enter a telephone number or email address that 
can be used to reference this customer. 
 

 
 

10. From the Type drop down box, select the required Type i.e. number, fax or 
email. 
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11. From the Kind drop down box select Office, Mobile or Private  in relation to 
the data entered in the adjacent Numbers/emails field. 
 

 
 

12. Agents, Topics and Dialed Topics can be assigned as Personal Contacts / 
Topics. 
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13. To add an agent as a Personal Contact click the Add Agents button.  
 

 
 

14. Select the required agent and click the OK button. 
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15. To add a Topic as a Personal Contact, click the Add Topics button.  
 

 
 

16. Select the required Topic and click the OK button. 
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17. To add an Dialed Topic  as a Personal Contact, select the Topic or Agents 
that has previously been assigned as Personal Contacts.  
 

 
 

18. Then click the Dialed  topic  button and click the Dialed Topic to be added 
to the Personal Contact record and click the OK button. 
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19. In this example, the customer’s calls are only routed to agent ‘Bob’ when the 
customer calls into Topic1, for calls to the other topics the customer would 
be routed to an agent group. 

 
20. Click the OK button. 

 

 
 

21. The new contact is displayed. 
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The Call Tags can now be added to the Telephony View. 
 

22. From the menu bar select Telephony followed by File View. 
 

 
 

23. Select the duplicated file to be edited, and then click the Edit button. 
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24. Click the Tag (Window Display) element, and drag it onto the working area. 
 

 
A. Click and drag 

25. When the Tag element is placed on the workspace, a dialogue box 
automatically opens. 
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26. Click the browser button. 

 

 
 

27. A list of available Tags is displayed. In this example, the 
CCK_Caller_Name will be used. This will display the customer’s name 
when it is recognized against a customer record. 
 

 
 

28. Click the OK button. 
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29. Click the Display Names checkbox. 
 

 
 

30. The default name is displayed. 
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31. You can determine whether this value can be edited by 
selecting/deselecting the Value can be edited check box. 
 

 
 

32. Click the OK button. 
 

33. The configured Tag is displayed in the working area. 
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34. Click the Save button. 
 

 
 

35. To preview the changes, click the Preview button. 
 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    155 
 

 
 

36. The preview page is displayed. When the customer calls and their details 
are recognized as a customer record, their name will be displayed. 
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37. In the example below, a tag will be created to reference the customer 
number that was created earlier. 

 

 
38.  Click the Edit button to access the Telephony Inspector view. 
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39. Select the Tag (In Line Display) element and drag it onto the working area. 
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A. Click and drag. 

 
40. When the Tag element is placed on the workspace, a dialogue box 

automatically opens. 
 

 
 

41. Click the browser button. 
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42. A list of available Tags is displayed. In this example, the 
CCK_Customer_Number  tag will be used. This will display the customer 
number when it is  recognized against a customer record. 
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43. Click the Display Names checkbox. 
 

 
 

44. The default name is displayed; this can be edited as required. 
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45. You can determine whether this value can be edited by 
selecting/deselecting the Value can be edited check box. 
 

 
 

46. Click the OK button. 
 

47. The configured Tag is displayed in the working area. 
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48. Click the Save button. 
 

 
 

49. To preview the changes, click the Preview button. 
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50. The preview page is displayed. When the customer calls and their details 
are recognized as a customer record, their Customer Number will be 
displayed. 
 

 
 

51. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 

 
 

List Elements 
 
Lists can be added to the Telephony View. The lists available for selection are: 
 

 Queue (Telephony) – When a call is queued and an agent is not available to 
answer a call, the list can be configured to display details relating to for 
example, to the Customer’s Number, the dialed Topic, the connected 
announcement type (interruptible/ non interruptible), the line number, the 
Time the call has been in the Topic, the Time the call has been in its current 
state and the announcement script in use. 
 

 Queue Abandoned Call List 
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Queue (Telephony) 
 
To add a Queue  List Element to the Telephony View: 
 

1. Select the duplicated file to be edited, and then click the Edit button. 

 
 

2. Click and drag the Queue List Element to the working area. 
 

 
A. Click and drag. 
 
3. The Properties dialogue box for the Queue Element is displayed. 

 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    165 
 

 
 

4. Click the Select button, and then click on the Topic to be utilized. Click the 
OK button. 
 

 
 

5. The selected Topic is displayed. 
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6. The column information that is to be displayed in the Queue List can be 
selected from the Hidden Columns panel and moved to the Visible 
Columns panel, by selecting the required column and clicking the right 
facing arrow button. (Hold Down the keyboards Ctrl key to select multiple 
items). 
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7. The selected items are moved to the Visible Columns panel. 
 

 
 

8. A tag can also be added, for example to display the name of the caller as 
created in a Customer Record. To add a Tag, click the Tag button and 
select the required Tag to be utilized. Then click the OK button. 
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9. The selected tag is added to the Visible Columns panel. Click the OK 
button. 

 

 
 

Note: The order that the parameters are displayed can be adjusted by selecting 
the parameter and clicking the Up and Down buttons. 
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10. The configured element is displayed in the Working Area. To adjust the size 
of the element, click the element so that its red border is displayed. Then 
click on the red border and expand it to the required size. 

 

 
 

11. Click the Save button. 
 

 
 

12. To preview the configured changes, click the Preview button. 
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13. The preview page is displayed. When a customer’s call is presented to the 
topic and no agent’s area available to answer the call, the call will queue. 
The configured call data within the Queue list is displayed. 

 

 
A. Caller’s number 
B. Dialed in Topic 
C. Not Supported 
D. Connected Announcement type, none, none interruptible, interruptible 
E. Agent is in “Break Time” status 
F. Time in Topic 
G. Announcement’s Name 
H. Time in Current State 
I. Tag 
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To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
 

Abandoned Call List 
 
An Abandoned Call list Element can be added to the Telephony View. This list can 
display a number of parameters for example, the caller’s name and number, the 
time and date of their last call, the number of calls that were disconnected by the 
system or the caller. 
 
To add an Abandoned Call List Element: 
 

1. Select the duplicated file to be edited, and then click the Edit button. 
 

 
 

2.  Select the Abandoned Call List Element and drag it to the Working Area. 
 

 



IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    172
  

  

A. Click and drag. 
3. The Properties screen is displayed. 

 

 
 

4. Click the Select button and select the Topic to be referenced in the 
Abandoned Call List. Click the OK button. 
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5. The column information that is to be displayed in the Abandoned Call List 
can be selected from the Hidden Columns panel and moved to the Visible 
Columns panel. This can be achieved by selecting the required column and 
clicking the right facing arrow button. (Hold Down the keyboards Ctrl key to 
select multiple items). 
 

 
 

6. The selected items are moved to the Visible Columns panel. Click the OK 
button. 
 

 
 

Note: The order that the parameters will be displayed can be adjusted by 
selecting the parameter and clicking the Up and Down buttons. 
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7. The configured element is displayed in the Working Area. To adjust the size 
of the element, click the element so that its red border is displayed. Then 
click on the red border and expand it to the required size. 

 

 
 

8. Click the Save button. 
 

 
 

9. To preview the configured changes, click the Preview button. 
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10. The preview page is displayed. Any abandoned calls are listed against the 
parameters that were previously defined. 
 

 
A. Caller’s Number 
B. Caller’s Name 
C. Date of Last Call 
D. Time of Last Call 
E. Number of calls cancelled by the system 
F. Number of unanswered calls cancelled by external party 
 
 

 
11. The agent can view the list, to obtain the numbers of abandoned callers and 

therefore potentially call those customers back. The call can then be 
removed from the list by right clicking on the call record and selecting 
Remove. 
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A. Right click. 

 
12. If an agent double clicks on a customer’s number in the Abandoned Call 

List, the customer will be called. 
 

 
A. Double click to call the customer from the abandoned call list. 

 

Note: A column field named Callno. blocked can be added to signal to other 
agents, that this number is already in use for ‘calling back’ purposes. 

 
13. Once called, the customer’s number will then be removed from the 

Abandoned Call List. 
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A. The customer’s number is removed from the list once they have been 

called back. 
 

14. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 

 
Adding an Image Element to the Working Area 
 
A graphical image, for example a company logo can be added to the Working 
Area.  The title can be added to the image and its size adjusted. 
 
To add an image: 
 

1. From the menu bar select Telephony followed by File View. 
 

 
 

2. Select the duplicated file to be edited, and then click the Edit button. 
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3. Select the Image element, and drag it onto the Working Area. 
 

 
A. Click and drag. 
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4. The Properties page is displayed. Click the Select button. 
 

 
 

5. Navigate to the image to be utilized. Select the image and click the OK 
button. 
 

 
 

Note: The following file formats are supported, .bmp, .jpg, .gif, .png 

 
 
 
 
 
 
 
 
 
 



IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    180
  

  

6. A Frame and Title for the image can also be added. 
 

 
 

7. Click on the General tab. From this screen links can be created to: 
a. display real time information 
b. display or open a file. For example, a document containing common 

support issues or sales product offers can be launched and viewed 
by the agent 

c. or display a  web page. 
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Realtime example 

A. Click the Link check box and select the Realtime radio button. 
B. Click the builder button 
C. Select the Realtime file to be viewed 
D. Once saved, a link is added to the image 
E. When the image is clicked, a Topic can be selected 
F. The related Realtime information is displayed. 
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File Example 

A. Click the Link check box, then select the file radio button. 
B. Click the Builder button. 
C. Navigate to the file to be opened and click OK. 
D. The path to the file is displayed. 
E. Once saved, a link is added to the image. 
F. When the image is clicked, the associated file is opened. 
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URL Example 

A. Click the Link check box then the URL radio button. 
B. Enter the URL of the website to be displayed. 
C. Once saved, a link is added to the image. 
D. When the image is clicked, the URL will be opened and the web page 

launched. 

 
 
 

 
8. To use this file in the Telephony view, please refer to the Selecting the File 

to be Used in the Telephony View section of this guide. 
 
Adding a Group Element to the Telephony View 
 

A group element can be used to collate a collection of configured elements 
together. The group element can be given a name and its background color 
changed. 
 
To add a group element: 
 

1. From the menu bar select Telephony followed by File View. 
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2. Select the duplicated file to be edited, and then click the Edit button. 

 

 
 

3. Select the Group element, and drag it onto the Working Area. 
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A. Click and drag 

 
4. The Group element is displayed.  

 

 
 
5. Expand the element to the required size. 
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6. Right click on the element and select Properties. 

 

 
A. Right click. 

 
7. The Properties dialogue box is displayed. 
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8. A title can be added to the Group element. 
 

 
 

9. If required, the font can be changed. Select the Font check box and select 
the font type, color and size as required. 
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10. A background color can also be added to the element. Select the Color 
check box and then click the color button. Select the required color from the 
palette and click OK. 
 

 
 

11. Click the OK button. 
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12. Drag the required configured element into the Group element box. 
 

 
A. Click and drag. 

 
13. Click the Save button. 

 

 
 
 

14. Click the Preview button. 
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15. The configured Group element is displayed. 

 
16. To use this file in the Telephony view, please refer to the Selecting the File 

to be Used in the Telephony View section of this guide. 
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Graphics Elements 
 
Graphics Elements including Bar Charts, Queue Topics and Longest Wait Time 
elements can be added to the Telephony View.  
 
Adding a Bar Chart Element to the Working Area 
 

1. Select the duplicated file to be edited, and then click the Edit button. 
 

 
 

2. Click on the Bar Chart element and drag it to the Working Area. 
 

 
A. Click and drag. 
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3. The Object Selection dialogue box is displayed. In this example, the Agent 
radio button has been selected. Click the OK button. 
 

 
 
4. The Counter selection screen is displayed. Select the Counter to be 

utilized and then click the OK button. In this example, a counter called 
Break time per shift has been selected. This counter will determine the 
amount of time the agent has been on break time. 
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5. The Properties dialogue box is displayed.  Click the Select button and 
select the agent to which the Bar chart will be applicable. Click the OK 
button. 
 

 
 
6. Click on the Thresholds tab.  

 

 
 

7. Enter the required thresholds (in seconds) for when a Warning and Alarm 
status will be displayed. 
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8. From the Range section of the screen, enter Min and Max values to 
determine the range to be monitored for this alarm. Click the OK button.  
 

 
 
9. The configured element is displayed. 
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10. Click the Save button. 

 

 
 
11. Click the Preview button. 

 

 
 
12. The configured element is displayed. 
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13. The Warning and Alarm status of the agents break time will be displayed in 

real time. 
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14. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 

Longest Wait Time (topic) [Telephony] Element 
 
The Longest Wait Time (topic) [Telephony] element can be utilized to generate 
alarms against calls that are presented to the Topic and are queuing for defined 
periods of time beyond configured warning and alarm thresholds. 
 

15. Select the duplicated file to be edited, and then click the Edit button. 
 

 
 

16. Click on the Longest Wait Time (topic) [Telephony] element and drag it to 
the Working Area. 
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A. Click and drag. 

 
17. The Properties dialogue box is displayed. 
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18. Click the Add button and select the Topic to be utilized. Click the OK button. 

 

 
19. Click the Thresholds tab. 
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20. From the Threshold Values section of the screen, enter a value (in 
seconds) relating to the length of time a call must queue before a Warning 
is displayed to the agent. This warning will relate to the length of time a call 
has queued when presented to this Topic. A queued call is not a ringing call, 
it is a call that has been distributed to an agent’s handset, has not been 
answered and is queuing i.e.  is presented for example, with wait music. 

 

 
21. Repeat this process to enter an alarm value. 

 

 
22. From the Range section of the screen, enter Min and Max values to 

determine the length of queued calls to be monitored for this alarm. Click 
the OK button.  
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23. The configured element is displayed. 
 

 
 
24. Click the Save button. 

 

 
25. Click the Preview button. 

 

 
 
26. The configured element is displayed. 
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27. The Warning and Alarm status of queuing calls presented to the Topic will 

be displayed in real time. 
 

 
A. Calls queuing beyond 10 second Warning threshold. 
B. Calls queuing beyond 20 second Alarm threshold 
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28. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 

 
Adding a Queue (Topic) [Telephony] Element 
 

The Queue (Topic) element can be utilized to generate Warning and Alarm status 
events, against a defined number of calls that are presented to the Topic and are 
queuing.  
 

1. Select the duplicated file to be edited, and then click the Edit button. 
 

 
2. Click on the Queue (Topics) [Telephony] element and drag it to the 

Working Area. 

 
A. Click and drag. 
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3. The Properties dialogue box is displayed. 

 

 
 

 
4. Click the Add button and select the Topic to be utilized. Click the OK button. 
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5. Click the Thresholds tab. 
 

 
 
6. From the Threshold Values section of the screen, enter a value to 

determine when a warning will be displayed to the agent. This warning will 
relate to the number of calls queuing that have been presented to this Topic. 

 

 
7. Repeat this process to enter an alarm value. 
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8. From the Range section of the screen, enter Min and Max values to 
determine the range of calls to be monitored for this alarm. Click the OK 
button.  
 

 
 
9. The configured element is displayed. 

 

 
 
10. Click the Save button. 

 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    207 
 

 
 
11. Click the Preview button. 

 

 
 
12. The configured element is displayed. 
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13. The Warning and Alarm status of calls presented to the Topic will be 

displayed in real time. 
 

 
A. Warning: 1 call queuing 
B. Alarm: 2 calls queuing 
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14. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
 

Adding an Individual Status LED (Alarm)  
 

The Individual Status LED element can be utilized to generate alarms against calls 
that are presented to the Topic. For example, an alarm status can be set that will 
be triggered when the number of abandoned calls goes beyond configured 
Warning and Alarm thresholds.  
 
To add an Individual Status LED: 

 
1. Select the duplicated file to be edited, and then click the Edit button. 

 

 
 

2. Click and drag the Individual Status LED element to the Working Area. 
 

 
A. Click and drag. 
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3. The Object Selection window is displayed. Select the required object. In 
this example, the Topic object has been selected. Click the OK button. 
 

 
 

4. The Counter Selection window is displayed. Within this window there are a 
large number of Counters that can be selected. In this example the 
Abandoned Calls Per Shift counter has been selected. Click the OK 
button. 
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5. The Properties dialogue box is displayed. 
 

 
 

 
6. Click the Select button and select the Topic to be utilized. Click the OK 

button. 
 

 
7. Click the Thresholds tab. From the Threshold Values section of the 

screen, enter a value to determine when a warning will be displayed to the 
agent. This warning will relate to a defined number of calls to the Topic  that 
have been abandoned. 
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8. In the Alarm field, enter a value to determine when the number of 
abandoned calls will be displayed in an alarm state. 
 

 
 

9. Click the OK button. 
 

 
 

10. The configured element is displayed. 
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11. Click the Save button. 
 

 
 

12. Click the Preview button. 
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13. The elements icon will change, as the number of abandoned calls goes 
beyond the Warning and Alarm Threshold. 
 

 
 

A. The number of abandoned calls beyond that are beyond the Warning 
Threshold of 25 

B. The abandoned calls per shift are displayed when the mouse is hovered 
over the icon. 

C. The number of abandoned calls beyond that are beyond the Alarm 
Threshold of 35. 

D. The abandoned calls per shift are displayed when the mouse is hovered 
over the icon. 

 
14. To use this file in the Telephony view, please refer to the Selecting the File 

to be Used in the Telephony View section of this guide. 
 
Adding a Pie Chart element to the Telephony View 
 

A pie chart can be added to the Telephony view to provide a graphical overview of 
the status of a configured Agent Group. 
 

1. Select the Pie Chart element and drag it to the Working Area. 
 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    215 
 

 

 
A. Click and drag. 

 
2. The Pie Chart Configuration dialogue box is displayed. Select the required 

configuration option and click the OK button. 
 

 
 

3. The Properties dialogue box is displayed. Click the Select box and select 
the agent group to be referenced in the pie chart. Click the OK button. 
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4. Click the OK button. 
 

 
 

5. Click the Save button. 
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6. Click the Preview button. 
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7. The Pie chart element is displayed. 
 

 
 

8. Click on the drop down box to display a legend. 
 

 
 

9. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
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Adding an Agent Status (AG) Element to the Telephony View 
 
Agent Status (Agent Group) elements allows the IP Office Contact Center user to 
view information for example, relating to all agents or all signed in agents. It is a 
useful element for both supervisors and agents, as is allow the status of individual 
agents to be displayed. 
 
To add an Agent Status (AG) Element: 
 

1. Select the duplicated file to be edited, then click the Edit button. 
 

 
 

2. Click on the Agent Status (AG) element and drag it to the Working Area. 
 

 
A. Click and drag. 
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3. The Properties dialogue box is displayed. 
 

 
 

4. In this example, Telephony information is to be displayed. Therefore ensure 
that the Telephony radio button is selected. 
 

 
 

5. Click the Select button. Select the required Agent Group then click the OK 
button. 
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6. The agents within the group can be called by double clicking on their 
associated element. To activate this feature, select the Call with double 
click check box. 
 

 
 

7. If required, the element can also be configured to display the associated 
number rather than agent’s name. To activate this feature, click the Show  
number instead of name check box. 
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8. By selecting either the All agents or Present agents radio button, you can 
determine whether all agents assigned to the group are displayed or only 
agents that are currently signed on are displayed. 
 

 
A. All agents 
B. Present Agents (signed on) 

 
 
Skills can be assigned against an agent. For example, you may wish to add 
skills for an agent relating to their capability to speak a particularly 
language. 

Creating and Assigning Skills 

Before skills can be assigned to an agent or group they must first be 
created.  
 

9. Save the existing configuration, then navigate to the Configuration view. 
 

10. Select System, followed by Tag list. 
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11. Click the Add button. 
 

 
 
12. In the Name field, enter a name to identify this skill. 
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13. Click the Skill radio button, followed by the OK button. 
 

 
14. Click the OK button.  
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15. Repeat this process to add additional skills. 
 

16. Navigate to the Agents tab. Select the Agent who is to be assigned the skill 
then click the Edit button. 

 

 
 

17. Select the Skills button. 
 

 
 

18. Click the Add button. 
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19. Select the previously configured skill. Then click the OK button. 
 

 
 
20. The Agent Skills dialogue box is displayed. A skill level can be assigned to 

the agent to define their particular competence. To assign a skill, click on 
the Level field and enter a number between 1 and 100. (This figure is a 
percentage). Click the OK button. 

 

 
 
21. Repeat the process to assign additional skills to the agent. 

 

 
 
22. Click the OK button.  
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23. Repeat this process to assign skills to other agents as required. 
 

24. The Agent Status element can now be edited and the skill selected. Select 
the element that was previously placed on the Working Area. Right click and 
select Properties. 
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25. Select the Skill filter check box and click the Add button. 
 

 
 

26. The previously configured Skill is displayed. Select the skill then click OK. 
 

 



 IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    229 
 

27. The assigned skill is displayed. 
 

 
 
28. Click the OK button. 

 
29. The number of columns on which the agents are displayed can also be 

defined. 

 
A. For example, defined as two columns 
B. Columns automatically assigned. 
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30. Click the OK button. 
 

 
 

31. Click the Save button. 
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32. Click the Preview button. 
 

 
 

33. The Agent Status (AG) element is displayed. 
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34. To view further details relating to the Agent’s status, hover the mouse over 
the agent’s icon. In this example, Agent Karen is available on extension 
8003 and has skills relating to speaking French 70 and Italian 80. 

  

 
 

35. Click the expand icon to view additional status icons. 
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36. By right clicking adjacent to the required agent, further options available for 
selection are displayed.  

 
 

 
A. Right click. 
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37. Agents can put themselves in and out of Break Time. 
 

 
 
 

 
38. Agents can configure their Out Of Office Notice. 
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39. They can sign off and on to the agent group, to which they have been 
assigned. 
 

 
 

40. When configured, agents can also right click on the icons of other agents 
and log them into / out of the agent group. 
 

 
 

41. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
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Teams and Telephone Groups  

 

These groups can also be created from the Configuration interface. Once 
configured, they can be utilized with Agent Status (Team) and Phone State 
elements. 
 

42. To create a Team, from the configuration interface select the Team tab and 
click the Create button. 
 

 
 

43. The Create dialogue box is displayed, enter a name for the Team.  
 

 
 

44. From the Other agents panel, select the agents to be assigned to the team. 
Multiple agents can be selected by holding down the Ctrl key and selecting 
each agent as required. Click on the left facing arrow button. 
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45. The agents are assigned as team members. Click the OK button. 
 

 
 
46. The configured Team is displayed. 
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47. Navigate to the Telephony View. 
 

 
 

48. Select the duplicated file to be edited, and then click the Edit button. 
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49. Click on the Agent Status (Team) element and drag it to the Working Area. 
 

 
A. Click and drag. 

 
50. The Properties dialogue box is displayed. The properties of the Agent 

Status (Team) element can be configured in a similar manner to the Agent 
Status (AG) element. Therefore please refer to the Adding an Agent 
Status (AG) Element of this guide for further details.  
 

51. In this example, the previously configured Team 1 has been selected. Once 
all the required settings have been configured, click the OK button. 
 



IP Office Contact Center Telephony User Interface Configuration  

IP Office Contact Center Telephony User Interface Configuration                 02  2016    240
  

  

 
 

52. The configured Agent Status (team) element is displayed. Click the save 
button. 
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53. Then click the Preview button. 
 

 
 

54. The configured element is displayed. 
 

 
 

55. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
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Adding a Phone State Element to the Telephony View 
 

The status of Telephones used with IP Office Contact Center can be viewed. 
Telephone status information such as whether the Telephone is out of service, 
whether it is being used for an internal or external call without an agent being 
logged in, can be viewed by creating a Telephone Group and then assigning 
the group to a Phone State element. 
 
56. To create a Telephone Group, from the configuration interface select the 

Telephone group tab and click the Create button. 
 

 
 

57. The Create page is displayed, enter a name for the Telephone Group.  
 

 
 
41. From the Other phones panel, select the phones to be assigned to the 
team. Multiple phones can be selected by holding down the Ctrl key and 
selecting each phone as required. Click on the left facing arrow button. 
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42. The phones are assigned as team members. Click the OK button. 
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43. The configured Telephone Group is displayed. 
 

 
 
44. Navigate to the Telephony View. 
 

  
 
45. Select the duplicated file to be edited, and then click the Edit button. 
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46. Click on the Phone state element and drag it to the Working Area. 
 

 
A. Click and drag. 

 
  
47. The Properties dialogue box is displayed. Click the Select button. 
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48. Select the previously configured Telephone Group. Click the OK button. 
 

 
 
49. The phones within the group can be called by double clicking on their 

associated element. To activate this feature, select the Call with double 
click check box. 
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50. If required, the element can also be configured to display the associated 
number rather than agent’s name. To activate this feature, click the Show  
number instead of name check box. 
 

 
 

51. Click the OK button. 
 

 
 
52.  The Telephone Group element is displayed. 
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53. Click the Save button. 
 

 
 

54. Click the Preview button. 
 

 
 

55. The configured element is displayed. 
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56. Click on the expand icon and the status icons are displayed. 
 

 
 

58. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
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Other Elements  
 
Adding a Customer History Element to the Working Area 
 
The Customer History Element can be added to the Telephony View and 
configured with a variety of parameters that will display on the User interface when 
a customer call is presented to the agent. These parameters can include the Date 
and Time of the customer’s previous call, the topic that was presented with their 
call, their telephone number, and the last agent the customer conversed with etc. 
 

1. Select the duplicated file to be used and click the Edit button. 
 

 
 

2. Select the Customer History element and drag it onto the Working Area. 
 

 
A. Click and drag 
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3. The Properties dialogue box is displayed. Select the Period in weeks drop 

down box. You can define the period of time to be reflected in the Customer 
History element. The period can be defined as 0 all data, or up to a 12 week 
period. 

 

 
 

4. From the Invisible Columns panel, select the required parameters to be 
utilized with this element. 
 

 
 
5. Click the right facing arrow button. The parameters are moved to the Visible 

Columns panel. Click the OK button. 
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6. The configured element is displayed. Click the Save button. 
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7. Click the Preview button. 
8. The configured element is displayed. When the customer’s call is presented 

to the agent, the Customer History element will display details relating to the 
parameters previously defined. 
 

 
 

9. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
 

Adding an Direct Call Element to the Working Area 
 
A Direct Call element can be configured that allows the agent to click on the 
element and directly call a configured number, in a similar manner to using a 
speed dial / Directory. 
 

1. Select the Direct Call element and drag it onto the Working Area. 
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A. Click and drag. 

 
2. The Properties dialogue box is displayed. 

 

 
 

3. Enter a Name to identity the Direct Call element. 
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4. Enter the number to be dialed. Include any access code digit as required 
based upon the IP Office configuration. Click the OK button. 
 

 
 

5. The configured element is displayed. Click the Save button. 
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6. Click the Preview button. 
 

 
 

7. The configured element is displayed.  A call can be made to the configured 
number by double clicking on the Direct call element. 
 

8. To use this file in the Telephony view, please refer to the Selecting the File 
to be Used in the Telephony View section of this guide. 
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Adding an Internet Browser Element to the Working Area 
 
An Internet Browser element can be used to display a web page when a call is 
routed to a specific Topic. For example, a sales website could be configured to 
open when calls are directed to a ‘special offers’ Topic. 
 

1. To complete this configuration a custom call tag must first be defined. From 
the configuration interface, select System followed by Tag List. 
 

 
 

2. The Defined tags window is displayed. Click the Add button.  
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3. Name the tag. 
 

 
 

4. Ensure that User Defined is selected as the Type. 
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5. Select String as the Data type. 
 

 
 

6. Click the OK button. 
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7. The configured tag is displayed. Click the OK button. 
 

 
 

8. The call tag has to be assigned against a variable that is created within the 
required Topic. The variable will include the webpage to be opened when 
calls are made to this Topic. Click the Topic tab and select the Topic to be 
utilized. Click the Edit button. 
 

 
 

9. Click the Variables button. 
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10. The Defined Variable dialogue box is displayed. Click the Add button. 
 

 
 

11. The Variable – Create dialogue box is displayed. Click the browser button 
and select the Tag that has previously been configured. Click the OK 
button. 
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12. In the Value field, enter the URL of the web page to be utilized.  Then click 
the OK button. 
 

 
 

13. The defined variable is displayed, click the OK button. 
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14. Click the OK button. 
 

 
 
15. Navigate to the Telephony View. 

 

 
 
16. Select Telephony followed by File View. 
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17. Select the duplicated file to be used and click the Edit button. 
 

 
 

18. Select the Internet Browser element and drag it onto the Working Area. 
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A. Click and drag. 

 
19. Right click on the element and select Properties. 
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A. Right click. 
 

20. The Properties dialogue box is displayed. Click the Tags button. 
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21. Select the previously configured Tag, and then click the OK button. 
 

 
 

22. The selected Address is displayed. A URL title can also be displayed if 
required. Click the OK button. 
 

 
 

23. Click the Save button. 
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24. Click the Preview button. 

 

 
 
25. The Element is displayed. 
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26. When a call is presented to the Topic, the defined web page is launched. 
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Contact Bar – User Interface 
 

The Contact Bar is used by an agent to make and receive calls and for call control 
purposes. Real-time call information is displayed to show call conversation 
duration in hours, minutes and seconds along with call status such as After Call 
Works. 
 
By using the Contact Bar, an agent can dial numbers to make a call, place a call in 
a conference, put a call on hold and transfer etc 
 
To edit the Contact Bar: 
 

1. Select Go to followed UI config 
 

 
 
2. The UI Configuration screen is displayed. 
 

 
 
Configuration changes can be made to System files, configured Profiles or for 
individual agents.  
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The User Interface Configuration screen can be used to select and edit  the 
Contact Bar, select  the Home View, the Telephony File, Autostart RT Information, 
select the Active View when the user interface is launched and the color format of 
Real Time information. 
 

 
 
In the following examples, the Contact Bar will be edited to utilize the Silent 
Monitoring and Supervisor Emergency elements in the Agent and Supervisor 
interface. 
 

Note: Only the Silent Monitoring and Supervisor Emergency elements are 
supported. I.e. The Supervisor Assistance element is not supported on IP Office 
Contact Center. 

 
 
Configuring an Agent’s Contact Bar. 

 
Silent monitoring 
The Silent Monitoring element authorizes a Supervisor to silent monitor configured 
agents from a selected group. 
 
There are number settings that require configuration in the IP Office that will allow 
the Supervisor to monitor the Agent whilst on a call. 
The required Agent’s IP Office profile must have the Cannot be Intruded option 
deselected. This can be assigned via an Agents User Right’s profile or to individual 
agents. 
 

1. Login to IP Office Manager. Navigate to the agent profile or the User Rights 
Profile to be utilized and deselect the Cannot be Intruded check box. 
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2. The Supervisor’s IP Office profile must have the Can Intrude check box 
selected. 
 

 
 

Note: Check the Cannot be intruded option to prevent the supervisor him/herself 
from being silently monitored. 

 
3. The IP Office uses Monitor Group to allow the Supervisor to choose which 

Agents they are allowed to monitor. Therefore to use this feature with IP 
Office Contact Center, a hunt group can be created within IP Office 
Manager that will contain all of the agents to be monitored. 

 

Note: Ensure that the supervisor’s extension is also included in the Group’s User 
List  
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4. If you use the option for Ex Directory option, this hunt group will not appear 
in the contacts button on the agent’s handset. 
 

 
 

Note: Ensure that the supervisor’s extension is also included in the Group’s User 
List  

 
5. Now that all of the Agents are assigned to the hunt group, the supervisor(s) 

profile has to be configured on the IP Office, to be permitted to monitor that 
hunt group. This is configured on each supervisor’s IP Office profile by 
selecting the Monitor Group drop down list and selecting the configured 
Hunt Group, in this example the hunt group named Monitor Only. 

 

 
A. This is a previously configured Hunt Group that contains the agents to 

be monitored. 
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6. Remember to save the configuration changes on the IP Office. 
 

 
 

Note: Any IP Office extension that an IP Office Contact Center User may sign onto 
would require the above IP Office configuration, if monitoring is to take place from 
these extensions. 

 
7. By default, the IP Office will produce a Tone at the point that an agent is 

monitored (the Beep on listen option). 
 

8. This can be disabled in IP Office Manager by selecting System, Telephony 
followed by the Tones & Music tab and then deselecting the Beep on 
listen option. 
 

 
 

9. Save the configuration changes. 
 

Note: this is a system wide setting for all Users of the IP Office. 
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Silent monitoring – Continued 
 
Privileges will be granted to the Supervisor to allow them to use the Silent 
Monitoring element. 
 

1. Select Goto followed by Configuration. 
 

 
 

2. Select the Agent tab. Select the Supervisor and click Edit. 
 

 
 

3. The Supervisors details are displayed, click the Privileges button. 
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4. Select the Realtime Information tab followed by the Silent Monitoring 
Assistance privilege and then click the OK button. 
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5. The Privilege has now been applied, click the OK button to close. 
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6. The Silent Monitoring option can now be added to the Supervisors Contact 
Bar. 
 

7. Select Goto UI Configuration. 
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8. Click the Agent folder and double click on the required Supervisor profile. 

 

 
9. Select the SilentMon. element  then click the Add button. 
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10. The Silent Monitor icon is displayed click the OK button. 
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11. The button will be added to the Supervisors Contact bar. 
 

 
 

 
An example of the Supervisor Monitoring utility, in use. 

 
1. An agent is on a call. 

 

 
 

2. The Supervisor clicks the Silent Monitoring button. 
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3. The Supervisor can select the agent to be monitored from the Silent 
Monitoring screen. Select the required agent and click the OK button. 
 

 
 

4. The Supervisors interface indicates that a Silent Monitoring session is in 
progress with Agent1.  
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Supervisor Emergency 
 

This element allows the Agents to contact a Supervisor via their  IP Office Contact 
Center interface to ask for assistance whilst on a call with a customer. If the 
Supervisor accepts the request, the Supervisor joins the agents call. 
 
There a two parts to this process, Part 1 Supervisor configuration and Part 2 Agent 
configuration. 
 

Part 1 - Supervisor Configuration  
 

1. Select Go to followed by Telephony. 
 

 
 

2. Select Telephony followed by File View. 
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3. Select the duplicated file to be utilized, in this example a file called 
Supervisor GUI_en has been selected. Click the Edit button. 

 

 
 

4. Select the Supervisor Emergency element and drag it onto the Working 
Area. 

 

 
A. Click and drag. 
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5. Click the Agent Group button, and select the required group. 
 

 
 

6. In this example Agent Group 1 has been selected. Click the OK button. 
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7. The Agent group is now displayed. Change the Display Content option to 
Present agents and click the OK button. 
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8. Select the Supervisor Emergency element is displayed. 
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9. Click the Save button. 
 

 
 

10. The Privileges for the Supervisor and the Agent should be checked to 
ensure that they are allowed to use the function. 

 

11. Click Go to followed by Configuration. 
 

 
 

12. Select Configuration followed by Agent or Agent profile, if profiles are 
used. 
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13. Select the Agent or Supervisor then click the Edit button. 
 

 
 

14. Click the Privileges button. 
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15. Select the Realtime Information and Supervisor Emergency check 
boxes. Then click the OK button. 
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16. Choose the OK button to close. 
 

 
 

17. This process should be repeated for all Supervisors and all Agents that are 
to use this feature. 
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Part 2 - Agent Configuration 
 

1. Select Go to followed by UI config. 
 

 
 

2. Select the Agent to which the changes will be made.  
 

 
 

3. If you are using profiles select which profile you wish to change. 
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4. Deselect the Default check box. 
 

 
 

5. Select the Emergency and the Silent Monitoring element, click the Add 
button.  
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6. The Emergency element is moved to the Selected elements panel.  
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7. Click the OK button. 
 

 
 

8. When the agent next logs in to the IP Office Contact Center User interface, 
the new buttons will be visible. 

 

 
 

9. The configuration is complete. 
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An Example of the Supervisor Emergency feature in use 
 

10. While Agent1 is on a Call they can request assistance from a supervisor by 
clicking the Supervisor Emergency button. 
 

 
 

11. The Supervisor is alerted of the request. 
 

 
 

12. The Supervisor can use their Right Mouse Button to select the Emergency 
option and join the Call. 
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Additional configuration parameters can be viewed from the UI Configuration 
dialogue box. 
 

1. Select Go to followed by UI config. 
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2. In this example, Agent Karen has been selected. Double left click on the 
agent’s name. 
 

 
 

3. The UI Configuration dialogue box is displayed. 
 

 
 

4. To add additional elements to the Contact Bar, deselect the Default check 
box. 
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5. Elements can be added for display and use in the Contact Bar. 
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6. From the Home tab, files can be selected and assigned to be used as the 
Home view. 

 

 
 

7. From the Telephony tab, files can be selected and assigned to be used as 
the Telephony view. 
 

 
 

8. From the Autostart RT Information tab, monitor files can be selected. 
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9. From the Application tab, the view can be selected that will be displayed 
when a user signs into the IP Office Contact Center User Interface. 
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10. The format of the Realtime Information interface can be defined as required 
from the Realtime Information tab. 
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An example of a configured Contact Bar is illustrated below. 
 

 
 

A. Answer 
B. Dial 
C. Hang Up 
D. Hold 
E. Consultation 
F. Transfer 
G. Conference 
H. Wrap Up 
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I. Extend Wrap Up 
J. End Wrap Up 
K. Job Code 

 
 

Outgoing ACD Call – allows calls to be recorded in the database for reporting 
purposes. A topic can also be selected against the outgoing call being made. 
 
 

 
 
 

Upgrading the IP Office Contact Center Client User Interface 
 

Note: The Client User Interface software can be downloaded from the IP Office 
Contact Center Administration Page Download Link.  Click the Download link, 
followed by IP Office Contact Center Client. Please refer to the IP Office Contact 
Center Installation Task Based Guide for further details. 
 

 
 

The software can also be found on the IP Office Contact Center installation CD 
within the Client folder or from Avaya’s Support Website. If in doubt, please check 
with Avaya that you have the required version of software. 
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To upgrade the IP Office Contact Center User Interface: 
 

1. Check and make a note of the software version. 
 

 
 

2. Click the Upgrade button. 
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3. Select the Do not close applications. A reboot will be required. Click the 
OK button. 

 

 
 

4. The files are copied and the upgrade will proceed. 
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5. Click the Finish button. 
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Avaya Documentation 

 http://support.avaya.com/ 

Avaya IP Office Contact Center Task Based Guides 

 IP Office Contact Center Configuration Maps 

 IP Office Contact Center Installation 

 IP Office Contact Center Telephony User Interface Configuration 

 IP Office Contact Center Task Flow Editor -Telephony 

 IP Office Contact Center Reporting 

 IP Office Contact Center IVR Scenarios 

 IP Office Contact Center Contact Recorder Configuration 

 IP Office Contact Center Email & Chat Service 

 IP Office Contact Center Maintenance  

 IP Office Contact Center Dialler Configuration 

Please note, only the IP Office Contact Center Task Based Guides listed above 

are available from Avaya. Further IP Office Task Based Guide documentation as 

listed below is available directly from ITEL. http://www.iteluk.com/ 

ITEL IP Office Task Based Guides  
 

Initial Installation 

1. IP Office Configuration Maps 

2. IP Office Hardware Installation 

3. IP Office Initialisation 

4. IP Office Manager 

5. IP Office Voicemail Pro Initial Installation Guide 

6. IP Office Small Community Networking 

7. IP Office Customer Call Reporter Initial Installation Guide 

8. IP Office Server Edition Configuration 

9. IP Office Security Policies 

 
 

UCM 

10. IP Office Unified Communications Module 
 

 

 

 

http://support.avaya.com/
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Core Telephony 

11. IP Office Telephony and Call Routing 

12. IP Office Short Codes Summary 

13. IP Office Hunt Group Setup and Operation 

14. IP Office Conferencing 

15. IP Office IP Telephony Guide 

16. IP Office Computer Telephony Integration – 1st Party 
 

 

Users, Telephone & Softphone Configuration 

17. IP Office Configuring IP Office Phones and User Accounts 

18. IP Office Call Handling 

19. IP Office Configuring the IP Office Softphone 

 

Auto Attendant & Voicemail 

20. IP Office Embedded Voicemail (Intuity Mode) Flowchart 

21. IP Office Auto-Attendant Setup and Operation 

22. IP Office Embedded Voicemail 

23. IP Office Embedded Voicemail Flowchart 
 

Voicemail Pro 

24. IP Office Voicemail Pro Summary Guide 

25. IP Office Voicemail Pro – Voicemail User Guide 

 
One X Portal & IP Office Applications 

26. IP Office One X Portal Guide 

27. IP Office One X Mobile Preferred Implementation 

28. IP Office Plug-in for Microsoft® Outlook® 

29. IP Office MS Lync Plugin 

30. IP Office Avaya Flare 

31. IP Office One X Mobile Essential 
 

Customer Call Reporter – CCR 

32. IP Office Customer Call Reporter Configuration Guide 

33. IP Office Customer Call Reporter Wallboard Guide 
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Contact Store & Receptionist Console 

34. IP Office Contact Store 

35. IP Office Receptionist Console 

 

Maintenance 

36. IP Office Backup and Restore 

37. IP Office System Status Application 

38. IP Office Upgrade Guide 
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